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Governance Report Fulfilling Accountability to Our Customers
(Customer Protection Management)

1. Basic Philosophy

As financial institutions’ operations, products and services

become more diversified and complex in the wake of recent trends

towards financial liberalization and advances in financial technology,

Sumitomo Trust is aware of its increasing accountability to properly

explain products to its customers. Moreover, the need to respond

appropriately to customer complaints and requests and the impor-

tance of managing customer information are greater than ever before.

Under these circumstances, as a trust bank grounded in the

two core principles of “Confidence and Integrity” (the essence of

the trust business) and “Placing Prime Importance on Credibility

and Sound Management” (Sumitomo’s basic business principle),

Sumitomo Trust is positioning improved customer response

(“Customer Protection”) alongside compliance as its most impor-

tant management task, and strengthening its efforts with the aim

of being a financial institution that puts the customer first.

2. Putting This Philosophy into Practice

(1) Establishing a Customer Protection 
Management Policy
In March 2007, Sumitomo Trust established a policy (the

Customer Protection Management Policy) on the development and

establishment of a system aimed at enhancing customer protection

and convenience. By taking these items that have conventionally

been practiced as a part of compliance and risk management poli-

cies and handling them under an independent policy, we are

working to realize management that puts the customer first and

improve our customer protection efforts.

This policy stipulates the objects of customer protection man-

agement as 1) product and service explanations and information

provided to customers, 2) response to customer inquiries, consulta-

tion, requests and complaints, 3) management of personal

information, and 4) ensuring the appropriateness and sufficiency of

customer response and information management in outsourced

operations.

(2) Employee Action Guides
The employee of Sumitomo Trust already follows an “Ethics

Charter” of Sumitomo Trust and a “Social Activity Charter” for

use as action guides. We publicized a “Promise to Customers,”

which spells out our policy concerning solicitation and sales of

financial products at our branches and on our website. In addition,

by means such as development of company rules and enhanced

training we conduct thorough and adequate solicitation and sales

of financial products from the customer’s standpoint. Moreover, in

keeping with our “Personal Information Protection Declaration,”

we are developing an internal system for the appropriate protection

and use of personal information.

(3) Customer Service Improvement Measures
Undertaken in Each Group and Division
In each group and division of Sumitomo Trust, we take up

“Voices of Users and the Improvements Based on Them” as a theme

of our business activities, and each half-year we submit a report on

customer opinions and the details of the improvement activities we

have tackled as a group and division to the Board of Directors.

In the Retail Financial Services Division, we are actively pro-

ceeding with efforts to improve customer satisfaction by

constructing an organizational system that thoroughly collects cus-

tomer complaints and service improvement proposals, and studies

measures. In other groups and divisions also, based on the idea that

reducing mistakes in operations is linked to improving reliability

from a customer perspective, we analyze the causes of such mis-

takes and implement measures to prevent their recurrence. 

By putting in place thorough customer protection and

improving convenience through such measures, as well as by rais-

ing our management system to a higher level, Sumitomo Trust is

responding to its social mandate as a financial institution and link-

ing this to improvements in customer service. 




