
◆ Examples of measures
To showcase the major products of each branch, we harmonized posters 

and positioned related pamphlets near the sofas so that they could be 

easily picked up by customers. An increase in customer queries showed 

that we had improved channels of communication at the branch.

After observing customer circulation within the branch, we relocated 

counters for customers to fill in forms at into more visible positions. 

By making the branch easier for customers to find their way around, 

we reduced the number of queries about procedural matters.

We made procedures easier to understand by putting up special placards 

simply explaining the different kinds of slips on the customer-use counters.
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Performance in fiscal 2008 and measures for fiscal 2009Voice of the Branch Manager
    “Better Communication with 
    the Retail Customer” Project

SMBC is taking steps to improve the effectiveness of in-branch advertising, 

aiming to make it simpler for customers to understand and more eye-catching.

These measures are intended to add value to customer visits to bank 

branches by solving the issue of advertising materials being crammed 

into tight spaces, making the premises seem cluttered.

■ Measures
We are carrying out improvements at all branches based on Visual

Merchandising* know-how developed in other sectors.

Branch employees themselves select issues to address based on obser-

vation of customer circulation within the branch, customer profiles, use of 

facilities (pens, reading glasses, etc), pamphlet pickup rate and awareness

of displayed information materials.

* Visual Merchandising: Method of store layout and merchandising that emphasizes the 
visual impression made on the customer

The Group is committed to timely and accurate disclosure of corporate

information to its shareholders and the markets, and to maintenance of a 

strong financial position, through sound decision-making and appropriate 

business management. We believe these approaches not only ensure a 

clear understanding and fair appraisal of our company, but also contribute

to the sound development of markets and the national economy.

    Measures to Deepen Trust

To ensure still sounder relations between the Group and its shareholders 

and markets, we not only undertake disclosure as required by law, but 

have also voluntarily expanded the scope of information disclosed to

include details of financial position, management policy, and operational 

strategy, based on frameworks we have put in place for such disclosure.

In recent years, the composition of our shareholders has changed greatly, 

with the proportion of shareholders that are overseas investment institu-

tions or individuals rising. By reflecting this new pattern of investor

opinion in our management, we are further strengthening communication 

with shareholders.

    Inclusion in SRI Indexes

Shares of SMFG are included in the following major global SRI indexes, a 

reflection, we believe, of our sound reputation in the CSR arena. We will 

take further steps to get ourselves listed in the Dow Jones Sustainability 

Index (DJSI) World and similar indexes.

“Universal services” trial

Volunteer senior citizens

Through these initiatives, in which the entire branch staff rearrange 

the interior from the customer’s viewpoint, making it easier for cus-

tomers to understand financial product services, we are showing 

awareness of our social responsibilities as a financial institution.

In addition, we undertook various measures at our own initiative

to better serve the increasing 

number of elderly among our 

customers. Examples were 

simulation trialing of “universal 

services” in designated branches

and a survey of volunteer senior

citizens in a measure to pre-

pare for the super-aging society, in which we referenced our

consulting services and our “Better communication with the retail 

customer” project.

By confirming the efficacy of measures through customer question-

naires, we are enhancing the marketing abilities of every one of our 

employees and proactively reforming branch operations.

    For more on SMBC’s initiatives for “universal services,” please see
(4) Measures to deal with a super-aging population, on page 10.
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Performance in fiscal 2008Policy

Highly transparent 
disclosure

More advanced internal 
controls

Better communication 
with stakeholders

Measures for fiscal 2009

◆ Disclosure via a variety of media and our website

◎Flash results reports, results announcement, securities reports, 

statutory disclosure materials, regular publications, etc

◎Disclosure reports, and interim reports (English-language annual 

and interim reports)

◎Press releases and other disclosure, as needed

◆ IR channels

◎Briefings for investors (twice a year)

◎Conferences, etc, arranged by 

securities companies, as needed

◎Internet conferencing, as needed

Our website Disclosure report

Investor briefing materials

Together with Our Customers

“From a survey undertaken before the 

launch of the project, we realized that most 

customers were not noticing advertising 

materials at the branch. So we took steps 

to redesign the branch to better meet 

customer expectations, taking our cue from supermarkets and 

apparel retailers.

After this idea was implemented, the number of leaflets left in 

places where customers could easily pick them up began going 

down as people took them away, and there were a greater 

number of queries prompted by posters. We are now receiving 

responses from customers who are getting the SMBC message. 

A new channel of communication has been created in the branch, 

and this has helped raise interest in SMBC.”

Mikiko Hyodo
General Manager, Kanazawahakkei Branch, SMBC

SMBC

http://www.smfg.co.jp/investor/

For more detail please see 
our website for shareholders and investors Web

Together with Our Shareholders and Markets

■ Ethibel Sustainability Index Global

■ FTSE4Good Global Index

■ FTSE4Good Global 100 Index

■ Morningstar Socially Responsible Investment Index

■ DJSI Asia Pacific Index

■ DJSI Asia Pacific 40 Index

Chosen as company showing remarkable improvement in 
disclosure by The Securities Analysts Association of Japan,
for its detailed disclosure of investments in securitized 
products including those with subprime exposure, and for 
its management approach to investor relations
Conducted surveys and research into introduction of 
environmental and CSR benchmarks such as environ-
mental accounting tools
Considered listing on the New York Stock Exchange

●

●

●

Add detail and depth to online content for shareholders 
and investors
Strengthen communication with SRI research institutions 
and individual investors
Consider introduction of environmental and CSR benchmarks 
such as environmental accounting tools
Consider listing on the New York Stock Exchange

●

●

●

●
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