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At SMBC, we created the Quality Management Department in April

2006, with the aim of drawing fully on VOC to make improvements

in the bank’s business and management. The Quality Management

Department is primarily responsible for analyzing the VOC data.

Reports of this department are then discussed by the CS and Qual-

ity Improvement Committee, whose members include the chairman

and directors who are members of the bank’s Management Com-

mittee, and these reports are used proactively to enhance the

satisfaction of our customers and the quality of our services. 

In parallel with these activities, we are undertaking a wide

range of initiatives for improving customer satisfaction and quality.

These include conducting questionnaire surveys to obtain the

opinions of a broader range of customers by interviewing them at

our branches and offices and via mail. Also, to provide services

that will meet with greater customer satisfaction, we are conduct-

ing related training and educational programs. 

VOC Database
We have also created a VOC database, a record of the opinions that

our customers have expressed, principally at our branches, and are

working to make this database widely available within the bank. In

addition, the data is analyzed and used by the Quality Management

Department to provide guidance to our branches and to make

improvement proposals to the Head Office departments so they can

establish bankwide CS enhancement measures. 

The Head Office departments also analyze the VOC data them-

selves and employ the results to make improvements in products

and services.

CS and Quality Improvement Committee
CS and Quality Improvement Committee, which is chaired by the

president of SMBC, meets periodically to hear reports on the spe-

cific opinions that customers have expressed and to review the

fluctuations in the number of opinions expressed from month to

month. The committee also receives reports on the results of

analyses of VOC and proposals for improvements, and members

of management represented on the committee listen to these

reports and consider appropriate courses of action.

In addition, to instill the awareness of making our activities

more customer centric, we prepare documents containing points

based on specific examples and distribute these throughout the

bank. We also arrange for study meetings and implement other

measures, and the content of these activities is reported to mem-

bers of management for their consideration. 

Moreover, to enhance customer satisfaction and the quality of

our products and services from a broader point of view, we invite

specialists familiar with these and related areas to provide their

advice. 

Initiatives for Enhancing Customer Satisfaction (CS) and Quality

Working closely with Group companies, SMFG is taking initiatives to enhance customer satisfaction and the quality of Group services
and products. SMFG calls meetings of its Group Customer Satisfaction Committee periodically to review reports based on analyses
of the Voice of the Customer (VOC) and discuss measures to increase customer satisfaction.
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■Activities to Obtain and Act on Voice Of the Customers

Contributing to 
the Sustainable Development of Society 
As a new comprehensive financial services group for the 21st cen-

tury, Sumitomo Mitsui Financial Group (SMFG) strives to respond

to the expectations of society, and, by fulfilling its responsibilities,

to earn the highest trust of society. 

To earn such trust, we offer added value to four major stake-

holder groups and entities: namely, customers, shareholders and

the market, the environment and society, and our employees.

Through these activities, the Group contributes to the sustainable

development of society as a whole. 

Basic CSR Policies
As a basis for implementing its CSR activities, SMFG has formu-

lated a definition of CSR and a set of business ethics that articulate

its basic principles for the Group. 

Key Points of CSR Activities
The key points of our CSR activities are as follows. First of all, we

have created a solid management framework, including corporate

governance, internal auditing, compliance, and risk management

systems. Second, we offer higher added value to our four major

stakeholder groups in the following ways.

• We endeavor to develop and prosper with our customers

by offering top-quality, high-value-added products and

services.

• We maintain sound management through disclosing

appropriate information, designing and operating robust

internal control systems, and managing to increase share-

holder value.

• We implement initiatives on a continuing and active basis to

contribute to society and preserve the natural environment.

• We work to foster a free and active business environment

that emphasizes respect for individuals and allows employ-

ees to realize their full potential.

Finally, we ultimately contribute to the continuing development

of society as a whole through all these activities. 

Implementing CSR Activities and 
Business Growth Strategies in Tandem
SMFG and the Group companies position CSR activities as the

basis for the effective implementation of business growth strate-

gies and conduct these activities in tandem with their strategies to

attain management objectives. 

The proper conduct of CSR activities is clearly an integral part

of “management itself,” and commitment to serious implementa-

tion of CSR initiatives is the shortest path to reaching management

objectives. 

Corporate Social Responsibility (CSR)

Basic CSR Principles: SMFG Business Ethics

Ⅰ. Providing Customer-Centric Services
We intend to be a financial services group that has the complete trust and
support of our customers. For this purpose, we will always provide services that
meet the true needs of our customers to assure their satisfaction and earn confi-
dence in the Group.

Ⅱ. Maintaining Sound Management
We intend to be a financial services group that maintains fair, transparent, and
sound management based on the principle of self-responsibility. For this purpose,
along with earning the firm confidence of our shareholders, our customers, and
the general public, we take a long-term view of our business and operate it effi-
ciently, and actively disclose accurate business information about the Group.
Through these activities, we work to maintain continued growth based on a
sound financial position.

Ⅲ. Contributing to Social Development
We intend to be a financial services group that contributes to the healthy develop-
ment of society. For this purpose, we recognize the importance of our mission to
serve as a crucial part of the public infrastructure and also our social responsibili-
ties. Based on this recognition, we undertake business operations that contribute
to the steady development of Japan and the rest of the world, and endeavor, as a
good corporate citizen, to make a positive contribution to society.

Ⅳ. Creating a Free and Active Business Environment
We intend to be a financial services group for which all officers and employees
work with pride and commitment. For this purpose, we respect people and
develop employees with extensive professional knowledge and capabilities,
thereby creating a free and active business environment.

Ⅴ. Maintaining High Compliance Standards
We intend to be a financial services group that always keeps in mind the impor-
tance of compliance. For this purpose, we reflect our awareness of Business
Ethics in our business activities at all times. In addition, we respond promptly to
directives from auditors and inspectors. Through these actions, we observe all
laws and regulations, and uphold moral standards in our business practices.

SMFG’s Definition of CSR
In the conduct of its business activities, SMFG fulfills its social responsibilities by
contributing to the sustainable development of society as a whole through offering
higher added value to (i) customers, (ii) shareholders and the market, (iii) the envi-
ronment and society, and (iv) employees. 

Making contributions to the sustainable development of society as a whole
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■Our Perspective on CSR




