
The Group considers the enhancement and sophistication 

of operational quality to be the most important management 

issue, providing products and services that exceed client 

expectations are based in the fiduciary spirit that is the foun-

dation that earns the credibility of our clients and society.

Since it became unveil that tallying operations of voting 

rights exercise forms at SuMi TRUST Bank were conducted 

inappropriately in 2020, the Group as a whole has tackled 

to enhance risk governance through true cause analysis and 

other means. In addition, we have been reviewing opera-

tional processes, visualizing operation flows, improving 

operational quality, and strengthening supervision by the 

Board of Directors. We will continue to advance autono-

mous operational process, such as improve operational 

quality, streamline, strengthen management risk and gov-

ernance, and optimize resource allocation, considering our 

low-volume/high-diversity products and highly-specialized 

operations unique to a trust bank group.

1   Initiatives in FY2021

We built a framework for discovery, analysis, and improve-

ment of issues related to raising and advancing opera-

tional quality led by the Business Process Management 

Department, which is responsible for management and veri-

fication of operational quality and operational risk manage-

ment functions. In addition, we know that having a deeper 

understanding of the products, services, and operations each 

employee is involved in leads to enhanced and sophisticate 

operational quality, therefore we have strived to watch over 

the entire operational process and visualize its flow, from the 

position of our businesses to the products and services that 

contribute to that position.

2   Future Initiatives

It is important for us to continuously enhance and sophisti-

cate operational quality. We will continue to understand and 

identify potential risks in operational processes in each busi-

ness offering product and service, based in the framework 

established in 2021. In addition, we will review our manage-

ment framework to better meet client expectations, promote 

autonomous PDCA cycles to improve service quality, and 

promote efforts to establish these initiatives.

3   Strengthening Supervision

The Board of Directors receives executive reports on 

efforts to govern sophistication to operational quality includ-

ing visualization of operational processes and on efforts to 

build an overall framework based on those improvements. 

It also receives regular reports from the Audit Committee 

about the results of audits, opinions, and the status of initia-

tives being undertaken. With these reports, the Board can 

provide systematic and efficient supervision by verifying the 

effectiveness of efforts and receiving proposals on how to 

improve them. We are seeing steady progress in the estab-

lishment of autonomous operational processes within the 

Group, and the Board will continue to supervise efforts to 

ensure sustained sophistication of operational quality and 

the maintenance of effectiveness across the entire manage-

ment framework.

Strengthening supervision by the Board of Directors

Strengthening review of the entire process (Audit strengthening)

Risk management
Strengthen governance

• �Strengthen capabilities of risk management 
divisions for identifying issues (Utilize AI as well)

• �Strengthen governance of individual companies 
in the group

Upgrade 
visualization of 

processes

• �Improve self-inspection 
capabilities in the front-
office divisions

Resource allocation

• �Accurately allocate human/material 
resources to required areas

Improvement/
Efficiency

• �Fixing of issues
• �Establish efficiencies, mitigate risks 

by standardizing processes

Sophisticate autonomous operational processes

• �Account for smaller volume/high variety, highly specialized 
operational features that are unique to a trust bank group 

• Develop/provide tools for visualizing processes
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Enhance and Sophisticate Operational Quality




