
CSR Action Policies

1.	Earning Trust
	 We are well aware that we have an important social responsibility and public mission as a comprehensive financial group, 

and we strive to earn unwavering trust from society by acting in good faith and ensuring sound business operations.

2.	Respecting Human Rights 
	 Our officers and employees all treat each other as partners in the workplace, showing mutual respect for 

individuals’ characters and individuality.

3.	Complying Fully with Laws and Regulations, etc.  
	 We aim to comply fully with all laws, regulations, and rules, and conduct fair and honest corporate activities in 

keeping with social norms. In addition, we aim to maintain a strong sense of ethics, and to sustain and enhance a 
corporate culture of obeying laws, regulations and rules.

4.	Managing Information  
	 We handle customer information and other critical information with the utmost care, and manage it rigorously to 

avoid improper use.

5.	Ensuring a Customer-Oriented Approach 
	 We always put customers first and offer reliable, high-quality financial services suited to each customer’s needs. 

Furthermore, we ensure that our actions never harm our customers’ interests in order to benefit the AEON Financial 
Service Group, and we refrain from using our dominant position to persuade customers to enter into transactions.

6.	Confronting Anti-Social Forces
	 We are committed to maintaining a resolute stance against anti-social forces that pose a threat to civil society, 

and if we encounter any transaction that we suspect is connected to money laundering or any other crime, we do 
not disregard it, but deal with it appropriately.

AEON Financial Service Policies on Compliance

Privacy Policy
1.	‌� AEON Financial Service Co., Ltd. (the “Company”) has established and discloses the privacy policy (the “Privacy 

Policy”) as its approach to protect personal information and properly handle such information.

2.	‌� The Company recognizes the importance of protecting personal information, and complies with the Act on the 
Protection of Personal Information and other relevant laws and regulations including guidelines, as well as the Company’s 
internal regulations including this Privacy Policy, and it strives to properly protect and handle personal information.

3.	‌� The Company acquires personal information through appropriate and lawful means, and only to the extent 
necessary to achieve the purpose of utilization.

4.	‌� The Company specifies the purpose of utilization of personal information, and handles such information within 
the limitations of the purpose of utilization. In cases where the purpose of utilization of specific personal 
information is limited by laws and regulations, the Company does not use such information beyond such 
limitations of the purpose of utilization. 

	‌� The Company’s purpose of utilization of personal information is shown in “Handling Personal Information,” etc.

Handling Personal Information (Purpose of Utilization of Personal Information)
5.	‌� The Company does not provide personal information to any third party, with the exception of cases where the 

person concerned has granted prior consent in that regard, or where provision of personal information is based 
on laws and regulations. 

6.	‌� The Company takes appropriate measures to ensure the security control of customers’ personal information in 
order to prevent loss, alteration or leakage of such information.

	‌� When outsourcing the handling of customers’ personal information, the Company appropriately oversees the trustee.

7.	‌� The Company reviews the content of this Privacy Policy as necessary, and strives to bring about continuous 
improvement such as to its systems and approaches for protecting personal information.

8.	‌� The Company trains and educates its officers and employees regarding the importance of protecting personal 
information to ensure that they handle customers’ personal information in an appropriate manner.

9.	‌� The Company responds in an appropriate and swift manner to requests by customers to disclose personal 
information it retains.

	‌� For details of procedures relating to disclosure, etc., please see the information shown in the section “Handling 
Personal Information,” or please contact the office shown below. 

Handling Personal Information (Procedures Relating to Disclosure, etc. of Personal Data Retained 
by the Company)
10.‌�	The Company responds to any opinions or requests concerning its handling of personal information in an 

appropriate and swift manner.
	 Please contact the General and Legal Affairs Division given below regarding opinions and requests.

Privacy Policy
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Enhancing Convenience for Customers

■ Making Use of Customer Feedback

We value opinions, requests, and other feedback received from our customers, and we take 

such feedback seriously as a means to improve our business and further upgrade our services. 

We provide customer feedback cards at bank branches and ATMs, replying individually to those 

customers we can contact. We also collect and categorize feedback received via branches, call 

centers, and the corporate website, and such feedback is discussed and studied, and used in 

efforts to further upgrade our services.

■ Initiatives to Enhance Convenience

We are taking steps to enhance our services to make them more convenient and more focused 

on serving the public good so that a diverse range of customers can feel comfortable using 

them. In bank branches, for instance, we installed communication boards to enable customers 

with impaired hearing or concerns about communicating verbally to use a visual means of 

telling bank staff their desired transactions or procedures.

For customers with physical disabilities 

➡ We reduce fees for over-the-counter money transfers 

For customers with impaired eyesight 

➡ We issue account statements in braille

For customers who find it difficult to write 

➡ ‌�We handle housing loan applications and other paperwork read or written by a proxy on 

behalf of the customer

CSR
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Environmental Activities

AEON Financial Service Co., Ltd. (the “Company”) works to continuously increase its corporate value by 

proactively conducting environmental preservation and social contribution activities. The Company is also 

making efforts to contribute to the development of local communities as a good corporate citizen.

■ Tree Planting

Since 1991, the Company has participated in “AEON Furusato no Morizukuri” (AEON Hometown Forests 

Program), in which new AEON stores, together with customers, plant trees on their premises when they 

open. We also actively participate in tree planting in Japan and overseas conducted by the AEON 

Environmental Foundation, in cooperation with national and local governments, for the purpose of 

restoring forests destroyed by natural disasters or other causes. 

In fiscal 2014, many employees and their families worked together with local customers to plant trees at 

stores in Japan and overseas, including AEON Mall Okayama, AEON Mall Kisarazu, and AEON Mall Binh 

Duong Canary in Vietnam. In addition, employees helped in planting trees in Mukawacho, Hokkaido 

Prefecture; Kesennuma City, Miyagi Prefecture; Yangon, Myanmar; and Suzhou, China. In Yangon, 

business partners who supported the intent of the project also participated. 

In Hong Kong, employees and their families joined with local affiliated merchants in “Hong Kong Tree 

Planting Day,” in which a total of 2,000 people planted 100,000 seedlings. In Thailand, we continued to 

carry out tree planting activities together with customers and local residents.

■ Prevention of Global Warming and Promotion of Resource Conservation

We have switched to using tablet computers instead of paper forms in credit card sign-up procedures at 

all stores throughout Japan. In addition, we are working to reduce waste and conserve resources by using 

digital signage in posters and advertising displays in stores. In another environmental activity, we are 

promoting the “WEB Statement (Environmental Declaration)” to encourage customers to access credit 

card statements online rather than receiving them by 

mail. Doing so enables the reduction of CO2 emissions 

by 500g per envelope, the amount generated each 

time a paper statement is sent in the mail.

AEON Credit Service Co., Ltd. has acquired ISO 14001 

certification of its environmental management system 

in order to manage and implement its environmental 

initiatives more systematically, and is continuing efforts 

to reduce its environmental footprint.

Tree planting in Mukawacho, Hokkaido Prefecture Tree planting in Si Lanna National Park, Thailand
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Social Contribution Activities

■ Support for Recovery from the Great East Japan Earthquake
AEON Bank has set up a special account to accept donations to support recovery from the Great East 
Japan Earthquake of March 2011. The donated funds are used to provide assistance to people in the 
communities affected by the disaster through the authorized nonprofit organization Japan Platform. 

Through the concerted efforts of labor and management, the AEON Group has launched “Project Aeon 
Joining Hands,” which brings together citizens in the areas affected by the Great East Japan Earthquake 
who are trying to recover and rebuild as quickly as possible, and AEON Group employees who want to 
help them. This initiative is intended to promote tree planting to restore green space that was lost in the 
tsunami, reconstruction activities in cooperation with local governments and NPOs, and volunteer activities 
in each workplace. AEON Financial Service companies also participated in this project and conducted 
reconstruction support activities.

■ Contributing to the Community
The AEON Group strongly supports volunteer activities including welfare programs in local communities. 
At its operating bases throughout Japan, the Group participates in “Aeon Clean Road,” an initiative 
promoted under a tie-up with the Ministry of Land, Infrastructure, Transport and Tourism, to pick up trash 
on sidewalks, pedestrian bridges and other walkways and to clean up planting strips. 

The AEON Group also interacts with local communities through visits to neighboring social welfare 
facilities for events such as cherry blossom viewing and Christmas parties.

Overseas, we provided support for the Used Book Recycling Campaign and the UNICEF Young Envoys 
Programme in Hong Kong sponsored by AEON Stores (Hong 
Kong) Co., Limited. In Malaysia, we participated in fund-raising 
activities and as volunteers in delivery of relief goods to support 
victims of floods along that country’s east coast. In Hong Kong, 
the AEON Group was awarded the Caring Company Logo by 
the Hong Kong Council of Social Service for the eighth 
consecutive year in recognition of its proactive social 
contribution activities. This certification is given to businesses 
that care for and consistently contribute in sustainable ways to 
the community, employees and the environment. 

In addition, through the support of the AEON 1% Club, a 
public-interest incorporated foundation, we provided assistance 
for building schools and for construction of wells and other 
water storage facilities throughout Asia.

■ Donations and Fundraising
We supported relief efforts for areas damaged by landslides in 
the city of Hiroshima, Hiroshima Prefecture and set up donation 
boxes to raise funds for the charity program “24 Hour 
Television: Love Saves the Earth.” In addition, we raised funds 
with customers through a donation account, donations at the 
time of credit card payment, and donations using Tokimeki 
points earned on credit card purchases. In the Tokimeki point 
program, customers are given the option of using their points 
to make donations to environmental or social welfare action 
groups, and we present goodwill contributions from many 
cardholders to various organizations. 

Moreover, we provided scholarship funds to students from Asia 
studying in Japan and to students studying in Asian countries.

UNICEF Young Envoys Programme 2014

Tokimeki point presentation ceremony 
(National Land Afforestation Promotion 
Organization)

Scholarship awards ceremony in Thailand
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Supporting Our Employees

■ Respect for Diversity in Hiring

We respect the diversity of our personnel and endeavor to conduct hiring free of discrimination 

based on nationality, ethnic origin, gender, educational background, religion, or physical 

disability.

■ Diverse Career Development Support

By giving employees knowledge and experience encompassing all aspects of the Group’s 

operations including credit, banking and insurance, we nurture a workforce of professionals 

capable of proposing financial services tailored to the needs of customers. We provide training 

by employee level and practical training by duty type. We also support employee self-

development. In addition to this, we have started offering training that is open to all employees, 

so that any employee wishing to raise their skill level 

can ambitiously participate.

In addition, with the aim of cultivating personnel 

equipped to carry out operations with a global 

perspective to support our business development in 

Asia, we provide opportunities for employees to 

engage in global communication, such as training 

through overseas visits for young employees in Japan 

and joint training for management personnel in Japan 

and overseas.

■ Creating Accommodating Workplaces

We are introducing a system to enable motivated employees to play an active role over the 

long term and combine work with childbirth, childrearing, and caring for elderly relatives, and 

are working to encourage employees to make use of the system.

Promoting Diversity
We are creating a framework within which each employee’s individuality can be respected and a diverse 

range of personnel can flourish in order to reinforce our financial products and services developed from 

the customer’s perspective. As a result of our efforts to create an environment that is accommodating 

toward our employees regardless of their gender, age or nationality, the ratio of management positions 

occupied by female employees in Japan and overseas is now over 30%. Going forward, we will increase 

this to 50%.

Promoting Work-Life Balance
To create better workplaces that are more accommodating toward our employees we conduct an annual 

morale survey targeting all employees in Japan and overseas, and conduct system revisions that 

incorporate the opinions of our employees.

In addition, we not only have a system for employees to take consecutive holidays and encourage 

employees to use their paid leave, but also work to create an environment that enables employees, 

irrespective of their gender, to easily take leave for childcare and caring for elderly relatives.

CSR
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Communication with Shareholders and Investors

■ System for Disclosing Information

To enable our shareholders, investors, and other stakeholders to 
deepen their understanding of the Company, we disclose key 
information related to the Company in a timely and appropriate 
manner in accordance with laws and regulations relating to 
financial instruments and the rules of the stock exchanges on 
which the Company’s stocks are listed. The information disclosure 
system we have put in place affords all our investors equal access 
to material information affecting investment decisions.

■ IR Activities

We regard IR activities as important, believing that a positive attitude toward releasing 
information helps to earn trust from society. Through our IR activities we communicate the facts 
about the Company to our shareholders and other investors impartially, accurately, promptly, 
and continuously. During fiscal 2014 we held results briefings and telephone briefings for 
institutional investors, while the director and other personnel with responsibility for IR 
responded to individual inquiries.

Furthermore, starting with the 34th Ordinary General Meeting of Shareholders held in June 
2015, we post English translations of convocation notices and their resolution notices on our 
website to inform overseas shareholders of the contents of our agenda items and their 
resolutions.

■ Shareholding Ratio by Category (as of March 31, 2015)

■ Redistribution of Profits to Shareholders

We regard the redistribution of profits to shareholders as an important policy for managing the 
business. We therefore allocate profits among shareholders appropriately, while taking 
measures to enhance the Company’s competitiveness by securing the internal reserves 
necessary to invest in growth fields and increase equity capital.

For fiscal 2014 we set an interim dividend of ¥25 per share and a year-end dividend of ¥35 per 
share for an annual dividend of ¥60 per share.

Annual dividends per share

FY2010 FY2011 FY2012 FY2013 FY2014
Annual dividend ¥40 ¥45 ¥50 ¥60 ¥60

Payout ratio 65.8% 78.5% 56.9% 57.4% 39.3%

The shareholder and investor 
information home page

Number of shareholders

Individual 
shareholders 
and others
94.3%

Individual 
shareholders 
and others 
2.8%

Financial 
institutions
0.6%

Financial 
institutions 
16.5%

Other 
corporations
1.0%

Other 
corporations
47.1%

Foreign 
companies and 
individuals 
3.9%

Foreign companies 
and individuals 
28.1%

Financial instruments 
business operators 
0.3%

Financial instruments 
business operators  
0.8%

Number of shares held

9,817 
Shareholders

208,499,435 
Shares held
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