
Our Operational System for Complaint Handling and Dispute Resolution 

 

We have established the "Rules for Handling Complaints and Disputes" and strive to respond 

to complaints and other matters from customers promptly and sincerely, with the aim of 

gaining their understanding. 

 

1. Financial ADR System 

"ADR" stands for Alternative Dispute Resolution. The Financial ADR System is a mechanism for 

resolving disputes between financial service users and financial institutions, based on the 

agreement of the parties involved, through means such as mediation, conciliation, and 

arbitration, rather than through court proceedings. 

 

Financial ADR institutions, designated and supervised by administrative agencies, are 

established for each business category, such as banking, insurance, and securities, to accept 

applications for dispute resolution from financial service users. 

 

Under the Financial ADR System, experts such as attorneys with extensive knowledge of the 

financial field work to resolve disputes from a neutral and fair standpoint by presenting 

settlement proposals.  

 

Financial institutions are required to respond to applications for dispute resolution from users 

and are expected to respect the proposed settlements. Furthermore, the system offers the 

benefit of resolving disputes in less time and at lower cost than court proceedings. 

 

Even in business categories where no financial ADR institution has been established, financial 

institutions are required by laws and regulations to take their own measures for complaint 

handling and dispute resolution in order to enhance user protection. 

 

Note: The Financial ADR System is designed to resolve disputes concerning financial products 

and services in a simplified and prompt manner through means other than court proceedings. 

 

2. Operational System for Complaint Handling and Dispute Resolution 

(1) Measures for Complaint Handling and Dispute Resolution 

We take the following measures for each of the business operations listed below as part of our 

complaint handling and dispute resolution procedures: 

 

A. Measures when a Designated Dispute Resolution Institution Exists 

• Type I Financial Instruments Business 

We seek to resolve complaints and disputes regarding Type I Financial Instruments Business 

by utilizing the Financial Instruments Mediation Assistance Center (FINMAC), a Specified Non-

Profit Organization. FINMAC is a Designated Dispute Resolution Institution under the Financial 



Instruments and Exchange Act, with which we have entered into a Basic Contract for 

Execution of Procedures. 

 

B. Measures when No Designated Dispute Resolution Institution Exists 

• Type II Financial Instruments Business 

We seek to resolve complaints and disputes regarding Type II Financial Instruments Business, 

etc., by utilizing FINMAC, which has been entrusted by the self-regulatory organization of 

which we are a member to handle complaints and mediate the resolution of disputes. 

• Investment Advisory and Agency Business 

We seek to resolve complaints regarding Investment Advisory and Agency Business by 

establishing and maintaining our operational system and internal rules. 

We seek to resolve disputes regarding Investment Advisory and Agency Business by utilizing 

the Tokyo Bar Association Dispute Resolution Center, the Dai-Ichi Tokyo Bar Association 

Arbitration Center, and the Dai-Ni Tokyo Bar Association Arbitration Center. 

Note: FINMAC is certified by the Minister of Justice under the Act on Promotion of Use of 

Alternative Dispute Resolution and is designated as a Certified Investor Protection 

Organization and a Designated Dispute Resolution Institution under the Financial Instruments 

and Exchange Act. From a fair and neutral standpoint, FINMAC provides prompt and highly 

transparent dispute resolution services. It serves as a contact point for consultations and 

complaints from customers regarding solicitations and systems relating to financial instrument 

transactions, and as a mediation desk for resolving disputes between customers and Financial 

Instruments Business Operators. 

The standard procedure flow administered by FINMAC can be found on the website below: 

• FINMAC Website: https://www.finmac.or.jp/ 

 

(2) Contact Points for Complaints and Disputes 

Internal Contact Point 

We accept customer complaints and requests for dispute resolution at the contact points listed in the table 

below. 

Internal Contact Point Contact Information 

The branch office with which you trade, 

or the Compliance Department 

Compliance Department 

 

 

・Phone: 03-3669-8088 

 

 

・Hours: Monday to Friday, 8:30 AM – 4:30 PM 

 

 

(Excluding national holidays including compensatory 



Internal Contact Point Contact Information 

holidays, and December 31 – January 3) 

 

 

・Address: 1-13-14 Nihonbashi Kayabacho, Chuo-

ku, Tokyo 103-0025 

External Contact Points (Other than Tachibana Securities) 

For complaints and dispute resolution procedures regarding operations as a Financial Instruments 

Business Operator (Type I and Type II Financial Instruments Business), you may utilize FINMAC. 

Contact Point Contact Information 

Financial Instruments Mediation 

Assistance Center (FINMAC) 

 

 

(Specified Non-Profit Organization) 

・Phone: 0120-64-5005 

 

 

・Hours: Monday to Friday, 9:00 AM – 5:00 PM 

 

 

(Excluding national holidays including compensatory 

holidays, and December 31 – January 3) 

 

 

・Address: Dai-ni Shoken Kaikan, 2-1-1 Nihonbashi 

Kayabacho, Chuo-ku, Tokyo 103-0025 

For disputes regarding Investment Advisory and Agency Business, you may utilize the dispute 

resolution procedures of the bar associations listed below. 

Contact Point Contact Information 

Tokyo Bar Association Dispute 

Resolution Center 

・Phone: 03-3581-0031 

 

 

・Hours: Monday to Friday, 9:30 AM – 12:00 PM, 1:00 PM 

– 4:00 PM 

 

 

(Excluding national holidays including compensatory 

holidays, and December 31 – January 3) 

 

 

・Address: Bar Association Building 6F, 1-1-3 



Contact Point Contact Information 

Kasumigaseki, Chiyoda-ku, Tokyo 100-0013 

Dai-Ichi Tokyo Bar Association 

Arbitration Center 

・Phone: 03-3595-8588 

 

 

・Hours: Monday to Friday, 10:00 AM – 12:00 PM, 1:00 

PM – 4:00 PM 

 

 

(Excluding national holidays including compensatory 

holidays, and December 31 – January 3) 

 

 

・Address: Bar Association Building 11F, 1-1-3 

Kasumigaseki, Chiyoda-ku, Tokyo 100-0013 

Dai-Ni Tokyo Bar Association 

Arbitration Center 

・Phone: 03-3581-2249 

 

 

・Hours: Monday to Friday, 9:30 AM – 12:00 PM, 1:00 PM 

– 4:30 PM 

 

 

(Excluding national holidays including compensatory 

holidays, and December 31 – January 3) 

 

 

・Address: Bar Association Building 9F, 1-1-3 

Kasumigaseki, Chiyoda-ku, Tokyo 100-0013 

(3) Outline of Internal Rules (Rules for Handling Complaints and Disputes) 

Handling Policies 

 

1. In handling complaints and other matters from customers, relevant departments shall collaborate to clarify the 

facts and responsibilities, respect the customer's perspective, and strive to resolve the matter promptly, 

sincerely, fairly, and appropriately, while taking the Financial ADR System into consideration. In cases specified 

in Article 119, Paragraph 1, Items 1 through 8 of the Cabinet Office Order on Financial Instruments Business, 

etc., the provisions applicable to such cases shall be respected. 



2. We shall sincerely consider opinions and other feedback from customers, share relevant information 

internally, and utilize such information to improve our business operations. 

3. Personal information received from customers shall be managed appropriately. 

4. We shall take a resolute stance against unjust intervention by anti-social forces disguised as complaints and, 

if necessary, cooperate appropriately with relevant agencies such as the police. 

5. We shall aim to resolve matters with the customer's understanding and satisfaction to the greatest extent 

possible, including by providing appropriate explanations to the customer regarding the progress of complaint 

handling. 

6. If a complaint cannot be resolved through internal handling, or in other cases deemed appropriate, we shall 

introduce external dispute resolution institutions to the customer in order to seek a resolution. 

Receiving Departments 

1. Customer complaints and other matters shall be accepted by the Compliance Department, as well as by the 

head of each business unit or a person designated by the head. 

2. The Compliance Department shall establish a system to broadly accept complaints and other matters from 

customers, while taking customer convenience into consideration. 

3. Regarding complaints and other matters concerning operations outsourced by the Company, the department 

responsible for communications regarding outsourced operations shall receive notifications from the relevant 

contractor. 

Department Responsible for Overall Supervision 

1. From the perspective of ensuring prompt, fair, and appropriate responses to complaints and other matters, the 

Compliance Department shall determine the handling policy for customer complaints and other matters, instruct 

and supervise relevant departments based on that policy, and oversee the overall handling of complaints, 

including management of the progress of such handling. 

2. In determining the handling policy mentioned in the preceding paragraph, the Compliance Department shall 

pay close attention to compliance with laws, regulations, and other rules relating to the prohibition of loss 

compensation. 

Complaint Handling System 

1. The Compliance Department shall oversee the establishment of a system for handling complaints fairly and 

appropriately, as well as the smooth operation of business. 

2. The Compliance Department shall perform the following duties related to complaint handling: 



   (1) Receiving complaints 

   (2) Confirming the content of complaints and investigating the facts and causes 

   (3) Preparing proposals for the resolution of complaints 

   (4) Providing necessary explanations and responses for the resolution of complaints 

   (5) Creating and retaining records related to complaint handling 

   (6) Conducting necessary education and training related to complaint handling 

   (7) Other matters related to complaint handling 

3. Departments related to the complaint shall cooperate with the duties listed in the preceding paragraph. 

Reporting 

1. The head of each business unit or branch office shall promptly report an outline of the complaint or other 

matter to the General Manager of the Compliance Department upon receiving it from a customer. 

2. The General Manager of the Compliance Department shall promptly cooperate with the relevant business or 

branch manager and the executive officer in charge, as appropriate, to seek to resolve the complaint and take 

appropriate measures. 

3. The General Manager of the Compliance Department shall report the occurrence, handling status, and 

countermeasures concerning complaints and other matters to the internal management division and business 

division, as appropriate, and shall promptly report material matters to the President. 

Enhancing the Internal Management System 

Internal audits shall be conducted periodically to verify whether responses to complaints and other matters are 

carried out appropriately in accordance with the Financial Instruments and Exchange Act, other laws and 

regulations, and internal rules. 

 


