










With "customer trust at the base of all its activities" as its 

Corporate Philosophy, and "pursuing strict compliance in 

all aspects of its business activities" as a fundamental 

principle behind its behavior, the Millea Group seeks to 

fulfill its corporate social responsibility (CSR).

Even so, in the domestic insurance business – a core 

business for the Group – in March 2007 Tokio Marine & 

Nichido and Nisshin Fire received administrative orders 

from the Financial Services Agency of Japan (FSA) 

ordering them to cease some operations related to third-



toward making contributions to our local communities 

and societies, as a good corporate citizen, toward 

protecting the global environment, and toward 

respecting human rights, as well as further 

strengthening communication with our stakeholders, 

which is very important in proceeding steadily with 

these efforts, and improving levels of quality in each of 

our businesses.
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The UN's IPCC has confirmed the high probability of a causal 

relationship existing between global warming and unusual weather, 

although such a relationship has not yet been fully substantiated 

scientifically. The Millea Group believes an understanding of the 

latest knowledge such as this is important to its efforts to prevent 

global warming.

Since November 2005, the Millea Group has participated in an 

industry-academy partnership with the Center for Climate System 

Research at the University of Tokyo, which has one of the world's 

leading climate-simulation models, which can be used to forecast 

global warming, and a number of private-sector firms. This project 

conducts research i1 TD
 futurets eeductr og clima chanedg
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T*byen global warmintioTD
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"Human Power" 
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Tokio Marine & Nichido defines corporate value as the sum total of 

the values it provides each of the following stakeholders: customers, 

shareholders, agents, employees, and local communities and 

societies. In 2003 the company developed the "Corporate Value Index", 

its own scoring system, from the standpoint that it is important to 

review measures taken by quantifying the degree of progress made in 

such value as a result of measures implemented each year. The Index 

classifies value provided to each of the 5 stakeholders – customers, 

shareholders, agents, employees, and local communities and 

societies – into 9 fields and designates matters that should be 

evaluated and scored on a 1200-point scale by themselves. These 

indexes are intended for use in the quantitative measurement and 

verification of progress in the company's Corporate Philosophy and 

CSR and are shared within the company, thus being helpful in the 

assessment and formulation of management strategies.

In proceeding with its CSR initiatives, the Millea Group considers that the supply of value to its customers is made possible only when it has 

fulfiiled the social responsibility of a corporation for respecting human rights, complying with laws and regulations, protecting the environment 

and being considerate of local communities and societies. Also, for the Millea Group, which provides intangible value such as insurance and 

various services, the most important element in practicing CSR is the "Human Power" of its employees and agents who serve as the points of 

contact with stakeholders. Earning the high regard of stakeholders through implementation of CSR activities by employees and agents with the 

"Human Power" makes it possible for the Millea Group to increase corporate value and create new social value.

The Tokio Marine & Nichido Corporate Value Index

The Millea Group's CSR Initiatives

Overview of the Millea Group's CSR initiatives
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Based on the medium-term corporate strategy "Stage Expansion 2008" and an overview of the previous fiscal year, the Group will proceed with efforts 
directed at issues of concern shared by all member companies as well as the individual initiatives of the Group members. In addition to the "thorough 
implementation of appropriate business operations," each Group member company will implement steady efforts to utilize "customer comments" in various 
operations including products and services. In addition, as a corporate citizen the Group will further strengthen cooperation among the Group member 
companies and the member companies will work together in activities to protect the environment and make contributions to local communities and societies.

FY 2007 Plans

FY 2006 performance/progress (items concerning entire Group indicated with       , items concerning individual companies with     )  *1 Future topics (entire Group) *2

*2  Since FY 2007, with the addition of 3 companies – Nisshin Fire, Tokio Marine & Nichido Medical Service, and Tokio Marine & Nichido Anshin Consulting – as new operating subsidiaries of Millea Holdings, 
CSR plans are formulated by Millea Holdings and 10 Group member companies. 

Implementing various initiatives seeking to improve business quality
Providing products and services suited to customer needs
Implementing various initiatives seeking to secure safety and quality in products and services

Enhancement of training and self-development systems
Improving competency, improving specialization of each section
Enhancing training program for Life Partners (Tokio Marine & Nichido Life)

Enhancing functions (including structures) for communication with customers
Strengthening initiatives to respond to customer comments, such as customer-satisfaction surveys 
(Tokio Marine & Nichido Life, TM Asia)

Implementing IR activities corresponding to shareholder attributes (e.g., institutional and individ.12aing coors)
Issuing CSR reports/enhancing their content based on surveys etc.
Participating in the "UNEP FI IWG" and issuing a report on the "role of insurance in contributing 
to the sustainable development of society" (Tokio Marine & Nichido)
Implementing "CSR Dialog" with external expe.28ty

 (Tokio Marine & Nichido)

Strengthening communication with cus
omer,o shareholder,o 









Business Renovation 
Project

Value Provided to Custom
ers: Products and Services
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Value Provided to Customers Human Power
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Employee Training / Skill Development System



Value Provided to Custom
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• Flow of "Customer 544ments" (Tokio Marine & Nichido)

Board of Directors
544pliance 544mittee

Risk Management 544mittee
Quality Improvement 544mittee

5ustomers

Subject analysis and planning and drafting of proposed improvements
 Customer c44ments

Feedback to customers

5ustomer center

5ustomer surveys

54nsumer monitors

Agent monitors

Regulators
General Insurance Association of Japan etc.

Production, claims, 
and Head Office sections

5ustomer Support Department

Production, 
claims, 

and Head Office sections

System for 54llection and 
Utilization of 5ustomer C44ments

Agents

In person, by phone, e-mail, etc.

Improvements 
proposed

889 320 357

• Number of improvements proposed and implemented (FY 2006)

54ntract procedures
Products and services
54ntract administration
Claims payment
Personal information
Others









Contributions to Local Com
m

unities and Societies
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Contributions to Local Com
m

unities and Societies







Protection of the Global Environment
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Compliance
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Information Security Initiatives
Group member companies' compliance manuals



Com
pliance
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Respect for Hum
an Rights and Dignity
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