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Report Summary

Company Background

Prudential has been serving the people of Hong Kong since 1964. Through
Prudential Hong Kong Limited (PHKL) and Prudential General Insurance
Hong Kong Limited (PGHK), we provide a range of financial planning
services and products including individual life insurance, investment-
linked insurance, retirement solutions, health and medical protection
general insurance and employee benefits to help individuals to de-risk
their lives and deal with their biggest financial concerns.

Leadership

The senior leadership team at Prudential is guided by our four core values
of “Care. Collaborate. Innovate. Deliver” — these values act as beacons
for everything we do — across all aspects of our business, values embodied
in our staff, and our relationships with our stakeholders.

This is articulated eloquently in our brand commitment, “Listening.
Understanding. Delivering” ([ FADEREE BIRED 1), or put simply, we
are the people that do, as expressed in our marketing campaign, “We
DO”. This simple message reflects our company’s purpose in helping
customers progress in life, meeting their evolving needs in a highly
interconnected world.

Prudential is also committed to helping our community and supporting
a sustainable society. We develop projects through four CSR pillars: youth,
education, health and community. The flagship programmes and projects
draw upon our specialist skills and resources to create maximum positive
impact.
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Strategy

From a business perspective, Prudential aims at outperforming the market
and being the company of choice.

To achieve these ambitions, Prudential takes a disciplined and robust
approach to strategic planning. Each ExCo member has specific
responsibilities to provide insights into the overall strategic plan to define
short-term and long-term actionable items for areas including proposition,
customer experience, products, distribution channels and operational
efficiency. These are reviewed and discussed on a regularly basis to
ensure alignment across the whole organisation.

There is also a “special taskforce” that discuss strategic progress on a
weekly basis, to look into providing swift responses to any changes from
the market, adjust the initiatives, if needed, and introduce new ideas to
take care of our customers.

Customers

Insurance is ultimately the business of people. Our Voice-of-Customers
programmes are a priority for Prudential. We conduct regular surveys and
focus groups at different touch points to gauge customers and
stakeholders’ feedback. With a customer-centric culture, learnings and
insights from these engagements are crucial elements in our decision-
making processes.

As a digital-first company, we have made digital technology a key enabler
for how we build, grow and manage our customer relationships. This
includes our award-winning PRUOne to support agents in servicing
customers, myPrudential to empower customers to manage their
insurance policies online, and Pulse — a free for public, Al-powered health
app that enables better health management.

Measurement, Analysis, and Knowledge Management

Measuring performance is critically important to us as it ensures our action
plans are on track to meet our strategic goals and our varied KPIs across
our company and departmental functions.

Regular market research on customer satisfaction, product, services and
brand performance are also conducted regularly to benchmark company
performance against major competitors.
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Prudential has made significant investments on data management and
our analytics platform to create a unified data hub for customer information
management to help us deliver customer servicing solutions.

Workforce

PHKL believes in nurturing a culture that enables excellence and
performance. Over the past two years at PHKL, we have been focusing
on creating a “fit-for-purpose” organisation. This makes us focusing on
creating a streamlined purpose driven organisation with better processes
and an improved organisational structure.

Performance management takes a holistic review of an individual’s
performance over the year, and as such, we take a broader definition of
performance, going beyond the delivery of financial and company KPIs,
to also consider other achievements in rewarding staff. PHKL promotes
a 70/20/10 learning concept, for the development journey of our staff;
70% of their knowledge from on-the-job experiences, 20% from
interactions with others, and 10% from formal training or educational
events. We also support employees’ professional development plans,
provide examination sponsorships, and offer programmes and incentive
schemes which not only help staff integrate into Prudential but also boost
their performance.

Operations

Improving operational efficiency is a continuous, ongoing mission at
Prudential. Continuous effort is being made on the digital and back-end
automation to ensure seamless and omni-channel access through the
entire customer journey. Our digital-first strategy has improved the
efficiency and effectiveness of some of our operations considerably,
providing both customers and the company a more seamless application,
underwriting and claims service process. Digital Transformation is the
operative phrase as across many touchpoints, digitisation can directly
influence the user experience and empower our agency force to provide
bestin-class services to customers.

Information security and business continuity are also important to our
operations. Regular testing and drills are also carried out, to make sure
that our systems can ensure business continuity.
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Results

*

Operate as the largest agency force in Hong Kong for five consecutive
years*

Achieved the largest number of MDRT memberships in Hong Kong
in 2019 (that is high-performing agents, as recognised by the industry)

Attained “Insurance Company of the Year” for six consecutive years
at the Bloomberg Business Week Financial Institution Awards and
“Best Insurance Company” at iMoney Insurance Awards, along with
other top industry accolades in 2019

Received Best Corporate Financial Education Leadership of the Year
award by the Institute of Financial Planners of Hong Kong

Received the prestigious “Outstanding Corporate Social Responsibility
Award” at the Hong Kong Federation of Insurers (HKFI) Insurance
Awards for Top-3 Finalists for four consecutive years and Top Award
for three consecutive years

Attained Gold Award — Give Blood Alliance” by Hong Kong Red Cross
for recognizing our Corporate Social Responsibility and Customer
Service for 3rd year running

as of 30 June 2019
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