@ AlA PENSION AND TRUSTEE CO. LTD.
 (Incerporated in the British Virgin lslands with limited Eability”
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With its strong communication of senior leadership with employees,
AIA Pension and Trustee Co. Ltd. (AIAPT) establishes a strong

workforce culture towards company’s vision.

Leadership

Senior management establishes two-way communication with
various communication channels with employees, including different
committees and strategic meeting. Senior management is able to
direct a clear view of legal behaviour, ethics and key communities

in governance.

Strategic Planning

The strategic planning process is well structured and incorporates
both top-down and bottom-up approaches. ~ Champions are
identified and clear action plan are developed for each of the
strategic initiatives. Customer surveys are carried out to support the
strategic initiatives. Regulatory control supported by Compliance
Committee and Complaints Committee for strategy development.
A well established system (Gate Paper) to approve and align the
strategic initiatives and monitor their progress is in place. Well
structured performance measurement system is in place to cascade
the strategic initiatives throughout the organization in an aligned

manner.

Customer Focus

Market research and customer view on its services are collected
through survey from external media, internal studies, etc. Portfolio-
management structures are provided total pension solutions.
Current corporate client segmentation in terms of asset size, member
counts and special needs including benchmarks for various processes

are existed. Various communication channels with customers are

established.

The company puts focus on service provided against fees required
to keep its customer loyal. Customer feedback is collected through
various channels eg. client meetings, courtesy calls, focus groups,
surveys, etc. Complaint is collected and analyzed for continuous

improvement.
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Measurement, Analysis, and Knowledge Management
The company establishes structured and comprehensive performance
tracking to its business, financial, and customer services with clear

structure of data and information system design.

Workforce Focus

To foster an organizational culture that is characterized by open
communication, the Company has established various formal and
informal channels to collect the employees’ views such as town
hall meeting, monthly management meetings, department meetings,
"AIAPT Great Idea” suggestion box and “Voice of WE Ambassador
Committee” To update and upgrade the staff with the right skills
and maintain high awareness in compliance issues, training courses
have been provided at global and local levels. Funding has been
reserved for employees to take diploma or certificate courses from
recognized educational institutions. Graduate training programme
and management associate programmes are available to support staff
development. Workplace health, safety and security are emphasized
by the company.

Process Management

The company takes various factors into consideration to design its
work systems and keeps key works processes internal such as IT
system whereas non-core processes such as call centre hotline are
outsourced. It reviews and modifies its work processes to changing
market and customer needs. An enquiry platform is available for
intermediaries to monitor scheme processes. Its one-stop Customer
Service Platform provides real time information to help resolve

customer queries.

Results

The company shows a growth trend of MPF portfolio size with
good result of MPF funds performance. It continuously provides
new MPF products in the market. The decrease in lapse ratio of
business retention reflects an increase in client loyalty. Staff survey

shows improvement in staff satisfaction level.

Report from
The Board of Examiners

(Certificate of Merit)

aEZARTRY

(B RL3E)

wEAG ~ 2B A ek A Bl

FFRIB AR B 2 S B WS HS ~ BEEOIR BLAN
HF RS RSO R SR R > ERAE
Al R A8 (9 i 45 T A

LA 1 K A

A SL E E B o A A RELE
AMFEANEERERTER  WFET
R~ AREHGH®  WMew - [He
By BRAEM TELZBRHEZRZEE] -
T T B TR FOR AN IERER S RE - AAREF
HEEEREEEN > & iRk
Ho [N B RIERAR o AORIB IR B Ay B 5t
S B TS RS AT Y SUBREGRE & AR 5
IR ) s R Je 3 A 3 ) S SR A B | A B
F o KRBT TARG A fERR ~ 2R
L -

(Vs g

KRB B AE Bt 1F M R % 18 T 45
FIE - B RHURH AR A 0a S B A 260
FEOR B AE AR SE N - T AR B G D B
Az LR AE EAT AN o TH A B ALY
WG F /&R - 2 ml K8 BHE SE AR
Mgt o g AR LU A s B
B A R R AR o AR K —u A F Ik
B5F- B SR LRI AR MR R SRR o

X4
FOIRBRE R R HIVE A 220 LT 8
OB S RAF o 2% RS I ) T 35 4R R G
AT B A o HEEB MR R TIE > k%
PR R o B TR AR &5 R AR B
TIMEEA T LT -



