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Manulife (International) Limited (Manulife) commenced operations
in Hong Kong in 1897 and was the first global life insurer listed
on the Hong Kong Stock Exchange in 1999. As a member of
Canadian-based Manulife Financial Corporation, Manulife provides
a comprehensive range of financial planning products and services

to more than 1.6 million people in Hong Kong.

Leadership

Manulife has developed a unique leadership culture. Its Vision,
Mission and Values are foundation for its senior leaders defining key
success factors, core competencies and plans. Coupled with constant
communication through multiple channels, there are exchange of
ideas and active staff engagement with continuous improvement
and innovation. For corporate governance, various Committees exist
for ensuring independence of the Board, transparency in operation,
independent of audits and unbiased performance management. The
company also devotes to improve its targeted communities through

donations via Manulife Charitable Foundation.

Strategic Planning

The company adopts a highly disciplined approach in strategic
planning. Conducted annually with its senior leaders” involvement, a
three-stage process is used with the result of a medium-term outlook
that sets out a five-year growth strategy and a one-year annual
business plan. Then, it follows with a robust process in cascading
the strategic objectives down to different levels of the company so as
to facilitate the development of action plans. Other than sharing its
financial forecasts with analysts and rating agencies, Manulife places
great importance on benchmarking its performance against industry

standards.

Customer Focus

Customers are segmented by business line to ensure they receive the
best targeted products and servcies, according to whether they are an
individual or an employer. Striving for a consistent service culture
and ensuring a ‘common Manulife look-and-feel’, the company
develops a comprehensive recognition and performance management

system that is supplemented with ongoing workforce and leader
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training programmes for its employees. With collaboration with its
partners, Manulife provides various channels for customer contacts
and keeps using various listening approaches for getting voices from

customers and competitor campaigns for continuous improvement.

Measurement, Analysis, and Knowledge Management

A five-step process applies to Manulife’s performance measures.
The key performance measures are determined and defined
during its annual plan process with regular track and review by
referencing to benchmark data collected.  With improvement ideas,
taskforces are assembled to turn review findings into operational
breakthrough improvements and execute innovative ideas to explore
business opportunities. The company also has system control and
reconciliation checks as well as Sarbanes-Oxley Act (SOX) audits
and trainings to ensure security of data, information and knowledge,
and data backup, contingency plan and drills to ensure operations’

continuation.

Workforce Focus

Under its “Say-Stay-Strive” framework, Manulife identifies its
workforce engagement factors and has clear Learning and
Development pillars and components to engage and develops its
employees. Management trainees programme and multi—stage
recruitment evaluation process are noted. The company also provides
orientation, buddy system, induction and training programmes for
new staff. More importantly, all of these focuses link closely to
its workforce capability, capacity planning and people strategies to
enable responsive action to meet business changes. The company

also shows care about well being with good working environment.

Process Management

Manulife has comprehensive work systems and work processes for
which they are designed under its clear guiding principles with regular
monitoring and reviews. Key Performance Indicators (KPIs) and
improvement targets are clearly listed, managed and communicated
through scorecards. In addition, comprehensive contingency plan
with drills exists. Pursuing for a continuous improvement, the

company applies quality tools and processes of ISO 9001, Lean Six
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Sigma and PDCA. Regularly, the company conducts internal and

external audits focusing on prevention rather than detection.

Results

Facing with a dynamic market, Manulife remains competitive from
its continuous new product offerings, high brand favourability, and
good result on customer satisfaction with evidence of a growing
trend for its new business volume and policy maintenance volume.
The company has clear dashboard for monitoring the progress of
strategic action plan with high SOX compliance. In addition, the
company shows positive improvement in staff engagement index and
has a lower turnover rate compared with industry. Manulife has a
lower expense ratio means they are in a better position to compete

against its competitors.
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