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Incorporated in 1992, AIA Pension and Trustee Co Ltd (AIAPT)
is a member of the AIA Group, dedicated to developing AIA'
pension business in Hong Kong. We specialize in the administration
of retirement plans established under the Occupational Retirement
Schemes Ordinance (ORSO) and the Mandatory Provident Fund
(MPF) Schemes Ordinance. Our business also extends to Macau,
where we provide fund administrative and customer service support
to the retirement schemes offered by AIA Macau. Among our various
businesses, the MPF business in Hong Kong is our primary focus.
Over the years, we have developed into Hong Kong's third-largest
MPF service provider today.

AIAPT’s vision is to be the undisputed benchmark in the market.
We work to achieve this by pioneering products and services that
are the best of breed in the market, and offering them to customers
at great value. This is supported by our well-established service
platform and reliable system infrastructure, along with one of the
industry’s largest teams of licensed MPF intermediaries. These core
competencies allow AIAPT to adapt and rise to challenges in Hong
Kong’s dynamic MPF market.

Leadership

AIAPT is led by an experienced management team that maintains
open communications with all of our stakeholders. Every effort is
made to promote active staff engagement at all levels. Compliance,
ethics and risk management are also strong parts of our culture,
and a number of well-established governance controls are in place
to ensure ethical behaviour and accountability from top management

through to individual employees.

As a socially responsible organization, we also show leadership
in the industry and the community. Our senior management
team contributes broadly to industry development, while a
number of programmes are held to educate various segments
of the public on their MPF options. Significant resources are
also invested in maintaining strong links with the community

through charitable events.
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Strategic Planning
AIAPT's vision is supported by six strategic pillars. All of our
strategic initiatives are formulated to achieve goals encompassed by

these pillars.

A four-step development process guides decision-making for all of
our strategies and initiatives. This prompts senior management to
address environmental challenges, leverage on our core competencies
and determine Key Performance Indicators (KPIs). Each project is
systematically deployed and documented, and all key deliverables
are tracked to maximize accountability. Strategies and projects are
also reviewed regularly to ensure that they remain relevant to the

changing market.

Customer Focus

AIAPT has a well-established customer service platform with
various channels to engage all types of customers. Our customer
service team is able to offer effective customer support through
our portfolio-management service structure, as well as through client
segmentation. These strategies allow for more targeted service and a
more efficient use of resources. Frequent customer engagement also

keeps our service team abreast of customer needs.

To ensure that our products and services remain the best of their
breed, AIAPT also engages in extensive primary and secondary
research and market positioning analysis to ensure that the needs
of our customers are being met. Member behaviour analysis and
customer feedback are also important mechanisms by which we
determine customer satisfaction. This enables us to remain proactively
engaged with customer needs and to implement enhancements

according to market demand.

Measurement, Analysis, and Knowledge Management

AIAPT has established tracking systems to monitor strategic projects
against pre-defined KPIs. Our financial performance is tracked
through regular sales and production reports generated by a central
data warehouse called “Cognos’, while internal service benchmarks

track customer service. Such measures ensure that our business
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performance is under constant review.

These governance structures are dependent on our complex data
systems. To ensure accuracy, integrity, reliability, timeliness, security
and confidentiality, human intervention is minimized and all
information is recorded, while strict protocols ensure that statutory

requirements and customer expectations are met.

Workforce Focus

AIAPT aims to be the employer of choice. To this end, staff
engagement is maintained through townhall meetings and surveys
that promote open, two-way communication, as well as informal
support channels such as the “Voice of WE Ambassadors™ and the
Staff Welfare Committee. Protective health measures, and safety and
security guidelines are also in place to ensure the continued health

and safety of our workforce.

Because we foster a performance-based culture, there is a strong
element of training and personal development within the workplace.
Performance reviews take place on an annual basis, and clear training
roadmaps are in place to assist our employees with their professional
and personal development. E-training platforms and professional
qualification sponsorships provide further opportunities for learning,
while programmes such as job rotations and leadership training serve

to nurture career development within the company.

Process Management

AIAPT's key work processes are constantly updated in response to
evolving customer needs. Operational systems are designed according
to a structured process that factors in our organizational mission and
core competencies as well as the market environment. Development

and deployment are fully monitored at every stage.

To protect these systems, formal business continuity policies and high
level emergency measures are in place and regularly communicated
to all staff. Drills take place at least once a year, and emergency
call tree exercises are performed semi-annually to ensure that all
operations are guaranteed to resume within a given timeframe,

protecting the interests of all of our stakeholders.

Report Summary

(Certificate of Merit)

RUR P

(B L3¢)

B e B B G UK AR B S SRR R s
JETE H R E Je i Aa o FAM TR i T S
P [ Cognos) - & WA 4w B4 61 5 A A
ety A BEZEN mL R WP BER B - 1% IR B
TRV R — 28 90 17 T B IR 5 48 A A% K B
5% o T LB B AKIR AR A D BRAM 2 WA, 6
AR B o

FIAh 5 T8 B IR SR A SO T A R A
4 1 B R B0 o T PRI R YE R
SEHE - A5 BB HAEMRE > M
MmEHONTFRAE - THERAEET
Bk o [ RF 2 AR IO PR E > REQLIERIILE
MEFER -

TAE B BR AR

RFRIBAR B0 B BRI A B T v i) s fE
fE & - AitE B LA > FMem
HATB T KRG M4 S8 B & &
W > R BRI > 0 [Voice of
WE Ambassador] F1 B TR /N > DLy
B B R o A > FAMIRA — R
PRAEHE i % 245 5] - DLOREE B T A9 fd
A o

FAM B 2 DLR B B AR S0k > R
T TAF b 48 A [R] ro B 9 A0 (8 N 58 e i
& o WM FEET KRB > I 8ETE
W S IR - DU B B TR S5 SE A A
I o WAMK A _EE AT 6 M S E A
al &8> B B THRIGE PR BB E -
s e 450 0 LA 5 B 45 Rl 00 B D B
TAENF SRR -

BT R
KPR G HEE S f ok a s >
WL TR - A% A 7 i



Results

AIAPT has been able to report outstanding fund performance over
the past ten years, demonstrating our commitment to providing MPF
offerings with great value to customers. We have received a number
of third-party accolades for several years running in recognition of

our outstanding fund performance and service excellence.

AIAPT's exceptional performance is built on a set of interrelated
core competencies. The strength of our visionary leadership and
engaged body of staff is reflected in our high leadership score of
81%, as well as in rising trends in staff satisfaction. Our systematic
improvement-driven business model has led to outstanding financial
performance, with significant improvements in net MPF inflow in
recent years. Looking into the future, we will continue to leverage
these core competencies to deliver best-of-breed products and
services at great value, driving our organization towards our goal of

being the undisputed benchmark in the market.
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