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Manulife

| For your future-

Manulife is very proud of our long history of 114 years in providing
insurance, wealth and pension solutions to the people of Hong Kong.
As well as providing a comprehensive range of individual insurance,
group life and health insurance, pensions and investment funds to
more than 1.6 million customers in Hong Kong and Macau, we have
also been actively involved in supporting the community in Hong

Kong through our Manulife Foundation.

Manulife (International) Limited is a subsidiary of Canadian-based
Manulife Financial Corporation, which was the first global life-
insurer to be listed on the Hong Kong Stock Exchange.

Leadership

Manulife has developed a unique leadership culture that is built
around adherence to our PRIDE Values (Professionalism, Real
Value to Our Customers, Integrity, Demonstrated Financial Strength,
and Employer of Choice.). Our VISION statement reflects our
dedication to addressing the evolving needs of our customers and
key stakeholders, and the dynamic environment surrounding our
business. It also highlights our mission to extend our business
beyond life insurance, covering a broader range of products and

services and targeting new customer segments‘

Manulife Vision Statement
“To be the most professional financial services organization in the
world, providing strong, reliable, trustworthy and forward-thinking

solutions for our clients’ most significant financial decisions.”

The VISION and PRIDE Values (V&V) are the foundation upon
which our senior management defines the company’s key success
factors and core competencies, which in turn drive our strategic
and business plans, as well as guide our day-to-day management

decisions and actions.

Manulife’s senior management regularly communicates its vision,
values and business objectives to staff, distribution partners and
customers, and listens to key stakeholders’ feedback through different

channels such as staff-engagement surveys.
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Our V&V are supported by a clear brand positioning (“Manulife —
For your future”), brand characteristics (Strong, Reliable, Trustworthy
and Forward-thinking), and logo and identity.

Our agency force also holds true to the five “Ps” core agency values
(Passion, Professionalism, Performance, Pride and Persistence.),

which guides their day-to-day service commitment to customers.

To improve the health and well-being of society is the main focus
of Manulife’s corporate social responsibility activity. This is achieved
through donations, sponsorship and staff volunteer participation in

charitable, community and environmental programmes.

Strategic Planning

Manulife adopts a highly disciplined approach to strategic planning
to ensure that it balances long-term growth aspirations and short-
term business-plan deliverables. Conducted annually, our strategic
planning includes a Medium Term Outlook that sets out a five-year

growth strategy and an Annual Business Plan.

Posited on our core competencies of product innovation, distribution
excellence and our well-recognized service platform, our current
growth strategy aims to increase sales through leveraging our
diversified distribution channel, the pension regulatory change,
increased mutual-funds sales and expanding our market into the
High Net Worth sector.

Customer Focus

Manulife has a service motto, “Together We Deliver Service with
Passion’, which is supported by a supplementary programme
called CARE, standing for “Consistent, Accurate, Responsive and
Empathy”. “The Star of Customer Services’, a company-wide staff-

recognition programme, reinforces our customer-focused culture.

Among our competitive advantages is our single customer-service
workbench that recognizes our customers’ total relationship with
Manulife. Our Customer Service Management System allows support

across all contact channels, affording a consolidated view of the
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portfolio of each customer.

Customer satisfaction is determined through direct e-mail surveys,
periodic market research, industry benchmarking studies, feedback
from customers and distributors, and monitoring of customer
complaints. Our CEO chairs a complaints review meeting every
quarter to discuss customer issues and agree on improvement

initiatives.

Measurement, Analysis, and Knowledge Management

A balanced-scorecard system with measures that cover a broad
range of metrics, which include financial, customer, operational,
compliance, distribution and employee-related areas, is used to keep
track of our operational and financial performance against strategic

targets and is reviewed monthly by the senior management.

Manulife’s comprehensive knowledge-management process enables
us to transfer organization knowledge to our partners, customers,

employees and suppliers.

Workforce Focus

Manulife’s employer-proposition statement is: “Financially strong,
consistently successful, values-based Manulife is a place where
talented people achieve great things TOGETHER'

We conduct regular surveys on staff engagement and adopt a “Say-

Stay-Strive” framework for measuring this.

The company emphasizes staff learning and career development. We
provide a comprehensive learning curriculum with themes aligned
to strategic direction and have a wide range of recognition and

appreciation programmes for individuals and teams.

Process Management

Manulife processes are based on the life-cycle of the policy and we
adopt recognized methodologies, such as the Lean Six Sigma and
ISO 9001, to review them, as well as employing a well-established
control mechanism to monitor service performance, productivity

and accuracy.
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As a world-class financial-services organization, we are well-known
for our innovation in both products and services. Comprehensive
analysis of current and future customer needs, financial climates and

trends, risks and opportunities, are conducted on an ongoing basis.

Results

Manulife has an enviable record as a perennial collector of accolades
for its financial strength, leadership, customer-service standards and
contributions to the community. We have enjoyed more than a
century of notable business success, becoming a leading insurance
company, the second largest MPF provider, and a key financial-
services institution providing a range of investment solutions for

our customers.

With our trusted and reliable brand, financial strength, professional
employees and  distribution  partners, and  forward-thinking
management, we are committed to the continuous pursuit of quality,
the expansion of our businesses and the delivery of long-term value

to our key stakeholders.
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