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Company Background

Being part of Zurich Insurance Group, Zurich Insurance (Hong Kong)
offers a comprehensive range of flexible general insurance and life
insurance solutions for individuals as well as corporate customers,
catering to their insurance, protection and investment needs. Our
presence in Hong Kong dates back to 1961. We are one of the top five
general insurance providers in Hong Kong*.

* Source: Office of the Commissioner of Insurance, based on gross

premiums, 2015.

Leadership

Leadership is at every chair.

In Zurich, the belief of this guides us in shaping the culture we have
today. We believe in empowerment, whereby everyone should be
allowed to do what they are at their best; we celebrate customer
centricity for which governs how we strategize business choices. When
motivated by a common purpose, we as a team amplifies the impact
for being result oriented together, and each of us is rewarded with

fruitful result based on meritocracy.

We, as Zurichers, are encouraged to bring transformation to
business — from ZWow, (Zurich Way of Working) a unique process
that reduces inefficiency internally to a market-disruptive “Zurich HK”
mobile app, Hong Kong’s most comprehensive insurance claim

application.

Leadership is key for every Zuricher’s success.
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Strategy

Customers’ view is a core element to Zurich’s strategy, so we talk to

our customers.

We are one of the first amongst the Hong Kong general insurer peers
to have set up a Customer Experience and Propositions team (CE&P)
that is dedicated to spearheading changes in order to achieve ever-better
customer service and usability across different communication
touchpoints. Some of the instrumental movements CE&P rolled out
included the Transactional Net Promoter Score (T-NPS) system which
collects the Voice of Customers (VoC). Much of our product and service

innovations have been brought alive, literally, by our customers.

Customers

With customer centricity being the common purpose for all Zurichers,
we take on-board the challenge to deliver the possibly best protection

solutions to customers within the shortest time possible.
For our SME and individual customers —

We have created a secure online payment gateway portal called ZONE,
which is a time-saving tool for our intermediaries. It instantaneously
provides them with information such as express quotations, policy
wordings and issues invoices, at the click of a button. ZONE duo- serves
as a safe and effective payment gateway for our end-customers, who

are able to buy their preferred insurance plans online instantly.

The mentioned “Zurich HK” mobile app changed the way customers
manage their claims. We want to make the claims processes as painless,

transparent and easy as possible for our customers, at their fingertips!
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For our corporate customers —

Zurich International Programs and Zurich Risk Room are two
exceptional services allow us to help corporates manage their insurance
solutions on a global scale. Being well-aware of tax, legal and
compliance regulations across borders, we effectively inform customers

of any potential risks they may face when conducting business overseas.

Our Zurich Multinational Insurance Application mobile app hosts a
global regulatory and tax database covering 180 countries and
territories. This app enables customers and brokers to monitor and
achieve compliance for their international programs, formulating a list
of global risks a global corporate could potentially face in the long run

of their overall business.

Measurement, Analysis and Knowledge Management

We have a number of knowledge management tools in place to help
us driving efficiency and deepening knowledge across functions. Some
of them have already been mentioned in this summary report. Since
claims experience is the moment-of-truth for insurance, let us shed

some light in this.

We partner with the Global General Insurance Claim Analytic team in
Bratislava to drive robust claim analytics in helping us locally to
improve claim operations, this is via deepened understanding of reasons
for deviations from expected claims performance development,
identifying process inefficiencies and spotting issues. These elements
are important to manage the financial performance of our claims in a

way that positively impacts our loss ratio and business performance.

Such analytical enabler allows Zurich Hong Kong to explore full
potential of its claim department, thus ensuring Zurich Hong Kong is
financially sounded, and customers’ claim requests are righteously

issued.
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Workforce

Our Staff is one of Zurich’s key stakeholders; their physical-and-mental
well-being, as well as training given to them are success drivers for a

sustainable workforce at Zurich.

A diverse and inclusive culture encourages staff to be open-minded
and to operate without unconscious bias. Zurich is very proud that we
are Hong Kong’s first corporate to be honored with Economic
Dividends for Gender Equality certification (EDGE), for which
approves that we meet the very stringent international requirement in

achieving gender equality in work place.

A healthy home-front can lead to a more productive work-life.
Domestic partners of our permanent staff now also enjoy medical
protection from Zurich as long as they match the company’s basic
definition of being a domestic partner. This is irrespective to their legal
marital status and gender, and has been a well-received benefit since

it was made available.

Adequate training and development motivates and equips staff to be
at their best. Our Training and Development (T&D) team introduced
the eLearning platform in addition to an array of local-specific training
modules, allowing our staff to custom-made their journey to successful

career.

Claim Apprenticeship Program is an award winning program that
offers hands-on experience to future insurance elites. The program
benefits not only Zurich, but also broader insurance peers as it prepares
graduates to be ready for the industry’s specific skill requirement,

before they finally join the workforce.
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Operations

Effective and efficient process helps our organization to stay
operationally focused. Zwow (Zurich Way of Working) streamlines
process and reduces internal inefficiency. Product Commitment
gate-keeps product design and development, and to flag out support
required, so to ensure Zurich’s products deliver optimal societal,
financial and organization return. Voice of Customer (VoC) is collected
daily and analyzed so that it turns into a invaluable asset for our constant

improvement.

Results

Insurance is an industry with high transparency in its financial
performance, and Zurich Hong Kong has the proven track record in
this area. That says, recognition from across industries and from
customers becomes such a precious affirmation to the formation of our
business strategies, for which drives our value to the Hong Kong general
public. Customer centricity will continue to be the center of our
business choice, and we will strive to deliver ever-more quality

protection products and services with great sense of perseverance.

41

iy}

AR = 3 AR P A B R B SE RS
R MRALIEAA M BREL 2 0 ) i L
TOUE TAEFE 7 FIREAR T oA &R AR U1
Lo FRAM B 2 TR G A i I R E R B
BB R TS T MR AR
AR AL € DAL LR - BT
Z A (Voice of Customer) WS A2 #7
FEH BB RN R FENER
EMBEMHUEFFRBEERNERE
o

e 31

PR B — (A SE AU W ML R O AT 36 > R
MBI IR ANWNE - EE®E
W - AT 5 SE RN % 7 B AT A9 2 5
WA T T RS AT E > BT RAEE
HEAEER o [ LR BRI ENA
MBI IRE R E - RITER I HES
TR P E B R RS - DL S Y
SCRPELRE o

B

o
e

on
—~
T
=



