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Report from the Board of Examiners

Prudential Hong Kong Limited (“Prudential”) has been offering insurance
solutions to over one million customers in Hong Kong for more than 55
years. Its Vision, Mission and Values (VMV) have been developed well for
its stakeholders and values (Care, Collaborate, Innovate and Deliver) are
wellimbedded in its staff’s every day work. Senior Leaders are committed
to creating a business environment that promotes legal and ethical
behaviour through internal controls and supervision. Regular
communication with employees is highly valued as Senior Leaders
cascade the VMV to the workforce through monthly agency leader
meetings, a CEO Townhall Meeting, Facebook and Yammer .

The Transformation Department has been established to transform the
business in order to meet the increasing demands of customers, agents
and employees. In this way, it identifies and drives changes. Consisting
of Change Management, Strategic Information Technology and the
Strategic Programme Management Offices, the department is responsible
for aligning key companywide strategic goals, reviewing project processes
and modifying priorities. The company has also responded swiftly to
COVID-19 by providing a safe and effective working environment and
promoting business continuity. Measures such as special hotlines and
online submission channels have been established to serve customers.
A special COVID-19 insurance policy has also been launched in Hong
Kong to cater for market needs.

Moreover, the company is committed to serving the community. More
than 4,000 staff and agents have joined PRUvolunteers to contribute their
resources and indulge their passion for promoting corporate social
responsibility under the four pillars of Youth, Education, Health and
Community. The PRUvolunteers have given 33,000 service hours and
served more than 64,000 people since 2008.

Prudential actively gauges the views of customers through various
channels, including service hotlines/emails, service centres, agents, focus
groups, surveys, online customer communities and social media
platforms. The company utilizes a micro-segmentation model with six
dimensions (life stage, geographical location, customer interaction,
product holdings, customer lifetime value, predictive score model) to
identify the insurance needs of customers. On the other hand, the
company makes good use of Chatbot to process claims, thereby reducing
the processing time significantly.
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Senior Leaders care about the wellbeing of staff. Various initiatives and
benefits are in place to engage the staff and offer flexibility at work, for
instance, the option of working from home, unlimited drinks, snacks and
fruits, and the provision of breast-feeding room. In addition, hand
sanitizers and face masks have been made available for staff during the
pandemic. Staff may also enjoy employees’ benefits by selecting medical
and risk coverage based on their needs.

To conclude, the company has demonstrated effective and systematic
approaches that are responsive to the overall requirements of the award
criteria, placing great emphasis on customer focus. In the future, we shall
see how Prudential responds to the business paradigm shift as a result
of changing customer behaviour, the wider use of technology, the
emergence of digital disruption and the growing competition from
InsurTech.
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