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Report from the Board of Examiners

Bupa International Limited (hereafter, “Bupa”) has operated in Hong Kong since
1976, as a health insurance specialist and healthcare provider; and is recognized
as a top provider in general insurance — direct medical business. Over the years,
the company has built a large and loyal clientele, both individual and corporate,
e.g. providing health insurance for Hong Kong’s civil service.

Strategic planning at Bupa involves local senior leaders setting goals and
developing three-year plans and annual action plans collaboratively with APAC
and UK HQ.

The company maintains high standards in business ethics and conduct. For
governance, its policy is zero-tolerance towards bribery and corruption. For risk
management, it has established a “three lines of defence” approach.

Key Performance Indicators (KPIs) set by the Bupa Board monitors customer
care touch points, digital engagement, and NPS results for customer satisfaction.
Senior leaders analyze performance using real-time data on PowerBI dashboards,
enabling prompt and effective decision making and resource allocation. Data
insights, trend analysis, scenario planning, and predictive modeling inform future
performance projections and alignment with strategic objectives.

Bupa prioritizes continuous innovation and new business pathways, e.g. in health
check-ups and cancer care. The company offers digital health solutions, reducing
the need for physical travel, such as virtual care, health coaching, prevention, and
support for chronic conditions. In 2022, Bupa launched the ground-breaking
“Connected Care” strategy, integrating insurance and healthcare services, covering
family medical services, dental services, Traditional Chinese Medicine (TCM),
medical insurance, and holistic wellness engagement.

Bupa invests heavily in customer care. The company actively listens to customer
feedback through a variety of channels, to ensure customer satisfaction and to
identify areas for improvement, including mapping the customer journey,
surveying customers using Net Promoter Score (NPS), conducting focus groups,
monitoring social media, operating the Active Listening App, and running a
dedicated team for complaint management to ensure compliance with regulatory
requirements.
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Bupa nurtures a sustainable and high-performing workforce. The company focuses
on inclusion and diversity, talent development, and regular pulse survey to gauge
employee satisfaction. “Fit & Proper” assessments are conducted at all levels,
and culture and values are emphasized in recruitment and on-boarding. Bupa’s
Digital DN@cademy nurtures a customer-centric culture and offers top-notch
learning programmes in leadership, digital skills, etc. Regular interactions and
coaching between managers and employees facilitate goal setting, performance
management, and continuous improvement.

Quality HealthCare Medical Services (QHMS), Bupa’s healthcare services arm,
maintains a Clinical Governance Framework with a focus on customer satisfaction,
clinical safety, effectiveness, and regulatory compliance. QHMS drives
stakeholder satisfaction with process improvement and transformation. Its robust
Process Management Framework ensures operational efficiency with clear
documentation, process ownership, and performance measurement. Procurement
policies and guidelines drive the supply network, while clear performance metrics
measure effectiveness.

Bupa maintains on-going engagement with customers and employees, to
understand their needs and meet their expectations. Its well-planned and executed
initiatives to enhance customer satisfaction have resulted in a stable increase in
revenues and significant decrease in customer complaints; while QHMS achieved
record-high operating profits due to increased demand for healthcare services.

2023 HKMA Quality Award Souvenir Programme

PRAA JE H A B R R A H S A B L
BX o [F] PR AR B ST AN A 8RR - R
& E BT B LI A o 76K RS0
ATAHBARTAL » S 7E F7 B A AR A2 v o 3 A
FE AL FMEEE - Digital DN@cademy 4% B
TARAEERRI R - DUR TR e - SRR
TR ) b - IR E WA T
HEAT BB AT - MERA B Rk E H R AR T
TAERBL -

R B B O R PR R G TS R T e it
JIRH5 1 5 A B8 08 (QHMS ) B B % 78 » sifd
il B PR A IR R - R DUIE SR Y I K
AR o UL SR — SO T > W
BB AT B R DA R N RS AL 5
BAELLEF Bl ~ BRR %4 ~ B RARL
BEUE R R aE Al RO R A A K
oo B ERF AR E TR TR B
PO AR . BRA T AMERE > A
BT BRI A IR R RS Y 2 A
B DA e B R PR e R R

FEAR WA AATR SR BB > fR Ot P
B M e ff D T 5% > AR AR AE - B4R
o P AR SO A B > WD R
AT o [R] > 2% W) 2 48 98 % 5 1 8 R
it B IR A R D B B o AR B B
TR ARFF A E) - DL T R A9 i 5K
TR o RAAAIA TR SR T 2 i 0 8
PR SR AR S 5 R A 3 - EEL T AR BR G
B





