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Company Background

Bupa, founded in the UK in 1947 with a steadfast mission to “prevent, relieve,
and cure sickness and ill-health of every kind,” has evolved into an international
healthcare company. With a focus on compassionate care and freedom of choice,
Bupa serves over 38 million customers worldwide. As a company without
shareholders, we channel our profits back into expanding healthcare offerings,
benefiting both current and future customers.

We extend our reach internationally and employ approximately 85,000 dedicated
professionals across various countries, including the UK, Australia, Spain, Chile,
Poland, New Zealand, Hong Kong SAR, Tiirkiye, Brazil, Mexico, the US, Middle
East, and Ireland. In Hong Kong, Bupa has been a trusted health insurance
specialist since 1976. Under the umbrella of Bupa Hong Kong and Bupa Global,
our specialised health insurance businesses have earned the trust of more than
419,000 individuals and over 3,000 companies.

Our healthcare provision arm, Quality HealthCare Medical Services (QHMS),
boasts a network of over 110 medical centres. With a heritage spanning over 150
years, QHMS is one of Hong Kong’s largest private clinic networks and one of
the leading providers of primary healthcare.
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Bupa’s purpose is helping people live longer, healthier,
happier lives and making a better world.
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Leadership

Bupa’s leadership team is committed to delivering strong performance. We have
a strategic focus on growth, transformation and sustainability, to position us in
the best way for success into the future. Our agile culture enables the organisation
to adapt to rapidly evolving market trends and customer needs. Our senior leaders
also align internal and external resources and capabilities to ensure that different
business units have the necessary financial, human, technology and other relevant
support, as well as developing the skills and capabilities needed to achieve our
goal and KPIs.

The organisation prioritises training and transparency, ensuring all employees
understand and adhere to ethical standards, laws, and policies. Bupa’s governance
structure, overseen by the Board and supported by committees, promotes
regulatory compliance, risk management, and internal controls. This commitment
to compliance and risk awareness helps maintain high standards and accountability
across the organisation.

Strategy

Bupa’s purpose is helping people live longer, healthier, happier lives and making
a better world. We have set three ambition KPIs and agreed six pillars to our
strategy. Our three ambition KPIs define what we want to achieve:

*  40%: Customer care touchpoints owned by Bupa

*  60%: Active digital customers

e 80: Net Promoter Score (NPS)
Our six strategic and enabling pillars define how we will achieve this:

e Customers: obsession with our customers’ experience.
*  Growth: strong performance and governance.

* Transformation: continuous innovation and preparation.
e Sustainability: making a positive impact on the world.

e Data: enhanced data-driven decision-making.

e Agile Culture: the best, most diverse people and a great place to work.

Customers

Bupa serves customers across health insurance and health services, enabling us
to understand their needs and integrate our offerings effectively. Our customer
experience strategy breaks down the customer journey into meaningful micro-
moments, allowing us to listen to feedback and make a difference. Using NPS
surveys, we measure customer satisfaction and obtain real-time insights to identify
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trends. We proactively engage with detractors to understand their pain points and
inspire improvement actions. Our Active Listening App empowers all employees
to gather suggestions, shaping better customer experiences. Through in-depth
interviews and group sessions, we gain deeper insights into customer behaviour
and preferences, driving continuous improvements aligned with their needs.

Measurement, Analysis, and Knowledge Management

Bupa utilises data analytics to measure progress towards strategic objectives and
action plans. Our comprehensive programme consolidates data from various
sources, providing insights into business operations. We track daily operations
and overall organisational performance using KPIs, with regular reviews of
progress to ensure alignment with the Group’s ambition. Financial performance,
including revenue growth and profitability, alongside operational metrics like
customer satisfaction and employee engagement, are measured and presented in
Leadership Team meetings and governance bodies. These measures drive data-
driven decisions to enhance operations and services.

Workforce

Committed to building a high-quality workforce, Bupa cultivates an agile
environment, empowering employees to think differently and improve based on
customer feedback. Our workforce is equipped through frameworks, processes,
and policies. In driving a positive employee experience, wellbeing is central to
everything we do. We also believe individual contribution and growth is a route
to extraordinary business performance. We create an environment to foster an
open communication between managers and employees for performance planning
through the Performance Management System and strengthen capabilities of our
people against the business strategies with organisation-wide learning and
development programmes.
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Bupa is committed to creating a culture of wellbeing across our workforce, allowing our people to thrive.
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Operations

All work processes at Bupa are designed to deliver customer value and achieve
ongoing organisational success. We prioritise responsible actions, care for our
customers, people, and the planet, and embrace innovation in our customer-centric
strategy. Our comprehensive process management framework includes identifying
customer needs, assessing regulatory requirements, and benchmarking against
industry best practices. With clear process documentation, ownership, governance,
and management, we monitor and track process performance to enable continuous
improvement. Our risk management programme ingrains risk awareness in every
Bupa employee, proactively managing customer outcome risk to protect our
customers, our reputation, and ensuring the achievement of our purpose.

Results

Bupa’s implementation of the 3x6 strategy has yielded positive results, with a
strong focus on digitalisation and customer service improvements driving organic
customer growth in health insurance and health services.

* Bupa Hong Kong’s financial performance in 2022 showcased strength across
key metrics.

*  QHMS experienced increased revenue due to higher demand for health
provision and COVID-related services.

*  Bupareceived industry recognition, including the ‘Top 10 Happiest Companies
to Work For,” ‘Excellence in Digital Transformation and Training &
Development,” and ‘Most Innovative Product/Service Award’, etc.
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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.
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