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BOCG LIFE
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A subsidiary of BOC Hong Kong (Holdings) Limited

Bank of China Group Life Assurance Co Ltd (BOCG Life) entered
the Hong Kong market in 1998 and has been offering wealth
management, retirement, traditional and investment-linked life

insurance products to its customers.

The company has significant accomplishment in its market position
over the past few years through a clear corporate vision, well-
established core values and visible senior leadership. The key strengths

of BOCG Life are highlighted in the following categories:

Leadership

BOCG Life is led by a CEO who exhibits highly visible leadership
in the company as well as in the industry. Core visions for the
next five years and the outcome are communicated to the senior

management team and department heads for deployment.

BOCG Life has a clear and structured governance system. Social
responsibility is embedded in its company’s core values with the
company’s engagement in various CSR initiatives including Oxfam

Rice Sale, fund raising for Sichuan earthquake.

Strategic Planning

BOCG Life adopts a rigorous strategic planning process with
comprehensive analysis. The company identifies six key result
areas which balance the needs of all key stakeholders. Active
participation from departments can be seen in the strategy

formulation process.

Strategic plans of BOCG Life are translated into KPIs for different
departments to implement. The progress or the implementation of
the plans is being monitored closely by senior management on a
quarterly basis. Rolling budget is in place for the S-year corporate

plan with financial resources available.

Customer Focus
Customers are categorized into four segments and subdivided

into seven life stages of which corresponding products are being
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developed. Clear guidelines and pre-defined standards are observed
that ensure quality selling. ~Customer loyalty programmes are

launched to increase the engagement levels.

BOCG Life has various channels to actively seek voice from the
customers, the distributors and the public. Several enhancement

plans are implemented from the feedback collected.

Measurement, Analysis, and Knowledge Management

A balanced scorecard system (six pillars strategic framework)
with perspectives on product, sales, marketing, customer service,
investments and HR is in place to track the overall performance
against performance objectives. Information of market share and
customer satisfaction scores are collected through different external

sources with benchmarking data.

BOCG Life uses the System Development Life Cycle methodology
to govern the development and deployment of Information System
projects. Disaster recovery plan is in place and regular drills are
conducted. A five-year medium term IT strategy is in place to

ensure data security and integrity.

Workforce Focus

3Rs human resources policy (ie. Recruiting, Rewarding and
Retaining the best) is implemented to create a high performance
team. Six corporate core values (SPIRIT) are embedded in the

human resources initiatives.

In the area of talent management, the company sponsors and
provides rewards to employees who pursue industry related
professional qualifications. In 2008, ten improvement projects were
selected in the innovative ideas competition where outstanding staff

was recognized.

BOCG Life uses the Plan, Do, Check and Act model to recruit the

right people. Role shift is encouraged by management to ensure
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knowledge transfer. A Three Prevention Work Group is tasked to
work on minimizing the risks associated with fire, burglaries and
damages. Social workers are employed to conduct Emotional and

Stress Release Workshop for their managers.

Process Management

Documentation of processes exists at three different organization
levels. Operational improvement programme is being deployed with
one major review in year 2009 where 64 processes related items and
12 system related areas are being enhanced. Disaster Management
Process and Business Continuity Plan exist to ensure the work

system and workplace preparedness for any emergency.

Key work processes that include product development, sales
and claims services are defined. For the key processes, KPIs are
established for monitoring and measurement purposes. BOCG Life
makes use of external quality assurance process. There are clear risk

analysis and testing guidelines.

Results

BOCG Life's market position improved from the 8th in 2008 to
the Sth in 2009 with strong sales growth rates recorded in 2008
(61%) and 2009 (115%). The number of customers also showed
steady growth from 2006 to 2009. The growth rate in Asset Under

Management is good.

On the workforce focus, the recent overall Employee Engagement
Score of BOCG Life is higher than that of the Hong Kong Industry
Average, and both the staff turnover and absenteeism rates are

low.

Strong leadership, committed workforce, along with well-established
processes and performance measurements are the key success
factors of BOCG Life in striving towards the leading position in

the market.
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