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AIA Pension and Trustee Co. Ltd. (AIAPT), an affiliate company
of American International Assurance Company, Limited (AIA)
who has been providing Provident Fund Schemes for more than
30 years in Hong Kong, was incorporated in 1992 and has been
AIA's specialist company for administering retirement plans
under the Occupational Retirement Schemes Ordinance and

the Mandatory Provident Fund Schemes Ordinance.

AIAPT is dedicated to providing the highest quality service to
its clients and their employees, with a wide range of pensions
products and retirement savings solutions to cater for the needs
of different individuals. A series of investment funds from
aggressive high-risk to conservative low-risk are also offered

under all of its retirement schemes.

Through relentless  self-reviews, training programmes,
talent development, improvement to our existing products
and services and distribution models, we aim to achieve
our VISION: To be market leader in providing innovative
retirement savings and wealth management services, through a

relentless focus on customers, distributors and employees.

Leadership

AIAPT has been fostering and adapting the best practices of its
parent company - American International Group, Inc. (AIG),
with special emphasis on staff management and compliance
management. By identifying staff for mentoring and successor
planning and through practicing the values early, we hope
these stars of tomorrow will be equipped with the right mind
set and the technical know-how as they step into their future

roles as leaders of the company.

We not only care about our customers, but also those in the
community. We meet our customers needs by offering them
a boutique of fund choices with appropriate fee structures,
Le. being the first to respond to the MPFA’s proposal of MPF
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management fee reduction in September 2007, and provide

them with innovative services at their finger tips.

Furthermore, AIAPT volunteers also actively participate in
social activities to support charitable organizations, and have
received a number of awards in recognition to its dedication to

the community.

Strategic Planning

What works today may not necessarily work tomorrow. Therefore,
being open-minded and flexible to explore new directions is
critical in sustaining a business. Anticipating market trends and

needs are factored in when formulating the strategic plan.

AIAPT carefully plans and sets strategies through disciplined
research, assessment and consideration. Project teams, action
plans, review and change of processes all add up to help the
company adapt to the changing situations. With monitoring
systems in place, vision is established and carried forth

effectively and delivered on time.

Customer and Market Focus

Keeping our customers happy by offering them value for their
money is one of the major initiatives for us. We keep abreast of
market trends and launch products or services to our customers
before they are even aware of such needs by obtaining market
knowledge via independent consultancy reports, focus groups,

news (both local and global), and internal research.

Since the Mandatory Provident Fund’s (MPF) launch in 2000,
AIAPT had taken proactive steps and is proud to be the first
in offering different products and services in the MPF platform:

* First in offering unlimited free internet fund switching at launch
of MPF
* Additional voluntary contribution on the MPF platform
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* Greater China Equity Fund — first to offer this type of fund
* Green Fund — one and only still in the MPF market
* Online application and contribution payment for additional

voluntary contribution

Measurement, Analysis, and Knowledge Management
To deliver best-in-class services to our customers, AIAPT
matches the strengths of technology and human intelligence to

enhance our system designs, workflow and operation processes.

As everyone becomes more internet savvy, we have taken steps
to revamp our website and have improved it to become more
user friendly to allow customers to manage their accounts at

their convenience.

Apart from ensuring the smooth running of daily operations,
AIAPT also has a well-designed business continuity plan that
can be triggered in the event of disasters so as to react and
recover from disasters quickly in ensuring operations can be

continued as soon as practicable.

Workforce Focus

AIAPT has made every endeavour to develop and improve
the existing HR practices to capitalize on our “people”.
Strategies on areas such as staffing, compensation, performance
management and training are targeted to create and maintain

competitive edge for the company.

Apart from attending classroom training, online and on-the-job
coachingare also available to equip our staffwith the right skills.
Having the necessary skill set and completing the prerequisite

courses would help them provide quality service.

Like any other large corporations, AIAPT offers a comprehensive
employees benefits programme to all permanent staff. What's

more, a staff welfare committee was also formed in 2005 to
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organize social gatherings, interest classes, sports events and
charitable activities for staff to participate in. Such initiative also

acts as a bonding tool to enhance staff morale.

Process Management

It is necessary to monitor the organization’s operations and
processes in order to maintain optimal capacity. AIAPT
performs studies on operation efficiencies by conducting user
feedback and focus group to seek input for improvement in
workflow and system, thus contribute client satisfaction as
well as the General Operating Expense. Careful allocations of
resources, like setup of a data capture team in China, is one of

the arrangements which helps ensure the best results.

Results

Our MPF business under AIA-JF enjoys a healthy business growth
in terms of market share and Asset Under Management (AUM).
We remain to be one of the top 3 MPF service providers, with

increasing market share, a double in AUM growth.

In terms of customer satisfaction, according to ORC International
Customer Satisfaction Survey 2007, half of the respondents rated
the fund choices currently available at AIA-JF as quite / very
good. Also, the level of overall satisfaction with ATA-JF's MPF
services from Employers (ER) and Employees (EE) scores an
average of 68% (3.4 on a 5 point scale).

We are happy to know that a vast majority of ER and EE
customers said they would probably / definitely continue using
AIA-JF as their MPF service provider.

Conclusion

Recalled from our vision, AIAPT is committed to delivery quality
products and services to our customers, colleagues, business
partners and stakeholders. Gaining the accolade from the HKMA
does not mean an end to our desires to achieve quality, but an

encouragement and motivation to another summit of excellence.
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