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HSBC Insuvance (Asia-Pacific) Holdings Limited

.Bcin_g'.th'c largest MPE provider in
Hong Kong, HSBC Insurance (Asia-
Pacific) Holdings Limited has
demonstrared satisfactory performance
results by the adoption and
deployment of an effective Total

Quality Management System. Some of

the key strengths of the company are
highlighted 1n the following.

Leadership

The management team set clear
wision, mission and core values that are
customer and quality focused. This
provides a solid foundation for the
implementation of the Total Quality
Management System in the company.
Aligning with the core values and goals,
the management has imitiated a variety
of programmes (Managing for Value,
Chung Chi Sing Sing; Best of the Best
and Strive for Excellence) to create an
environment for empowerment,
organizational agility and organizational

learning. Besides, they have been actively

involved in community activities,
rendering consulting service for
committees and industry bodies on the
current and future impact of financial
services on Hong Kong society.

Strategic Planning

The company operates a five-year
strategic planning cycle and an annual
operational planning cycle to balance
the long-term and short-term
requirements of all key stakeholders.
Furthermore, the strategy

development process is well structured

and involves extensive staff input. The

voices of internal customers are
collected to build the strategic plan in

order to ensure its comprehensiveness
and smooth deployment. The action

plan development process is explicitly
and well defined.

Customer and Market Focus
The company determines key
customer requirements as well as
customer satistaction through third-
party surveys which helps to
understand the size of the market,
purchase behaviour, choice criteria,
channel usage and the company’s
strengths and weaknesses relative to its

competitors. An extensive range of

channels has been established to collect
customer’s opinions to enable the
company to stay abreast of changing
customer requirements. Besides, a
systematic closed-loop complaint-
handling process has been deployed to
facilitate complaints be solved at the
point where it originates.

Information and Analysis

HSBC Insurance has various
communication channels to ensure
information is available to stalf. This
makes every single individual keep
abreast of what is going on in the
company. With the data security area,
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data and information is protected with
state-of-the-art technology and
security systems are regularly reviewed
and upgraded.

Human Resource Focus

The company has a clear and
comprehensive performance appraisal
process. Staff performance is tied to the
company’s key objectives and Key
Performance Indicators, which directly
impacts employee’s bonuses. A
thorough training needs analysis is
performed for each individual
employee to hridge any gap employees
might encounter when trying to get
the job done. This process also helps
plan for further development. In
addition, a succession plan and skills
set requirements for different positions
are in place to enhance a sustainable
high-quality workforce.

Process Management

A comprehensive and clear design
process (Alpha Product Development
Process) has been adopred. Service
standards are set in consultation with
the public and after benchmarking with
competitors. In addition, clear
performance measures with targets are
set to ensure that service standards are
properly monitored and maintained.
Customer feedback 15 collected and the
results are used to improve business
processes in the future.

Business Results
From the customer perspective,
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HSBC Insurance has created a very
good image as a MPF provider. Strong
cevidence also demonstrates that the
company 1s in a healthy financial
situation. It has improved both the
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Standard & Poor’s and AM Best’s
ratings over the past few years., The

rating awarded by Standard and Poor’s
is the highest rating available to any
Hong Kong SAR company. Last but
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not least, HSBC Ins u’._riir:i_l;'c: has
demonstrated what a good insurance
company should be by achieving the

“General Insurance Company of the

vear 2000 award.
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