HSBC Insurance (Asia-Pacific)
Haldings Limited is a wholly owned
subsidiary of The Hongkong and
Shanghai Banking Corporation
Limited (HSBC), which is owned by
HSBC Holdings ple, the London-
based holding company of the HSBC
Group. The HSBC Group is one of the
world’s largest banking and financial
services organizations, with major
personal, commercial, corporate and
investment banking and insurance
businesses operating through some
7,000 offices in 81 countries and
territories in Europe, the Asia -Pacific
region, the Americas, the Middle East
and Africa.

HSBC Insurance {(Asia Pacific)
Holdings Limited is the parent
company of three underwriting
companies, collectively known as
HSBC Insurance - HSBC Insurance
(Asia) Limited, HSBC Life
(International Limited) and HSBC
Medical Insurance Limited.

HSBC Insurance is a major
provider of retirement schemes,
medical insurance, life insurance, and
general insurance in the Hong Kong
Special Administrative Region (SAR),
Singapore and the Macau SAR.
Services include comprehensive
insurance programmes and tailor-made
schemes for corporate and individual
customers. These products are
delivered to customers through
personal bankers, financial service
exccutives, business banking centres,
bank branches, mdependent msurance
brokers, telecentres and the internet.
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HSBC Insurance has over 1,000
dedicated stalt in the Asia Pacific
region, distributing products through
220 HSBC branches and using the
HSBC direct sales force.

HSBC Insurance’s vision is “To
protect the lifestyles of our personal
customers and their families, and
to protect the assets, liabilities and
employees of our corporate
custemers, now and in the future”.

A key challenge for HSBC
Insurance has been the introduction
of the Mandatory Provident Fund
Scheme. Within 16 months of the
scheme’s introduction, HSBC has
managed to achieve an 87% customer
satistaction level, amongst the best in
the industry.

Leadership

HSBC Insurance is managed by 10
executives who report to the Chief
Exccutive Officer. The HSBC group
18 a major sponsor of community based
projects in the SAR. Sponsorships
focus on education and the
cnvironment. In addition, managers
from HSBC Insurance sit on industry
related bodies whose function'is to
advise on the future development of
the insurance and retirement benehits
industry in Hong Kong.

Strategic Planning
Every five vears HSBC Insurance’s
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strategic direction is reviewed, The
balanced scorecard methodology
underpins strategic planning for the
opetation. This methodology examines
the business from four perspectives, the
financial perspective, the operational
perspective, the customer perspoctive
and the learning perspective. These
various perspectives are integrated in
a business model, which 1s a diagram
showing how the various business
perspectives are related. Behind each
of the business model components are
performance indicators and targets to
ensure that the strategy has quantified
goals. Action plans from cach of the
business units also reference the
business model to ensure the strategy
is well co-ordinated.

Customer and Market Focus
HSBC Insurance works closely
with HSBC Bank to determine targer
customers, customer groups and
marker segments, HSBC Bank has
relationships with over 75% of the
Hong Kong population, This
provides a large customer base for
HSBC Insurance to market to. This

customer base means that HSBC

Insurance has access to HSBC s
wealth of profiling information, and
as a result both companies market
segments are closely aligned.

HSBC Tnsurance also rescarches
customers” needs in order to improve
its products and services. Written and
verbal complaints, compliments and
comments made through the various
distnbution channels are analysed and,
documented, The results fed are back



to front line stalf and used tor
CONUNUOUS IMPrOVEMent ¢Nercises.

As a result of this research, HSBC

Insurance has developed the following

customer value proposition: We offer
value for money wealth management
through integrated products and a
wide distribution network based on
reliable and consistent customer
service, safety and security,

HSBC continually requests

feedback from customers and potential
customers, This includes obtaining
customers opinions of HSRC
Insurance’s customer service and
customer access channels, such as
branches, telephone hotlines and the
Internet. Best pracrice in product
development and aperations from
HSBC Group members worldwide is
regularly assessed and key findings are
documented and incorporated in the
Hong Kong operations.

Information and Analysis

HSBCs Insurance operations are

based on sophisticated computer
systems. Decision support systems to
assist stalf and management are buile
into the core of operations.
[nformation is accessed via regular
reporting, or using ad hoc querics,
Where systems are not computer-
based, manual systems are used to
record key metrics.

Where available, relevant external
benchmark processes are monitored.
Benchmarks are either sourced from
service standards published by

HSBC

competitors, or from

operations worldwide.

Weekly senior management
meetings are held to discuss and

analyse business performance. The

results of analysis of finandial, customer

and operational information conducted

at senior management performance
reviews are cascaded to lower leyel
management and work groups through

cach of the senior managers. For

special cases, such as expense control,
¢-mails communicate the analysis and
action plans to relevant staft.

Human Resource Focus

HSBC Insurance uses a number of
tormal and informal work svstems to
promote cooperation, innovation, the
organizational culture and flexibility.
Every job has a full position

deseription, which includes details of

the purpose of the position, principal
accountabilites, including expecred
outcomes, decision making authority,
personnel supervised, budget and
other authorities, reporting structure,
experience and qualifications and the
major challenges of the job. The

Human Resources department

provides professional advice on
organizational development to cnsure
that the overall structure meets HSBC
Insurance™s evolving business needs.

Every employee receives a formal
performance appraisal twice a year,

during which a programme is
developed for the emplovee by his or
her direct manager or supervisor. The
programme setrs key objectives,
performance measures and timing for
the performance measures, based on
business and customer needs.

HSBC Insurance’s education and
training is based on a top-down and
bottom-up approach. Training that is
required to address long-term strategic
needs is delivered based on a top-down
approach. This is complemented by a
bottom up perspective: A training
needs analysis is conducted with the
employee and this 1s then coordinated
with the training department. The
training department may also make
suggestions for individuals who have
been identified as having high potential
or who require special skills to support
longer-term strategic initiatives.

Process Management

HSBC uses a four-phase structured
product /service design process. Each
phase has a formal ser of procedures
and c¢heckpoints, Throughout the
process the customer 1s considered and
service standards are established.

Service standards are set in
consultation with customers . Ongoing
market surveying is used to determine
whether the standards meet or exceed
customer expectations. Where
standards do not mect customer
cxpectations, the srandards arce
reappraised and redesigned. In
addition service standards used by
competitors are monitored to ensure



that equivalent or better service leyels
are offered by HSBC Insurance.

Inspection tests and process/
performance audits are conducted on
a regular basis as part of HSBC
Insurance’s continual improvement
strategy.

Business Results

HSBC Insurance has had a history
of outstanding profit results as
reflected by ratings agencies. Standard
and Poor’s and AM Best provide
independent
assessments of financial strength,

comparative
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based on an assessment of the
following lactors:

Business position, management and
corporate strategy, operational and
financial management, historical

operating performance, investments

and liquidity, historical and prospective
capital adequacy, reserves, reinsurance

and financial Hexibility.

HSBC Insurance has had a
consistent upward assessment.

Standard and Poor’s awarded a
rating AA- in August 2001, which is
the highest rating given to any Hong
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Kang SAR based insurance company.
AM Best awarded an A+(superior)
rating. '

HSBC Insurance (Asia) has been
awarded “General Insurance Company
of the vear 20007 by Asia Insurance
Review, as well as receiving numerous
awards for its Internet sites,

Conclusion

HSBC Insurance 15 a leading
provider of insurance and retirement
services. Theyv understand that in
order to continue to delight
customers, quality and continuous
improvement must be a part of
everything they do.
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