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I
t has been more than six 

months since the first wave of 

the COVID-19 pandemic hit 

us. As organizations try hard 

to revive their businesses, we 

are stricken by new waves 

of the pandemic, which 

only means the struggle 

is far from over. The true 

magnitude of the impact of 

the COVID-19 pandemic now unfolds. 

So where do we go from here, as 

employees and employers? What 

can we do to minimise impact on our 

businesses and livelihoods? One way 

to prepare ourselves is through talent 

development, specifically reskilling and 

upskilling. 

The onslaught of the pandemic has 

forced many businesses to digitalize 

their processes, distribution and 

service delivery. On top of functioning 

in a virtual environment due to the 

The Race to Reskill and Upskill
pandemic, businesses also need to 

consider the impact of digitalization 

on existing business models and if 

the necessary skills and competency 

are available within the organization 

to power the change. According to a 

report released by the World Economic 

Forum (WEF), over one in four adults 

reported a mismatch in their current 

skills and the qualifications required 

for their jobs. Other than factors such 

as quality of education and training, 

and volatility of the socioeconomic 

landscape; the skills gap challenge is 

heightened when many organizations 

struggle to balance between driving 

innovation and building the required 

talent pool. 

In this Issue of the INSURANCE 

Magazine, we aim to create 

awareness on the importance of talent 

development, cultivating future skills 

and professional development.  We 

believe that the current shortage of 

talent means organizations are racing 

to retain and acquire as many skilled 

talents as they can. As business 

landscapes are being transformed by 

automation and new digital platforms, 

organizations need not only the right 

tools, but also the right people to wield 

them. For organizations concerned 

Shalini Pavithran 

Editor

shalini@mii.org.my

As business landscapes are being transformed by automation 

and new digital platforms, organizations need not only the 

right tools, but also the right people to wield them. 

about the impact of digitalization on 

their workforce, the time is upon us 

to take a long-term view on talent 

investments. More importantly, for 

employees to stay up-to-date with the 

latest skills, organizations must create 

a culture that encourages continuous 

learning. It is also important that 

learning is not just encouraged but 

made interesting too and that is an 

area we are working on. 

On behalf of the editorial team, 

we hope this issue will help shed 

some light to help navigate the very 

challenging future ahead of us. All of us 

at MII are happy to assist and support 

you in this road ahead. I would like 

to take this opportunity to wish our 

readers a very Merry Christmas and 

hoping for a great new year and better 

times ahead. Happy New Year. Be well 

and see you in 2021!

For updates on our offerings, please 

visit www.insurance.com.my and 

follow us on Facebook, LinkedIn and 

Twitter. 

BE SAFE AND STAY STRONG

#CustomisedLearning 

#VirtualLearning #LearningNeverStops 

#EmpoweredLearning 

#buildingknowledgetogether #miicares 

#staysafe 

www.insurance.com.my
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Industry Updates
LIFE INSURANCE AND TAKAFUL 
INDUSTRY URGES POLICY/
CERTIFICATE HOLDERS TO 
UPDATE NOMINEES’ DETAILS

Source: LIAM, 10 August 2020

The Life Insurance Association of 

Malaysia (LIAM) and the Malaysian 

Takaful Association (MTA) together 

with their member companies are 

urging policy/certificate holders to 

update their nominees’ details to 

expedite future payment of death 

benefits.

LIAM and MTA embarked on a 

community service engagement 

exercise which is intended to expedite 

the payouts of eligible death claims 

and to ensure more Malaysians enjoy 

the benefits of insurance and takaful 

coverage.

This community service engagement 

exercise which entails a communication 

letter addressed to the policy/certificate 

holders or nominees and advised them 

to contact their respective insurance 

companies and takaful operators (ITOs) 

for further updates.

According to the Chief Executive 

Officer of LIAM, Mark O’Dell, details 

of their next-of-kin are important to 

enable companies to contact them 

and disburse the death benefits in an 

efficient manner.

In many instances, there have been 

nominees who may not be aware 

that there was a life policy or takaful 

certificate in force on the life of a 

deceased family member. In those 

cases, the ITOs would not be aware of 

a potential claim.

He further elaborated, “ITOs will be 

reaching out to policy/certificate 

holders to update their personal 

information. Letters from ITOs will be 

sent to the last known address on 

record, even for policies/certificates 

that had lapsed. We urge policy/

certificate holders or nominees to 

respond and contact their ITOs to 

update the needed information.”

Encik Azli Munani, CEO/Executive 

Secretary of MTA said that, “Failure 

to make the necessary nomination 

may hamper the intention of having 

an insurance/takaful cover. This is 

because without nomination, it can 

take years to obtain official documents 

from court in order to gain the right 

to claim. Furthermore, the nominees 

may not understand the proper 

way to make a claim”. He added, 

“Both Associations and ITOs will be 

actively promoting the importance of 

nomination to the public to ensure that 

policy/certificate holders are aware 

of this communication exercise and 

take appropriate action to update their 

nominees’ details for their insurance 

policies and takaful certificates.”

As this initiative will be a continuous 

effort from the industry, it is highly 

encouraged that policy/certificate 

holders to regularly update their 

nominees’ details for ITOs to reach 

out in the event they become aware of 

a potential claim.

Alternatively, family members can 

also contact LIAM or MTA member 

companies’ directly for further 

www.insurance.com.my
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LIFE INSURANCE INDUSTRY 
REGISTERS A DROP OF 12.6% 
IN TOTAL PREMIUMS DUE TO 
THE COVID-19 PANDEMIC

Source: LIAM, 18 August 2020

For the first half of 2020 (1H2020), the 

life insurance industry recorded an 

overall dip of 12.6% in total premiums. 

During the Movement Control Order 

(MCO) and Recovery Movement 

Control Order (RMCO) which started 

on 18 March 2020, activities of life 

insurance selling came to a halt as 

face-to-face selling were restricted 

for more than three months. The 

decline is attributed mainly to the 

drop in Investment-linked policies 

which contracted by 24.5% in terms 

of total premiums. Investment-linked 

insurance is an insurance plan which 

has more unique features and requires 

face-to-face interaction by agents to 

explain these features and ascertain 

its suitability before an investment-

linked plan is recommended.

Ordinary Life policies taken up during 

1H2020 recorded a positive growth 

of 1.9% or 242,401 units of individual 

new policies while Group new policies 

recorded 4.6% growth or 11,027 

units. The industry attributes this 

development to consumers being 

more mindful about their spending and 

tailoring their purchases to smaller-

sized policies in light of the current 

situation.

enquiries at the following consumer 

touch points. For more info on LIAM 

or MTA member companies scan the 

QR Code:

Meanwhile, LIAM and MTA would like 

to advise members of the public to 

remain vigilant on scams which may 

arise from this exercise. This type 

of scams may be promoted in many 

forms through social media, emails 

or phone calls impersonating officers 

from the ITOs. Hence, members of the 

public are encouraged to contact their 

respective ITOs to seek information 

and clarifications. Please note that, 

LIAM and MTA members will never 

request for an update of personal 

information or account details via 

SMS, telephone call, email, social 

media or any messaging application.

Policy/certificate holders are advised 

to ignore such messages or anything 

similar and never reveal your financial 

information, PIN or TAC with anyone. 

This is to protect policy/certificate 

holders from becoming victims of 

phishing, identity theft or malicious 

malware. Always be cautious to avoid 

becoming a scam victim. FAQ on 

Nomination scan the QR Code:

Total Premium

RM

January to June

2019 2020 Growth %

- Ordinary Life

Investment-

Linked

8,969,492,029

72,557,309,781

10,891,002,592

39,799,294,204

21.4

-45.2

Group 204,341,736,515 202,935,362,871 0.7

Total 285,868,538,325 253,625,659,667 -11.3

New Business Sum Assured

Number of 

Policies

Unit

January to June

2019 2020 Growth %

- Ordinary Life

Investment-

Linked

237,988

393,550

242,401

252,092

1.9

-35.9

Group 10,544 11,027 4.6

Total 642,082 505,520 -21.3

New Policies

Sum Assured

RM

January to June

2019 2020 Growth %

- Ordinary Life

Investment-

Linked

1,368,805,008

2,286,268,603

1,116,518,450

1,726,759,951

-18.4

-24.5

Group 2,343,301,372 2,400,253,599 2.4

Total 5,998,374,983  5,243,532,000 -12.6

New Business Total Premiums

www.insurance.com.my
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responsive and productive to connect 

with our customers. Therefore, I 

strongly urge all industry players to 

make intelligent use of technology to 

achieve higher productivity and greater 

efficiency.”

Overall, the MCO and the RMCO 

imposed by the Government which 

curtailed face-to-face interaction have 

greatly impacted businesses and 

the whole Malaysian economy. The 

life insurance industry is not spared 

from the impact of COVID-19 and has 

experienced a slowdown in its overall 

performance during this period.

Mark O’Dell, CEO of LIAM said,  

“When the COVID-19 outbreak started 

in Malaysia, the life insurance industry 

had been proactive in supporting 

the Government with various relief 

measures to assist Malaysians to 

cope with the impact of the COVID-19 

pandemic.

The industry has granted a 90-day 

deferment period/no-lapse guarantee 

for 3 months for policyholders who are 

impacted by this pandemic. During 

this period, insurance companies 

will continue to provide insurance 

protection to affected policyholders 

if they are not able to pay for their 

premiums. Affected policyholders 

must apply to their insurance 

companies to get approval before 

they can benefit from this relief 

measure.”

Policyholders who are qualified 

for this relief include those who 

are COVID-19 positive patients, 

home quarantined (mandatory) or 

have suffered a loss of income. We 

also extend to small and medium 

enterprises (SMEs) which have 

suffered a loss of income due to 

the COVID-19 pandemic. Examples 

of events that lead to such loss 

of income include retrenchment, 

shorter working hours and salary or 

commission reductions for individuals 

and loss of business income for the 

self-employed and SMEs.

“This facility to defer premium 

payments is open to affected 

policyholders until 31 December 

2020. As of to date, 1,028,811 

policyholders have been granted the 

premium deferment relief, involving 

a total of RM1 billion premium 

payment”, added O’Dell.

“Insurance companies have 

continued to provide other forms of 

support to help policyholders to keep 

their policies in-force. Some of these 

may include a restructuring of policy 

features, such as lowering the sum 

assured or temporarily shortening the 

policy duration, so that policyholders 

can keep their insurance protection.

The insurance and takaful industry 

has also set up a RM8 million 

COVID-19 Test Fund to support 

the Ministry of Health’s efforts to 

conduct more COVID-19 tests 

for Malaysians. The Fund is also 

extended for COVID-19 tests required 

for hospital admission for emergency 

and semi-emergency surgeries which 

is available until 31 October 2020. 

This will address the needs of the 

policyholders and to protect the 

healthcare front liners from the risk of 

COVID-19 infection.

Moving forward, the life insurance 

industry remains committed in 

undertaking various educational and 

During 1H2020, insurance protection 

for Ordinary Life policies recorded  

a growth of 21.4% to reach  

RM10.8 billion.

During the MCO, the life insurance 

industry recorded a surge in direct 

channel sales for Temporary 

Insurance, Critical Illness Insurance 

and Medical and Health Insurance 

due to the restriction of face-to-face 

selling by agents and bank staff and 

to the efforts taken to develop direct 

life insurance distribution channels, 

especially though digital innovation, 

since 2017. Customers now have 

the option of purchasing these types 

of insurance plans namely Term 

Insurance, Critical Illness and Medical 

and Health via direct channels.

The number of policies sold via  

direct channels recorded an increase 

of 47.5% in 1H2020, with annualised 

premiums and total sum assured 

registering growth levels of  

63.9% and 71.5%, respectively.

Loh Guat Lan, President of LIAM, 

said “The COVID-19 pandemic has 

increased in the awareness among 

Malaysians on the importance of life 

insurance protection. The role of life 

insurance has become even more 

important as an essential financial 

tool to reduce uncertainties in life. 

Therefore, I would urge all industry 

players to come together and offer our 

best service in protecting more people 

out there with adequate insurance 

protection to create a better future for 

themselves and their families.”

She added, “The recent pandemic 

has been the unexpected catalyst for 

the adoption of technology than ever 

before.

During the MCO and RMCO, insurers 

continued to serve its customers 

via digital platforms or assisted by 

the customer service centres. While 

new methods and technologies will 

impact how business is conducted on 

a day to day basis, I believe that the 

adoption of technology is inevitable 

in order for us to be more efficient, 

Loh Guat Lan, LIAM President.

www.insurance.com.my
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consumer awareness programmes in 

promoting and educating Malaysians 

on life insurance protection. We hope 

more Malaysians will benefit from the 

various relief measures to ease the 

financial pressures on the rakyat and 

at the same time ensure that they are 

continuously covered with insurance 

protection”, added O’Dell.

On the outlook for the second half of 

2020, given the uncertainties faced 

by the global and local economies 

due to the COVID-19 pandemic 

which has affected many countries 

worldwide, the industry expects to 

achieve a single digit growth. 

LIAM LAUNCHES CONSUMER 
AWARENESS PROGRAM, 
#BUKANEXTRA TARGETING 
THE YOUNG GENERATION ON 
SOCIAL MEDIA

Source: LIAM, 9 September 2020

generation and to create a sense of 

urgency to act early; and to bring 

the insurance industry closer to the 

younger generation and demystify 

life insurance through social media 

engagements.

Speaking at the launch of the 

campaign, LIAM President, Loh Guat 

Lan said that the industry would like 

to continue engaging with the young 

generation so that they are exposed 

to the life insurance industry and 

enhance their understanding and 

appreciation for life insurance.

“The life insurance penetration rate 

has been hovering around 54% for 

the past five years. After eliminating 

multiple ownership of life insurance/

takaful policies, this figure reduces 

to 41% of insured population. Out 

of this, only 4% of households in the 

lower income group has some form of 

life insurance/takaful cover. In reality 

out of the 41% of insured population, 

over 90% of them do not have 

sufficient coverage for themselves 

and their loved ones,” said Loh.

Based on a study conducted by 

Universiti Kebangsaan Malaysia 

and LIAM in 2013, it is estimated 

that a family of five would need at 

least RM550,000 to meet their living 

expenses over the next 5 years, in the 

event of a loss of the breadwinner. 

There is still a huge protection gap 

for families with life insurance. 

On average, the gap ranges from 

RM100,000 to RM150,000.

The average protection gap for the 

group headed by a breadwinner who 

was not covered by either life or 

medical insurance was the largest,  

at about RM723,000 per family.

Loh explained that the industry 

together with the regulator and key 

stakeholders are working hand-in-

hand to address these challenges 

through the implementation of 

various educational and promotional 

programs and initiatives to increase 

insurance awareness and to 

encourage insurance purchase 

amongst Malaysians at all level of the 

community.

“LIAM Consumer Education Program 

would continue to be one of the 

key strategies to raise the levels of 

financial literacy among Malaysians. 

To educate the consumers on the  

importance of life insurance protection 

is an ongoing process. The young 

generation is our focus moving 

forward. They are young, healthy and 

at the early stages of their careers 

and family life. We want to prepare 

the youth mindset and inculcate the 

financial planning habit as soon as 

they join the workforce.

The industry hopes that by engaging 

with the key opinion leaders (KOLs) 

on social media, these KOLs would 

be able to drive positive messages to 

their followers, changing their mindset 

about life insurance and bring values  

to the lives of the young generation.

The industry remains focused in 

achieving its financial inclusion 

agenda by strengthening the existing 

frameworks and brainstorming new 

ideas to improve the quality of life 

of the rakyat through life insurance 

protection,” Loh elaborated.

Chairman of Industry Promotion 

Committee of LIAM, Ramzi Toubassy 

said that the industry hoped that the 

strategy in developing the concept 

of #BukanExtra this year will carry a 

strong and powerful message on life 

insurance and eventually will help 

raise financial literacy among the 

Malaysian youth.

The concept of ‘extra’ is based on 

Malaysians’ love for overly-dramatic 

scenarios in everyday life. The key 

message is that life can be pretty 

‘extra’ sometimes, but life insurance  

is not; it is a necessity.

“It is hoped that via #BUKANEXTRA, 

we are able to change the perception 

and misconceptions about life 

insurance among the community”, 

Ramzi added.

The Life Insurance Association of 

Malaysia (LIAM) together with its  

16 member companies launched 

its inaugural consumer awareness 

program on social media called 

#BUKANEXTRA.

Targeting the youth, single 

professionals, newly-married couples 

and young families, the #BukanExtra 

campaign which commences from  

9 September to 31 October 2020 

aims to generate awareness 

and educate consumers on the 

importance of life insurance 

protection; to encourage financial 

planning among the younger 

www.insurance.com.my
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Ramzi believed that social media 

is the most effective medium of 

communication to reach out and 

communicate our message to the 

target audience.

“Through social media, we are able 

to communicate, educate, engage 

and receive instant feedback 

simultaneously. Ultimately, we want 

to educate the youth to think more 

positively and maturely as well as 

cultivate awareness on the importance 

of financial planning for themselves 

and their loved ones.

As we work towards achieving the 

nation’s aspirations in increasing the 

penetration rate in the country,  

we will continue to serve the needs of 

the society and bring a lasting impact 

to the lives of all Malaysians,” said 

Ramzi.

Meanwhile, the #BukanExtra campaign 

encompasses the following:

a.    A microsite (www.bukanextra.com) 

which hosts an interactive game, 

the Instagram contest mechanics, 

and shares educational information 

on life insurance.

b.   The interactive game on the 

#BukanExtra microsite allows 

visitors to create their own drama 

using very ‘extra’ scenarios from  

the campaign videos.

c.   Contest on Instagram allows 

members of the public to 

participate using Instagram Story 

as the method of submission. 

Contest prizes include a Grand 

Prize of RM2,000 Touch ‘n Go 

e-wallet credits and a feature in 

the final #BukanExtra Campaign 

video and Six Consolation prizes 

worth RM1,000 each of Touch ‘n 

Go e-wallet credits. The contest is 

also open to staff and agents of life 

insurance companies in Malaysia.

d.   Campaign shout-out by Key 

Opinion Leaders (KOLs)/ 

Influencers on their social media 

accounts, supported by social 

postings on LIAM Facebook and 

Instagram pages.

e.   Exclusive sets of #BukanExtra 

campaign stickers on Instagram 

Story for contest participants to 

decorate their Instagram Story/

Video for the contest and also for 

the public to enjoy.

For more information, please log to 

www.bukanextra.com and follow 

LIAM Facebook page at LIAM-Life 

Insurance Association of Malaysia and 

@LIAMalaysia on Instagram to find out 

more details about the #BukanExtra 

campaign and contest.

Ms Loh Guat Lan (LIAM President - 3rd left) holding the campaign board with  Mr Rangam Bir (LIAM Vice 

President - 2nd right), Mr Ramzi Toubassy (LIAM Chairman Industry Promotion Committee - 3rd right), Mr Mark 

O'Dell (LIAM CEO- far right), Encik Mohd Nadzri Sulaiman (Deputy Director, Consumer and Market Conduct 

Department, Bank Negara Malaysia - far left) and Mr Surannit Chit (Deputy Director, Insurance Development 

Department, Bank Negara Malaysia - 2nd left).

LIAM Management Committee members addressing the media at the launch of #BUKANEXTRA - L to R: Mr 

Ramzi Toubassy (LIAM Chairman Industry Promotion Committee), Mr Rangam Bir (LIAM Vice President),  

Ms Loh Guat Lan (LIAM President) and Mr Mark O'Dell (LIAM CEO).
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PIAM 16TH GIIFT INTAKE 
- ADAPTING TO THE NEW 
NORMAL

Source: PIAM, 29 September 2020

In adapting to the new normal, 

Persatuan Insurans Am Malaysia 

(PIAM) held its first-ever virtual 

orientation and industry induction 

program for the 16th intake of the 

General Insurance Internship for Talent 

(GIIFT). It was held on 29 September 

2020 via Webex. 

In spite of the current pandemic 

situation, PIAM received more than  

90 applications, out of which more than 

15 interns were selected to join this 

program. These interns were mainly 

undergraduates from the faculties of 

Actuarial Science, Risk Management & 

Insurance, Business Administration and 

Master of Commerce from Universiti 

Utara Malaysia (UUM), Universiti Tunku 

Abdul Rahman (UTAR), Tunku Abdul 

Rahman University College (TAR UC), 

The University of Sydney and University 

of Wisconsin-Madison.

During the virtual session, PIAM 

Assistant General Manager William Tan 

shared an overview on the performance 

of the general insurance industry in 

the first half of 2020 with the interns. 

This was followed by a Q&A session. 

These interns were then assigned and 

attached with PIAM member companies 

on a 12 to 16 weeks structured 

internship program. They were exposed 

to the various departments such as 

underwriting, actuary, pricing valuation, 

finance, bancassurance and branch 

operations for a wholesome general 

insurance experience under the 

guidance of experienced mentors. 

The General Insurance Internship for 

Talent (GIIFT) project was launched 

on 1 July 2015.  It is the flagship 

project on talent for the industry. It 

was positioned as an image enhancing 

initiative to reach out and profile the 

industry to the pool of young talent at 

our institutions of higher learning. The 

aim being to showcase the rich and 

diverse career opportunities in General 

Insurance by exposing the young talent 

to General Insurance companies and 

enable them to gain a first-hand insight 

of the various job functions involved.

The internship is open to Malaysian 

undergraduates of all study disciplines 

in both local and international 

universities based in Malaysia.  

To date, a total of 436 interns have 

participated in GIIFT of which 63 have 

joined member companies, Insurance 

Services Malaysia (ISM) and Vehicle 

Theft Reduction Council of Malaysia 

(VTREC). 

GIIFT has been on-going for the past 

five years with a successful track 

record and strong support from PIAM 

member companies.  The 17th intake 

will be under way for January - March 

2021. PIAM is targeting to recruit 

between 20 and 25 interns for this 

intake. 

PERSATUAN INSURANS 
AM MALAYSIA (PIAM) 
HAS ANNOUNCED THE 
APPOINTMENT OF JULIE 
LEAN GIM CHONG AS 
THE CHIEF EXECUTIVE 
OFFICER DESIGNATE OF THE 
ASSOCIATION WITH EFFECT 
FROM 15 OCTOBER 2020

Source: PIAM, 15 October 2020 

Persatuan Insurans Am Malaysia 

(PIAM) has announced the 

appointment of Julie Lean Gim 

Chong as the Chief Executive Officer 

Designate of the Association with 

effect from 15 October 2020. There 

will be a phased handover transition 

until she takes over the duties of the 

current CEO, Mark Lim Kian Wei on 15 

November 2020. Mark will relinquish 

his post as CEO with effect from 15 

November and take on an advisory 

role until his retirement in mid-January 

2021. 

Julie has an international career 

spanning 25 years in senior 

management positions with 

multinational insurers and a global 

bank in Australia, United Kingdom, 

Singapore and Hong Kong. Her 

Interns of PIAM 16th GIIFT Intake attending the association's first-ever virtual orientation and industry induction 

program.
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work experience includes regional 

management responsibilities for the 

Asia Pacific region and a Group Head 

Office role covering more than 18 

countries in Europe, Asia and USA. 

Julie has a proven ability in rapidly 

acquiring and understanding broad 

trends, challenges and critical success 

factors, and implementing identified 

strategic initiatives in the insurance 

and banking sectors. 

With an exceptional track record 

in leading and delivering, Julie is 

particularly looking forward to working 

with stakeholders and further building 

on the talent bandwidth of the PIAM 

Secretariat team to develop and 

deliver the priorities of the Association. 

We would like to thank Mark for 

his tremendous contribution to the 

Association and the general insurance 

industry for more than 6 years 

and wish him the best in his future 

endeavors.

The Chairman and Board of Directors 

of PIAM welcome Julie on board 

the Association and look forward to 

continuing the transformation of PIAM 

to further the development of the 

general insurance industry.

AIA LAUNCHES TWO NEW 
INNOVATIVE PLANS TO 
ELEVATE HEALTH PROTECTION 
IN MALAYSIA

Source: AIA, 18 August  2020

AIA Malaysia today announced two 

new, ground-breaking comprehensive 

health and medical plans as part 

of the leading insurer and takaful 

provider’s conscious, health-first 

approach to expand its portfolio of 

health solutions.

A-Life Beyond Critical Care is AIA’s 

pioneer critical illness plan that 

provides coverage for a total of 180 

conditions with end-to-end critical 

illness protection. A-Plus Total Health, 

on the other hand, is a takaful health 

plan that acts as a one-stop health 

solution for the entire family, enabling 

the customer to include up to six 

family members under a single plan.

Both plans support customers’ health 

in every way – from prevention and 

early detection through AIA Vitality 

and health screenings, all the way 

through treatment and recovery 

ensuring that they will always have 

access to quality care.

Speaking to the media at the launch 

today, Ben Ng, Chief Executive Officer 

of AIA Bhd. said: “With uncertainties 

surrounding the ongoing pandemic 

and the rising numbers of health 

issues and critical illnesses faced by 

Malaysians, it is now more important 

than ever for us to prioritise all aspects 

of our health. The launch of A-Life 

Beyond Critical Care and A-Plus Total 

Health is a continuation of our efforts 

in AIA to ensure that fellow Malaysians 

have access to solutions that will 

deliver on these three fundamentals 

in their health journey – Prevention, 

Protection, and Support.

“These new additions to our Total 

Health Solution portfolio have 

been developed with an in-depth 

understanding of what customers 

need and want in their health and 

medical coverage. We are thrilled 

to be able to provide solutions that 

answer those needs and wants, 

whilst continuing to stay true to AIA’s 

purpose of enabling Healthier, Longer, 

Better Lives,” he added.

The state of health among Malaysians 

has been on a decline over the past 

Julie Lean Gim

Mark Lim Kian Wei 

From left to right: Elmie Aman Najas, Chief Executive Officer of AIA PUBLIC Takaful Bhd., Ben Ng, Chief Executive 

Officer of AIA Bhd., and Heng Zee Wang, Chief Marketing Officer of AIA Bhd. launching AIA Malaysia’s two 

innovative health plans, A-Life Beyond Critical Care and A-Plus Total Health.
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few years, with a specific increase in 

critical illnesses. As reported in the 

Malaysia National Cancer Registry1, 

new cancer cases recorded from 

2012 to 2016 has gone up to 115,238 

compared to 103,507 between 2007 

and 2011. Heart attacks remain our 

country’s leading cause of death for 

the 14th year2. What continues to be 

worrying is the fact that 1.7 million 

people in Malaysia live with three 

major risk factors for cardiovascular 

disease: diabetes, hypertension, and 

high blood pressure3.

However, a noticeably heightened 

awareness on the importance of 

health amongst Malaysians has begun 

to emerge following the COVID-19 

pandemic. A recent poll conducted 

by AIA during the Movement Control 

Order (MCO) revealed that more 

Malaysians have shown interest in 

improving their health. 45% of them 

are working out more and 43% have 

been eating healthier since the start of 

the MCO. In line with this, AIA saw a 

need to broaden their health offerings 

with two plans that not only protect 

Malaysians in times of illness, but to 

also further empower them to take 

steps to live healthier lives.

A-Life Beyond Critical Care goes 

beyond the average critical illness 

product by addressing the protection 

needs of customers throughout all 

stages of their journey in coping with 

a serious illness. Unlike other critical 

illness plans in the market, it provides 

a 100% lump-sum payment at all 

stages of diagnosis – including both 

early and intermediate discoveries. 

The plan, which recognises the 

importance of prevention and early 

detection of an illness as the key to 

treatment and recovery – also rewards 

customers for staying healthy through 

various innovative benefits such as 

a yearly cash bonus of up to 20% 

of annual premium. Additionally, 

customers who do not make a claim 

will get up to 150% of their total 

premiums back when the policy 

matures.

A-Plus Total Health was designed 

for customers who prefer Takaful 

solutions and are looking for an 

all-round flexible health plan that 

provides access to quality care. The 

plan comes with features and benefits 

that help customers understand 

and manage their health, illness and 

recovery, giving them end-to-end 

protection and support. AIA’s unique 

Health Wallet feature is also built into 

this plan to reward customers who 

stay healthy. A-Plus Total Health 

is offered through AIA PUBLIC 

Takaful Bhd.’s Family Takaful plan – 

A-Life Ikhtiar, which is available for 

individuals aged between 14 days old 

and 70 years old.

During the launch event, AIA also 

revealed that it is offering a three-

month free membership with AIA 

Vitality, its unique behavioural 

change programme that puts 

individuals in control of their health, 

life and wellbeing. This special offer 

is available to all existing or new 

customers who purchase any new 

life insurance policy or participate in 

any takaful plan from 5 August to 30 

September 2020.

“We are excited to extend the 

AIA Vitality programme to more 

Malaysians through this offer, giving 

them an opportunity to experience 

the benefits of this programme and 

how it can help empower them to 

make positive, healthier choices 

every day. We strongly believe that 

AIA Vitality’s proven results will help 

mobilise a physically and mentally 

healthier Malaysia. Together with our 

ambassador, Datuk Nicol David, we 

look forward to helping and motivating 

many more people on their journey 

towards achieving a better health and 

better quality of life,” said Ben.

[1] Source: The Malaysia National Cancer      

    Registry by National Cancer Institute 
[2] Source: Heart attack leading cause of death  

    by The Star, 31 October 2019 
[3] Source: National Health and Morbidity  

    Survey 2019

ALLIANZ GENERAL SET 
TO REVAMP ITS ALLIANZ 
AUTHORISED REPAIRERS 
PANEL IN AUGUST

Source: Allianz, 13 August 2020 

Allianz General Insurance Company 

(Malaysia) Berhad (Allianz General) 

is seeking PIAM Approved Repairers 

Scheme (PARS) workshops nationwide 

to join its panel of Allianz Authorised 

Repairers this year.

Invitations will be sent out to all 

PARS workshops nationwide via 

the Merimen Online Sdn Bhd on 

12 August 2020. Interested PARS 

workshops must submit their 

applications by or before 17 August 

2020.

Allianz General Head of Claims 

Damian Williams said that the 

Company is looking to revamp its 

current panel of authorised repairers 

in its continuous effort to improve the 

customer journey for Allianz Motor 

Comprehensive policyholders.

Allianz General introduced its very 

own 24-hour accident service, 

the Allianz Road Rangers, as part 

of the Company’s motor claims 

transformation journey with the aim  

to truly put customers first.

Launched in the Klang Valley in 

2017 and available nationwide since 

2018, the Allianz Road Rangers 

service features seven touch points 

– a 24-Hours Helpline Assistance, 

the Allianz Road Ranger fleet (First 

Response Bike Brigade and Allianz 

Tow Truck), Claims Concierge Service, 

e-hailing Voucher, Claims Express 

Approval, and Vehicle Delivery – which 

ensures that customers experience an 

easy, seamless journey when making 

an accident claim.

Moreover, since its launch, the Allianz 

Road Rangers has served over to 

240,000 Allianz General customers 

nationwide up until June this year.

“In steering clear of the ‘if it ain't 

broke, don't fix it’ mindset, we are 
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always finding ways to enhance our 

products and services. Revamping 

our panel of repairers is the next 

step in reaffirming our commitment 

to provide our customers the very 

best in value-added services,” added 

Damian.

“As insurers, we are accountable to 

our customers to deliver the best 

service. PARS workshops are of 

PIAM industry standards, and through 

this initiative, we are confident that 

our customers can expect some 

enhancements in standard of service 

rendered,” added Damian.

The Allianz Road Rangers is reachable 

at 1-800-22-5542. To learn more 

about this nationwide motor accident 

assistance, visit allianz.com.my/road-

rangers.

AMAZING PRIZES AWAIT YOU 
ON THE ALLIANZ VIRTUAL 
ADVENTURE

Source: Allianz, 18 August 2020 

If going on vacation overseas seems 

like a long way off, go on the Allianz 

Virtual Adventure instead and win 

some prizes!

From 10 August to 31 October, the 

Allianz Virtual Adventure will take 

you on a journey of discovery as 

you revisit well-loved destinations 

around Malaysia and play interactive 

games to earn a shot at winning 

amazing prizes at a combined worth 

of RM200,000.

To get started, players will need to 

register at allianzadventure.com and 

start playing. There are 15 games to 

explore over the three-month-long 

contest, with five games unlocked 

each month. Players must play the 

games and complete the tasks to earn 

coins and Golden Tickets. Every 1,000 

coins will earn you one Golden Ticket.

Players must collect at least 1,000 

coins to stand a chance to win the 

monthly prizes. Additional coins 

earned increases your chances of 

winning a monthly prize. Besides that, 

players can also pick up extra Golden 

Tickets by taking on special quests 

every week.

“The Allianz Virtual Adventure is a fun 

way of getting the family together to 

rediscover local travel destinations and 

some of the must-do activities such as 

having beansprout chicken hor fun in 

Ipoh, surfing in Cherating, or taking the 

coastal drive when in Kelantan. It will 

definitely spark some ideas for future 

family holidays,” said Amy Loke, Chief 

Market Management Officer of Allianz 

Malaysia Berhad.

The four monthly prizes up for grabs 

are an iPhone 11 Pro (256GB) and 

AirPods with Wireless Charging 

Case, a Samsung 55 Inch UHD Smart 

TV, a Dyson V11 Absolute Wireless 

Vacuum Cleaner, and a Dyson Pure 

Cool Air Purifier. In addition to that, 

players are also eligible to redeem 

instant prizes every month by using 

golden tickets. Players can choose to 

redeem RM10 gift card from llaollao 

and GrabFood e-voucher, as well as 

RM10 complimentary credit of Touch 

‘N Go eWallet, and a VIU three-Month 

Subscription, with a maximum of 

three vouchers per player. Log on to 

allianzadventure.com to experience 

your very own Allianz Virtual 

Adventure.

ALLIANZ MALAYSIA DELIVERS 
RESILIENT RM2.56 BILLION IN 
GWP IN FIRST HALF OF 2020

Source: Allianz, 27 August 2020 

Allianz Malaysia Berhad (AMB)  

Group announced its results for  

the first half of 2020. The Group 

recorded a total of RM2.56 billion in 

Gross Written Premiums (GWP) in  

the first six months of 2020,  

a 7.3 percent increase as compared  

to RM2.38 billion it achieved in the 

same corresponding period in 2019.  

The Group’s Total Assets grew  

by 8.9 percent to RM20.51 billion  

as at June 2020 as compared to  

RM18.83 billion amassed last year. 

Profit Before Tax improved by  

3.5 percent to RM340.5 million in the 

first half of this year, as compared to  

RM329.0 million that was achieved in 

the same corresponding period last 

year.

AMB Chief Executive Officer, Zakri 

Khir said: “Allianz Malaysia has always 

held onto the belief of staying resilient 

in the face of adversity and this could 

not be any more true in light of the 

current global uncertainties. While the 

Group’s results in the second quarter 

of the year is a reflection of how our 

businesses continued to be impacted 

by COVID-19, the Movement Control 

Order (MCO) and Conditional MCO, 

our general insurance arm and our life 

insurance business rallying to deliver 

RM2.56 billion in GWP is proof of our 

continued push for business agility on 

both fronts as we continue to navigate 

the COVID-19 and the next normal. In 

staying resilient, we are not just holding 

onto optimism that things can and will 

get better, but to also be a force of 

good in balancing the protection needs 

www.insurance.com.my

14

INSURANCE Oct-Dec 2020

Industry Updates News 360º



of our customers, shareholders, and 

the broader Malaysian public.”

ALLIANZ GENERAL CHARTS IMPROVED 

RESULTS IN GWP, UNDERWRITING 

RESULT, AND PROFIT

AMB’s general insurance subsidiary; 

Allianz General Insurance Company 

(Malaysia) Berhad’s (Allianz General) 

GWP registered in RM1.14 billion in  

the first half of 2020, an increase of  

6.3 percent from RM1.07 billion in 

2019. Underwriting Result rose  

17.0 percent to RM98.3 million in  

the first half of this year from  

RM84.0 million in the first half of last 

year while Profit Before Tax improved 

by 9.4 percent to RM193.9 million 

in the first six months of 2020 from 

RM177.2 million in the previous year. 

Total Assets improved by 7.7 percent 

to RM6.89 billion as at June 2020 from 

RM6.40 billion in the previous year. 

Allianz General’s Combined Ratio 

stood at 90.1 percent in the first  

half of 2020 as compared to 90.8 

percent in the same corresponding 

period in 2019. According to the ISM 

Insurance Services Malaysia Berhad 

(ISM) market performance, Allianz 

General is ranked first among the 

general insurance industry, capturing a 

12.9 percent market share in the  

first quarter of 2020.

“At the end of our first quarter, there 

was every indication that Allianz 

General would bounce back and we 

did. The Company was able to ride 

the growth momentum to chalk up 

GWP earnings of RM1.14 billion and 

chart a 17 percent improvement in 

Underwriting Result, which was mainly 

driven by lower motor claims ratio 

during MCO period. Leveraging on 

the market demands, we were able to 

launch our new product SME-focused 

product (Smart Retail Shield), introduce 

added services at panel workshops 

(disinfecting services), as well as 

on-the-go windscreen replacement 

and quick repairs for homes and 

commercial buildings between April 

and June. The unpredictable nature 

of the situation we are in simply 

means that we must remain prudent 

in decision-making and fluid in our 

strategies. There will always be good 

time and bad times, and Allianz General 

will have to make provisions and the 

necessary adjustments to stay ahead of 

the curve,” said Zakri, who is also Chief 

Executive Officer of Allianz General.

ALLIANZ LIFE STAYS RESILIENT TO 

DELIVER RM1.42 BILLION IN GWP

The life insurance subsidiary of the 

Group; Allianz Life Insurance Malaysia 

Berhad (Allianz Life) continues  

to charts positive growth, recording  

a 8.2 percent jump in GWP to  

RM1.42 billion in the first half of 

2020 from RM1.32 billion in 2019. 

Its Annualised New Premiums (ANP) 

contracted by 25.2 percent to a total of 

RM213.4 million in the first half of 2020 

from RM285.3 million in 2019 while 

Profit Before Tax saw a 1.6 percent 

dip to RM155.1 million in the first six 

months of this year as compared to 

RM157.6 million achieved in 2019. 

Total Assets improved by 9.9 percent 

to RM13.22 billion as at June 2020 as 

compared to RM12.03 billion in 2019. 

Based on Life Insurance Association of 

Malaysia (LIAM) statistics for January 

to June 2020, Allianz Life holds the 

fifth position among the life insurance 

industry and captured an 8.0 percent 

market share.

Allianz Life Chief Executive Officer, 

Joseph Gross, said: “In truth, we 

expected the full effects of the 

COVID-19 pandemic to manifest in  

our second quarter performance, 

and it was a mixed bag of results. 

COVID-19 threw a spanner in the 

works, in terms of our plans, and while 

we were able to deliver positive growth 

in GWP during that stretch, we faced 

some tough challenges. COVID-19, 

coupled with the enforcement of the 

MCO and CMCO, which came into 

full effect in the second quarter of the 

year, adversely impacted our push for 

ANP as our agents faced an uphill task 

in the acquisition of new business. 

Additionally, the marginal dip in our 

Profit Before Tax was a result of lower 

valuation in equity investment mainly 

due to the volatile market.”

BUILDING RESILIENT COMMUNITIES 

THROUGH ALLIANZ WE CARE 

COMMUNITY

To support and reassure Malaysians 

in times of uncertainty, during and 

beyond the COVID-19 pandemic, 

Allianz Malaysia launched the Allianz 

We Care Community programme 

in June to provide complimentary 

COVID-19 benefit including access to 

a medical enquiry hotline to everyday 

Malaysians.

Through the initiative, Malaysians 

aged 18 and above (customers and 

non-customers of Allianz Malaysia) 

will be entitled for three types of 

complimentary COVID-19 benefit  

valid from 1 June to 31 December 

2020. Each benefit category  

(Standard, Advanced, and Premium) 

will include cash relief upon diagnosis 

of COVID-19, and hospitalisation  

and death benefit due to COVID-19.

“Our role as insurers is more than just 

about providing protection. It is about 

fostering and building inclusive and 

resilient communities that are able to 

respond to adverse situations together. 

As everyone gets back on their feet, 

health and financial security would be 

of their utmost concern. The purpose 

of Allianz We Care Community is about 

providing real value and addressing 

the real concerns of fellow Malaysians 

during times of uncertainty. And 

through this initiative, we hope to 

assure them that Allianz is a trusted 

brand that is providing value and that 

we will be with them when they need 

us the most,” said Gross.

ALLIANZ GENERAL’S SMART 
HOME COVER IS NOW 
SMARTER

Source: Allianz, 2 September  2020 

When it comes to home insurance, 

Smart Home Cover is the smartest 

solution for your biggest investment.

Over 130,000 policies sold since its 

launch in July 2017, Allianz General 

Insurance Company (Malaysia)  

Berhad (Allianz General) is 
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reintroducing Smart Home Cover, 

its modular home insurance 

enhancements to the HomeFix 

component.

The enhanced HomeFix component 

allows policyholders to seek 

services using Allianz Partners such 

as Recommend.my and Kaodim.

com to have a contractor on site to 

carry out immediate fixes including 

plumbing works and air conditioner 

servicing, once a year. On top of that, 

policyholders can also use the home 

care service via Allianz Partners, once 

a year, for pest control services for 

termites or bed bugs treatment, and 

more importantly, home disinfection 

service if a member of the household 

gets diagnosed with the COVID-19 

virus.

Besides that, Allianz General is also 

offering quick repair services for 

homes under the HouseOwner and 

HouseHolder components with no 

payment or documentation required. 

So upon notification, customers can 

expect an Allianz General’s preferred 

contractor to arrive on-site within 

24-hours. While these services, are 

already available in Klang Valley, 

Allianz General is already looking into 

introducing the service in major towns 

soon.

Allianz Malaysia Berhad Chief 

Executive Officer, Zakri Khir, said the 

newly enhanced Smart Home Cover 

not only provides protection for home 

from damages, but now offers with 

elements of utilisation that will be 

beneficial to homeowners.

“A home faces many risks, both big 

and small, from burst pipes to fire, 

flood, and even theft. Yes, you may  

not file a claim for 10 or 20 years, but 

all it takes is one untoward incident, 

a flood, or a fire, to set you back 

financially. So if you weigh the options, 

the premium you pay for your home 

insurance is very small compared to 

the risk you take on by not having 

adequate coverage for your home,” 

said Zakri, who is also Chief Executive 

Officer of Allianz General.

“It is important that you get a home 

insurance policy that truly serves its 

purpose. Our Smart Home Cover 

policy is now more flexible and 

equipped with tangible components 

that allows our customers to 

experience the benefits of having a 

home insurance policy. The enhanced 

HomeFix component make it easy 

for our customers to get repairs or 

services done without having to fork 

out any cash and its hassle-free and 

quick,” added Zakri, who is also Chief 

Executive Officer of Allianz Malaysia 

Berhad.

Smart Home Cover has the following 

five components that policyholders  

can tailor to suit their needs:

HOUSEOWNER (BUILDING)

Covers the residential building 

including fixtures, fittings, garages, 

walls, gates and fences against 

damage.

HOUSEHOLDER (CONTENT)

Covers the household contents and 

personal effects. Policyholders can 

choose to insure either a full value 

basis which protects all the  

household contents in the building  

or on a first loss basis which protects 

the household contents by selecting 

from five different plans.

MORTGAGE LOAN INSTALMENT 

PROTECTION

Covers the monthly loan instalment 

in the event that the house is deemed 

temporarily uninhabitable due to 

insured events or evacuation by local 

authority exceeding 72 hours or the 

insured suffers accidental death or 

total permanent disablement.

HOMEFIX *NEWLY ENHANCED*

Covers reimbursements in repairing 

burst pipes; repairs or temporary 

repair of doors, locks and windows 

(including temporary repair) arising 

from theft and domestic help 

allowance. Besides that, once a 

year, policyholders can also utilise 

reimbursement for home repair or 

service (air conditioner, plumbing, 

electrical wiring, painting, roofing  

and locksmith) or home care (termites 

or bed bugs pest control and 

disinfection service) using Allianz 

Partners such as Recommend.my and 

Kaodim.com.

LANDLORD INSURANCE

Covers malicious damage by tenant 

and runaway tenant. Allianz General 

will also bear the legal fee for the 

issuance of a Letter of Demand for rent 

past due.
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To purchase Smart Home Cover, 

contact any Allianz General agents or 

visit Allianz Online to get a quote or 

purchase a policy. To learn more about 

Smart Home Cover, visit allianz.com.

my/smart-home-cover.

SHORT-TERM COMMITMENT, 
LONGER PROTECTION WITH 
ALLIANZ MONEYBACK

Source: Allianz, 4 September 2020 

Each insurance decision you make 

can be life changing. After all, one 

of the biggest concern is being able 

to afford the premium payment and 

if you are ready for that long term 

financial commitment.

The latest offering from Allianz Life 

Insurance Malaysia Berhad (Allianz 

Life), Allianz MoneyBack, is the 

perfect choice if you are looking for 

a life insurance policy that offers 

you protection on a short-term 

commitment.

Not your typical insurance plan, 

Allianz MoneyBack only requires 

policyholders to commit to a premium 

payment of only six years to enjoy 

life protection coverage for 15 years 

and a money back guarantee when 

your policy has matured. With this, 

policyholders will receive a Maturity 

Benefit, a lump sum payment of the 

total premium paid over the first six 

years if no claim is made during the 

15-year coverage period.

Chief Product Officer of Allianz Life, 

Ooi Haw Yun, acknowledges that the 

effects of the COVID-19 pandemic and 

the Movement Control Order has made 

Malaysians less open towards long 

term financial commitments, although 

that should not diminish the importance 

of having adequate life protection.

“Unfortunately buying life insurance 

is not high on everyone’s priority list. 

Most will say that they are not prepared 

to be tied down by the premium 

payments and would rather use the 

cash for other tangible things than a 

life policy. Their mindset is, why pay 

for a policy that I might not even claim 

from. So we listened to the voice of 

the customers and developed Allianz 

MoneyBack with a feature that refunds 

all the premiums paid at the end of the 

term if no claim is made,” said  

Haw Yun.

For premium as low as RM135 per 

month, Allianz MoneyBack offers 

Death and Accidental Death benefits, 

whereby the latter will provide the next 

of kin with 200 percent of the Insured 

Amount should Accidental Death occur 

between the third policy year and 

before the insured reaches the age of 

71.

Besides that, Allianz MoneyBack also 

offers a discount when purchasing high 

coverage. The higher the coverage 

amount, the larger the discount. On top 

of that, the enrolment process is simple 

where customers only need to answer 

one health question when purchasing 

the policy.

STAY AHEAD OF THE GAME 
WHEN PLANNING YOUR CHILD’S 
EDUCATION

Source: Allianz, 9 September 2020 

Education is getting increasingly 

expensive and competitive as 

Malaysian parents spare no cost on 

private tuition, sending their children 

to enrichment classes or third or fourth 

language studies, and even place their 

children in International schools just to 

give them an extra edge.

The Value of Education, a consumer 

research commissioned in 2017, 

showed how 93 percent of Malaysian 

parents contribute towards their 

university or college education and 

spend an average of US$25,479 

(RM107,920) from primary to 

undergraduate level.

So, as the race for the best transcript 

either for admission into an international 

school, prestigious foreign university 

or Ivy league college heats up, parents 

are burdened to ensure that their child 

is prepped and ready for the finest 

education the world has to offer.

Chief Sales Officer of Allianz Life 

Insurance Malaysia Berhad, Ong Pin 

Hean acknowledges the struggle 

parents go through nowadays to make 

sure their children receive the best 

education money can buy.

“Any parent would want the best for 

their children. Some even go above 

and beyond by securing loans to pay 

tuition fees that are way out of their 

household income budget. Many 

parents who have children in public 

schools also lament how the cost of 

extra classes and work books has 

been increasing with each passing 

year,” said Ong.

“As a father I know what it is like to 

have to worry about money. I have a 

mortgage, my loan repayments, and 

my child’s education to consider and 

that is why I started financial planning 

early on in my career. Being part of 
Chief Product Officer of Allianz Life, Ooi Haw Yun.

Chief Sales Officer of Allianz Life Insurance Malaysia 

Berhad, Ong Pin Hean.
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the insurance industry gives me an 

added advantage in understanding 

alternative investment schemes that 

can function as a financial safety 

net for my family’s needs should 

something unexpected happen to me. 

The best advice I can share is start 

early, plan for inflation, and insure 

yourself,” added Ong.

The Allianz PremierLink Series, an 

Investment Link product, offers 

policyholders an affordable life 

protection plan from as low as RM100 

per month. This plan offers a high 

death and Total and Permanent 

Disability (TPD) coverage and extends 

customers the peace of mind in 

knowing that they have an avenue 

for extra savings, and that they will 

be financially protected from life’s 

unexpected events.

Additional benefits with this plan 

include the ability to partially withdraw 

the funds in the policyholder’s 

investment account if the need arises 

as well as switching between funds to 

suit your investment needs or goals.

PUSAKA AND ALLIANZ 
MALAYSIA LAUNCH 
RUKUNEGARA BOOK IN 
COMMEMORATION OF ITS 
50TH ANNIVERSARY

Source: Allianz, 12  September  2020 

In conjunction with the 50th 

anniversary of the Rukunegara, 

PUSAKA and Allianz Malaysia 

Berhad (Allianz Malaysia) launched 

the first book of the Projek Bina 

Bangsa series, Rukunegara: A Brief 

Introduction.

Written by Eddin Khoo, the son of 

eminent historian, the late Emeritus 

Professor Tan Sri Datuk Dr. Khoo Kay 

Kim who was one of the drafters of the 

Rukunegara, the book aims to explore 

the history surrounding the national 

principles which were introduced on 

31 August 1970 to foster unity among 

Malaysians.

Besides the unveiling of the book, the 

launch included a video presentation 

about Projek Bina Bangsa, a reading 

of excerpts of the book by Eddin, as 

well as a dialogue between Eddin 

Khoo and Allianz Malaysia Berhad 

Chief Executive Officer, Zakri Khir, 

reflecting on history and its resonance 

for our society in contemporary times.

“The lack of collective memory is one 

of the great wounds of this country. 

We need to remember that we were 

a community long before we were 

a nation. The Rukunegara should 

urge all Malaysians to embrace 

our collective memory beyond the 

confines of official history,” said 

Eddin.

“My passion for history comes from 

living in the shadows of heroes such 

as Yusof Ishak (first President of 

Singapore), Aziz Ishak (first Minister 

of Agriculture), Tan Sri Razali Ismail 

(former ambassador to the United 

Nations) and of course my late father, 

Mohd Khir Ismail, a history teacher 

who made me realise, how our past 

impacts the future of our nation. As a 

corporate figure I have never forgotten 

this and that is why this project was 

something I was eager to support in 

my capacity as an industry captain,” 

said Zakri.

“It is important that corporates, such 

as Allianz Malaysia, play an active 

role in advocating diversity, unity, 

and inclusivity in our engagements 

and initiatives. We are very proud 

to be part of Projek Bina Bangsa’s 

initiative and aspirations in fostering 

a harmonious society through 

education. These books are more 

important, now more than ever, as we 

enter a decisive decade. It is with a 

full heart that we hope that the shared 

appreciation and love of history be our 

guide towards progress and unity,” 

added Zakri.

Rukunegara: A Brief Introduction will 

be available through online orders at 

info@projekbinabangsa.com starting 

14 September, and will be available 

at major bookstores at the end of 

September.

A public education initiative by 

PUSAKA, supported by Allianz 

Malaysia Berhad, Projek Bina Bangsa 
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seeks to harness intellectual depth and 

an historical understanding in nurturing 

an awareness of what it means to be 

Malaysian.

Through 10 books that explore the 

foundations of the Malaysian nation, 

Projek Bina Bangsa provides essential 

material for public education and a 

broader discussion on Malaysia’s 

history, present and future. The 

other titles in the series include The 

Malayan Union, The Making of the 

Malayan Constitution, The Formation 

of Malaysia, The National Language 

Act and National Cultural Congress, 

The Malacca Digest, The Treaty of 

Pangkor, The Malay Reservation 

Enactment 1913, The New Economic 

Policy, and Wawasan 2020.

This initiative aims to engage with 

Malaysian youth, students, civil 

society groups, media, public 

representatives, and the wider public 

in workshops, conversations and 

reflections on Malaysian history and 

collective life.

To learn more about Projek Bina 

Bangsa, visit www.projekbinabangsa.

com. To learn more about PUSAKA, 

visit pusaka.org/. To learn more about 

Allianz Malaysia Berhad, visit allianz.

com.my.

BERJAYA SOMPO NAVIGATES 
THE NEW NORMAL WITH 
INCREASED CUSTOMER 
CENTRICITY

Source: Berjaya Sompo, 5  August  2020 

Berjaya Sompo Insurance Berhad 

(“Berjaya Sompo”) is navigating 

the new normal by amplifying its 

customer centricity strategy by 

placing more focus on enhancing 

existing products, digitising its 

processes to increase speed in 

product delivery as well as improving 

its overall service levels through 

claims and customer experiences. 

This focus is paramount for Berjaya 

Sompo in ensuring that it participates 

in the “low contact or contactless” 

direction of the digital economy 

to remaining resilient during this 

COVID-19 pandemic and to staying 

the course of becoming one of the top 

five general insurers in Malaysia.

With a growing network of over 19 

offices and 2,700 agents nationwide, 

Berjaya Sompo is committed to 

being the leading insurer of choice by 

providing quality solutions and world-

class services in the best interest of its 

customers.

Mr. Tan Sek Kee, Chief Executive 

Officer of Berjaya Sompo said, “As a 

company that cares, we understand 

that the COVID-19 pandemic has 

affected many of our policyholders one 

way or another. It has also affected 

the way we do our businesses and 

how we serve and interact with our 

customers. Our focus is to support 

our policyholders in their time of 

need through this crisis. We are 

drawing lessons from the pandemic 

and learning to adapt by enhancing 

our products as well as digitising our 

processes to serve our customers 

better during these challenging times.”

ENHANCING PRODUCTS

To ensure its policyholders remain 

protected and to help lessen their 

financial burden, Berjaya Sompo 

had its motor insurance premium 

reduced by as much as 20 per cent 

for selected car models. Policyholders 

can also convert their motor insurance 

premium into low monthly instalments 

when they make a payment using a 

CIMB Bank credit card. For non-

motor insurance, Berjaya Sompo 

had recently introduced the “Interim 

Claims Payment” for its corporate 

policyholders when they make an 

admissible property-related claim 

for loss or damages caused by 

Fire, Machinery Breakdown and 

Equipment, to name a few. Under 

this new initiative, any corporate 

policyholder who makes a claim 

amounting to RM10,000 and above 

will receive a 20 per cent Interim 

Claim Payment in advance depending 

on the assessed or recommended 

claim amount by the company’s 

adjuster.

DIGITISING PROCESSES

As part of Berjaya Sompo’s effort 

to increase digitisation across its 

business, the company have started 

to offer electronic policy delivery 

(e-Delivery) beginning August 2020, 

to its policyholders to reduce the 

policy delivery time. This practice 

will not only benefit the company’s 

policyholders, in terms of customer 

experience but also from an 

environmental perspective as the 

company aligns itself to minimizing 

climate change impact to its 

operations and business offerings. 

To drive home the message amongst 

its employees and accelerate the 

Mr Tan Sek Kee, CEO of Berjaya Sompo Insurance.
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adoption of digitisation, Berjaya 

Sompo had embarked on “The 

Paperless Project” internally to reduce 

paper consumption in the office and 

streamline the company’s processes. 

Within 2 months, the company had 

cleared 206.62 meters stack of papers 

or approximately 1.65 million pieces 

of A4 papers, thus reducing its carbon 

footprint from the use of papers only 

by about 80% based on the estimated 

calculation by www.carbonfootprint.

com/calculator. Berjaya Sompo also 

introduced digital signature as part 

of its approval process for most 

of its internal documents, with the 

exception of legal documents.

IMPROVING SERVICE LEVELS

Despite, the company’s work-from-

home (WFH) arrangements during 

the Movement Order Control by 

the Malaysian Government, Berjaya 

Sompo remains committed to 

delivering the highest standard of 

customer service. The company 

had invested in upgrading and 

revamping the integration system 

for its contact centre in Q4 2019, 

and by leveraging on this newly 

implemented technology, 100% 

WFH for the customer service and 

contact centre team in Q1 2020 

was made possible within 24 hours 

of MCO being announced by the 

Government, which was a feat to have 

been able to achieve by a financial 

services institution during the height 

of the crisis, with minimal disruption 

to its service level delivered. The 

company also ensured while its 

workforce was working from home, 

policyholders can continue to make 

motor insurance claims, by submitting 

the required documents via email 

instead of physical submissions and 

assessments for e-claims processing. 

With the successful implementation 

and utilization of the contact centre 

technology, the company will 

continue to look for ways to digitize 

its customer engagement touchpoints 

and improve the overall service levels 

that will ultimately drive business 

results.

Mr. Tan added, “A study in 2019 shows 

that most of the ASEAN insurers will be 

focusing on digitising their operations 

and are willing to invest up to 2 per 

cent of their total revenue to support 

their digital initiatives1. We believe that 

this trend will continue especially in 

times like these. In fact, the COVID-19 

crisis had accelerated the demand 

for insurance products and services 

online. In a different study, the survey 

shows that consumers are more 

likely to choose an insurer that can 

process policies online from start to 

finish and the ability to process claims 

online2. That said, we are looking at 

reengineering our processes to reduce 

redundancy and duplication.”

With these plans in place, Berjaya 

Sompo remains fully committed to 

caring and protecting Malaysians at 

this historic time of the pandemic. 

Berjaya Sompo will be launching the 

final instalment of the brand thematic 

campaign Silent Guardians trilogy in 

August 2020 to showcase how the 

brand remains steadfast in protecting 

and helping its customers in the new 

normal, so they can continue to live 

and care for others freely.

For more information about Berjaya 

Sompo products and services as well 

as upcoming campaigns, please visit: 

www.berjayasompo.com.my

[1] Source: The ASEAN Insurance Pulse 2019  
    by Malaysian Reinsurance Bhd and Dr  
    Schanz, Alms & Company

[2] Source: Swiss Re COVID-19 Consumer  
    Survey: Financial anxiety, demand for 
    insurance products accelerates across  

    APAC

BERJAYA SOMPO “CARES 
FREELY” THROUGH SILENT 
GUARDIANS FINAL TRILOGY 
CAMPAIGN

Source: Berjaya Sompo, 12  August  2020 

Berjaya Sompo Insurance Berhad 

(“Berjaya Sompo”) has launched 

the third and final instalment of its 

thematic brand campaign, “Silent 

Guardians – The Final Mission” 

to emphasize the company’s full 

commitment to caring and protecting 

Malaysians through this historic time 

of the pandemic.

“Silent Guardians” which was first 

launched in 2018, is a unique take on 

storytelling about how Berjaya Sompo 

aims to foster closer relations with 

all its stakeholders while leveraging 

on the brand’s Japanese heritage 

and history, from Japan to Malaysia 

for over 100 years. Berjaya Sompo 

raised up its army of heroes as part 
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of a 3-year brand building theme 

from 2018 to 2020 via the use of 

Japanese warriors, ninja, samurai, 

sumo, karateka, and kendoka - 

protecting Malaysians every day, even 

without them realizing it. While the 

previous campaigns featured storyline 

about typical day to day protections 

ranging from household matters to 

car troubles and travel woes, this 

latest campaign features Hafiz, the 

main protagonist along with his silent 

guardians responding to the pandemic 

and adjusting to the new normal 

while remaining positive and resilient, 

in his quest to “Care Freely” for his 

community and loved ones.

Mr. Tan Sek Kee, Chief Executive 

Officer of Berjaya Sompo said, 

“Customer centricity has always been 

the driving force behind the brand. 

The pandemic amplified that focus 

for us and we recently launched 

multiple initiatives which included 

product enhancements, process 

digitisation and customer experience 

improvements to accelerate our 

mission and technological adoption. 

This latest Silent Guardians campaign 

encapsulates our on-going customer 

centric commitment as well as the spirit 

of care and protection that we value for 

our customers and all Malaysians.”

“In 2017, a market research that we 

conducted revealed that Malaysians 

had low awareness of our brand, our 

Japanese heritage and our Malaysian 

expertise in insurance. As a result, 

Silent Guardians theme was born. I am 

pleased to see that in its third and final 

year, the brand campaign has delivered 

the business and brand objectives for 

us, with our brand awareness increasing 

by 3-5 points year-on-year since 2018, 

which facilitated the opening up of new 

customer segments and our market 

share growing in tandem,” added  

Mr. Tsuyoshi Seto, Deputy Chief 

Executive Officer of Berjaya Sompo.

Berjaya Sompo called for a pitch 

in December 2019 to look for an 

integrated agency to bring the final 

mission of the Silent Guardians to 

life and appointed FCB Malaysia in 

March 2020 after a pitch presentation 

which included two other agencies. 

This appointment, however, coincided 

with the onset of the Movement 

Control Order (MCO) in Malaysia which 

required the company to rethink its 

approach and strategy by bringing the 

brand authenticity and purpose to the 

forefront.

Mawarni Adam, Head of Brand, 

Marketing Communications and CX 

said, “We had always envisioned 

2020 to be the year where the final 

instalment of the 3-year theme took 

place. However, when the pandemic hit, 

not only the original plan to leverage on 

Tokyo 2020 was no longer possible but 

the final campaign itself almost didn’t 

materialize. Although we were presented 

with a multitude of challenges that could 

derail our brand initiative, we felt that 

it was still important for the brand to 

maintain its presence and to continue 

with its awareness campaign this year. 

With a strong collaboration between 

Berjaya Sompo and FCB Malaysia, 

we successfully pivoted into a new 

narrative, befitted an evolving brand that 

cares for its customers.”

“Silent Guardians – The Final Mission” 

campaign runs from 10 August to 20 

December 2020 and will also feature 

two sales-driven tag-on promotions, 

scheduled for end of August for the first 

one, and November 2020 for the second 

one. For more information about Berjaya 

Sompo’s latest campaign, please 

visit: www.berjayasompo.com.my/

silentguardians.

BERJAYA SOMPO DISTRIBUTES 
“SOMPO CARE PACKS” TO 
HELP THE COMMUNITY DURING 
PANDEMIC

Source: Berjaya Sompo, 24  August  2020 

Berjaya Sompo Insurance Berhad 

(“Berjaya Sompo”) continues its 

Corporate Social Responsibility 

(“CSR”) initiative with the distribution of 

“SOMPO Care Packs” which have been 

put together in conjunction with its 

“Care Freely” brand campaign launched 

earlier of this month and in line with 

one of United Nation’s Sustainable 

Development Goals (“UNSDG”) 

for Zero Hunger. In this time of the 

pandemic, where unemployment rates 

have increased and the less fortunate 

being the most vulnerable are affected 

financially, the company is extending its 

help and support by giving out 50 units 

of the “SOMPO Care Packs” worth 

RM150 each to ensure these families 

have some food and essentials supplies 

during this crisis so that they feel cared 

for and do not go hungry.

The SOMPO Care Packs consisting 

of non-perishable goods such as rice, 

noodles, powdered and condensed 

milk, teabags, fortified malted drinks, 

SOMPO Care Pack_for media.
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cooking oil, assorted biscuits, masks 

and antibacterial soaps, were packed in 

airtight containers which the recipients 

can reuse for sturdy storage purposes. 

These items were carefully curated 

and compiled, to best serve the need 

and purpose of the initiatives and the 

community. Recipients were selected 

based on several criteria, namely 

Non-Profit Organisations (“NPO”) with 

families or groups that fit the profile and 

directly to selected communities based 

on their declared economic or poverty 

status with state associations.

“Ever since the government 

implemented the movement control 

order (“MCO”) back in March 2020, 

Malaysia recorded the highest 

unemployment rate in 27 years at 

5.3% in May 2020 as the number of 

unemployed persons rose to 826,100 

individuals1. A sudden job loss and 

lack of job security due to COVID-19 

have exposed more Malaysians to 

poverty, especially those who were 

at borderline poverty before MCO. 

Realising how dire the situation may 

be for those affected, we at Berjaya 

Sompo Insurance have decided 

to step up by providing food and 

essentials supplies, in the hope that 

it can help these families get through 

this difficult time,” said Mr. Tan Sek 

Kee, Chief Executive Officer of Berjaya 

Sompo Insurance.

The “Care Freely” brand campaign 

features two CSR activities, with 

the first one being the SOMPO Care 

Packs which the company and its 

army of SOMPO Heroes who are 

fellow employee volunteers, have 

started distribution to the communities 

this week, while the second one will 

be “SOMPO Gratitude Pies” meant 

for front-liners which will begin 

its distributions soon. For more 

information about Berjaya Sompo’s 

campaigns and CSR initiatives, please 

visit www.berjayasompo.com.my.

BERJAYA SOMPO EMBRACES 
MERDEKA SPIRIT WITH 
“SOMPO GRATITUDE PIES” FOR 
FRONTLINERS

Source: Berjaya Sompo, 2  September  2020 

Berjaya Sompo Insurance Berhad 

(“Berjaya Sompo”) continues its 

Corporate Social Responsibility 

(“CSR”) initiative with the distribution 

of “SOMPO Gratitude Pies” for 

the frontliners who have tirelessly 

worked around the clock to fight 

COVID-19 pandemic in the country, 

to keep Malaysians safe and healthy. 

The 63rd Merdeka Day celebration, 

was timely for Berjaya Sompo to 

thank and celebrate these unsung 

heroes while embracing the Merdeka 

spirit. The SOMPO Gratitude Pies 

is the second CSR initiative for the 

company under its “Care Freely” 

brand campaign which was launched 

earlier of this month and in line 

with United Nation’s Sustainable 

Development Goals (“UNSDG”) for 

Decent Work and Economic Growth. 

The SOMPO Gratitude Pies which will 

be distributed to 17 hospitals in Klang 

Valley, carry a special meaning for 

Berjaya Sompo as they are made by 

Persatuan STAND (“STAND”), a social 

enterprise that employs special needs 

young adults who would normally face 

challenges in finding employment. 

STAND, along with its dedicated 

team of staff and volunteers, provide 

cooking and baking guidance and 

training for the young adults which 

in turn gives them access to decent 

work and growth opportunities.

The SOMPO Gratitude Pies which 

comes in three flavours, chicken 

mushroom, beef goulash and 

vegetarian quiche are packed in a 

set of two pies in each box after 

undergoing STAND’s production 

process which is split into 3 sections; 

food preparation like peeling or 

cutting, dough preparation and 

cooking. The team at STAND ensures 

these young adults wear a mask, hair 

net, aprons and gloves while making 

the pies. The facility is also kept clean 

as they sweep, mop and sanitise the 

floors before and after production 

daily. All products like chicken, beef 

and other ingredients are sourced 

locally and are certified halal by local 

authorities.

“Our CSR collaboration with 

Persatuan STAND began in 2018, with 

the help of Sompo Welfare Foundation 

in Japan through a RM25,000 grant 

that was given two years ago for the 

purpose of purchasing of machinery, 

premise refurbishment and extension. 

The grant enabled STAND to provide 

better service, training and a working 

environment, for these special needs 

young adults. The continuation of 

our collaboration today with SOMPO 

Gratitude Pies for the frontliners, in 

time for Merdeka celebration, shows 

the dedication of all parties involved 

and I am extremely pleased to see the 
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progress made by STAND,” said  

Mr. Tan Sek Kee, Chief Executive 

Officer of Berjaya Sompo.

The 17 hospitals that will receive 

the SOMPO Gratitude Pies, were 

chosen with the help of the public 

through a social media campaign 

ran by Berjaya Sompo in July 2020. 

Through this social media campaign, 

the public was invited to nominate 

their chosen frontliners who they want 

Berjaya Sompo to send the pies to. 

To name a few, Ministry of Health 

(MOH), University Malaya Medical 

Centre (UMMC), Hospital Kuala 

Lumpur, Hospital Serdang, Hospital 

Shah Alam, Hospital Ampang, Pantai 

Hospital Cheras and Sunway Medical 

Centre are among the recipients.

The “Care Freely” brand campaign 

features two CSR activities, with 

the first one being the SOMPO Care 

Packs which the company and 

its army of SOMPO Heroes who 

are fellow employee volunteers, 

have started distribution to the 

communities on 24th August, while 

the second one is the “SOMPO 

Gratitude Pies” for front-liners started 

just before Merdeka Day on 27th 

August. For more information about 

Berjaya Sompo’s campaigns and 

CSR initiatives, please visit www.

berjayasompo.com.my.

JA ASSURE TO OFFER 
DOCTOR SHIELD TO MEDICAL 
PROFESSIONALS IN APHM 
MEMBER HOSPITALS; CHUBB 
INSURANCE IS EXCLUSIVE 
UNDERWRITER FOR DOCTOR 
SHIELD

Source: Chubb, 8  September  2020 

The Association of Private Hospitals 

of Malaysia (APHM), an association 

representing private hospitals and 

medical centres in Malaysia since 1972, 

announced its collaboration with JA 

Assure, a multinational niche market 

InsurTech firm, to offer Doctor Shield, an 

online professional indemnity insurance 

platform to all medical professionals in 

147 APHM member hospitals beginning 

1 September 2020.

The launch of Doctor Shield in early 

2019 marked a significant milestone in 

Malaysia’s healthcare industry as this 

complete online enrollment process 

was Malaysia’s first – including features 

like instant online rate quotations, 

complete online policy issuance in 

less than ten minutes, and instant 

online policy renewal. Japhire Gopi, 

Founder & CEO of JA Assure Group 

said, “Having Chubb as the underwriter 

gives us complete peace of mind. The 

endorsement of APHM is a strong signal 

that we are on the right track in serving 

the medical community and the public.”

Doctor Shield policies are underwritten 

by Chubb Insurance Malaysia Berhad, 

an established general insurance 

company in Malaysia. Steve Crouch, 

Country President of Chubb Insurance 

Malaysia Berhad said, “Chubb has 

been underwriting medical malpractice 

insurance for decades and we are 

well-versed in risks associated with the 

evolving healthcare landscape. Doctor 

Shield has been developed to help 

medical professionals de-risk  

their medical practice in a smarter 

and faster way, so they can focus on 

patients’ care with confidence.”

Datuk Dr Kuljit Singh, the President 

of APHM said “The APHM elected 

to join the partnership and endorse 

Doctor Shield (thedoctorshield.com) 

recognising that Doctor Shield’s 

forward-facing and pro-digital approach 

to the indemnity insurance process, 

combined with innovative product 

features, are added value heretofore 

unheard of in the industry. As well, it is 

an opportunity for medical professionals 

in APHM’s member hospitals to 

save valuable time through improved 

efficiency.”

Through this collaboration, APHM has 

succeeded in negotiating and achieving 

across the board price reductions for 

private sector medical professionals. 

The savings on indemnity coverage 

to industry professionals as a whole 

cannot be overstated. In these uncertain 

times, this is another example of  

APHM’s commitment to helping raise  

the standards of medical care within  

the country.

Besides APHM leading the way in 

costs savings, all the participants share 

the conviction that a “pro-mediation” 

approach to disputes – one of the 

Doctor Shield cornerstones – promotes 

a better alternative to traditional 

litigation. A mediation driven process 

means public and medical professionals 

can recover faster and move on with 

their professional lives without being 

drained by protracted and costly legal 

battles where, in the end, there are no 

clear winners. 

CHUBB AWARDS GRANT WORTH 
$10,000 FOR THE LOST FOOD 
PROJECT TO PROVIDE FOOD 
AID TO MALAYSIANS IN NEED

Source: Chubb, 29  September  2020 

The Chubb Charitable Foundation has 

announced a grant worth US$10,000 

(equivalent to approximately RM42,000) 

for The Lost Food Project (TLFP) as part 

of its commitment to pandemic relief 

efforts. Chubb’s grant will help provide 

critical food aid to TLFP’s nationwide 

network of 56 charities in the Klang 

Valley and Johor Bahru as well as 

7,500 People’s Housing Project (PPR) 

families, all of which are experiencing a 

significant surge in need. In total, TLFP 

reaches out to over 40,000 people on a 

regular basis.

Since the COVID-19 outbreak in March 

2020, TLFP has deployed urgently 

needed support to PPR residents and 

charities around the country based 

on an assessment of areas with the 

most critical needs. Leveraging its 

roster of partners and volunteers, TLFP 

has managed to deliver over 380,000 

kilograms of essential food supplies as 

well as health and hygiene products 

– including soaps, sanitisers and face 

masks – to individuals and communities 

at high risk of food insecurity.

 “We’re pleasantly surprised by how 

we managed to weather the lockdown 
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in spite of domestic food supply chain 

disruptions. We could not have done it 

without the overwhelming support from 

not only large corporations but also 

every day, extraordinary Malaysians,” 

said TLFP General Manager Mohd 

Syazwan.

“However, the fight isn’t over for us 

yet. The country is still in the recovery 

phase, so the demand for food aid 

will continue to be unabated. Chubb’s 

contribution will play a crucial role to 

help us keep hunger at bay, rescue 

food surplus, reduce greenhouse gas 

emissions and ultimately, ensure the 

most vulnerable can get back on their 

feet when things get better.”

Chubb Malaysia’s Country President 

Steve Crouch said "During these 

challenging times, we are focusing our 

pandemic relief efforts on the front 

lines of this outbreak and we believe 

TLFP has the experience, capability 

and track record of delivering relief 

effectively to those who have been 

adversely affected by the COVID-19 

crisis. With its extensive network of 

national and local partnerships with 

food banks, food manufacturers, 

bakeries and meal programmes, 

we believe TLFP will maximise the 

impact of the US$10,000 grant from 

the Chubb Charitable Foundation to 

address the growth in demand for 

food across the country, reaching the 

areas which have the highest rates of 

food insecurity”.

"We are pleased to help TLFP 

operate on a larger scale to reach out 

to more of the nation’s vulnerable 

charities and B40 families who have 

lost their livelihoods during these 

unprecedented times,” he added.

TLFP is a leading, homegrown 

foodbank in Malaysia, working with 

numerous supermarkets, fresh 

produce wholesalers and food 

manufacturers to feed the hungry by 

recovering quality, nutritious surplus 

food that would otherwise end up in 

landfills. To date, TLFP has rescued 

1.5 million kilograms of food, provided 

4.5 million meals and prevented 3.75 

million kilograms of greenhouse gas 

emissions from being released into the 

atmosphere.

For more information The Lost Food 

Project’s ongoing relief efforts and 

Chubb’s endeavour towards corporate 

responsibility, please visit http://www.

thelostfoodproject.org/ and https://

www.chubb.com/my-en/ respectively.

GIBRALTAR BSN RECOGNISED 
FOR TALENT DEVELOPMENT 
INITIATIVES BY LOMA

Source: Gibraltar, 5 August 2020 

Gibraltar BSN Life Berhad (“Gibraltar 

BSN”), one of Malaysia’s fast growing 

life insurance companies, was 

recently awarded with the Educational 

Achievement Award and Excellence  

in Education Award by LOMA,  

a worldwide professional development 

trade association serving the  

financial industry.

The 2020 LOMA Educational 

Achievement Award honours its top  

15 member companies in the Asia 

Pacific Region that proactively utilises 

Rangam Bir receiving the award on behalf of Gibraltar BSN from Eng Bee Tan,Special Representative, LOMA.
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LOMA’s Education and Training 

programmes as reflected in their total 

number of exam enrolments in 2019. 

As for the 2020 Excellence in Education 

Award, only 32 out of the 900-odd 

LOMA member companies worldwide 

were selected for this prestigious 

award.

The awards are testament to the 

life insurer’s continuous efforts and 

investments in building a diverse 

talent force capable of driving forward 

its ambition to become Malaysia’s 

Community Protection Champion.  

To further strengthen its talent agenda 

and foster an agile working culture, 

the Company will continue its focus on 

building and growing talent while also 

actively collaborating with employees 

to map their learning and development 

journey.

Rangam Bir, President and Chief 

Executive Officer of Gibraltar BSN  

Life Berhad said, “The emphasis on 

talent agenda was the key to unlocking 

the full potential of Gibraltar BSN. Our 

commitment to invest heavily and 

build capabilities in our workforce has 

not only deepened our talent pool of 

employees who are ready for upward 

mobility but has also generated 

sustainable long-term business growth. 

Gibraltar BSN’s success and recent 

achievements are attributable to our 

strong talent and the commitment 

to excellence culture that we have 

cultivated in our company.”

Earlier this year, regional insurance 

publication InsuranceAsia News 

named Gibraltar BSN as Malaysia’s 

Digital Insurer of the Year following 

its introduction of the first-in-market 

WhatsApp e-Policy delivery system 

and automated Chatbot GINA (Gibraltar 

INtelligent Assistant).

Gibraltar BSN also bagged the Best 

Employer Brand for Malaysia, Asia 

and Worldwide by Employer Branding 

Institute (EBI) in 2019. The Awards 

recognises top organisations that 

have used marketing communications 

effectively in attracting, retaining, and 

developing talent.

LOMA is a worldwide trade 

association for the insurance and 

financial services industry. For nearly 

100 years, LOMA has been providing 

globally-recognised designations, 

educational resources and products 

that teach, illuminate new ideas, 

and ignite potential in its members’ 

organisations.

GIBRALTAR BSN DISTRIBUTES 
REUSABLE FACE MASKS 
TO ABDULLAH HUKUM 
APARTMENT

Source: Gibraltar, 21 October 2020 

Gibraltar BSN Life Berhad (“Gibraltar 

BSN”) on Tuesday distributed 3,000 

pieces of washable and reusable face 

masks to the residents of Abdullah 

Hukum Apartment as part of its 

Corporate Social Responsibility  

(“CSR”) programme. 

Abdullah Hukum Apartment is the 

main beneficiary of Gibraltar BSN’s 

flagship CSR programme. The 

Apartment is located in Lembah 

Pantai, an area that recently recorded 

several COVID-19 cases, and is 

home to 600 B40 households mostly 

made up of school going children, 

working adults, and elderly folk. 

Gibraltar BSN’s proactive and timely 

deployment of the reusable masks in 

the densely populated area fortifies 

the community’s defence against 

transmission of the virus. 

Rangam Bir, Chief Executive Officer 

at Gibraltar BSN said, “The usage 

Rangam Bir giving out the reusable face masks. 

Gibraltar BSN and residents of Apartment Abdullah Hukum at a small-scale mask giving ceremony. 
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of face masks as a self-protection 

measure is key in the fight against 

Covid-19. However, we realised that 

the purchase of disposable masks for 

daily usage has become a financial 

burden to most B40 families living in 

urban areas. The distribution of these 

eco-friendly face masks reaffirm our 

commitment to protect the Lembah 

Pantai community where we operate 

in and we hope that our support 

will help reduce Abdullah Hukum’s 

residents’ monthly expenses  

in protecting their families.” 

Abdullah Hukum Apartment is 5 

minutes away from Gibraltar BSN’s 

headquarters in KL Eco City. Earlier in 

June, Gibraltar BSN also raised over 

RM10,000 via an internal fund raiser 

to purchase essential food items for 

200 households struggling to put food 

on the table during the Movement 

Control Order.

Under its three (3) year CSR 

programme, Gibraltar BSN aims 

to improve the health outcomes of 

Abdullah Hukum’s B40 residents 

through intervention programmes that 

promote active and healthy lifestyles. 

The first phase of the programme 

kicked off in December 2019 with 

the upgrading of the Apartment’s 

old children playground equipment 

and badminton court. By the end 

of the programme, the residents of 

Abdullah Hukum will have their very 

own mini-recreational park complete 

with a jogging track, outdoor exercise 

machines, and a reflexology path.

HONG LEONG ASSURANCE 
AWARDED DOMESTIC LIFE 
INSURER OF THE YEAR 2020, 
THE FIFTH SUCCESSIVE WIN 
FOR THE INSURER

Source: HLA, 7 August 2020 

Hong Leong Assurance (HLA) made 

an entry into the new financial year 

with a bang by bagging the coveted 

Domestic Life Insurer of the Year 

– Malaysia by Asian Banking and 

Finance’s Insurance Asia Awards 

2020. HLA is the first and only local 

life insurance company in Malaysia to 

retain the award for five consecutive 

times since 2016.

The Insurance Asia Awards 2020 is  

an initiative to honour leading 

insurance companies in Asia 

that embark on exceptional and 

innovative initiatives to engage with 

their customers, while successfully 

navigating their way around business 

and industry challenges.

“We truly feel honoured to be 

recognised as the Domestic Life 

Insurer of the Year for 2020,” said 

Loh Guat Lan, Group Managing 

Director and Chief Executive Officer 

of HLA.

“This award reinforces HLA’s position 

as the top domestic life insurer in 

Malaysia, as we continue to offer 

innovative financial solutions to meet 

the varied needs of the market. It 

is testament to HLA’s outstanding 

achievements over the years as a 

trendsetter in delivering excellent 

service to our customers. This award 

is a collective effort, and I would 

like to thank all our agency force, 

bank partners and staff for their 

unwavering support. I would also 

like to express my gratitude to all our 

esteemed customers for choosing 

and trusting us as your preferred life 

insurer. I dedicate this award to all of 

them!” she added.

This award adds to the numerous 

accolades HLA has received over 

the years, namely the Domestic Life 

Insurer of the Year – Malaysia by 

Asian Banking and Finance Insurance 

Asia Awards in 2016-2019; the Best 

Life Insurance Company – Malaysia 

by International Finance Insurance 

Awards 2017-2019 and the World 

Finance Global Insurance Awards 

2017 respectively; and The Most 

Valuable Brand Award by The Brand 

Laureate Best Brands Awards 2016-

2017.

HONG LEONG ASSURANCE 
OFFERS COMPLIMENTARY 
RETRENCHMENT BENEFIT 
FOR MALAYSIANS AFFECTED 
BY INVOLUNTARY LOSS OF 
EMPLOYMENT

Source: HLA, 4 September 2020 

The COVID-19 pandemic has deeply 

impacted the lives of thousands of 

Malaysians, specifically those whose 

livelihoods have been adversely 

affected by business closures and 

retrenchment due to the current 

economic downturn.

At HLA, we understand that 

unexpected retrenchment and loss 

of income can result in difficulties in 

paying insurance payments. Which is 

why we have stepped forward to offer 

the Complimentary Retrenchment 

Benefit at No Extra Cost for our valued 

customers.

Under this Benefit, customers 

between 18 to 60 years old who have 

been actively working and suddenly 

face unexpected retrenchment, will 

receive 6 Months of Premium Relief 

of up to RM3,000*. This is our way of 

enabling them to keep their insurance 

protection active for as long as 6 

months and providing them peace of 

mind until they are able to find and 

adjust to a new job.
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This Benefit is given to all  

customers who have purchased  

HLA CompleteCover, HLA Asset 

Secure and HLA Asset Protector 

Matrix coverage between 1st July 

2020 – 30th Jun 2021, provided that 

their policy is active and in-force for 

at least 12 months, and they have 

been in employment continuously  

for a year.

As Malaysia’s leading local life 

insurer, HLA constantly has the best 

interest of our customers at heart. 

Hence, we are offering this benefit at 

no additional cost and in addition to 

our existing benefits. This is our way 

of walking the extra mile to provide 

monetary support to our esteemed 

customers to ease their financial 

commitments after retrenchment.

For more information, kindly contact 

any of our friendly servicing agents, 

call us at 03-7650 1288, or visit 

any HLA branches nationwide. 

Alternatively, you can also log on to 

www.hla.com.my. 

COVID-19 FUELS HEALTH 
AWARENESS AND USE OF 
DIGITAL IN MALAYSIA – 
MANULIFE SURVEY

Source: Manulife, 24 August 2020 

Concerns about the impact of the 

COVID-19 pandemic among life 

insurance policyholders in Malaysia 

are prompting many to adopt new 

habits around a healthier lifestyle 

and greater use of digital technology, 

according to a new survey by 

Manulife.

The Manulife Asia Care Survey 

targeted 300 insurance customers 

in Malaysia. Most respondents 

expressed concern about the 

pandemic’s long-term impact on  

the local economy and their  

personal wealth. Less than half of  

the Malaysians (41%) surveyed 

perceived COVID-19 to be getting 

more serious in the next six months in 

line with the regional average of 41%.

Based on the Manulife Asia Care Survey of 2,400 insurance customers across eight markets in Asia. 
The survey was conducted in late May 2020, covering Mainland China, Hong Kong, Indonesia, Japan, 
Malaysia, Philippines, Singapore and Vietnam. This infographic highlights the sentiments of 300 
respondents in Malaysia.

Pandemic accelerates digital trends 

Healthier, fier customers in Malaysia

Looking ahead

The big picture

32% 
have more than 6 months’ 
savings on hand

Since the outbreak 

of COVID-19 

Percentage find ways to be more physically healthy

In the next 18 

months

49% 37% 

Percentage keep track of their mental well-being

32% 21% 

Since the outbreak 

of COVID-19 

In the next 18 

months

76% 47% 

66% 46% 

Percentage use online services (e.g. payment, 
shopping, food delivery)

Percentage rely more on social media for news

26%

Greater appetite for insurance
Existing policyholders in Malaysia planning 
to buy new insurance

Life Health Critical Illness Hospitalisation

Manulife Asia Care Survey 2020
Understanding customer concerns and aspirations during COVID-19

21% 21%23%

MY 1080x1350px_5
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Greater use of digital technology 

during the pandemic is evident among 

those surveyed across the region, yet 

in Malaysia, it was more pronounced. 

Along with the increased interest in 

digital, was a move towards more 

regular management of personal 

finance. The Malaysians surveyed also 

show a growing appetite for insurance.

FOCUS ON HEALTHY BODY AND MIND

The Malaysia-based respondents,  

who are all life insurance policyholders, 

have adopted new lifestyle habits 

under COVID-19. Majority of these new 

habits are geared towards healthier 

living and increased reliance on 

e-commerce, online and digital.

In Malaysia, 49% of the respondents 

found ways to be more physically 

healthy than before COVID-19 and 

32% started tracking their mental 

health. Health consciousness is clearly 

on the rise and lifestyle habits are 

undoubtedly switching to healthier 

living in both body and mind. In the 

next 18 months, 37% of respondents 

will continue to find ways to maintain 

their physical health and 21% will 

track their mental health status.

“The level of interest in personal 

physical and mental health is 

welcoming news to a life insurance 

business such as ours. Surveys like 

this help us to better understand 

customers’ concerns, priorities and 

aspirations as well as to identify 

broader trends, which will assist 

us in developing products that are 

more tailored to the specific needs of 

customers, “said Lee Sang Hui, Chief 

Executive Officer, Manulife Insurance 

Berhad.

This appetite for a healthier and more 

active lifestyle is important given the 

rising cost of healthcare in Malaysia 

and the need for local health services 

to meet increased demand from a 

growing middle class and longer life 

expectancy. Across Asia, healthcare 

costs have increased significantly  

over the past 20 years, rising nearly 

500% during that period, according  

to the World Bank. In 2017, the annual 

healthcare cost in Malaysia per capita 

was US$384, or 3.86% of GDP, 

compared to US$111 and 2.56% in 

2000.

GROWING RECOGNITION OF THE NEED 

FOR INSURANCE

Alongside their desire to get fitter, 

52% of respondents in Malaysia said 

the pandemic had caused them to 

review and manage personal finance 

more often than before COVID-19, the 

highest figure among all other markets 

surveyed in the region.

“It is during times of crises such 

as the COVID-19 pandemic, where 

the importance of being financially 

protected heightens among 

people. During such uncertainties, 

insurance coverage is an important 

financial product to have, thus the 

life insurance sector is expected to 

remain resilient in such challenging 

environment,” Lee added.

Life insurance penetration rate 

in Malaysia is less than 5%, far 

below the rates in markets such 

as Hong Kong and Singapore,2 

making Malaysia among the region’s 

under-insured markets. Thus, it is 

interesting that in Malaysia 63% of 

those surveyed said they plan to buy 

new additional insurance in the next 

18 months. Hospitalisation (26%), 

accident (24%), life (23%), health 

(21%) and critical illness (21%) are 

the main new insurance products 

being considered by the Malaysian 

insurance customers surveyed.

COVID-19 has accelerated trends 

already in place, notably digitisation 

in lifestyle. The acceptance and 

adoption of these trends provide 

another reason to believe that the 

changing habits will, in part at least, 

be permanent. In Malaysia, digitisation 

and use of smartphones was 

already enabling greater numbers of 

Malaysians to get access to financial 

services and other online tools. 

COVID-19 has helped to reinforce the 

value of digital tools and services.

The survey showed greater willingness 

to switch from offline to shopping 

online (65%), use online services, such 

as for payment, shopping and food 

delivery (76%) and, in particular, use 

online tools for news and socialising 

(66% and 58% respectively). In terms 

for general health and well-being, 

a willingness to manage insurance 

via digital channels combined with 

new-found – or reawakened – interest 

in being more active means that the 

respondents in Malaysia would be 

keen to tap into insurance products 

that help to make an active lifestyle 

more rewarding in terms of fun and 

savings.

SUN LIFE MALAYSIA REVEALS 
SURVEY FINDINGS ON LARGE 
HEALTH AND CRITICAL 
ILLNESS PROTECTION GAP 
AMONG FAMILY BUSINESS 
OWNERS IN MALAYSIA

Source: Sun Life Malaysia, 1 September 2020 

Sun Life Malaysia Assurance Berhad 

and Sun Life Malaysia Takaful Berhad 

(collectively Sun Life Malaysia), a 

life insurance and Family Takaful 

provider respectively, announced 

the Malaysian findings from Sun 

Life’s “Future of Family Businesses 

in Asia” survey, which revealed that 

the COVID-19 pandemic is likely to 

weaken the competitiveness of younger 

businesses as they are less prepared for 

unexpected business challenges and 

disruptions.

With the insights from more than  

250 family business owners in 

Malaysia, the survey detected a large 

health and critical illness protection 

gap as only 61% had health and 

accident insurance for its employees 

while 51% had key man insurance for 

the company. This clearly indicated the 

lack of planning especially for family 

businesses that often rely on a small 

bench of key decision makers to run 

the firm, where the health and well-

being of these leaders are integral to 

the health of the business. Almost all 
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surveyed business owners in Malaysia 

(97%) reported that if they, or their 

key people, suffered an incapacitating 

illness, it would have a serious impact 

on their business.

With the Recovery Movement Control 

Order (RMCO) extended to the end 

of this year, these findings from the 

survey highlighted the vital steps, 

that close to one million Small and 

Medium Enterprises (SMEs) across the 

country, need to take to weather the 

current storm and ensure their recovery 

while adapting to the new business 

landscape.

Commenting on the findings and current 

plight facing SMEs, Raymond Lew, 

CEO and President/Country Head of 

Sun Life Malaysia said, “The economic 

uncertainties have created numerous 

challenges such as declining sales and 

embracing new standard operating 

procedures for SMEs that further 

complicates the health and protection 

planning during this period. In line with 

our business purpose of empowering 

people to achieve lifetime financial 

security and live healthier lives, we 

strongly encourage SME owners to 

look into the various financial solutions 

available to offset their risks, and protect 

and strengthen their business continuity 

processes for long term sustainability.”

Conducted across 6 Asian markets 

that Sun Life operates in December 

2019, the survey also found that a 

concerning 19% of local businesses 

had not started any form of 

succession planning while a further 

14% found the process to be too 

complicated. This is further exacerbated 

by 34% of Malaysian businesses 

indicating they would not look to 

external advice to effectively execute 

their business continuity plans.

Commenting on the above and 

also sharing how businesses can 

overcome the challenges posed by 

the current economic and health 

situation, Raymond said, “With plenty 

of uncertainties ahead as COVID-19 

continues to loom large, there is a 

substantial possibility for massive 

fluctuations in terms of business 

management, personnel or profit that 

can take a significant toll to these SMEs. 

While the first priority for business 

owners is steering their businesses 

safely through the pandemic, we 

strongly encourage them not to lose 

sight of their longer-term plans and 

to take a holistic view of the range of 

financial solutions available to offset 

their risks and protect and strengthen 

their business and succession plans for 

generations to come.”

“Besides that, the other important 

aspect is on closing the health 

protection gap. As an integral 

component in ensuring the continuity 

of the company, the health of key 

individuals is of paramount importance 

for businesses to bounce back quicker 

and be more secured in the event 

something untoward happens. The 

COVID-19 pandemic has created 

serious challenges for businesses and 

taking the right steps early with an 

insurance plan can go a long way in 

building a baseline of resilience against 

similar unexpected challenges,” added 

Raymond.

To learn more about Sun Life Malaysia, 

please visit https://www.sunlifemalaysia.

com/ and also follow Sun Life Malaysia’s 

social media channels, Facebook at 

www.facebook.com/sunlifemalaysia 

and Instagram at www.instagram.

com/sunlifemalaysia_my for the latest 

updates.
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TOKIO MARINE LIFE 
INSURANCE MALAYSIA 
DONATES 10 LAPTOPS, 10 
CPUs AND HOUSEHOLD ITEMS 
TO 5 NGOs

Source: Tokio Marine, 15  September  2020 

Tokio Marine Life Insurance Malaysia 

Bhd. (TMLM) continues to uphold one 

of the company's guiding principles 

to 'Look Beyond Profit' when they 

donated some of the company's 

repurposed laptops and CPUs, 

together with some urgently needed 

household items to several charitable 

organisations in Malaysia recently.

The company donated a total of 10 

used laptops and 10 used CPUs 

which paired with 10 new monitors, 

together with RM5,000 worth of 

household items to Good Shepherd 

Service, GT Community Centre, 

Suriana Welfare Society Malaysia,  

Ti-Ratana Welfare Society Malaysia, 

and Yayasan Sunbeams Homes.

Mr. Yoshiaki Okabe (second from the 

left), Deputy Chief Executive Officer of 

Tokio Marine Life Insurance Malaysia 

Bhd hands over donated items to Rev. 

Hema/aka (second from the right), 

Assistant to Founder of Ti-Ratana 

Welfare Society Malaysia, and 

Yayasan Sunbeams Homes.

While these NGOs run different 

types of programmes - for example 

GT Community Centre operates a 

food bank and a free tuition centre 

for children, while Good Shepherd 

operates an interim shelter for women 

experiencing gender violence and 

hostels for school children, all of the 

homes focus on helping the needy.

Being non-governmental and non-

profit organisations, these NGOs need 

support for the programmes they run, 

which include technological devices 

especially for children to learn and to 

equip themselves with increasingly 

necessary IT skills.

The need for such devices grew more 

urgent after the COVID-19 pandemic 

outbreak, as schools were closed and 

children were forced to learn from 

home. Now, even as schools have 

reopened, the emphasis on online 

learning has grown exponentially.

"Our aim is to provide devices to 

children from the NGOs to attend 

online courses, women from these 

homes to continue finding an income 

and to help those affected by 

COVID-19. TMLM itself is on a pursuit 

to go paperless by end-2020. This 

donation extends this digitalisation 

initiative beyond our internal practices, 

and encourages the beneficiary 

homes to stay up to date with 

technology," said TMLM Deputy Chief 

Executive Officer, Mr. Yoshiaki Okabe.

"Besides the laptops and desktops, 

some urgently needed items were 

simple household items such as dry 

food, face masks and sanitisers, to 

home appliances such as ceiling fans 

and wall fans. We were happy to be 

able to lend a little bit of helping hand 

in fulfilling their wish list," Okabe 

added.

Repurposing the laptops and CPUs 

for the use of these NGOs also gave 

these devices new life and saved 

them from going into landfills - an 

environmentally-friendly choice all 

around, and in line with TMLM's 

principle of respecting and preserving 

the environment. The company also 

installed necessary softwares to get 

the devices up and running upon the 

homes receiving them.

Good Shepherd received two ceiling 

fans and one wall fan worth RM1,000 

for their Community Service Centre in 

lpoh, along with four used laptops for 

Mr. Yoshiaki Okabe (second from the left), Deputy Chief Executive Officer of Tokio Marine Life Insurance Malaysia Bhd hands over donated items to Rev. Hema/aka (second 

from the right), Assistant to Founder of Ti-Ratana Welfare Society.
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their staff. Other than their residential  

based programmes, Good Shepherd 

also has an extensive community-

based programme to advocate 

reducing poverty and shelter victims of 

gender-based violence.

"We are very appreciative of this kind 

gesture of TMLM as it will enable a 

more comfortable environment for the 

children who drop-in at the Centre 

after school to seek learning support. 

The laptops will also facilitate the 

operations of our team members 

involved in outreach work as they are 

constantly on the move," said, Chin 

Poh Choo, the Executive Director of 

Good Shepherd Services.

GT Community Centre is another 

beneficiary home that received four 

used CPUs to be used by the children 

at its Free Tuition Centre, together 

with household items worth RMl,000, 

TMLM's generosity is a "meaningful 

gesture" to this target group -the poor 

community around Klang and Kapar 

that we are trying to help, said its 

spokesperson, Mr. Roy Tan.

"Without the proper devices, it is very 

hard for us to be able to help these 

children keep up with technology. So 

thoughtful contributions like this mean  

a lot to us," Roy added.

Suriana Welfare Society Malaysia, 

which runs a centre at Desa Mentari 

with 51 children aged 6-13. More than 

60% of families at Desa Mentari do 

not have a computer at home for their 

children to conduct online schooling. 

During the Movement Control Order 

(MCO), these children missed out 

on their education. The two used 

laptops and two used CPUs with new 

monitors they received from TMLM is 

a great help for the NGO that is trying 

to help the children learn IT as part of 

their skills set.

"IT and digitalisation are an integral 

part of life now. To help the children 

keep up, we need to equip them 

with the IT know-how. Donations like 

this are timely and much needed, 

and we thank TMLM for thinking of 

us,”said its spokesperson, Rachel 

Ho. Suriana Welfare Society Malaysia 

also received household items worth 

RMl,000 from TMLM which to be 

distributed to 21 underprivileged 

families at Desa Mentari.

As for Ti-Ratana Welfare Society 

Malaysia and Yayasan Sunbeams 

Home, both of which run homes for 

children, they each got two used 

laptops, two used CPUs and new 

monitors, together with household 

items worth RM1, 000.

'These laptops and desktops are very 

necessary for our children to attend 

online courses. We draw tremendous 

comfort from the contributions and 

support given by the community and 

companies like TMLM," said Ti-Ratana 

Welfare Society, Malaysia Founder, 

The  Most Venerable Datuk K. Sri 

Dhammaratana.

'The pandemic has really brought 

home the fact that we are living in 

such unprecedented times. We truly 

cannot keep on doing what we do. We 

think of those less fortunate, and we 

are thankful that there are companies 

like TMLM who are like-minded. We 

hope our journey ahead will continue 

to be supported by people like them," 

said Ps. Victor Maniam, General 

Manager of Yayasan Sunbeams 

Home.

If you intrested in helping in anyway, 

please reach out to these NGOs.

Organisation Email Contact Number

Good Shepherd 

Services
pcchin@goodshephrd.my 012-2326101 

GT Community Centre roykh_tan@yahoo.com 012-6610650

Suriana Welfare Society 

Malaysia
enquiry@suriana.org

1300-88-2200 

03-7955 6000

Ti-Ratana Welfare 

Society Malaysia

info@ti-ratana.com
03-79881888

Yayasan Sunbeams 

Home

sunbeamshome95@gmail.com
012-6368229

NGOs:

TUNE PROTECT GROUP 
BERHAD APPOINTS NEW 
GROUP CHIEF EXECUTIVE 
OFFICER

Source: Tune Protect, 13 October 2020 

Tune Protect Group Berhad  

(“Tune Protect”, “Company”) today 

announced the appointment of Rohit 

Chandrasekharan Nambiar (“Rohit”) 

as its Group Chief Executive Officer 

(“GCEO”) effective 14 October 2020. 

Rohit takes over the helm from 

Khoo Ai Lin who resigned on 31 July 

2020. In his new role, Rohit will be 

responsible for steering Tune Protect 

on its continuing journey of strong 

growth and digital transformation. 

Chairman of Tune Protect Group 

Berhad, Ng Siek Chuan said, “We 

are proud that Rohit has joined as 

Group Chief Executive Officer of the 

Company and to have him lead our 

operations across Malaysia, Thailand 

and the United Arab Emirates. With 

his track record of success spanning 

17 years in the Insurance Industry, 

I am confident Rohit will help scale 

our business to a new level of growth 

and success. Rohit brings to the role 

not only invaluable insights, but a 

wealth of experience built up over an 

illustrious career." 

Rohit`s focus will be on strengthening 

the Company`s reach in the retail 

consumer space - driving innovation 

in product ideas and digital solutions, 

enhancing customer experience by 
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focusing on ease and convenience, 

and growing the affinity, B2C and 

B2B2C distribution platforms 

leveraging big data and technology. 

Rohit is no stranger to the Insurance 

Industry and joins us from AXA Affin 

Life Insurance Berhad where he 

was the CEO and had the overall 

responsibility for the strategic 

direction, management and 

growth operations throughout the 

organisation. 

Commenting on his appointment, 

Rohit said, “I am excited to be taking 

on the role of Group Chief Executive 

Officer for Tune Protect and I look 

forward to working with our board, 

employees and all stakeholders 

concerned in driving and positioning 

the Company’s future as a preferred 

digital lifestyle insurer across South 

East Asian markets.”

Rohit began his career as an Analyst 

with AXA in India. He has experience 

working across various departments 

and has held senior positions in both 

local and regional capacities within 

Malaysia, Singapore, Hong Kong and 

India.

An industry thought leader, Rohit is 

passionate about fintech, innovation 

and making insurance simple. He has 

won numerous awards and accolades 

in his illustrious career including that 

of Young Leader of the Year 2019 

in the 23rd Asia Insurance Industry 

Awards 2019. In his free time, Rohit 

enjoys blogging about everything 

insurance and a spectrum of other 

insightful topics such as economics, 

politics, social issues and sports.

B40 FAMILIES TO RECEIVE AID 
THROUGH COLLABORATION 
BETWEEN ZURICH MALAYSIA, 
Z ZURICH FOUNDATION AND 
EPIC SOCIETY

Source: Zurich, 19 May 2020 

The unprecedented COVID-19 

pandemic has brought about a major 

shift in the way people live and 

work. The evolving socio-economic 

situation has been disrupted as people 

adjusted to new norms, while those 

who rely on manual or daily wage 

work have suddenly found themselves 

with intermittent or no income.  

In response to the pressing needs 

faced by low-income communities, 

Zurich Malaysia together with Z 

Zurich Foundation has stepped in to 

provide support and assistance to 

impacted Malaysian families in the 

B40 category.

Z Zurich Foundation has donated 

RM 1 million to Epic Society, a local 

non-profit organisation, to boost the 

COVID-19 Collective for Orang Asli 

initiative; a two-pronged relief and 

recovery programme for the Orang 

Asli communities. A portion of the 

funds is allocated to supplement 

ongoing relief work, which focuses on 

the distribution of essential food items 

as well as hygiene kits containing 

items such as sanitisers, soaps, 

face masks and over-the-counter 

medicines. The aid will be distributed 

to approximately 4,000 Orang Asli 

families in Peninsular Malaysia from 

now until June 2020.

The recovery stage will utilise a major 

portion of the funds to promote health 

and hygiene awareness, as well as 

to improve access to education and 

economic opportunities. Recovery 

efforts, which are expected to take 

place concurrently with the relief work 

until the end of the year, will positively 

impact the lives of Orang Asli families 

across multiple communities.

Zurich Malaysia Country Head 

Stephen Clark said, “The outpouring 

of support across all sectors in 

Malaysia during these challenging 

times shows the level of community 

spirit inherent to Malaysians. Taking 

into account the socio-economic 

challenges in the months ahead, we 

wanted to contribute to relieving the 

burden of low-income families who 

have lost their means of income, and 

daily-wage workers who cannot go to 

work.” “We are privileged to be able 

to work with Z Zurich Foundation to 

support vulnerable people within our 

local communities with resources 

to better protect themselves and to 

adapt to the challenging and rapidly 

changing world,” he added.

President of Epic Society, John-Son 

Oei shares the same sentiment, “While 

the Movement Control Order (MCO) 

is necessary to ensure the safety of 

the nation, vulnerable groups like the 

Orang Asli have been impacted more 

drastically than the average Malaysian. 

To maximise the impact of Z Zurich 

Foundation grant, we are embarking 

on a mapping exercise with non-

government organisations (NGOs) on 

the ground to gain valuable insights, 

which will help us in developing 

effective relief and recovery efforts 

in line with our long-term goals of 

building community resilience to 

enable social mobility. Epic looks 

forward to working together with 

Zurich Malaysia in the empowerment 

of the Orang Asli community.”

The Z Zurich Foundation is a 

charitable foundation, funded by 

various members of the Zurich 

Insurance Group to deliver on 

community investment by working 

Rohit Chandrasekharan Nambiar
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with organisations to amplify impact 

beyond what could be achieved 

individually. The Z Zurich Foundation 

supports solutions that address 

social issues and have a meaningful, 

positive outcome in communities. 

Amidst the global pandemic, the 

Z Zurich Foundation has provided 

special COVID-19 relief donations to 

more than 30 countries, benefitting 

hundreds of charities and already 

impacted hundreds of thousands 

of vulnerable people in the areas of 

education, basic provision (food), 

healthcare, and well-being.

LATEST FIRST-OF-ITS-KIND 
PROPOSITION BY ZURICH 
TAKAFUL IN COLLABORATION 
WITH BLACKROCK  

Source: Zurich, 21 July 2020

Diversifying investment is key to 

remain resilient, more so in current 

market situation. Zurich Takaful 

Malaysia Berhad (“Zurich Takaful”)’s 

new Shariah Global Edge Fund 

provides this opportunity to every 

Malaysian at a new fund offer price 

of RM0.501 per unit. This is a multi-

sector Exchange Traded Fund (“ETF”) 

where the underlying fund is managed 

by leading global asset management 

firm, BlackRock.

Zurich Takaful Chief Executive 

Officer Mukesh Dhawan said, “We 

have two firsts here - a new fund 

offer as an opportunity to recover 

your savings value in current 

times and a Global Shariah Fund 

in collaboration with BlackRock 

which has a USD 7.32 trillion (RM 

31.19 trillion)  in assets on behalf of 

investors worldwideworldwide. This 

combination is Shariah certified, 

hence provides both transparency and 

resilience to consumers in Malaysia. It 

is our responsibility to be responsive 

to current situation and market needs  

to create value for them.”

BlackRock’s Head of iShares Asia 

Pacific Distribution Geir Espeskog 

said: “Market volatility in the first 

quarter of 2020 have accelerated 

investor appetite for broad 

indexes that consist of high quality 

companies with strong balance 

sheets. Technology and healthcare 

sectors comprise of more than 40% 

of the MSCI World Islamic Index, 

and these types of companies are 

key beneficiaries from the stay-

at-home economy. Investors will 

continue to diversify and search for 

growth opportunities across regions 

and sectors amidst uncertainty, 

and develop a preference towards 

companies that score highly on 

environmental, social,  

and governance.”

The Shariah Global Edge Fund is ideal 

for investors who understand their 

investment strategy, risk appetite, and 

seek to diversify their portfolio with 

foreign exposure to manage volatility 

for long term growth. The fund is 

available through Zurich Takaful 

investment-linked products which are 

accessible via approximately 6,000 

wealth planners nationwide.

ZURICH MALAYSIA ENHANCES 
UITM’S ACTUARIAL RESOURCE 
CENTRE

Source: Zurich, 11 September 2020

Zurich Malaysia today contributed 

RM50,000 to University Teknologi 

MARA (UiTM) to enhance the facilities 

at the university’s Actuarial Resource 

Centre (ARC). The monies are from 

Zurich General Takaful’s General 

Risk Investment Account surplus 

charity fund which is then distributed 

as “amal jariah” on behalf of Zurich 

General Takaful customers.

The contribution will be utilised to 

create a more conducive learning 

environment and improve the 

resources for UiTM’s actuary students 

and lecturers, in support of their 

endeavour to be internationally 

competitive.

Zurich Malaysia hopes the 

contribution can help develop 

a healthy pool of well-trained, 

professional actuaries in the country. 

Actuary is key to a sound, progressive 

and inclusive financial system, 

especially in insurance and takaful.

Speaking at the presentation 

ceremony, Zurich General Takaful 

Malaysia Berhad Chief Executive 

Officer Nazrul Hisham Abdul Hamid 

said, “Being one of only two industry 

players in the country that hold all 

four insurance and takaful licenses, 

Zurich Malaysia is in a unique position 

to offer a holistic approach, to meet 

the needs of Malaysians in obtaining 

protection. Our goal is to enable them 

to enjoy a higher quality of life and 

reach their full potential. To this end, 

the field of actuarial science supports 

our missionnto enhance the lives of 

Malaysians by protecting them, their 

loved ones and things that matter. 

We are indeed grateful to have this 

opportunity to support UiTM’s vision  

in producing internationally  

competitive talent.”

UiTM is one of only four public 

institutions of higher learning in the 

country that offer actuarial science 

study. It is the first Malaysian public 

university to receive the highest 

number of exemptions for Institute 

and Faculty of Actuaries (IFoA) 

actuarial science professional papers.

Present at the cheque presentation 

ceremony were UiTM Deputy Vice 

Chancellor (Industry, Community 

and Alumni Network) Professor 

Dato’ Dr Rahmat Mohamad and 

Deputy Vice Chancellor (Research 

and Innovation) Professor Dr Mohd 

Nazip Suratman together with UiTM 

Dean of Faculty of Computer and 

Mathematical Sciences Professor Dr 

Haryani Haron, Malaysian Takaful 

Association CEO Azli Munani and 

members of the Faculty of Computer 

and Mathematical Sciences.

As of June 2019, there are 928 

members (including students) 

registered with the Actuarial Society 

of Malaysia, the only representative 

body for the actuarial profession in 

Malaysia.
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Fellowship of The Malaysian Insurance Institute (FMII)

View full brochureRegister here

HIGHEST  
PROFESSIONAL 
QUALIFICATION  
IN INSURANCE

YOUR PATHWAY TO THE 
HIGHEST  
PROFESSIONAL 
QUALIFICATION  
IN INSURANCE 

LET’S TALK  

For further information or any inquiries related to this  

programme, please email us at sales@mii.org.my or call our 

Sales Officers:  

Ashraff Mohd Rasol    (012-210 0465)  

Azean Arifin              (017-649 2510)  

Santhi Mogan      (012-652 3934)

FLEXIBLE PAYMENT OPTIONS

Flexible payment options are available for all modes of  

learning through Maybank 12 months 0% instalment scheme.

ARE YOU AN ELIGIBLE CANDIDATE? 

Find out whether you are an eligible FMII candidate based on 

the requirements listed below: 
• Completed the Associateship of The Malaysian Insurance 

Institute (AMII), at least  three (3) years before being elected   

as a Fellow; 

• An Associate member of the MII and such membership must  

be maintained during the entire duration of the progression  

towards Fellowship; 

• Employed (or self-employed) in insurance and/or Takaful for  

at least four (4) years; 

• Engaged or employed in work related to insurance and/ 

or Takaful; 

• Fulfil the requirements of the Fellowship programme  
according to the guidelines set out in the Guidebook; 

• Able to provide record of last five (5) years of CPD  
(including the graduation year) by completing a minimum of  

30 hours each  year; and 

• Meet the requirements of the MII Academic Council.
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For further information or any inquiries related to this  

programme, please email us at sales@mii.org.my or call our 

Sales Officers:  

Ashraff Mohd Rasol    (012-210 0465)  

Azean                  (017-649 2510)  

Santhi Mogan      (012-652 3934)

FLEXIBLE PAYMENT OPTIONS

Flexible payment options are available for all modes of  

learning through Maybank 12 months 0% instalment scheme 

ARE YOU AN ELIGIBLE CANDIDATE? 

Find out whether you are an eligible FMII candidate based on 

the requirements listed below: 
• Completed the Associateship of The Malaysian Insurance 

Institute (AMII), at least  three (3) years before being elected   

as a Fellow; 

• An Associate member of the MII and such membership must  

be maintained during the entire duration of the progression  

towards Fellowship; 

• Employed (or self-employed) in insurance and/or Takaful for  

at least four (4) years; 

• Engaged or employed in work related to insurance and/ 

or Takaful; 

• Fulfil the requirements of the Fellowship programme  
according to the guidelines set out in the Guidebook; 

• Able to provide record of last five (5) years of CPD  
(including the graduation year) by completing a minimum of  

30 hours each  year; and 

• Meet the requirements of the MII Academic Council. 60 FMII 
Graduates 

in the 
industry
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The Race 
To Reskill 
During  
Pandemic 

By Nor Izmawati Mostapar, Vice President,  
MII Corporate Communications and e-Learning

I
magine a crisis that forces 

organizations to change 

the way they work, almost 

overnight. That is where we 

are now. Both employers and 

employees across industries 

must figure out how they can 

adapt to rapidly changing 

conditions, and organizations 

must learn how to match 

employees to new roles and activities. 

This dynamic is not about remote 

working or automation and AI. It is 

about how leaders can reskill their 

workforce to adapt their organization 

to new operating models to deal with 

the crisis aftermath. 

It is safe to say that the COVID-19 

pandemic is a catalyst for the race 

towards reskilling. Many employers 

are looking at filling critical skill gaps 

fast, by reskilling and upskilling 

existing staff to work in other parts 

of the business or as roles change, 

in order for the  organization to be 

agile and productive. Therefore, it is 

important for us to understand where 

the need for reskilling is coming from, 

the importance of it, and how to go 

about it. As employees continuously 

react to the market and gain new 

skills, they become the malleable 

force that can adapt to any changes  

in the market.

WHY ARE RESKILLING EMPLOYEES 

IMPORTANT?

In an ideal world, employers want 

employees to be able to wear multiple 

hats. This requires some reskilling and 

peer-to-peer coaching. Companies 

survive at times like these solely with 

a workforce that is flexible, agile, and 

ready to learn. 

Reskilling is defined as the 

development of additional skills to 

help employees move to new roles. 

Through reskilling, employees will 

have a greater wealth of knowledge 

and better prepared to react to 

industry and market demands.

During crucial times, organizations 

need to assess the talent that they 

already have within the organization. 

Organizations can maximise the ROI 

on each employee contributing to 

the business by analysing skills that 

are transferable. If the employer can 

identify roles that share similar skill 

sets, the employer can then identify 

how to reskill their existing workforce 

according to the evolving business 

needs to enable growth. 

From the employees’ point of view, 

the chance to reskill is a valued 

opportunity to an essential step 

in remaining employable. It is the 



Through reskilling, employees 

will have a greater wealth of 

knowledge and better prepared 

to react to industry and market 

demands.
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com/article/skilling/ 
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Skills-related experts should 

contribute and share learning and 

reference content to the right talent 

pool for reskilling. This type of 

collaborative efforts can be conducted 

through an organization’s learning 

management system or repository 

system, where communication can 

take place and learning materials are 

made accessible. 

Become an eLearning Advocate

As face-to-face trainings become the 

least preferred option for continuous 

learning during a pandemic, eLearning 

is the only alternative that is safest 

to go for. Smartphones and tablets 

play a crucial role in eLearning on the 

job, especially for those working from 

home or working remotely. Targeted 

and bite-sized micro learning is most 

effective for faster results if employers 

want their staff to reskill while 

managing existing workload. However, 

a well-planned learning strategy and 

insights in learning science is crucial, 

to ensure all forms of learning satisfies 

the learning outcomes. 

Understanding the needs of adult 

learners is key to rapid reskilling. One 

of the challenges with any reskilling 

programme is ensuring that the what 

and how is directly relevant to work. 

The goal is for the learner to retain 

what has been learnt and know how 

to apply it. To achieve this, corporate 

eLearning platforms, tools, apps or 

systems must be easily accessible, 

fuss-free and easy to use. Unlike 

children, adults have very little 

patience and not as explorative. Indeed, 

learning content for adults should be 

interesting enough to motivate them 

to complete the entire programme 

but it must also be time effective. To 

working adults, time is of the essence. 

If reskilling is needed fast, learning 

must be short, concise, relevant and 

applicable.

HOW ORGANIZATIONS WILL RISE AGAIN 

AFTER COVID-19, THANKS TO RESKILLING

By reskilling the workforce with 

collaborative learning opportunities, 

easily accessible cross training, 

and eLearning, organizations can 

still achieve ambitious goals when 

operating lean. The best organizations 

can do is start anticipating what may 

come and begin strategically planning 

the next move. HR and learning and 

development heads should take note 

of the current situation and consider 

reskilling as the most important 

project post crisis. Companies should 

craft a talent strategy that develops 

employees’ critical digital and cognitive 

capabilities, their social and emotional 

skills, and their adaptability and 

resilience. 

Now is the time for companies to 

double down on their learning budgets 

and commit to reskilling. Companies 

that enforce reskilling will transform 

at a pace that leave their competitors 

behind.
new work deal. As we witness and 

struggle in the economic aftermath of 

the pandemic, the employees’ own 

market value becomes their reason 

for sleepless nights. This prominent 

shift in employee outlook shows 

how employers and employees can 

leverage on each other’s quest for 

survival. Reskilling in an uncertain 

future will have to become the new 

work deal.

TIME TO GET CREATIVE

Replicating Success Through 

Collaborative Learning

Collaborative learning is more important 

than ever now as companies rationalize 

their workforce. Collaborative learning 

environments enable upskilling and 

reskilling that is seamless and intuitive 

to learners by allowing peers to 

educate each other. 
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When Upskilling Matters 

By Nor Izmawati Mostapar, Vice President, MII Corporate Communications and e-Learning 

S
hould we reskill or upskill? 

The decision to reskill 

or upskill the workforce 

highly depends on whether 

an organization truly 

understands the difference 

between the two terms.

The term upskilling refers to 

the expansion of a person’s 

capabilities and skillset to adapt to 

changes in the role or task.  

It can take place at larger scales, such 

across the company, an industry, or a 

community. Whereas reskilling involves  

learning new skills so that a person can 

do a different job, or training a person 

to do a different job. As companies 

pivot to new business strategies, it can 

involve major changes that may require 

employees to adapt to these changes 

through reskilling. 

An upskilling effort is long-term, more 

comprehensive and involves more 

initiatives. In other words, upskilling 

is not something that can be done 

overnight. It is a gradual process. It 

involves identifying the skills that will 

be most valuable in the future and 

the training needed to help them. As 

upskilling is not a one-off venture, every 

member of the workforce, from the front 

lines to the C-suite, needs to continually 

expand his or her skills and those skills 

are not limited to technology-related. 

THE JOURNEY TOWARDS 

UPSKILLING

An organization’s 

intellectual pool 

may depend on 

the organization’s 

understanding of how 

to effectively design 

and implement upskilling 

initiatives. 
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An upskilling plan should also include soft 

skills such as improving communication, 

fostering teamwork, and developing 

leadership as a mandatory part of the 

training progammes. 

Here are three recommended steps 

that can be adopted in an upskilling 

initiative: 

1. Analyze and define the initiative 

Some upskilling efforts in an 

organization may begin as a 

departmental initiative, driven by 

the leader. Hence, it is crucial to 

first analyze the current situation 

by asking “Is there a need” and 

“Why do we need”. If answers to 

the questions steers towards the 

need to upskill, then comes the 

question “What do we need”. This 

includes identifying staff that needs 

to undergo upskilling training and 

match staff to the type of training 

required.

2. Create a skills plan

In this step, leaders define upskilling 

https://www.strategy-business.

com/feature/A-strategists-guide-

to-upskilling
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entire upskilling initiative, which is 

known to be expensive. But this is 

not always the case if organizations 

can foresee the long-term benefits 

of upskilling. If the training budget is 

very small, the initiative is not called 

an upskilling initiative. It is skills 

maintenance.

It is important to note that an 

upskilling initiative does not need to 

involve the entire workforce at once. 

Costly initiatives such as these should 

be targeted and done in stages.

This way, successfully upskilled 

employees become testimony to 

the success of the initiative and 

become great examples to the next 

group of candidates. The focus is on 

developing people, not saving jobs.

Organizations should consider 

employees as an asset worthy of 

investment and recognize the value 

of continuous learning and a well-

designed and well-managed upskilling 

initiative.

NOW OR NEVER

Upskilling the workforce is no easy 

feat. It requires careful planning, 

budget and many years of dynamic 

engagements and monitoring. 

Organizations should not be 

discouraged by the complexity of 

rolling out such initiatives. Upskilling 

does not require the creation of 

anything new. All the elements 

for success already exist in the 

organization. It is only a matter of 

putting them together and driving 

everyone towards a common goal. 

The sooner this is kickstarted, the 

better prepared we are. 

initiatives required or simply put – 

The Plan. Leaders should take a 

focused approach when creating 

a skills plan. In our current market, 

businesses are rapidly changing 

due to advancement in technology 

and the pandemic. Priorities must 

be given to the types of jobs and 

employees that are most affected 

by new technologies and the 

pandemic, as well as the businesses 

that have the most to gain.

Skills trainings are best customized 

to focus on strategic goals. 

Ultimately, organizations want their 

employees to become as competent 

as specialized new hires from 

outside and accomplish all this in 

the shortest time to keep up with 

the rapid change in the market and 

stay ahead of competitors. 

3. Get employees’ buy-in

To some extent, upskilling is 

part of workforce transformation. 

When employees are removed 

from their comfort zones, there 

is bound to be resistance and 

underperformance. Leaders should 

consider rolling out assessment 

programmes that includes personal 

coaching and advice, measuring 

career achievements, and gather 

information about employees’ 

personal and professional 

aspirations.

Each employee should have an 

individual skills development plan, 

defining the steps and training 

necessary to address the new 

job requirements or even make 

broader changes. It is important to 

tailor each plan to ensure a higher 

chance of success in upskilling. 

Ideally, individuals should feel 

they are in charge of their own 

reskilling process. An upskilling 

plan should also include soft skills 

such as improving communication, 

fostering teamwork, and 

developing leadership as a 

mandatory part of the training 

progammes. 

TRAINING BUDGET VS BENEFITS

Planning the training budget 

is the most daunting part of the 



The top five technologies, with their respective profiles, that firms plan to incorporate into 
their business models between now and 2022.

THE INTERNET 

OF THINGS

Software developer

IT Enginner

Marketing manager

MACHINE LEARNING

Software developer

Computer Science researcher

Medical researcher

BIG DATA

Software developer

Databased administrator

IT Enginner

CLOUD COMPUTING

Software developer

IT Enginner

Database Administrator

APP AND WEB MARKETS

Marketing manager

Market Analyst

Sales representive
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reskilling and upskilling efforts
Where to direct 

1
1
1
1
1
1

Reference: https://www.iberdrola.com/talent/reskilling-upskilling and world Economic Forum
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I
n a digital age when filling in 

forms by hand is a thing of 

the past, the customer claims 

experience has been changed 

radically. There has never been 

more consumer information 

available and, at the touch 

of a button, data can now be 

gathered and analysed faster 

than ever.

It is vital the insurance workforce 

develops and maintains the skills 

necessary to effectively work with new 

technology.

According to the Claims Workforce of 

the Future Report produced by Lloyds 

Market Authority and PwC, soft skills 

such as emotional intelligence and 

empathy remain integral to building 

customer trust.

Experts from the London market and 

beyond explored how the profession is 

driving innovation at the FutureFormers 

conference, hosted by Lloyds Market 

Authority. Among the key speakers 

were Sue McCall, chair of the CII’s 

Society of Claims Professionals; Louisa 

Clarke, leadership and resilience 

expert; Kate Bohn, innovation and 

strategy leader at Lloyds Banking 

Group; and Orlando Machado, chief 

data scientist.

HARNESSING DATA

According to Mr Machado, data 

intelligence is key to ensuring an 

excellent customer service as it allows 

firms to create a personalised image of 

the client. He said that with the influx of 

data, the ability to harness information 

in order to gain insight about 

customers has increased dramatically.

But as Mr Machado points out: “If you 

want to get data science operational 

within a company, this needs to 

be supplemented by customer-

first thinking.” He says that it is not 

just about creative disruption, but 

about really trying to understand the 

consumer and their needs. In just 

seconds, data can be accessed and 

correlated through algorithms which 
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By Bobbi Sills  
Communications Executive of the Charted Insurance Institute

Let’s Get

With the digital age upon us, Bobbi Sills examines 
how the insurance profession is evolving its skillset
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evolve with and predict customer 

circumstances and behaviours.

Mr Machado said: “We want to use 

all of the data we have to know 

customers as well as they know 

themselves.” By using data in this 

way, insurers will able to interact with 

individuals more powerfully than ever, 

offering them relevant services and 

products based on their specific needs 

and building empathy through a more 

personalised approach.

HUMAN CENTRICITY

Insurance professionals gathered at 

the event were told by Ms McCall 

that they must strive to humanise the 

claims process whilst utilising new 

technology to support the customer 

journey. At the heart of the process 

is the customer experience and 

the way in which firms build trust 

with the customer, according to Ms 

McCall. In the London Market Group’s 

Future of Skills in the London Market 

Report, three of the five overarching 

themes are based on communication, 

empathy, and personal creativity.

Ms McCall’s view was shared by Ms 

Clarke, who said: “We have to seek 

to make connection, not just with 

those with whom we are used to, 

and not just within the echo chamber 

of technology.” To create a climate 

which is conducive to innovation, Ms 

Clarke said that insurers must step 

outside of the paradigm in which they 

are operating in order to consider the 

impact of technology on customers.

The example of social media was 

used to illustrate how carelessness 

when dealing with customers through 

technology can lead to errors, such as 

that experienced by Facebook in 2014 

where a ‘Year in Review’ algorithm 

was branded ‘algorithmic cruelty’ by 

web consultant Eric Mayer. The social 

media giant included an image of his 

six-year old daughter, who had died 

the year before, in a video it produced 

summing up the last 12 months, that it 

then encouraged him to share with his 

Facebook friends.

Where the human aspect fell short, in 

this case, was in not providing a way 

for users to opt out. The algorithm 

was created with the ‘ideal’ user in 

mind but did not account for other 

If you want to get data science 

operational within a company, 

this needs to be supplemented by 

customer- first thinking

cases. When using technology to drive 

customer experience, insurers must 

remember to engage emotionally, 

according to Ms Clarke. She said:

“We have to intentionally think beyond 

our environment.”

SHARING SKILLS

Regulations and legacy systems 

often create a barrier to innovation, 

according to Ms Bohn. She revealed 

that a key fumbling block of the 

Lloyds GSR3 strategy, which focuses 

on success in the digital world, is 

in legacy culture and humanising 

processes of digitisation.

At the other end of the spectrum are 

the savvy Fintech and Insurtech  

start- ups. Ms Bohn said: “Instead 

of seeing this new technology as 

a competitor, we are very 

much looking at it as  a 

collaboration.”

“These are people that have very 

specific skillsets in niche areas that 

can really help us to accelerate our 

understanding and awareness.”

Against this backdrop, Lloyd’s Lab 

was kickstarted in 2018, a ten-week 

programme allowing managing agents 

within the market to work alongside 

Insurtech companies on some of the 

key challenges facing Lloyd’s.

Sharing skills in this way creates 

a process of natural reciprocity, 

which allows firms to successfully 

incorporate technology faster, said Ms 

Bohn.

Insurers are now using data more 

intelligently than ever. Artificial 

intelligence can help to streamline the 

underwriting and claims processes, 

allowing firms to reduce costs and 

improve business efficiency.

As we enter a new decade, the 

need to keep pace with fast-moving 

technology while maintaining the 

fundamental values of the profession 

has never been more vital. 
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A Guide To Workforce 

Transformation

Focus on a few 
concrete business 
outcomes 

Foster 
emotional 
commitment

Design a compelling 
experience

Start with the  
highest -impact 
roles

Change 
behavior first

Plan an  
commit  

to a  
comprehensive 

journey

Engage with culture 
influencers

Promote citizen-led 
innovation 

Include everyone 
but the unwilling

Track result an 
course-correct
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Now more than ever, we need to keep ourselves up to date on how these times are impacting our industry 

and our people as well as to ensure the sustainability of our business. It is critical to understand the situation 

we are going through, what to expect and how best to prepare ourselves. The key to continuously strive in 

the current situation - personally and professionally - lies in the knowledge that we have and how we apply it.

In collaboration with various partners, The Malaysian Insurance Institute (MII) is hosting a series of Webinars 

for members on key and trending topics with various. 

The MII Web Series is our way to support the industry with the relevant knowledge and skill as well as to 

provide a platform for the insurance community to stay connected and continuously develop ourselves 

no matter where we are working from and keeping safe. 

Participants have the opportunity to engage key opinion leaders and seek advice on pertinent issues that 

could guide them to solutions. These Webinar Series are recorded and archived for convenient access online. 

Visit www.insurance.com.my for more details on our microsite. 

MII WEBINAR SERIESWEBINAR 

SERIES

#LearningNeverStops

Do look out for our updates on this or contact us at 
+603 2712 8882 or events@mii.org.my.

Looking forward to seeing you online!

REGISTER NOW! 

#LearningNeverStops #buildingknowledgetogether

 #miicares #StayAtHome #covid19



I
f you work in a large organisation, 
say a bank, insurance provider 
or oil and gas company, you are 
going to be deluged with training. 
When you join and at regular 
periods you will experience 
“death by CBT” (Computer Based 
Training). You know the score, 
online courses that involve clicking 
through a series of slides to a brief 

multiple choice (or multiple guess as it’s 
often called!) test. Job done, box ticked 
and you can get on with your life.

I know of one large financial services 
firm, where on joining you must 
complete 10 CBT courses within a 
week: anti money laundering, data 
security, health and safety, anti-bribery 
and corruption, compliance, ethics, 
IT policy, treating the customer fairly, 
sanctions and whistle blowing. Is this 
overkill?

WELL AS THEY SAY “THE TIMES THEY ARE 

A CHANGING”!
Increased regulatory expectations, 
rising standards and best practice now 
makes it clear that clicking through a 
CBT course does not mean people have 
been given the right skills to tackle the 
complex issues facing regulated firms 
today.

CBT is not a bad thing, in fact if you 
are in an organisation that employs 
hundreds or thousands of staff across 
multiple locations, it's essential to 
ensure you reach people in a cost 
effective and efficient way. However, 
CBT is only ever going to be a baseline. 

There will always be people who 
by virtue of their roles need more 
specialised skills and training to support 
them.

We have seen failings and huge fines 
in large institutions for AML, ABC and 
compliance issues where staff fail to 
think critically and put issues into the 
bigger context. What this means is 
that the expected standard has been 
raised when it comes to training and 
awareness. Regulators around the world 
increasingly expect to see evidence of 
an effective and risk-based approach to 
training and awareness.

SO WHAT IS BEST PRACTICE IN TRAINING 

FOR AML AND COMPLIANCE?
1. A risk-based training and 
awareness strategy that is endorsed 
by senior management (i.e. get a plan 
approved at a board meeting).  

What are the higher risks or more 
complex roles in your organisation? 
What specific training and skills do 
these roles require? How will you 
evidence this?

2. Customise training

It is not appropriate to provide account 
opening or client on boarding staff with 
generic training focussing purely on 
the law and regulation. In the current 
regulatory climate, they need meaningful 
case studies and examples relevant to 

their roles. The key is to develop critical 
thought and application of the law and 
regulation to real life scenarios. In turn, 
don’t forget senior management, tailor 
a briefing session for them with the 
key issues in terms of the commercial 
benefits of AML and compliance and in 
particular the impacts on share price!

3. A tiered approach to training 

Offer a clear progression for staff. 
From basic awareness courses, to 
intermediate qualifications through 
to advanced and masterclass level 
sessions for compliance and AML 
practitioners. Taking an overall view 
of the “learning journey” will motivate 
your staff in terms of career progression 
and demonstrate a real commitment to 
their personal development from their 
employer. Remember regulators expect 
firms to demonstrate the competency of 
their AML and Compliance staff as well.

4. Certification

How credible is your training? Is there 
independent certification on the learning 
outcomes? Has the learning been 
evidenced through examination? Can 
you satisfy your senior management, 
auditors and regulators that it is 
effective?

5. Give it the wow factor!

Keep training engaging for staff. Use 
interesting and “sexy” case studies.  
Use different media, face to face 
sessions, newsletters, desk drops 
and put the issues in context for staff 
in terms of how it relates to them and 
their jobs. Don’t forget to motivate and 
energise your people as to why AML, 
ABC and Compliance really matters.

Training?  
Five things that work
By Pekka Dare, Director of Stakeholder Engagement & Delivery Excellence 
 at the International Compliance Association

About the International Compliance 
Association

The International Compliance 
Association (ICA) is the leading 
professional body for the global 
regulatory and financial crime 
compliance community. It has enhanced 
the knowledge, skills and behaviour 
of over 142,000 professionals in 
153 countries either through their 
internationally recognised portfolio of 
professional qualifications (awarded in 
association with Alliance Manchester 
Business School, the University of 
Manchester) or through accredited  
in-company training. 

For more information visit:  
www.int-comp.org

Learn more about studying with ICA and 
what courses we offer: https://www. 
int-comp.com/icta-home/malaysia/. 
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6 reasons 
why professional 

qualifications are the 
best way to learn I

n today’s world there are 

many routes to consider when 

looking at further learning. 

However, professional 

qualifications offer unique 

benefits that give them an 

edge over the alternatives. 

Below we look at some of 

these benefits, and how ICA 

offers a fresh approach to 

further education. 

1. AFFORDABILITY

Professional qualifications are usually 

more affordable compared to a 

university degree. In comparison, 

ICA qualifications start from just 

£615. Additionally, many employers 

will sponsor individuals to undertake 

professional qualifications as they 

provide a recognisable benchmark of 

competence. Also, as many courses 

offer the choice of exclusively online 

learning there is no obligation for 

you to relocate for the sake of your 

education, which may save you 

money and stress. 

2. ACCESSIBILITY

Professional qualifications offer 

tiered learning structures on 

individual topics, allowing you to 

pick up learning at your level and 

related to your specific area of 

interest. For instance, ICA offers 

a range of qualifications including 

Certificates, Specialist Certificates, 

Advanced Certificates, Diplomas and 

Professional Postgraduate Diplomas 

covering a range of topics, from 

anti money laundering to managing 

sanctions risk, ensuring you can 

tailor your learning not only to fit your 

experience and prior knowledge, 

but also align it to the subjects 

that are relevant to your existing or 

aspirational role, propelling you in 

the direction you want to take your 

career. 
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3. FLEXIBILITY

ICA qualifications are designed for the 

busy working professional, allowing 

you to study in your own time, at your 

own pace and to fit it around your 

work/life balance. The recommended 

study time for most ICA qualifications 

is only around 6 hours per week, and 

live virtual classrooms are included 

as part of a course, and they are also 

recorded in case you are unable to 

attend, allowing you to view them at  

a time that suits you.

4. HANDS-ON KNOWLEDGE

Teaching is provided by our highly 

experienced tutors, sharing knowledge 

gained as industry professionals with 

decades of experience. Their hands-

on understanding of the industry 

and real-life scenarios will give you a 

valuable insight not only into what you 

need to know, but how to apply that 

knowledge immediately in your day to 

day role. 

5. UPSKILL OR RESKILL

Today, professionals have to learn, 

relearn and unlearn in order to thrive 

in a changing environment. Flexibility 

and adaptability are crucial in helping 

professionals learn/relearn/unlearn and 

a professional qualification can help 

you achieve just that. Furthermore, 

you may have previously studied at 

university or already stepped into one 

Flexibility and adaptability are 

crucial in helping professionals 

learn/relearn/unlearn and a 

professional qualification can help 

you achieve just that. 

[1] International Compliance Association, ‘Wish you were here?’: https://www.int-comp.org/2020-summer-cohort – accessed May 2020

career path, only to find that you would 

like to switch careers; undertaking 

professional qualification is the shortest 

and most efficient route to gaining 

foundational knowledge in a new field, 

learning new skills or expanding your 

existing knowledge.

6. EMPLOYABILITY AND CAREER 

PROGRESSION

One ICA study found that ‘two thirds 

of those who have undertaken an ICA 

qualification in the last five years say 

that it has increased their chances of 

promotion or helped them win a new 

role’[1].  Employers look favourably on 

a CV featuring an ICA qualification 

and many advertised vacancies in 

compliance and AML specify them as 

a pre-requisite for the role. It shows 

initiative on your behalf, whether you 

are just starting your career, or you 

have experience working within the 

industry and are looking for a new role 

or a step up. 

About the International Compliance 

Association

The International Compliance 

Association (ICA) is the leading 

professional body for the global 

regulatory and financial crime 

compliance community. It has 

enhanced the knowledge, skills 

and behaviour of over 142,000 

professionals in 153 countries either 

through their internationally recognised 

portfolio of professional qualifications 

(awarded in association with Alliance 

Manchester Business School, the 

University of Manchester) or through 

accredited in-company training. 

For more information visit:  

www.int-comp.org

Learn more about studying with ICA 

and what courses we offer: https://

www.int-comp.com/icta-home/

malaysia/.
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I
n tandem with the rapid 

growth and changing 

landscape of the financial 

services industry (FSI), one 

needs to be equipped with the 

most current knowledge and 

to continually sharpen one’s 

skillsets. This means that one 

must be trained constantly, 

be open to innovative new 

approaches and be able to bring 

relevant ideas back to the workplace 

for implementation.

Capacity building has almost always 

been part and parcel of the FSI. 

Traditionally, many training and 

development programmes have been 

offered through conventional, face-

to-face means. Although the online 

learning mode has been regarded 

as the ‘new norm’ for some time, it 

has been slow to gain traction, until 

the world was hit by the COVID-19 

pandemic. Now the term ‘new norm’  

is no longer ‘new’ to many of us.

The pandemic has provided us the 

opportunity to develop technology-

driven finance professional learning 

programmes and qualifications for 

all sectors, including Insurance. 

As a matter of fact, the Insurance 

sector first entered the 

era of ABCD (artificial 

intelligence, blockchain, 

cloud and data) some years 

ago. E-learning has been 

regarded as the ideal solution for 

Insurance professionals whom many 

are widely spread geographically and 

are always on the go. This group of 

professionals need to be constantly 

updated on regulatory changes, as 

well as new products and processes, 

and undergo regular mandatory 

training on compliance whilst making 

a living for themselves. 

Making content available on portable, 

hand-held devices will surely help 

to facilitate learning. It also means 

that more professionals would be 

able to gain access to the learning 

content. To Insurance companies, 

this could mean cost savings and 

relatively higher return on investment. 

To training providers, this could mean 

more subscriptions to the e-learning 

programmes offered. To Insurance 

professionals, it means lifelong 

and life-wide learning, where the 

knowledge gained is passed on to 

benefit clients, the government and 

society as a whole.

Technology 

plays an 

important role 

in learning indeed, 

but it should be 

viewed as an enabler 

of the effective delivery of 

learning content and experience. 

These questions require 

training providers to think beyond 

technology to focus on the learning 

outcomes, curriculum, delivery plan, 

materials, learning and assessments, 

which all work in a cyclical manner.

The delivery plan is considered to 

be one of the most vital elements in 

the cycle. Delivering an Insurance 

learning programme online involves 

both asynchronous and synchronous 

activities. Accordingly, participants 

are given reading materials and 

assignments in advance through 

Insurance  
Learning 
Programmes  
in A Post-COVID World 

An article by Financial Accreditation Agency (FAA)
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the learning management system 

(asynchronous) before the interactive 

session takes place (synchronous).  

This is followed by assessments 

(such as assignments, projects 

and tests) which can be conducted 

asynchronously or synchronously. 

Experts have suggested that both 

asynchronous and synchronous 

activities should be given equal 

emphasis. Acknowledging the 

importance of such planning, FAA has 

developed E-Learning Guidelines to 

guide training providers in designing, 

developing and delivering e-learning 

programme effectively. 

Thanks to technology, there are 

now an increasing number of tools 

available which can be used to 

design e-materials and to facilitate 

online delivery, such as Google 

Jamboard, Twiddla, Loom, Youtube 

Studio, Perusall, Padlet and even 

the recording function on Microsoft 

PowerPoint. There are even tools 

to design and facilitate online 

assessments such as Genius Scan 

and Gradescope, as well as browser 

lockers such as Respondus and 

Examity, to name a few.

The major challenge, however, lies in 

the effective delivery of the content 

online to provide the desired learning 

experience. This means the effective 

engagement of learners. This is a 

critical aspect that cannot be neglected 

for any Insurance learning programme 

to achieve its intended learning 

outcomes. For this, FAA recently 

launched the e-Certified Training 

Professional programme which enables 

participants to learn how to deliver 

their learning content and engage their 

learners in an online delivery.

Next is the question on what content 

is considered to be ‘just-in-time’, 

‘just enough’ and ‘just for me’? 

There are already established bodies 

of knowledge within professional 

qualifications in Banking, Capital 

Market, Financial Planning and Wealth 

Management, as well as Insurance. 

The Finance Professional Qualifications 

Structure (FPQS) developed by the 

Finance Accreditation Agency (FAA) 

can be used to design and develop the 

e-content of Insurance professional 

qualifications. The FPQS, being 

a globally benchmarked learning 

structure, was built around the Finance 

Qualifications Structure (FQS), a six-

level competency-based qualifications 

structure, enabling the professional 

qualifications in Insurance to be 

developed at the basic, intermediate or 

advanced levels with their associated 

learning outcomes. The FPQS also 

provides guidance on the minimum 

level of knowledge required of any 

Insurance professional in the area 

specifics of General Underwriting, 

General Claims, Life Underwriting, 

Life Claims, and Medical and Health 

Insurance, whilst training providers in 

different jurisdictions can contextualise 

some of the content based on their 

specific needs. The FPQS ensures 

consistency of the core learning areas 

covered, and facilitates recognition of 

these professional qualifications across 

borders.

Another core feature of FPQS lies in 

its flexibility where the structure can 

be used to develop qualifications, 

certification or even short courses. 

With micro-credentials gaining traction 

all over the world, again thanks to 

technology, bite-sized professional 

qualifications in Insurance can be 

developed by making reference to 

the FPQS. There are indeed huge 

potentials in micro-learning. Learning 

is divided into smaller components 

and provides one learning point at a 

time (just enough). Whilst waiting for a 

client to show up for an appointment, 

an Insurance professional could spend 

that little time learning something new 

(just for me). This learning may benefit 

the Insurance professional by enabling 

him or her to address the questions 

or concerns from the client (just-in-

time) and close the deal. In any case, 

the professional is likely to retain the 

information for a longer time.

The quality and consistency of these 

learning programmes and qualifications 

need to be safeguarded, and FAA 

supports the FSI training providers 

to quality assure the Insurance 

professional learning programmes 

and qualifications, and to ensure the 

alignment of competencies, learning 

level, assessments and learning 

outcomes. At the same time, FAA 

can also play a role in supporting 

the development of internal quality 

assurance (QA) mechanisms of 

professional training providers, 

taking into consideration the specific 

requirements of e-learning and the 

FAA Learning Criteria (FLC). The 

FLC, which is benchmarked against 

international QA standards, has been 

used by FAA for the accreditation of 

learning programmes. Consisting of 

six dimensions and 31 indicators, the 

FLC has also served as a guide for 

professional training providers and 

individuals in the design, development, 

delivery and assessment of 

professional learning programmes.

In meeting its mandate of raising the 

standard and quality of professional 

learning in the FSI, FAA also plays 

a role in connecting professional 

training providers and higher 

education institutions to enable 

competency-based curriculum to 

be jointly designed and delivered, 

either in the face-to-face, online or 

blended mode. It is possible that we 

may one day see the professional 

qualification programmes of the 

Malaysian Insurance Institute being 

jointly offered or embedded in the 

academic programmes of public and 

private higher education institutions in 

Malaysia and beyond.

With technology, possibilities are 

limitless, and the training and 

development landscape is definitely 

poised for even more exciting 

changes.

Readers are welcome to visit our 

website at faa.org.my for more 

information on FPQS, FQS and FLC, 

or contact us at info@faa.org.my for 

the e-Certified Training Professional 

programme.
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ALL-CHANGE, WITH FACE-TO-FACE OFF 

THE TABLE

2020 has been a seminal year for 

Learning & Development (L&D) around 

the world. Covid-19 has taken face-

to-face learning off the table and, 

as a result, digital courses are 

flourishing. Furthermore, there 

is widespread acceptance that 

these new approaches will have 

a permanent place in the solution 

set for both formal education 

programmes and, perhaps 

even more so, in business L&D 

programmes going forward.

TDI ACADEMY – DESIGNING VIRTUAL 

BLENDED SOLUTIONS

At The Digital Insurer (TDI) we made 

a decision in the middle of 2019 to 

create the world’s first “mini-MBA” 

in digital insurance within a newly 

formed offering of TDI called TDI 

Academy. As a fully-fledged digital 

business with Digital in our DNA, 

we naturally decided to explore 

delivery on a Digital First basis. 

What we mean by ‘Digital 

First’ is that the default 

The Future Of Learning  
In A Digital World –  
Design & Implementation 
Approaches For The 
Insurance Industry 
By Hugh Terry,CEO of The Digital Insurer (TDI)

standard operating model is remote 

and digital, but that a human element 

is still incorporated into the design 

given the importance of engagement 

and collaboration to deliver the best 

outcomes for our customers.

Without doubt TDI has benefited 

from the changed environment that 

is further accelerating the need 

for digital transformation and the 

need for courses like ours to help 

introduce a digital culture as well 

as reskilling in our area of 

expertise around digital 

insurance.

Having listened to many 

business leaders and 

L&D professionals we 

also included in our design 

thinking the need to provide 

for the “vital many” to ensure 

scalability and affordability. 

More about that later

Figure 1 below outlines 

the design principles 

we established for TDI 

Academy and which have 

evolved over the last 

12 months. These were 

established following input 

from many of our members 

around the world, alongside 

research on the latest 

trends in L&D.
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refreshed, has provided us with the 

basis for ensuring design and delivery 

of high-quality, relevant programmes 

for all delivered in a truly inclusive and 

collaborative manner

Focused – our content is geared to 

the needs of the “Modern Learner” 

and we have confirmed that video 

delivery of content is super effective 

as is plays to both visual and auditory 

senses. By “Micro-chunking” each 

lesson into 4-6 short videos it 

makes it possible for participants to 

consume the lessons on the go, on 

an ‘any time / anywhere’ basis. We 

also backup each lesson with more 

detailed presentation decks and 

further references to allow participants 

to take their learning beyond the 

curriculum where there is interest.

O2O (online to offline) – digital 

doesn’t have to mean digital-only 

and there is overwhelming evidence 

that the human touch makes a 

huge difference to the learning 

experience, in line with the Digital 

First model noted above. In our case, 

for our “mini-MBA” programme we 

introduced weekly discussion groups 

that can be conducted virtually over 

a webinar / online meeting platform. 

In addition, business-oriented 

and practical assignments ensure 

consolidation of knowledge and 

application to relevant use cases. The 

immediate application of knowledge 

to real work situations addresses 

the practical need of incorporating 

learning into the flow of work and 

increases ROI on the programme.

Integrated – lastly, we have integrated 

our TDI knowledge portal into the 

TDI Academy programme structure. 

This gives an initial entry point based 

around knowledge consumption 

and provides an “escalator” 

allowing people to take more formal 

programmes in the TDI Academy on 

digital insurance when required. This 

integrated approach also means we 

can grant programme alumni ongoing 

access to the programmes as a 

modest cost – essentially providing an 

environment for life-long learning and 

community connectivity that can help 

digital insurance professionals as their 

careers advance, as well of course 

as providing ongoing benefits to their 

sponsoring firms.

If you would like more information 

on our design approaches, then this 

webinar recording on blended learning 

in a digital world, that we recorded 

with LIMRA / LOMA, will be of interest.

WHAT HAVE WE LEARNT SO FAR?

12-months in, and with the experience 

of two cohorts and an aggregate ADI 

Programme NPS of + 53% (excellent), 

we are increasingly confident that 

we have created something of 

both practical relevance and global 

application for the insurance industry. 

And, most importantly for TDI, 

something which is very much in line 

with our purpose of ‘working together 

to accelerate the digital transformation 

of insurance’.

We have been very careful to ensure 

we get detailed feedback from all 

participants on each and every lesson. 

This provides us data to improve the 

programmes and also feedback to 

sponsoring companies.

Some of our key insights so far are:

1. The collection of detailed 

feedback allows more mature 

I’d like to share our thinking on some 

of the design principles above and 

will focus on the ones highlighted in 

salmon pink and move from right to 

left (and from top to bottom)

Up-to-Date – the topic of digital 

insurance combines the technical 

insurance world and the fast moving 

world of technology. For us this 

means a commitment to a quality 

curriculum and excellent lessons 

that are relevant to the industry. We 

designed lesson outlines that were 

developed and delivered by Industry 

Experts around the world who bring in 

the latest thinking on their lesson. The 

lessons are all systematically reviewed 

and updated to ensure they remain 

relevant and TDI Academy alumni will 

have continued access.

Collaborative – a comprehensive 

programme is beyond the capabilities 

of any one team or organisation.  At 

TDI we received practical and financial 

support from our Corporate Members, 

primarily insurers, who backed the 

development and launch of the 

Programmes. We also benefit from 

our broad community of interest of 

40,000+ members who provide many 

options for selecting a diverse range 

of Industry Experts. This, combined 

with our large knowledgebase on 

digital insurance, that is constantly 

Figure 1 Design principles for TDI Academy programmes on digital insurance
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judgements to be made on how 

programmes are progressing 

and also provides the detail 

needed for meaningful lesson 

improvement.

2. Use of Industry Experts to 

create and present content 

using video really works and 

our virtual model allows us to 

bring in talent from around the 

world.

3. Micro-chunking the delivery 

provides ease of learning and is 

very popular.

4. There is a variability of learning 

styles and preferences from 

participants so allowing as 

much flexibility as possible is 

important. We have introduced 

a faster, online-only version 

(CDI) to meet the needs of 

those that cannot commit 

to a longer programme 

such as ADI (with scheduled 

discussion groups and course 

assignments) and prefer a self-

paced solution.

5. There is an art to lesson 

design in order to produce 

something that is compelling, 

globally relevant and, can 

also be maintained and 

upgraded quickly as the 

external environment changes 

(this is a critical factor for 

us as technology is driving 

change and new use cases are 

emerging all the time).

6. Having a dedicated core team 

of professionals to design and 

develop the curriculum and 

engage with Industry Experts 

is a key success factor. In 

our case there is a team of 

6 including a Programme 

Director, Curriculum & Exam 

Director, Technical Production 

Director, Programme Admin, 

Video Production specialist and 

L&D platform specialist.xz

WHAT DOES THE FUTURE HOLD?

When Covid-19 finally goes into the 

rear view there will naturally be some 

reversion to face-to-face learning for 

some subject areas – but already it 

is clear that digital learning is being 

taken to the next level and is vastly 

superior than the old ways for many 

subject areas and especially for fast-

moving business-based learning & 

development areas such a digital.

This recent quote from a McKinsey 

interview with Greg Heidrich, 

Executive Director at the Society 

of Actuaries (SOA), shows how the 

established institutions are moving to 

adopt the new reality:

“At the SOA, we are accelerating 

our own transformation. We had 

already planned to make more 

of our educational programs and 

examinations digital and to make our 

credentialing system more modular. 

Now we are fast-tracking our shift to 

offering more micro-credentials, more 

certificates, more digital badging, 

and more virtual or digital learning 

opportunities. For example, this year 

we’re converting all our learning 

opportunities from in-person to virtual. 

That means new delivery methods, 

new event designs, new pricing 

models, new attendee engagement 

Figure 2 TDI Knowledge Pyramid for digital insurance L&D
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methods—new everything. We’ve 

since learned that these events 

attract attendees never drawn before 

because our programming is now 

more convenient and less expensive. 

Employers and members seem to 

appreciate it. We’ll return to in-person 

learning and professional development 

when we can, but virtual programming 

is now a permanent part of what we 

offer.”

At TDI we are committed to extending 

the range of L&D options available 

for those that are interested in how 

digital technologies can improve 

insurance for consumers. Figure 2 

below illustrates the Learning Pyramid 

of programmes we have created.

For us, the key to successful learning 

is to have an entry level founded 

on a robust, dynamic knowledge 

platform. This creates the material 

and community upon which all other 

programmes are built, and it provides 

the entry level from which participants, 

managers and HR professionals can 

decide how to deliver the right learning 

at the right time and at the right cost. 

At TDI this foundational level has been 

built-up over the last 8 years.

As we go forward our plans for 

innovating TDI Academy are in 5 key 

areas:

1. Taking cost off the table: 

compelling offerings to Insurers 

to allow them to access the 

platform and make digital 

insurance L&D available to all at 

a fixed annual membership fee. 

There can be no excuses on 

affordability or access to  

the entry level platform of  

TDI J – we are focused on 

providing leadership teams with 

the tools to accelerate creation 

of a digital culture and address 

skills gaps at a modest cost

2. Global scale: we are forming 

partnerships with other learning 

institutes and relevant bodies 

to make our programmes as 

widely available and relevant 

as possible. This includes 

extending our platform at no 

cost to those organisations who 

are working to bring increased 

diversity and inclusiveness 

into the insurance industry. 

We expect to extend 

language choices in 2021 

making available professional 

translation of lesson transcripts 

and embedding captions into 

videos

ABOUT THE AUTHOR AND  

THE DIGITAL INSURER

Hugh Terry Is the founder of The Digital 

Insurer and has been based in South East 

Asia for more than 20 years and has more 

than 30 years’ experience in the insurance 

industry in operational , consulting and 

entrepreneurial capacities . He is an 

actuary by profession.

The Digital insurer has the world’s largest 

knowledgebase on digital insurance and 

a global community of more than 35,000 

members including more than 600 in 

Malaysia. Its purpose is “working together 

to accelerate the digital transformation of 

insurance” . you can sign up for content 

for free at www.the-digital-insurer.com

3. Maintain, refresh & improve: 

continued focus on the core 

curriculum to maintain, refresh 

and improve the quality of what 

we do – we have an embedded 

process to ensure this happens 

systematically. This backbone 

investment ensures our 

core programmes maintain 

relevancy and high standards 

over time

4. Specialist programmes: we 

are exploring extending our 

ADI programme into a range of 

specialist courses of relevance 

to the insurance industry, 

under a new programme called 

FDI [Fellow Digital Insurer]. We 

will be using an open platform 

approach and will be partnering 

with people and companies 

around the world

5. Learning credits: we will be 

introducing a member-wide 

learning credit system that 

allows members to track their 

engagement with content. We 

will also be providing rewards 

and incentives for those that 

engage more over time – 

thereby creating a virtuous 

circle that increases the 

number of active learners and 

reduces the costs of learning 

further.

For further information on TDI 

Academy Programmes, visit https://

www.the-digital-insurer.com/tdi-

academy/

We had already planned to make 

more of our educational programs 

and examinations digital and to 

make our credentialing system 

more modular.
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F
or the past 30 years, the 

fire insurance industry 

in Malaysia has been 

regulated by a tariff; 

guided by the Fire Tariff 

document. This guide was 

then updated in 2007; 

known as the Revised Fire 

Tariff (RFT) document, 

which is being used until 

now. The RFT provides guidance 

on policy wordings, warranties to 

be applied, and specific base rates 

according to the construction type, 

occupation and losses; mainly at 

that time, to guide local insurance 

companies in computing premiums 

and regulating the covers. The tariff 

environment was established to 

ensure a fair market among insurers. 

If appropriately enforced, the risk offer 

for a single customer shall be similar 

regardless which insurer they choose.

WHAT IS DETARIFFICATION?

The main reason why tariff was 

introduced is to help insurers have a 

sustainable business, by managing 

competition among insurance 

companies. However, customers 

are at a disadvantage from having 

the same fixed base rate, regardless 

of their risk quality. As the market 

for local insurers have matured over 

the years, it is only fair to have the 

“open-market” approach initiated. 

This will favour the customers, where 

they will have the freedom to choose 

the insurance company with the best 

suited coverage. 

Detariffication, or liberisation, has been 

implemented by many developed 

countries, with the aim to have a 

more competitive marketplace for the 

insurers, as well to improve the quality 

of service with wider range of products 

for consumers. Singapore is an 

example of a country within the region 

that is practising this concept.

The two segments that have been 

in the tariff environment in Malaysia 

were the motor and fire segment. 

Detariffication of both segments 

was initiated in July 2017, and is 

continuing to liberalize and mature. 

Once complete open-market is 

achieved, insurers will not be bound by 

RFT, although still governed by Bank 

Negara Malaysia (BNM) and Persatuan 

Fire Insurance Detariffication,  
and How Risk Engineers Can  
Make a Difference 
By A. Vishnushama Ambikapathi, Head of Risk Engineering, AXA Affin General Insurance Bhd
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Insurans Am Malaysia (PIAM) to 

ensure compliance. PIAM will oversee 

the industry practice to prevent any 

deviation by insurance companies 

from the defined boundaries. 

Ultimately, Malaysia’s aim is to achieve 

detariffication, and not deregulation.

With this, there will be no “one-size-

fits-all” approach when it comes to 

quantifying a risk. A single rating 

approach may not apply perfectly for 

all cases. Insurance companies need 

to find proactive methods to continue 

being competitive in pricing and 

product development.

HOW WILL DETARIFFICATION IMPACT 

FIRE INSURANCE AS A WHOLE?  

Come detariffication, the market will 

indirectly face reduction in prices. 

Insurers will need to manage their 

premiums more dynamically and find 

the balance to ensure competitive 

pricing, as well as help customers 

recover from losses. The premiums 

need to be engineered and calculated 

with substantial technical data and 

actuarial formulas.

This is where risk engineers come in. 

The role of risk engineers in insurance 

companies has never been more 

significant than now. Risk engineers 

(or also commonly referred to as loss 

prevention engineers, risk consultants, 

loss prevention consultants, risk 

surveyors) have been trained to be the 

eyes of the underwriters – they visit the 

clients’ site and produce risk reports 

for the underwriter’s reference.

During the days of tariff, risk engineers 

were sent to the ground to gather 

information onsite, based on a 

report template.The template usually 

covers areas purely to satisfy the 

RFT’s requirements. There is minimal 

engineering input given to assist 

underwriters in making an informed 

decision.

With liberalisation, underwriters will 

need a holistic opinion on risk quality, 

in order to evaluate the site better.

Risk engineers will need to produce 

customized reports depending on the 

occupancies. For example, the items 

of concern in warehouse fire varies 

from that in a power plant. Conversely, 

business interruption exposure for a 

commercial risk may be different from 

a manufacturing risk. 

With proper hazard identification 

of a client, the risk engineer is able 

to provide wrisk improvement 

recommendations to help the client 

mitigate their risk. Any reduction in 

exposure means reduced clients’ 

business interruption, in case of a loss. 

This proactive approach will not only 

benefit insurers, customers have an 

edge as well.

Furthermore, risk engineers being the 

front-liners of the company, will need 

to portray that they are not just at the 

client’s site for a visit to collect data, 

but also to help the client identify any 

exposures in their business. The Risk 

engineer’s role will evolve into that of 

a consultant, rather than purely as a 

surveyor per se.

Risk engineers would also play 

an expanded role in dealing with 

customers by providing value-added 

services. For example in a Post-

loss survey, the risk engineer would 

visit a site which just suffered a loss 

incident and discover avenues for risk 

improvements. The risk engineer will 

work with the customer to mitigate the 

loss from recurring. 

Back at the office, there will be more 

collaboration between risk engineers 

and underwriters, distribution, 

and actuarial; to give an impactful 

analysis of clients’ risk quality and 

pressing exposures. Risk engineers 

will also assist in risk accumulation 

and modelling, natural catastrophe 

modelling, technical rating, and pricing 

tool. Risk engineers will aim to help 

insurance companies to correctly 

rate a risk. The risk loss data will be 

extremely helpful, nevertheless risk 

management will play a pivotal role in 

underwriting pricing, product, and term 

setting.

To summarize, risk engineers will help 

to push the limits for improving risk 

qualities in the insurance industry, as 

well as assist underwriters in providing 

better coverage for customers. 

Better risk management not only aids 

underwriters and insurance companies, 

they also help customers have 

uninterrupted business. As this is a 

transformative process, risk engineers 

need to be more open to enhance 

their role as the operating landscape 

evolves to risk-based underwriting in 

order for dynamic change to take place 

in the insurance industry.

A. Vishnushama Ambikapathi

Risk engineers being the front-liners in assessing hazards. (image source: AXA Corporate Solutions)
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F
or many businesses, the 

COVID-19 outbreak is the 

toughest problem they 

have ever had to face. 

With customers under 

lockdown, shops closed, 

cashflow drying up and 

staff layoffs, businesses 

wonder how they are 

going to survive. But amid 

all these threats, some companies are 

flourishing while some are finding ways 

to forge ahead because of dramatic 

shifts in consumer behaviour and 

needs. 

Businesses are creatively learning to 

adapt to the pandemic lifestyle, helping 

people socially distance themselves 

from others by enabling services with 

very minimal or no human contact. 

Big and small, the following businesses 

are all taking advantage of new 

commercial opportunities.

E-COMMERCE

The closure of walk-in stores and 

fear of public places is resulting in 

a more rapid shift towards online 

retail, benefitting the e-commerce 

sector. Companies such as Amazon, 

AliExpress, and Grab are enjoying 

increased consumer demand through 

sales of vital items and services 

such as food, cleaning supplies and 

household essentials.  

Booming  
Businesses in 2020 
Amidst the Pandemic 

By Nor Izmawati Mostapar, Vice President, MII Corporate Communications and e-Learning
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These companies are the solution to 

the current socio-economic situation.

Retailers that have online stores are 

also doing extremely well during the 

pandemic. During the pandemic, 

online businesses have seen 

significant increase in revenue, like 

that of peak holiday season levels. 

This overwhelming demand through 

e-commerce has forced some online 

businesses to freeze incoming orders 

to clear backlog of deliveries. 

CONSUMER GOODS

Despite broader trends of economic 

decline and global recession, certain 

segments of commercial businesses 

offering consumer goods are enjoying 

a greater share of wallet. With the 

general public practicing social 

distancing, more families are stocking 

up on goods and eating at home. 

Many people stock up on frozen food, 

canned and jarred food that has longer 

shelf life. This has led to large and 

small grocers alike to see surges in 

customer demand.

Other personal and household 

essentials such as cleaning products 

and hand sanitisers are also big ticket 

items which are bought in bulk due to 

panic buying. 

CLEANING SERVICES

With the spread of COVID-19, it 

is no surprise that professional 

cleaning services that sanitize offices, 

restaurants and homes are in high 

demand. Cleaning companies are 

especially in demand for commercial 

buildings and medical facilities.

Cleaning of facilities frequented by 

the public is an even more lucrative 

business as some governments make 

it a mandatory practice if such facilities 

wish to continue doing business with 

the public. In such cases, not only the 

cleaning service company gains, but 

also cleaning products suppliers. 

PHARMACEUTICALS AND HEALTHCARE

Pharmaceutical companies and 

healthcare suppliers are also at the 

forefront when it comes to booming 

business during a pandemic. Such 

supplies are not always easy to come 

by as the demand is not only from 

domestic buyers but also international 

buyers. Producers and suppliers of 

items such as flu vaccine, face masks, 

surgical gloves, hand sanitizers and 

any item that uses the key word 

“anti-bacterial” are in extremely high 

demand and in certain countries, short 

of supply. 

Currently, various pharmaceutical 

companies around the world are 

announcing clinical trials for COVID-19 

treatment, another boost in their 

business. As the pandemic spreads 

across nearly every country on the 

face of the Earth and infecting more 

than 30 million (and rising) people, the 

production and supply of COVID-19 

vaccines will have to cater to an 

absolutely gigantic market – the entire 

world. 

The pharmaceutical industry and 

private healthcare providers are 

predicted to enjoy economic growth 

because of the coronavirus, for many 

years to come. It is now only a matter 

of supply.

HOME ENTERTAINMENT AND VIRTUAL 

PLATFORMS

Virtual technologies enable people 

to keep themselves entertained and 

remain in contact remotely. Companies 

that offer such platforms are expected 

to enjoy a continued rise in stock 

market value.

The biggest market players in the 

home entertainment business are of 

course Netflix, Youtube and Spotify. 

Similarly, social networking apps such 

as Facebook, Instagram and Skype 

are predicted by analysts to rise in 

popularity as they allow people to keep 

in touch across the globe.

Businesses have also encouraged 

their employees to work remotely 

from home, causing shares in video-

conferencing businesses to skyrocket. 

This increase is also attributed to the 

use of virtual communication platforms 

for online learning, as schools are 

forced to close and conduct teaching 

remotely. Highest earners are video 

communication companies such as 

Zoom, Microsoft Teams, Webex and 

Skype. 

https://www.thelawyerportal.

com

https://www.uschamber.com

https://www.theweek.co.uk

REFERENCES



INSURANCE Oct - Dec 2020 www.insurance.com.my

60 Feature

App Popularity  

Impact During The COVID-19 Pandemic

Growth

Slowdown

Explosion

Emergence

Download 
Decrease

Active Users Increase

Video Chat 
& Online 

Conference

Download  
Increase

Active Users Decrease

Online 
Shopping

Online 
Shopping Social 

Media

Social 
Media

Media & 
Entertaiment

Healthcare

Healthcare

Healthcare

Real 
Estate

Real 
Estate

Food  
Delivery

Food  
Delivery

Mobility 

Mobility 

Travel & 
Hospitality

Mobility 

Reference: https://www.visualcapitalist.com/covid-19-impact-on-app-popularity/





F
ounded in 1871, 

Svenska Handelsbanken 

(Handelsbanken) is one 

of the major banks in 

Scandinavia and Europe, 

it counts nearly 12,000 

employees working in 

about 800 branches in 

over 20 countries. It is 

renowned for its strong 

culture, commitment to customers 

and management team that allocates 

capital in an intelligent way, with 

the right incentives and a long-term 

approach. It sets an example for 

banks worldwide while still retaining 

its Swedish conservative, traditional 

nature, a “strategic blueprint that 

other banks should aspire to follow”, 

according to a 2015 Berenberg report.

Former Chief Executive Officer (CEO) 

Jan Wallander brought organizational 

reform from 1970 onwards that has 

lasted until today by pioneering 

the decentralized banking method. 

Committing to a business model that 

is honest, value-driven approach 

has yielded positive results for the 

past four decades, even being more 

profitable than the average for other 

listed banks every year since 1972. 

Worth noting is that Handelsbanken 

never received any form of financial 

aid during severe economic recession 

or banking crisis, actually expanding 

its market share in the 1990s and 

since 2008 has delivered a higher 

Financial Landscape 
in Malaysia and 
The Immeasurable 
Currency of Culture
By Sharala Axryd, Founder and Chief Executive Officer of The Center of  
Applied Data Science
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total return to shareholders than any 

other big European bank. According 

to former President and CEO Anders 

Bouvin, ‘the ethos of the bank is: 

a bank should be an asset to the 

community, not a liability’.

Therefore, the question to ask is how 

was all this possible and what enabled 

such progressive outcomes? This was 

after all a bank, as traditional as one 

can get. After in-depth research and 

analysis, two clear factors revealed 

themselves as vital to the success 

of the Swedish bank – a very unique 

strategy and a strong internal culture.

YOUR FRIENDLY NEIGHBORHOOD BANK

It wasn’t luck that got the bank 

ranked number one in customer 

satisfaction for the last 30 years and 

has the highest satisfaction levels 

with the digital services of Sweden´s 

big banks, as shown in the new EPSI 

report. Handelsbanken’s success is 

founded on its ‘localism’ ideology. 

Their differentiator is that they are a 

local relationship bank that is based 

on satisfied customers, financial 

strength and traditional values 

coupled with the ability to empower 

their people. Branch managers are 

granted a high level of autonomy in 

making their own decisions on their 

branch’s budget and every aspect of 

the branch’s banking operation.

Call centers, marketing campaigns 

and advertisements are shunned in 

favor of the personal touch. Whether 

they visit the bank branches or go 

online, customers are always given 

a bespoke service that directly 

addresses their individual needs and 

financial situation. Enter a postcode 

on the homepage and be taken to 

the local website where customers 

can meet the management team 

and read a message post from the 

branch manager. Introductions are 

made even before a face-to-face 

meeting, with continued interactions 

leading to strong customer loyalty and 

satisfaction.

By building a rapport between 

customer and branch staff, this 

can eventually develop into almost 

a personal relationship where the 

customer feels confident their 

interests are put first. When the bank 

understands their audience, they can 

deliver the right services and tailor 

products depending on what their 

customer’s individual needs are. 

The same goes for a local business 

running their accounts with their 

local Handelsbanken, since both 

understand each other which ensures 

there are benefits experienced by 

both sides. Business owners can 

breathe a sigh of relief, knowing they 

are working with a bank who cares 

enough to understand them, their 

business and whatever pressures and 

obstacles they may face along the 

way.

It is a practice built on trust. 

“litar på dig” = "We trust you"
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To truly deliver on its brand values, 

every staff member of Handelsbanken 

is committed to what the vision is. 

The shared beliefs of Handelsbanken 

aren’t encompassed in trendy 

buzzwords but instead a booklet 

simply known as ‘Our Way’ which was 

first written by Wallander in the early 

1970’s and developed by new CEOs 

over the years. The booklet describes 

how to conduct banking operations. 

Dedication to the high decentralization 

philosophy even led to the unanimous 

removal of a CEO in 2016 when he 

resisted this decentralized approach, 

thus resulting in a culture clash.

Handelsbanken’s natural assumption 

is that ‘I trust first’. When the natural 

assumption is trust first and that 

people are empowered to take 

responsibility in the decisions they 

make, then an incentive plan or 

Key Performance Indicators (KPI) is 

unnecessary because employees will 

do the right thing by the business. 

Faith in employees leads to high levels 

of motivation and better quality of 

decisions.

What is interesting yet may seem 

provocative is that the bank refuses 

to hand out bonuses, financial 

incentives to do well and set targets 

for their people to meet. Instead, the 

bank asks their managers and staff 

members to exclusively focus on the 

customer needs. Fiscal rewards come 

to the employees in the form of equal 

share of profits when the bank’s return 

on equity beats their competitors.

DRIVING DIGITALIZATION IN THE 

TRANSFORMATION JOURNEY

For all that they are doing right, 

Handelsbanken is still encountering 

the same challenges every other 

company is in the new of Artificial 

Intelligence (AI). Their transformation 

journey needs to be structured 

around which decisions stay local and 

which decisions could benefit more 

with the help of technology or more 

centralization.

With centralization, the bank can 

ensure that their efforts aren’t 

duplicated and that the infrastructure 

is efficiently in place. However, there 

is also a risk of stifling innovation and 

slow reaction to new developments 

within the industry. Handelsbanken’s 

Chief Digital Officer understands the 

bank’s unique position and posits 

that transparency is key, noting that 

the worst thing to do is take away 

responsibility from empowered 

employees because it kills 

engagement. When engagement is 

already as high as it is in the bank, the 

challenge is how best to channel that 

untapped energy into productivity.

CULTURE IS WHAT GUIDES DECISIONS 

IN THE ABSENCE OF POLICY

For personalized service, 

decentralization is crucial and how 

that is enabled is to build a culture of 

trust with a strong digital backbone. 

That is a given in Sweden, where 

even if the manpower isn’t there, 

everything is digital and data driven. 

Therefore, they invest more in culture 

and that is where there is more power 

in their strategy. By closely examining 

Handelsbanken, they are living proof 

that traditional business models don’t 

necessarily need a complete overhaul 

in order to achieve a multi- billion 

result. US$20 billion is not a bad 

market cap, the bank just has to make 

sure they don’t lose out in the game.

How traditional businesses adapts 

strategy and digital without 

disrupting but substituting and also 

complementing businesses, that is 

what is needed. The bank has the 

mindset they need to adapt and 

preserve the customer experience. 

Efficiency comes from digitization.

FINANCIAL LANDSCAPE IN MALAYSIA

Perhaps the question to ask is if the 

basis of Handelsbanken’s culture 

is trust, can the same approach be 

applied to and replicated by banks 

in Malaysia? Financial technology 

(fintech) disruption is reshaping 

the industry along with external 

headwinds and uncertainties from 

Brexit and the trade tensions between 

the United States and China, among 

others. However, Malaysian banks 

remain resilient with reasonably 

healthy profits and asset quality. 

They have even weathered public 

perception affected by recent financial 

scandals and cybersecurity threats 

that have hit closer to home.

In fact, E rnst & Young’s (EY) Asean 

FinTech Census 2018 dubbed 

Malaysia an “emerging fintech hub 

in Asia”, with US$75 million (RM308 

million) worth of investments made in 

2017 — a 15 times increase year-

on-year. In Malaysia there are 26 
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commercial banks, 16 Islamic banks, 

one international Islamic bank, 11 

investment banks and from the total 

26 commercial banks, 18 are foreign-

based lenders.

There are 196 key fintech players 

in Malaysia as of 2019 with 38% in 

e-wallet and payment, according to 

the Fintech Malaysia Report 2019 .

On 27 December 2019, Bank Negara 

Malaysia released an exposure draft 

for Licensing Framework for Digital 

Banks, developed with the intent to 

offer banking products and services 

to underserved or unserved market 

through digital means. The hope is 

that the framework will play a key 

role in achieving Malaysia’s Shared 

Prosperity Vision (SPV) 2030. Hot off 

the heels of digital banking legislation 

trotted out by other Asian Pacific 

countries, Bank Negara Malaysia is 

even strongly considering issuing up 

to five digital bank licences.

BANKING CULTURE IN MALAYSIA

Hong Leong Bank – As Malaysia’s 

oldest home-grown bank, Hong Leong 

Bank adopted the mantra ‘digital at its 

core’ as a way to embrace the digital 

era. The hope is that best digital 

practices will be adopted in the way 

their departments are run, the way 

they collaborate and the workplace 

overall even while the core banking 

systems remain the same. Because 

digital transactions now account for 

the bulk of their total transactions, 

most of branch staff now have to 

directly engage with customers. 

Digitalization presents an opportunity 

for more personal user experience 

and enhanced opportunities to 

cross-sell Hong Leong products, thus 

transforming not only the customer 

experience, but middleware and back-

end systems as well.

Citibank – Leading a digital workforce 

requires leadership who can 

adapt and change with the times. 

Citibank’s CEO emphasises four 

distinct traits; “Clear direction, 

good communication, empathy and 

the ability to lead from the front.” 

Attracting and keeping their majority 

millennial workforce requires a 

collaborative and innovatice culture 

which promotes opportunities to 

develop new skill sets and leadership 

qualities. Training programmes are 

abundant as are task forces, special 

groups and digital coucils where 

ideas can flourish in the digital space.

DOES CULTURE MATTER ON THE 

BOTTOM-LINE DOLLAR?

Since the 2008 Financial Crisis, 

the banking industry “has made 

significant efforts to understand and 

improve the culture of their firms, 

and scrutinize employee conduct,” 

according to the Group of Thirty (G30) 

“Banking Conduct and Culture: A 

Permanent Mindset Change,” report. 

More significantly is the fact that 

the an estimated US$350-US$470 
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billion in penalties (including fines and 

litigation / settlement charges)had ot 

be paid by the banking industry for 

conduct-related matters.

Besides monetary losses, discounting 

the building blocks of culture and trust 

can lead to concerns in:

1. a lack of faith that the industry 

has really changed its way

2. potential for conduct and culture 

fatigue

3. “employee burnout from all 

of the culture and conduct 

initiatives,”

4. a desire “to get back to 

business”

5. uncertainty around new 

developments (such as 

technology and artificial 

intelligence)

6. fear that the ongoing 

organizational changes are 

not fully embedded and won’t 

“stick” in the longer term

“Only by making culture stewardship 

a permanent and integral part of 

how business is conducted will 

organizations avoid culture fatigue and 

backsliding,” the report stresses.

Financial technology has displaced 

the over decade-old 2008 financial 

crisis as the main issue driving the 

international regulatory agenda. 

Success in the digital age will in fact 

heavily rely on overcoming functional 

and departmental silos, a fear of 

taking risks and difficulty forming 

and acting on a single view of the 

customer.

Raising an organization’s digital 

quotient are only the first few steps 

in a digital transformation journey. In 

the short run, their competitiveness 

will be defined by how much push 

and support they give their employees 

with professional development. 

To remain resilient for the next 

recession or financial crisis, banking 

leadership need to look for strategic 

breakthrough opportunities, even 

innovations from their employees 

that can lay the foundation of future 

business models and processes.

The overhyped agile approach to 

developing and delivering technology 

can itself become a sacred cow, 

creating a culture of short termism 

and temporary fixes – often 

obstructing longer-term scaling – 

the very thing the agile philosophy 

and culture is supposed to help 

firms avoid. Banks cannot break 

the wheel of decades-old legacy 

systems overnight. Handelsbanken 

certainly didn’t, they just adopted 

what complemented their way of work 

and applied the technology to their 

operations without alienating their 

people. Really, banks could learn a 

lot from up-and-coming Fintechs, 

how these new start-ups operate on 

a daily basis, how the new generation 

relate to their employees and what is 

their view on customer experience, 

not just focused on products and 

services. At the same time, Fintechs 

have a bottomless well of knowledge 

to learn from incumbents as well, 

so they can become more valuable 

partners to them. Collaboration, not 

competition, will be key.

Culture is very much like trust - 

challenging to build, easy to break 

and even harder to change. Most 

important, the culture being built 

should resonate with the bank’s 

culture and drive them into high- 

performance action. Motivated 

employees, empowered with 

technology that help to reduce human 

error, save time from productivity-

killing tasks and create more time to 

be proactive will bring true competitive 

edge to the financial industry.

For more information on how to build 

a data driven organization strategy, 

please visit https://www.thecads.com/.
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The Malaysia MDRT Day 2020 with 

the theme "Be the Better Version of 

You" was successfully held as a virtual 

event on 18 and 19 September 2020. 

This 2-day virtual event co-organized 

by The Malaysian Insurance Institute 

(MII) featured 47 International and local 

speakers across 5 major speakers 

platform including Main Platform 

Sessions, Focus Sessions, Connexxion 

Zone Sessions, MDRT Speaks 

Sessions and Breakfast Talk Session.  

A total of 8,235 participants joined the 

virtual event, comprising 7,968 local 

participants and 267 international 

participants from Brunei, Cambodia, 

Indonesia, Singapore and Vietnam. 

In true MDRT tradition, the opening 

ceremony started with a line-up of 

flag bearers of participating insurance 

A Record-breaking Virtual Turnout Of 
Over 8,000 Participants At The   
Malaysia MDRT Day 2020 Virtual Event 
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companies and organizers. MDRT 

Malaysia Country Chair, Lim Ren En, 

officiated the opening ceremony held 

at Pullman Kuala Lumpur City Centre, 

attended by speakers and sponsors 

of the event. In his speech, Ren En 

highlighted the positive milestone 

of Malaysia MDRT Membership 

Communications Committee (MCC) 

since it started in 2010, that has 

garnered 1,938 members to date. He 

also urged all members to embrace 

the MDRT Malaysia dream, which is 

“to improve professionalism, work-life 

balance, sales, work ethics and skills 

to bring in more business and improve 

income”. Ren En ended his speech by 

inviting Sean Yap, the newly-appointed 

MDRT Malaysia Country Chair, to 

receive the Country Chair jacket to 

symbolize the succession.  

The Day 1 programme kicked off 

with exclusive virtual sessions with 

Presidents of MDRT, Regina Bedoya, 

Brian Heckert and Tony Gordon 

followed by inspiring speakers 

Sufidawati and Rick Hu. The day 

continued with focus sessions, 

presented in 4 languages. The line-up of 

speakers were Siti Fairus, Susan Khor, 

Kaka Lim, Gan Chin Soon, N. Thiban, 

Trisen Tan, Boonchai Tohsuwanwanich, 

Wilson Ng, Eunice Chen and Neoh 

Seok Pheng. 

Day 2 kicked off with participants 

getting the opportunity to hear from 

distinguished MDRT icons, Tony 

Gordon, Boonchai Tohsuwanwanich, 

Sunny Lee and Sean Yap. The rest of 

the day continued with various breakout 

sessions led by speakers Lim Ai 

Choon, Ho Bee Hian, Harcharanjit Kaur, 

Joserine Yap, Rex Lim, Joanne Soo, 

Christine Sew, Rafiqa Shireen Jemaat, 

Kimberly Lai, Noor Azirah, Puspadevan 

A/L Suppiah, Jong Thian Lung, Jade 

Law, Jocelyn Ong, Tam Kim Fang, 

Josh lee, Esther Hu, Lim Leng Tee, Gan 

Choon Wah and Chia Han Pin. 

The Malaysia MDRT Day sponsors for 

2020 were:

• Platinum Sponsors 

AIA Bhd

Allianz Life Insurance Malaysia 
Berhad

Prudential Assurance Malaysia 

Berhad 

• Gold Sponsor

Zurich Life Insurance Malaysia 

Berhad 

• Silver Sponsors

Great Eastern Life Assurance 

(Malaysia) Berhad

Manulife Insurance Berhad 

ABOUT MALAYSIA MDRT

Malaysia MDRT (Million Dollar Round 

Table) Membership Communications 

Committee is an independent 

association with the mission to lead 

the life insurance industry by way of 

producing high achievers with the 

highest level of professionalism, best 

ethical value, and excellent customer 

service  (who are called MDRT). 

Initiatives include education for 

knowledge development,mentoring  

for skill development, social awareness 

for insights into the life insurance 

industry, and conferences for 

networking and inspiration building.

Malaysia MDRT hosts an annual 

event Malaysia MDRT Day, targeted 

at agents to boost new frontiers with 

new ideas to improve productivity, 

client engagement, strategies and 

business practices the MDRT way. Top 

MDRT, COT and TOT members shared 

sales techniques and ideas, technical 

information as well as motivational 

concepts to attendees comprising of life 

insurance agents and financial services 

practitioners in Malaysia.
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and the full support of the industry, MII 

be better-positioned to handle these 

challenges head on”. Mr Lee ended his 

speech by bidding farewell to fellow 

Board member, Dato’ Adrian Loh, who 

will be retiring from the MII Board after 

a remarkable 25 years of service on the 

MII Board.

The meeting continued with an overview 

of MII’s performance in 2019 and the 

plans moving forward, presented by  

Ms Shalini Pavithran, the Chief Executive 

Officer of MII. In the overview,  

Ms Pavithran stated that MII launched 

a number of initiatives in 2019 that has 

helped broaden MII offerings for the 

insurance fraternity. Some of these 

initiatives include the restructuring of 

membership offerings and benefits, the 

launch of MII Alumni, introduction of 

new payment schemes, delivery of 5 

customized programmes for insurance 

companies, collaborations with over 

10 prominent organizations such as 

Chartered Insurance Institute (CII), 

Australian and New Zealand Institute of 

Insurance and Finance (ANZIIF), Centre 

of Applied Data Sciences (CADS), 

The Malaysian Insurance Institute (MII) 

held its Annual General Meeting (AGM) 

2020 at the Grand Hyatt Kuala Lumpur 

on 22 September 2020 which was 

attended by 50 participants including 

the MII Board of Directors, members 

and staff. In light of the COVID-19 

pandemic and to prioritise the safety 

and health of all in attendance, 

the meeting adhered strictly to the 

Standard Operating Procedures set by 

the authorities. 

The MII AGM 2020 kickstarted with the 

opening address by MII Chairman,  

Mr Antony Lee. In his speech,  

Mr Lee said that “MII is working on 

enhancing their products and services, 

venturing into new horizons and we 

urge members to join us in supporting 

the growth and modernization of the 

industry”. He reminded and advised all 

attendees that “education is a never-

ending journey and continue your quest 

for knowledge and encourage others 

to join us to scale to greater heights. 

Any transformation will be wrought with 

challenges, but I am confident that with 

good leadership and strong teamwork 

Malaysian Institute of Management 

(MIM), Asian Banking School (ABS), 

Asian Institute of Chartered Bankers 

(AICB); to create more value to the 

insurance industry. In addition to that, 

MII has also launched a social learning 

platform where self-study students can 

engage with peers and lecturers to help 

in their learning journey. 

MII’s financial performance improved 

in 2019 largely contributed by the 

operating cost reductions as MII 

automated and enhanced its processes; 

increase demand for in-house 

programmes especially customised 

programmes as they are tailored to 

the company’s needs; and increase 

in sign up for professional certification 

and qualification programmes. MII 

also noted an increase in the number 

of international participants for MII 

qualifications programmes, trainings and 

conferences. As MII continues its quest 

to elevate professional standards, more 

local and international partnerships will 

be developed to support innovation and 

modernization of the insurance industry. 

A Positive Outlook Into The Future At  
MII Annual General Meeting 2020 
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I
t used to be that working-from-

home was a perk. Little did we 

know that this perk has led to so 

many cases of work-from-home 

burnout.

Many have experienced burnout 

before. But a new form of 

burnout from the working-from-

home setting is posing serious 

threats to personal and professional 

lives. In addition to the stress of 

juggling work and home life, including 

children stuck at home because of 

school closures, there is increased 

financial anxiety. Everyone is trying to 

work and live as if things are normal 

during a time that is not at all normal. 

With no end in sight to either the 

pandemic or the economic disruption it 

has caused, employees are increasingly 

worried about their employees being 

pushed to the edge. For some of us, the 

blurred lines between work and personal 

life are normal but for many people, they 

have been forced into this new setting, 

unprepared.

WHAT IS WORK-FROM-HOME BURNOUT?

In simple terms, work-from-home 

burnout happens when people find it 

hard to separate their life at work from 

their life at home. It is especially difficult 

to manage the two during a pandemic, 

as both need to function within the same 

Work-From-Home 
Burnout  
How To Deal With It

living space. It is difficult to know when 

the workday ends and when personal 

life begins. 

Although the work-from-home setting is 

forced during a pandemic, expectations 

remain as if it is a perk. Work-from-

home typically requires employees to 

ensure (or prove) that they are constantly 

available and reachable. Because we 

live in a wired world, whenever an email 

notification pings, or when you get a 

text from a co-worker, you feel obligated 

to reply regardless of the hour. Hence, 

you take on more work because you are 

showing others that you are available 

24/7. The feeling of constantly being 

on duty and connected can make 

people feel physically and emotionally 

exhausted. When all you think about is 

work, you will stop doing things that you 

normally enjoy. Burnout is basically a 

chronic form of fatigue. 

Burnouts can be ‘infectious’. If one 

employee is feeling burnout, it can 

affect an entire team, and eventually 

affect customers and the business itself. 

There are several reasons for employee 

burnout, which leads to physical and 

emotional exhaustion and stress:

• Emotional exhaustion

• Lack of energy

• Job dissatisfaction

• Overwhelming job demands

• Conflicting job requirements

• Lack of proper resources or 

training

What are the signs of work-from-home 

burnout? 

The pandemic contributes to burnout 

in ways that working from home during 

a normal time would not. People have 

kids, partners, and roommates at home, 

or they might be caring for a sick family 

member or elderly parents. They are 

also trying to do everything else like 

work, exercise, relax, and socialize, in a 

space they did not previously use for all 

those things.

Like any other health issue, it is 

important to recognize the warning 

signs early to reduce or prevent the 

effects of work-from-home burnout. For 

many, the first sign of burnout is fatigue. 

Here are more signs to look out for:

• Losing track of tasks

• Not completing work on time

• Going through mood changes like 

irritability, sadness, or anger

• Experiencing symptoms of 

depression, like hopelessness, 

loss of interest in things you used 
to enjoy, or fatigue

www.insurance.com.my

70

INSURANCE Oct-Dec 2020

LifestyleLifestyle70



• Feeling discouraged or apathetic 
about work

• Poor sleep quality, experiencing 
insomnia, or having trouble falling 
asleep

• Feelings of detachment from 
those around you

• A sense of ineffectiveness and 
losing confidence in your abilities 
at work

• Trouble concentrating and 
forgetfulness

• Experiencing physical symptoms, 
like chest pain, headaches, 

gastrointestinal pain

HOW TO PREVENT OR REDUCE  

WORK-FROM-HOME BURNOUT

While burnout is typically associated 

with excessive workload, detachment, 

and fatigue, it is hard to really assess 

how you are contributing to your own 

burnout. You can attempt to break 

certain work activities that contribute to 

burnout, but you can also take on new 

and fun activities that can help manage 

your stress level. 

Keep in mind that burnout will not 

simply disappear. It will take some time 

and several attempts too. Try doing 

the same thing in different ways or try 

doing new things. Not everything will 

work out but do not give up. The last 

thing you want is for burnout to return 

and you are back where you started. 

The following are some simple things 

you can try for a start:

Recognize the problem

First and foremost is to recognize the 

symptoms and acknowledge that it is 

a real problem. Only you know when 

your body is giving out cues that a 

problem is brewing. 

Open up to your boss

Tell your boss what is going on in your 

life – the good and the bad. Building 

that relationship with your superior will 

make it easier for you to open up and 

seek help when you really need it. 

When there are too many tasks at 

hand, you may tend to lose track of it 

all and give up before you even start. 

So, ask your boss for guidance and 

clarity on prioritization. This will help 

you plan and manage your deliverables 

better. 

Ask for flexibility if it will help you better 

balance your personal and professional 

responsibilities. Reassure your boss 

that flexibility will allow you to be more 

focussed and productive.

Find out about mental health 

benefits

Find out whether your employer offers 

any mental health benefits that they did 

not provide before the pandemic. For 

example, mental health programmes, 

counselling service, and stress 

reduction programmes.

Change your setup and routine

When you work-from-home, it is critical 

to create a surrounding that will help 

you perform your work. Changing work 

styles and routine is also a helpful way 

to reduce stress. Here are some things 

you can do: 

• Set a new schedule to control 

situations that seem out of 

control. Wake up each morning at 

a scheduled time, dress for work, 

and plan your breaks for the day. 

• Set up a dedicated workspace. 

Cordon yourself from the rest of 

your domestic surroundings. 

• Focus on work tasks before 

personal tasks. Personal tasks 

can be attended to during your 

breaks or when you are officially 

off work. 

• Clarify expectations with your 

team every morning. Make 

sure everyone knows what the 

expectations for the day are. 

Communication is vital. 

• Define your actual working 

hours. Turn off email and work 

notifications when you are not on 

the job. 

Avoid news

Turn off the television, disconnect 

yourself from the World Wide Web and 

ignore social media. Limit the amount 

of news that you watch or read every 

day if news is a stress trigger for you.

Take some time out

If you are expected to function like a 

machine, then you cannot overexert 

yourself until you go bust. Make time 

for rest and recharge. A 15-minute 

downtime can do wonders to your 

emotional and physical state. Consider 

activities like these:

• Move your body and stretch

• Get some fresh air

• Release stress through art – 
something as simple as adult 
colouring book 

• Read a chapter in a book of your 
choice

• Listen to music

Be charitable

Giving back is a meaningful way to 

be productive and boost your morale. 

A sense of purpose can make you 

feel good about yourself and stay 

motivated.

Reward yourself

Carve that smile on your face by 

rewarding yourself at the end of the 

day. It does not need to break the 

bank. It can be a much-needed hot 

bath, a few hours of Netflix-bingeing or 

restful sleep.

Burnout can happen to anyone 

but many still underestimate the 

seriousness of a burnout. If you care 

for your mental and physical health as 

well as that of your co-workers, change 

your mindset. Pay extra attention to 

your mind and body and know when to 

reach out for help. In our fight against 

a pandemic that we cannot control, we 

cannot lose to something that we can 

control. Along with a healthy diet and 

regular exercise, a healthier version 

of you is testament that nothing is 

impossible if you set your healthy mind 

to it.
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For people working from home, 

remember to take breaks.  

Go outside and take a walk to help 

clear your head.
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Tips To Prevent 
Employee Burnout

Proper nutrition is critical during times 

of crisis. Eat at least three times a day 

and drink plenty of water.

Surround yourself 

with as many 

positive people 

whom you can go 

to for support.

Acknowledging 

where your stress 

comes from makes 

it is easier to 

confront and find 

the right coping 

strategy.

If watching or reading 

the news is a stress 

trigger, then limit the 

amount of news that you 

consume per day.

Do something that helps to relieve 

your stress, such as going for a walk, 

talking to a friend, writing journal, 

exercise regularly, or enjoy a good 

meal. 

Reach out to mental health resources 

and professionals, including support 

groups for assistance. 

Keeping a schedule for your day will 

help give you control of a situation that 

seems out of control.

Try to get at least eight hours of sleep. 

Bad sleep patterns can intensify stress 

and response-time.



Enrolling now for our third and last ADI cohort for 2020 

Cohort starts on 22nd September 2020
Spaces are limited. Special terms apply to MII 

members.

Scan the QR code below to register your 
interest or visit the webpage

The ADI Programme will take your learning in digital insurance to the next level 

Benefits

 Gain relevant and practical insights, knowledge and tools that can be applied immediately in your 

professional career 

 Interactive and dynamic content sourced from some of the world's best thought leaders and Industry

 Personal and professional development accelerator for learning about digital insurance

 Independent, authoritative stamp of accreditation from the world’s leading Digital Insurance platform

 Access to a virtual community network of like-minded participants

Partnered with

https://www.the-digital-insurer.com/tdi-academy/mii-1/



I 
have been in love with 

pharmacies all my life. Thanks 

to the COVID-19 pandemic, I’ve 

fallen deeper in love! For those 

who are on the same boat, you 

will fully comprehend why such 

a love affair exists but for those 

who are not on board, its time 

you empathize. 

About 20 years ago when I realized that 

a pharmacy isn't just for cough drops 

and sanitary supplies, I've found myself 

making excuses to browse its many 

aisles filled with non-drowsy drugs and 

colourful packaging. As years go by, 

pharmacies evolved to become what 

it is now, a mecca for beauty addicts, 

with its endless shelving of products 

of all shades, textures, and promises 

of beauty and health. I won’t be the 

least bit surprised if there’s a fountain 

of youth in the middle of the pharmacy. 

Now, the actual pharmacy counter, the 

original purpose of its existence, only 

takes up a fraction of the entire store 

but we don’t mind the shrink at all. It 

only means there’s more floor space for 

other goodies that heals the mind more 

than the body. 

There's something undeniably soothing 

about the pharmacy’s white walls, 

fluorescent lighting, the background 

music, and stacks of awesome colourful 

finds. It's exhilarating and calming, all at 

once. Personally, it is right up my list of 

My Favourite Places to Kill Time, after 

bookstores. 

The reasons why women visit 

pharmacies are quite interesting and 

maybe for some, a self-discovery. Let’s 

take a look at some of the reasons why 

women are drawn to pharmacies like 

magnets.

SOCIAL HISTORY AND GENETICS

What better way to explain the reason 

for something other than science and 

research! If we need something to 

blame for an addiction, naturally, we 

blame it on things of the past (history) 

and mother nature (our genes) – both 

which we (conveniently) can’t control.

Our love of pharmacies is part of our 

addiction to shopping and its also in 

our genes. According to Daniel Kruger, 

an evolutionary psychologist at the 

University of Michigan, it's natural for 

women to love to shop and men to 

hate it because of our evolutionary 

past – men as hunters, women as 

10minutes with Emma

gatherers. Men were the hunters in 

our ancestral cultures, so when they 

find a satisfactory specimen, whether 

it's an elk or a pair of shoes, they 

want to shoot it and get out before it 

gets away. Women, by contrast, were 

the primary gatherers in early hunter-

gatherer cultures, so they feel a need 

to check every berry on the bush to 

make sure they're getting the best 

‘deal’.

WOMEN AS MOTHERS AND CAREGIVERS

Many women are mothers and/or 

caregivers. Either they provide care for 

their spouse, children, elderly parents, 

or other family members; it’s naturally 

the women in the house that plays the 

role of nurse. 

In any pharmacy, I think the children 

section is one of the main reasons 

that mothers visit the pharmacy. The 

range of lotions and oils, paediatric 

Pharmacies & I 
A Love Story
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medications and tiny medical supplies, 

baby formula and supplements, and 

fruit-scented-hypoallergenic-no-tears-

no-nothing shampoo is absolutely 

astounding. Mothers feel relieved just 

by looking at the rows of paracetamol 

for children and fever patch and 

bandages of various sizes and shapes. 

Since customers are spoilt for choice, 

selection has come down to satisfying 

this criterion: which packaging is the 

cutest and most colourful! 

However, an entire aisle of 

toothbrushes and gum care has a 

different meaning altogether. We don’t 

go for the cutest, we go for the most 

effective – the one that will help keep 

us away from a visit to the dentist is 

the one we’re bringing home with us. 

Mothers would skilfully identify the 

most suitable level of softness and 

size of toothbrush bristles; and one 

that has the stubbly back for cleaning 

tongues. For this item, price is not an 

issue because it’s for a grave purpose. 

And we feel triumphant when we finally 

select the best toothbrushes for our 

children only to come home to the 

same beloved children who refuses to 

brush their teeth and blames us for the 

entire household’s history of cavities.  

LOVE YOURSELF MENTALITY

When it comes to personal grooming 

products, a pharmacy is a woman’s 

sanctuary, her heaven on Earth. Never 

mind that we can’t remember the 

last time we scrubbed our feet but 

knowing that 20 different foot scrubs 

are available two steps away, soothes 

the mind.

Commercial advertisements and 

product endorsements on social media 

plays a major role in the craze for 

anything that promises flawlessness. 

In recent years, beauty products from 

Korea are flooding the shelves in nearly 

all major pharmacies in the country. 

K-beauty is not only affordable but 

seems to be effective too, I think. 

Pharmacy lovers like myself are often 

in awe of the multi-shaped kawaii 

packaging and vast range of products 

on offer. A sheet or two of rice water, 

ginseng-infused, volcanic mud from 

somewhere on Jeju Island would seal 

the deal for the day.

As we convince ourselves that our 

pores are drastically minimised and 

our wrinkles and fine lines are stories 

of yesterday, one would think we 

are epitome of confidence to walk in 

public, au naturale. But of course, we 

don’t. What we do instead is scavenge 

every square foot of the pharmacy 

to look for the best stuff that very 

little money can buy: mass-produced 

eye shadows, blushers, concealers, 

mascaras, eyeliners, lipstick, lip gloss, 

lip balm, lip tint (trust me, there is a 

difference), contouring tools, brushes 

and sponges and the list goes on 

forever.

PHARMACIES IN THE POST-PANDEMIC 

ERA

Just by looking at the array of face 

masks and hand sanitizers lining up 

at the pharmacy’s front, there is no 

denying that we are in the middle 

of a pandemic. So, what does this 

mean for avid pharmacy goers like 

me? Yes, more reasons to enter the 

pharmacy! 

Since the sudden increase in 

awareness and necessity of personal 

hygiene, pharmacies have become an 

essential service to not only love-struck 

customers like me but to absolutely 

everyone. Nowadays when I enter 

a pharmacy, I shift my focus from 

gravity-defying skincare products to 

virus-combating products. I fill the 

basket with mini wipes, family-size 

wipes, travel-size sanitizers for the 

whole family, vitamins, 3-ply colourful 

face masks and cartoon-printed face 

masks for my children. 

From my observation, the appeal of 

the pharmacy has not changed post-

pandemic. It has been reinforced and 

even garnered new fans. On a positive 

note, this proves that the public is 

well-aware, well-educated and well-

prepared to protect themselves from 

the virus. And I am proud to witness 

this renewed purpose of the pharmacy. 

May we live happily every after, dear 

Pharmacy.

Since the sudden increase in 

awareness and necessity of personal 

hygiene, pharmacies have become 

an essential service to not only 

love-struck customers like me but to 

absolutely everyone 
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Recommended Resources
The listed titles are the recommended resources by the Knowledge Management Unit of The Malaysian Insurance Institute.

Business Risk 
Management: 
Models and 
Analysis
Edward J. Anderson

This book has a 

quantitative emphasis 

but is accessible to 

those without a strong 

mathematical background. 

It discusses novel modern 

approaches to risk 

management, introduces 

advanced topics in an 

accessible manner, 

includes motivating 

worked examples and 

exercises (including 

selected solutions). It Is 

also suitable for self-

study by the manager 

who wishes to better 

understand this important 

field.

Resource type: Book

Cyberethics: 
Morality and Law in 
Cyberspace
Richard A. Spinello

This book provides a 

modern, comprehensive 

examination of the 

social costs and moral 

issues emerging from 

the ever-expanding use 

of the internet and new 

information technologies, 

as well as internet 

governance and its control 

by the state. It highlights 

both the legal and 

philosophical perspective 

of content control, free 

speech, intellectual 

property, and security. It 

includes interesting new 

case studies on social 

media, privacy, and the 

right to be forgotten, which 

encourages discussion and 

fosters critical thinking.

Resource type: Book

The “Dematerialized” 
Insurance
Pierpaolo Marano, Ioannis 

Rokas, Peter Kochenburger

This book adopts an 

international perspective to 

examine how the online sale 

of insurance challenges the 

insurance regulation and the 

insurance contract, with a 

focus on insurance sales, 

consumer protection, cyber 

risks and privacy, as well as 

dispute resolution. Today 

insurers, policyholders, 

intermediaries and regulators 

interact in an increasingly 

online world with profound 

implications for what has up 

to now been a traditionally 

operating industry. While the 

growing threats to consumer 

and business data from cyber 

attacks constitute major 

sources of risk for insurers, 

at the same time cyber 

insurance has become the 

fastest growing commercial 

insurance product in many 

jurisdictions.

Resource type: Book

IP Attorney’s 
Handbook for 
Insurance Coverage 
in Intellectual 
Property Disputes
David A. Gauntlett

This book provides an 

easy-to-use reference 

for addressing clients' 

questions regarding 

insurance coverage. 

Lawyers will find 

information on the policy 

language carriers have 

used, how courts have 

interpreted this language 

in the most up-to-date 

cases, and common 

issues intellectual property 

practitioners need to be 

sensitive to in litigating 

insurance cases so that 

they are "insurance savvy."

Resource type: Book
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Risk: A 
Multidisciplinary 
Introduction
Claudia Kluppelberg, 
Daniel Straub, Isabell M. 

Welpe

This book a unique 

book addressing the 

integration of risk 

methodology from various 

fields. It will stimulate 

intellectual debate and 

communication across 

disciplines, promote 

better risk management 

practices and contribute 

to the development 

of risk management 

methodologies. Individual 

chapters explain 

fundamental risk models 

and measurement, 

and address risk and 

security issues from 

diverse areas such as 

finance and insurance, 

the health sciences, life 

sciences, engineering and 

information science.

Resource type: Book

A Director’s Guide to 
Duties
Michael Griffiths, Matthew 

Griffiths

This book distills the rules 

into layman's language by 

looking at the role of the 

company director. It uses a 

question and answer format, 

such as: "I've just been 

appointed as a director, 

what legal formalities do I 

need to comply with?" or, 

"I want to borrow money 

from my company to buy 

myself a new car. Can I do 

this and, if so, how?" or, "I 

want to defer my dividend, 

how do I do this?" Contents 

include incorporation, 

appointment and formalities, 

people who cannot be 

directors, the contract of 

employment, termination 

of a directorship, the 

capitalization of the 

Company, articles and 

shareholder agreements 

etc.

Resource type: Book

Business Theft and 
Fraud: Detection 
and Prevention
James R. Youngblood

This book offers a broad 

perspective on business-

related theft, providing 

a detailed discussion of 

numerous avenues of 

theft, including internal 

and external fraud, 

organized retail crime, 

mortgage fraud, cyber 

fraud, and extortion. 

Combining current 

research and the author’s 

extensive experience 

with loss prevention and 

security, this professional 

text identifies industry 

trouble areas and offers 

techniques to combat 

business theft, such as 

how to identify sales 

underreporting, track sales 

by shifts, and educate 

employees on computer-

related fraud.

Resource type: Book

Healthcare, 
Insurance, and 
You: The Savvy 
Consumer’s Guide
Lina Zamosky

This book  is an easy-to-

use guide that explains the 

main challenges you face 

when trying to get excellent 

healthcare: choosing the 

best insurance policy for 

your situation, finding the 

right doctor or hospital, 

buying prescription drugs 

the least expensive way, 

picking out the right 

Medicare plan, or fighting 

for your rights when 

dealing with insurers or 

medical providers.

Resource type: Book
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Popular Reads

Designing Your Work 
Life: How to Thrive 
and Change and Find 
Happiness at Work
by Bill Burnett, Dave Evans

Bill Burnett and Dave Evans 

successfully taught graduate 

and undergraduate students 

at Stanford University and 

readers of their best-selling 

book, Designing Your Life 

("The prototype for a happy 

life." --Brian Lehrer, NPR), 

that designers don't analyze, 

worry, think, complain their way 

forward; they build their way 

forward.

In Designing Your Work Life, 

Burnett and Evans show 

us how design thinking can 

transform our present job 

and our experience of work in 

general by utilizing the designer 

mindsets: Curiosity. Reframing. 

Radical collaboration. 

Awareness. Bias to action. 

Storytelling.

Burnett and Evans show us 

how, with tools, tips, and ideas, 

to enjoy what we have and to 

live in a state of "good enough, 

for now," one of the strongest, 

most effective reframes there 

is, and how this idea, once 

understood and accepted. 

Leadership is 
Language: How Small 
Changes in What You 
Say Can Make a Huge 
Difference to Your 
Team’s Results
by L. David Marquet

Few of us realize that our 

language in the workplace 

inhibits creative problem-

solving and escalates 

uncertainty and stress. In both 

high-pressure situations and 

everyday scenarios, in each 

meeting and email, we have the 

opportunity to empower our 

colleagues by using the right 

words.

In Leadership is Language, 

Former US navy captain 

David Marquet expands on 

his bestselling leadership 

book Turn the Ship Around! 

and shows managers and 

leaders the next step in 

their development: how to 

enable their team through 

communication.

The Future Is Faster 
Than You Think: 
How Converging 
Technologies Are 
Transforming 
Business, 
Industries, and Our 
Lives (Exponential 
Technology Series) 
by Peter H. Diamandis, 

Steven Kotler 

Technology is accelerating 

far more quickly than anyone 

could have imagined. During 

the next decade, we will 

experience more upheaval 

and create more wealth than 

we have in the past hundred 

years. In this gripping and 

insightful roadmap to our 

near future, Diamandis and 

Kotler investigate how wave 

after wave of exponentially 

accelerating technologies will 

impact both our daily lives 

and society as a whole. 

What happens as AI, 

robotics, virtual reality, digital 

biology, and sensors crash 

into 3D printing, blockchain, 

and global gigabit networks? 

How will these convergences 

transform today’s legacy 

industries?

How Innovation 
Works: And Why 
It Flourishes in 
Freedom Kindle 
Edition
by Matt Ridley 

Innovation is the main event 

of the modern age, the reason 

we experience both dramatic 

improvements in our living 

standards and unsettling 

changes in our society. Forget 

short-term symptoms like 

Donald Trump and Brexit, it 

is innovation that will shape 

the twenty-first century. 

Yet innovation remains a 

mysterious process, poorly 

understood by policy makers 

and businessmen alike.

Matt Ridley argues that we 

need to see innovation as 

an incremental, bottom-

up, fortuitous process that 

happens as a direct result of 

the human habit of exchange, 

rather than an orderly, top-

down process developing 

according to a plan. 

Innovation is crucially different 

from invention, because it 

is the turning of inventions 

into things of practical and 

affordable use to people. It 

speeds up in some sectors 



People Sleep 1/3 of Their Lives

The one activity people spend 
the most time on is sleep. If you 
live 78 years, 28.3 of those you 
will be asleep. So what? If you’re 
a startup, find ways to improve 
sleep. Your customers will be 
using your product every day,  
for 1/3 of their lives. If you improve 
the quality of their sleep, help 
them get rid of nightmares,  
you can say you have served 
humanity well.

Every Fifth Human is Still 
Farming

Having a job was not always the 
default way to make money. 100 
years ago, farming was the default 
thing to do in life. Today every fifth 
human is still doing it. It makes 
sense because someone does 
need to grow the food we eat. But 
as more robots drive agricultural 
growth, humans could not and 
would not want to compete. So, 
what will they do?

People Spend 6 Years of Life 
Unhappily - Doing chores

Who likes doing chores? A 
startup that mops your floor, 
washes the dishes, etc. could 
save you 6 years of life.

Truths About People
Fundamental Fundamental 

People Spend 9 Years 
Entertaining Themselves

If people play almost as much as 
they work even though they are 
getting paid for work but not for 
play, there is something that can be 
done to make work more fun. This 
starts with education – a person 
who loves their job often finds it 
as satisfying as playing. But not 
everyone does. Far from that. It 
does not have to be this way if you 
help more people find the job that 
they would really like.

Almost Half of World Population 
Don’t Have a Job

The largest single group of people, 
kids, are too young to work. How 
will our world change once these 
kids grow up in a few years and 
add almost two billion brains to the 
global workforce? Will the price of 
labor go down? Will they be doing 
new jobs that don’t exist yet? Or 
will they even have any skills that 
would make them employable?

Almost Half a Billion Entrepreneurs

If having a job is the current default way 
to make money, you have got to ask what 
will be the next? One group of people 
stand out – the 400 million entrepreneurs. 
These are anyone from a fruit stand 
entrepreneur to a founder of a bank. One 
thing they have in common is that they 
did not look for a job, they created one 
for themselves. This is likely the future 
way of making a living. Most people who 
can create a job for themselves will, and 
others will look for one. Of course, the 
world will not look like 10 billion one-
person startups, but the ratio we see now 
will change.

These images are a snapshot of the world 

today. It will not stay this way. So, if you 

are learning something, getting a degree, 

building a startup, or getting a job, a good 

question to ask is: Am I learning and building 

for tomorrow’s world or for today’s?

What Can You Do Today?

T
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