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NOTICE OF 
ANNUAL GENERAL MEETING

AGENDA 

1.	 To receive the Audited Financial Statements for the �nancial year ended 31 December 2019 together 
with the Reports of the Directors and the Auditors thereon.	

2.	 To approve the declaration of a First and Final Single-Tier Dividend of 7.0 sen per share for the �nancial 
year ended 31 December 2019.	

3.	 To re-elect the following Directors who retire pursuant to Clause 123 of the Company�s Constitution:-
(a)	 Dato� Dr. Zaha Rina binti Zahari; and
(b)	 Mr. Lim Hun Soon @ David Lim.	

4.	 To re-elect Mr. Ma�hew Edward Lawrence who retires pursuant to Clause 106 of the Company�s 
Constitution.	

5.	 To approve the payment of Directors� fees of RM427,000.00 for the �nancial year ended 31 December 
2019.	

6.	 To approve the payment of Directors� fees of RM662,000.00 from 1 January 2020 until the next Annual 
General Meeting of the Company to be held in year 2021 payable quarterly in arrears a�er each quarter 
of completed service of the Directors of the Company.

	
7.	 To approve the payment of Directors� bene�ts of up to an amount of RM100,000.00 from 27 June 2020 

until the next Annual General Meeting of the Company to be held in year 2021.	

8.	 To re-appoint Messrs. Ernst & Young PLT as Auditors of the Company until the conclusion of the next 
Annual General Meeting and to authorise the Directors to �x their remuneration.	

AS SPECIAL BUSINESS

9.	 To consider and if thought �t, with or without modi�cations, to pass the following resolutions:-	

(a)	 ORDINARY RESOLUTION 1
	 -	 AUTHORITY TO ISSUE SHARES	

	
	 �THAT subject always to the Companies Act 2016 (�the Act�), the Company�s Constitution and  

approvals from Bursa Malaysia Securities Berhad (�Bursa Malaysia Securities�) and any 
other governmental and/or regulatory authorities, the Directors of the Company be and are 
hereby empowered pursuant to the Act, to issue and allot shares in the capital of the Company 
from time to time at such price to such persons and upon such terms and conditions, for such 
purposes as the Directors of the Company may in their absolute discretion deem �t, provided 
always that the aggregate number of shares to be issued pursuant to this resolution does not 
exceed ten per centum (10%) of the total number of issued shares of the Company for the time 
being;

	 AND THAT the Directors of the Company be and are hereby empowered to obtain the approval 
for the listing of and quotation for the additional shares so issued on Bursa Malaysia Securities; 
AND FURTHER THAT such authority shall continue to be in force until the conclusion of the 
next Annual General Meeting of the Company.�

	

(Resolution 1)

(Resolution 2)
(Resolution 3)

(Resolution 4)

(Resolution 5)

(Resolution 6)

(Resolution 7)

(Resolution 8)

(Resolution 9)

NOTICE IS HEREBY GIVEN THAT the Forty-Fourth Annual General Meeting of the Company will 
be held on a fully virtual basis at the Broadcast venue at Meeting Room of Securities Services 
(Holdings) Sdn. Bhd., Level 7, Menara Milenium, Jalan Damanlela, Pusat Bandar Damansara, 
Damansara Heights, 50490 Kuala Lumpur, Wilayah Persekutuan on Friday, 26 June 2020 at 
3:00 p.m. for the following purposes:-
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NOTICE OF ANNUAL GENERAL MEETING

AS SPECIAL BUSINESS (CONT�D) 

(b)	 ORDINARY RESOLUTION 2

-	 PROPOSED RENEWAL OF SHAREHOLDERS� MANDATE FOR RECURRENT RELATED 
PARTY TRANSACTIONS OF A REVENUE OR TRADING NATURE

	 �THAT subject always to the provisions of Bursa Malaysia Securities Berhad Main Market Listing 
Requirements, a shareholders� mandate be and is hereby granted to Manulife Holdings Berhad 
and its subsidiary companies to enter into the recurrent related party transactions of a revenue 
or trading nature (�Recurrent Related Party Transactions�) as described in the circular to 
shareholders dated 27 May 2020 with the related parties mentioned therein PROVIDED THAT:-

(i)	 the Recurrent Related Party Transactions are in the ordinary course of business which 
are necessary for day-to-day operations and are on terms not more favourable than those 
generally available to the public; and

(ii)	 disclosure is made in the annual report breakdown of the aggregate value of transactions 
conducted pursuant to the shareholders� mandate during the �nancial year;

	 AND THAT the authority conferred by such mandate shall commence immediately upon the 
passing of this ordinary resolution and continue to be in force until:-

(a)	 the conclusion of the �rst Annual General Meeting (�AGM�) of the Company following the 
general meeting at which such mandate was passed, at which time it will lapse, unless by a 
resolution passed at the meeting, the authority is renewed;

(b)	 the expiration of the period within which the next AGM of the Company a�er that date is 
required to be held pursuant to Section 340(2) of the Companies Act 2016 (�the Act�) [but 
must not extend to such extension as may be allowed pursuant to Section 340(4) of the Act]; 
or

(c)	 revoked or varied by resolution passed by the shareholders of the Company in general 
meeting,

whichever is the earlier;

	 AND THAT, the Directors of the Company be authorised to complete and do all such acts 
and things (including executing all such documents as may be required) as they may consider 
expedient or necessary to give e�ect to the  transactions contemplated and/or authorised by this 
resolution.�

10.	To transact any other ordinary business for which due notice has been given.

By Order of the Board

CHUA SIEW CHUAN (SSM PC NO. 201908002648) (MAICSA 0777689) 
CHIN MUN YEE (SSM PC NO. 201908002785) (MAICSA 7019243)
Company Secretaries

Kuala Lumpur 
Dated: 27 May 2020

(Resolution 10)
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NOTES:-

1.	 In respect of deposited securities, only members whose names appear in the Record of Depositors on 19 June 2020 shall be eligible 
to a�end the Meeting.

2.	 Pursuant to Clauses 96(b) and (c) of the Company�s Constitution, a member entitled to a�end and vote at the Meeting is entitled to 
appoint not more than two (2) proxies to a�end and vote in his stead. Where a member appoints two (2) proxies, the appointments 
shall be invalid unless he speci�es the proportion of his holdings to be represented by each proxy.

3.	 A proxy may but does not need to be a member of the Company and a member entitled to a�end and vote at the Meeting may 
appoint any person to be his proxy to a�end and vote instead of the member at the Meeting. There shall be no restriction as to the 
quali�cation of the proxy. A proxy appointed to a�end and vote at the Meeting shall have the same rights as the member to speak 
at the Meeting. 

	 As guided by the Securities Commission�s Guidance and FAQs on the Conduct of General Meetings for Listed Issuers that was issued 
on 18 April 2020 and subsequently revised on 14 May 2020, the right to speak is not limited to verbal communication only but 
includes other modes of expression. Therefore, all shareholders and proxies shall communicate with the main venue of the Meeting 
via real time submission of typed texts through a text box within Securities Services e-Portal�s platform during the live streaming 
of the Meeting as the primary mode of communication. In the event of any technical glitch in this primary mode of communication, 
shareholders and proxies may email their questions to eservices@sshsb.com.my during the Meeting. The questions and/or remarks 
submi�ed by the shareholders and/or proxies will be broadcasted and responded by the Chairman/Board/relevant advisers during 
the Meeting.  In the event of any una�ended questions and/or remarks submi�ed, the Company will respond to the said una�ended 
questions and/or remarks a�er the Meeting via email.

4.	 In the case of a corporate member, the instrument appointing a proxy must be either under its common seal or under the hand of 
an o�cer or a�orney duly authorised.

5.	 Where a member of the Company is an exempt authorised nominee which holds ordinary shares in the Company for multiple 
bene�cial owners in one (1) securities account (�omnibus account�), there is no limit to the number of proxies which the exempt 
authorised nominee may appoint in respect of each omnibus account it holds.

6.	  Appointment of proxy and registration for remote participation and voting 

	 The instrument appointing a proxy and the power of a�orney or other authority, if any, under which it is signed or a notarially 
certi�ed copy of that power or authority shall be deposited at Securities Services (Holdings) Sdn. Bhd. of Level 7, Menara Milenium, 
Jalan Damanlela, Pusat Bandar Damansara, Damansara Heights, 50490 Kuala Lumpur, Wilayah Persekutuan not less than forty-
eight (48) hours before the time for holding the Meeting or any adjournment thereof. The proxy appointment may also be lodged 
electronically via Securities Services e-Portal at h�ps://www.sshsb.net.my/. All resolutions set out in this notice of meeting are to 
be voted by poll.

	 Should you wish to personally participate at the Meeting remotely, please register electronically via Securities Services e-Portal at 
h�ps://www.sshsb.net.my/ by the registration cut-o� date and time. Please refer to the Administrative Guide on the Conduct of a 
Fully Virtual General Meeting for further details.

	 The Administrative Guide on the Conduct of a Fully Virtual General Meeting is available for download at www.manulife.com.my.

7.	 The Board wishes to highlight that the Meeting may be re-scheduled and/or postponed in view of the current COVID-19 outbreak and 
the Malaysia Government�s announcements or guidelines made from time to time. Please rest assured that all members/proxies 
including a�endees shall be kept informed in the event any unexpected changes. 

NOTICE OF ANNUAL GENERAL MEETING
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EXPLANATORY NOTE ON DIVIDEND PAYMENT

Dividend declaration may be limited in the event the Company�s wholly-owned subsidiary, Manulife Insurance Berhad is unable to meet 
its Internal Capital Adequacy Ratio Target set pursuant to regulatory requirements.

EXPLANATORY NOTE ON SPECIAL BUSINESS

(1)	 DIRECTORS� FEES

	 The payment of Directors� fees shall be payable quarterly in arrears a�er each quarter of completed service of the Directors of the 
Company as follows:

	 Independent Non-Executive Chairman	 :	 RM30,687.50 per quarter
	 Independent Non-Executive Directors	 :	 RM61,210.25 per quarter
	 Non-Independent Non-Executive Directors	 :	 RM18,375.00 per quarter

(2)	AUTHORITY TO ISSUE SHARES

	 The Company wishes to renew the mandate on the authority to issue shares pursuant to the Companies Act 2016 at the Forty-Fourth 
Annual General Meeting of the Company (hereina�er referred to as the �General Mandate�). The Company had been granted a 
general mandate by its shareholders at the Forty-Third Annual General Meeting of the Company held on 31 May 2019 (hereina�er 
referred to as the �Previous Mandate�).

	 The Previous Mandate granted by the shareholders had not been utilised and hence, no proceed was raised therefrom.

	 The purpose to seek the General Mandate is to provide �exibility to the Company for allotment of shares for any possible fund-
raising activities for the purpose of funding working capital without convening a general meeting as it would be both time and cost-
consuming to organise a general meeting.

(3)	PROPOSED RENEWAL OF SHAREHOLDERS� MANDATE FOR RECURRENT RELATED PARTY TRANSACTIONS OF A 
REVENUE OR TRADING NATURE

	 The proposed adoption of Resolution 10 is to renew the Shareholders� Mandate for recurrent related party transactions of a 
revenue or trading nature (�Recurrent Related Party Transactions�) granted by the shareholders of the Company at the Forty-
Third Annual General Meeting of the Company held on 31 May 2019 (�Renewal of Shareholders� Mandate�). The Renewal of 
Shareholders� Mandate will enable the Company and its subsidiary companies (�the Group�) to enter into the Recurrent Related 
Party Transactions which are necessary for the Group�s day-to-day operations, subject to the transactions being in the ordinary 
course of business and on normal commercial terms which are not more favourable to the related parties than those generally 
available to the public and are not to the detriment of the minority shareholders of the Company.

NOTICE OF ANNUAL GENERAL MEETING
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CORPORATE 
INFORMATION

BOARD OF DIRECTORS

Dato� Dr. Zaha Rina binti Zahari
DSAP, MBA, DBA 
Bachelor of Arts (Honours) in Accounting and 
Finance, The University of Leeds, UK 
Masters in Business Administration, University of 
Hull, UK 
Doctorate in Business Administration, University 
of Hull, UK 

Chairman/Independent Non-Executive Director

Datuk Seri Panglima Mohd 
Annuar bin Zaini
DSA, SPDK, SPMP, DPMP, DJMK, PMP, AMP 
Bachelor of Arts (Honours) in Economics, 
University Kebangsaan Malaysia 
Master of Arts in Law & Diplomacy, Fletcher 
School of Law & Diplomacy, Tu�s University, USA 

Independent Non-Executive Director

Mr. Lim Hun Soon @ David Lim
Bachelor of Arts (Honours) in Economics, The 
University of Leeds, UK 

Independent Non-Executive Director

Mr. Lee Sang Hui 
Bachelor of Arts in Molecular Cellular 
Development Biology, University of Colorado, USA 
Master of Business Administration, Thunderbird 
School of International Management, USA 

Group Chief Executive O�cer/Executive Director 

Mrs. Vijayam Nadarajah
CPA, C.A.(M), C.F.I.I.A 
Bachelor of Economics, Monash University, 
Melbourne, Australia 
Bachelor of Laws (L.L.B.), University of London, 
UK 
Master of Business Administration, Monash 
University, Melbourne, Australia 

Independent Non-Executive Director 

Mr. Ma�hew Edward Lawrence 
Bachelor of Science in Economics from the 
London School of Economics and Political Science
Fellow of the Institute of Chartered Accountants in 
England & Wales
Certi�cate to practice as a Chartered Accountant 
in England & Wales

Non-Independent Non-Executive Director 

SECRETARIES

Ms. Chua Siew Chuan 
(SSM PC NO. 201908002648)  
(MAICSA 0777689)

Ms. Chin Mun Yee 
(SSM PC NO. 201908002785) 
(MAICSA 7019243)

COMMITTEES OF THE BOARD

�	 Group Audit Commi�ee

	 Mr. Lim Hun Soon @ David Lim 
(Chairman)

	 Datuk Seri Panglima Mohd Annuar 
bin Zaini

	 Mrs. Vijayam Nadarajah

	 Mr. Ma�hew Edward Lawrence 

�	 Group Risk Management 
Commi�ee

	 Mrs. Vijayam Nadarajah (Chairman)

	 Mr. Lim Hun Soon @ David Lim 

	 Datuk Seri Panglima Mohd Annuar 
bin Zaini

	 Mr. Ma�hew Edward Lawrence 

� GROUP NOMINATING/ 
REMUNERATION COMMITTEE

	 Dato� Dr. Zaha Rina binti Zahari	
(Chairman)

	 Datuk Seri Panglima Mohd Annuar 
bin Zaini

	 Mr. Lim Hun Soon @ David Lim

	 Mrs. Vijayam Nadarajah

	 Mr. Ma�hew Edward Lawrence 

REGISTERED OFFICE

16th Floor, Menara Manulife
6 Jalan Gelenggang
Damansara Heights
50490 Kuala Lumpur
Tel	 :	 (603) 2719 9228
Fax	:	 (603) 2092 2960
www.manulife.com.my

REGISTRAR

Securities Services (Holdings) Sdn Bhd
Level 7, Menara Milenium
Jalan Damanlela
Pusat Bandar Damansara
Damansara Heights
50490 Kuala Lumpur
Tel	 :	 (603) 2084 9000
Fax	 :	 (603) 2094 9940 /  
		  (603) 2095 0292

PRINCIPAL BANKERS

Malayan Banking Berhad
Public Bank Berhad
OCBC Bank (Malaysia) Berhad
Citibank Berhad
HSBC Bank Malaysia Berhad
Alliance Bank Malaysia Berhad
Standard Chartered Bank Malaysia 
Berhad
United Overseas Bank Malaysia Berhad
DBS Bank Limited

AUDITORS

Ernst & Young PLT (202006000003 
(LLP0022760-LCA) & AF0039)
Chartered Accountants
Level 23A, Menara Milenium
Jalan Damanlela, Pusat Bandar 
Damansara
50490 Kuala Lumpur

INVESTOR RELATIONS

Tel	 :	 (603) 2719 9228      ext : 609740
Email	: Eza_Dzulkarnain@manulife.com

AGM HELPDESK

Tel	 :	 (603) 2719 9260
Email	:	MY_CG@manulife.com

STOCK EXCHANGE LISTING

Bursa Malaysia � Main Market 
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CORPORATE 
STRUCTURE

100%
MANULIFE  

INSURANCE 
BERHAD 
200801013654 

(814942-M)

MANULIFE HOLDINGS BERHAD
197501003360 (24851-H)

100%
MANULIFE 

INVESTMENT 
MANAGEMENT  
�M� BERHAD  

(formerly known as Manulife Asset 
Management Services Berhad)

200801033087  
(834424-U)

100%
THE E�SOFTWARE 
HOUSE SDN BHD  

199801016412 
(472541-H)

(In Liquidation)

100%
BRITAMA 

PROPERTIES 
SDN BHD
198001010396

(64180-D)

100%
MANULIFE 

INSURANCE 
LABUAN LIMITED  

(LL13865)
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FIVE�YEAR 
GROUP FINANCIAL HIGHLIGHTS

2015 2016 2017 2018 2019

OPERATING RESULTS
For the �nancial year ended 31 December (RM�million) 

Group Premiums 814.2 877.8 896.4 913.4 988.0

Fee Income 56.9 60.4 96.1 106.7 109.7

Net Investment Gains/Losses1 98.5 120.9 392.3 18.8 329.8

Policyowners Bene�t Paid and Payable 598.5 550.9 634.2 657.3 711.6

Group Pro�t Before Taxation 47.9 62.3 41.6 38.2 38.4

Group Net Pro�t A�ributable To Shareholders 35.6 46.5 28.0 26.3 26.1

KEY BALANCE SHEET DATA
As at 31 December (RM�million)

Life Fund Assets 4,169.7 4,368.3 4,765.8 4,705.4 5,073.4

General/Shareholder Fund Assets 696.4 744.1 868.2 829.5 881.7

Total Assets 4,866.1 5,112.4 5,634.0 5,534.9 5,955.1

Total Liabilities 4,088.8 4,313.2 4,818.7 4,713.0 5,117.5

Shareholders� Equity 777.2 799.1 815.3 821.9 837.6

SHARE INFORMATION
Group Basic Earnings Per Share (sen) 17.6 23.0 13.8 13.0 12.9

Net Dividend Per Share (sen) 9.0 10.5 8.0 7.0 7.0

Group Net Asset Per Share (RM) 3.84 3.95 4.02 4.05 4.14

Share Price - High (RM) 3.30 3.20 3.32 3.31 2.85

Share Price - Low (RM) 2.65 2.75 3.00 2.30 2.31

Share Price As At 31 December (RM) 2.92 3.02 3.30 2.50 2.48

Market Capitalisation (RM�million) 590.9 611.2 667.8 505.9 501.9

FINANCIAL RATIO (%)
Return on Equity2 4.6 5.9 3.5 3.2 3.2

Return on Assets3 0.7 0.9 0.5 0.5 0.5

1 	 Comprises Investment income and Net realised/fair value losses, net o� Investment expenses
2 	 Return on Equity = Group Net Pro�t A�ributable To Shareholders / Average Shareholder�s Equity
3 	 Return on Assets = Group Net Pro�t A�ributable To Shareholders / Average Total Assets
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FIVE�YEAR GROUP FINANCIAL HIGHLIGHTS

GROUP INCOME 
(RM� MIL)
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DIRECTORS�  
PROFILE

Dato� Dr. Zaha Rina binti Zahari received her BA (Hons) 
Accounting and Finance from Leeds UK and Doctorate in 
Business Administration from Hull UK focusing on capital 
markets research and specialising in derivatives.

She was a Consultant to Financial Technologies Middle East based 
in Bahrain for the set up of Bahrain Financial Exchange (BFX) 
launched in January 2009. Prior to this, she was with Royal Bank of 
Scotland Group in Singapore from August 2007 to May 2008. She 
has more than 25 years experiences in the �nancial, commodities 
and securities industry and the development of the Malaysian 
Capital Market, which includes managing a futures broking 
company, and was Chief Executive O�cer of RHB Securities Sdn 
Bhd from 2004 to 2006. She has previous Board appointments 
at the Commodity and Monetary Exchange of Malaysia (COMMEX) 
from 1993 to 1996, then as the Chief Operating O�cer of Kuala 
Lumpur Options and Financial Futures Exchange (KLOFFE) in 
2001, which merged to become Malaysian Derivatives Exchange 
(MDEX) in June 2001.

She was then appointed head of Exchanges, managing the 
operations of Kuala Lumpur Stock Exchange (�KLSE�), MESDAQ, 
MDEX and Labuan International Financial Exchanges (LFX) in 
September 2003 prior to KLSE�s (now known as Bursa Malaysia 
Securities Berhad) demutualisation. She is also a regular speaker 
at many international conferences and forums.

She was a Director of Zurich Insurance Malaysia Bhd from 2007 
to 2013 prior to being appointed Chairman of Manulife Holdings 
Berhad in December 2013. She sits on the Board of Hong Leong 
Industries Bhd since 2012, Hibiscus Petroleum Bhd since 2017 
and IGB Berhad since 2018, besides holding directorship in 
several private limited companies. She is also a member of Market 
Participants Commi�ee (MPC) of Bursa Malaysia Securities 
Berhad since July 2014.

She is a Vice-President of Persatuan Chopin Malaysia and 
Divemaster with National Association of Underwater Instructors 
(NAUI). She was a member of Global Board of Advisers for XBRL 
until 2009 and was also on the Board of Trustees for Malaysia 
AIDS Foundation until May 2010.

Dato� Dr. Zaha Rina is Chairman of the Group Nominating/ 
Remuneration Commi�ee of the Board of Directors.

Mr. Lee Sang Hui holds a Master of Business Administration 
from Thunderbird School of International Management, 
USA and a Bachelor�s Degree from the University of 
Colorado in Molecular Cellular Developmental Biology. 

Mr. Lee has 27 years of experience in the life insurance and asset 
management industries. Prior to his appointment as Group Chief 
Executive O�cer, Mr. Lee held various senior management roles in 
American Life Insurance in Japan before joining AIG/ AIA where he 
had a noteworthy career across Investments, Finance, Marketing 
and Distribution. Mr. Lee is a seasoned international executive 
with a proven track record of delivering consistent, high quality 
results across Thailand, Korea, Hong Kong and Japan. 

Mr. Lee also sits on the Boards of Manulife Insurance Berhad and 
Manulife Investment Management (M) Berhad (formerly known as 
Manulife Asset Management Services Berhad).

Chairman/
Independent  
Non-Executive 
Director

Malaysian, Female
58 years

Date of 
Appointment:  
12 December 2013

Dato� Dr Zaha Rina binti Zahari 

Group Chief 
Executive O�cer/
Executive Director

American, Male
51 years

Date of 
Appointment:  
1 November 2018

Lee Sang Hui

Other information on Directors 

Save as disclosed, none of the Directors has any family relationship 
with any Director and/or major shareholder of the Company nor 
any con�ict of interest with the Company. None of the Directors 
has had any convictions for any o�ences within the past �ve (5) 
years and any public sanction or penalty imposed by the relevant 
regulatory bodies during the �nancial year 2019.

There were �ve (5) Board Meetings held during the �nancial 
year ended 31 December 2019. The details of a�endance of the 
Directors are as follows:-

Name of Board of Directors A�endance

Dato� Dr. Zaha Rina binti Zahari  5/5

Datuk Seri Panglima Mohd Annuar bin Zaini 4/5

Mr. Lim Hun Soon @ David Lim 5/5

Mr Lee Sang Hui 5/5

Mrs. Vijayam Nadarajah  
(appointed w.e.f. 19 April 2019)

3/3

Mr. Ma�hew Edward Lawrence  
(appointed w.e.f. 1 January 2020) 

Not  
Applicable

Mr. Kenneth Joseph Rappold  
(resigned w.e.f. 31 December 2019)

4/5
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DIRECTORS� PROFILE

Datuk Seri Panglima Mohd Annuar bin Zaini holds a Master 
of Arts in Law & Diplomacy from The Fletcher School of Laws 
& Diplomacy, Tu�s University, USA and a Bachelor of Arts 
with honours in Economics from University Kebangsaan 
Malaysia.

He began his career as an Administrative and Diplomatic O�cer in 
1977. He served the Malaysian Government at various ministries 
and departments and also the Perak State Government until he 
chose to take an optional retirement from the government service 
in 1999.

In February 2004, HRH The Sultan of Perak consented his 
appointment as Member of the Council of Elders to HRH Sultan of 
Perak. He is currently a Member of the Perak Council of Islamic 
Religion and Malay Customs and Board Member to the PKEINPK 
Sdn Bhd. He is also a Member of the Pertubuhan Keselamatan 
Sosial (�PERKESO�) Investment Panel, Chairman of IPOH Sentral 
Development Sdn Bhd, a Distinguished Fellow to Institute of 
Strategic and International Studies (ISIS) Malaysia, Fellow 
Institute of Public Security of Malaysia and Adjunct Professor of 
Northern Corridor Economic Region Research Centre, Universiti 
Utara Malaysia.

He was Executive Director of Berjaya Corporation Berhad from 
2001 to 2004, Chairman of Malaysian National News Agency 
(BERNAMA) from February 2004 to January 2010, Advisor and 
Chief Executive of Northern Corridor Implementation Authority 
from 2007 to 2009, a Board Member of the Royal Perak Medical 
College from 2005 to 2011, a Board Member of Malaysian Airline 
System Berhad from 2005 to 2011, a Board Member of PLUS 
Expressway Berhad from 2007 to 2012, Tropicana Corporation 
Berhad from 2010 to 2016, a Board Member of the University 
of Malaya from 2014 to 2019, Chairman of University of Malaya 
Specialist Centre from 2015 to 2019 and Chairman of International 
University of Malaya Wales from 2015 to 2019.

Datuk Seri Panglima Mohd Annuar is a member of the Group 
Audit Commi�ee, Group Risk Management Commi�ee and Group 
Nominating/Remuneration Commi�ee of the Board of Directors. 
He is a Director of the Board of Manulife Insurance Berhad and 
Manulife Investment Management (M) Berhad (formerly known 
as Manulife Asset Management Services Berhad). He is also 
a Chairman of Nominating/Remuneration Commi�ee and is a 
member of the Audit Commi�ee and Risk Management Commi�ee 
of the Board of Manulife Insurance Berhad. 

Mrs. Vijayam Nadarajah holds a Masters in Business 
Administration as well as a Bachelor�s in Economics (with a 
major in accounting) from Monash University in Melbourne, 
Australia. She has also acquired an L.L.B. from University 
of London, United Kingdom. In terms of professional 
memberships, she is a Fellow Member of CPA Australia, 
a Chartered Accountant under the Malaysian Institute 
of Accountants, and a Fellow Member of the Institute of 
Internal Auditors Malaysia.

She was the president of Institute of Internal Auditors Malaysia (IIAM) 
from 1996 to 1997, and was then reappointed as a governor to the 
Board of Governors of IIAM in 2016. Mrs. Nadarajah co-chaired the 
taskforce on Guidance for E�ective Internal Audit Function.

Mrs. Nadarajah currently holds the position of Independent Non-
Executive Director for BNP Paribas Malaysia Berhad and MPI 
Generali Insurans Berhad. She is a consultant and trainer in topics 
such as risk management, compliance, internal audit and board 
governance. 

Prior to her appointment to the board of ScotiaBank Berhad, she 
was a consultant for China Construction Bank Malaysia Berhad. 
Mrs. Nadarajah was in charge of overseeing the incorporation of a 
public company to set up the bank in Malaysia, and application for 
a bank license. During this process, she liaised with Bank Negara 
Malaysia on ma�ers related to application of license and operational 
readiness audit. Furthermore, she advised on the structure and 
nomination of independent directors for the Board, and also dra�ed 
the board charter and terms of reference of board commi�ees, on 
top of other governance policies. 

From 2013 to 2016, Mrs. Nadarajah served as a Specialist for the 
Research and Development/Corporate Program of the Financial 
Accreditation Agency (�FAA�), which is an initiative supported by 
Bank Negara Malaysia and the Securities Commission Malaysia. 
She also served as Financial Controller at CIMB Aviva Assurance 
Berhad and CIMB Aviva Takaful Berhad, Assistant General Manager 
of Finance at Oriental Capital Assurance Berhad, as well as senior 
roles in RHB Bank Berhad and Sime Bank Berhad/UMBC Bank 
Berhad.

Mrs. Vijayam Nadarajah is the Chairman of the Group Risk 
Management Commi�ee and a member of the Group Audit 
Commi�ee and Group Nominating/Remuneration Commi�ee of the 
Board of Directors. She is also a Director and the Chairman of the 
Risk Management Commi�ee and a member of the Audit Commi�ee 
and Nominating/Remuneration Commi�ee of the Board of Manulife 
Insurance Berhad.

Independent 
Non-Executive 
Director

Malaysian, Male
69 years

Date of 
Appointment:  
5 July 2011

Datuk Seri Panglima Mohd Annuar bin Zaini

Independent 
Non-Executive 
Director

Malaysian, Female
58 years

Date of 
Appointment:  
19 April 2019 

Vijayam Nadarajah
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Mr. Lim Hun Soon @ David Lim graduated from the 
University of Leeds with a Bachelor of Arts in Economics in 
July 1978 and subsequently joined KPMG (formerly known 
as Peat Marwick Mitchell) in the United Kingdom in 1978. 
He quali�ed as a member of the Institute of Taxation, 
United Kingdom in 1981 and as a member of The Institute 
of Chartered Accountant in England and Wales (�ICAEW�) 
in 1982. He then returned to Malaysia in 1982 to continue 
his service with KPMG where he was admi�ed in 1984 as a 
member of the Malaysian Association of Certi�ed Public 
Accountants. Mr. David Lim was admi�ed as a Partner of 
the Firm in 1990.

Mr. David Lim has had an extensive career serving as an auditor 
in KPMG for 33 years. During his career with KPMG, he served 
in the Management Commi�ee of the Firm from 1997 to 2001 
as well as KPMG�s Partnership Supervisory Council from 2002 
to 2010. He was also the Asian Anchor Practice representative 
for Marketing in 2000 to 2001 in which he gained extensive and 
insightful knowledge from KPMG Global counterparts worldwide.

In 2006, he was assigned by KPMG to start up the Malaysian Audit 
Commi�ee Institute (ACI Malaysia), which was a virtual worldwide 
initiative sponsored by KPMG to assist Independent Non-Executive 
Directors in enhancing their awareness and ability to implement 
e�ective board processes.

Mr. David Lim actively served as an Examiner for Company 
Law examinations in the Malaysian Institute of Certi�ed Public 
Accountants (�MICPA�) for over a period of ten (10) years. He 
was also the Chairman of the MICPA Code of Ethics Commi�ee 
and a member of the Malaysian Institute of Accountants Code of 
Ethics Commi�ee from 2002 to 2004. He had also developed an 
expertise from undertaking the role of Reporting Accountants in 
initial public o�erings (�IPO�) and was the audit partner in charge 
of over 30 IPOs whilst at KPMG. He retired from KPMG in 2011.
In July 2013, Mr. David Lim was appointed as a Council Member 
of the ICAEW representing South East Asia (Malaysia). His 
appointment represents a huge accolade for Malaysia, as it�s the 
�rst time in ICAEW�s sterling 130 years history, a Malaysian is 
represented on ICAEW�s Council. In 2015, his term was renewed 
for a second term of two (2) years. Mr. David Lim appointment was 
extended for a third term of two years from 2017 till 2019.

Independent 
Non-Executive 
Director

Malaysian, Male
65 years

Date of 
Appointment:  
17 July 2012

Lim Hun Soon @ David Lim

Mr. David Lim sits on the Board of a few public listed companies, 
namely Sasbadi Holdings Berhad, Kawan Food Berhad, Ranhill 
Holdings Berhad and Press Metal Aluminium Holdings Berhad as 
an Independent Non-Executive Director. He also sits on the Board 
on A�n Investment Berhad (In Members� Voluntary Winding-up), 
A�n Hwang Investment Bank Berhad, Rockwills Trustee Berhad 
and Fairview Schools Berhad and a few private limited companies.

Mr. David Lim is the Chairman of the Group Audit Commi�ee and 
is a member of the Group Risk Management Commi�ee and Group 
Nominating/Remuneration Commi�ee of the Board of Directors. 
He is also a Director and Chairman of the Audit Commi�ee and is 
a member of the Risk Management Commi�ee and Nominating/
Remuneration Commi�ee of the Board of Manulife Insurance 
Berhad.

Mr. Ma�hew Edward Lawrence (�Mr. Lawrence�) joined 
Manulife as Regional Controller, Asia, e�ective 30 June 
2019. In this role, he is responsible for the Asia regional 
�nance team, overseeing �nancial planning & analysis, 
management reporting, expense management and 
accounting policy. 

Mr. Lawrence has over twenty (20) years of experience in the 
insurance industry, holding leadership positions in both the 
corporate and professional services �elds that span across North 
America, Europe and Asia. Prior to joining Manulife, he worked 
at Prudential where he held a series of progressive roles; most 
recently as Finance Director of Prudential Assurance Company 
Singapore, where he was responsible for strategic planning and 
analysis, �nancial reporting, �nance operations, and �nance 
innovation. Prior to his time with Prudential, he spent many years 
at KPMG and has experience that covers accounting advisory, 
audit, and transaction services.

He speaks frequently at industry events on the subject of 
accounting change for insurance, most recently speaking at 
events in Singapore, Hong Kong and South Korea.

Mr. Lawrence is a member of the Group Audit Commi�ee, 
Group Risk Management Commi�ee and Group Nominating/
Remuneration Commi�ee of the Board of Directors. 

DIRECTORS� PROFILE

Non Independent 
Non-Executive 
Director

United Kingdom, 
Male
43 years

Date of 
Appointment:  
1 January 2020

Ma�hew Edward Lawrence 

Ma�hew Edward Lawrence 
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SENIOR
KEY MANAGEMENT PROFILE

1. Lee Sang Hui

2. Jason Chong Soon Min

3. Tan Chue Chau 

1 3Lee Sang Hui
Male
Group Chief Executive O�cer & 
Executive Director

Mr. Lee Sang Hui�s pro�le is listed in the Directors� 
Pro�le on page 10 of the Annual Report.

Tan Chue Chau  
Male
Chief Financial O�cer

Mr. Tan Chue Chau, aged 44, a Malaysian, was 
appointed as the Appointed Actuary of Manulife 
Insurance Berhad and Manulife Insurance 
Labuan Limited in February 2019 and was 
subsequently redesignated to Chief Actuary 
and Pricing O�cer. In March 2020, Mr. Tan 
was appointed as the Chief Financial O�cer of 
Manulife Insurance Berhad. Mr. Tan graduated 
from Malaya University with B.Sc Mathematics. 
He is a fellow member of Society of Actuaries 
and Actuarial Society of Malaysia.

Mr. Tan Chue Chau was the Chief Actuary for 
Prudential BSN Takaful Berhad. He built his 
career �rstly in Sunlife Malaysia as Assistant 
Actuarial Manager before moving on to Tokio 
Marine Life as Actuarial Manager. He then 
moved on joining Manulife Insurance Berhad 
as Appointed Actuary. Mr. Tan was an EXCO 
member of Prudential BSN Takaful Berhad who 
was responsible collectively with other members 
in forming and executive business strategies. 
At industry level, he was a member of Family 
Takaful Sub-Commi�ee of Malaysian Takaful 
Association.

Mr. Tan does not have any family relationship 
with any Director and/or major shareholder of 
Manulife Holdings Berhad, nor any con�ict of 
interest in any business arrangement involving 
the Company. He has had no convictions for any 
o�ences within the past �ve (5) years.

2 Jason Chong Soon Min  
Male
Chief Executive O�cer & Executive 
Director

Mr. Jason Chong Soon Min, aged 52, Malaysian, 
joined Manulife Asset Management (Malaysia) 
Sdn Bhd as Chief Executive O�cer (CEO) in 
February 2010 and commenced employment 
with Manulife Investment Management (M) 
Berhad (formerly known as Manulife Asset 
Management Services Berhad) in July 2012 
as Chief Investment O�cer. In May 2017, he 
was promoted to CEO of Manulife Investment 
Management (M) Berhad.

He holds a Bachelor of Science degree in 
Economics and Finance (honors) from the 
University of Southern New Hampshire, USA, 
as well as a Capital Markets and Services 
Representative License in Fund Management 
and Financial Planning in Malaysia.

Mr. Chong has more than 30 years of experience 
in the investment industry. Before joining 
Manulife, he was Chief Investment O�cer of 
another asset management company where he 
was responsible for the management of Malaysian 
and regional funds totaling approximately RM5 
billion. Prior to that, Mr. Chong spent 14 years 
as an investment analyst covering both local and 
foreign equities, with his last position as Head of 
Research at Merrill Lynch/Smith Zain Securities.

Mr. Chong does not have any family relationship 
with any Director and/or major shareholder of 
Manulife Holdings Berhad, nor any con�ict of 
interest in any business arrangement involving 
the Company. He has had no convictions for any 
o�ences within the past �ve (5) years.
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SENIOR KEY MANAGEMENT PROFILE

4. Alex Tan Cheng Leong 

5. John Chow Zeyang 

6. Bianca Ilibasic 

4 Alex Tan Cheng Leong  
Male
Chief Agency O�cer

Mr. Alex Tan Cheng Leong is the Chief Agency 
O�cer of Manulife Insurance Berhad. In this 
role, he oversees all aspects of agency growth, 
including developing and implementing dynamic 
initiatives to heighten agency productivity and 
achieve pro�tability objectives. 

Prior to his current role, Mr. Tan served as the 
Head of Retail & Retirement Funds (Malaysia & 
International) for AmFunds Management Berhad, 
a role in which he led the company�s e�orts to 
provide best-in-industry investment solutions to 
retail unit trust advisors and bank distribution 
partners.

He has more than 2 decades of experience in 
the �nancial sector and has held several senior 
leadership roles including as the Chief Marketing 
O�cer of Syarikat Takaful Malaysia and Director 
of Alliance Management, Communication, STAR 
CLUB & Training (Malaysia & Singapore) for 
CIMB Principal Asset Management Berhad. 

Mr. Tan is a 44 years old Malaysian and 
holds a degree in Accounting from La Trobe 
University, Australia. He is also a Fellow of the 
Life Management Institute of USA, Registered 
Financial Planner of Malaysia�s Financial 
Planning Council and Registered FIMM member, 
for both Unit Trust and Private Retirement 
Scheme certi�cations. 

Mr. Alex Tan does not have any family relationship 
with any Director and/or major shareholder of 
Manulife Holdings Berhad, nor any con�ict of 
interest in any business arrangement involving 
the Company. He has had no convictions for any 
o�ences within the past �ve (5) years.

5 John Chow Zeyang  
Male
Chief Bancassurance O�cer 

Mr. John Chow Zeyang, aged 40, a Singaporean, 
appointed as the Chief Bancassurance O�cer of 
Manulife Insurance Berhad on 7 November 2018. 
He graduated with a Masters in Aeronautical 
Engineering (1st Class Hons) degree from 
Imperial College London.

Mr. John Chow was previously Head, Performance 
Management DBS Regional Partnership for 
Manulife Asia. He is a seasoned executive with 

6 Bianca Ilibasic 
Female
Chief Operations & Transformation 
O�cer 

Ms. Bianca Ilibasic, aged 44, an Australian, 
joined Manulife Insurance Berhad as Chief 
Operating and Transformation O�cer in 2019. 
She holds a Bachelor of Business in Business 
Administration from RMIT University.

Ms. Ilibasic served as the Head of Transformation 
for Manulife Asia prior to her appointment, and 
in her 3 years at Manulife has worked throughout 
Asia to improve Manulife�s delivery capability and 
bene�t realisation through execution, winning 
international awards for her work.

Prior to joining Manulife, Ms. Ilibasic was the 
Head of Global Portfolio Management O�ce 
at Telstra Global, and has years of experience 
executing large complex programmes in multi-
national companies such as BNP Paribas, 
Prudential Corporation Asia and AXA.

Ms. Bianca Ilibasic does not have any family 
relationship with any Director and/or major 
shareholder of Manulife Holdings Berhad, 
nor any con�ict of interest in any business 
arrangement involving the Company. She has 
had no convictions for any o�ences within the 
past �ve (5) years.

over 10 years of leadership experience with a 
successful and solid track record of driving the 
distribution strategy and sales performance 
management of wealth management products 
particularly in the a�uent market segment.

Mr. Chow built his career in Singapore; following 
a stint in Singapore Airlines as a Management 
trainee, he joined the �nancial services 
industry in a variety of roles focused on wealth 
management. Mr. Chow was �rstly in HSBC as 
a frontline �nancial advisor, before moving on to 
UOB Bank in Sales Management & Distribution 
Strategy, for Privilege Banking International. 
Prior to joining Manulife, Mr. Chow was Head of 
Bancassurance, OCBC Bank.

Mr. John Chow does not have any family 
relationship with any Director and/or major 
shareholder of Manulife Holdings Berhad, 
nor any con�ict of interest in any business 
arrangement involving the Company. He has had 
no convictions for any o�ences within the past 
�ve (5) years.
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7. Jason Lim Yeong Tah

8. Jasbender Kaur

8 Jasbender Kaur
Female
Chief Counsel & Corporate Services 
O�cer

Ms. Jasbender Kaur, aged 49, a Malaysian, is 
the Chief Counsel & Corporate Services O�cer 
of Manulife Holdings Berhad responsible for 
Group Legal and Corporate Governance. She 
was appointed as the Principal O�cer of 
Manulife Insurance Labuan Limited in April 
2019. Ms. Kaur is an LL.B (Hons) graduate from 
the University of London and was called to the 
Malaysian Bar in 1996. She is also a certi�ed 
Company Secretary and alongside her other 
roles, serves as Company Secretary to several 
local subsidiaries of Manulife Holdings Berhad.

Ms. Kaur joined Manulife in 2005 and was 
appointed Head of Legal, Compliance and 
Corporate Secretariat in 2011. In addition to her 
role, Ms. Kaur has headed up several di�erent 
departments from time to time in the course of 
her tenure with Manulife. 

Ms. Kaur has almost 19 years of experience in 
the life insurance industry in Malaysia. Prior to 
joining Manulife, Ms. Kaur served as Legal O�cer 
with a large multinational insurer in Malaysia 
before being appointed Managing Editor 
with a world leading provider of professional 
information solutions. 

Ms. Kaur does not have any family relationship 
with any Director and/or major shareholder of 
Manulife Holdings Berhad, nor any con�ict of 
interest in any business arrangement involving 
the Company. She has had no convictions for any 
o�ences within the past �ve (5) years.

7 Jason Lim Yeong Tah  
Male
Chief Marketing O�cer

Mr. Jason Lim Yeong Tah, aged 41, a Malaysian, 
was appointed as the Chief Marketing O�cer 
(�CMO�) of Manulife Insurance Berhad (�MIB�) 
in 2018 and is responsible for the Brand 
and Communications, Product Development, 
Customer Centricity, Digital Marketing and 
Alternative Distribution functions. He holds a 
Bachelor�s Degree in Computer Science and 
the Fellow, Life Management Institute (FLMI) 
designation from the Life O�ce Management 
Association. 

Mr. Jason Lim joined MIB in 2013, and has helmed 
various senior positions in the organisation, 
heading the Product Development, Product 
& Project Implementation and Alternative 
Distribution units. During this period, he was 
involved in a wide range of projects across 
the business covering product management, 
digitisation and process improvement including 
the launch of MIB�s online insurance distribution 
platform.

Mr. Jason Lim has over 18 years of experience 
in the insurance industry and prior to joining 
Manulife, he held managerial positions in Allianz 
Life Malaysia and Great Eastern Life Malaysia, 
covering the area of business development and 
channel support for Alternative Distribution and 
Bancassurance distribution channel.

Mr. Jason Lim Yeong Tah does not have any 
family relationship with any Director and/or 
major shareholder of Manulife Holdings Berhad, 
nor any con�ict of interest in any business 
arrangement involving the Company. He has had 
no convictions for any o�ences within the past 
�ve (5) years.

SENIOR KEY MANAGEMENT PROFILE
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SENIOR KEY MANAGEMENT PROFILE

10 Tan Yong Nien   
Male
Head of Information Technology

Mr. Tan Yong Nien, aged 44, Malaysian, 
joined Manulife Insurance Berhad as Head of 
Information Technology (�IT�) in January 2017. 
Mr. Tan holds a Master of Science in Information 
Systems and Technology from John Hopkins 
University, USA, and a Bachelor of Science in 
Computer Science from Iowa State University, 
USA. 

Mr. Tan�s primary responsibilities include 
providing operational and strategic leadership 
over the areas of Information Technology, 
Information Risk Management and Business 
Continuity Management.

9 Aiza Aryati Kasim   
Female
Chief Human Resources O�cer

Ms. Aiza Aryati Kasim aged 42, a Malaysian, 
joined Manulife Holdings Berhad in 2018. She 
holds Bachelor of Science (BSc) in Business 
Management from University of Bradford.

Ms. Aiza Aryati Kasim is the Chief Human 
Resources O�cer at Manulife Holdings Berhad.
 
Prior to joining Manulife, Ms. Kasim served 
as Head of HR, Business Banking, Wholesale 
Banking & AmInvestment Bank at AmBank 
Berhad. She has more than 18 years of experience 
across the whole spectrum of HR functions such 
as business partnering, project management, 
talent management and succession, recruitment, 
leadership and learning development. Apart from 
AmBank, Ms. Kasim has worked in established 
�nancial institutions such as OCBC Bank (M) 
Berhad, HSBC Bank (M) Berhad, RHB Bank 
Berhad and Citibank (M) Berhad as well as an IT 
company known as Petronas ICT Sdn Bhd. 

Ms. Aiza Aryati Kasim does not have any family 
relationship with any Director and/or major 
shareholder of Manulife Holdings Berhad, 
nor any con�ict of interest in any business 
arrangement involving the Company. She has 
had no convictions for any o�ences within the 
past �ve (5) years.

Mr. Tan served as Deputy Head of Operation 
for Manulife Technology and Services Sdn Bhd 
between April 2016 and December 2016. He 
has over 21 years of experience in IT working 
in various industries, including serving as IT 
Director for Sherwin Williams for the Asia Paci�c 
region and was instrumental in the setup of its IT 
shared services center in Malaysia. 

Prior to joining Manulife, Mr. Tan was the Deputy 
Director for NCS, a member of Singtel, in its IT 
outsourcing center in Malaysia. He also worked 
for Northrop Grumman, based in USA, in the 
�eld of so�ware engineering in the earlier part 
of his career. 

Mr. Tan does not have any family relationship 
with any Director and/or major shareholder of 
Manulife Holdings Berhad, nor any con�ict of 
interest in any business arrangement involving 
the Company. He has had no convictions for any 
o�ences within the past �ve (5) years.

Lee Tat Fa�   
Male
Head of Customer Solutions

Mr. Lee Tat Fa�, aged 48, a Malaysian, joined 
Manulife Insurance Berhad in September 2019 
as the Head of Customer Solutions responsible 
for New Business Underwriting, Claims and 
Operational Excellence. He holds Bachelor�s 
Degree in Political Science and the Fellow, Life 
Management Institute (FLMI) designation from 
the Life O�ce Management Association. 

Prior to joining Manulife, Mr. Lee was the Chief 
Underwriter of AIA Malaysia, and has more than 
20 years of experience in the life insurance 
industry in Malaysia managing the new business 
underwriting in multi-national companies such 
as ING, Great Eastern Life and AIA. He built his 
career �rstly in AIA Malaysia as Management 
Trainee before moving on to ING Insurance 
Berhad as Underwriting Manager. He then 
moved on joining Great Eastern Life as VP & 
Chief Underwriter. Mr. Lee rejoined AIA Berhad 
as the Director & Chief Underwriter and played 
an important role during the integration of AIA-
ING in 2013. 

Mr. Lee does not have any family relationship 
with any Director and/or major shareholder of 
Manulife Holdings Berhad, nor any con�ict of 
interest in any business arrangement involving 
the Company. He has had no convictions for any 
o�ences within the past �ve (5) years.
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12. Ng Chze How    

13. Tock Chin Hui 

SENIOR KEY MANAGEMENT PROFILE

12 Ng Chze How    
Male
Head of Retail Wealth Distribution

Mr. Ng Chze How, aged 48, joined Manulife 
Investment Management (M) Berhad (formerly 
known as Manulife Asset Management Services 
Berhad) in January 2019 as the Head, Retail 
Wealth Distribution. He is a graduate with 
Bachelor of Art from University of Strathclyde, 
UK. Mr. Ng currently holds the Capital Market 
Services Representative License, and his key 
functional area includes strategic business 
development with the agency force, �nancial 
advisors and partnership distribution.

Mr. Ng Chze How has more than 20 years of 
experience in asset management, banking and 
life insurance industry in Malaysia. Prior to 
joining Manulife, he was the General Manager 
and Director of AIA Pension & Asset Management 
Sdn Bhd. He was subsequently appointed as 
Chief Agency O�cer of the Northern Region 
at AIA Bhd, and has also held several senior 
leadership roles with AmFund Bhd, Prudential 
Funds Bhd and Standard Chartered Bank. 

Mr. Ng does not have any family relationship 
with any director and/or major shareholders of 
Manulife Holdings Berhad, nor any con�ict of 
interest in any business arrangement involving 
the company. He has had no convictions for any 
o�ences within the past �ve (5) years.

13 Ms. Tock Chin Hui   
Female
Head of Total Solutions & Equity 
Investments

Ms. Tock Chin Hui, aged 47, a Malaysian, is the 
Head of Total Solutions & Equity Investments of 
Manulife Investment Management (M) Berhad 
(formerly known as Manulife Asset Management 
Services Berhad)  responsible for asset allocation 
and equity strategies of the Company. Ms. Tock 
holds a Bachelor of Business (Accounting) degree 
from Monash University and is a Chartered 
Financial Analyst (CFA) charter holder. She is 
also a holder of the Capital Markets and Services 
Representative�s License in fund management.

Ms. Tock joined Manulife in 2010 as Head of 
Equities and was appointed to the current role in 
2017. During her tenure with Manulife, the equity 
funds under management won several accolades 
under the Edge-Lipper Fund Awards 2015, The 
Edge Thomson Reuters Lipper Malaysia Fund 
Awards 2016, 2017 & 2018 as well as The 
Thomson Reuters Lipper Fund Award Global 
Islamic 2016 & 2017. 

Ms. Tock has more than 20 years of experience 
in the investment industry. Prior to joining the 
Manager, she was Deputy Head of Equities of a 
regional asset management company, managing 
a range of equity and mixed asset funds. 

Ms. Tock does not have any family relationship 
with any Director and/or major shareholder of 
Manulife Holdings Berhad, nor any con�ict of 
interest in any business arrangement involving 
the Company. She has had no convictions for any 
o�ences within the past �ve (5) years.
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CEO�S REPORT & MANAGEMENT  
DISCUSSION AND ANALYSIS

We are pleased to report that the Group recorded a 6.9% growth in operating revenue of RM1,301.4 
million in the �nancial year under review given a challenging market environment. The Group reported 
a slightly higher pro�t before tax of RM38.4 million, compared to RM38.2 million in the prior year.

FINANCIAL REVIEW
The Group�s Financial Performance at a glance:

2019 2018 Variance

RM� mil RM� mil  RM� mil %

Group�s Operating Revenue1 1,301.4 1,217.2 84.2 6.9%

Gross Premiums 988.0 913.4 74.6 8.2%

Investment Income 203.7 197.1 6.6 3.3%

Fee Income 109.7 106.7 3.0 2.8%

Pro�t Before Taxation 38.4 38.2 0.2 0.5%

By Business Segment:

Investment Holding 12.3 1.5 10.8 720%

Life Insurance Business 18.0 32.4 (14.4) (44.4%)

Asset Management Services 8.1 4.3 3.8 88.4%

Net Pro�t For The Financial Year 26.1 26.3 (0.2) (0.8%)

Basic Earnings Per Share (sen) 12.9 13.0 (0.1) (0.8%)

Total Assets 5,955.1 5,534.9 420.2 7.6%

Total Equity 837.6 821.9 15.7 1.9%

Return On Equity (%) 3.2% 3.2% - -

Return On Assets (%) 0.5% 0.5% - -

Net Asset Per Share (RM) 4.14 4.05 0.09 2.2%

1	 The Group uses operating revenue as a measure of the Group�s �nancial performance which consists of gross premiums, 
investment income and fee income generated by each reportable segment during the year.

The Group�s �ve-year �nancial highlights are set out on pages 8 to 9 of this Annual Report.

DEAR 
SHAREHOLDERS,

Manulife Holdings Berhad 
and its subsidiaries (�the 
Group�) is a leading 
�nancial services group 
that helps people make 
their decisions easier and 
lives be�er. The Group 
provides �nancial advice, 
insurance and wealth 
and asset management 
solutions for individuals, 
groups and institutions.

Lee 
Sang 
Hui

Group Chief Executive O�cer 
& Executive Director
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CEO�S REPORT & MANAGEMENT DISCUSSION AND ANALYSIS

Lee Sang Hui

Group Chief Executive 
O�cer & Executive 
Director
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CEO�S REPORT & MANAGEMENT DISCUSSION AND ANALYSIS

The key contributor to the Group�s operating revenue was from our life insurance business, which delivered an 8.2% growth in gross 
premiums over the prior year. The growth in gross premiums was primarily a�ributable to the strong business growth in our onshore 
and o�shore life insurance business.

Despite the challenging market conditions, the Group maintained a strong �nancial performance, recording an increase of 0.5% in pro�t 
before taxation from RM38.2 million in 2018 to RM38.4 million in 2019. 

The Group�s total assets stood at RM5,955.1 million while total equity stood at RM837.6 million, delivering a net asset per share of 
RM4.14 as at 31 December 2019. 

There was no capital expenditure commitment and no signi�cant changes to the Group�s capital structure and capital resources in 2019, 
other than as disclosed in the �nancial statements.

OPERATIONS REVIEW

�	 Insurance Business

	 Manulife Insurance Berhad (�MIB�) recorded new business Sales of RM182.5mil in 2019, an increase of 43% year on year mainly 
driven by surge in sales from the Agency and Bancassurance channels.Total MIB market share improved from 2.24% to 2.86%, yoy, 
rea�rming our share amongst life insurance companies. 

	 For agency channel, it was an outstanding year with new business of RM136.4mil in comparison to RM 99.8mil in 2018, a growth 
of 37%. Agency�s manpower recorded a positive 73% growth from the previous year, with 1385 new recruits in 2019. Moreover, 
Agency�s market share improved to 3.34%, making it the #6 biggest Agency businesses for year 2019, an improvement of two 
notches from #8 in the previous year.

	 As for Bancassurance channel, we recorded new business sales of RM44.2mil in comparison to RM27.3mil in 2018, recording a 
whopping 62% growth. This is mainly contributed by higher number of FSC and strengthened collaboration which resulted in more 
referrals, higher average case size and higher productivity.

	 Manulife Insurance Labuan Limited (�MILL�), referred to as Labuan High Net Worth which provides customised insurance solutions 
to its high net worth customers, recorded RM10.4 mil of new business in 2019. MILL also managed to tie-up with our exclusive bank 
partner, Standard Chartered Bank and several brokers to distribute this product.

�	 Unit Trust and Asset Management Business

	 In 2019, our Asset Management Business continued its growth momentum, in terms of sales as well as pro�tability. During the 
year, we also changed our company name from Manulife Asset Management Services Berhad to Manulife Investment Management 
(M) Berhad (�MIMMB�). This rebranding exercise is to provide greater clarity on Manulife Investment Management�s global wealth 
and investment management expertise, providing bespoke solutions, as well as public and private market asset management 
capabilities.

	 During the year, MIMMB launched a total of 4 regional and global income solutions. Our top 3 selling funds were - Manulife Shariah 
Global REIT Fund (the world�s �rst retail shariah-compliant global REIT fund), Manulife Investment Asia-Paci�c REIT and Manulife 
Asia Total Return Bond Fund. MIMMB also launched two new non-core PRS funds where we wrapped our Manulife Shariah Global 
REIT and Manulife Investment Asia-Paci�c REIT Funds with free takaful and conventional insurance plans o�ered to investors 
respectively.
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>	 Change in actuarial valuation assumptions: RM2.6mil lower reserve in 2019 mainly due to favorable mortality experience 
from credit life product and revision of actuarial methodology VS RM4.6mil higher reserve in 2018 mainly due to worsening policy 
persistency and higher provision for future maintenance expense overrun.

>	 Higher new business gains: Higher new business gains from higher sales of Universal Life product and Credit Life product from 
MIB.

>	 MIMMB�s pro�t: MIMMB reported a net pro�t of RM6.5 mil (FYE December 2018 of RM4.2 mil) 

>	 MILL�s pro�t: Higher earnings mainly due to higher sales recorded in 2019.

>	 Higher claims: Higher medical and mortality claims.

>	 Lower Premium Persistency: Lower than expected premium persistency, mainly due to premium holiday from universal life 
product.

>	 Higher expenses: Higher expenses incurred in enhancing IT infrastructure and operational e�ciency.

>	 Net interest rate movement: Increase in insurance contract liabilities as a result of decrease in MGS interest rate (10 year tenor 
MGS yield decreased by 81 bps in 2019 and increased by 19 bps in 2018).

�	 Group�s Earnings

	 Earnings from the Group declined from RM26.3 million in 2018 to RM26.1 million in 2019. In order to clearly articulate the key 
drivers of our earnings movement from 2018 to 2019, we have compiled an earnings movement analysis below.

	
	 When reading the earnings movement analysis below, please note that an earnings driver having a positive impact to earnings when 

compared to prior year is highlighted in green and an earnings driver having a negative impact to earnings compared to prior year 
is highlighted in red.

Earnings Movements
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Net Interest 
rate  

movement

Change in 
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pro�t
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26.3

+7.2
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CUSTOMER CENTRICITY

Manulife Malaysia has always been on top of improving customer experience. We use the Net Promoter Score (�NPS�) as a continuous 
tool to gauge the performance of the company and customer�s satisfaction through the quarterly survey that is being carried out. With 
NPS, continuous feedbacks from customers are gathered and we ensure that their comments are addressed on a timely basis. 

With this, Manulife Malaysia�s customer satisfaction rating has also shown an increase from -17 in 2018 to +12 in 2019. The team has 	
worked with internal departments hand in hand; keeping in mind the 3 major principles which are �Listen, Learn and Act� to have a be�er 
understanding on customer�s needs in di�erent touchpoints and improve them relatively. 

As customers are the core of our business, Manulife Malaysia is exploring into various digital platforms to improve customer experience 
and be�er manage customer relationship. 

CORPORATE BRANDING 

In 2019, Manulife Malaysia established itself as a force to be reckoned with � the company leaped in strides in the way it communicated 
as a brand. With the guiding principle of �Life Made Simpler�, an amalgamation of Manulife�s global brand mission (Decisions Made 
Easier, Lives Made Be�er), we constructed brand campaigns that were speci�cally aimed to resonate with customers � from every walk 
of life. 

Anchored in all communications e�orts, �Life Made Simpler� embodied our look and feel as a brand, the way we expressed ourselves and 
the platforms we chose to reach out to our stakeholders. In the �rst quarter and second quarter of 2019, we refreshed all visuals on our 
MRT assets, Semantan MRT station where we also have naming rights, TTDI, Kajang and Muzium Negara MRT stations, with a clever 
pairing of cleaner visual treatment and colloquial messaging. We then brought Manulife Malaysia brand to the streets of Klang Valley, 
by partnering with Grab Malaysia � wrapping 200 Manulife branded cars for 2 months. 

To keep the momentum going, Manulife Malaysia dedicated its largest MRT asset, a 653� (w) x 139�(h) wall at Muzium Negara station, 
to local art and heritage � seeing it as a strategic location to Muzium Negara. Painted by an aspiring local artist, the wall depicts how 
diverse cultures and ethnicities in Malaysia live harmoniously - in a kampung (village) se�ing. This led to a huge surge of engagement 
from the social media community � sighting positive sentiments about the wall and an increased awareness of our brand. 

We moved to engage further with our social media community by developing an educational video series called Insurance 101 - a 
4-episode video sequel aimed to simplify insurance jargons to Malaysians. Hosted on Manulife Malaysia�s social media channels, the 
video series garnered great traction - with over 2,000 views on Facebook. Seeing its success, we began tailoring our social media e�orts 
to embody a more �educational� approach - from social media postings, to raising awareness about social and health issues such as 
�Pinktober� (the month of October dedicated to raising awareness for Breast Cancer) and �Movember� (the month of November dedicated 
to raise awareness for men�s health and their wellbeing). 

Having a more visible brand presence is great, but what we were most proud of was of the bold chances we took in 2019 � showcasing 
how a nimble brand like Manulife Malaysia, is constantly trying to diversify and strengthen ways to communicate with our stakeholders. 
Our Agency force,especially, were able to leverage Manulife Malaysia�s initiatives as conversation starters - with existing customers, 
prospective customers and potential new hires.

GROUP INITIATIVES 

Global Women�s Alliance

Manulife�s Global Women�s Alliance (�GWA�) aims to accelerate the learning, diversity and connect women through advocacy, 
empowerment and engagement. We support female workforce to reach their full potential and intend to elevate the pro�le of women 
across the organisation, inspiring and enabling their full potential. Additional to this, GWA also embraces Diversity & Inclusion as we 
value everyone regardless of gender, race and age. 

Since the establishment of the Malaysian Chapter of GWA on 10 September 2015, Manulife has carried out several activities to show 
our support towards the global initiatives. Hence, this year we have a few activities and collaboration with HR and Male Allies on the 
initiatives that were carried out successfully among which includes International Women�s Day, Health Awareness Month (Yoga) and 
Breast Cancer Awareness Day. 

In conjunction with the Breast Cancer Awareness Day, Manulife Malaysia GWA has set up an online donation portal that raised a total 
of RM 10, 662 which was then contributed to the Breast Cancer Welfare Association Malaysia (�BCWA�), a tax-exempted organisation 
providing peer support for women with breast cancer. Besides the fundraising, the company arranged free breast examination and talks 
about breast health.
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AWARDS AND RECOGNITION

In 2019, Manulife won several accolades that recognised and strengthened various segments of our business:

HR Asia Best Companies to Work for in Asia 2019 
Award	

The award is judged solely by employees who are con�dentially 
surveyed to understand employees� motivation and engagement. 

This win a�rms the company�s mission of making decisions easier 
and lives be�er for its employees by employing best practices in 
creating an excellent workplace and in promoting greater employee 
engagement.

Lipper Fund Awards from Re�nitiv 2019

�	 Manulife Investment-CM Flexi Fund was awarded the Best Fund 
Over 3 Years, Mixed Asset MYR Flexible - Malaysia.

�	 Manulife Investment-HW Flexi Fund was awarded the Best Fund 
Over 3 Years, Mixed Asset MYR Flexible - Malaysia Pension. 

�	 Manulife Investment Asia-Paci�c ex Japan Fund was awarded the 
Best Fund Over 5 Years, Equity Asia Paci�c ex Japan - Malaysia 
Pension. 

FSMOne Recommended Unit Trusts Awards 2019/20

�	 Manulife India Equity Fund won the Single Country Equity - India 
Category Award.

�	 Manulife Global Resources Fund won the Sector Equity - Global 
Resources Category Award.

CURRENT ECONOMIC SITUATION AND OUTLOOK

The unprecedented prolonged coronavirus (COVID-19) outbreak in early 2020, has a�ected many countries worldwide. This global 
problem led to major implications on global economy, various industries and livelihood of people.
 
The escalation of the global crisis brought upon by the rapid spread of COVID-19 has stalled economic as well as social activities across 
the world. Notwithstanding mitigating steps taken by governments and central banks, the risk of a global recession is high.
 
In Manulife Malaysia, since the Covid-19 outbreak became a cause for concern, the company ensured its business remains una�ected. 
The Business Continuity Plan (�BCP�) was well executed and Manulife employees are kept abreast of the situation daily. The Company 
took precautionary measures by educating them on staying safe, conducting temperature checks and providing hand sanitisers at all 
entry and exit points of our building, and providing a supply of face masks to all our sta�. Work from Home was also activated as part 
of the BCP.

YEAR 2019

CTR
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Our life insurance entity took additional steps to ensure our stakeholders, policyholders and the general public were protected. The 
Company introduced a special �nancial assistance for our customers who are diagnosed with COVID-19, waived the 30-day waiting 
period for medical policies and extended the grace period to 90 days for policyholders who are diagnosed with COVID-19. 
 
INSURANCE AND ASSET MANAGEMENT BUSINESS OUTLOOK
 
MIB�s key insurance strategy was NEXT Manulife, where we articulated and accomplished our goals set under each pillar. This has 
proven to be successful based on our achievement for 2019. Some key achievements include our 48% APE growth, 73% growth in 
recruitment, onboarding of many new partners/ distributor, our increase in NPS score, success in kicking o� Electronic Point of Sale 
(�ePOS�) for process improvement and increase in our employee engagement score.

Moving into 2020, we intend to accelerate the momentum to increase value of our business and optimize resource utilisation. 
	
Together, we believe we work as one to ensure another breakthrough success in 2020. Among key aims are:
	
�	 NEXT Agency: To focus on accelerating sales, recruitment, value and retention
�	 NEXT Partnership: To grow our 3rd party distribution channel 
�	 NEXT Digital: To maximize our digital capabilities to improve operational e�ciency
�	 NEXT Customer: To enhance customers� experience with Manulife brand via innovative product solutions and services to make their 

lives be�er
�	 NEXT Value up: To optimize value of our business portfolio for all stakeholders
�	 NEXT Winning Culture: To build a high performing team and culture

The strategies are expected to enhance the operational, services and product capabilities as well as improve distribution reach.

For MIMMB, in the short-term, market weakness and volatility will prevail given the high degree of uncertainty and �uidity of unfolding 
events. Nevertheless, we are hopeful that investor sentiment will improve once the uncertainty subsides and markets stabilise. 
 
The current market weakness opens opportunities for investments in fundamentally strong and oversold stocks and bonds. Recently 
announced government stimulus packages, easing bias from central banks and strong domestic liquidity are also expected to help drive 
economic recovery. Quoting Warren Bu�et, �We simply a�empt to be fearful when others are greedy and to be greedy only when others 
are fearful.� These are certainly fearful times.
 
Despite the current economic uncertainties, we are looking to continue strengthening and growing our business, by expanding our 
innovative product o�erings as well as stepping-up digitisation in the way we interact with our customers and keeping them informed 
of latest market developments.
 

TECHNOLOGY

The Group is on a digital transformation journey in our aspiration to delight our customers in their everyday actions and experiences which 
will ultimately create a superior customer experience, engage our employees, and provide new and enhanced revenue opportunities.

The Group will continue to focus on the three (3) core strategic areas in technology for 2019 to 2020:

CEO�S REPORT & MANAGEMENT DISCUSSION AND ANALYSIS

CORE TECHNOLOGIES OMNI CHANNEL SUPPORT PROCESS OPTIMIZATION  
AND AUTOMATION

Establish a technology 
foundation to support the 

digital transformation.

Improve our customer 
service levels and  

reduce costs.

Move to e�cient, 
paperless on-boarding and 

engagement platform.
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In 2019, the Group invested in modernising its data center capabilities to leverage on the latest technology and security advancement. 
We are also progressing with building the core components of our technology foundation and have completed development of an Omni 
channel data model, which will be center to our data accessibility strategy, and a digital work�ow tool to improve operational e�ciency. 
We continue to modernise our workforce in adopting Lean, Agile and Dev Ops practices to build lean and strong delivery capabilities 
across Information Technology to enable rapid, secure releases of new products and services to respond to customer needs.

RISK MANAGEMENT

As a �nancial institution o�ering insurance, wealth and asset management products that help customers with their most signi�cant 
�nancial decisions, the Group business activities invariably involve elements of risk taking. When making decisions about risk taking 
and risk management, the Group places priority on managing and mitigating the foreseeable risks within the context of its enterprise 
risk management. Within enterprise risk management, Manulife formulated its pre-de�ned appetite for risk taking activities, which 
is carefully and closely guided by tangible control mechanism in the form of guided level of tolerance to �nancial and non-�nancial 
exposures. The appetite also serves as means of formulating business plans and allocating capital.

For the �nancial year under review, Manulife emphasised the importance of addressing strategic, market and operational risks and 
where required, has put in place speci�c plans for action.

DIVIDEND

I am pleased to inform that the Board of Directors has recommended, subject to shareholders� approval at the forthcoming Annual 
General Meeting, a First and Final dividend of 7.0 sen per share amounting to RM14,165,900 for the �nancial year ended 31 December 
2019. The recommendation is made in accordance with the nature of pro�ts arising in 2019. 

APPRECIATION

In mitigating the risk of COVID-19, we took steps to protect our people, and to ensure the continuity of our business. Working together 
with the other insurers within our industry, we are also coming as one to support various initiatives to lighten the burden of our 
customers who are a�ected by COVID-19. Ultimately, in such trying times, we continue to help make decisions easier and lives be�er 
for everyone. 

I would like to take this opportunity to extend my gratitude to our customers, shareholders and business associates for their continued 
support. My appreciation also goes out to the Board of Directors for their keen insight and guidance to management.

Last but not least, I wish to convey my thankfulness to the Agency force, business partners and employees for their dedication and hard 
work.

I am hopeful we will continue to enjoy the support and con�dence of our stakeholders as we accelerate our way forth for the Group.

LEE SANG HUI	
Group Chief Executive O�cer
Manulife Holdings Berhad

CEO�S REPORT & MANAGEMENT DISCUSSION AND ANALYSIS
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At Manulife, our foundation is built on shared values which de�nes us 

and guide our actions. We are a global corporate citizen that embraces 

our responsibility to create and deliver shareholder value, care for the 

well-being of our employees, enrich local communities, and minimise our 

impact on the environment. 

SCOPE OF REPORT 

Sustainability Context 
We have been guided by the United Nations Sustainable Development Goals (�SDGs�) in structuring our Sustainability Report. This 
widely utilised sustainability reporting framework enables the impact of our programmes to be presented in a clear and transparent 
manner. The information disclosed in this report is in accordance with the Main Market Listing Requirements of Bursa Malaysia 
Securities Berhad (�Bursa Malaysia�). 

Reporting Period / Cycle 
1 January 2019 to 31 December 2019 / Annually 

Coverage 
This sustainability report covers Manulife Holdings Berhad, a public listed entity on Bursa Malaysia, and its subsidiaries; MIB, MIMMB 
and MILL as these has been prevously abbreviated. References to �Manulife�, �Manulife Malaysia�, �the Organisation�, �the Company�, and 
�we� refer to Manulife Holdings Berhad and/or its subsidiaries. 

Process 
In our continuous e�ort to manage our economic, environmental, and social (�EES�) risks and opportunities, we plan to engage 
our stakeholders over the coming years to conduct a comprehensive materiality assessment, which will help us identify ma�ers that are 
important to our business and stakeholders. 
 
References 
Main Guideline

�	 Bursa Malaysia�s Sustainability Reporting Guide

Secondary Guideline

�	 United Nations Sustainable Development Goals

SUSTAINABILITY  
STATEMENT
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Sustainability Governance 
We aspire to be a trusted leader within our sector, and believe that sound corporate governance is fundamental to maintaining trust 
in the Manulife brand, and achieving holistic growth for the Company. In delivering our services and products, we hinge on Manulife�s 
mission; �Decisions made easier. Lives made be�er�. This is the foundation of the Company�s strategy and ensures that we maintain 
ethical practices that positively impact all our stakeholder groups. 

At the summit, our Board of Directors (�the Board�) is responsible for overseeing the sustainability agenda at Manulife; supervising and 
advising on the Company�s corporate governance practices and processes to manage and mitigate challenges posed by the constantly 
evolving operational landscape. 

SUSTAINABILITY STATEMENT 

United Nations Sustainable Development Goals (�SDGs�)
In 2015, the SDGs were adopted at the United Nations Sustainable Development Summit. Calling for action from not only governments, 
but also corporations and ordinary citizens, 17 SDGs were set to end poverty, protect the planet and ensure prosperity for all by 2030. 

Manulife supports the SDGs, and have been considering the ways in which we can contribute to their achievement as we develop our 
sustainability strategy. 

MANULIFE SUSTAINABILITY GOVERNANCE STRUCTURE

Board of 
Directors 

Group 
CEO 

Manulife 
Sustainability 

Commi�ee 
(�MSC�)



REACHING NEW 
HEIGHTS

OUR PLEDGE

To positively impact � through 
the Group�s business dealings � 
Malaysia�s economy, as well as 
Manulife�s key stakeholders.

METHODOLOGY

�	 To commence Agency channel 
transformation via Next Agency

�	 To return to growth with our 
Bancassurance partner

�	 To increase our digital capabilities for 
improved customer experience and 
operational e�ciency

�	 To actively manage the expenditure and 
optimise resource utilisation

�	 To build a high performing team and 
culture

IN SUPPORT OF

SUSTAINABILITY STATEMENT 

KEY HIGHLIGHTS 

�	 Net Promoter Score of +12 in 2019 in 
comparison to -17 in 2018

�	 Launch of our CAO Channel Mobile App

�	 RM121 million paid out in claims to 
Manulife customers in 2019
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At Manulife Malaysia, we endeavour to create long-term stakeholder value through our sustainability management process. Looking 
back at 2019, we launched Manulife�s NEXT initiatives to enhance our operational, services and product capabilities, as well as 
improve distribution reach and pro�ciency. The following section highlights how our value-added approaches have bene��ed our key 
stakeholders; in particular our customers, employees and shareholders. We are proud that Manulife is a constructive contributor to the 
nation�s economy. 

PUTTING OUR CUSTOMERS FIRST 

Customer Centricity 
We continue to put our customers at the heart of our business by understanding their needs and expectations for our long-term 
commitment of becoming a digital, customer-centric market leader. In line with this, we continuously measure customer sentiment 
through the Net Promoter Score / System (NPS), which gives us valuable insights about our services, products and processes that 
essentially help us to identify and address customer pain points. 

In 2019, we managed to set our pace in a customer-focused transformation journey, which is vital in enhancing customer experience 
and driving a customer-centric mindset within the organisation. By focusing on customer analytics, we leveraged on insights to serve 
our customers be�er as well as support our business decisions and growth.

Closing the Protection Gap 
In tandem with Bank Negara Malaysia�s (�BNM�) e�orts to close the insurance protection gap, Manulife has been working tirelessly to 
expand our distribution channels, as well as improve on existing products while introducing new ones to ful�l our customers� needs 
according to their life stages. Manulife has also been investing resources to build our online channel to make our digital platform more 
customer-friendly, whilst working with insurtech and aggregators to o�er highly a�ordable and accessible products to the general 
public. Concurrently, Manulife has also invested in building a more professional agency force with be�er training modules to serve and 
propose quality insurance solutions to Malaysians. 

In terms of products, Manulife is always �nding ways to improve on existing blocs and innovate with new o�erings. In 2019, we 
introduced improvements to existing products including extending be�er coverage for critical illness plans with the addition of three 
more critical illnesses to the existing 36 covered conditions. Moreover, the removal of the outpatient limit associated to medical plans 
has resulted in our customers� outpatient coverage being refreshed annually. Essentially, this means that their lifetime limit is no longer 
a concern, and these enhancements are without any additional cost to customers. 

Manulife Net Promoter Score (NPS) Comparison

N
P

S 
Sc

or
e

-20

-5

-15

0

10

15

-10

5

-17

12

2018 2019 Year

29-point increase
in Manulife�s NPS score from 2018.

SUSTAINABILITY STATEMENT
REACHING NEW HEIGHTS
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For new products, Manulink Premier was introduced to appeal to customers seeking a high-protection-cum-savings solution. A maximum 
20-year payment term was also introduced for the existing ManuSecure series to encourage Malaysians to save and be protected in 
an a�ordable way. Additionally, there were key regulatory changes related to investment-linked plans in the past year, intending to 
improve the quality and provide a more sustainable customer experience. With an agile response, Manulife introduced a new range of 
investment-linked plans that is not only competitive but also appealing to Malaysian customers in di�erent life stages. 

In Force Management 
Persistency Management 

Life insurance penetration rate in terms of number of policies over general population for our country remains low at around 55%. One 
way to increase the penetration rate is to look for ways to maintain existing inforce policies. We have a pro-active approach to doing 
this by having a Persistency Management commi�ee that looks for ways to keep inforce policies from lapsing pre-maturely. We strive to 
improve the sustainability of our customers� insurance coverage by promoting electronic payment systems in place of cash payments, 
which is in line with BNM�s direction and regular communications to our customers on policy review for su�ciency of their account 
values and premiums to sustain the coverages. 

Medical Business Management 

As a life insurance provider, we are obliged to promote a healthy lifestyle to our stakeholders whilst providing long-term medical 
insurance to protect our customers. With our o�ering of medical insurance products, we also provide accessibility to private healthcare 
providers at an a�ordable cost, to the low and middle income groups. To avoid the misuse of our medical insurance products, we 
manage stakeholders such as hospitals, doctors, agents and customers by pu�ing in place proper controls on our claim process, 
which would otherwise lead to an unnecessary increase in healthcare cost. As a result, this would ultimately reduce Malaysia�s National 
healthcare cost, and repurpose the government�s budget to other areas in which funding is needed for the development of the country. 

Increased Digital Capabilities for Improved Customer Experience 

In line with becoming a digital and customer centric leader, Manulife is continuously improving our service. 

We have focused on improving our back o�ce operations to be more digital-centric. This includes automating our underwriting process 
to provide a straight-through outcome from the point of submission, and implementing robotics process automations (RPA) for back 
o�ce processes, which frees up manpower. In turn, this will allow the team to have more time to focus on serving our customers be�er. 

The Operations and Technology teams created a digital work�ow system to track and manage customer applications from submission 
to issuance, improving our processing times by up to one day. Our Technology team has transitioned our data centre to one that is more 
suited to a digital infrastructure in the long term. In early 2019, our public website www.manulife.com.my was given a refreshed look 
that was also mobile-optimised. It is designed to provide a more intuitive user-experience. 

In addition, our new ManuMed app has been making lives easier for our customers when it comes to looking up their policy bene�ts, 
locating panel hospitals and accessing their e-medical card, on top of bene��ing from rewards and privileges provided by our panel 
hospitals and partners. Manulife is also making it more convenient for our customers to pay their premiums by enabling JomPAY. 
We are also making the lives of our agency members easier so they can serve our customers be�er, by launching online learning and 
communication channels. 

Utilisation of Social Media and Applications 

�Life Made Simpler� was an overarching campaign that we adopted for Manulife Malaysia�s brand in 2019. It is an amalgamation 
of making decisions easier and lives be�er, and this message has anchored all communications e�orts throughout the year. Our 
campaigns were primarily aimed to showcase how a nimble brand like Manulife Malaysia is constantly trying to diversify and strengthen 
ways to communicate with our audiences. We also wanted key stakeholders (especially agency members) to leverage our initiatives as 
conversation starters - with existing customers, prospective customers and potential new hires. 

SUSTAINABILITY STATEMENT 
REACHING NEW HEIGHTS
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With this in mind, we began concentrating our e�orts in developing an educational series called Insurance 101; a four-episode video 
sequel aimed to simplify insurance jargons to Malaysians. Hosted on Manulife Malaysia�s social media channels, the video series 
garnered great traction online - with over 2,000 views on Facebook. Seeing its success, we began tailoring our social media e�orts 
to embody an �educational� approach - from social media postings, to raising awareness about social issues such as �Pinktober� and 
�Movember�. 

Cumulative e�orts throughout other Divisions in the company, paired with the �Life Made Simpler� notion, successfully propelled visibility 
and positive sentiments about Manulife Malaysia. In 2019, the brand was ranked 10th among other life insurance providers, in terms of 
visibility and presence within the country. 

CREATING VALUE & SUPPORTING THE LOCAL ECONOMY 

Investments & Expense E�ciency 
Cost-��ing & Reinvesting for Our Future Growth 
Managing our expenses is high on the agenda for the Company to ensure a sustainable growth for the business. Therefore, the cost-
��ing exercise that was carried out in 2019 allowed us to focus on investing our funds where it ma�ered most; the primary intent being 
to sustainably enhance our cost competitiveness through improved economies of scale and streamlining our processes to improve 
the customer, distributor and employee experience. The cost savings exercise also provided an important source of funds to invest in 
building our digital capabilities, whilst also freeing up funds for our investment pipeline by allocating capital where it is most important 
to meet our goals. Since the commencement of the roadmap, we have invested signi�cantly in our technological capabilities and digital 
assets, therefore allowing an improvement in productivity and customer experience. 

Optimising Our Investment Yield 

In 2018, we reviewed our company�s investment asset allocation, with the aim of optimising the portfolio investment yield. The revised 
asset allocation resulted in be�er diversi�cation of bene�ts and was expected to generate more stable investment return this past year. 
Furthermore, we strengthened the governance on investment management and restructured the investment commi�ee meetings to 
have more proactive discussions and engagements between the commi�ee members. An independent party was also brought in from 
our regional o�ce to monitor and review the performance of investment-linked (�IL�) funds.

A Check & Balance Procurement Process 

Value creations in procurement governance to support corporate strategic priorities were clearly demonstrated through the setup 
of a dedicated team to oversee and provide oversight for all procurement activities in Manulife. Risks pertaining to procurement are 
managed, whilst controls are strengthened with the implementation of our procurement policy. Moreover, Manulife�s procurement 
activities are monitored to ensure all vendor purchases deliver the best value for the Company, and that all dealings with vendors are 
conducted in a manner which is in line with Manulife�s Code of Business Conduct and Ethics throughout the procurement life-cycle. We 
strive to maintain the highest standards of integrity and are commi�ed to fair competition in all dealings with vendors. 

Procurement in Creating Value & Supporting the Economy

Deliver Immediate 
& Sustained 
Savings 

Partner of 
Choice

Agility & 
Flexibility 

Risk 
Management & 
Compliance 

Business 
Alignment & 
Integration 
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SUSTAINABILITY STATEMENT 
REACHING NEW HEIGHTS

Partnerships 
2019 marked the �rst collaboration between MILL and Standard Chartered Bank Malaysia Berhad to distribute our US Dollar-denominated 
product; Signature Heirloom (III), which is the �rst of its kind to be made available in Malaysia. The universal life insurance product is 
specially designed to cater to the needs of high net worth clients to help them grow and transfer their wealth to the next generation. 

In collaboration with various distribution partners, MILL organised a series of client events to raise awareness of the concept of Legacy 
Planning. Over 300 customers heard valuable insights on the importance of legacy planning for future generations and strategies that 
could be deployed. 

INNOVATING OUR APPROACH TO BUSINESS 

Technology and New Ways of Working 
We are adapting to future ways of working in core areas that are critical in making our customers� lives easier:

�	 By developing agile workforce practices to launch new technology solutions to market faster, with business experts and Technology 
teams working closely together to deliver products.

�	 By implementing LEAN processes across our Operations teams to continuously improve and simplify processes resulting in be�er 
and faster outcomes for our customers - the LEAN approach drives a culture of continuous improvement and operational e�ciencies 
where we challenge and change our processes to improve our customer experience.

�	 Our skills need to evolve constantly to keep up with changes in technology, and we have sent 27% of our engineering sta� to Manulife 
University, where they have gained pro�ciency in micro-services, angular framework, NoSQL database and DevOps � all key to 
continuously innovating. This programme will continue into 2020.

�	 Our Technology teams are using more application programme interfaces (APIs), where we can expose our core products and 
services to external parties without tailoring an API for each partner, speeding up the development of our digital platforms.

We commemorated our partnership with Standard Chartered Bank Malaysia through a MOU-signing ceremony.

From le�: John Parker, the then Principal O�cer of Manulife Insurance Labuan Limited; Sammeer Sharma, Head of Wealth Management 
of Standard Chartered Malaysia; Lee Sang Hui, Group CEO of Manulife Holdings Berhad; Abrar A. Anwar, Managing Director and CEO of 
Standard Chartered Malaysia; John Chow, Chief Partnership O�cer of Manulife Insurance Berhad.
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Digital Collaborations 
The year 2019 witnessed numerous partnerships with insurtech companies and �nancial services aggregators to drive online 
insurance sales and generation of potential leads. This signi�es Manulife�s commitment to work with and support insurtech and digital 
developments in making life insurance more accessible and a�ordable to Malaysians. Recognising the importance of online searches to 
many Malaysians, we work closely with key aggregators to generate leads for our agency force. 

Agency 
CAO Channel Mobile App 
In harnessing mobile technology to communicate, engage as well as promote campaigns and marketing initiatives, our Agency department 
launched the CAO Channel mobile app in July 2019. This app provides an e�ective platform for dissemination of announcements, events 
and product updates, as well as news from Manulife directly to the agency force. The introduction of the app is also a testament of the 
company�s transformation initiative to lead digital change needed to drive business growth, by o�ering a di�erentiated agent experience. 

Synergy in Operations 
MIB and Manulife IM (Malaysia) collaborated together, embarking on a journey to create synergies across both organisations, to 
leverage on business opportunities, improve productivity and increase customer satisfaction. The collaboration aims to o�er the best 
of both worlds to all agency members and �nancial advisors, allowing them the opportunity to diversify and o�er a holistic �nancial 
solution to our customers. 

Recruitment Workshops and Business Opportunity Programmes (BOP) 
Despite the challenges in the industry, our Agency department has continued its aggressive recruitment initiatives throughout 2019, 
recording a 76% growth in new recruits in comparison to the previous year. Its initiatives include recruitment workshops for leaders in 
all regions and regular Business Opportunity Presentation (BOP) sessions with all the agencies and Agency Leader Corporation (ALC).

SUSTAINABILITY STATEMENT
REACHING NEW HEIGHTS

Agency Recruitment Statistics � 2018 vs 2019 YTD 
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PRESERVING THE 
ENVIRONMENT 

OUR PLEDGE

Implementing sustainable 
practices across our business 
operations to protect the 
environment and be responsible 
stewards of natural resources.

METHODOLOGY

�	 Reducing our Greenhouse Gas (GHG) 
emissions and carbon footprint

�	 Promoting e�cient use of resources 
(electricity and water)

�	 Responsible waste disposal through 
recycling

IN SUPPORT OF

SUSTAINABILITY STATEMENT 

KEY HIGHLIGHTS

�	 Ban of single-use plastic in Menara 
Manulife cafeteria

�	 Decline of 14.4% in electricity 
consumption from 2018

�	 17.5% reduction in utilisation of ink 
cartridges across the Company from 
2018

�	 80% and 58.6% cutback in the usage of 
A3 and A4 paper from 2018
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SUSTAINABILITY STATEMENT 
PRESERVING THE ENVIRONMENT

Energy Consumption Comparison � 2018 vs 2019 YTD 
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As the global population increases, the demand for natural resources becomes more signi�cant than ever. Manulife is fully aware of the 
environmental impact caused by our operations, and we are commi�ed to minimising these impacts; from the energy and resources 
we consume to the waste we generate on a day-to-day basis. As a responsible corporate citizen, we are dedicated to the protection and 
preservation of the environment, whilst advancing in a sustainable manner. Through our newly formed Sustainability Commi�ee, we 
constantly promote environmental awareness to our employees and explore new initiatives to lower our carbon footprint. We have set 
clear objectives and commitment for the e�cient use of resources with a particular focus on energy and responsible disposal of waste. 

Consciously reducing our consumption of resources 

Over the years, we have improved the usage of electricity by implementing various energy-saving practices within our facility. For 
example, the air-conditioning system in Manulife has been upgraded this past year; we refurbished the cooling towers and chilled water 
pumps to make it more energy-e�cient. The air-conditioning temperature had also been readjusted to an optimal level in common areas 
such as the main lobby and the 16th �oor. In addition, a lamping exercise was conducted to replace old �lament lights ��ings with low-
energy light-emi�ing diode (LED) bulbs, as well as install light sensors within our o�ces. As a result, our consumption of electricity was 
reduced by 14.4% from 2018 (2,742,345 kWh) to 2019 (2,347,260 kWh). A slight discrepancy pertaining to the increase in electricity 
consumption between December 2018 and 2019 is due to spike in events that were organised in common areas of the building. 

Energy Consumption Trend � 2018 vs 2019 YTD
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Furthermore, all washrooms are currently ��ed with water-sensor taps to reduce our consumption of water.
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SUSTAINABILITY STATEMENT 
PRESERVING THE ENVIRONMENT

Preserving o�ce supplies 

In 2019, the Company implemented a default se�ing on all our printers to a double-sided, black and white se�ing. This resulted in an 
80% and 58.6% reduction in the utilisation of A3 and A4 paper respectively, between 2018 and 2019 in MIB. During the same period, 
there was a 100% reduction in the usage of A3 paper in Manulife IM (Malaysia). What appears to be an increase of 200 reams of A4 
paper between 2018 and 2019 is a�ributed to the purchase of 300 reams in December 2019, of which not all were utilised before the 
year came to a close.

2018 2019

Paper type MIB Manulife IM  
(Malaysia)

MIB Manulife IM  
(Malaysia)

A3 25 reams 10 reams 5 reams 0

A4 4,670 reams 1,650 reams 1,935 reams 1,850 reams

A5 0 0 5 reams 0

To supplement the Company�s reduction in the utilisation of paper, we have also seen a 17.5% cutback in our consumption of ink 
cartridges between 2018 and 2019. We look forward to further reducing our environmental footprint where possible, in 2020. 

Utilisation of paper between 2018 and 2019 
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SUSTAINABILITY STATEMENT 
PRESERVING THE ENVIRONMENT

Managing our waste ethically 

Considering the economic and population growth that has occurred globally, Malaysia�s 
generation of solid waste is expected to surpass 30,000 tonnes per day in 2020. Less 
than 5% of waste is reportedly recycled in Kuala Lumpur, with the majority of the waste 
stream ending up in land�lls or even worse, in the ocean. Experts have predicted that by 
2050, plastic in the world�s oceans will outweigh �shes. In line with SDG 12 - Responsible 
Production and Consumption, Manulife is commi�ed to reducing and disposing our waste 
in an ethical and environmentally-friendly manner. In January 2020, all Manulife-occupied 
o�ces in the building were furnished with recycling bins. To ensure our recycled waste end 
up being processed correctly and not ending up in the land�ll, we engaged a certi�ed waste 
collector to service our recycle bins on a weekly basis. Employees continue to participate in 
recycling e�orts as much as possible. 

In addition to recycling, a campaign to stop the consumption of single-use plastic in our 
cafeteria was initiated on 1 September 2019. Sta� who bring their own takeaway containers 
enjoy a RM0.30 rebate from all cafeteria vendors. 

Raising Awareness 

In the spirit of Halloween, a regional campaign was initiated to raise awareness about 
Vampire Power and ways to mitigate it. Our energy-conservation e�orts have led to a 
positive trend whereby our rate of energy consumption has decreased steadily over the 
past two years. 

On 30 March 2019, Manulife joined corporations and millions of individuals in support 
of Earth Hour; a global movement in tackling climate change. In addition to encouraging 
the building�s tenants to switch their lights o� in support of this important cause, Menara 
Manulife also turned o� the façade lighting for an hour between 8:30pm � 9:30pm. 

Initiatives in the Pipeline 

We are aware of the need to constantly improve; besides continuing with existing e�orts, 
Manulife intends to explore new sustainability initiatives in 2020 to minimise our impact 
on the environment. In the New Year, we will be removing hand paper towels in all the 
washrooms and installing energy-e�cient jet-dryers. In addition, we will also be assessing 
the feasibility of installing solar panels and a rainwater harvesting tank on the roo�op of 
our headquarters, Menara Manulife. 

Managing our waste ethically

Raising Awareness 
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INSTILLING A  
WINNING CULTURE

OUR PLEDGE

Creating engaging employees 
who will excel and grow with 
Manulife Malaysia.

METHODOLOGY

�	 Promoting and embracing diversity and 
inclusivity

�	 Fostering fair and equitable workplace 
conditions

�	 Nurturing Human Capital by growing 
workplace capacity and skills

�	 Bridging the gap through training,  
on-the-job learning and career 
development

�	 Caring for employees through active 
engagement and encouraging a healthy 
work-life balance

SUSTAINABILITY STATEMENT 

KEY HIGHLIGHTS 

�	 HR Asia Best Companies to Work for in 
Asia 2019 Award - voice of employee 
ma�ers!

�	 Employee engagement up 11% from 52% 
in 2018 to 63% in 2019

�	 99.7% of Top Talent Retention

IN SUPPORT OF
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We believe that our employees are our best human capital who will determine our future successes.  In order to a�ract and retain the 
best and brightest employees, we invest in the development of our people. This is done primarily by investing in employee learning and 
development, providing opportunities for advancement and growth, competitive compensation and bene�ts, as well as recognising and 
rewarding superior performance and fostering teamwork. At Manulife, we are commi�ed to fostering a Winning Culture amongst the 
workforce to drive employee engagement and positivity for all. 

Snapshot of Manulife Malaysia�s Demographics

�	 53% are  
millennials

E M P L O Y E E  E N G A G E M E N T 

An engaged employee is key to helping the Company achieve its desired results. Therefore, we care about our employees� holistic needs, 
experience and total wellbeing. We focus on two major categories in maintaining our employee�s engagement; Employee Wellness and 
Employee Bene�ts. 

Employee Wellness 

Our Company launched its Employee Wellness Programme, Manugize, as part of its engagement initiative. It is a holistic employee 
wellness programme which includes a weekly run with our Group CEO, Yoga, Zumba, as well as mental and �nancial health talks. 
Manulife Sports Club is also a part of the Company�s initiative to organise out-of-o�ce sports activities that will strengthen the bond 
and interaction among colleagues whilst exercising.

Weekly yoga sessions are organised for the bene�t of employees. Participants of the Oppa Sang Run in high spirits during the 
inaugural event of 2019.

SUSTAINABILITY STATEMENT 
INSTILLING A WINNING CULTURE

Age pro�le of our workforce Ethnicity pro�le of our  
workforce Gender pro�le of our workforce

< 30 yrs Malay Female
40 - 50 yrs Indian

30 - 39 yrs Chinese Male
> 50 yrs Others

42%

17%
26%

34%

66%65%

7%
2%9%

32%

45 1036

324320

155

205

86

125

167

�	 49% of total leadership team 
made up by women
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In addition, Manulife employees get to balance their work by a�ending a series of Lunch & Learn sessions which expose them to 
knowledge and insights on various topics to improve health and work life. Employees who a�end these Lunch & Learn sessions are 
also provided healthy lunches to stimulate their brain. Manulife also provided dri-�t t-shirts and personalised sports towels to sta� to 
promote a healthy lifestyle. Additionally, annual health screenings were arranged for all sta� to keep their health in check. 

Part of Manulife�s Employee Wellness programme includes a complimentary yearly health screening and Manugize starter kit.

Employee Bene�ts 

Manulife o�ers competitive remuneration packages to our employees which includes a�ractive bene�ts such as various types of leave, 
Employee Group Insurance Scheme (EGIS), Employee Retirement Bene�t Scheme (ERBS), �exible working arrangements, training 
subsidies, lactation room and a series of cash rewards for children of employees who score remarkable academic achievements.

SUSTAINABILITY STATEMENT 
INSTILLING A WINNING CULTURE

Employee Bene�ts

Employee  
Wellness Programme

Lunch & Learn 
Themes Types of Leave Family Care

�	 Run with CEO
�	 Yoga Class
�	 Zumba Class
�	 Free health screening 
�	 Complimentary dri-�t 

workout t-shirt and 
personalized hand 
towel

�	 Mental Health
�	 Weight 

Management
�	 O�ce Ergonomics
�	 Financial Health

�	 Annual Leave 
�	 Parental Leave
�	 Birthday Leave
�	 Childcare Leave
�	 Marriage Leave
�	 Adoption Leave
�	 Study Leave
�	 Exam Leave

�	 Nursing rooms
�	 Cash incentives 

for employees� 
children�s 
academic 
achievement

Protection

�	 Employee Group 
Insurance Scheme 
(EGIS)

�	 Employee 
Retirement Bene�t 
Scheme (ERBS) 

Capacity Building 
& Flexibility

�	 Training subsidies
�	 Flexible work 

arrangements
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B R I N G I N G  O U R  V A L U E S  T O  L I F E
 

To align with Manulife�s mission; �Decisions made easier. Lives made be�er�, we are commi�ed to building and maintaining a working 
environment that breathes the six refreshed core values of the Company. 

At Manulife, we always aim to provide the best for our employees who are one of our key stakeholders. Through the Employee 
Recognition Programme, we inculcate the core values to our employees so that they may embody these values in their day to day 
work lives. 

Obsess About 
Customers

We predict their needs and do everything in our power to satisfy them.

Do The Right 
Thing

We act with integrity and do what we say.

Think Big Anything is possible. We can always �nd a be�er way.

Get It Done 
Together

We�re surrounded by an amazing team. We can do it be�er by working together.

Own It We feel empowered to make decisions and take action to deliver our Mission.

Share Your 
Humanity

We build a supportive, diverse and thriving workplace.

F O S T E R I N G  D I V E R S I T Y,  E Q U A L I T Y  &  I N C L U S I O N 
 

Our Company�s diversity and inclusion practices have been embedded into our recruitment, talent and performance management 
processes. Diversity and inclusion has always been important to our long-term sustainability goal. Being a multinational corporation, we 
strive to be inclusive and welcome ideas and people from di�erent backgrounds. Furthermore, as being part of a multi-cultural society, 
we celebrate all kinds of local and international festivals. 

Hari Raya and Deepavali are some of the local festivals we are proud to celebrate at Manulife.

SUSTAINABILITY STATEMENT 
INSTILLING A WINNING CULTURE
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Gender equality is an important priority at Manulife. Our aspiration is to exceed industry norms at every level of our Management Team, 
and seek to leverage the talents, insights and ideas of our employees by recognising the capabilities of both our female and male 
employees. With that, we launched the Global Women�s Alliance (GWA) to support our female employees to reach their full potential. 
Moreover, the basis of GWA is to also elevate the pro�le of women across the organisation through various initiatives such as Breast 
Cancer Awareness Month; of which in 2019, a total of RM10,662 was raised by Manulifers and donated to the Breast Cancer Welfare 
Association of Malaysia. To celebrate our female employees� hard work, Manulife celebrates International Women�s Day annually.

SUSTAINABILITY STATEMENT 
INSTILLING A WINNING CULTURE

Through Manulife�s GWA initiative, a contribution was presented to the Breast Cancer Welfare Association of Malaysia.

Global Women�s  
Alliance (GWA) 

To support our female workforce 
to reach their full potential and 

elevate the pro�le of women across 
the organisation through various 

programmes

Women  
Empowerment

Celebrating internationally 
recognised days/months of 
importance i.e. International 

Women�s Day and Breast Cancer 
Awareness Month

Promoting inclusivity by 
celebrating various cultural and 

religious festivals

Local and International festivals 
such as Hari Raya, Chinese New 

Year, Deepavali and Christmas are 
embraced and observed throughout 

Manulife

In contrast, Manulife�s Male Allies; an initiative to advocate gender equality was activated in 2019. The programme is a vital component 
in the Company�s diversity and inclusion e�orts, and we look forward to elevating Manulife Malaysia�s reputation as a corporate citizen 
which places gender equality and inclusion in the forefront of its operations. 
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SUSTAINABILITY STATEMENT 
INSTILLING A WINNING CULTURE

Malaysia  
Training Policy 

Ongoing employee development 
occurs across a spectrum of activities 
from the formal and structured 
to the informal; both within and 
outside the company; for example, 
external courses, in-house seminars, 
ad-hoc training, mentoring, online 
learning and short-term stretched 
assignments. As long as the training 
is an occupational requirement, the 
company will sponsor it. 

Global Continuous  
Learning Policy 

Manulife encourages its employees 
to further their studies by subsidising 
30% of the total tuition fees for a 
diploma, degree or masters course. 
Employees will not be bonded to the 
Company if 30% of the fees do not 
exceed RM20,000.

 Life O�ce Management 
Association (LOMA) 

Manulife encourages its employees 
to acquire relevant industry 
knowledge, which can later be 
utilised to contribute to the 
company�s success. Through LOMA�s 
Insurance Education Programmes, 
our employees learn about many 
facets within the life, health and 
�nancial services industries. 

For permanent employees who 
successfully passed the LOMA 
course(s) for the �rst time, the 
upfront fees that the company has 
paid on their behalf will be absorbed 
by the company. 

T A L E N T  D E V E L O P M E N T  
 

We recognise the importance of continuous self-improvement. Therefore, our employees are encouraged to undertake courses for 
capacity-building, which are in-line with the company�s overall business needs and with the insurance and asset management industries� 
practices.  

We constantly make an e�ort to enable employees to embrace learning by way of enhancing their skills, knowledge and ability to keep 
up with the volatility, uncertainty, complexity and ambiguity (VUCA) world. The following are some of the initiatives we provide to our 
employees as support: 
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P E O P L E  P R A C T I C E S   
 

Manulife values its employees as a key stakeholder of the Company. As a result, we encourage an open feedback culture and have 
moved from managing people for performance to enabling people to perform. Most importantly, Manulife has made a signi�cant e�ort 
in helping our employees feel engaged at work. 

SUSTAINABILITY STATEMENT 
INSTILLING A WINNING CULTURE

Employee Relation  
Centre (ERC) 

ERC is one of our major employee 
retention plans. This initiative is 
aimed at allowing our employees 
to converse with our Chief Human 
Resources O�cer (CHRO) about 
ma�ers pertaining to any work-
related issues that they do not feel 
comfortable to share with their line 
manager. The Company will then 
evaluate the situation before making 
a decision on whether any action 
should be taken to improve our 
employees� working experience. 

Work Life  
Coaching 

Manulife cares about employees� 
health and well-being and want 
to help everyone lead a healthier 
and more balanced life. We have 
partnered with Human Dynamic, 
one of the leading consultancy 
companies globally, to provide a 
Work Life Coaching Programme to 
our employees.

Awards and  
Recognitions 

Every year, we recognise our 
employees by giving out the Long 
Service Award to those who have 
served the company for �ve years 
or more. In addition, the Stars of 
Excellence Award is presented to 
those whose performance has been 
recognised by our Regional and 
Global o�ces. The Spot Award is 
rewarded to employees who have 
provided signi�cant contributions 
over a substantial period of time, as 
well as those who have gone above 
and beyond the  Business As Usual 
roles and responsibilities.
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B U I L D I N G  A  T A L E N T  P I P E L I N E 
 

Manulife Malaysia has been established since 1963. We are proud to have a�racted the younger workforce, with 53% of our employees 
consisting of millennials. This has been achieved by engaging young students and professionals through various Career Fairs and by 
sharing industry insights on larger platforms. 

In October, we participated in the Sunway University Career 
Fair with the aim of promoting our Company to students and 
a�racting them to apply for an internship or a job with us. 

In January, our Executive Management Team (EMT) 
collaborated with TalentCorp to share industry insights with 
International university students from the region. During the 
session, our EMT promoted Manulife as an employer of choice 
to these students, as well as created a sense of interest for 
them to join the Company in the future. 

SUSTAINABILITY STATEMENT 
INSTILLING A WINNING CULTURE



TOUCHING LIVES IN THE 
COMMUNITY 

OUR PLEDGE

To create positive, social change 
in the lives of communities in 
which we operate.

METHODOLOGY

�	 Developing future leaders in the 
classroom through education

�	 Engaging and collaborating with civil 
society organisations to reduce  
socio-economic disparities

�	 Celebrating festivities and spreading 
goodness amongst the underprivileged

�	 Advocating an inclusive society

�	 Promoting volunteerism among our 
employees

SUSTAINABILITY STATEMENT 

KEY HIGHLIGHTS 

�	 Launch of Manulife Malaysia�s Flagship 
Corporate Social Responsibility (CSR) 
initiative: the Orang Asli Education 
Support programme; of which, a total of 
133 Orang Asli children had access to 
holistic education

�	 A total of 662 bene�ciaries positively 
impacted from Manulife Malaysia�s 
community outreach programmes in 
2019

IN SUPPORT OF


































































































































































































































































































































