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02 Notice of Annual General Meeting

AGENDA

1.	 To receive the Audited Financial Statements for the �nancial year ended 31 December 2021 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 2021.

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. Ma�hew Edward Lawrence.

4.	 To approve the additional payment of Directors� fees for the period from 1 January 2022 until 10 June 2022, 
to the following Directors in view of the increase of Directors� fees with e�ect from 1 January 2022: 

(a)	 Dato� Dr. Zaha Rina Binti Zahari, Independent Non-Executive Chairman, of RM667.58;  
(b)	 Mrs. Vijayam A/P Nadarajah, Independent Non-Executive Director, of RM4,029.08; and 
(c)	 Mr. Renzo Christopher Viegas, Independent Non-Executive Director, of RM4,029.08.

5.	 To approve the payment of Directors� fees from 11 June 2022 until the next Annual General Meeting 
of the Company to be held in year 2023, payable quarterly in arrears a�er each quarter of completed 
service of the Directors of the Company to the following Directors: 

(a)	 Dato� Dr. Zaha Rina Binti Zahari, Independent Non-Executive Chairman;  
(b)	 Mrs. Vijayam A/P Nadarajah, Independent Non-Executive Director; 
(c)	 Mr. Renzo Christopher Viegas, Independent Non-Executive Director;
(d)	 Mr. Ma�hew Edward Lawrence, Non-Independent Non-Executive Director; and 
(e)	 such person(s) to be appointed as Non-Executive Director(s) of the Company, 

	 based on the amount as stated under explanatory note no. 3 of the Notice of Meeting.

6.	 To approve the payment of Directors� bene�ts of up to an amount of RM100,000.00 from 11 June 2022 
until the next Annual General Meeting of the Company to be held in year 2023.

	
7.	 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	
		
8. 	 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 

(Resolution 1)

(Resolution 2)
(Resolution 3)

(Resolution 4)
(Resolution 5)
(Resolution 6)

(Resolution 7)
(Resolution 8)
(Resolution 9)
(Resolution 10)
(Resolution 11)

(Resolution 12)

(Resolution 13)

(Resolution 14)

NOTICE IS HEREBY GIVEN THAT the Forty-Sixth Annual General Meeting of Manulife Holdings 
Berhad (�Manulife� or �the Company�) will be held on a virtual basis at the Broadcast venue 
at Meeting Room of Securities Services (Holdings) Sdn. Bhd., Level �, Menara Milenium, Jalan 
Damanlela, Pusat Bandar Damansara, Damansara Heights, ����� Kuala Lumpur, Wilayah 
Persekutuan on Friday, �� June ���� at �:�� p.m. for the following purposes:
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(Resolution 15)

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 twenty per centum (20%) of the total number of issued shares of the Company 
for the time being to be utilised until 31 December 2022 (pursuant to the extension of 
enhanced general mandate announced by Bursa Malaysia Securities on 23 December 2021)  
(�20% General Mandate�) on the basis that the Company has not utilised for the 20% 
General Mandate approved by the shareholders at the Annual General Meeting (�AGM�) held 
on 4 June 2021 for issuance of new securities and therea�er, ten per centum (10%) of the total 
number of issued shares of the Company for the time being as stipulated under Paragraph 
6.03(1) of Bursa Malaysia Securities� Main Market Listing Requirements to be utilised before 
the conclusion of the �rst AGM of the Company following the general meeting at which such 
approval was given or at the expiry of the period within which the next AGM is required to be 
held a�er the approval was given, whichever is the earlier; 

	 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.�

		
(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�s Main Market 

Listing Requirements, a renewal of existing 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 29 April 2022 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.�		

				  



Manulife Holdings Berhad

04 Notice of Annual General Meeting

(c)	 ORDINARY RESOLUTION 3
-	 PROPOSED NEW SHAREHOLDERS� MANDATE FOR RECURRENT RELATED PARTY 

TRANSACTIONS OF A REVENUE OR TRADING NATURE 

	 �THAT subject always to the provisions of Bursa Malaysia Securities Berhad�s 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 29 April 2022 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 it 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 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.�

		
(d)	 ORDINARY RESOLUTION 4 

-	 PROPOSED RENEWAL OF AUTHORITY TO ALLOT AND ISSUE NEW ORDINARY SHARES 
IN MANULIFE HOLDINGS BERHAD (�MANULIFE� OR �THE COMPANY�) (�MANULIFE 
SHARES�), FOR THE PURPOSE OF THE DIVIDEND REINVESTMENT PLAN (�DRP�) OF 
MANULIFE WHICH WILL PROVIDE THE SHAREHOLDERS OF MANULIFE WITH THE 
OPTION TO ELECT TO REINVEST THEIR DIVIDENDS IN NEW MANULIFE SHARES 
(�PROPOSED RENEWAL OF DRP AUTHORITY�)

	
	 �THAT pursuant to the DRP as approved by the shareholders at the Extraordinary General 

Meeting of the Company held on 26 June 2020 and renewed at the Annual General Meeting 
of the Company held on 4 June 2021, and subject to the approval of all relevant regulatory 
authorities or parties being obtained, where required, approval be and is hereby given to the 
Directors of the Company to allot and issue such number of new Manulife Shares from time to 
time as may be required to be allo�ed and issued pursuant to the DRP (�New Shares�) until 
the next Annual General Meeting of the Company, upon such terms and conditions and to such 
persons as the Directors of the Company may, in their absolute discretion, deem �t and in the 
best interest of the Company; 

(Resolution 16)

(Resolution 17)
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	 THAT the issue price of the New Shares, which will be determined and �xed by the Board of 
Directors on the price-�xing date to be determined, shall not be at more than ten per centum 
(10%) discount to the �ve (5)-day volume weighted average market price (�VWAP�) of Manulife 
Shares immediately preceding the price-�xing date, of which the VWAP shall be adjusted ex-
dividend before applying the aforementioned discount in �xing the issue price at the material 
time;

	 AND THAT the Directors of the Company be and are hereby authorised to do all such acts 
and enter into all such transactions, arrangements, deeds and undertakings and to execute, 
sign and deliver for and on behalf of the Company, all such documents and impose such terms 
and conditions or delegate all or any part of its powers as may be necessary or expedient in 
order to implement, �nalise and give full e�ect to the issuance of New Shares pursuant to the 
DRP, with full power to assent to any conditions, modi�cations, variations and/or amendments 
including amendments, modi�cations, suspension and termination of the DRP as the Directors 
of the Company may, in their absolute discretion, deem �t and in the best interest of the 
Company and/or as may be imposed or agreed to by any other relevant authorities.� 

9.	 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: 29 April 2022

NOTES:

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

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

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

	 As guided by the Securities Commission Malaysia�s Guidance and FAQs on the Conduct of General Meetings for Listed Issuers that was 
issued on �� April ���� and its subsequent amendments, 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 submitted by the shareholders and/or proxies 
will be broadcasted and responded by the Chairman/Board of Directors (�Board�)/relevant advisers during the Meeting. In the event of 
any unattended questions and/or remarks submitted, the Company will respond to the said unattended questions and/or remarks after the 
Meeting.

�.	 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 officer 
or attorney duly authorised.

�.	 Where a member of the Company is an exempt authorised nominee which holds ordinary shares in the Company for multiple beneficial 
owners in one (�) 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. 
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�.	 Appointment of proxy and registration for remote participation and voting 

	 The instrument appointing a proxy and the power of attorney or other authority, if any, under which it is signed or a notarially certified copy 
of that power or authority shall be deposited at Securities Services (Holdings) Sdn. Bhd. of Level �, Menara Milenium, Jalan Damanlela, 
Pusat Bandar Damansara, Damansara Heights, ����� Kuala Lumpur, Wilayah Persekutuan not less than forty-eight (��) 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 https://sshsb.net.my/. The lodging of the proxy form will not preclude you from attending and voting at the Meeting should you 
subsequently wish to do so provided a notice of termination of authority to act as proxy is given to the Company and deposited at Securities 
Services (Holdings) Sdn. Bhd. of Level �, Menara Milenium, Jalan Damanlela, Pusat Bandar Damansara, Damansara Heights, ����� Kuala 
Lumpur, Wilayah Persekutuan not less than twenty-four (��) hours before the time stipulated for holding the Meeting or any adjournment 
thereof. The notice of termination of authority to act as proxy may also be submitted via email to eservices@sshsb.com.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  
https://sshsb.net.my/ by the registration cut-off date and time. Please refer to the Administrative Guide on the Conduct of a Virtual General 
Meeting for further details.

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

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 NOTES 

(�)	 RESOLUTIONS � TO � � RE-ELECTION OF DIRECTORS WHO RETIRE BY ROTATION PURSUANT TO CLAUSE ��� OF THE 
COMPANY�S CONSTITUTION: 

	 Pursuant to Clause ��� of the Company’s Constitution, one-third (�/�) of the Directors [or if the number is not a multiple of three (�), the 
number nearest to one-third (�/�)] at the time being of whom have been longest in office shall retire from office by rotation at the Annual 
General Meeting of the Company and be eligible for re-election.  

	 The Board considered that the performance of Dato� Dr. Zaha Rina Binti Zahari and Mr. Matthew Edward Lawrence (each referred to as 
�retiring Director�) to be effective. Both retiring Directors were able to meet the Board�s expectation in terms of experience, expertise, 
integrity, competency, participation and contribution. Each retiring Director demonstrates commitment to the role and has sufficient time to 
meet his/her commitment to the Company. Both retiring Directors have also provided their declaration of fitness and propriety in February 
����. These two (�) retiring Directors had abstained from deliberations and decisions on their own eligibility to stand for re-election at the 
Board and Group Nominating/Remuneration Committee meetings. 

	
	 The Board is in support of re-appointment of both retiring Directors. Below outlines the reasons why each retiring Director provides valuable 

contribution to the Board: 

	 Resolution � � Re-election of Dato� Dr. Zaha Rina Binti Zahari 
	 Dato� Dr. Zaha Rina Binti Zahari joined the Company in year ���� and has over twenty-six (��) years of experience in the financial, commodities 

and securities industry, and the development of the Malaysian Capital Market. During the course of the year, she has demonstrated both the 
leadership and skills required of a Board Chairman.  

	 Resolution � � Re-election of Mr. Matthew Edward Lawrence
	 Mr. Matthew Edward Lawrence joined the Company in year ���� and has over twenty (��) years of experience in the insurance industry, 

holding leadership roles in both the corporate and professional services fields that span across North America, Europe and Asia. His 
extensive experience and knowledge of the operations of Manulife continues to be valuable to the Company.  

(�)	 RESOLUTIONS � TO � � DIRECTORS� FEES 

	 The additional payment of Directors� fees for the period from � January ���� until �� June ���� is due to the increase of Directors� fees 
with effect from � January ���� after taking into consideration the increased demand, time commitments and market competitiveness, as 
follows:

Independent Non-Executive Chairman	 :	 Additional RM���.�� per quarter
Independent Non-Executive Director	 :	 Additional RM�,���.�� per quarter

		



Annual Report 2021

07Notice of Annual General Meeting

(�)	 RESOLUTIONS � TO �� � DIRECTORS� FEES 

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

Independent Non-Executive Chairman of the Board	 :	 RM��,���.�� per quarter*^
Each Independent Non-Executive Director	 :	 RM��,���.�� per quarter*^
Each Non-Independent Non-Executive Director	 :	 RM��,���.�� per quarter 

Notes:
*	 excluding additional fees payable to the Independent Non-Executive Chairman of the Board and the Independent Non-Executive 

Directors for attending the Board Strategy Day meeting at RM�,���.�� per meeting.
^	 excluding additional fees payable to the Independent Non-Executive Chairman of the Board and/or Independent Non-Executive 

Directors for assuming the role of Chairman of Group Audit Committee/ Group Nominating and Remuneration Committee/ Group Risk 
Management Committee at RM�,���.�� per quarter.

 
(�)	 RESOLUTION �� � AUTHORITY TO ISSUE SHARES 

	 The Company wishes to renew the mandate on the authority to issue shares pursuant to the Companies Act ���� at the Forty-Sixth Annual 
General Meeting of the Company. The Company had been granted a general mandate by its shareholders at the Forty-Fifth Annual General 
Meeting of the Company held on � June ���� (hereinafter referred to as the �Previous Mandate�). 

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

	 As part of the initiative from Bursa Malaysia Securities Berhad (�Bursa Malaysia Securities�) to aid and facilitate listed issuers in 
sustaining their business or easing their compliance with Bursa Malaysia Securities� rules, amid the unprecedented uncertainty surrounding 
the recovery of the COVID-�� pandemic and the Movement Control Order imposed by the Government, Bursa Malaysia Securities had on �� 
April ���� introduced the twenty per centum (��%) general mandate as an interim relief measure to allow a listed issuer to seek a higher 
general mandate under Paragraph �.�� of the Main Market Listing Requirements of Bursa Malaysia Securities of not more than twenty per 
centum (��%) of the total number of issued shares (excluding treasury shares) for issue of securities (���% General Mandate�). The ��% 
General Mandate may be utilised to issue new securities until �� December ����, and thereafter, the ten per centum (��%) of the total 
number of issued shares of the Company for the time being as stipulated under Paragraph �.��(�) of the Main Market Listing Requirements 
of Bursa Malaysia Securities shall apply (���% General Mandate�). The ��% General Mandate and ��% General Mandate are sought to 
provide flexibility to the Company for allotment of shares without convening a general meeting, which may be both time and cost-consuming, 
if the need arises.

	 Bursa Malaysia Securities had on �� December ���� resolved to extend the implementation period of the ��% General Mandate as part of 
their continuous support and assistance to listed issuers in these trying and challenging times amid the COVID-�� pandemic.

	 The Board, having considered the current and prospective financial position, and future financial needs of the Group, is of the opinion 
that the increase in general mandate limit for new issue of shares of up to twenty per centum (��%) is in the best interest of the Company 
and its shareholders. These ��% General Mandate and ��% General Mandate would provide the Company with additional fundraising 
flexibility to undertake fundraising activities in an expeditious and efficient manner. The funds raised may be used for the purpose of funding 
investment(s), working capital and/or acquisitions(s).

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

	 The proposed adoption of Resolutions �� and �� are to renew the shareholders’ mandate for Recurrent Related Party Transactions 
granted by the shareholders of the Company at the Forty-Fifth Annual General Meeting of the Company held on � June ���� (�Renewal 
of Shareholders� Mandate�) and to obtain new shareholders� mandate for Recurrent Related Party Transactions (�New Shareholders� 
Mandate�), respectively. Both Renewal of Shareholders� Mandate and New 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.

(�) 	 RESOLUTION �� - PROPOSED RENEWAL OF DRP AUTHORITY 

	 The proposed Resolution ��, if approved, will give authority to the Board to allot and issue new Manulife Shares under the DRP, until the 
conclusion of the next Annual General Meeting of the Company. A renewal of this authority will be sought at subsequent Annual General 
Meetings of the Company on an annual basis, where applicable.
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 BOARD OF DIRECTORS

Dato� Dr. Zaha Rina Binti Zahari
DSAP, MBA, DBA 
Bachelor of Arts (Honours) in Accounting 
and Finance, Leeds Metropolitan University, 
United Kingdom (�UK�) 
Master in Business Administration, 
University of Hull, UK 
Doctorate in Business Administration, 
University of Hull, UK 
Chairman/Independent Non-Executive 
Director

Mrs. Vijayam A/P 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. Matthew Edward Lawrence 
Bachelor of Science in Economics, London 
School of Economics and Political Science, 
UK
Fellow of the Institute of Chartered 
Accountants in England & Wales 
Certificate to practise as a Chartered 
Accountant in England & Wales 
Non-Independent Non-Executive Director

Ms. Vibha Hamsi Coburn 
Bachelor of Commerce, Dehli University, 
India 
Post Graduate Applied Finance Diploma, 
Securities Institute of Australia
Master of Business Administration, 
University of Western Australia, Australia
Graduate of Australian Institute of Company 
Directors (GAICD), Australia
Group Chief Executive Officer/Executive 
Director

Mr. Renzo Christopher Viegas
Bachelor of Commerce, Bombay University, 
India
Chartered Accountant, Fellow of the 
Institute of Chartered Accountants of India
Advance Management Program in Strategic 
Marketing Planning, Michigan State 
University, United States of America
Independent Non-Executive Director 

 SECRETARIES

Chua Siew Chuan 

(SSM PC No. ������������)
(MAICSA �������)

Chin Mun Yee 

(SSM PC No. ������������)
(MAICSA �������)

 COMMITTEES OF THE BOARD

�	 Group Audit Commi�ee

	 Mr. Renzo Christopher Viegas 

(Chairman)

	 Mrs. Vijayam A/P Nadarajah
	 Mr. Ma�hew Edward Lawrence 

�	 Group Risk Management 
Commi�ee

	 Mrs. Vijayam A/P Nadarajah 
(Chairman)

	 Mr. Ma�hew Edward Lawrence 
	 Mr. Renzo Christopher Viegas 

�	 Group Nominating/
Remuneration Commi�ee

	 Dato� Dr. Zaha Rina Binti Zahari 
(Chairman)

	 Mrs. Vijayam A/P Nadarajah
	 Mr. Ma�hew Edward Lawrence 
	 Mr. Renzo Christopher Viegas 

 REGISTERED OFFICE

16th Floor, Menara Manulife
6 Jalan Gelenggang
Damansara Heights
50490 Kuala Lumpur
Tel: 03 2719 9228
Fax: 03 2095 3804 
www.manulife.com.my

 REGISTRAR

Securities Services (Holdings) Sdn. Bhd.
Level �, Menara Milenium
Jalan Damanlela
Pusat Bandar Damansara
Damansara Heights
����� Kuala Lumpur
Tel: �� ���� ����
Fax: �� ���� ����

 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 (������������)
(LLP�������-LCA & AF����)
Chartered Accountants
Level ��A, Menara Milenium
Jalan Damanlela, Pusat Bandar 
Damansara
����� Kuala Lumpur

 INVESTOR RELATIONS

Tel: �� ���� ����      ext: ������
Email: Eza_Dzulkarnain@manulife.com

 AGM HELPDESK

Tel: �� ���� ����
Email: MY_CG@manulife.com

 STOCK EXCHANGE LISTING

Bursa Malaysia Securities Berhad � 
Main Market
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Manulife Holdings Berhad
197501003360 (24851-H)

Manulife 
Insurance Berhad 
200801013654 (814942-M)

Manulife Investment 
Management (M) Berhad 

200801033087 (834424-U)

Manulife Insurance 
Labuan Limited 

(LL13865)

Britama Properties
Sdn. Bhd.

198001010396 (64180-D)

100%

100%

100%

100%
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2017 2018 2019 2020 2021

OPERATING RESULTS

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

Group Premiums 896.4 913.4 988.0 1,014.0 1,071.0

Fee Income 96.1 106.7 109.7 109.5 150.3

Net Investment Gains/Losses1 392.3 18.8 329.8 340.4 346.5

Policyowners Bene�t Paid and Payable 634.2 657.3 711.6 805.6 776.4

Group Pro�t Before Taxation 41.6 38.2 38.4 45.8 105.5

Group Net Pro�t A�ributable To Shareholders 28.0 26.3 26.1 38.8 87.0

KEY BALANCE SHEET DATA

As at 31 December (RM�million)

Life Fund Assets 4,765.8 4,705.4 5,073.4 5,599.5 5,763.0

General/Shareholder Fund Assets 868.2 829.5 881.7 904.3 886.1

Total Assets 5,634.0 5,534.9 5,955.1 6,503.8 6,649.1

Total Liabilities 4,818.7 4,713.0 5,117.5 5,596.4 5,695.5

Shareholders� Equity 815.3 821.9 837.6 907.4 953.6

SHARE INFORMATION

Group Basic Earnings Per Share (sen) 13.8 13.0 12.9 19.0 41.6

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

Group Net Asset Per Share (RM) 4.02 4.05 4.14 4.38 4.51

Share Price � High (RM) 3.32 3.31 2.85 2.46 2.54

Share Price � Low (RM) 3.00 2.30 2.31 1.65 1.95

Share Price As At 31 December (RM) 3.30 2.50 2.48 2.01 2.30

Market Capitalisation (RM�million) 667.8 505.9 501.9 416.0 486.6

FINANCIAL RATIO (%)

Return on Equity2 3.5 3.2 3.2 4.4 9.3

Return on Assets3 0.5 0.5 0.5 0.6 1.3

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



Annual Report 2021

11Five-Year Group Financial Highlights

GROUP INCOME
(RM million)
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Dato� Dr. Zaha Rina binti Zahari (�Dato� 
Dr. Zaha Rina�) holds a Bachelor of Arts 
(Honours) in Accounting and Finance 
from Leeds Metropolitan University, 
United Kingdom (�UK�) and Master in 
Business Administration from University 
of Hull, UK. She also holds a Doctorate in 
Business Administration from University 
of Hull, UK, focusing on capital markets 
research and specialising in derivatives. 

Dato� Dr. Zaha Rina was a Consultant 
to Financial Technologies Middle East 
based in Bahrain for the set-up of 
Bahrain Financial Exchange launched 
in January ����. Prior to this, she was 
with Royal Bank of Scotland Group in 
Singapore from August ���� to May 
����. She has more than twenty-six 
(��) years of experience in the financial, 
commodities and securities industry 
and the development of the Malaysian 
Capital Market, which includes 
managing a futures broking company. 
She was the Chief Executive Officer of 
RHB Securities Sdn. Bhd. from year 
���� to year ����. She has previous 
Board appointments at the Commodity 
and Monetary Exchange of Malaysia 
from year ���� to year ����, and then 
as the Chief Operating Officer of Kuala 
Lumpur Options and Financial Futures 

Exchange in year ����, which merged to 
become Malaysian Derivatives Exchange 
(�MDEX�) in June ����.

Dato� Dr. Zaha Rina was then appointed 
Head of Exchanges, managing the 
operations of Kuala Lumpur Stock 
Exchange (�KLSE�) [now known as Bursa 
Malaysia Securities Berhad (�Bursa 
Malaysia Securities�)], Malaysia 
Exchange of Securities Dealings & 
Automated Quotation (MESDAQ), MDEX 
and Labuan International Financial 
Exchanges in September ���� prior to 
KLSE�s [now known as Bursa Malaysia 
Securities] demutualisation. She is also 
a regular speaker at many international 
conferences and forums.

Dato� Dr. Zaha Rina was a Director of 
Zurich Insurance Malaysia Bhd. from 
year ���� to year ���� and Hong 
Leong Industries Bhd. from year ���� 
to year ����. She sits on the Boards 
of Mizuho Bank (Malaysia) Berhad, 
Hibiscus Petroleum Bhd., IGB Berhad, 
Pacific & Orient Berhad, Pacific & Orient 
Insurance Co. Berhad and Keck Seng 
(Malaysia) Berhad, besides holding 
directorships in several private limited 
companies. She was a member of 
Market Participants Committee of Bursa 

Malaysia Securities. She is currently a 
member of the Appeals Committee of 
Bursa Malaysia Securities. 

Dato� Dr. Zaha Rina is a Divemaster with 
National Association of Underwater 
Instructors (NAUI). She was a member of 
Global Board of Advisers for XBRL until 
year ���� and was also on the Board of 
Trustees for Malaysia AIDS Foundation 
until May ����. 

Dato� Dr. Zaha Rina is the Chairman of 
the Group Nominating/Remuneration 
Committee of the Company. She is also 
a Director and the Chairman of Manulife 
Investment Management (M) Berhad, a 
wholly-owned subsidiary of the Company. 

Dato� Dr. Zaha Rina does not have any 
family relationship with any Director 
and/or major shareholder of the 
Company nor any conflict of interest 
with the Company. She does not have 
any convictions for any offences within 
the past five (�) years and any public 
sanction or penalty imposed by the 
relevant regulatory bodies during the 
financial year ended �� December 
����.

Dato� Dr. Zaha Rina 
Binti Zahari

Chairman/ 
Independent Non-Executive Director

Female61 years oldMalaysian

Appointed to the Board: 
12 December 2013

Number of Board Meetings A�ended in year 2021:
6/6
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Ms. Vibha Hamsi Coburn (�Ms. Vibha 
Coburn�) holds a Master of Business 
Administration from the University 
of Western Australia, post graduate 
diploma from the Securities Institute of 
Australia [Chartered Financial Analyst 
(CFA) equivalent] and a Bachelor of 
Commerce (Hons) from Delhi University. 
She is also a Graduate member of 
Australia Institute of Company Directors 
(GAICD). 

Ms. Vibha Coburn was formerly the Chief 
Distribution Officer at Manulife Asia, 
responsible for developing and executing 
strategy for Manulife distribution 
across Asia, including championing 
the adoption of digital channels. Under 
her leadership, Manulife�s agency force 
grew significantly and became the 
world�s third best amongst international 

insurers in terms of Million Dollar 
Round Table membership. At the 
same time, she has helped to vastly 
strengthen Manulife�s bancassurance 
capabilities, delivering strong growth to 
its regional partnerships and, renewing 
and establishing new partnerships in 
Vietnam, Indonesia and Myanmar. She 
has also championed the development 
and adoption of digital tools throughout 
all channels in distribution.

Prior to joining Manulife, Ms. Vibha 
Coburn had a wide range of senior 
roles over thirty (��) years in banking, 
insurance and management consulting 
across Asia, Europe and Australia. These 
included roles in e-business, sales, 
customer acquisition, finance, wealth 
management, liabilities, mortgages and 
credit cards.

Ms. Vibha Coburn also sits on the Boards 
of Manulife Insurance Berhad (�MIB�) 
and Manulife Investment Management 
(M) Berhad (�MIMMB�), L.I.A.M. 
Holding Sdn. Bhd. and L.I.A.M. Property 
Sdn. Bhd. Both MIB and MIMMB are 
the wholly-owned subsidiaries of the 
Company. 

Ms. Vibha Coburn does not have any 
family relationship with any Director 
and/or major shareholder of the 
Company nor any conflict of interest 
with the Company. She does not have 
any convictions for any offences within 
the past five (�) years and any public 
sanction or penalty imposed by the 
relevant regulatory bodies during the 
financial year ended �� December 
����.

Vibha  
Hamsi Coburn 

Group Chief Executive Officer/
Executive Director

Female57 years oldAustralian

Number of Board Meetings A�ended in year 2021:
5/6

Appointed to the Board: 
1 October 2020
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Mrs. Vijayam A/P Nadarajah (�Mrs. 
Vijayam Nadarajah�) holds a Master 
degree in Business Administration and 
a Bachelor degree in Economics (with 
a major in accounting) from Monash 
University in Melbourne, Australia. She 
has also acquired a law degree from 
University of London, United Kingdom. 
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 (�IIAM�).

Mrs. Vijayam Nadarajah was the 
president of the IIAM from year ���� to 
year ���� and was then re-appointed 
as a governor to the Board of Governors 
of IIAM in year ����. She co-chaired 
the taskforce on Guidance for Effective 
Internal Audit Function.

Mrs. Vijayam Nadarajah was the 
Independent Non-Executive Director of 
The Bank of Nova Scotia Berhad. Prior 
to her appointment to the Board of The 
Bank of Nova Scotia Berhad, she was a 
consultant for China Construction Bank 
Malaysia Berhad. She 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 (�BNM�) 
on matters 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 drafted 
the board charter and terms of reference 
of board committees, on top of other 
governance policies. 

From year ���� to year ����, 
Mrs. Vijayam Nadarajah served as 
a Specialist for the Research and 
Development/Corporate Program of the 
Financial Accreditation Agency, which is 
an initiative supported by BNM 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 presently sits 
on the Boards of BNP Paribas Malaysia 
Berhad, MPI Generali Insurans Berhad 
and Monash University Malaysia Sdn 
Bhd. She is a consultant and trainer 
in topics such as risk management, 

compliance, internal audit and board 
governance. 

Mrs. Vijayam Nadarajah is the Chairman 
of the Group Risk Management 
Committee and is a member of the 
Group Audit Committee and Group 
Nominating/Remuneration Committee 
of the Company. She is also a Director 
and Chairman of the Risk Management 
Committee, and a member of 
Audit Committee and Nominating/
Remuneration Committee of Manulife 
Insurance Berhad, a wholly-owned 
subsidiary of the Company.

Mrs. Vijayam Nadarajah does not 
have any family relationship with any 
Director and/or major shareholder of 
the Company nor any conflict of interest 
with the Company. She does not have 
any convictions for any offences within 
the past five (�) years and any public 
sanction or penalty imposed by the 
relevant regulatory bodies during the 
financial year ended �� December 
����.

Vijayam  
A/P Nadarajah

Independent Non-Executive Director

Female60 years oldMalaysian

Appointed to the Board: 
19 April 2019

Number of Board Meetings A�ended in year 2021:
6/6
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Mr. Renzo Christopher Viegas  
(�Mr. Renzo Viegas�) holds a Bachelor 
of Commerce from the University 
of Bombay, India. He is a Chartered 
Accountant and Fellow Member of the 
Institute of Chartered Accountants of 
India.

Mr. Renzo Viegas started his career 
with Citibank in year ����, where he 
progressively held senior positions in 
various Asia Pacific countries including 
regional responsibilities until year ����. 
His last held position was Chief Operating 
Officer and Chief Financial Officer of 
Citibank Malaysia.

In year ����, Mr. Renzo Viegas joined 
RHB Bank Berhad as Director of Retail 
Banking where he managed the consumer, 
insurance, hire purchase and small and 
medium enterprises businesses. In year 
����, he was appointed as the Principal 
Officer overseeing overall operation of 
RHB Bank Berhad. His last held position 
was Deputy Chief Executive Officer 
(�CEO�) of the bank with direct covers 
for the Consumer and International 
businesses. 

Mr. Renzo Viegas was the Deputy CEO 
and Executive Director of CIMB Bank 
from year ���� to year ���� with 

direct oversight over the Consumer 
and Commercial businesses and CEO 
of Group Consumer Banking from year 
���� to year ����. He was responsible 
for the development of overall business 
strategies of consumer banking for the 
smooth implementation of the strategies, 
and transformed the consumer bank of 
the Group to become its growth engine. 
He provided support to the Group Chief 
Executive and other senior management, 
leveraging on the regional platform to 
better reap synergies and accelerate 
business delivery. He also served as 
Adviser to the Group CEO of CIMB 
Bank, where he was responsible for the 
development of overall Group business 
strategies until March ����. He was 
also a non-independent director for CIMB 
Bank (Vietnam) Ltd. from August ���� to 
July ����, and non-independent director 
for CIMB Cambodia Bank PLC from 
November ���� to July ����.

Mr. Renzo Viegas served as non-executive 
director of Sun Life Malaysia Assurance 
Berhad and Sun Life Malaysia Takaful 
Berhad from May ���� to July ����. 

Mr. Renzo Viegas is presently an 
independent non-executive director on 
the Board of Astro Malaysia Holdings 
Bhd. He is the Chairman of Audit and Risk 

Committee, Chairman of Strategy and 
Business Transformation Committee and 
member of the Remuneration Committee 
of Astro Malaysia Holdings Bhd. He also 
sits on the Board of Ujjivan Financial 
Services Limited, a company listed on 
National Stock Exchange of India and 
the holding company of Ujjivan Small 
Finance Bank.

Mr. Renzo Viegas is the Chairman of the 
Group Audit Committee and is a member 
of the Group Risk Management Committee 
and Group Nominating/Remuneration 
Committee of the Company. He is also 
a Director and the Chairman of the 
Audit Committee and is a member of 
the Risk Management Committee and 
Nominating/Remuneration Committee 
of Manulife Insurance Berhad, a wholly-
owned subsidiary of the Company.

Mr. Renzo Viegas does not have any family 
relationship with any Director and/or 
major shareholder of the Company nor 
any conflict of interest with the Company. 
He does not have any convictions for any 
offences within the past five (�) years and 
any public sanction or penalty imposed by 
the relevant regulatory bodies during the 
financial year ended �� December ����.

Male61 years oldIndian

Renzo  
Christopher Viegas

Independent Non-Executive Director

Appointed to the Board: 
1 November 2020

Number of Board Meetings A�ended in year 2021:
6/6
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Mr. Matthew Edward Lawrence (�Mr. 
Matthew Lawrence�) graduated from 
the London School of Economics and 
Political Science with a Bachelor of 
Science in Economics. He is a member 
and Fellow of the Institute of Chartered 
Accountants in England and Wales.

Mr. Matthew Lawrence has over twenty 
(��) years of experience in the insurance 
industry, holding leadership positions 
in both the corporate and professional 
services fields that span across North 
America, Europe and Asia. He joined 
Manulife as Regional Controller, 
Asia in year ����. In this role, he is 
responsible for the Asia regional finance 
team, overseeing financial planning 
and analysis, management reporting, 

expense management and accounting 
policy. 

Prior to joining Manulife, Mr. Matthew 
Lawrence worked at Prudential where 
he held a series of progressive roles; his 
last held position was Finance Director 
of Prudential Assurance Company 
Singapore, where he was responsible 
for strategic planning and analysis, 
financial reporting, finance operations, 
and finance 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.

Mr. Matthew Lawrence is a member of 
the Group Audit Committee, Group Risk 
Management Committee and Group 
Nominating/Remuneration Committee 
of the Company. 

Mr. Matthew Lawrence does not 
have any family relationship with any 
Director and/or major shareholder 
of the Company nor any conflict of 
interest with the Company. He does not 
have any convictions for any offences 
within the past five (�) years and any 
public sanction or penalty imposed by 
the relevant regulatory bodies during 
the financial year ended �� December 
����.

Matthew Edward 
Lawrence

Non-Independent  
Non-Executive Director

Male46 years old

Appointed to the Board: 
1 January 2020

British

Number of Board Meetings A�ended in year 2021:
6/6
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Australian 57 Female Malaysian 55 Male

Ms. Vibha Hamsi Coburn�s profile is listed in the Directors� 
Profile on page �� of this Annual Report.

Mr. Jason Chong Soon Min (�Mr. Jason Chong�) joined 
Manulife Holdings Berhad�s (�MHB�) asset management 
arm in February ���� as Chief Executive Officer/Executive 
Director. Following the merger of Manulife Malaysia�s asset 
management and unit trust businesses in July ����, known 
today as Manulife Investment Management (M) Berhad, Mr. 
Jason Chong was the Chief Investment Officer/Managing 
Director. In May ����, he was promoted to Chief Executive 
Officer/Executive Director.

Mr. Jason Chong has more than thirty-two (��) years of 
experience in the investment industry. Before joining Manulife, 
he was Chief Investment Officer of another asset management 
company where he was responsible for the management 
of Malaysian and regional funds totaling approximately 
RM� billion. Prior to that, he spent fifteen (��) 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. Jason Chong holds a Bachelor of Science degree in 
Economics and Finance (Honors) from the University of 
Southern New Hampshire, United States of America as well as 
a Capital Markets and Services Representative License in Fund 
Management and Financial Planning in Malaysia.

Mr. Jason Chong does not hold any directorship in other public 
companies and/or listed issuers. He does not have any family 
relationship with any Director and/or major shareholder of 
MHB, nor any conflict of interest in any business arrangement 
involving MHB. Other than traffic offences, he does not have 
any convictions for any offences within the past five (�) years 
and any public sanction or penalty imposed by the relevant 
regulatory bodies during the financial year ended �� December 
����.

Vibha Hamsi Coburn
Group Chief Executive Officer / Executive Director

Jason Chong Soon Min
Chief Executive Officer & Executive Director 
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Mr. Tan Chue Chau (�Mr. Tan�) was appointed as the Chief 
Actuary and Pricing Officer of Manulife Insurance Berhad 
(�MIB�) in February ����. He was also the interim Appointed 
Actuary of MIB and Manulife Insurance Labuan Limited (�MILL�) 
until end of year ����. He was subsequently appointed as the 
Chief Financial Officer of MIB in March ����. He is currently 
the Director of MILL and Britama Properties Sdn. Bhd. 

Mr. Tan built his career in Sun Life Malaysia before moving on 
to Tokio Marine Life as Actuarial Manager. He then moved on 
joining MIB as Appointed Actuary. He then joined Prudential 
BSN Takaful Berhad as the Chief Actuary. He was a member 
of the Executive Committee of Prudential BSN Takaful Berhad 
who was responsible collectively with other members in forming 
and executing business strategies. At industry level, he was a 
member of Family Takaful Sub-Committee of Malaysian Takaful 
Association.

Mr. Tan graduated from Malaya University with Bachelor of 
Science in Mathematics. He is a fellow member of Society of 
Actuaries and Actuarial Society of Malaysia.

Mr. Tan does not hold any directorship in public companies and/
or listed issuers. He does not have any family relationship with 
any Director and/or major shareholder of Manulife Holdings 
Berhad (�MHB�), nor any conflict of interest in any business 
arrangement involving MHB. Other than traffic offences, he 
does not have any convictions for any offences within the past 
five (�) years and any public sanction or penalty imposed by 
the relevant regulatory bodies during the financial year ended 
�� December ����.

Mr. Alex Tan Cheng Leong (�Mr. Alex Tan�) is the Chief 
Agency Officer 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 profitability objectives. 

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

Mr. Alex Tan has more than two (�) decades of experience in 
the financial sector and has held several senior leadership 
roles including as the Chief Marketing Officer of Syarikat 
Takaful Malaysia and Director of Alliance Management, 
Communication, STAR CLUB and Training (Malaysia and 
Singapore) for CIMB Principal Asset Management Berhad. 

Mr. Alex Tan holds a degree in Accounting from La Trobe 
University, Australia. He is also a Fellow of the Life Management 
Institute of United States of America and Registered Financial 
Planner of Malaysia�s Financial Planning Council.

Mr. Alex Tan does not hold any directorship in public 
companies and/or listed issuers. He does not have any family 
relationship with any Director and/or major shareholder of 
Manulife Holdings Berhad (�MHB�), nor any conflict of interest 
in any business arrangement involving MHB. Other than traffic 
offences, he does not have any convictions for any offences 
within the past five (�) years and any public sanction or penalty 
imposed by the relevant regulatory bodies during the financial 
year ended �� December ����.

Malaysian 46 Male Malaysian 46 Male

Tan Chue Chau 
Chief Financial Officer

Alex Tan Cheng Leong 
Chief Agency Officer

Senior Key Management Pro�le
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Ms. Jasbender Kaur is the Chief Counsel & Corporate Services 
Officer of Manulife Holdings Berhad (�MHB�). In her role, she 
is directly responsible for legal and corporate governance 
responsibilities, and oversees regulatory compliance and 
risk management within MHB and its subsidiaries excluding 
Manulife Investment Management (M) Berhad. Additionally,  
she was appointed as the Principal Officer of Manulife 
Insurance Labuan Limited in April ���� and Director of 
Britama Properties Sdn. Bhd. in September ����. She 
graduated from the University of London, United Kingdom with 
a Bachelor of Law (Hons) and was called to the Malaysian Bar 
in year ����. She is also a certified Company Secretary and 
alongside her other roles, serves as Company Secretary to 
several local subsidiaries of MHB. 

Ms. Jasbender Kaur joined Manulife in year ���� and was 
appointed as the Head of Legal, Compliance and Corporate 
Secretariat in year ����. In addition to her role, she has 
headed up several different departments from time to time in 
the course of her tenure with Manulife. 

Ms. Jasbender Kaur has almost twenty-one (��) years of 
experience in the life insurance industry in Malaysia. Prior 
to joining Manulife, she served as Legal Officer with a large 
multinational insurer in Malaysia before being appointed 
Managing Editor with a world-leading provider of professional 
information solutions. 

Ms. Jasbender Kaur does not hold any directorships in public 
companies and/or listed issuers. She does not have any family 
relationship with any Director and/or major shareholder of 
MHB, nor any conflict of interest in any business arrangement 
involving MHB. Other than traffic offences, she does not have any 
convictions for any offences within the past five (�) years and 
any public sanction or penalty imposed by the relevant regulatory 
bodies during the financial year ended �� December ����.

Mr. Lee Tat Fatt (�Mr. Lee�) was appointed as the Chief 
Operations Officer of Manulife Insurance Berhad (�MIB�) in 
October ����, overseeing MIB�s Operations portfolio. 

Mr. Lee joined MIB in September ���� as the Head of Customer 
Solutions responsible for New Business Underwriting, Claims 
and Operational Excellence. Prior to joining MIB, he was the 
Chief Underwriter of AIA Malaysia, and has more than twenty-
five (��) 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 started his career 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 Vice 
President and Chief Underwriter. He rejoined AIA Berhad as the 
Director and Chief Underwriter and played an important role 
during the integration of AIA-ING in year ����.
 
Mr. Lee holds a Bachelor�s degree in Political Science and the 
Fellow, Life Management Institute (FLMI) designation from the 
Life Office Management Association.

Mr. Lee does not hold any directorship in public companies and/
or listed issuers. He does not have any family relationship with 
any Director and/or major shareholder of Manulife Holdings 
Berhad (�MHB�), nor any conflict of interest in any business 
arrangement involving MHB. Other than traffic offences, he 
does not have any convictions for any offences within the past 
five (�) years and any public sanction or penalty imposed by 
the relevant regulatory bodies during the financial year ended 
�� December ����.

Malaysian 51 Female Malaysian 51 Male

Jasbender Kaur 
Chief Counsel & Corporate Services Officer

Lee Tat Fatt
Chief Operations Officer
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Mohamed Adam Wee Abdullah 
Chief Marketing Officer

Bernard Sia 
Chief Information Officer 

Mr. Mohamed Adam Wee Abdullah (�Mr. Adam Wee�) joined 
Manulife Insurance Berhad (�MIB�) in year ���� as the Chief 
Marketing Officer, responsible for Marketing Management, 
Brand Management, Corporate Communications, Customer 
Experience Management and Marketing Analytics.

Mr. Adam Wee is a veteran in the field of marketing across 
multi-disciplines with a career spanning over thirty (��) years 
in multinational corporations, government-linked corporations 
and international brand agencies. He spent the last decade in 
the financial services industry. Prior to joining MIB, Mr. Adam 
Wee was the Group Chief Marketing Officer and Group Chief 
Customer Experience Officer of CIMB Holdings Berhad Group 
and Malayan Banking Bhd. Group, Chief Marketing Officer of 
Sunrise Berhad, and Brand & Advertising Director of Astro 
Malaysia Holdings Berhad. He also served in BMW Group Asia 
and was responsible for marketing management across India, 
China, South-East Asia and the South Pacific Island Nations. 

Mr. Adam Wee holds a Master of Business Administration from 
the University of Southern Queensland, Australia and was a 
recipient of two Dean�s Awards. He is an Industry Advisory 
Board member of Sunway University Business School.

Mr. Adam Wee does not hold any directorship in public 
companies and/or listed issuers. He does not have any family 
relationship with any Director and/or major shareholder of 
Manulife Holdings Berhad (�MHB�), nor any conflict of interest 
in any business arrangement involving MHB. Other than traffic 
offences, he does not have any convictions for any offences 
within the past five (�) years and any public sanction or penalty 
imposed by the relevant regulatory bodies during the financial 
year ended �� December ����.

Mr. Bernard Sia (�Mr. Sia�) joined Manulife Insurance Berhad 
(�MIB�) as the Chief Information Officer on � November ����. 
In this role, he oversees both MIB�s digital transformation and 
information technology operations. 

Prior to joining MIB, Mr. Sia served eight (�) years with 
MetLife, holding regional leadership roles that span across 
Asia; most recently as Head of Global Product Configuration 
and prior to that as Chief Information Officer for MetLife Hong 
Kong, MetLife Bangladesh�s interim IT Head and Head of 
Business Enablement, and formerly the Lead Architect for Asia 
encompassing nine (�) markets. 

Mr. Sia has over twenty-three (��) years of experience and 
began his career as a software developer for retail banking 
and securities investments and subsequently embarked on a 
multi-industry journey into eCommerce, eLogistics, Oil and 
Gas, and IT Outsourcing as a vendor. Through that journey, 
Mr. Sia held Project Management, Departmental Head and 
Enterprise Architecture roles, serving iPerintis Sdn. Bhd., a 
captive IT outsourcer for Petronas Nasional Berhad for six (�) 
years before joining Malayan Banking Berhad as a Technology 
Director. Prior to joining the insurance industry, Mr. Sia was the 
Head of Strategy for Mesiniaga Alliances Sdn. Bhd.

Mr. Sia holds a Master�s degree in Business Administration 
from Nottingham Business School, University of Nottingham; 
and a Bachelor�s degree in Information Technology from 
Universiti Kebangsaan Malaysia. He is also a Certified Human 
Centric Design Practitioner from the LUMA Institute.

Mr. Sia does not hold any directorship in public companies and/
or listed issuers. He does not have any family relationship with 
any Director and/or major shareholder of Manulife Holdings 
Berhad (�MHB�), nor any conflict of interest in any business 
arrangement involving MHB. Other than traffic offences, he 
does not have any convictions for any offences within the past 
five (�) years and any public sanction or penalty imposed by 
the relevant regulatory bodies during the financial year ended 
�� December ����.

Senior Key Management Pro�le
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Aiza Aryati Binti Kasim 
Chief Human Resources Officer

Ms. Aiza Aryati Kasim (�Ms. Aiza Kasim�) joined Manulife 
Holdings Berhad (�MHB�) as the Chief Human Resources 
(�HR�) Officer in year ����. 

Prior to joining MHB, Ms. Aiza Kasim served as Head of 
HR, Business Banking, Wholesale Banking & AmInvestment 
Bank at AmBank Berhad (�AmBank�). She has more than 
twenty-one (��) years of experience across the whole 
spectrum of HR functions such as HR Transformation, change 
management, business partnering, employee engagement, 
talent management and succession, recruitment, leadership 
and learning development. Apart from AmBank, she has 
worked in established financial institutions such as OCBC 
Bank (M) Berhad, HSBC Bank (M) Berhad, RHB Bank Berhad 
and Citibank (M) Berhad as well as an information technology 
company known as Petronas ICT Sdn. Bhd. 

Ms. Aiza Kasim holds a Bachelor of Science degree in Business 
Management from the University of Bradford, United Kingdom.

Ms. Aiza Kasim does not hold any directorships in public 
companies and/or listed issuers. She does not have any family 
relationship with any Director and/or major shareholder of 
MHB, nor any conflict of interest in any business arrangement 
involving MHB. Other than traffic offences, she does not have 
any convictions for any offences within the past five (�) years 
and any public sanction or penalty imposed by the relevant 
regulatory bodies during the financial year ended �� December 
����.

Senior Key Management Pro�le
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Ricky Lim Soon Joo 
Chief Product Officer

Mr. Ricky Lim Soon Joo (�Mr. Lim�) joined Manulife Insurance 
Berhad (�MIB�) as the Chief Product Officer in October ����. 
In this role, he oversees Product and Pricing portfolios. 

Mr. Lim has more than twenty-five (��) years of experience in 
the life insurance and reinsurance industry (both conventional 
and takaful), developing innovative products and propositions 
for agency, bancassurance, direct marketing and digital 
channels. Prior to joining MIB, he was a Director of Business 
Development for Pacific Life Re, Singapore supporting 
Malaysia direct insurers.

Mr. Lim graduated from Heriot-Watt University, Scotland, with 
a Bachelor�s degree in Actuarial Mathematics and Statistics.

Mr. Lim does not hold any directorship in public companies and/
or listed issuers. He does not have any family relationship with 
any Director and/or major shareholder of Manulife Holdings 
Berhad (�MHB�), nor any conflict of interest in any business 
arrangement involving MHB. Other than traffic offences, he 
does not have any convictions for any offences within the past 
five (�) years and any public sanction or penalty imposed by 
the relevant regulatory bodies during the financial year ended 
�� December ����.
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Rahulan Vamadeva
Head of Operations

Ng Chze How  
Head of Retail Wealth Distribution

Mr. Rahulan Vamadeva (�Mr. Ragu�) joined Manulife Investment 
Management (M) Berhad (�MIMMB�) in June ���� as the 
Head of Operations. Mr. Ragu oversees the daily operations of 
unit trust and private retirement scheme, fund accounting and 
investment operations, and customer service. 
 
Mr. Ragu has more than twenty-five (��) years of experience 
in securities services and asset management covering 
operations and customer service with product knowledge in 
transfer agency, fund accounting, alternative investments and 
global custody. Prior to joining MIMMB, he was Director and 
Head of Client Services and Operations APAC for Citi Group 
Transaction Services. He also held the position of Global Head 
of Reconciliations and Control at RBC Investor Services and 
held various executive roles at CIBC/BNY Mellon Securities 
Services globally having worked in Canada, Cayman Islands, 
Luxembourg and Japan before moving to Malaysia. 
 
Mr. Ragu earned a Bachelor of Science in Finance at Arkansas 
State University, the United States of America (�USA�) and a 
Master of Business Administration in Accounting at Wharton 
School of Business, University of Pennsylvania, USA.

Mr. Ragu does not hold any directorship in public companies 
and/or listed issuers. He does not have any family relationship 
with any director and/or major shareholders of Manulife 
Holdings Berhad (�MHB�), nor any conflict of interest in 
any business arrangement involving MHB. Other than traffic 
offences, he does not have any convictions for any offences 
within the past five (�) years and any public sanction or penalty 
imposed by the relevant regulatory bodies during the financial 
year ended �� December ����.

Mr. Ng Chze How (�Mr. Ng�) joined Manulife Investment 
Management (M) Berhad (�MIMMB�) in January ���� as 
the Head of Retail Wealth Distribution. He currently holds 
the Capital Market Services Representative License, and his 
key functional area includes strategic business development 
with the agency force, financial advisors and partnership 
distribution.

Mr. Ng has more than twenty-one (��) years of experience 
in asset management, banking and life insurance industry in 
Malaysia. Prior to joining MIMMB, he was a General Manager 
and Director of AIA Pension and Asset Management Sdn. Bhd. 
He was subsequently appointed as a Chief Agency Officer of 
AIA Bhd. He has also held several senior leadership roles in 
AmFunds Management Berhad, Prudential Funds Management 
Berhad and Standard Chartered Bank (Malaysia) Berhad.
 
Mr. Ng is a graduate with Bachelor of Art from University of 
Strathclyde, United Kingdom. 

Mr. Ng does not hold any directorship in public companies and/
or listed issuers. He does not have any family relationship with 
any director and/or major shareholders of Manulife Holdings 
Berhad (�MHB�), nor any conflict of interest in any business 
arrangement involving MHB. Other than traffic offences, he 
does not have any convictions for any offences within the past 
five (�) years and any public sanction or penalty imposed by 
the relevant regulatory bodies during the financial year ended 
�� December ����.
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Yooi Foong Hing 
Head of Legal & Compliance

Ms. Yooi Foong Hing (�Ms. Yooi�) is the Head of Legal & 
Compliance of Manulife Investment Management (M) Berhad 
(�MIMMB�). She joined MIMMB in September ����. She is 
the designated person responsible for all legal and compliance 
matters of MIMMB.

Ms. Yooi has more than twenty-five (��) years of experience in 
legal, corporate and financial services industry. Prior to joining 
MIMMB, she was the Head of Compliance of MAAKL Mutual 
Bhd and prior to that the Compliance Manager of MBF Unit 
Trust Management Berhad. 

Before joining the unit trust industry, Ms. Yooi was with a 
public-listed company involved in property development as a 
Manager in the Legal and Secretarial Department. She started 
her career as a practising lawyer before joining the corporate 
sectors.

Ms. Yooi holds an Honours degree in Law from University of 
Malaya. She is also a certified member of Financial Planning 
Association of Malaysia (FPAM).

Ms. Yooi does not hold any directorship in public companies 
and/or listed issuers. She does not have any family 
relationship with any Director and/or major shareholder of 
Manulife Holdings Berhad (�MHB�), nor any conflict of interest 
in any business arrangement involving MHB. Other than traffic 
offences, she does not have any convictions for any offences 
within the past five (�) years and any public sanction or penalty 
imposed by the relevant regulatory bodies during the financial 
year ended �� December ����.
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Dear Shareholders,
I am pleased to report that the Group recorded a 
�.�% growth in operating revenue to RM�,���.� 
million mainly contributed by the growth in life 
insurance gross premium and higher fee income 
earned from higher Asset-under-Management 
(�AUM�) and higher unit trust sales. The Group 
recorded a ���.�% rise in profit before tax from 
RM��.� million in ���� to RM���.� million in 
����, benefiting from the recovery of the global 
economy during the year.

Vibha Ham
si Coburn Group Chief Executive Officer 

�The Manulife Malaysia 
brand is ready to Scale 
Up to greater heights 

in ���� � as we aspire 
to reach further for 

opportunities, digitally 
and physically, by 

leveraging Manulife�s 
international presence 
and �� years of rooted 

legacy in Malaysia.�
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The Group�s Net Profit After Tax for financial year ended ���� 
stood at RM ��.� million, an increase of RM ��.� million from 
previous financial year. The key driver is our insurance segment 
that reported a growth of RM��.� million in Net Profit, 
mainly contributed by higher gains from equity investments 
and increase in Malaysian Government Securities (MGS) and 
US Treasury rates that led to a lower reserving of insurance 
contract liabilities. In addition, our asset management business 
also recorded a higher profit driven by higher management fee 
income from higher AUM. 

The Group�s total assets stood at RM�,���.� million while 
total equity stood at RM���.� million, delivering a net asset 
per share of RM�.�� as at �� December ����. 

There was no capital expenditure commitment and no 
significant changes to the Group�s capital structure and capital 
resources in ����, other than as disclosed in the financial 
statements.

The Group�s five-year financial highlights are set out on pages 
�� to �� of this Annual Report.

OPERATIONS REVIEW

�	 Insurance Business 

	 Despite the on-going lockdown in the country, we continued 
implementing revolutionary initiatives and strategies, 
resulting in many positive marks for the year. 

	 Manulife Insurance Berhad (�MIB�) recorded an APE of 
RM���.� million in ����, which is a �% growth YoY. Our 
agency channel recorded new business sales of RM��� 
million with a ��% year-on-year (YoY) growth. We defended 
our position at number � in the industry as we remain 
focused on leveraging every opportunity amidst the 
uncertainties. 

	 We are proud to have outperformed in the total Million 
Dollar Round Table (MDRT) qualifiers with a record-
breaking ��% YoY growth, highest growth among Manulife 
Asia�s emerging markets and in the industry versus the top 
� insurance companies in Malaysia. We achieved � Top of 
the Table (TOT), � Court of Table (COTs) and �� MDRTs. 

	 Agency headcount recorded ��% YoY growth, closing the 
year with an overall agency headcount of �,���. This was 
mainly contributed by our intensified virtual recruitment 
initiatives via a series of recruitment talks on social media 
platforms, aimed at presenting job opportunities to those 
who were impacted with pay cuts and retrenchments due 
to closure of businesses. Aligned with our ambition to build 
a team of elite producers and leaders, we stepped up our 
focus of attracting Industry Recruits and MDRT producers 
from the financial services, to drive business growth. As at 

Q�����, we recorded a significant ��% new recruits from 
the banking and financial industry. 

	 In charting a growth trajectory through diversification, 
we had successfully expanded our agency business to the 
underpenetrated markets in the northern region of the 
country. Additionally, we launched the Direct Sales Northern 
Team to support our objective of attaining a larger and more 
diverse customer base with higher ticket size.

	 Our Bancassurance channel recorded new business sales 
of RM��.� million for year ����, marginally lower by 
�% in ���� despite the many variations of MCOs due 
to COVID-��. Credit life sales improved with the Home 
Ownership campaign and the many small and medium 
enterprises (SMEs) initiatives by Bank Negara Malaysia 
(BNM).

	 Manulife Insurance Labuan Limited (�MILL�) recorded 
new business of RM�.�� million in ���� through its 
product solution for the high-net-worth customer segment. 
MILL has successfully onboarded United Overseas Bank 
(Malaysia) Bhd as our second Bancassurance Partner in 
October ���� and continue to onboard other banks as 
referral partners. We are also working on expanding our 
product offerings to meet different insurance needs of our 
customers.

�	 Unit Trust and Asset Management Business

	 We continued to register strong growth in ���� with gross 
sales and AUM, growing by ��% (from RM�.� billion in 
���� to RM�.� billion in ����) and ��% (from RM��.� 
billion in ���� to RM��.� billion in ����) respectively. 
This helped drive net earnings up ��% during the year.

	 During the year, Manulife Investment Management (M) 
Berhad (�Manulife IM (Malaysia)�) launched � new, 
unique and best-in-class foreign funds to provide more 
choices and diversification for our customers in both the 
conventional and Syariah spaces. 

CUSTOMER CENTRICITY

Manulife Malaysia continued to focus on relationship Net 
Promoter Score (rNPS) as a key tool to measure and enhance 
customer experience. The metrics provides the organisation 
insights into customer perception on our products, services 
and the company as a whole, through a yearly survey. The 
feedback received from the survey helps to identify customers� 
pain points and gauge where Manulife Malaysia stands 
amongst its key competitors. Our ���� priority to deliver 
superior customer experience, intensify customer engagement 
and gain deeper insights of our overall customer journey 
remained at the forefront of all our efforts, as we embraced 
the core principles of NPS: Listen, Learn and Act. 

Vibha Ham
si Coburn Group Chief Executive Officer 
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Based on our ���� performance, we saw a positive closing for 
the year with an increase from +�� in ���� to +�� in ���� 
on our customers� performance rating, further closing the gap 
with our competitors. We stayed vigilant and committed to 
ensuring the well-being of our customers despite the challenges 
that was imposed by the pandemic. We focused of enhancing 
customer experiences through the use of technology, our 
branches, contact centres, agents� servicing and ease of 
making payments that helped shift the overall rating positively. 

When COVID-�� pandemic hit our shores, bringing about 
economic and financial challenges to people from all walks 
of life, we introduced the �RM� million Special Financial 
Assistance Programme (SFAP)� from �� February ���� to 
support our customers. This programme provided policyholders 
a daily income of RM��� upon diagnosis of COVID-�� and 
compassionate benefit of up to RM��,���. And on � June 
����, we allocated an additional RM���,��� under SFAP 
�.� to continue supporting policyholders who were affected by 
COVID-��. Both programmes benefitted over ��� customers.

CORPORATE BRANDING 

���� continued to present itself with COVID-�� challenges 
that morphed into ways that challenged not only Malaysia, but 
other nations globally too. Despite prolonged socio-economic 
volatility, the Manulife brand remained nimble, and resistant to 
negative repercussions of the pandemic � by staying focused 
on leveraging every opportunity that was presented � to 
continue to make every day better for all our stakeholders. 

Manulife Malaysia�s social media channels garnered 
approximately one million in reach (Facebook) and 
approximately ���,��� (Instagram) � as well as a spike in 
Share of Voice (SoV) of ���% (Facebook) & ��% (Instagram) 
further solidifying the steadiness of the brand through another 
delicate year like ����.

Highlights of ���� include the launch of Manulife Run & Ride 
����, the first of its kind for Manulife Malaysia, amidst the 
Movement Control Order (MCO) restrictions � challenging 
ourselves to source for creative avenues to stay connected 
with our audiences � despite limitations to display physical 
presence. Our Brand Index score (by YouGov) saw a steady 
increase from �.� prior to the campaign launch, to an average 
of �.� throughout the event period (score marked at �.� prior 
to campaign launch). 

DIGITISATION

With COVID-�� having accelerated digital transformation, we 
further gained momentum in ���� by continuing to leverage 
on technology and digital advancement in various aspects of 
our sales and operations.

Our agency�s digital transformations propelled us to be 
sustainable by being future-ready via our ePOS (e-submission 
tool) and Non Face-to-Face platforms, ManuLearn online 
trainings, agency digital communications via CAO Channel app 
and virtual events to keep agency members and customers up 
to date. Additionally, we upgraded our Agency e-Recruitment 
app with LIMRA Career Profiling Tool to help agency leaders 
identify the best candidates to pursue insurance as their 
profession, ensuring that we groom only the best professionals 
to serve our customers.

In ����, the ePOS adoption rate was ��% with almost ��% 
of overall new business submitted digitally: reducing manual 
processes tremendously, improving turnaround time for new 
business submissions and allowing our agency members 
and team to be both productive and safe. This allowed the 
organisation to achieve higher standards of straight-through-
processing, and ultimately better customer experience for new 
insurance application. We have also digitised over ��% of the 
volume of all paper-based letters and correspondences sent to 
customers, enabling faster delivery to our customers via email 
or SMS. 

With our audience and customers almost ���% on digital 
platforms, we focused on digital marketing strategies, adopting 
an iterative performance marketing approach to ensure that 
we are reaching our audiences in a relevant manner, effectively 
engaging them, and are efficient with our media investments.

We introduced several adviser-centric modules for our Manulife 
iFUNDS, a digital tool that enables our agency force and 
investors to open an investment account digitally and manage 
their investments with a comprehensive portfolio dashboard. 

With Enterprise Data Lake, we have the foundation to gain 
better data and insights, for the improvement of customer 
experience and agency performance. The Group also deployed 
persistency models to improve customer retention.

As the Group continued its digital transformation journey, 
further focus on security to better protect Manulife Malaysia 
against external cybersecurity threats and potential internal 
data leakages, were in place. The goal is to continuously 
deliver secure consumer-grade digital experience via further 
enforcement of Information Risk measures and controls. 

RISK MANAGEMENT

Effective risk management is fundamental to the business 
activities of the group. We remain committed to increasing 
shareholder value by developing and growing our business 
within our board-determined risk appetite. We seek to 
achieve an appropriate balance between risk and reward 
in our business and continue to build and enhance the risk 
management capabilities that assist in delivering our growth 
plans in a controlled environment. 

CEO�s Report & Management Discussion and Analysis
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Despite another challenging COVID-�� pandemic environment, 
our risk management processes have continued to prove 
effective throughout ����. Executive management remained 
closely involved in important risk management initiatives, 
which have focused particularly on preserving appropriate 
levels of liquidity and capital, and effectively managing other 
risk areas within the context of its enterprise risk management. 
Responsibility and accountability for risk management resides 
at all levels within the group, from the board down through 
the organisation structure to each business manager within 
its businesses.

For the financial year under review, Manulife emphasised 
the importance of addressing strategic, market, information, 
technology and operational risks and where required, has put 
in place specific plans for action.

SUSTAINABILITY 

The COVID-�� pandemic has highlighted the deep 
interconnectedness between people, economies and the 
environment, and the importance of what we do at Manulife. It 
has also strengthened our commitment to sound  Environmental, 
Social, and Governance (ESG) practices; ensuring that we continue 
to live and breathe our mission of making decisions easier and 
lives better for all. ���� has been a year powered by collaboration. 
As an organisation, we have moved ahead with greater urgency 
and purpose than ever before. In ����, that meant continuing 
serving the communities in which we operate, taking care of our 
customers and employees, and driving our digitisation agenda 
whilst embracing the marketplace for growth opportunities.  
It brings me a great sense of pride to share that in line with the 
above, we managed to align our sustainability initiatives with 

�� of the �� United Nations Sustainable Development Goals 
(UNSDGs) in ����. 

Our flagship CSR initiative �MY Community Grant� was a key 
enabler in ensuring we supported an additional � SDGs in 
comparison to the previous year. The programme � the first of its 
kind within life insurers in Malaysia � empowered organisations 
who made every day better for communities but have been 
drastically impacted by the pandemic, and the environment. 
We are delighted to have been able to positively contribute by 
way of an in-kind grant to �� amazing beneficiaries; whose 
causes ranged from installing clean, running water for Orang 
Asli communities, to connecting farmers to consumers whilst 
tackling food security in the regional parts of Sabah. 

There�s an old saying that �if you want to go fast, go alone. If you 
want to go far, go together�. Through these special collaborations 
with our partner beneficiary-organisations, our grant positively 
impacted more than ��,��� people across Malaysia, whilst 
fulfilling a key criterion we had earmarked at the start: to 
maximise our reach and impact from our community investment 
endeavours. 

The year ���� underlined how resilient people are, and how 
much of a driving force they are behind our business. It goes 
without saying how important it is for us to continue empowering 
and taking care of our community, as they are the key to our 
future success.

AWARDS AND RECOGNITION

The Group was bestowed several accolades in recognition of its 
performance in ����:

Recognition/ Award Achievement
HR Asia Best Companies to Work for in Asia 
Awards ���� (Malaysia Edition)

HR Excellence Awards ���� (Bronze Winner)

These awards recognise Manulife Malaysia as an employer of workplace 
excellence that promotes greater employee engagement.

Financial Industry Collective Outreach 
(FINCO) Volunteerism Award ���� 

Overall financial institution with the most volunteers (non-banking)

Top in Tech Innovation Award ���� This award recognises us for our string of successful digital adoptions, 
exceptional productivity, resilience, and creative thinking in managing 
our business through the adoption of technology amidst the pandemic.

Refinitiv Lipper Fund Awards ���� �	 Equity Malaysia Income - Malaysia Islamic Funds, �� years,  
Manulife Investment Al-Fauzan

�	 Mixed Asset MYR Flexible - Malaysia Provident Funds, �� years,  
Manulife Investment-HW Flexi Fund

Refinitiv Lipper Fund Awards ���� -  
Global Islamic Funds

Equity Malaysia Income, �� years, Manulife Investment Al-Fauzan

Global Islamic Finance Awards ���� Best Emerging Islamic REIT Fund ����, Manulife Shariah Global REIT 
Fund

CEO�s Report & Management Discussion and Analysis



Manulife Holdings Berhad

28

CURRENT ECONOMIC SITUATION AND OUTLOOK

Malaysia�s economy grew at +�.�% in ���� (����: -�.�%) 
coming within the range of �% - �% as guided by BNM. In 
terms of quarterly achievement, gross domestic product (GDP) 
growth YoY was Q� ��: -�.�%, Q� ��: +��.�%, Q� ��: -�.�% 
and Q� ��: +�.�%. This trend was very much in line with other 
economies around the world where the third wave of COVID-�� 
decimated economic recovery in the third quarter of ����. 

Economic recovery in the fourth quarter of ���� was 
mainly driven by manufacturing, services and agriculture 
sectors on the supply side, whereas demand saw growth in 
all components except in private investment. Malaysia�s 
manufacturing Purchasing Managers’ Index (PMI) was ��.� in 
December ���� (November ����: ��.�) on account of strong 
external and local demand from the gradual opening of global 
economies and the phased movement in handling COVID-�� 
from a pandemic to an endemic. 

By December ����, ��.�% of the adult population in Malaysia 
had been fully vaccinated whereas ��.�% of adolescents (aged 
��-�� years) had been fully vaccinated. On the strength of this 
vaccination drive, the government had opened most economic 
sectors by year-end and had also assured businesses that 
there would not be a complete economic shutdown as seen in 
the early onset of the pandemic. Notwithstanding the recent 
onset of the Omicron wave in Malaysia in early ����, the 
Government has indicated that no economic lockdowns would 
be instituted. 

GDP forecast for ���� is expected to come in at between �.�% 
to �.�%. At BNM’s last MPC meeting in January ����, the 
Overnight Policy Rate (OPR) was kept unchanged at �.��%. 
Analysts and market observers expect for the OPR to rise in 
the �H of ���� but any tinkering by BNM on the OPR would 
be very much data dependent especially in view of the year 
starting with the genesis of a new COVID-�� variant and geo-
political tension in Europe. 
 
 
INSURANCE AND ASSET MANAGEMENT BUSINESS 
OUTLOOK

�	 MIB 

	 Life insurance business is on an increased demand with 
the reopening of the economy and heightened consumer 
realisation on the importance of health and life insurance. 
Furthermore, as we settle into the new norm, acceleration 

of digital and technology has become a necessity.  
The industry is ensuring that life insurance becomes more 
digital-friendly to cater to this new need, which is in line 
with Manulife�s vision to be the most digital, customer-
centric company in our industry.

	 We echo this shift and have outlined these ���� key focus 
areas to achieve our ambitions for the year:

�	 Strengthen growth via strong growth in agency 
headcount, expansion of distribution presence, 
bancassurance and alternative partnerships, and 
focus on new customer acquisition

�	 Customer centricity to improve customer experience 
with the establishment of a strong customer value 
proposition and be the insurer of choice

�	 Accelerate digitisation with continuous investment 
and encouragement of automation in servicing and 
submissions

�	 Level-up talent through "skill-up to future-proof� high 
performing teams, and culture with focus on Diversity, 
Equity and Inclusion (DEI)

�	 Enhance value creation for shareholders by efficient 
expense management, inforce management through 
active persistency and medical business management 
and optimising resource utilisation.

�	 Continually fostering a strong risk culture with 
effective governance in place; and putting more 
focus on embedding ESG considerations in all our 
initiatives.

�	 MIMMB 

	 While ���� has been a stellar year for developed market 
equities, performance was mixed in emerging markets, 
including Malaysia, dragged by poor performance of 
glove counters, political uncertainties and uncertainties 
brought upon by announcements of new tax regulations 
on businesses. 

	 Looking forward, we are cautiously optimistic, spurred 
by anticipation of earnings recovery from the COVID-�� 
pandemic (especially for mid- and small-cap stocks), 
economic reopening trades and the relatively attractive 
dividend yield relative to regional peers. That said, we 
remain vigilant on the possibility of new variants such as 
Omicron derailing economic growth, elevated inflationary 
pressure, global supply chain bottlenecks and geopolitical 
shocks to the financial system and markets.

CEO�s Report & Management Discussion and Analysis
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	 Looking ahead, we will continue to make sustainability 
central to the way we invest and manage risks. In ����, 
we launched two funds that focused on sustainable 
investments, namely Manulife Global Aqua Fund and 
Manulife Global Energy Transition Fund. We will build 
on that by continuing to identify ESG opportunities 
and enhance our product offerings to meet clients� 
sustainability objectives, leading to greater investment 
resilience, preservation of capital and creation of long-
term value.

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 �.� sen per share amount approximately to RM��,���,��� 
for the financial year ended �� December ����. A Dividend 
Reinvestment Plan (DRP) with relation to this will also be 
offered subject to approval, hence giving shareholders an 
option to elect to reinvest cash dividend in new ordinary shares 
of Manulife Holdings Berhad. The recommendation is made in 
accordance with the nature of profits arising in ����.

APPRECIATION

Manulife Malaysia demonstrated tremendous resilience as we 
navigated another year ravaged by the pandemic, following the 
whirlwind impact the year ���� experienced. This was done 
by staying focused on the course of supporting our customers, 
employees and the communities.

From providing financial assistance and flexible repayment 
options to policyholders, continuing to prioritise the safety 
and well-being of employees, to empowering the communities 
in which we operate, we once again rose to the challenge 
together, with much passion, hard work and empathy. 

As a life insurance company, Manulife Malaysia is well-
positioned to accelerate our growth with the heightened 
awareness on health and financial security among people. 
Through harnessing the strengths of our winning team, 
continuing to be agile and adaptable in the face of changing 
trends and rapid changes, while also being creative and 
innovative, we will be able to make our mark towards being 
the trusted and most preferred financial services provider in 
Malaysia by making our customers� decisions easier and lives 
better.

These achievements can only be arrived at as we Get It Done 
Together. For that, the safety and well-being of our employees, 
customers and agency members will continue to be our top 
priority as we continuously work towards providing the best 
form of support to each facet when the need arises.

The Manulife Malaysia brand is ready to Scale Up to 
greater heights in ���� � as we aspire to reach further for 
opportunities, digitally and physically, by leveraging Manulife�s 
international presence and �� years of rooted legacy in 
Malaysia. Subsequently, we aim to improve brand relevance by 
addressing the specific needs of our valuable stakeholders, as 
it is an honour and privilege to walk with people of all ages � 
throughout their life stages.

Looking ahead to ����, I look forward eagerly to Manulife 
Malaysia making a positive contribution in our fight against 
climate change. As we move towards a �net zero emissions� 
future, it is now more important than ever for us to work 
together to bring about sustained change for the sake of future 
generations. On top of that, I am also determined to strengthen 
our commitment to our communities as we transition to an 
endemic world. We will be there for them � like we have been 
during the pandemic � as the world continues to open up 
again. 

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 insights and guidance.

Last but not least, I wish to convey my gratitude 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 confidence of our stakeholders as we accelerate 
our way forth for the Group.

VIBHA HAMSI COBURN
Group Chief Executive Officer
Manulife Holdings Berhad

CEO�s Report & Management Discussion and Analysis
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At Manulife, we endeavour to conduct our 
business in a profitable, but responsible manner. 
Sustainability is ingrained at the core of our 
decision-making processes and applied across 
our value chain, with the highest standards of 
corporate governance taking centre stage. Our 
sustainability strategy hinges on creating long-
term shareholder value, being an employer of 
choice, empowering our communities, as well as 
minimising our environmental footprint to secure 
the well-being of future generations.

During these unprecedented times, there has never been 
a greater need for businesses to prioritise sustainability. 
In a year like no other, Manulife Malaysia has continued to 
collaborate with a global network of colleagues, suppliers, and 
advocates to further our efforts to make every day better for 
our stakeholders. We have aspired to be nimble and adapt to 
the challenging conditions brought about by the COVID-�� 
pandemic, climate change risks, increased digitisation and 
as a result, a rapidly evolving corporate landscape. These 
disruptions have brought about an opportunity for us to Scale 
Up whilst creating shared value for our stakeholders. 

As this report was being compiled in early ����, many 
countries throughout the world faced a resurgence of 
infections, especially with the emergence of the Omicron 
variant. Since early ����, Manulife has implemented various 
measures across the Organisation to ensure the wellbeing 
of our employees and customers, and maintain first-class 
service to support our customers and communities, with 
minimal disruptions. Once again, this year�s sustainability 
statement provides us with the opportunity of sharing these 
efforts, namely Manulife Malaysia�s economic, environmental 
and social (�EES�) performance in ���� in full throughout 
this report. We have continued to align the key focus areas 
within our sustainability framework to our brand values in 
order to drive our strategy and agenda, as well as improve our 
sustainability performance. 

As we look ahead in the year to come, we are now shifting 
gears to focus on pushing the needle even further to ensure 
sustainability remains central to all that we do and aspire to, as 
a business. We will continue to build strong relationships with 
all our stakeholders; specifically, our employees, customers, 
regulators, and communities we serve along with the planet 
we inhabit. In reading this year�s Sustainability Statement, we 
hope that it will provide you with clarity on our sustainability 
agenda, and that you will be encouraged by how we are 
contributing towards a better Malaysia. 

Reporting period 
This annual report covers Manulife Malaysia�s sustainability-
related performance for the calendar year i.e. � January to �� 
December ����, unless otherwise specified. 

Reference & guidelines
As per the previous year, our sustainability related disclosures 
are in accordance with Bursa Malaysia Securities Berhad 
(�Bursa Malaysia�) Main Market Listing Requirements relating 
to the Sustainability Statement in Annual Reports, as well as 
the Sustainability Reporting Guide issued by Bursa Malaysia. 
We have also reviewed how our sustainability framework 
aligns with the United Nations Sustainable Development Goals 
(�SDGs�). This widely utilised reporting framework allows the 
structure of our sustainability report to be presented in a clear 
and transparent manner. 

An additional reference we employed in preparing this report 
is the Manulife Financial Corporation�s ���� Sustainability 
Report & Public Accountability Statement.

Coverage
The scope of our sustainability disclosures cover Manulife 
Holdings Berhad; a public listed entity on Bursa Malaysia, and 
its subsidiaries; Manulife Insurance Berhad (�MIB�), Manulife 
Investment Management (Malaysia) Berhad (�Manulife IM 
(Malaysia)�) and Manulife Insurance Labuan Limited (�MILL�). 
References to �Manulife�, �Manulife Malaysia�, �the Organisation�, 
�the Company�, �Group�, �we� or �our� refer to Manulife Holdings 
Berhad and/or its subsidiaries. 

Sustainability Statement
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Our Key Sustainability Highlights in ����

Sustainability Governance
Manulife�s mission of making decisions easier and lives better represents the foundation of our approach to upholding the highest 
standards of sustainability governance, which promotes integrity, accountability, and transparency.

Setting the tone from the top, our sustainability governance is led by the Group�s Board of Directors (the Board) which sits at 
the summit of the three-tier structure, whose primary responsibility involves overseeing and reviewing the Group�s sustainability 
performance and strategies. Acting as the �executive arm� of the Board, the Group CEO is situated at the core of our corporate 
governance practices and represents the figurehead for driving the Organisation�s sustainability agenda. Established in ����, 
the inaugural Manulife Sustainability Committee (MSC) proposes and implements sustainability-related initiatives and strategies.

The governance structure which we have implemented gives accountability to our stakeholders on how we, as an Organisation, 
manage EES risks and opportunities. This setup also ensures that all our sustainability initiatives are tabled and discussed at the 
highest level. As a result, decision-making and subsequent actions are clearly transpired across the organisation.

MIB’s Net Promoter  
Score increased  

+� points
from ����

Launch of 

Manulife 
Global Aqua 
& Manulife 
Global Energy 
Transition 
Funds

Awarded the

’Overall 
Financial 
Institution 
with the most 
volunteers 
Award’
at FINCO’s Annual 
Awards ����

�,��� hours
accumulated on 
employees’ Training & 
Development

��th percentile
in Gallup�s overall 
benchmark

��%
of our Board of 
Directors are women

��%
reduction in the utilisation 
of A� paper from ���� 

> ��,��� 
people  
positively impacted from 
MY Community Grant

��.�% 
decrease in electricity 
consumption from ����

RM�.� million
worth of savings 
reinvested towards our 
digitalisation agenda

Process
In our effort to identify matters that are important to our 
business and stakeholders, we plan to continue actively 
engaging our stakeholders over the coming years to 
prioritise and reaffirm our material matters. We recognise 
the importance of this exercise in the direction of proactively 
managing our economic, environmental and social (EES) 
risks and opportunities, whilst maintaining best management 
practices to address our sustainability impacts. 

Assurance
We have not sought external assurance for this sustainability 
statement but will consider it in the future as our reporting 
develops over time. 

Feedback
Constructive feedback and comments are welcome. Kindly 
send them to:
Brand & Communications Department
Manulife Insurance Berhad
Email: MY_Sustainability@manulife.com.
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	 Oversee the sustainability agenda at Manulife
	 Review and approve sustainability strategy, policies and initiatives including the 

annual Sustainability Statement
	 Supervise and advise on the Company�s Corporate Governance practices and 

processes to manage and mitigate challenges posed by the evolving operational 
landscape

Board of Directors

	 Review and approves internal sustainability-related guidelines
	 Figure-head for driving the Organisation�s sustainability agenda
	 Link between the sustainability commi�ee and Board

Group CEO

	 Ideate and develop sustainability initiatives and oversees the implementation of 
sustainability-related strategies and initiatives

	 Report sustainability plans and progress to the CEO
	 Develop sustainability-related guidance documents for internal use
	 Collect and monitor data for reporting purposes, as well as evaluate the 

Organisation�s sustainability progress

Sustainability Commi�ee

Roles & Responsibilities
Manulife Sustainability 
Governance Structure

Board of 
Directors

Group CEO

Manulife 
Sustainability 

Commi�ee 
(�MSC�)

OUR APPROACH TO SUSTAINABILITY

One of the cornerstones of creating long-term value for our 
stakeholders is being clear about who we are and what we 
stand for as an Organisation. As a global financial services 
company, Manulife has been around for more than ��� 
years. The world has experienced significant changes in that 
period, and we have had to change with it. As the needs of our 
customers, communities, and environment evolve, so have we, 
and as we move forward together, our mission and values will 
drive us to continue delivering our strategy, whilst, making our 
world a better, healthier and more equitable place to be. 

Our mission, Decisions made easier. Lives made better, 
guides us in everything we do, as we seek to turn our aspirations 
into action. It inspires our winning team to build a business 
that benefits all stakeholders and has a positive social and 
environmental impact. We endeavour to position ourselves as a 

digital, customer-centric market leader, creating significant value 
for our customers, employees, and shareholders. Alongside our 
mission, our values dictate that we operate in a sustainable way; 
they reflect our culture, inform our behaviours, and help define 
how we work together. They also represent how we operate: we 
obsess about our customers; we do the right thing; we think big; 
we get it done together; we own it and share our humanity. 

Manulife Malaysia�s sustainability framework below highlight�s our 
approach, where our four pillars of sustainability are driven by our 
mission and values at the top. In turn, our sustainability pillars 
align with various Sustainability Development Goals (SDGs). 
From ����, Manulife will have a new Global Impact Agenda 
to incorporate what is important to us - from a sustainability 
perspective - under a unified framework that will transcend 
markets we are present in around the world. We are committed to 
making every day better and advancing healthier, more resilient 
people and planet. 
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Mission Decisions made easier. Lives made better.

Brand 
Values

Obsess About
Customers

Do The  
Right Thing Think Big Get It Done 

TogetherOwn It Share Your 
Humanity

Aligned to 
the following 

SDGs

Manulife 
Malaysia�s 

Sustainability 
Pillars

Elevating our  
Business

Preserving the 
Environment

Nurturing a  
Winning Team

Touching Lives  
in the Community

Our Commitment to Sustainability
We recognise there is a long road ahead to reach our 
sustainability goals and are convinced that we are heading in 
the right direction, making purposeful strides for the benefit 
of all our stakeholders. Continuing to build upon our progress 
from previous years remains an integral part of our plans 
to progress our sustainability agenda. We are aware that 
building impactful solutions to society�s biggest challenges, 
such as climate change, requires all of us to band together. At 
Manulife, we are excited about the work ahead as we support 
the transition to a net-zero emissions economy and continue to 
drive a measurable social impact across our business. 

As responsible corporate citizens, we are proud to maintain 
our commitment in support of the SDGs. In ����, we adopted 
seven SDGs that reflected the Organisation�s efforts in positively 
contributing towards sustainable development. Since then, we 
have been driven to develop new initiatives and programmes, 

alongside improving our internal processes, to support these 
global goals. Our performance in ���� saw Manulife Malaysia 
adopt seven additional SDGs, further demonstrating our 
commitment to advancing sustainable development.
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The table below demonstrates how we support the fourteen SDGs we have aligned to in ����. 

Ensure healthy lives and promote well-
being for all, at all ages

�	 Launch of Fuel Up Fridays and Wellness 
Wednesdays, mental health campaign for 
the benefit of employees

�	 COVID-�� vaccination support 
programme rolled out to support 
employees during the pandemic

�	 Introduction of �Thank You Day� and � 
additional personal off days

�	 > ��,��� children benefitted from the 
installation of portable hand washing/
sanitiser stations, donated by Manulife, 
across Malaysia

End poverty in all its forms 
everywhere 

�	 Disbursed RM���,��� via our CSR 
flagship initiative �MY Community Grant� 
to Organisations assisting underserved 
communities, benefitting more than 
��,��� people across Malaysia. 

End hunger, achieve food security 
and improved nutrition and promote 
sustainable agriculture

�	 Under the �Thankful Merdeka with 
Manulife� programme, in collaboration 
with PanJam Food Rescue, a total 
of ��� warm meals were served to 
the needy in Penang, benefitting 
approximately ��� families.

Ensure inclusive and equitable quality education, and promote lifelong learning 
opportunities for all

�	 > �,��� students positively impacted from education initiatives supported by MY Community Grant
�	 Manulife teamed up with LinkedIn Learning to provide employees with access to continued 

learning anytime, anywhere. 
�	 Manulife invested in a new internal learning platform, Pursuit Learning for all employees to 

pursue independent learning and growth through expert-led videos presented in a portfolio of 
programmes and tools

Achieve gender equality 
and empower all women 
and girls

�	 ��% of our Board of 
Directors are women

�	 ��% of our Senior 
Management (VPs and 
HODs) are women

�	 Celebrated International 
Women�s Day with various 
initiatives organised for the 
benefit of our employees

Ensure availability and 
sustainable management of 
water and sanitation for all

�	 �Project BUMI�; an initiative 
that was supported under MY 
Community Grant, to provide 
training and equipment for Orang 
Asli communities in ensuring 
sustainable household sanitation 
and water access. Approximately 
�,��� people benefitted from the 
initiative. 

Ensure access to 
affordable, reliable, 
sustainable and modern 
energy for all

�	 Manulife Global Energy 
Transition Fund invests at 
least ��% of its net asset 
value (NAV) in renewable 
energy production 
(decarbonising) amongst 
others.
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Take urgent action to 
combat climate change and 
its impacts

�	 ��� metric tons of CO� 
saved from being emitted 
into the atmosphere, through 
reduced consumption of 
electricity in Menara Manulife 
across ����. 

�	 Formation of Manulife 
Malaysia�s Climate Change 
Working Group

Strengthen the means of implementation and revitalise the global partnership for 
sustainable development

�	 Continuously seek to collaborate within internal and external means to collectively work 
together to achieve desired outcomes.

Promote sustained, 
inclusive and sustainable 
economic growth, full and 
productive employment 
and decent work for all

�	 Provide employment to 
a total of ��� people 
in ���� (with �� new 
employments in ����). 

Build resilient infrastructure, 
promote inclusive and 
sustainable industrialization 
and foster innovation

�	 Manulife Global Energy Transition 
Fund invests at least ��% of its 
net asset value (NAV) in energy 
infrastructure (decentralising).

Reduce inequality within 
and among countries

�	 Inauguration of Manulife 
Malaysia�s Employee 
Resource Group (ERG), 
creating a culture that 
recognises diversity and 
embraces inclusion.

Make cities and human settlements inclusive, 
safe, resilient and sustainable

�	 Manulife Global Energy Transition Fund invests 
at least ��% of its net asset value (NAV) in 
transportation (decentralising).

�	 RM��,��� disbursed via an in-kind grant towards 
the development of the Petaling Street Community 
Centre, to preserve the area�s culture and heritage.

Ensure sustainable consumption and 
production patterns

�	 Continuation of �paperless� initiative, resulting in a 
��% reduction in the utilisation of paper between 
���� and ����

�	 ���kg of waste diverted from entering the landfill
�	 RM��,��� in funding provided to Fly Technology 

Agriculture Sdn Bhd; an organisation that converts 
surplus food into healthy food products. 

 Figure �: We support the SDGs by aligning our initiatives with fourteen of the seventeen goals.
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Elevating  
our  

Business

In support of:
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With the COVID-�� pandemic heightening in ����, we 
continued pivoting our operations, commercial strategies and 
accelerating our digitisation agenda to meet the requirements 
of our customers and fast-changing market dynamics. We 
prioritised making every day better for our customers by 
ensuring we were there for them; that they were supported 
and kept informed as we navigated a turbulent year brought 
forth by the pandemic. At Manulife Malaysia, we strive to keep 
our promise of making our customers� decisions easier and 
lives better, and always staying true to our values that have 
underpinned our growth and success over the years. 

���� marked the end of NEXT Manulife; Manulife Malaysia�s 
internal �-year transformation initiative from ����. Looking 
ahead, we have aligned our aspirations with the Emerging 
Market Bold Ambition (EMBA). As the saying goes: when 
one door closes, another opens. The year ���� will signify a 
new beginning where we focus on Scaling Up �x�. This new 
Bold Ambition theme will unify all of our efforts at arriving to 
Manulife Malaysia�s business goals; ultimately to see �x growth 
in � years and becoming a Top � insurer by ����. This chapter 
highlights how we have gone about attempting to achieve our 
Bold Ambition. This is our time to lead the change. 

PUTTING CUSTOMERS AT THE FOREFRONT OF OUR 
BUSINESS

Maintaining customer experience as a top priority
Manulife Malaysia continued to focus on the relationship Net 
Promoter Score (rNPS) as a key tool to measure and enhance 
customer experience. The metrics provides the organisation with 
an insight into what the customer thinks about our products 

and services and overall, as a company, through a yearly survey. 
The feedback from the survey helps to identify customers� pain 
points and gauge where Manulife Malaysia stands amongst its 
key competitors. Our ���� priority to deliver superior customer 
experience, intensify customer engagement and gain deeper 
insights into our overall customer journey remained at the 
forefront of all our efforts, as we embraced the core principles of 
NPS: Listen, Learn and Act. 

Based on MIB�s ���� performance, we saw a positive closing for 
the year with an increase from +�� in ���� to +�� in ���� 
on our customers� performance rating: further closing the gap 
to our competitors. Although we saw a decline in the overall 
customer sentiment for the year due to the pandemic, we intend 
to stay vigilant and committed to ensuring the well-being of our 
customers. Our efforts for ���� were revolved around technology 
resilience and looking into the branch and contact centers� 
experience, as well as agent servicing and payments which helped 
to shift the overall rating. 

Under Manulife IM (Malaysia), we have emerged stronger from 
the pandemic and reoriented our customer-experience efforts 
to meet customers� primary needs, such as safety, security, and 
everyday convenience. We saw positive improvement in our NPS 
score; from +�� to +��, significant improvement and satisfaction 
displayed by our customers (consistently above ��% with our 
Customer Service target set at ��%) between ���� and ���� 
respectively. Besides this, our digital transformation strategy with 
Manulife iFUNDS has rapidly accelerated from convenience to 
now a necessity. Process improvements for existing systems and 
developing new products and services to cater to the evolving 
needs of our customers in this digital age proved timely.

We have been here for our customers in ���� and will continue 
to be professional, patient and serve with top notch quality in our 
industry while facilitating extraordinary growth and sustainable 
profitability with cutting edge standards.

Manulife Malaysia Net Promoter Score (NPS)
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Broadening customer relationships through Customer 
Portfolio Management (CPM)
The key focus of Customer Portfolio Management (CPM) is to 
proactively manage customer portfolio by interacting at the 
right moment, offering needs-basis products/services, and 
growing loyalty across the customer life cycle. It is an ongoing 
initiative that is driven mainly to deepen our relationship with 
customers through cross-selling efforts with the aim to increase 
sales and capture better margins. Ensuring our customers 
remain protected in their life journey remains our top priority!

Accelerating our digital agenda to support our 
customers

An opportunity for innovative solutions
In ����, we continued driving our digitalisation agenda by 
extending and improving the usage of digital channels. Besides 
Investment-linked sustainability notices, the Annual Premium 
Statement is also sent to the customer via email and SMS. At 
the same time, these statements are also available in eLITE for 
viewing and download. 

The SMS channel is also being added with different types of 
notifications to provide our customers with immediate updates, 
including but not limited to billing status, policy status, claim 
statuses and undelivered correspondences.

As part of our continuous improvement, ePolicy will now be 
delivered to our customers electronically via SMS or email. 
Customers can view their ePolicy immediately in a secured 
environment seamlessly. 

In ����, virtual servicing will be introduced to our agency 
force. This will enable us to support our distributors at another 

level of service standards, with the advancement of technology 
regardless of their location. This indirectly provides a faster and 
immediate response to our customers. 

Transforming customer engagements in a digital age
Manulife IM (Malaysia) recognises the importance of digitising 
processes in the space in which we operate in to accelerate 
growth. Manulife iFUNDS has been instrumental in improving 
our operational efficiency and enabling us to create a 
meaningful engagement with our customers since its launch in 
����. By going digital, paperless transactions and automation 
provide a convenient and seamless experience to our customers 
in managing their portfolios at any time and from any place. 
Understandably, our customers have increasingly turned to 
use Manulife iFUNDS as their preferred online fund investment 
platform to select, manage and track their unit trust investments 
with us. In ����, on a monthly average basis, ��% of new 
accounts, ��% of fund subscriptions and ��% of switching 
transactions were completed online using Manulife iFUNDS. As 
of November ����, over ��,��� of our customers are actively 
using Manulife iFUNDS.

Following the successful adoption of Manulife iFUNDS by our 
customers and unit trust advisers (�Advisers�), the Manulife 
iFUNDS Regular Savings Plan (RSP) was introduced in February 
����. Manulife iFUNDS RSP is a monthly subscription plan 
that enables customers to invest a fixed sum of money into 
a particular investment product on a regular basis. Manulife 
iFUNDS RSP provides a much quicker turnaround of only a few 
days for a new RSP application to be completed compared to 
six weeks for a paper application. In addition, comprehensive 
tools such as Goal-based Investment, Fund Screener and What-
If Analysis make it much easier and faster for our customers to 
make informed decisions when setting up their RSPs. 

 Manulife iFUNDS has been a key driver in our digitisation journey.
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 Manulife Malaysia continued providing much-needed relief 
to both customers and non-customers throughout COVID-��.

Innovation is key for us to be truly digital. As we continue to 
enhance and expand the use of Manulife iFUNDS, the Manulife 
iFUNDS for Advisers was launched in December ���� for our 
dynamic team of professional advisers to provide engaging 
touchpoints with customers and to service customers more 
effectively and meaningfully. In continuing our digitisation 
footprint, functional features namely the QR code generator, 
portfolio simulation and presentation library were introduced 
to help advisers to work smarter and more efficiently and 
deliver optimal services to customers. 

Closing the protection gap via innovative products & 
services

Health and Protection remains a focus in making our 
customers� every day better
From the start of the COVID-�� pandemic in Malaysia, Manulife 
customers have been supported by our COVID-�� programme. 
In early ����, we set up a fund under the Special Financial 
Assistance Programme (SFAP) amounting to RM� million. 
Subsequent to the fund being utilised, the Company pledged 
an additional RM���,��� with the launch of SFAP �.� in June 
����. Both programmes have since been fully redeemed, 
benefitting close to ��� customers.

treatment as a clinical �Stage �, � or �� COVID-�� patient. 
In addition, we proudly took the initiative to provide a helping 
hand in the form of a free ��-day COVID-�� coverage to non-
Manulife customers, under a programme called �Manulife with 
You�, where an RM�,��� death benefit was handed out for free 
to the first ��,��� eligible participants.

As the nation prepares to move from a pandemic to endemic 
era, Manulife launched the COVID-�� Private Hospital Medical 
Expenses Assistance in August ����, which allows medical 
cardholders to reimburse their incurred medical expenses 
after being admitted to any private hospital for receiving 
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Rising healthcare costs remain one of the biggest concerns 
amongst Malaysians, making medical insurance a necessity 
today. Our new medical plan; Manulife Health Saver Benefit 
comes with a �No Claim Discount�, allowing our customers 
to enjoy an immediate discount on insurance charges, and 
therefore empowering them to prioritise their wellbeing and 
optimally manage their health. This product is designed so that 
upon purchase, policyholders benefit from an immediate ��% 
discount on insurance charges in the first policy year. If there 
is no claim made in the particular year, the no-claim discount 
on the insurance charges will increase by ��% the following 
year and be capped at a maximum of ��%. This will benefit 
our customers given the lower charges when no claim is made. 
To celebrate our product launch, we developed a campaign for 
our customers where we provided an additional RM� million 
annual limit to their Manulife Health Saver Benefit plan at no 
extra cost. 

We recognised in times of uncertainty; critical illness coverage 
has become increasingly important. Our new critical illness 
plan; Advance Beyond Critical Cover (ABCC), is a health 
solution that provides holistic critical illness coverage from 
an early stage of diagnosis to post-treatment events. It 
covers up to ��� critical illness conditions and comes with 
additional benefits such as cancer treatment booster benefit, 
disability care benefit and diabetic/joint-related benefits. True 
to our beliefs, this plan also provides lump-sum payments for 
events resulting from hospitalisations, be it due to illnesses or 
accidents. 

Planning with investment-linked plans
Our product solutions are mainly driven through investment-
linked plans where customers are provided with an array of 
investment-linked funds to invest and benefit from. Our new 
investment-linked fund, Manulife Global Equity Fund was 
launched in May ���� to widen our range of investment-
linked funds and focus on high-quality overseas stocks and a 
long-term investment horizon, which is fit-for-purpose for an 
investment-linked plan.

The fund invests in the AllianceBernstein (AB) SICAV I � Low 
Volatility Equity Portfolio (the target fund), which seeks to 
provide capital appreciation by achieving quality and stability 
through diversification with global equities. The target fund�s 
portfolio is positioned so that it is prepared for a downturn and 
poised for recovery. It seeks to capture ��% of the market�s 
gains in rising markets while capturing only ��% of the declines 
in falling markets.

The target fund manager�s global research platform aims to 
source high quality and stable companies at the right price. 
This may potentially beat the market and protect capital 
against downside risk. The fund is suitable for customers who 
seek capital appreciation, are looking for investment exposure 
in a diversified global market, are willing to accept a higher 
level of risk with low-income requirements and have a long-
term investment horizon.

Breaking new ground on funds for investment
With the expectation of continuous demand for sustainable 
funds in ����, Manulife IM (Malaysia) launched two feeder 
funds that focus on sustainable investments for the Malaysian 
market. 

Launched in October ����, the Manulife Global Aqua Fund is 
a qualified Sustainable and Responsible Investment (SRI) fund 
under the Securities Commission (SC) Malaysia�s guidelines 
on Sustainable and Responsible Investment Funds. The fund 
aims to mitigate the increasing gap between the demand 
and supply of water and rising concerns over global water 
quality through investment. The fund aims to provide capital 
appreciation by investing at least ��% of the Fund�s net asset 
value (NAV) in the BNP Paribas Funds Aqua (the �BNP Aqua 
Fund�), and focuses on companies that are overcoming water-
related challenges and streamlining the transition to a more 
sustainable world. The BNP Aqua Fund invests in stocks across 
three broad sectors in the growing global water value chain: 
Water Infrastructure, Water Treatment and Water Utilities.

The Manulife Global Energy Transition Fund, launched in August 
����, is a feeder fund that aims to provide sophisticated 
investors with capital appreciation. The Manulife Global Energy 
Transition Fund invests at least ��% of the NAV in the BNP 
Paribas Funds Energy Transition (the �BNP ET Fund�), which aims 
to contribute to the low-carbon energy transition by investing 
in companies dedicated to finding solutions to address climate 
change. The BNP ET Fund invests in companies globally that 
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seek to leverage on energy transition by investing in three 
areas: renewable energy production (decarbonising); energy 
efficiency, technology & materials (digitalising); and energy 
infrastructure & transportation (decentralising). The BNP ET 
Fund currently contributes to three SDGs: � (affordable and 
clean energy), � (industry, innovation and infrastructure) and 
�� (sustainable cities and communities).

Managing risks and safeguarding our customers� 
interest
The Enterprise Risk Policy sets out the Enterprise Risk 
Management (�ERM�) framework that governs all risk taking 
and risk management activities within Manulife and its 
subsidiaries. The ERM Framework provides a structured 
approach to risk taking and risk management activities, 
required to deliver the Company�s Bold Ambition. The ERM 
Framework is communicated through risk policies and 
standards, which cover: 

�	 Risk Roles and Authorities � Assignment of accountability 
and delegation of authority for risk oversight and risk 
management at various levels within the Company, as well 
as accountability principles. 

�	 Governance and Strategy � The types and levels of risk 
the Company seeks given its strategic plan, the internal and 
external environment, and risk appetite which drives risk 
limits and policies. 

�	 Execution � Risk identification, measurement, assessment 
and mitigation enable those accountable for risks to manage 
and monitor their risk profile. 

�	 Evaluation � Validation, backtesting and independent 
oversight to confirm that the Company generated the 
risk profile it intended, root cause analysis of any notable 
variation and any action required to return risk to its desired 
level when exposures near or exceed risk appetite. 

The Board approves the Company�s Enterprise Risk Policy, 
which serves as the overarching umbrella risk policy. The 
Enterprise Risk Policy governs the principal risk category of 
Strategic Risk. The Board also approves the Company�s risk-
taking philosophy, risk appetite statements, and risk limits 
and tolerances. The Board delegates the oversight of the 
Company�s other principal risk categories (Market/Liquidity, 
Product, Credit/Investment, Operational Risk and Capital 
Management) to the Board Risk Committee (BRC). The BRC, 
in turn, delegates the authority over the management of the 
risks to Management through individual BRC level policies that 
establish expectations for implementation and execution of 
risk strategies, frameworks, policies and practices.

Risk Philosophy � Manulife is a global financial institution 
offering insurance, wealth and asset management products 
and other financial services. As we work each day to deliver 
on our mission �Decisions made easier. Lives Made better�, 
our bold ambition is to transform into a digital, customer-
centric market leader, while delighting our customers, 
engaging our employees, and delivering superior returns for 
our shareholders. The activities required to achieve these 
results are guided by our values and involve elements of risk 
taking. Risk management drives the success of our Company 
by providing a framework to mitigate exposures to within 
risk appetite and effectively deploying our capital towards 
appropriate risk/return profiles.

Risk Appetite Statements � Manulife shall establish and/or 
reaffirm its risk appetite on at least an annual basis to ensure 
that risk appetite and the Company�s strategy align. It is 
comprised of risk appetite statements that provide �guideposts� 
on our appetite for identified risks, any conditions placed on 
associated risk taking, and direction for where quantitative 
risk limits should be established. The Company�s risk appetite 
statements are as follows: 

�	 Manulife accepts a total level of risk that provides a very 
high level of confidence to meet customer obligations while 
targeting an appropriate overall return to shareholders over 
time. 

�	 Manulife operating units target to be aligned with our growth 
aspirations and our objective of honouring all commitments 
to policyholders and other stakeholders with a high degree 
of confidence. 

�	 Manulife values innovation and encourages initiatives 
intended to advance the ambition to be a digital customer-
centric market leader.
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�	 Capital market risks are acceptable when they are managed 
within specific risk limits and tolerances. 

�	 Manulife believes a diversified investment portfolio reduces 
overall risk and enhances returns; therefore, it accepts credit 
and alternative long-duration asset-related risks. 

�	 Manulife pursues product risks that add customer and 
shareholder value where there is competence to assess and 
monitor them, and for which appropriate compensation is 
received. 

�	 Manulife accepts that operational risks are an inherent 
part of the business when managed within thresholds and 
tolerances of key risk indicators and will protect its business 
and customers� assets through cost-effective operational 
risk mitigation; and 

�	 Manulife expects its officers and employees to act in 
accordance with the Company�s values, ethics and standards; 
and to protect its brand and reputation. 

Protection through cyber security and data privacy
Customer data privacy is ensured through an existing 
information risk management process guided by policies and 
standards in place, in areas such as network security, encryption 
standards (for data at rest and in transit), operational security, 
application security, vulnerability management and logical 
access control. The information security measures and controls 
in these areas help Manulife identify, assess and manage cyber 
risk and security.

Staying abreast of our Business Continuity Plan (BCP)
Our comprehensive Business Continuity Management 
programme is established and updated continuously to reflect 
changes in the operating environment to provide holistic 
planning and arrangements of key resources and procedures 
that enable us to respond and continue to operate mission-
critical business functions while considering all functions 
across a broad spectrum of interruptions to the business 
arising from internal and external events. This, coupled 
with corporate support and commitment, is the primary key 
to disruption preparedness and building strong business 
resilience to ensure all our customers are well taken care of 
during this unprecedented global pandemic.

CREATING SHARED VALUE FOR OUR STAKEHOLDERS

Building key strategic partnerships 
At Manulife Malaysia, we continued to grow our bancassurance 
partnership business with Alliance Bank, with a focus on 
building non-face-to-face capability to continue reaching out 
to the Bank�s customers in mitigating the negative impact 
caused by the prolonged lockdown in Q� & Q� ����. We 
had also set up an alternate distribution channel in Q� ���� 
to complement Banca business through non-traditional 
partnerships, leveraging on e-commerce platforms and an 
online-to-offline direct sales team approach to sell simple 
insurance solutions.

In ����, Manulife Insurance Labuan Limited (MILL) expanded 
its distribution network by adding � more bank partners to 
reach out to more high-net-worth individuals in Malaysia. Our 
maiden tele-underwriting approach also assisted our clients to 
get assessed without going to a hospital for a medical check-
up.

Elite Smart Invest is a new investment-linked plan designed 
for customers of Alliance Bank. This product provides life 
insurance protection and is designed for wealth accumulation 
through its product design and range of investment-linked 
funds. With a limited premium paying term of � years, this 
product provides the flexibility of an investment-linked policy 
and the opportunity to remain invested until the age of �� next 
birthday.

MILL launched its latest universal life series; Signature 
Heirloom (VI), a US Dollar-denominated plan that offers high 
insurance coverage for the whole of life and wealth creation. 
Signature Heirloom (VI) is tailor-made for high-net-worth-
individuals looking to leave a legacy to their family members. 
In advocating health and wellness, the product includes a 
unique feature to encourage customers who smoke, to quit 
smoking by offering a �quit smoking incentive� where they can 
benefit from lower charges.
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Enforcing sound financial practices

Strategic cost management 
Managing our expenses to achieve expense efficiency and having a continuous CostFit mindset instilled at all levels throughout 
the Organisation continue to be our focus in ensuring sustainable growth for Manulife Malaysia in the coming years. The primary 
intent is continuing to sustainably enhance our cost competitiveness through improved economies of scale, effective utilisation 
and strategically investing our available resources, yielding maximum value and benefits to the Organisation over the longer-term 
period. The savings arising from the Strategic Cost Management exercise continue to create opportunities and additional funds 
for reinvestment as we embark on our Digitalisation Transformation Journey, without significantly increasing overall expense. 

This exercise continues to create available resources in supporting our journey in enhancing our digital capabilities from the 
point-of-sale to the back-end reporting system, whilst also freeing up funds to meet other strategic priorities for business growth 
and expansion. More vigorous pre and post project launches and campaign review were also undertaken to assess the realisation 
of the benefits expected for future improvement and enhancement.

In ����, we have reinvested RM�.� million worth of savings from the continued cost-saving initiatives to enhance, develop and 
maintain new technological capabilities and digital assets, whilst also contributing to improved productivity, and additionally 
enhancing our distribution partners�, customers� and employees� experience.

Optimising our investments
Globally, investors expected ���� to be a year with a V-shaped recovery following global GDP contraction of -�.�% in ���� and 
specifically Malaysia�s -�.�% GDP contraction in ����. However, the evolving COVID-�� pandemic and the onset of new variants 
saw global and local economic activities remaining mostly muted in ���� as the pandemic continued to rage. Accordingly, 
Malaysia�s y-o-y GDP continued on a volatile trajectory contracting in Q� �� at -�.�%, growing in Q� �� +��.�% and contracting 
again in Q� �� at -�.�% and growing at +�.�% in Q� �� to bring ���� GDP growth to �.�% within the range forecasted by Bank 
Negara Malaysia (BNM). Mid-year, BNM had revised its previous ���� GDP forecast of between �% - �.�% to between �% - �%. 
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Notwithstanding the continued uncertainty over the global 
macroeconomic outlook, the US economy was a bright spark 
registering GDP growth of Q� �� + �.�%, Q� �� +�.�% and Q� 
�� +�.�%. Consequently, inflationary pressures set in and while 
it was initially viewed as transitory, it was found to be more 
sustained subsequently. Amidst the nominal GDP contraction 
in Q� �� and buoyant Q� �� GDP growth, the local fixed 
income market also began to impute higher yields. Towards 
the end of Q� ��, we decided to shorten the fixed income 
duration to mitigate the risk of loss to the portfolio if interest 
rates trend up. This strategy is envisioned to continue in ���� 
unless we assess that there would be further disruptions to 
global growth normalisation emanating from the protracted 
pandemic and new variants. 

Our equity portfolios were managed actively and gained from 
stock and sector allocation returning in economic value added 
(EVA) terms as one of the best performances among business 
units in the region with YTD Dec-�� EVA of �.�% or CAD$ 
��.� mil. The year ���� also saw the continued emphasis 
on alternative assets, especially private market assets, where 
we committed to two more private equity (PE) funds and a 
further co-investment in PE. By the end of ����, we would 
have completed setting up the infrastructure to invest in 
private debts.

Mitigating and managing compliance risks

The risk and compliance culture of the Manulife Group is driven by 
a strong tone from the top, complemented by the tone from the 
middle, to embed the expected values and principles of conduct 
that shape the behaviour and attitude of employees across the 
Group. Policies and internal standard operating procedures are 
clearly defined, consistently communicated, and continuously 
reinforced, to embed a culture that cultivates active identification, 
assessment and mitigation of risk as part of the responsibility 
of all employees across the Group. As a part of the risk and 
compliance culture, the Group has instilled a culture where the 
Board, senior management and every employee of the Group is 
committed to adhering to the requirement of relevant laws, rules, 
regulations and regulatory guidelines.

As it is vital to have a robust and effective Compliance Framework 
in place, Manulife Holdings Berhad has prepared a Compliance 
Policy that is driven by the Compliance Department in managing 
compliance risk within the business. The Compliance Framework 
has been implemented across the various businesses and 
support units within the Group. It provides the key principles and 
guidelines for managing Compliance risk within the Group. 

Anti-Money Laundering & Counter Financing of Terrorism (AML/
CFT)
The integrity of the financial services marketplace depends 
heavily on the strong belief that it functions within a framework of 
high legal, professional and ethical standards. Money laundering 
and terrorist financing activities are illegal activities to which any 
perceived complicity could result in damage to the reputation 

of Manulife, as well as subjecting Manulife and/or culpable 
individuals to possible fines and/or imprisonment.

Our employees undergo continuous mandatory training annually 
via e-learning, targeted training, and external professional and 
regulatory seminars. In ����, we achieved a completion rate of 
���% amongst Manulife Malaysia�s employees for our ALM/CFT 
compliance training courses. 

Code of Ethics and Conduct
At Manulife, we are committed to behave ethically and live our 
core values. �Do the right thing� is a crucial part of our DNA � it 
guides our behaviours and defines how we make decisions for 
our customers and each other. Manulife has in place a Code of 
Business Conduct and Ethics as a guide to doing the right thing. 
The Code affirms the Company�s commitment to ethical conduct, 
its practice of complying with all applicable laws and our practice 
of avoiding potential or actual conflicts of interest.

Anti-Bribery and Anti-Corruption
Our business depends on a sound relationship with customers, 
the community, other organisations and our stakeholders, 
leveraging on � of our values to maintain the highest level of 
compliance centering on anti-bribery and anti-corruption:

(i)	 Do the Right Thing
	 Manulife is strongly committed to doing business in an 

honest, ethical, and legally compliant manner. Manulife has 
zero-tolerance for bribery and corruption in any form.

(ii)	 Own It
	 Manulife has implemented the Anti-Bribery and Anti-

Corruption (ABAC) requirements and control designed to 
address the risks that Manulife may face in the real world 
which are diligently implemented, followed, and enforced 
because of the strong commitment from our senior 
management.

(iii)	Get It Done Together
	 Every employee within the Group is working together 

to ensure Manulife�s requirements on ABAC are strictly 
adhered to. This includes working together with our business 
partners to ensure they understand our strong commitment 
to ABAC.
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Driving procurement efficiency
In January ����, our Procurement team in Malaysia launched 
�Procurement Malaysia SharePoint,� an intranet page for internal 
users to have a one-stop portal to refer at any point of the day 
on the latest, up-to-date procurement related matters including 
updates, forms and policies. With the new normal working 
environment where minimal or no face-to-face meetings occur 
during COVID-��, it is crucial to enable all internal users the 
ability to obtain procurement�s updates, information, guidance 
and forms at all times.

Self-service in Procurement will not work without strong 
engagement with business users. Driven by the key 
objective to buy better and provide sustainability to the 
strong collaboration between Procurement and business 
functions, our procurement team continues to engage 
business functions through targeted catch-up sessions 
on a monthly or bi-monthly basis to run through the list 
of ongoing initiatives and upcoming initiatives to ensure 
evaluation of vendor selections are thoroughly conducted.  
The sessions also allow business functions and procurement 
to have open and transparent conversations on the lessons 
learned, areas of improvement, and sharing of latest updates 
from both teams. 

INNOVATING OUR �BUSINESS AS USUAL�

Enhancing our distribution capabilities

Accelerated recruitment initiatives via distinctive virtual events
As we move forward towards a brighter economic prospect with 
the support of the successful National COVID-�� Immunisation 
Programme, we intensified our digital recruitment initiatives 
via a series of virtual events with local celebrities on social 
media platforms. These virtual events, namely; Bazar Kerjaya 
Bumiputera; Be an Insurance Rockstar with Manulife; You 
can be a Big Boss too and #FreshGradLiveChat were aimed 
at presenting job opportunities to those who were impacted 

 �Be an Insurance Rockstar with Manulife� was one of the 
numerous virtual recruitment events organised by our Distribution 
team to increase our footprint in the life insurance industry. 

with pay cuts and retrenchments due to closure of business 
during the lockdown. Interestingly, the Manulife Facebook page 
received more than ��,��� views for these events, creating 
greater brand awareness among netizens. Despite the second 
year of the pandemic, Manulife recorded the highest number 
of total recruits for its life insurance business.
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Protecting small Malaysian businesses
Manulife SME Biz Solutions was launched at a critical time as Malaysia faced 
continuous challenges from the COVID-�� pandemic, providing customisable 
insurance protection against situations and challenges faced by owners of 
small and medium-sized enterprises (SMEs). Manulife SME Biz Solutions 
consists of four types of solutions: Key Person Protection, Debt Cancellation, 
Business Buy Back and Employee Retention Programme. The solutions 
helped to minimise business disruption when the unexpected happens to 
key business partners and employees, making every day better for SMEs to 
sustain their business growth.

 Through Manulife SME Biz Solutions, we had SMEs covered every step 
of the way during the COVID-�� pandemic.

 Group Chief Executive Officer, Vibha Coburn (��th from right), and MIB Chief Agency Officer, Alex Tan (�rd from left), with 
Million Dollar Round Table, Court of the Table and Top of the Table Achievers during MDRT Vogue Party held at Vogue Lounge KL 
Gateway in November ����.

Continuing growth momentum by targeting an 
untapped customer base
In charting a successful growth trajectory 
through diversification, Manulife�s Agency 
focused on expanding its agency business across 
Malaysia. The expansion initiative supported our 
objective for attaining a larger and more diverse 
customer base while increasing our market 
influence with brand awareness.

To encourage our agency leaders, a start-up 
sponsorship was offered to support the setup 
of their offices at their preferred locations. The 
sponsorship is expected to accelerate their 
recruitment drive, and further grow Manulife�s 
footprint in both Peninsular and East Malaysia. 

Recognising Million Dollar Round Table (MDRT) 
achievers 
As a global MDRT sponsor, Manulife is committed 
to developing MDRT agents who are recognised 
internationally for a standard of excellence in 
making every day better for our customers. In line 
with our efforts to promote MDRT achievements 
and to encourage more agents to aspire to be 
members of the prestigious MDRT organisation, 
various training programmes, exclusive events 
participation and differentiated rewards and 
benefits were presented to the early achievers.
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Harnessing digital leads to drive new business
Manulife�s promise of making decisions easier and lives better is synonymous with extending our reach to provide coverage to as 
many Malaysians as possible. In ����, we continued to develop both our internal processes and distribution capabilities to drive 
new business through the generation of digital leads. We have a clear strategy in place to drive digital initiatives, encompassing 
not just Manulife�s capacity to reach our customers through online means, but also equipping our distribution teams to better 
approach and serve our customers. 

As of December ����, our insurance footprint covers ���,��� policies held by ���,��� customers across the nation, as 
illustrated in the diagram below.
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Elevating the Manulife Brand
Mirroring the year ����, ���� continued to present itself with socio-economic volatility, as nations globally continued to battle 
the COVID-�� pandemic. However, despite its challenges, the Manulife brand remained resilient, and we focused on leveraging 
every opportunity that was presented to us � to continue to make every day better for all our stakeholders. 

To demonstrate our perseverance as a brand, we launched Manulife Run & Ride ����, amidst the Movement Control Order (MCO) 
restrictions � challenging ourselves to source for creative avenues to stay connected with our audiences � despite limitations to 
display physical presence. We teamed up with prominent runners and cyclists; namely Angeline Ong (professional Yoga & Fitness 
trainer and cyclist), Atikah Abu Bakar (running enthusiast), Han Pin Ma (Spin instructor), Peter Hugh Davis (MMA fighter & cycling 
enthusiast), Steffi Kaur (National Football & Futsal player) and Tahira Najmuinisaa (Professional runner). 

PERLIS



Manulife Holdings Berhad

48 Sustainability Statement

 We engaged famous Malaysian athletes to become ambassadors for Manulife Run & Ride ����.

The race successfully garnered a total of ��� participants, and our Brand Index score (by YouGov) saw a steady increase from 
�.� prior to the campaign launch, to an average of �.� throughout the event period. Manulife Malaysia�s social media channels 
garnered ���,��� in reach (Facebook) and ���,��� (Instagram) � as well as a spike in Share of Voice (SoV) of ���% (Facebook) 
and ��% (Instagram). 

From a year-on-year platform performance perspective, the brand continues to display growth on both Facebook and Instagram, 
in comparison to ����. On Facebook, ���� saw an increase of �,���% while Instagram observed a spike of ���%.

Facebook Performance  
 Y2021 vs  Y2020 vs  Y2019

Instagram Performance  
 Y2021 vs  Y2020 vs  Y2019
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The Manulife Malaysia brand is ready to scale up to greater 
heights in ���� as we aspire to reach further for opportunities, 
digitally and physically, to continue strengthening brand 
awareness by leveraging on Manulife�s international presence 
and �� years of rooted legacy in Malaysia. Subsequently, we 
aim to improve brand relevance by addressing the specific 
needs of our valuable stakeholders � it is a privilege to walk 
with people of all ages throughout their life�s journey.

Sustainable investments
At Manulife IM (Malaysia), we understand that our purpose as 
an asset manager is to deliver strong risk-adjusted returns for 
our clients over time while leaving a positive impact on the 
environment and society through sustainable investing and 
stewardship. Achieving this purpose requires a strong focus on 
the long term, prioritising the sustainability of our investments 
and operations, and expanding on the view that strong values 
exist beyond financial ones.

Apart from fundamental integration of Environmental, Social 
and Governance (ESG) considerations into our investment 
processes and decision-making, we actively engaged with 
companies that we invest in to gather information, mitigate 
ESG-related challenges and increase ESG-related opportunities. 
We also identify sustainability risks or opportunities that 
we believe critical to our investment theses and encourage 
investee companies to refine their practices by communicating 
our views and exercising our influence as active shareholders 
by voting thoughtfully and responsibly. 

Manulife IM (Malaysia) continuously supports and advances 
our clients� sustainability objectives by enhancing our product 
offerings and reporting in line with industry standards and 
best practices. Ultimately, we believe that the ability to meet 
clients� sustainability goals will lead to more resilient investing, 
preservation of capital and creation of long-term value. 

Awards
In ����, Manulife IM (Malaysia) continued to be recognised by 
leading and independent platforms for fund performance. Two 
(�) of our unit trust funds were the proud recipients of three 

(�) individual fund awards from Refinitiv Lipper Fund Awards; 
lauded for its independent and uncompromised assessment of 
performance in over �� countries worldwide. 

Furthermore, we received a prestigious recognition for the first 
time from the Global Islamic Finance Awards, acclaimed as 
one of the highly coveted and most respectable market-led 
awards in the Islamic banking and finance world. 

The individual fund awards received in ���� are:

Refinitiv Lipper Fund Awards ����
�	 Equity Malaysia Income � Malaysia Islamic Funds, �� 

years
�	 Mixed Asset MYR Flexible � Malaysia Provident Funds, �� 

years

Refinitiv Lipper Fund Awards ���� � Global Islamic Funds 
�	 Equity Malaysia Income, �� years

Global Islamic Finance Awards ����
�	 Best Emerging Islamic REIT Fund ����

In addition, Manulife Insurance Berhad was bestowed with an 
award at FINCO�s Annual Awards ���� for being the financial 
institution with the most volunteers for the �FINCO Good Sens� 
programme. 




















































































































































































































































































































































































