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Digital enablement of insurance intermediaries

In response to the digital age

Insurance industry at every level is facing tremendous pressure on all
fronts. Customer behaviour is changing. New distribution and business
models are emerging. Driven by digital transformation, our business
landscape keeps shifting literally every day. And the latest coronavirus
has posed a completely brand new challenge to the industry.

As such, market players worldwide are trying to embrace and adapt
to the new business approaches which the new technology can offer.
Many realize that if they do not keep up with technology, their competitors will and
can use it to their advantage to get ahead. Meanwhile, they understand the need to
go digitized so as to capture more greenfield opportunities, generate new revenues,
streamline processes, stay agile, cut costs and make customers happier.

Leveraging technology to your advantage

Agencies and brokers now see the value in providing digital experience and find
themselves implementing solutions previously thought to be too complicated. Here
technology has proved to be a real game changer.

With the aid of digital tools, intermediaries can now move away from mundane
processes to focussing on customer’s needs, doing proper cross-selling and up-
selling and making proactive engagement with ecosystem partners. Never before
can they be so better equipped to manage the entire sales cycle with practically a
few touches on the screen anywhere anytime.

In addition, digital transformation brings enormous benefits to end-customers as
millennials and other older age groups who have become accustomed to the use
of technology in their daily life. The whole insurance process can be more user-
friendly and efficient in generating leads, processing policy forms and communicating
instantly on digital platforms. Customers are thus happier and feel more empowered.

Out of legacy and into the new age

Obsolete and legacy systems are being slowly phased out by insurance agencies
and brokers - replaced by agile and more robust systems with modern architecture.
Highly modular and configurable, these new systems are also easy to use and
master. Intermediaries can now manage their daily activities and all aspects of the
customer journey digitally, thus giving them more time to expand their business
network and reach out to potential customers.
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Moreover, any manual process is prone to human errors and inaccuracies. And the legacy system
is blatantly unable to provide validation to prevent these from happening. Companies are stuck
using old systems and methods that cannot keep pace with the changing requirements. In search
of a way out, therefore, more and more intermediaries have started deploying better insurtech
software solutions with a view to achieving a sensible and practical balance between technology
and face-to-face engagement.

Advancing the business with technology

As technology progresses, agencies and brokers have to move with the times to stay competitive
and relevant. People who do not leverage technology to improve customer experience are more
likely to be outmatched by those who do.

This is an exciting and challenging time for insurance intermediaries. To stay ahead of the game, it
requires uncanny ability to combine solid digital capabilities with the right dose of human touch.

At CoverGo we help insurers, brokers and agencies to get digitized quickly and reliably. With our
award-winning core insurance platform and over 400 insurance APIs, we support omni-channel
distribution, streamlining of policy administration, digitizing of claims and speedy launching of new
products. Working with industry fast movers and IT experts, we are dedicated to building a brighter
insurance of tomorrow in the digital age for Hong Kong, Asia and beyond.

Peter Tam, ACII
Director & Deputy CEO
CoverGo LIimited
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The changing face of the Insurance professional
in today’s tech-infused landscape

Much has been written about the impact of Insurtech, with promising
technologies covering, Robotic Process Automation, Chatbots,
Wearables and the Internet of things (loT), Blockchain, Mobile Apps &
ecosystems, with excitement around big data and Al. Contrastingly, we
see little written about its impact on the Insurance professional or those
contemplating such a career.

The ubiquitous influence of technology continues fuelling employee
anxiety across many industries and professions, including insurance.
With the Insurance segment facing its own ‘amazon’ moment, with obstinate internal
costs, clunky processes, increasing regulatory and reporting burdens, outdated
customer engagement models and the threat of newer leaner more specialised start-
ups threatening hard-earned market shares. Industry professionals would do well to
contemplate their contribution and skills needed to thrive in tomorrow's ‘Insurance
organisation 2.0’.

Those affected may resist an organisational level change, but ultimately the fact
is, that some jobs will cease to support as a competitive differentiator for the
organisation. How deep this will affect the Industry is unclear? Technological
progress is nothing new, while complex algorithms and other new technologies
are considered threats within the profession, the reality is altogether different.
On balance, such advancements have increased both jobs and productivity, not
destroyed them.

Many insurance jobs continue to go unfilled, primarily from the lack of skills available
due to technological advancements. With today’s industry-wide talent pool both
vast as it is diverse, the industry can boast as being one of the more inclusive of the
financial services both in terms of customer impact and the talent pool that supports
it. While automation could place some job functions at risk, opportunities exist for
Insurance practitioners to enhance their offerings via Insurtech.

It’s not only the Insurance business model,
the plethora of available Technology
Solutions and complexity of the risk
landscape that is changing, but also the
people and skills needed to support it
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As business operations, distribution models, Technology Solutions and the risk landscape
complexity continue to evolve. Equally is the need for people and skills to evolve alongside that
will support it. While Insurance CIOs & CTOs confront fast-paced technological change and
adaptation while maintaining outdated, in-house legacy IT systems. Similarly, Human Resource
departments must work with Operational and Product leadership teams, together with employees,
in transitioning from providing lower- to higher value-added services, organisation-wide.

Beyond technology investment, Insurance businesses must proactively identify critical skills to
support the future sustainability and competitiveness of the business. Recognising, the required
expertise during transition, identifying training and education resources and redefining career
paths with institutional T&D, amplifies the amount of retained corporate intelligence within the
organisation.

A modern Insurance Business sourcing the right talent

The right skills and organisational structure. While technology is seen as a panacea by some,
there’s so much more at stake as incumbents consider shifting from a physically dependent entity
with traditional back-office admin and functions to a leaner and more agile customer focused
organisation.

As to the Professional Insurance practitioner’s future, how technology with skills enhancement
support career enrichment opportunities:

» Workforce elevation with complex and creative job functions: Technology will displace
most industry repetitive functions. However, as the adoption continues, equilibrium will be
found through the creation of more complex, imaginative and fulfilling job functions around
customer engagement, user experiences together with process and product reengineering.

* Highlighting quality communication: Emotional intelligence and empathy rule, listening skills,
understanding customer needs and responding in a personal way. Supporting the creation of
trust and effective collaboration with customers and colleagues. Al can’t replace empathy. So,
insurance professionals will continue to have the edge here.

* Growth and learning mindset: Mindset and learning agility have always been prerequisites
when embarking on an Insurance career. Today’s rapidly shifting automation and Insurtech
advances require professionals wishing to stay relevant, to commit to lifelong learning to
ensure enriched and prolonged career success. Employees are encouraged to take ownership
of growing their value to the organisation, embracing new technologies and operating models
as an enabler for them to perfect their craft and customer engagement.

* Blended workforce management: Leaders will have to learn to manage and integrate
employees, third party contractors, automated processes together with access to quality and
relevant data, to support daily product development and organisational planning that deliver
high levels of customer satisfaction.
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* Demand for Deep Learning Specialists: As the practical application of Artificial Intelligence
evolves. With it will the need for the supporting specialisms. Deep learning researchers,
programmers, engineers and scientists. Likewise, increased demand for data analysts to
review the depth, accuracy and quality of useable Al data-enabled insights. Such data,
augmenting the already enormous volumes of historical data held by the insurance industry.

» Development of Critical thinking: While traditional education and training seeks to encourage
memorisation of tasks and processes, automation will make many traditional skills obsolete.
As companies seek to innovate, they necessitate the need for organisation-wide enhanced
thinking. Such thinking requires individuals making reasoned judgements, to have a natural
curiosity and scepticism of the current status quo. A critical thinker, naturally questions
previously held beliefs and understanding, together with the humility to admit ideas are wrong
when faced with new evidence.

Insurance is one of the most important financial considerations in today's complex and
interconnected world. Identifying, measuring and mitigating both Personal and Business risk is
a multidimensional undertaking. Whether protecting the family home, Car or Personal Health,
to the more complex protection needs of an SME business, the growing influence of available
technologies continues to support greater customer engagement with more informed and targeted
protection outcomes.

Indeed, tomorrow’s successful insurance professional must be both dynamic and entrepreneurial.
Embracing available technologies and business models to deliver enhanced customer-centric
solutions, leading to greater customer and personal satisfaction.

Jason Smith
(Chartered Insurance Practitioner, ACIl, MBA) Chief Executive of Leadenhall Asia.

Leadenhall Asia is a Digital-first MGA & Lloyd's Coverholder, specialising in developing tailored insurance
products delivered using their proprietary, cloud-based underwriting & distribution platform technologies,
powered by Efinity. With Insurtech underpinning their strategy, they enable partnering intermediaries to
simply plug and play into a market making ecosystem to amplify sales and customer satisfaction. Leadenhall
Asia is part of Leadenhall Underwriting & Efinity Group.
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Capitalizing on Professionals
to Reach Greater Heights

We have come to the new year of 2020 just a few months ago and
have encountered huge challenges posed by the social unrest in Hong
Kong derived back from the second half year of 2019 and the outbreak
of coronavirus in early 2020 in China which have affected human lives
and business activities in Hong Kong and other places in the globe.
These events brought both new challenges and opportunities to the
insurance industry in Hong Kong in the months to come as well. We,
as professionals in the industry, all have a major role to play.

These new challenges faced by the insurance industry in Hong Kong include:

* The handling of potential claims over various existing insurance policies
incurred due to the social unrest (property damages, business interruption, bodily
injuries, etc.) and the outbreak of coronavirus (bodily injuries, contingent business
interruption, travel & medical expenses, etc.);

* The correct interpretation of insurance policies based on limited experience of
insurers and previous judicial precedence on similar incidents before; and

» Appropriate terms and conditions to provide appropriate cover to the insureds and
to provide adequate returns to the insurers in a long run.

On the other hand, we can have vast opportunities stemmed from these new challenges,

as long as we find the right ways to materialize these opportunities such as:

* The provision of relevant covers tailored for the happening of these events, with
relevant reinsurance support if needed in a global scale, to provide new streams of
premiums to insurers; and

* The products with affordable premiums to provide cover for these events and to
provide immediate relief to the insureds, as well as society at large, at these
difficult times to discharge social responsibility of insurers to a larger extent.

Newly designed products

Issues are bound to come up when new circumstances happen, such as the incident
on major terrorist attack under the ‘911’ event in the United States of America in
2001, which changed the whole landscape of insurance cover for terrorist acts. Due
to the withdrawal of cover for terrorist acts by major reinsurers in the globe after
the ‘911’ event, the Government of Hong Kong started to provide the cover for the
terrorist acts under compulsory Employees’ Compensation Insurance as from 2002.
Insurers can participate in the scheme, subject to a levy to be charged. Covers
can be provided to all employees in case of the happening of a terrorist attack
and all businesses, particularly for those occupations with higher risks of terrorist
attacks, could come to operate as before. Disruption in business in Hong Kong was
minimized to a large extent with the provision of this cover in the market.
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Upon happening of all these challenges and opportunities, the market requires a large group of

professionals to coordinate and work on new proposals and plans over new products and schemes.

Regarding these new products and schemes, they should have the following features:

» They should be actuarily calibrated for the insurers to sustain them in a long run;

* They should attract adequate reinsurance support in a global basis to remove unnecessary
volatility;

» They should help to transfer the risks of the insureds to insurers at affordable premiums; and

» They should also provide effective claims settlement system including claims dispute resolution
mechanism in case of dispute of claims settlement.

The professionals required should include:

» Marketers who understand the benefits and limitations of these products and can explain all
essential terms to the insureds;

» Underwriters who are capable of translating the demand of cover to the relevant products for the
insureds at affordable pricing; and

» Claims handling experts who can settle the claims at speedy and hassle-free manner with no
ambiguity in interpretation in terms and conditions.

Insurance forums are also vital. They can provide a good venue for insurance professionals
to exchange their experience and findings in various aspects of advancement in new products
and coverage and new ways in handling disputes in claims settlement. Besides, continuous
professional development (CPD) courses have also played important role as they can provide
momentum for professionals in the insurance industry to upgrade their knowledge and to apply
them in their daily work so as to bring about the desired outcome for mutual benefits of both the
insureds and the insurers.

Evolution of new issues on insurance claims

Marketers have to be more vigilant on insurance claims settlement issues, particularly due to novel
claims situations and be able to explain the terms and conditions of the insurance policies when the
insureds purchase their policies. Drafters of policy wordings have to be more careful in putting up
relevant terms and conditions under the policy to reflect the true intention of the policy, particularly
due to the new novel situations, to avoid possible disputes in future.

New mechanisms for settlement of claims, including the involvement of more professionals with
practical knowledge in arbitrations and mediations, have to be put in place under insurance policies
and insurance practitioners have to be more conversant in finding ways to satisfy the needs of the
insureds and the insurers to resolve potential disputes in claims settlement amicably, particularly
under these novel claims situations.

Mediators who are professionals in insurance as well as other aspects can also be appointed by
the parties (insurers and insureds) to facilitate the parties to reach settlement over claims disputes
if direct communication between the parties is proven to be unsuccessful. This can be a win-win
solution for all parties involved if a final resolution can be reached in the end while the parties can
continue to work as good clients as before.

2019 F T84 2020 RE

YEARBOOK 2019 & PROSPECT 2020



Arbitrators who are professionals in insurance as well as other aspects can be appointed to resolve
the claims disputes for the parties who get full autonomy to appoint them. Disputes can be resolved
more speedily but less costly, privately and informally. A carefully drafted arbitration clause in the
insurance policies would be effective and useful to assist parties to come to arbitrations to resolve
their disputes in claims settlement.

Added knowledge nowadays becomes crucial for the professionals to work effectively and
efficiently with the insureds who get more demanding to find policy coverage to satisfy their needs,
particularly in novel claims situations.

Conclusion

With the consolidated efforts from capitalizing all professionals in the insurance industry in Hong
Kong to reach greater heights through various means of knowledge enhancement, the insurance
industry can be elevated to higher level to provide positive momentum for the recovery of the
economy and society from these recent novel events.

Chu Heung Ming, Stephen
Operations Manager (Legal, Compliance, Risk Management & Claims)

China Ping An Insurance (Hong Kong) Co., Ltd.
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Approximately 250 years after the (First) Industrial Revolution began, we
now vividly find ourselves in a digital revolution, which is starting to transform
or disrupt the whole world at a pace which could not have been imagined.
With the emergence of a couple of InsureTech startups in the Hong Kong
insurance market, InsureTech has the potential to turn the local insurance
sector upside down over the next decade or so. Let us ask ourselves who
would still demand a paper insurance contract twenty or thirty years from now.

While it is understandable that the advent of InsureTech is causing a fear
among some insurance practitioners of loss of market to a form of new
players, InsureTech should be seen as both a threat and an opportunity
to the insurance industry - it could challenge or help market incumbents.
Theoretically, InsureTech can bring quite a number of benefits to the
insurance industry, with the unlocking of new markets and higher sales volumes being
some of the highly probable outcomes. Any one insurance services provider — in
the broadest sense of the term — is bound to be made either a winner or loser by the
introduction of InsureTech products to the market, depending on whether and how it will
make a response to the change. At this juncture, | must make it clear that | am not saying
that you must embrace InsureTech or you will be doomed to be a loser. Adoption of
InsureTech will not guarantee a profit or increased profitability, which is affected by such
factors as customer awareness of particular InsureTech products and customer concerns
over the use of these products. As a matter of fact, most FinTech startups in advanced
economies have failed! Needless to say, what you should do is a SWOT analysis as one
of your initial steps in formulating an InsureTech strategy for yourself.

New business strategies — as responses to the InsureTech developments in the market
— vary a lot. But please allow me to simply narrow their range to just two obvious
strategies: non-engagement and going InsureTech. By not engaging in InsureTech,
an insurance services provider will practically be left with the defensive strategy of
reinforcing its identified strengths, which could include any attributes that its clients find
worth paying for, e.g. customer/provider rapport, services with personal touch and the
benefits of face-to-face communications. The strategy of going InsureTech should only
be taken up where it is concluded that it is a more efficient and effective alternative
strategy for achieving the established business goals.

No matter which of these two strategies is adopted by an insurance services provider,
its existing business model needs to be replaced or revamped. At least, a new training
strategy or just a re-focus is necessary. With a non-engagement strategy, an insurance
services provider should provide reinforced training for its staff on customer service,
business ethics, insurance knowledge and product knowledge. By going InsureTech, an
insurance services provider will see a substantial reduction of process-based work and
an emergence of technology-based roles in its organisation, so that its staff will have to
be retrained for new, more productive work. Last but not least, a workforce capable of
thinking innovatively will certainly give the organisation a cutting edge in the increasingly
competitive business environment. After all, human capital is truly behind the wheel of
any one business concern, with any form of technology in the back seat!

Mr Hedley Chow
Training Consultant of the VTC; LLB (Hons) (London), MBA, FCII, Chartered Insurance Practitioner
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Dr. Wilson Cheung FClIl, FCIPR CPCU, ACIArb, DipCILA
Founder of Technic Essential Ltd (ZEFI - {Rf& FEEZEEfZT)
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“Capitalizing on professionals and InsurTech to
reach greater height”

According to historical record, the first insurance policy was issued
to a Genoa shipowner covering his merchant ship going for a sea
voyage by an Italian merchant in mid-14th century. Insurance industry
has continued to flourish and extensively developed following the
active trading activities and subsequent industrialization in the western
countries since then until now. At all time, insurance practitioners
always serve the customers to best by providing professional advice
and assistance in arranging appropriate insurance covers to protect
their assets and liability. Insurers are manufacturers and providers
of a broad range of insurance products whereas the insurance intermediaries are
the specialists who can prepare a customized insurance and risk management
programme for customers, and, when claims arise, can assist the customers
through the process and liaise with the insurer to pursue settlement on behalf of the
customers.

Over the past two decades, increasing natural catastrophes and man-made
disasters, such as hurricanes, windstorms, flooding, earthquakes, terrorist attacks,
etc., have relentlessly generated huge economic losses to many countries in
the world. Businesses and individuals are painfully suffering from the mishap, if
under-insured or lack of insurance. Again, the insurance practitioners are the key
professionals who play an important role to help out customers to manage their
risks and to offer insurance solutions for providing protection against losses on their
investment and wealth.

Today, the world’s business has been changing rapidly, and insurance is no
exception. Following technological advancement, the emerging risks including
cyber risk, drone liability, parametric insurance, etc. are found within the insurance
industry. Insurance practitioners need to have a comprehensive understanding
of the exposure and impact of the new risks as well as the relevant products that
suit the customers so to mitigate risks when they are facing with new challenges
in business and in life. While insurance products become more sophisticated and
complex with time amid market evolution and changes, insurance practitioners,
particularly the insurance intermediaries, are expected to broaden their professional
knowledge and upgrade their skill-set through continuing professional development
from time to time in order to enhance professionalism and capability.

The insurance guru always advocates the insurance practitioners to pursue lifelong
learning as ongoing learning helps nurture the development of future leaders
for the industry. Clearly, this is the expectation from the industry as well as the
insuring public for insurance practitioners reaching new height in their professional
development.
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Like many different industries, the advancement of technology is reshaping the insurance industry
globally. While new insurance products are being designed and developed in meeting customer
needs, new ways of conducting businesses aided by new technologies like artificial intelligence
and data analytics help automate business processes to a great extent and reduce the operating
cost of the insurers, insurance agencies and broking houses favourably over time.

In Hong Kong, InsurTech is still in its infancy stage. Many e-platforms developed in the local
market are being used by insurance intermediaries rather than the consumers. In most situation,
consumers are relying on the insurance intermediaries to provide them with the insurance services
instead of procuring the services they need on their own e-platform. Taking this opportunity,
insurance intermediaries are urged to step up and invest in service system and applications as
well as human resources in order to provide consumers with adequate customer service support
and help close the deal speedily.

In recent years, most international insurers and insurers in Mainland China take the lead to
transform operations by embracing technologies including artificial intelligence, blockchain,
big data, Internet of Things, mobile, robotic process automation to provide enhanced customer
experience and achieve operational efficiencies. It is advisable that insurance intermediaries in
Hong Kong should consider to seek support from their business partners, inter alia, those insurers
which are forerunners in InsurTech development to start the digital transformation since the
digitization in operations will bring many benefits and convenience to the insurance intermediaries
such as increase in sales and long-term sustainability.

Allan Yu
Chairman

Insurance Training Board, Vocational Training Council
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2020 FERAYEE
PRESIDENT 2020 MESSAGE

Being an insurance professional, | am sincerely value the opportunity
to become the President of Hong Kong Chamber of Insurance
Intermediaries (HKCII) 2020 and proud of this appointment. | would like
to thank you for the support and trust from the current HKCII Executive
Committee and other Senior Members in HKCII.

The political issues happened last year and the outbreak of coronavirus
disease caused severe disruptions to a wide range of economic
activities and dampened economic sentiment that gave me a strong
vision to revive economy with start from our Industry. Both Life and
Non-Life Insurance sectors face different challenges in this year such
as the numbers of potential life insurance customers from mainland
China reduced, the local SME downsizing and the insured value for
different classes of insurance decreased.

In order to protect the interest of our members, promote the professional image for
our industry and formulate the strategies to manage the coming challenges in the
current difficult situation, HKCII will take pro-active attitude to communicate with the
Regulator and our Industry Representative in Legislative Council for establishing
necessary strategies to improve our business opportunities with focus on insurance
intermediary long term survival and development.

In 2020, we will allocate more resources to the following key activities to ensure our
industry success in the long run. The support from our members and the industry are
extremely important.

* Education and Training

m| * Professional Image Promotion
+ Trade Issues and Regulations

+ Survival and Growth

Technology is unable to replace a professional insurance Intermediary but the
development of InsurTech will difinitely become a motivation of our professionalism
and technology base underwriting, distribution and claims management are the
necessary support for a professional Insurance Intermediary. Change is forever but
we can adopt the change and turn challenges to opportunities.

Given our industry is important to the risk management of the society, | do believe
that insurance intermediary will have a very positive and better future with highly
respect in Hong Kong.

Lastly, | wish all industry practitioners best of luck in reaching the top of your
business and good health for you and your family members. Let's work together and
fight for the future.

Dr. Tony Lee
HKCII President 2020
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2020 FEIZRAYEE
VICE PRESIDENT 2020 MESSAGES
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