
[W0303] FTLife - Critical Illness Product 

Pillar Two: Comfort and Experience 

1. If you have run a Customer Satisfaction Survey within the past 24 months, please 

explain your objectives? Select all that apply: 

• To improve loyalty and advocacy 

• To understand the landscape better 

• To understand competitors behavior 

• To track customer satisfaction level 

• To understand the buying, servicing, and claims experience 

• To address negative sentiment and provide service recovery 

 

Please highlight the tools used for customer satisfaction and feedback, and highlight your 

achievement and process: 

We engaged the research firm to conduct our first customer satisfaction survey in Q3 

2021.  The questions are designed to collect feedbacks from our customers 

surrounding different areas.  We have taken the approach to derive  the ‘Net Promoter 

Score (NPS)’ in measuring the customer satisfaction level.  It would help provide inputs 

for formulating our strategies and addressing key customer concerns.  It is our first 

customer survey which we expect the results be ready in Q4 for further discussion. 

  



[W0303] FTLife - Critical Illness Product 

Pillar Three: Governance and Dependability 

7. What is the percentage of the risk committee that is independent? 

 50% 

8. Are there any executives on the risk committee? 

 Yes 

9. Does the firm describe business continuity risks related to disruptions of operations? 

 Yes 

10. Does the firm link its directors' bonuses to the achievement of long-term goals? 

 Yes 
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Pillar Four: Sustainability and ESG 

3. Is your firm a signatory to the United Nations-supported Principles for Responsible 

Investment (UNPRI) or another responsible investing initiative? Please select only one 

response. 

  

o No, we have no plans to become a signatory of any responsible investing initiatives in the 

near future   

 

4. To what extent will ESG materiality factors influence the ultimate 

investment/divestment, overweight and underweight decisions? Would you please 

select only one response? 

A. Environmental materiality factors 

  

5-19% influence on the ultimate investment decisions 

  

B. Social materiality factors 

  

5-19% influence on the ultimate investment decisions 

  

C. Governance materiality factors 

 5-19% influence on the ultimate investment decisions 

  

  



[W0303] FTLife - Critical Illness Product 

5. What does the firm consider material, and how is an assessment of their impact 

carried out? Please describe your overall inclusion of E.S.G. factors and how is the in-

house E.S.G. materiality framework defined? Please also explain how you would 

identify material financial and E.S.G. factors affecting a company, industry, sector, and 

country. 

FTLife Added : Any company with 70% or more of their revenue coming from any one 

of weaponry, tobacco or coal mining sectors. 

 

With over USD 6 billion of investment assets worldwide, FTLife is deeply concerned about the 

sustainability and societal impact which our investments bring about. As a life insurance 

company, we focus on long-term investment. We believe that the value of investment will be 

eventually reflected in the long-term by investing into companies which are sustainable and 

make a positive impact to the environment and society. 

 

We incorporate ESG elements into our investments in many aspects: 

1. Sustainable business growth. As a long-term investor, we believe that financial growth of 

our portfolio company is sustainable only if it can strike a balance between business growth 

and the impact to our climate and our society. Sustainable investments will lead to long-term 

sustainable financial performance. FTLife avoids investing in industries which result in high 

carbon emission, such as mining industry, and industries which cause negative social 

influence, such as tobacco industry. Currently, less than 5% of our investment portfolio are 

exposed to industries that is involved in greenhouse gas emission and none is associated 

with socially-unfriendly industries. In contrast, we are increasing our investments in 

companies which demonstrate strong effort to improve our environment. 

2. Selecting business partners with high ESG awareness. Not only is FTLife concerned about 

ESG compliance throughout our investment portfolio, we also work with asset managers who 

integrate a wide range of ESG considerations in their investment strategies. These managers 

have demonstrated long-standing commitment to sustainability, have a dedicated team of 

ESG professionals as well as recognized ESG performance. In addition, we put strong focus 

on aspects such as corporate governance, diversity, equitable employee compensation, 

employee relations, etc. during our manager selection process. At present, all of our asset 

managers fulfilled this criteria. 

3. Driving for positive change. In addition to avoiding unsustainable investments, FTLife is 

also actively involved in investment in assets which will drive positive environmental and 

social impact in their business. For instance, we actively participate in green bonds new 

issuance. We increasingly invest in companies with principle business in renewable energy, 

sewage treatment, education, etc. We also invest in companies which effectively utilize 

technology to promote labour health and safety. 

4. Our ESG investment does not stop here. Since becoming a member of New World Group, 

FTLife integrated ESG element in every work unit. ESG investment requirement is codified in 

our investment policies. The investment team will continue to evaluate the selection criteria 
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and will continue to increase our involvement in sustainability investment. We are committed 

to invest in our future and our society. 

 
 

 

6. Do you align your investment policies against the UNSDG, and what impact(s) do 

you target to achieve? Please select all that apply. 

• Goal 3: Good Health and Well-Being  

• Goal 7: Affordable and Clean Energy  

• Goal 13: Climate Action  

• Goal 16: Peace, Justice, and Strong Institutions  

 


