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On behalf of the Life Insurance Association of Ma-
laysia (LIAM), I am delighted and deeply honoured 

to welcome all of you to the 23rd Pacific Insurance 
Conference (PIC) based on the theme “New Solutions 
for Traditional Challenges: Winning Ideas from Industry 
Leaders”.

Life’s Challenges
There are a number of continuing challenges and issues 
facing the life insurance industry in the Asia Pacific, 
including Malaysia. Solvency and capital management 
continue to be among the key issues particularly as 
capital is scarce, but at the same time essential for the 
industry to meet solvency requirements and to instil 
public confidence. Companies need to constantly evalu-
ate the risk-return tradeoff and position themselves 
to capitalise on their strengths. 

Similarly, talent and human resource management 
have become another key element facing top manage-
ment. With globalisation, the world has become much 
flatter and talent has become more mobile than ever. It 
is a challenge to recruit and retain good talent leading 
to more companies relying on IT centres, outsourcing 
service centres and call centres to cope with their 
resource challenges.

The other pressing concerns 
are the perennial issues relating 
to distribution, marketing, cus-
tomer service and technology. 
With more enhanced distribution 
channels and customers becoming 
increasingly sophisticated nowa-

days, insurers have to 
manage potential chan-
nel conflict while at the 
same time continue 
to provide cost-ef-
ficient service.
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Welcome Message From General Chairman 23rd PIC 

Mr Ng Lian Lu
General Chairman
23rd Pacific Insurance Conference

Platform for Engagement with Industry Peers
The life insurance industry has evolved over the years 
to become more comprehensive and encompassing. It 
has moved beyond simple risk management to become 
a very important component in financial planning and 
wealth management. This evolution is exactly the es-
sence of our discussion which you will be involved in 
for the next few days. The Conference aims to create 
a platform for colleagues and friends to share experi-
ences in dealing with the obstacles the industry has 
faced over time. The Organising Committee and the 
PIC Executive Board have painstakingly developed the 
topics and selected the speakers that we believe will 
shed light on how creative solutions can turn everyday 
problems into opportunities. 

Besides listening to the prominent speakers, one 
of the very distinctive features of the PIC is that it 
encourages sharing of information among delegates. In 
this regard, on behalf of the Organising Committee, I 
would like to encourage you to actively participate in 
the audience discussion sessions as well as the inter-
active workshops. I can assure you that you will gain 
unexpected value from these interactive sessions that 
you will be able to bring home and impart within your 
own organisations.

Malaysia, Truly Asia 
In addition to the conference programme, I hope you 
will also enjoy the social activities organised for you. 
I wish you a pleasant and comfortable stay in Kuala 
Lumpur and invite you to soak in our rich culture and 
enjoy the city’s attractions.

Finally, I wish to express my sincere appreciation for 
all the effort by the PIC Executive Board and our Orga-
nising Committee for putting together this conference. 
My gratitude also goes out to the sponsors that have 
supported this conference, as well as all the individuals, 
companies and organisations that have extended their 
assistance in making this event possible. 

Thank you.
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As we gear up for the 23rd PIC event in Kuala Lumpur, 
Malaysia, we take a pictorial tour of the past three PIC 
gatherings in Taiwan, Hong Kong and Singapore.



LIMITED-TIME OFFER
For an obligation free customer 
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ReMark is a global leader with over 20 years of 
experience in the direct marketing of Accident, Health 
and Life Insurance products through direct mail, 
telemarketing, bancassurance, TV direct response 
and the Internet.
ReMark offers a broad range of services and expertise,
including strategic planning, product design, project 
management, creative material, script development 
and campaign response analysis.

ReMark provides solutions to:

• help you diversify and expand alternative 
distribution channels

• optimize customer loyalty and affinity

• maximize value of your customer base 
through policyholder marketing

ReMark works directly with the insurance company 
or list owner, delivering customized products to their 
customer bases that generate profitable revenue. 
In fact, each year ReMark conducts approximately 
500 individual direct marketing campaigns reaching 
486 million people worldwide.

To learn more about ReMark, contact:

Na Jia - na.jia@remarkgroup.com

Or visit us at www.remarkasiapacific.com
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As delegates to the 23rd Pacific Insurance Conference (PIC) 
gather in Kuala Lumpur, many will look fondly on the 20th 

century as much simpler times similar to how we often view our 
carefree childhood years. In many ways, the insurance industry 
in Asia is “growing up”, which means there will be many manage-
ment challenges ahead as the industry enters the equivalent of 
“the terrible teens”.

For almost one hundred years, only a limited number of West-
ern-based multinational insurers in Asia competed with traditional, 
usually family conglomerate-owned, domestic insurers. As the 20th 
century came to an end, the number of multinational companies and 
their business operations across Asia exploded as Asian insurance 
markets opened up at the same time as many Western insurers 
awoke to the opportunities.

Managing with Less Talent
Given the limited number of insurance businesses during the 
20th century, the pool of talented executives experienced in the 
combination of insurance, Asia and modern management practices 
was quite shallow. With the recent explosion of new insurance 
operating entities across Asia, an acute shortage of management 
talent has developed. Except for those few companies with very 
strong cohesive organisational cultures in Asia, insurers will find 
it difficult to build and sustain strong management teams and 
departmental capabilities. Talent and skill constraints will become 
the primary issue for insurers over the next decade to be ad-
dressed not only through human resource management practices, 
but also changes to the business model.

Architecting a Robust Business Model
The simpler times in the 20th century were characterised by a 
single channel, limited protection product set, and a basic backof-
fice. In contrast, the 21st-century insurer is characterised by a 
growing range of distribution channels, a proliferation of product 
categories, many with critical market-linked time sensitivities, a 
complex configuration of application system components, and 
expanding backoffices trying to make sense of all the variability. 

This while regulators and shareholders demand a growing 
volume of information in a variety of formats with little to no 
tolerance for operational failures. In reaction to the demands of 
the day, most insurance companies have incrementally built these 
new capabilities upon rudimentary 20th-century platforms without 
sufficient consideration to architecting the complete business 
model. Exacerbated by the difficulty of securing the necessary 
talent, operational failures as well as negative press will emerge 
as a more significant issue for the industry to contend with.

The authors can be reached at Gordon@RFPCompany.biz and 
Jenny@RFPCompany.biz.

Achieving Sufficient Leverage
For multinationals, the role of regional offices has begun to 
broaden from simply governance and compliance to including 
more value-added roles by actively transferring knowledge and 
expertise as well as identifying and realising synergies across coun-
tries. Investments in high-priced talent as well as infrastructure in 
the tens of US$ millions that previously could never have been 
contemplated by individual country units are now being pursued 
and leveraged across multiple country operations in Asia. 

Over the next decade, Asia will no longer be managed as a 
collection of discrete country entities, but as a single “regional 
system”. The broader issue for domestic insurers as well as those 
multinationals that continue to operate as discrete country units 
is how to compete given that they are no longer competing 
with country-centric competitors, but with regional business 
models.

For teenagers, there is no limit to dreams – indeed, the op-
portunities appear endless. Through a period of self-discovery, 
experimentation and mistakes, they progressively come to grips 
with what they want to be when they grow up. Some emerge bril-
liantly, a few fail to make the transition, with the majority achieving 
normality. And similarly it will be for companies – multinational 
and domestic – within the insurance sector in Asia.

Insurance Industry Growing Up in Asia:

Widely known in Asia and globally for 
anticipating industry trends, Mr Gordon 
Perchthold and Ms Jenny Sutton 
of The RFP Company highlight some 
key management issues for insurance 
executives in Asia.
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Theme: Preparing for Tomorrow: Achieving Regional 
Synergies & Partnerships To Boost Competitiveness
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Much has been said about the double-digit growth of takaful, or 
Islamic insurance, in some (Muslim) countries and the bright 

future of takaful worldwide. Global takaful contributions currently 
amounting to almost US$3 billion are expected to exceed US$7.4 
billion by 2015. 

As impressive as the rise of takaful has been, it has to be ac-
knowledged that it is still very small compared with the global 
insurance market – total takaful contributions make up less than 
1% of the global insurance premiums. The enormous potential for 
takaful lies first and foremost in the Muslim world, which makes 
up almost a quarter of the world’s population but is by and large 
underinsured. 

Achieving Critical Mass Amidst the Competition 
Firstly, takaful operators are often in a direct competition with con-
ventional insurers as consumers expect them to be on par in respect 
of product variety and service quality. But takaful is a relatively young 
and small market, and achieving critical mass within a reasonably 
short period of time is difficult though crucial for a better spread of 
risks and particularly economies of scale. This is why takaful opera-
tors are also actively targeting non-Muslims. Bringing in international 
players is crucial for raising capital levels, enhancing distribution 

channels, corporate governance, underwriting, claims 
management and product development. A lack of 

first-grade retakaful capacity has always been cited 
as limiting takaful growth, but with the entrance 
of global players like Munich Re Retakaful has 
allowed this bottleneck to be overcome. 

Investment Options
Secondly, the limited availability of Islamic 

investment options in general and long-term high-
quality instruments in particular leads to potentially 

lower investment returns, restricts product in-
novation, and increases the concentration 

and liquidity risk. It does further raise the 
capital requirements for takaful opera-

tors subject to risk-based capital (RBC) 
requirements and makes asset liability 
management (ALM) more challenging 
vis-à-vis conventional insurance. 

The Magic of Takaful – 
The Spell Has Been Cast
Munich Re recently became the first foreign reinsurer to launch  
retakaful operations in Malaysia. Here, Mr Tobias Frenz,  
Managing Director Family Retakaful Munich Re Retakaful, Kuala Lumpur, 
looks at five key issues faced by takaful operators in the region.

Lack of Suitable Expertise
Thirdly, there is a serious shortage of both Shariah advisers well-
versed in takaful as well as managers, actuaries, underwriters, 
accountants, sales agents and investment experts familiar with the 
Shariah principles. 

Establishing a Developed Framework
Fourthly, takaful regulations, corporate governance and account-
ing standards have to be harmonised and convergence with the 
International Financial Reporting Standards (IFRS) has to be a 
top priority, thus ensuring the protection of consumers and the 
soundness and stability of the takaful system. 

Enhancing Awareness
Last but not least, if there is a single challenge that takaful opera-
tors could name as their biggest obstacle, it would be the lack 
of awareness of takaful both among the Muslims and the general 
public: People either do not know what takaful is or think of it as 
insurance “for Muslims only”. Having its own lingo with terms like 
operator, contribution, etc, adds only to the confusion. 

Outlook
In essence, the future is bright for both takaful and retakaful and 
the additional momentum it has gained with the entrance of global 
players will ensure the above challenges will be properly dealt with 
sooner rather than later. 
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There are a number of continuing challenges and issues 
facing the life insurance industry in the Asia Pacific, 
including Malaysia. Solvency and capital management 
continue to be among the key issues particularly as 
capital is scarce, but at the same time essential for the 
industry to meet solvency requirements and to instil 
public confidence. Companies need to constantly evalu-
ate the risk-return tradeoff and position themselves 
to capitalise on their strengths. 

Similarly, talent and human resource management 
have become another key element facing top manage-
ment. With globalisation, the world has become much 
flatter and talent has become more mobile than ever. It 
is a challenge to recruit and retain good talent leading 
to more companies relying on IT centres, outsourcing 
service centres and call centres to cope with their 
resource challenges.

The other pressing concerns 
are the perennial issues relating 
to distribution, marketing, cus-
tomer service and technology. 
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Platform for Engagement with Industry Peers
The life insurance industry has evolved over the years 
to become more comprehensive and encompassing. It 
has moved beyond simple risk management to become 
a very important component in financial planning and 
wealth management. This evolution is exactly the es-
sence of our discussion which you will be involved in 
for the next few days. The Conference aims to create 
a platform for colleagues and friends to share experi-
ences in dealing with the obstacles the industry has 
faced over time. The Organising Committee and the 
PIC Executive Board have painstakingly developed the 
topics and selected the speakers that we believe will 
shed light on how creative solutions can turn everyday 
problems into opportunities. 

Besides listening to the prominent speakers, one 
of the very distinctive features of the PIC is that it 
encourages sharing of information among delegates. In 
this regard, on behalf of the Organising Committee, I 
would like to encourage you to actively participate in 
the audience discussion sessions as well as the inter-
active workshops. I can assure you that you will gain 
unexpected value from these interactive sessions that 
you will be able to bring home and impart within your 
own organisations.

Malaysia, Truly Asia 
In addition to the conference programme, I hope you 
will also enjoy the social activities organised for you. 
I wish you a pleasant and comfortable stay in Kuala 
Lumpur and invite you to soak in our rich culture and 
enjoy the city’s attractions.

Finally, I wish to express my sincere appreciation for 
all the effort by the PIC Executive Board and our Orga-
nising Committee for putting together this conference. 
My gratitude also goes out to the sponsors that have 
supported this conference, as well as all the individuals, 
companies and organisations that have extended their 
assistance in making this event possible. 
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