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Disclaimer

This document (“document”) has been prepared by AIA Group Limited (the “Company”, and together with its subsidiaries, “AIA” or the “Group” or “AIA Group”) solely for use at the 

presentation held in connection with the announcement of the Company’s financial results (the “Presentation”). References to “document” in this disclaimer shall be construed to 

include any oral commentary, statements, questions, answers and responses at the Presentation. 

No representation or warranty expressed or implied is made as to, and no reliance should be placed on, the fairness, accuracy, completeness or correctness of the information or 

opinions contained herein. The information and opinions contained herein are subject to change without notice. The accuracy of the information and opinions contained in this 

document is not guaranteed. None of the Company nor any of its affiliates or any of their directors, officers, employees, advisers or representatives shall have any liability whatsoever 

(in negligence or otherwise) for any loss howsoever arising from any information contained or presented in this document or otherwise arising in connection with this document.

This document contains certain forward-looking statements relating to the Company that are based on the beliefs of the Company’s management as well as assumptions made by and 

information currently available to the Company’s management. These forward-looking statements are, by their nature, subject to significant risks and uncertainties. When used in this 

document, the words “anticipate”, “believe”, “could”, “estimate”, “expect”, “going forward”, “intend”, “may”, “ought” and similar expressions, as they relate to the Company or the 

Company’s management, are intended to identify forward-looking statements. These forward-looking statements reflect the Company’s views as of the date of the Presentation with 

respect to future events and are not a guarantee of future performance or developments. You are strongly cautioned that reliance on any forward-looking statements involves known 

and unknown risks and uncertainties. Actual results and events may differ materially from information contained in the forward-looking statements. The Company assumes no 

obligation to update or otherwise revise these forward-looking statements for new information, events or circumstances that occur subsequent to the date of the Presentation. 

This document does not constitute or form part of, and should not be construed as, an offer to sell or issue or the solicitation of an offer to buy or acquire securities of the Company or 

any of its subsidiaries in any jurisdiction or an inducement to enter into investment activity. No part of this document, nor the fact of its distribution, shall form the basis of or be relied 

upon in connection with any contract or commitment whatsoever. No securities of the Company may be sold in the United States or to U.S. persons except pursuant to an exemption 

from, or in a transaction not subject to, the registration requirements of the U.S. Securities Act of 1933, as amended. In Hong Kong, no shares of the Company may be offered by the 

Company to the public unless a prospectus in connection with the offering for sale or subscription of such shares has been authorised by The Stock Exchange of Hong Kong Limited 

for registration by the Registrar of Companies under the provisions of the Companies Ordinance and has been so registered. 

The information herein is given to you solely for your own use and information, and no part of this document may be copied or reproduced, or redistributed or passed on, directly or 

indirectly, to any other person (whether within or outside your organisation/firm) in any manner or published, in whole or in part, for any purpose. The distribution of this document may 

be restricted by law, and persons into whose possession this document comes should inform themselves about, and observe, any such restrictions. 

Throughout this document, in the context of our reportable segments, Hong Kong refers to operations in the Hong Kong Special Administrative Region and the Macau Special 

Administrative Region; Singapore refers to operations in Singapore and Brunei; and Other Markets refers to operations in Australia, Cambodia, India, Indonesia, Myanmar, New 

Zealand, the Philippines, South Korea, Sri Lanka, Taiwan (China) and Vietnam. 
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AIA’s TDA Transformation: The Essential Foundation for Gen AI

Notes: For FY23 unless otherwise stated

(1) Over three-year TDA transformation  (2) Annualised recurring savings

Over 3 years ~$800m invested; >70% increase in TDA talent

TargetJun 20 Dec 23

Cloud 

Adoption 15%

90%

20-Jun Dec 23

90%

Straight-Through 

Processing (STP)
35%

85%

20-Jun Dec 23

90%

AI-Enabled 

Processes 0%

25%

Dec 20 Dec 23

20%
Operational 

Efficiencies

32%
Unit Cost Reduction 

Per Transaction(1)

>$150m 
Expense and Claims 

Efficiencies(2)

World-Class Technology, Digital and Analytics Significant Benefits and Value Generation

Positioned for Enterprise-Wide Deployment of Generative AI

Leading Customer 

Digital Experiences

20m
Total Registered

Digital Users

4.7 out of 5 In-App Rating 

#1
Net Promoter Score 

Across 7 markets

TDA-Powered 

Distribution

100%
End-to-end

Digital Capabilities

$1.2b
ANP from 

Digital Leads
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Market Leader in Use of Technology, Digital and Analytics

Model Insurer

for Data, Analytics, AI

Best in Future of Digital Infrastructure

Asia/Pacific (2023)

Life/Health/Retirement 

Innovator of the Year (2023)

86% 
Customer Data 

Richness

7x
Data Size

FY23 vs FY20

6x
Active Data Users

FY23 vs FY20

99.9% 
System Availability

~2x
Compute Power

FY23 vs Jun 20

32%
Per Transaction

Unit Cost Reduction

World-Class Technology Best-in-Class Digital Analytics & AI Enabled-Business 

Jun 20 Dec 23

>2x 
Global Insurers’ average

15%

90%

Industry leader in Cloud Adoption

Empowering our Unrivalled Distribution

Driving Best Customer Experience

Analytics & AI 

solutions delivered>330
Scalable 

Modern 

Efficient

On-demand Real-time

Large and Powerful Datasets

End-to-end Digital 

Capabilities

ANP from Digitally 

Augmented Leads 

Premier Agency

Bancassurance 

100%

64%

Policy 

Pre-approvals

eKYC

AI Recruitment

& Training

Personalised 

Customer Offers

AML Screening

Claims

Adjudication 
Underwriting

Agent/ Lead 

Allocation

Fraud Detection

20m 
AIA Apps Online 

Registered Users

>90%
13th Month 

Persistency across 

Top 5 Markets

4.5+
App Store Rating 

across 6 Markets

Note: For FY23 unless otherwise stated
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Premier Agency: Enhancing End-to-End Capabilities

AIA Hong Kong 

Intelligent Recruitment Solutions

AIA China

Data-driven & Integrated Agency Platform
AIA Malaysia 

Activity Management 

▪ CRM system and activity management

▪ Actionable recommendations, gamification

Premier 

Agents

Agency 

Leaders

▪ Real-time performance tracking

▪ Recruitment pipeline management

Sustainable Premier Agency Growth

FY23 vs FY19

Manpower Activity Productivity

Prospect SellRecruit Train Manage Service

Digital Capabilities Across Entire Agency Value Chain 

Agency Management Customer Management 

▪ Social media prospecting platform

▪ AI candidate assessment and selection

▪ Personalised learning and coaching

▪ Performance predictive model

CAT
Career Aptitude Test

AI Interview

‹ Leads generated

‹ Leads nurturing

‹ New customers successfully converted

Scalable Recruitment, Higher Productivity Targeted Engagement, Higher Sales Conversion

FY23

No. of                

New Recruits

New Agent 

Productivity 

New Agent    

Case Count 

2x
New Recruits

+40%
Active 

Agents

+42%
MDRT

Qualifiers

100%
Agent

Adoption

4.1m
Generated

through

Social Media(1)

6.0%
Social Media 

Leads 

Conversion

Adoption Leads Conversion

Note: (1)  Includes new prospects and existing customers

+59%
FY23 vs FY22

5x
More commissions 

for Top CAT 

scorers

1.4x
More case count 

for Top AI 

interview scorers
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Bancassurance: Expanding Customer Reach and Acquisition

Customer Direct Proposition Digital Leads Generation Integrated Digital Sales Toolkit

7
Markets

CN, HK, TH, SG, 

AU, PH, IN

AIA products available through

bank digital / social media platforms

Accessing bank customers Convenient and efficient sales process

AIA Philippines & BPI

Fully accessible platform anytime, anywhere

Policies Sold in FY23

~40k

AIA Malaysia & Public Bank

Digital adoption driving sales

ANP Increase per Active 

Insurance Specialist

FY23 vs FY19

Leads Generated

in FY23

>200k

Digital Adoption

100%

AIA Hong Kong & Citibank

Increased specialist productivity

Monthly Cases per Active 

Insurance Specialist

FY23

FY22 FY23

+125%

3.4x
Customers Acquired

FY23 vs. FY21

Productivity

>60%

AIA product 

available 

through

Facebook 

messenger

Productivity

>5
ANP

9
Markets

CN, HK, TH, SG, MY, 

VN, ID, PH, AU

Real-time

Data Integration

Propensity & 

Predictive Models

11
Markets with Remote 

Sales Capabilities

CN, HK, TH, SG, MY, 

VN, PH, ID, CB, SL, AU



7

Customers: Best-in-class Digital Experiences

Customer platforms generating 

more leads and conversion

Leads from AIA  

digital platforms

~15m
In 2023

Increased customer 

repurchase rates(4)

~4x
Compared with customers 

who don’t use AIA+ in CN 

Repurchase rate(3) 

from within AIA+

16%
AIA MY

Mobile App of the Year 

(Malaysia & Indonesia)

New digital designs creating better 

customer experiences

Digital Insurer of the Year

in 2021, 2022 and 2023

Market-leading 

customer journeys(1)

21
Up from 9 since Jan ‘22

In-app rating

4.7
Average from 691k+ customers 

Jan-Nov for key journeys 

SuperApps driving 

more engagement

Biomarker(2) usage 

1.3m scans

from 212k unique users 

Vitality live in

12 markets
In 2023

Best in Future Customer Experience 

(Mainland China)

Sales and servicing 

through social media

Best-in-Class Customer Experience Uplifting Customer Engagement Nurturing Customer Repurchase

Note: (1)  Based on iSky assessment (2) AI powered health scan feature (3) Customer repurchase rate with completed financial health check (4) Repurchase rate of additional products

Total registered

digital users

20m
Of AIA apps In 2023



Customers: Optimised Core Processes

▪ Simplified customer onboarding process

▪ Data-driven underwriting

▪ Digitally-enabled and paperless servicing

▪ AI-enabled voicebots and chatbots

▪ OCR technology for document checking

▪ AI-enabled claims assessment

Service STP

92%

Contact Centre 

Customer Satisfaction

98%

Digital Submission

95%

Digital Submission

99%

Auto Underwriting

79%

Digital Payment

98%

Auto Adjudication

78%

Claims 1-Day TAT

78%

Digital Payment

99%

Buy Service Claims

8

#1 Net Promoter 

Score
CN, HK, MY, VN, PH, ID, TWAI Initiative of the Year Best Customer Experience

Note: FY23 figures across AIA Group unless otherwise stated



Scalable cloud infrastructure Best-in-class digital platforms Rich, quality customer data

2020-2023

Analytics & AI deployed at scale

Step change in Technology, Digital and Analytics

Distribution 

Management

Digital

Marketing
Underwriting

Claims

Management

Customer

Servicing

AIA is Uniquely Positioned to Harness the Power of Gen AI

2024 onwards

Operations CustomerDistribution

Gen AI capabilities: 
Summarisation Insight & Suggestion Content Creation Automation

Gen AI will deliver value across core platforms

9



AIA Will Embed Intelligence Across the Insurance Value Chain

Prospecting

More targeted and personalised outreach

▪ Smarter and enriched customer view from 

leads generated across all channels

▪ Personalised marketing content and 

message creation at scale

Sales Activity

Assist agents more effectively end-to-end

Agent productivity

Leads conversion

Agent activity

Personalisation

Servicing

Enhance efficiency via conversational intelligence

▪ Customer case history 

summarisation 

▪ Script suggestion

▪ Augmented and efficient 

knowledge base search

▪ Live interaction support to 

resolve customer queries

Operational efficiency

Customer experience

▪ Intelligent customer gaps 

analysis and product 

recommendations

▪ Client-ready proposal and 

sales pitch generation

▪ Real-time product search 

and comparison

▪ Post-meeting action plan 

suggestion

10



Prospecting: More Targeted and Personalised Outreach

View and prioritise leads Understand customer Engage customer

Agent views list of 

assigned leads and 

selects an existing 

customer lead with a 

high conversion potential

1 Agent analyses the lead and prepare the sales script offline by reviewing:

• Customer profile

• Existing portfolio coverage

• Claims and services history

2 Agent selects the relevant 

marketing content, 

manually drafts message 

and sends to customer

3

2

3

Gen AI provides customer 360 view that summarises 

customer profile and highlights protection gaps

Gen AI recommends conversation starters supported 

with customised marketing materials based on customer’s 

needs and preferences
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Understand and engage customerView and prioritise leads

Based on existing 

customer’s interaction on 

AIA platforms, Gen AI 

identifies high potential 

leads and notifies agent

1

Content CreationSummarisation

Automation

Insight & SuggestionContent Creation

11

Benefits

Optimised use of 

agent’s time

More personalised 

offers to customers



Sales Activity: Assist Agents More Effectively End-to-end
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Agent searches for and 

downloads relevant product 

brochures and prepares 

sales pitch offline

1 Agent manually inputs 

customer’s information and 

proposal details on sales 

platform and creates few 

proposals

2 Agent explains proposal 

and benefit illustrations to 

customer offline. 

Customer considers the 

proposals

3 Agent manually enters key 

meeting takeaways and 

works on follow-up actions

4

Sales pitch preparation Proposal generation Proposal presentation Follow-up

Pre-meeting Meeting customer Post-meeting

(Same as as-is journey, 

with option to record the 

conversation)

3

Gen AI generates 

personalised sales 

pitch addressing 

specific customer 

needs

1

Summarisation

Content Creation

Gen AI generates 

proposals for the 

two products and 

compares 

products

2

Summarisation

Content Creation

Agent provides meeting 

notes. Gen AI gives 

feedback and generates 

action plans

(Gen AI can summarise if 

recorded)

4

Summarisation

Insight & Suggestion

12

Benefits

Improved agent 

productivity

Higher leads 

conversion



Servicing: Enhance Efficiency via Conversational Intelligence

Contact centre rep reads 

incoming emails along with 

customers’ claim and 

servicing history

1
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Contact centre rep manually drafts a response to customer3

Contact centre rep accesses knowledge base and searches for relevant articles to address 

customer customer’s inquiry
2

Understand customer Resolve customer request

After the call, Gen AI summarises the conversation, drafts 

contextual follow-up message and attaches relevant documents 

for customers’ reference

3

Summarisation

13

During a call, Gen AI listens to the conversation and provides 

real-time interactive support, including knowledge base search, 

assistive messages to address customer inquiry

2

Summarisation

Gen AI provides a summary 

of customer inquiry, profile 

and contact history, and 

suggests key phrases

1

Content Creation

Insight & Suggestion

Summarisation

Insight & Suggestion

Benefits

Faster and more 

efficient servicing

Better customer 

experience 



Leveraging the 

foundations built 

through TDA:

▪ Scalable cloud 

infrastructure

▪ Best-in-class 

digital platforms

▪ Rich, quality 

customer data 

3
Leverage Gen AI interactions to further 

deepen customer relationships

1
Inject Gen AI across distribution to expand 

reach and uplift productivity

2
Accelerate operational capabilities 

through Gen AI to drive efficiency

14

Continuously Deliver 
Sustainable Shareholder Value

Accelerating the 

delivery of AIA’s 

strategic priorities:

▪ Unrivalled 

Distribution

▪ Leading Customer 

Experience

▪ Compelling 

Propositions
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