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Letter from the Chairman Letter from the President
The world we live in today is facing profound environmental, economic and social changes. Amid such chang-
es, China Life believes that the only path to sustainable business development is to identify risks and 
commit to sustainable values. For stakeholders, corporate social responsibility (CSR) reports are an import-
ant source of information and a valuable tool for evaluating a corporation’s business risk management and 
sustainability development capabilities. Taiwan understands well the value of transparency, as shown by a 
Bloomberg investigative report that found Taiwanese businesses to lead the Asia-Pacific and Japan region 
and place fourth in the world in terms of environmental, social and governance (ESG) disclosure. China Life 
places great importance in this CSR report. We hope that the full transparency and disclosure it offers are 
sufficient to earn the trust of stakeholders, drive corporate growth and achieve sustainability.

A solid foundation of trust is needed for ethical management and the sustainable development it brings. 
Since its establishment more than five decades ago, China Life has been dedicated to “maximizing benefits 
to and value for policyholders, shareholders, employees and society in order to become the most reliable 
insurance company in Taiwan.” Between 2012 and 2016, China Life’s premium income, market capitaliza-
tion and total assets rose by over 50%, while net profits more than doubled. Regulators regularly praise 
these achievements, along with China Life’s asset and liability management and our strong capital adequa-
cy. China Life views the finance and life insurance sector as a public instrument that requires high standards 
of governance. In fact, we are the only listed life insurance company in Taiwan ranked in the top 5% of the 
Corporate Governance Evaluation Awards for the past three years, an impressive feat that shows a strong 
commitment to improving our business and a desire to be trusted by society and stakeholders alike.

People are central to the life insurance industry. Through love and care, insurance 
products provide customers with a safeguard while helping them to under-

stand, manage and reduce risk. In its 2017 Global Risks Report, the 
World Economic Forum said that the most pressing of risks relate to 

the environment, including extreme weather events, natural disas-
ters and climate change. In the future, risks will not be limited 

to a single industry or region. Instead, they will be intercon-
nected across regions. As extreme climate events, earth-

quakes, droughts and pollution threaten people’s health 
and safety, the life insurance industry acts as a positive 
stabilizing force. This is the social mission that China 
Life bears. It is also a core value on the path to sustain-
able development. In the future, China Life will contin-
ue to implement sustainable measures as it joins the 
people of Taiwan in working together toward a better 
future.

Many changes are afoot. With the increasing digitaliza-
tion of finance, the application of new technologies, 

such as big data, blockchain technology and e-commerce, 
is expanding. The life insurance industry is also changing. 

But no matter what form it takes,  life insurance is funda-
mentally built on trust. As times change, China Life remains 

committed to its original purpose: fulfilling customer needs by 
serving as a trusted risk management advisor and consultant.  We 

will continue to act diligently in this role to advance ESG progress, so we 
can share the benefits of sustainability with Taiwanese society.

“Care” is the essence of life insurance. As human society develops and evolves, as times change and 
technology advances, life insurance follows, changing to meet people’s needs and provide innovative 
products and services. “Care,” however, remains the original driving force.

Taiwan faces a severe ageing population problem. A combined increase in the number of elderly and 
a decrease in the birthrate have caused the ageing index to now surpass 100. Caring for the elderly is 
an issue that the people of Taiwan must face together. As the government advances a series of 
policies targeting long-term care, China Life is closely monitoring the impact of the changing structure 
of Taiwan’s population. From the daily economic burden faced by the elderly to the needs of families 
and social institutions that care for the aged, China Life offers diverse products and services to 
provide comprehensive coverage of medical and long-term health care. Life insurance provides the 
risk management tools that will help Taiwan overcome these difficult transformations. This is China 
Life’s social mission, and the ultimate purpose of the services and care we provide.

In 2016, China Life took many steps to improve CSR. We acquired ISO 14064-1 greenhouse gases 
accounting certification and urged suppliers to sign the “Suppliers Corporate Social Responsibility 
Guidelines.” Green workflow improvements allowed us to save 1.91 million sheets of paper. Our 
support for small farmers aided environmental sustainability. Policyholders gained the protective net 
offered by a new personal information management system (PIMS) as well as convenient online chan-
nels for purchasing insurance products. Our efforts to build a fair and friendly workplace include 
systematic staff cultivation and online courses that improved education and training. Employ-
ees were also encouraged to volunteer. We participated in rural education programs 
that help students build self-confidence. In terms of sustainable governance, 
China Life maintained its twAA long-term issue credit rating. We also 
implemented a risk management information platform to manage all 
forms of risk.

 “We Share, We Link” is the core value of China Life and the 
spirit of the company. As we create positive value for our 
stakeholders, we also expand care to new areas and in new 
directions. We responded to the United Nation’s new 
Sustainable Development Goals (SDGs) by examining 
internal conduct from ESG perspectives. In the future, we 
will implement the SDGs and their sustainable targets.

This report follows the spirit and framework of Integrated 
Reporting. It identifies risks and opportunities then uses 
them to draft development strategies. Each crisis is a 
chance to make a change for the better. Behind every risk 
is an opportunity. In 2017, China Life will continue to use its 
expertise in finance and life insurance to promote sustain-
able business practices. We will show our love of Taiwan in 
every possible location and in every possible way.

China Life Chairman    Alan Wang China Life President    Yu Ling Kuo
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About This Report
This is the 2016 Corporate Social Responsibility Report (hereinafter referred to as “The Report”) of China Life 

Insurance Company Limited (hereinafter referred to as “China Life”).

 Report Disclosure Period
The Report reveals information relating to CSR and sustainable corporate development of China Life between 

January 1st, 2016, and December 31st, 2016. Part of the content disclosed is not limited to 2016 due to the 

compiling of information and transparency. The previous report was released in June 2016; the next report will 

be released in June 2018. Each year’s CSR report is available for download from the CSR section of China Life’s 

corporate website: (https://www.chinalife.com.tw/ wps/portal/chinalife/CSR/home)

Report Scope and Boundary
The information described in this report covers the China Life head office, all nine branches in Taiwan and  

157 district offices (http://www.chinalife.com.tw/wps/portal/chinalife/about-chinalife/join-chinalife/service-

locations). This report describes China Life’s practical achievements related to CSR and corporate sustainable 

development, as well as future strategic planning. 

Guidelines
The Report uses the core disclosure method contained in the G4 Sustainability Reporting Guidelines, published 

by the Global Reporting Initiative (GRI), for related analysis, data collection and drafting. It follows the Integrated 

Reporting framework of the International Integrated Reporting Council, the UN’s SDGs, the Ten Principles of 

the UN Global Compact, social responsibility guidance under ISO 26000, “Corporate Social Responsibility Best 

Practice for TWSE/GTSE Listed Companies”, the “Taiwan Stock Exchange Corporation Rules Governing the 

Preparation and Filing of Corporate Social Responsibility Reports by TWSE Listed Companies,” as well as other 

international and domestic standards to strengthen disclosure of sustainable practices. 

Report Verification
Supervisors from each responsible department first reviewed The Report. Following discussion and approval 

by the China Life CSR Committee, further review by the president and chairman ensure faithful representation 

of the company’s developmental direction and philosophy as well as achievements and information that meet 

stakeholder expectations. The Report has been verified by an independent third party certification body, 

the British Standards Institution (BSI), in accordance with AA1000 international standards, and uses Type 1 

moderate assurance level. It meets the GRI G4 guidelines of materiality, inclusiveness and responsiveness, 

as well as the core option of the GRI G4, and is guaranteed by the BSI. Verification details can be found in the 

appendix.

As we pride ourselves on effective communication with stakeholders, if you have any comments or suggestions 

regarding this report or China Life’s CSR sustainability planning and practices, please feel free to contact us via 

any of the methods below and we will respond in a timely manner:

Public Relations Department, China Life Insurance Company

Address: 14th Floor, 122 Dunhua North Road, Songshan District, Taipei 105 

Tel: 886-2-2719-6678

Fax: 886-2-8770-7375 

E-mail: pr@chinalife.com.tw

Head
Office

Taoyuan-
Hsinchu
 Branch

Taichung
Branch

Chiayi
Branch

Tainan
Branch

Penghu
Branch

Kaohsiung
Branch

Pingtung
Branch

Hualien-
Taitung 
Branch

▌Points of Operation

China Life 2016 Corporate Social Responsibility Report  

0605



Background Information
Official Name  China Life Insurance Company Limited

Headquarters Location 5th Floor, 122 Dunhua North Road, Songshan District, Taipei

Year of Establishment 1963

Stock Listing Listed on the Taiwan Stock Exchange in 1995 (Stock Code: 2823)

Investment in China CCB Life Insurance Company Limited has already set up 19 branches and 131 
sub-branches in mainland China

Main Product Types Individual life insurance, annuity, universal insurance, medical insurance, long-
term health care insurance, accident insurance, group insurance, travel safety 
insurance, micro-insurance and investment-linked products

Main Market Taiwan

Number and Distribution 
of Operating Channels

Seven customer service centers, six life insurance business departments, nine 
branch offices and 157 district offices. For a detailed list of locations refer to 
China Life’s corporate website (www.chinalife.com.tw).

Number of Employees Office staff: 1,956 ; sales agents: 11,246

Net Sales Revenue Operating revenue: NT$237,222,260,000; 
Premium income: NT$191,139,213,000

Total Assets
Equity(A)                  NT$81,072,097,000
Liabilities(B)       NT$1,242,639,361,000

(A)+(B)=1,323,711,458

Note: For more information, refer to China Life’s 2016 Annual Report (https://www.chinalife.com.tw/wps/portal/chinalife/investor-relations/shareholder-ser-
vice/shareholder-meeting)

Company Profile and Vision 

Corporate Culture and Vision
Since its establishment more than 50 years ago, China Life has dedicated itself to “creating the greatest benefits 

and value for policyholders, shareholders, employees and society in order to become the most reliable life 

insurance company in Taiwan.” It has constantly sought to enhance corporate governance and internal controls. 

Through prudent risk management and steady operations, it has achieved sustainable development in all areas, 

from governance to society and the environment. In the future, China Life will continue to adhere to this core 

mantra of “We Share, We Link.” By bringing together a forward-looking operational philosophy, strong financial 

solvency, strict corporate governance and risk management mechanisms, it will cooperate with stakeholders 

to achieve shared value and sustained operations while serving as a benchmark for Taiwan’s life insurance 

industry.

1995

2007
Acquired the Winterthur Life Taiwan 

Branch from AXA.

2008
The only large insurance company in Taiwan 
to avoid subprime turmoil during the global 
financial crisis.

Jointly invested in CCB Life with China 
Construction Bank. The strategic partner-
ship was the first major cross-Taiwan Strait 
cooperative project between a bank and a 
life insurance company.

2009
Acquired the main Taiwan assets and 
operating business of PCA Life from 

Prudential UK.

2010

2014
Total assets in the first quarter surpassed 
NT$1 trillion, putting China Life in an elite 
group among domestic life insurers.

2015
Established the Committee of Business 
Integrity and Ethics, which is responsible 
for formulating policies and preventive 

programs as well as oversight.

2013
Established a base site for the next 

50 years by acquiring superficiary 
rights to Taipei Academy.

2016
Continued to promote financial technology 
applications. SGS certified that China Life’s core 
internal systems and e-commerce platforms 
meet ISO/IEC 27001:2013 information security 
management system requirements, showing that 
we meet international standards.

1963
Established on April 25th as the Over-

seas Life Insurance Corporation.

Listed on the Taiwan Stock Exchange 
(Stock Code: 2823).

Ranked sixth 
among financial 

institutions on Common-
Wealth Magazine’s 2016 

ranking of the 2,000 
largest companies in 
Taiwan by revenue.

Certified with 
Outstanding Grade in 
the “CG6010 (2015) 

Corporate Governance 
System Evaluation” by 

Taiwan Corporate 
Governance.

The 2015 CSR 
Report received a gold 

medal in the finance and 
insurance category of the 

Taiwan Institute for Sustain-
able Energy’s Taiwan Top 

50 Corporate Sustain-
ability Report 

Awards.

Included on the 
Forbes Global 2000 list 

of the world’s largest 
public companies for 
the third consecutive 

year.

Ranked in the top 
5% of listed compa-

nies for the Corporate 
Governance Evaluation 

Award for the third 
consecutive year.

Ranked No. 25 on 
China Credit Informa-

tion Service’s 2016 Top 
5000, a composite 

ranking of the 5,000 
largest companies in 
Taiwan by revenue.

China Life 2016 Corporate Social Responsibility Report  
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‧Incorporated a risk management information platform that facilitates risk control.

‧Established the Protection and Management of Personal Information Committee. The committee promotes, manag-
es and monitors the effectiveness of personal information management systems (PIMS).

‧Used ESG criteria (such as environmental protection, green energy, social investment, product responsibility, corporate governance) 
when screening potential investment targets. Findings were disclosed in research reports and used served as an important criterion 
when making investment decisions. Furthermore, regular CSR performance evaluations were conducted on invested companies.

‧Announced the “Principles of Treating Customers Fairly in the Financial Service Industry” strategic policy.

‧Revised the “China Life CSR Principles,” which are used to govern CSR.

‧Encouraged suppliers to sign the “Supplier Corporate Social Responsibility Guidelines.” The commitment has been 
signed by 100% of China Life’s general procurement partners and construction and repair contractors.

‧The RBC ratio remained above 350%, leading all major insurers in Taiwan.

‧The only life insurance company to distribute a cash dividend for the fourth year in a row.

‧Net profits rose to a record NT$9.47 billion, translating to EPS of NT$2.73.

‧The percentage of shares held by foreign investors rose to 60.70% at the end of 2016, up from 54.11% at the end of 2015.

‧Implemented PIMS in accordance with BS 10012:2009, making China Life the first life insurer to bring PIMS to its district offices.

‧Strengthened information security when SGS certified that China Life’s core internal systems and e-commerce platforms meet ISO 
27001:2013 information security management system requirements.

‧Promoted an online insurance platform. China Life’s premium income from the e-commerce platform accounted for 48% of all online 
life insurance sales in Taiwan.

‧Established care counters for customers with special needs. The counters were used 237 times and had a satisfaction rating 
of 99.5%.

‧A new friendly financial services page on the China Life website serves customers with disabilities and special needs.

‧House visits to the elderly and disadvantaged helped with insurance purchasing, contract renewals and claim services.

‧Built an e-learning platform that provides diverse courses for employees to access anytime on a variety of digital tools.

‧Started a management associates plan that uses two-year rotations to train a new generation of talented employees.

‧Continued to implement the “IT Personnel Reserve Plan” in order to provide staff with the requisite technical skills and knowledge.

‧In response to digital trends, conducted staff education and training in four areas: operations and management (including financial 
technology, or fintech), professional capabilities, new recruit training, and general and technical knowledge.

‧Provided diverse employee benefits aimed at building a safe workplace, including an employee health management plan, 
finance and life insurance camps for children, and on-site health care. 

‧Donated NT$10 million to the Tainan city government to assist with rebuilding efforts following an earthquake that rattled south-
ern Taiwan on February 6th, 2016.

‧Held 534 charitable activities, with volunteers contributing a record 12,434.5 hours of work.

‧Micro-insurance beneficiaries rose to 6,759, offering further protection to low-income people.

‧Over the four years since the start of the “Read Across 319 Townships” program in 2013, the number of participants reached 
4,200.

‧Charity fairs held before the Mid-Autumn Festival and the Lunar New Year for the past nine years have supported local farmers 
and disadvantaged groups.

‧Donated secondhand computers to schools in rural areas and supported disadvantaged groups. This included sponsoring a Europe-
an concert trip for the visually impaired a cappella group The Bleinders and a Yu-Cheng Social Welfare Foundation art competition 
for the mentally disabled.

‧Honored for excellence in green procurement by the Department of Environmental Protection, Taipei City Government.

‧In 2015 and 2016, total green procurement was NT$25.18 million.

‧Continued implementation of ISO 14064-1 greenhouse gas accounting.

‧Created a green workflow that added e-service, e-notices and other tools to save 1.91 million sheets of paper, 
equivalent to 12,988 kg of carbon emissions.❶

“We Share, We Link” represents not 
only a core value at China Life but 
also the essence of our sustainable 
operations. Relying on the three key 
elements of corporate governance, 
society and environment, China Life 
promotes the targets, strategies and 
plans needed for sustainable corpo-
rate development. 

S
Society

E
Environment

G

Key Sustainability 
Achievements in 
2016

Ethical Management 
and a Robust Organi-

zational Structure

Building a Robust Infor-
mation Security System

Enhanced Policyholder 
Services

Staff Cultivation, 
Education and 

Training

Giving Back to Society 
Through Philanthropy

Promoting Ecofriendly 
Action

Stable Operational 
Performance

Corporate 
Governance 

Note❶ According to the Environmental Protection Administrations Taiwan Product 
Carbon Footprint page, each sheet of Paper Star copy paper (A4, 80 g) requires 
about 0.0068 kg of carbon emissions to produce. 
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2017 Key Sustainability Goals

Formulate annual ESG goals and track implementation on 
a quarterly basis

Compile and publish the China Life CSR Report

The CSR Committee regularly meets to plan China Life’s blueprint for 
sustainable corporate development. It formulates sustainable develop-
ment goals and strategies, and also tracks the implementation of ESG 
goals and sustainable development actions. It then publishes its progress 
in annual CSR reports to communicate with stakeholders about our perfor-
mance and achievements.

The United Nation’s SDGs

Implement
Sustainable 

Strategies for CSR

Chapter 1



Understanding Sustainability Issues

A Commitment to Corporate Sustainability
In 2014, China Life established the CSR Committee in order to achieve ESG sustainability goals and respond 
faster and more efficiently to ESG risks. Guided by a spirit of corporate sustainability, the committee promotes 
CSR across China Life’s supply chain and investments. 

CSR Committee rules require the presence of one chairperson (the president), two vice-chairpersons, three 
regular committee members and one executive secretary. Eighty percent of committee members must be 
China Life directors. The committee structure is closely aligned with the management and governance of 
China Life, and the committee reports annually to the Board of Directors so as to ensure effective oversight.

♦ Incorporation of the United Nation’s new Strategic Development Goals (SDGs) into 
China Life’s strategic planning. Each department uses the SDGs to establish environ-
mental, social and corporate governance targets that support sustainable global de-
velopment.

♦ More exhaustive information disclosure, including the identification of external oppor-
tunities and challenges, setting sustainable development strategies, and describing 
major capital inputs and outputs, while adhering to the spirit of the International Inte-
grated Reporting Framework.

♦ 	Expanded analysis methods for material impacts on stakeholders. Key departments 
were included in the discussion to analyze the level of impact on stakeholders and 
related issues. High-level supervisors analyzed the impact on operations to further 
bolster the strength of the analysis.

▌Advancement of China Life’s CSR Committee

ESG

▪ Established the CSR Com-
mittee

▪ Created an organizational 
structure

▪ Established task forces for 
c o r p o r a te  g ove r n a n c e ,  
social  care and environ -
mental sustainability

2014 2015 2016
▪ Formulated 2015 ESG objectives 

and fol lowed through with their 
execution

▪ Established the “China Life CSR 
Principles,” which were announced 
following approval by the Board of 
Directors

▪ Compiled, reviewed and published 
the 2014 China Life CSR Report

▪  Establ ished the st ructure and 
major topics of the 2015 China Life 
CSR Report

▪ Compiled the 2015 China Life CSR 
Report, which won a gold medal in 
the Taiwan Top 50 Corporate Sus-
tainability Report Awards

▪ Revised CSR policies and princi -
ples, which were announced follow-
ing approval by the Board of Direc-
tors

▪ Formulated 2016 ESG objectives 
and fol lowed through with their  
execution

▪  Establ ished the st ructure  and 
major topics of the 2016 China Life 
CSR Report

 In 2016, the CSR Committee drafted the content and framework of China Life’s 2015 CSR Report. The PR 
department was responsible for compilation, editing, review and submission. The report was awarded a gold 
medal in the finance and insurance category of the Taiwan Institute for Sustainable Energy’s Taiwan Top 50 
Corporate Sustainability Report Awards.

Over the course of three meetings in 2016, the committee revised our CSR policies and principles, and 
submitted these changes to the Board of Directors for approval. The committee also established the 
framework and major topics of the 2016 CSR Report, tracked implementation of 2016 ESG goals, and 
formulated ESG goals for 2017.

Managing CSR Issues
In the push to raise sustainability in our operations, in 2016 China Life continued to improve the managing 
of material issues by strengthening our identification workflow. After systematically identifying stakeholders 
that have an impact on operations, we determined material issues of concern for closely linked stakeholders, 
analyzed the degree of impact then disclosed findings. We also strengthened our management of related 
topics while taking concrete actions. This fulfilled our promise to deliver sustainable operations while working 
together with stakeholders to create greater value.

CSR Committee Organizational Structure and Duties

President
(director)

Chairperson

Executive
 Secretary

Vice president
Vice Chairpersons
One director and one 
independent director

Committee
Two executive vice presi-
dents, one vice president 

Governance and Management Section
One Convener (Director)

Social Care Section
One Convener (Director)

Environmental Sustainability Section
One Convener

♦Operational/financial risk and 
performance

♦Procurement and supply chain 
management

♦Stakeholder engagement
♦Regulatory compliance/integrity 

and ethics

♦Market/client analysis
♦Labor rights/workplace care
♦Community outreach/philanthropy
♦Product quality/product planning

♦Energy efficiency/climate change
♦Service innovation/green investment
♦Green building
♦Workplace health and safety/

environmental managemen

2016 
Material issues

Management and Response 

Issues of Concern 
for Stakeholders

Issues Impacting 
Operations

Identify Key
Stakeholders

Chapter 
Key

Points

Implement – Sustainable Strategies for CSR
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Identifying Material issues

In order to ensure that disclosed information meets the expectations of stakeholders, China Life referenced 
past analyses of material issues, international benchmarks and standards, insurance and finance industry 
properties, and international sustainability trends. We then revised sustainability issues for 2016 by 
designating corporate governance, environment and society as the major directions. We also surveyed 
stakeholders to further determine their degree of concern regarding each issue and each issue’s impact on 
operations. Departmental discussions, together with analysis by executives at the vice president level and 
above, offered additional clarity. Finally, the CSR Committee examined the conclusions and the chairman gave 
final approval to 12 material issues: corporate governance and ethical management; operational performance; 
customer service and care; information security and personal information protection; major fraud and 
financial crimes prevention; corporate image and reputation; product social responsibility; compliance; risk 
management; sustainability strategies; staff training; and employee pay and benefits. In the interest of 
completeness, other issues are also disclosed throughout The Report. 

Impact on Company OperationsLOW HIGH

HIGH

Corporate image and 
reputation 

Product social responsi-
bility 

Responsible investment

Supply chain management

Demographic changes

Labor-management 
relations

Human rights and equality

Green procurement

Emergency and disaster 
relief

Public welfare plan

Corporate governance and 
business integrity and ethics

Operational performance

Risk management

Compliance

Customer service and care 

Information security and 
personal information 
protection

Major fraud and financial 
crimes prevention

Staff training

Workplace health and 
safety

Climate change response

Environmental manage-
ment, energy savings and 
carbon reduction

Sustainability strategies

Employee pay and 
benefits

Stakeholder Concern Level

G : Governance Issues         S : Social Issues          E : Environmental IssuesSustainability 
Issue Updates

Degree of 
Stakeholder 

Concern

Degree of 
Impact to 

Operations

2016 
Material 
Issues

• Past analysis results

• International sustainability trends

• Insurance and banking industry properties

• International benchmarks and standards

Departments investigated issues of concern to 
stakeholders 

Analysis by executives at the vice president level 
and above

• CSR Committee examination

• Chairman’s final approval

Implement – Sustainable Strategies for CSR
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Item 
No. Approach Material Issues Meaning for China Life Corresponding Chapter Page(s) 

1 Governance

Corporate 
governance 
and business 
integrity and 
ethics

China Life is committed to ethical management. 
We are devoted to developing a strong corporate 
governance system and excellent disclosure and 
transparency policies to meet the expectations 
of stakeholders.

CH2 Uphold – 
Prudent Governance 
and Ethical Manage-
ment

41

~

52

2 Governance
Operational 
performance

Stability and growth of our operations are basic 
promises China Life makes to its shareholders 
and policyholders. Diverse products, prudent 
investments and strict risk management con-
tribute to robust annual profits, innovations and 
advancement.

CH2 Uphold – 
Prudent Governance 
and Ethical Manage-
ment

39

~

40

3 Governance
Risk  
management

In order to guarantee asset security, raise ser-
vice quality and add value for shareholders, Chi-
na Life has built a prudent risk management sys-
tem. Comprehensive control measures include 
identifying, weighting, monitoring, responding to 
and reporting risk.

CH2 Uphold – 
Prudent Governance 
and Ethical Manage-
ment

54

~

60

4 Governance Compliance
All departments follow government rules and 
regulations and offer full disclosure of issues re-
lating to environmental, product and labor laws.

CH2 Uphold – 
Prudent Governance 
and Ethical Manage-
ment

50

5 Social
Customer 
service and 
care

China Life is committed to providing policyhold-
ers with top-quality service and considerate 
care. From product sales and after-sales service 
to complaint management, we work meticulously 
to ensure customer satisfaction.

CH4 Care – 
Building a Society for 
the Common Good

97

~

102

6 Social

Information 
security and 
personal 
information 
protection

China Life has invested heavily in information 
security and has built a personal information 
protection system in accordance with govern-
ment requirements. Its rigorous approach to 
information security and personal information 
protection ensures that private personal infor-
mation is secure, so customers’ minds are at 
ease.

CH4 Care – 
Building a Society for 
the Common Good

105

~

108

Item 
No. Approach Material Issues Meaning for China Life Corresponding Chapter Page(s) 

7 Social

Major fraud 
and financial 
crimes pre-
vention

In order to guarantee the rights of policyholders 
and assist crime prevention, China Life imple-
mented a system to prevent insurance fraud. 
Included are measures to stop the financing of 
terrorism and money laundering.  

CH2 Uphold – 
Prudent Governance 
and Ethical Manage-
ment

58

8 Social Staff training

China Life’s most important asset is its staff. 
We therefore offer a comprehensive education, 
training and review system that fosters inno-
vative thinkers with professional skills who are 
able to grow with the company. 

CH3 Develop – 
Cultivating Profes-
sional Staff

70

~

79

9 Governance
Sustainable 
development 
strategies

China Life’s pursuit of sustainability is based on 
forward-looking ESG strategies and planning. 
We have formulated short-, mid- and long-term 
targets and take action to implement CSR objec-
tives. 

CH1 Implement – 
Sustainable Strate-
gies for CSR

28

~

34

10 Social
Employee pay 
and benefits

China Life pay and benefit packages are both 
fair and competitive. We want employees to be 
able to express their capabilities in a friendly 
workplace environment while receiving appropri-
ate compensation.

CH3 Develop – 
Cult ivating Profes -
sional Staff

80

~

89

11 Governance
Corporate 
image and 
reputation

While conducting operations, selling products 
and providing services, China Life adheres to 
its mantra: “We Share, We Link.” This is how we 
maintain such an excellent reputation.

CH2 Uphold – 
Prudent Governance 
and Ethical Manage-
ment 

37

~

53

12 Social
Product  
social  
responsibility

From product design and development to mar-
keting and sales, China Life carefully handles 
every product and policy. We offer insurance 
products designed for financially disadvantaged 
groups in order to advance inclusivity.

CH4 Care – 
Building a Society for 
the Common Good

93

~

96

New this year to our list of material issues is sustainable development strategies. China Life is deeply familiar 
with this topic as it is important to both external stakeholders and company executives. Each department 
establishes annual ESG goals that are used to develop mid- and long-term sustainable operations targets. 
These targets demonstrate China Life’s determination and commitment, while paving the path to a new age of 
sustainability.
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Material Aspects and Boundaries

Sustainable  
Development 
 Approaches

 Material Issues G4 Aspects / Boundaries

Internal External 

China 
Life

Shareholders / 
Investors

 Policy-
holders Regulators Suppliers / 

Contractors Media Public Welfare  
Organizations/NGOs 

Cooperative 
Channels

Institutions and 
Associations

C
orporate G

overnance

Corporate governance and business 
integrity and ethics Anti-corruption ● ● ● ● ● ● ●

Operational performance Economic performance ● ● ● ● ● ●

Risk management Risk management ● ● ● ● ● ●

Compliance

Compliance (product liability) ● ● ● ● ● ● ●

Compliance (environment) ● ● ● ●

Compliance (society) ● ● ● ● ●

Society

Customer service and care Product and service labeling ● ● ● ● ●

Information security and personal 
information protection Customer privacy ● ● ● ● ●

Staff training Training and education ● ● ● ● ●

Employee pay and benefits

Market image ●

Labor-management relations ● ● ●

Employee diversity and equal 
opportunity ● ● ●

Equal pay for men and  
women ● ● ●

Anti-discrimination ● ● ●

Product social responsibility

Products and services ● ● ● ●

Marketing and  
communication ● ● ● ● ● ●

Product composition ● ● ● ●

Implement – Sustainable Strategies for CSR
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Management of Material Aspects

Corporate Governance

Corporate Governance

Social

In line with international trends, in 2007 China Life implemented the “Ethical Corporate 
Management Best Practice Principles” and the “Ethical Corporate Management Conduct 
Guidelines” to prevent graft.

▪ Department supervisors oversee anti-corruption education and training. Annual courses 
titled “Corporate Ethical Management and Morals” for office staff and “Ethical Management” 
for sales agents had 100% completion rates.

▪ Incidents suspected of violating management principles or conduct guidelines are recorded 
and reviewed. There were no such incidents in the year covered by this report.

Anti-Corruption

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

China Life is committed to protecting the rights and interests of its policyholders, employees 
and shareholders. Therefore, our approach to domestic and foreign investing is to make 
long-term investments with stable income. We carefully analyze the risk/return of investment 
targets to distribute assets in line with our investment strategies and to build the best asset 
portfolio we can. We make direct investments in growth industries or mature industries with 
stable income sources, and choose projects based on their earning potential and solid finan-
cial structure. The stable income sources ensure the best guarantees for our policyholders, 
employees and shareholders.

▪ In order to ensure stable operations and income, relevant departments are required to 
submit monthly investment management reports to head supervisors and the president. The 
reports include analysis, discussion and investment performance tracking. They strengthen 
the monitoring and control of investments and are used as a reference by staff making 
investment decisions.

▪ Key annual financial indicators.

Economic Performance

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ In its product introductions, China Life reveals extensive information. Warnings and notices 
are clearly written in easy to identify colors, so consumers are clear about the terms of 
service as well as their rights and obligations.

▪ Product information is also available on the product page of China Life’s corporate website. 
Every effort is made to ensure that the information is clear and easy-to-understand in order 
to improve understanding among policyholders.

In 2016, China Life was not subjected to any penalties or fines for violating product responsi-
bility rules or regulations.

Compliance (Product Liability)

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ Products are planned with target customer groups in mind, then designed and developed in 
accordance with relevant laws and impartial principles. Actuaries ensure the products 
appeal to consumers while not exceeding reasonable corporate cost. China Life’s operational 
ambition is to achieve “integrity, professionalism and stability” while providing insurance 
that best fits policyholder needs.

▪ Product design, review and pre-sales processes are handled in accordance with the “Regula-
tions Governing Pre-sale Procedures for Insurance Products” and other relevant legislation.

In 2016, China Life was not subjected to any penalties or fines for violating marketing or 
communication rules or regulations.

Marketing and Communication

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

Policyholders are important stakeholders. In order to ensure they receive excellent quality 
service, China Life has established policies and strategies for fair customer treatment in accor-
dance with the Financial Supervisory Commission’s (FSC) “Principles of Treating Customers 
Fairly in the Financial Service Industry.” 

▪ In 2016, China Life continued to give satisfaction surveys to customers at our service count-
ers. Approximately 99.5% of respondents gave their experience the highest possible score.

▪ Regular monitoring provides insight into rules and regulations that need to be revised. By the 
end of 2015, China Life had revised our methods for policyholder provider services.

Product and Service Labeling

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ China Life hopes that by adopting green practices, we will be able to help protect the environment 
and make efficient use of the earth’s resources while at the same time providing an excellent 
service experience to policyholders.

▪ For communication with policyholders, e-newsletters and e-notices have replaced paper versions. 
China Life is also planning a digital service system that reduces paper use and fosters better habits 
among employees. One example includes encouraging employees to always use both sides of copy 
paper. 

▪ Each year China Life sets a target for paper saved. In 2016, by using e-notices and other 
e-services we were able to save 1.91 million sheets of paper.

▪ The rate of two-sided printing on copiers and printers has reached 27%.

Product and Service Labeling

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ China Life established the Personal Information Protection and Management Committee to 
handle promotion, management and oversight of related mechanisms.

▪ Implemented BS 10012 PIMS using the plan-do-check-act management method.
▪ IT departments used ISMS and obtained ISO 27001 certification. In accordance with regulations, 

they established related boundaries to protect information and assets.
▪ Reaffirmed privacy protection policies.

▪ Internal audits, personal information self-checks and risk control self-assessments (RCSA) are 
used to inspect the strength of personal information protection and management systems.

▪ Periodic internal audits, indicator measurements and risk assessments are used to find and 
correct problems.

Customer Privacy

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ Employee development is the engine behind China Life’s growth. Courses offered in person and 
online provide in-depth, broad training opportunities to cultivate employees and managers at all 
levels who will lead China Life’s advance and fulfill its promise of sustainable operations.

▪ A special mechanism oversees employees who show strong results or potential in annual perfor-
mance reviews. When opportunities arise, these employees are inserted into key positions or 
promoted to management.

▪ Organizational planning and employee requests are considered for job rotations and assign-
ments. These help to further cultivate staff.

▪ Designated rules govern incentive programs for office staff that undergo professional testing. 
The rules provide rewards and subsidies for employees to obtain professional licenses.

▪ Employee cultivation projects and planning accelerate the pace of employee development.  

▪ Training cost, classes, attendance, satisfaction rates, and test results are considered when 
reviewing the effectiveness of training and education courses. Findings inform future improve-
ments and planning.

▪ A yearly performance evaluation system examines the learning and growth of trainees.
▪ Reviews take into account the number of employees to receive professional certification.
▪ Employee cultivation projects conducted in 2016 included the “IT Personnel Reserve Plan, 

”Management Associates Plan” and “Key Talent Development Plan.”

Training and Education

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ China Life’s most valuable asset is its staff. The company’s performance-based pay policy 
ensures that wage standards are competitive.

▪ The CSR Committee oversees labor rights topics.
▪ Courses to promote human rights policy are held each year.

▪ An outside company is commissioned each year to review salaries. It examines each position 
grade within China Life then compares the salary and benefits to industry standards. Results are 
considered when making annual salary adjustments.

▪ An employee training mechanism was established to teach human rights related issues.
▪ Labor-management meetings are held each quarter for the two sides to discuss important topics.

Employee Diversity and Equal Opportunity, Equal Pay for Men and Women, Anti-Discrimination,
Market Image, Labor-Management Relations

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

In 2015, nearly 200 countries signed the Paris Agreement, which aims to hold the increase in 
the global average temperature to well below 2°C above pre-industrial levels. Taiwan, mean-
while, is engaged in its own efforts to reduce carbon emissions, with plans to cut emissions by 
20% by 2030. In light of these efforts, in 2016 China Life deepened its commitment to analyz-
ing environmental impact during the product design and investment stages. We closely 
monitor environmental protection efforts, climate change, and demographic changes, while 
also heeding cultural, creative, and other social responsibilities in order to make responsible 
investments.

▪ China Life follows the “Investment Policy and Operating Guidelines” in order to evaluate the 
corporate governance, environmental and social aspects of target investments. We invest in 
green energy, biotechnology, and cultural and creative industries via venture capital firms, 
and revise the guidelines in response to international trends and the direction of corporate 
sustainability strategies.

▪ Micro-insurance products are offered to vulnerable groups. Performance is tracked annually.

Product Composition

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ China Life established the Environmental Protection Committee, which is responsible for 
formulating environmental protection policy and setting the management scope for environ-
mental protection and energy savings. The committee implements green ideas and manages 
compliance issues.

▪ Formulated the “Suppliers CSR Guidelines,” which expanded the company’s influence over 
suppliers and created a mechanism for joint emphasis of environmental topics.

In 2016, China Life was not subjected to any penalties or fines for violating environmental 
protection rules or regulations.

Compliance (Environmental)

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ Legal compliance is a basic criterion of operations. China Life places great importance on 
compliance and has established a compliance unit that is directly overseen by the president. 
Staff use the “Regulations Governing Implementation of Internal Control and Auditing System 
of Insurance Enterprises” as a basis for planning, managing and implementing compliance 
systems.

▪ By monitoring fines that regulators levy on competitors, China Life is able to better its under-
standing of compliance risks.

▪ Each year, compliance units build a compliance friendly environment, formulate annual 
compliance plans and draft compliance handbooks, in accordance with the “Regulations 
Governing Implementation of Internal Control and Auditing System of Insurance Enterprises.”

▪ Each unit monitors competitors’ violations and fines, then reviews internal policies. Improve-
ments ensure that China Life avoids similar incidents.

Compliance (Social)

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

Environment

Social

Corporate Governance

Corporate Governance

Social

In line with international trends, in 2007 China Life implemented the “Ethical Corporate 
Management Best Practice Principles” and the “Ethical Corporate Management Conduct 
Guidelines” to prevent graft.

▪ Department supervisors oversee anti-corruption education and training. Annual courses 
titled “Corporate Ethical Management and Morals” for office staff and “Ethical Management” 
for sales agents had 100% completion rates.

▪ Incidents suspected of violating management principles or conduct guidelines are recorded 
and reviewed. There were no such incidents in the year covered by this report.

Anti-Corruption

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

China Life is committed to protecting the rights and interests of its policyholders, employees 
and shareholders. Therefore, our approach to domestic and foreign investing is to make 
long-term investments with stable income. We carefully analyze the risk/return of investment 
targets to distribute assets in line with our investment strategies and to build the best asset 
portfolio we can. We make direct investments in growth industries or mature industries with 
stable income sources, and choose projects based on their earning potential and solid finan-
cial structure. The stable income sources ensure the best guarantees for our policyholders, 
employees and shareholders.

▪ In order to ensure stable operations and income, relevant departments are required to 
submit monthly investment management reports to head supervisors and the president. The 
reports include analysis, discussion and investment performance tracking. They strengthen 
the monitoring and control of investments and are used as a reference by staff making 
investment decisions.

▪ Key annual financial indicators.

Economic Performance

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ In its product introductions, China Life reveals extensive information. Warnings and notices 
are clearly written in easy to identify colors, so consumers are clear about the terms of 
service as well as their rights and obligations.

▪ Product information is also available on the product page of China Life’s corporate website. 
Every effort is made to ensure that the information is clear and easy-to-understand in order 
to improve understanding among policyholders.

In 2016, China Life was not subjected to any penalties or fines for violating product responsi-
bility rules or regulations.

Compliance (Product Liability)

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ Products are planned with target customer groups in mind, then designed and developed in 
accordance with relevant laws and impartial principles. Actuaries ensure the products 
appeal to consumers while not exceeding reasonable corporate cost. China Life’s operational 
ambition is to achieve “integrity, professionalism and stability” while providing insurance 
that best fits policyholder needs.

▪ Product design, review and pre-sales processes are handled in accordance with the “Regula-
tions Governing Pre-sale Procedures for Insurance Products” and other relevant legislation.

In 2016, China Life was not subjected to any penalties or fines for violating marketing or 
communication rules or regulations.

Marketing and Communication

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

Policyholders are important stakeholders. In order to ensure they receive excellent quality 
service, China Life has established policies and strategies for fair customer treatment in accor-
dance with the Financial Supervisory Commission’s (FSC) “Principles of Treating Customers 
Fairly in the Financial Service Industry.” 

▪ In 2016, China Life continued to give satisfaction surveys to customers at our service count-
ers. Approximately 99.5% of respondents gave their experience the highest possible score.

▪ Regular monitoring provides insight into rules and regulations that need to be revised. By the 
end of 2015, China Life had revised our methods for policyholder provider services.

Product and Service Labeling

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ China Life hopes that by adopting green practices, we will be able to help protect the environment 
and make efficient use of the earth’s resources while at the same time providing an excellent 
service experience to policyholders.

▪ For communication with policyholders, e-newsletters and e-notices have replaced paper versions. 
China Life is also planning a digital service system that reduces paper use and fosters better habits 
among employees. One example includes encouraging employees to always use both sides of copy 
paper. 

▪ Each year China Life sets a target for paper saved. In 2016, by using e-notices and other 
e-services we were able to save 1.91 million sheets of paper.

▪ The rate of two-sided printing on copiers and printers has reached 27%.

Product and Service Labeling

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ China Life established the Personal Information Protection and Management Committee to 
handle promotion, management and oversight of related mechanisms.

▪ Implemented BS 10012 PIMS using the plan-do-check-act management method.
▪ IT departments used ISMS and obtained ISO 27001 certification. In accordance with regulations, 

they established related boundaries to protect information and assets.
▪ Reaffirmed privacy protection policies.

▪ Internal audits, personal information self-checks and risk control self-assessments (RCSA) are 
used to inspect the strength of personal information protection and management systems.

▪ Periodic internal audits, indicator measurements and risk assessments are used to find and 
correct problems.

Customer Privacy

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ Employee development is the engine behind China Life’s growth. Courses offered in person and 
online provide in-depth, broad training opportunities to cultivate employees and managers at all 
levels who will lead China Life’s advance and fulfill its promise of sustainable operations.

▪ A special mechanism oversees employees who show strong results or potential in annual perfor-
mance reviews. When opportunities arise, these employees are inserted into key positions or 
promoted to management.

▪ Organizational planning and employee requests are considered for job rotations and assign-
ments. These help to further cultivate staff.

▪ Designated rules govern incentive programs for office staff that undergo professional testing. 
The rules provide rewards and subsidies for employees to obtain professional licenses.

▪ Employee cultivation projects and planning accelerate the pace of employee development.  

▪ Training cost, classes, attendance, satisfaction rates, and test results are considered when 
reviewing the effectiveness of training and education courses. Findings inform future improve-
ments and planning.

▪ A yearly performance evaluation system examines the learning and growth of trainees.
▪ Reviews take into account the number of employees to receive professional certification.
▪ Employee cultivation projects conducted in 2016 included the “IT Personnel Reserve Plan, 

”Management Associates Plan” and “Key Talent Development Plan.”

Training and Education

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ China Life’s most valuable asset is its staff. The company’s performance-based pay policy 
ensures that wage standards are competitive.

▪ The CSR Committee oversees labor rights topics.
▪ Courses to promote human rights policy are held each year.

▪ An outside company is commissioned each year to review salaries. It examines each position 
grade within China Life then compares the salary and benefits to industry standards. Results are 
considered when making annual salary adjustments.

▪ An employee training mechanism was established to teach human rights related issues.
▪ Labor-management meetings are held each quarter for the two sides to discuss important topics.

Employee Diversity and Equal Opportunity, Equal Pay for Men and Women, Anti-Discrimination,
Market Image, Labor-Management Relations

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

In 2015, nearly 200 countries signed the Paris Agreement, which aims to hold the increase in 
the global average temperature to well below 2°C above pre-industrial levels. Taiwan, mean-
while, is engaged in its own efforts to reduce carbon emissions, with plans to cut emissions by 
20% by 2030. In light of these efforts, in 2016 China Life deepened its commitment to analyz-
ing environmental impact during the product design and investment stages. We closely 
monitor environmental protection efforts, climate change, and demographic changes, while 
also heeding cultural, creative, and other social responsibilities in order to make responsible 
investments.

▪ China Life follows the “Investment Policy and Operating Guidelines” in order to evaluate the 
corporate governance, environmental and social aspects of target investments. We invest in 
green energy, biotechnology, and cultural and creative industries via venture capital firms, 
and revise the guidelines in response to international trends and the direction of corporate 
sustainability strategies.

▪ Micro-insurance products are offered to vulnerable groups. Performance is tracked annually.

Product Composition

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ China Life established the Environmental Protection Committee, which is responsible for 
formulating environmental protection policy and setting the management scope for environ-
mental protection and energy savings. The committee implements green ideas and manages 
compliance issues.

▪ Formulated the “Suppliers CSR Guidelines,” which expanded the company’s influence over 
suppliers and created a mechanism for joint emphasis of environmental topics.

In 2016, China Life was not subjected to any penalties or fines for violating environmental 
protection rules or regulations.

Compliance (Environmental)

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ Legal compliance is a basic criterion of operations. China Life places great importance on 
compliance and has established a compliance unit that is directly overseen by the president. 
Staff use the “Regulations Governing Implementation of Internal Control and Auditing System 
of Insurance Enterprises” as a basis for planning, managing and implementing compliance 
systems.

▪ By monitoring fines that regulators levy on competitors, China Life is able to better its under-
standing of compliance risks.

▪ Each year, compliance units build a compliance friendly environment, formulate annual 
compliance plans and draft compliance handbooks, in accordance with the “Regulations 
Governing Implementation of Internal Control and Auditing System of Insurance Enterprises.”

▪ Each unit monitors competitors’ violations and fines, then reviews internal policies. Improve-
ments ensure that China Life avoids similar incidents.

Compliance (Social)

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

Environment

Social
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Corporate Governance

Corporate Governance

Social

In line with international trends, in 2007 China Life implemented the “Ethical Corporate 
Management Best Practice Principles” and the “Ethical Corporate Management Conduct 
Guidelines” to prevent graft.

▪ Department supervisors oversee anti-corruption education and training. Annual courses 
titled “Corporate Ethical Management and Morals” for office staff and “Ethical Management” 
for sales agents had 100% completion rates.

▪ Incidents suspected of violating management principles or conduct guidelines are recorded 
and reviewed. There were no such incidents in the year covered by this report.

Anti-Corruption

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

China Life is committed to protecting the rights and interests of its policyholders, employees 
and shareholders. Therefore, our approach to domestic and foreign investing is to make 
long-term investments with stable income. We carefully analyze the risk/return of investment 
targets to distribute assets in line with our investment strategies and to build the best asset 
portfolio we can. We make direct investments in growth industries or mature industries with 
stable income sources, and choose projects based on their earning potential and solid finan-
cial structure. The stable income sources ensure the best guarantees for our policyholders, 
employees and shareholders.

▪ In order to ensure stable operations and income, relevant departments are required to 
submit monthly investment management reports to head supervisors and the president. The 
reports include analysis, discussion and investment performance tracking. They strengthen 
the monitoring and control of investments and are used as a reference by staff making 
investment decisions.

▪ Key annual financial indicators.

Economic Performance

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ In its product introductions, China Life reveals extensive information. Warnings and notices 
are clearly written in easy to identify colors, so consumers are clear about the terms of 
service as well as their rights and obligations.

▪ Product information is also available on the product page of China Life’s corporate website. 
Every effort is made to ensure that the information is clear and easy-to-understand in order 
to improve understanding among policyholders.

In 2016, China Life was not subjected to any penalties or fines for violating product responsi-
bility rules or regulations.

Compliance (Product Liability)

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ Products are planned with target customer groups in mind, then designed and developed in 
accordance with relevant laws and impartial principles. Actuaries ensure the products 
appeal to consumers while not exceeding reasonable corporate cost. China Life’s operational 
ambition is to achieve “integrity, professionalism and stability” while providing insurance 
that best fits policyholder needs.

▪ Product design, review and pre-sales processes are handled in accordance with the “Regula-
tions Governing Pre-sale Procedures for Insurance Products” and other relevant legislation.

In 2016, China Life was not subjected to any penalties or fines for violating marketing or 
communication rules or regulations.

Marketing and Communication

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

Policyholders are important stakeholders. In order to ensure they receive excellent quality 
service, China Life has established policies and strategies for fair customer treatment in accor-
dance with the Financial Supervisory Commission’s (FSC) “Principles of Treating Customers 
Fairly in the Financial Service Industry.” 

▪ In 2016, China Life continued to give satisfaction surveys to customers at our service count-
ers. Approximately 99.5% of respondents gave their experience the highest possible score.

▪ Regular monitoring provides insight into rules and regulations that need to be revised. By the 
end of 2015, China Life had revised our methods for policyholder provider services.

Product and Service Labeling

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ China Life hopes that by adopting green practices, we will be able to help protect the environment 
and make efficient use of the earth’s resources while at the same time providing an excellent 
service experience to policyholders.

▪ For communication with policyholders, e-newsletters and e-notices have replaced paper versions. 
China Life is also planning a digital service system that reduces paper use and fosters better habits 
among employees. One example includes encouraging employees to always use both sides of copy 
paper. 

▪ Each year China Life sets a target for paper saved. In 2016, by using e-notices and other 
e-services we were able to save 1.91 million sheets of paper.

▪ The rate of two-sided printing on copiers and printers has reached 27%.

Product and Service Labeling

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ China Life established the Personal Information Protection and Management Committee to 
handle promotion, management and oversight of related mechanisms.

▪ Implemented BS 10012 PIMS using the plan-do-check-act management method.
▪ IT departments used ISMS and obtained ISO 27001 certification. In accordance with regulations, 

they established related boundaries to protect information and assets.
▪ Reaffirmed privacy protection policies.

▪ Internal audits, personal information self-checks and risk control self-assessments (RCSA) are 
used to inspect the strength of personal information protection and management systems.

▪ Periodic internal audits, indicator measurements and risk assessments are used to find and 
correct problems.

Customer Privacy

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ Employee development is the engine behind China Life’s growth. Courses offered in person and 
online provide in-depth, broad training opportunities to cultivate employees and managers at all 
levels who will lead China Life’s advance and fulfill its promise of sustainable operations.

▪ A special mechanism oversees employees who show strong results or potential in annual perfor-
mance reviews. When opportunities arise, these employees are inserted into key positions or 
promoted to management.

▪ Organizational planning and employee requests are considered for job rotations and assign-
ments. These help to further cultivate staff.

▪ Designated rules govern incentive programs for office staff that undergo professional testing. 
The rules provide rewards and subsidies for employees to obtain professional licenses.

▪ Employee cultivation projects and planning accelerate the pace of employee development.  

▪ Training cost, classes, attendance, satisfaction rates, and test results are considered when 
reviewing the effectiveness of training and education courses. Findings inform future improve-
ments and planning.

▪ A yearly performance evaluation system examines the learning and growth of trainees.
▪ Reviews take into account the number of employees to receive professional certification.
▪ Employee cultivation projects conducted in 2016 included the “IT Personnel Reserve Plan, 

”Management Associates Plan” and “Key Talent Development Plan.”

Training and Education

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ China Life’s most valuable asset is its staff. The company’s performance-based pay policy 
ensures that wage standards are competitive.

▪ The CSR Committee oversees labor rights topics.
▪ Courses to promote human rights policy are held each year.

▪ An outside company is commissioned each year to review salaries. It examines each position 
grade within China Life then compares the salary and benefits to industry standards. Results are 
considered when making annual salary adjustments.

▪ An employee training mechanism was established to teach human rights related issues.
▪ Labor-management meetings are held each quarter for the two sides to discuss important topics.

Employee Diversity and Equal Opportunity, Equal Pay for Men and Women, Anti-Discrimination,
Market Image, Labor-Management Relations

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

In 2015, nearly 200 countries signed the Paris Agreement, which aims to hold the increase in 
the global average temperature to well below 2°C above pre-industrial levels. Taiwan, mean-
while, is engaged in its own efforts to reduce carbon emissions, with plans to cut emissions by 
20% by 2030. In light of these efforts, in 2016 China Life deepened its commitment to analyz-
ing environmental impact during the product design and investment stages. We closely 
monitor environmental protection efforts, climate change, and demographic changes, while 
also heeding cultural, creative, and other social responsibilities in order to make responsible 
investments.

▪ China Life follows the “Investment Policy and Operating Guidelines” in order to evaluate the 
corporate governance, environmental and social aspects of target investments. We invest in 
green energy, biotechnology, and cultural and creative industries via venture capital firms, 
and revise the guidelines in response to international trends and the direction of corporate 
sustainability strategies.

▪ Micro-insurance products are offered to vulnerable groups. Performance is tracked annually.

Product Composition

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ China Life established the Environmental Protection Committee, which is responsible for 
formulating environmental protection policy and setting the management scope for environ-
mental protection and energy savings. The committee implements green ideas and manages 
compliance issues.

▪ Formulated the “Suppliers CSR Guidelines,” which expanded the company’s influence over 
suppliers and created a mechanism for joint emphasis of environmental topics.

In 2016, China Life was not subjected to any penalties or fines for violating environmental 
protection rules or regulations.

Compliance (Environmental)

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

▪ Legal compliance is a basic criterion of operations. China Life places great importance on 
compliance and has established a compliance unit that is directly overseen by the president. 
Staff use the “Regulations Governing Implementation of Internal Control and Auditing System 
of Insurance Enterprises” as a basis for planning, managing and implementing compliance 
systems.

▪ By monitoring fines that regulators levy on competitors, China Life is able to better its under-
standing of compliance risks.

▪ Each year, compliance units build a compliance friendly environment, formulate annual 
compliance plans and draft compliance handbooks, in accordance with the “Regulations 
Governing Implementation of Internal Control and Auditing System of Insurance Enterprises.”

▪ Each unit monitors competitors’ violations and fines, then reviews internal policies. Improve-
ments ensure that China Life avoids similar incidents.

Compliance (Social)

Management
 Approaches

Assessment 
Mechanisms and 

Management 
Performance

Environment

Social

Strengthening Stakeholder Engagement
In 2016, China Life expanded methods of stakeholder identification. Department supervisors use the AA1000 
Stakeholder Engagement Standard as a reference for systematically identifying stakeholder groups and 
the scope of engagement based on the following five attributes: responsibility, influence, tension, diverse 
perspectives and dependency. Following organization and analysis, the stakeholders are divided into nine 
main groups: regulators, employees, institutions and associations, policyholders, partnership distribution 
channels, shareholders/investors, suppliers/contractors, media, and public welfare groups/NGOs.

China Life uses a variety of channels to communicate with stakeholders and gain feedback, so we can quickly 
make relevant management changes and disclose the information needed for positive engagement. 

Shareholders / Investors
Besides strong operational performance and stable growth, we strictly 
managed risk to maximize value for shareholders

 Issues of 
Concern

Engagement 
Approach

2016 
Engagement 
Performance

Sustainability strategies / Corporate governance and business integrity and ethics / Compliance 
/ Risk management / Operational performance

•Holding analyst meetings
•Holding annual shareholders’ meetings
•Attendance at domestic and overseas investor conferences and roadshows
•Established an Investor Relations Department to reply to investor and analyst inquiries by 

telephone or email
•Updating important news and information on the Chinese-English bilingual investor relations 

page of China Life’s corporate website

•Held one annual analyst conference
•Held one annual shareholders’ meeting; the attendance rate and rate of votes in favor of 

proposals from foreign shareholders both surpassed 60%
•Participated in 10 investor conferences, including three in Taiwan and seven overseas; joined 

131 meetings and met with 229 institutional investors
•The percentage of shares held by foreign investors rose from 54.11% at the end of 2015 to 

60.70% at the end of 2016
•Major information published in both Chinese and English; quarterly financial reports published 

in English on China Life’s corporate website
•Since 2014, semi-annual financial reports have been published 15 days before the regulatory 

reporting deadline, a pioneering practice in the life insurance and financial holding industry; 
from 2014 to 2016, annual financial reports were published one month before the regulatory 
reporting deadline and within two months after the end of the fiscal year, giving investors timely 
and adequate information and meeting the standards of advanced nations

•The 2016 annual general shareholders’ meeting agenda handbook, supplementary informa-
tion and annual report were are all published 9 to 11 days before the regulatory deadline

Implement – Sustainable Strategies for CSR

2423



Policyholders
In order to satisfy the needs of various policyholders, we offer diverse 
and high-quality insurance products with considerate after-sales service 

 Issues of 
Concern

Engagement 
Approach

2016 
Engagement 
Performance

 Issues of 
Concern

Engagement 
Approach

2016 
Engagement 
Performance

Customer service and care / Operational performance / Sustainability strategies / Corporate / 
image and reputation / Information security and personal information protection

•Online consultation and messaging
•Publishing a monthly digital newsletter for policyholders which contains policyholder news, hot 

topics, fi-nancial tips and health information
•Dialing free service hotlines operated by local service centers as well as the Customer 

Complaint Department
•Communicating face-to-face with policyholders at nationwide service counters
•Provide a free customer service hotline (0800-098-889), website comment section, postal and 

fax customer service, and customer complaint channels operated by dedicated employees

•In 2016, published 12 digital newsletters for policyholders
•Counter service satisfaction surveys began in June 2015; in 2016, 99.5% of customers gave 

the highest possible score for customer satisfaction
•In 2016, special care counters added for customers with special needs were used 237 times

Employees
The company’s most important asset is its staff; to cultivate good employees, 
the company offers training plans and generous pay and benefit packages

Operational performance / Labor-management communication / Staff training / Employee pay 
and benefits / Sustainability strategies

•Labor-management meetings are held every quarter 
•Plan diverse education and training programs
•Added an employee suggestion box 
•An internal publication targeting employees is published monthly 
•Online communication channels include the digital interactive platform Top Force Network, the 

i-Link app, and hiBox e-mail
•Complaint channels and information are listed on the company’s internal website; employee 

complaints are handled in accordance with the “Labor Inspection Act”

•Labor-management meetings were held a total of four times to discuss issues relating to annual 
health check-ups, changes to the salary grading table for labor insurance, distribution of work 
hours, and appointment of labor representatives to the Occupational Health and Safety 
Management Committee; agreements were reached following extensive discussion

•In 2016, a total of 12 Employee Corner magazines were published
•In 2016, there were nine labor inspections; scope ranged from banking and special projects to 

work attendance management; after handing over information to labor bureau officials, China 
Life passed all inspections

•If significant changes to company operations involve dismissing a large number of workers, 
China Life shall submit a written plan to notify regulators and labor representatives 60 days in 
advance; the notice shall be disclosed publicly

•Worker complaints are tracked and recorded; reviews and improvements are made regularly

Policyholders
In order to satisfy the needs of various policyholders, we offer diverse 
and high-quality insurance products with considerate after-sales service 

 Issues of 
Concern

Engagement 
Approach

2016 
Engagement 
Performance

 Issues of 
Concern

Engagement 
Approach

2016 
Engagement 
Performance

Customer service and care / Operational performance / Sustainability strategies / Corporate / 
image and reputation / Information security and personal information protection

•Publishing a monthly digital newsletter for policyholders which contains policyholder news, hot 
topics, financial tips and health information

•Communicating face-to-face with policyholders at nationwide service counters
•Provide a free customer service hotline (0800-098-889), website comment section, postal and 

fax customer service, and customer complaint channels operated by dedicated employees

•In 2016, published 12 digital newsletters for policyholders
•Counter service satisfaction surveys began in June 2015; in 2016, 99.5% of customers gave 

the highest possible score for customer satisfaction
•In 2016, special care counters added for customers with special needs were used 237 times

Employees
The company’s most important asset is our staff; to cultivate good employees, 
the company offers training plans and generous pay and benefit packages

Operational performance / Labor-management communication / Staff training / Employee pay 
and benefits / Sustainability strategies

•Labor-management meetings are held every quarter 
•Plan diverse education and training programs
•Added an employee suggestion box 
•An internal publication targeting employees is published monthly 
•Online communication channels include the digital interactive platform Top Force Network, the 

i-Link app, and hiBox e-mail
•Complaint channels and information are listed on the company’s internal website; employee 

complaints are handled in accordance with the “Labor Inspection Act”

•Labor-management meetings were held a total of four times to discuss issues relating to annual 
health check-ups, changes to the salary grading table for labor insurance, distribution of work 
hours, and appointment of labor representatives to the Occupational Health and Safety 
Management Committee; agreements were reached following extensive discussion

•In 2016, a total of 12 Employee Corner magazines were published
•In 2016, there were nine labor inspections; scope ranged from life insurance and special 

projects to work attendance management; after handing over information to labor bureau 
officials, China Life passed all inspections

•If significant changes to company operations involve dismissing a large number of workers, 
China Life shall submit a written plan to notify regulators and labor representatives 60 days in 
advance; the notice shall be disclosed publicly

•Worker complaints are tracked and recorded; reviews and improvements are made regularly

 Issues of 
Concern

Engagement 
Approach

2016 
Engagement 
Performance

Regulators
We engage in ethical management of our life insurance business and 
comply with all rules and regulations

Compliance / Risk management / Prevention of major fraud and financial crimes / Information 
security and personal information protection / Corporate governance and ethical management

•Dedicated staff conduct routine communication via email, documents (letter) and meetings
•Information and data is disclosed to regulators to assist with oversight and inspections
•Proactive visits to regulators are made to report on significant issues

•Regulators issued two notices on personal information protection between June and November 
2016; requests were completed by the end of January 2017

•Complied with a regulator’s request for a review of financial businesses by providing relevant 
information

•Declared auditing plans and progress to regulators
•At least one report per year on operations of invested companies in mainland China is made to 

the FSC’s Insurance Bureau; related information is given to the bureau as needed

 Issues of 
Concern

Engagement 
Approach

2016 
Engagement 
Performance

Suppliers / Contractors
We actively manage our supply chain and jointly implement CSR 
commitments with suppliers

Supply chain management / Green procurement / Workplace health and safety / Sustainability 
strategies / Corporate governance and business integrity and ethics

•Annual selection meetings are convened to update the list of qualified construction and repair 
contractors

•Information is disclosed on the “Supplier CSR Section” of China Life’s corporate website
•Suppliers are urged to sign the “Supplier CSR Commitment”
•In tender, negotiation and contract signing meetings, priority is given to procuring products that 

are certified as green

•We ended dealings with 25 construction and repair suppliers  and added 26 new suppliers, 
bringing the total number of approved suppliers to 91

•In 2016, a supplier CSR section was added to China Life’s corporate website; China Life works 
with suppliers to fulfill CSR promises

•In 2016, 100% of general suppliers and construction and repair suppliers signed the “Supplier 
CSR Commitment”

•In 2016, China Life’s green procurement was NT$9.56 million; the Department of Environmen-
tal Protection of Taipei City Government also awarded the company with an award for excellence 
in green procurement 

 Issues of 
Concern

Engagement 
Approach

2016 
Engagement 
Performance

Media
We maintain good media relations and provide press releases to 
strengthen our brand image

Corporate image and reputation / Operational performance / Product social responsibility /  
Corporate governance and business integrity and ethics / Risk management

•We hold  media conferences and issue press releases
•Press releases describe newsworthy events and key issues for media reference
•The media is provided with necessary documents and information; interviews with spokespeo-

ple and supervisors facilitate news production
•The public relations department regularly communicates with the media via e-mail, phone and 

communication apps 

•Held one public media event
•Issued 90 press releases that led to 2,168 mentions in the media and 100% positive coverage
•Provided articles or data and arranged interviews with spokespersons for 277 reports
•To cope with an ageing population and middle-aged and older people falling below the poverty 

line, we offered customers information on how to plan for and guarantee medical treatment, 
long-term care and retirement planning; this knowledge promoted social awareness of risk 
management

•China Life’s public relations department was praised by the media for its professionalism, 
attention to detail, attentiveness and high volume of document submission
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 Issues of 
Concern

Engagement 
Approach

2016 
Engagement 
Performance

Public Welfare Organizations / NGOs
Sponsored social activities held in conjunction with public welfare 
organizations in order to give back to society

Corporate image and reputation / Emergency disaster relief / Public welfare plans / Demograph-
ic changes / Product social responsibility

•Promote public welfare plans and cooperation
•Participate in government-run public welfare events
•Conduct corporate volunteer activities

Organized and participated in 534 public welfare and volunteer activities; communicated with 
over 13.94 million people through these events

 Issues of 
Concern

Engagement 
Approach

2016 
Engagement 
Performance

Partnership Distribution Channels
Cultivated close relations with all cooperative channels; excellent 
products led to win-win situations

Corporate image and reputation / Operational performance / Product social responsibility / 
Sustainability strategies / Customer service and care

Dedicated staff maintain communication with partner channels via e-mail, telephone and 
meetings 

•In 2016, cooperated with 26 banks and 12 securities firms
•Premium income from bancassurance channels reached NT$55.69 billion over the full year; 

sales of regular premium reached NT$15.85 billion

 Issues of 
Concern

Engagement 
Approach

2016 
Engagement 
Performance

Institutions and Associations
Participated in research on insurance-related topics carried out by various 
industrial institutions and associations; adhered to related association scopes

Product social responsibility / Compliance / Prevention of major fraud and financial crimes / 
Client service and care / Information security and personal information protection

•Everyday communication conducted using emails, official documents and phone calls
•Participated in Life Insurance Association meetings
•Publicize life insurance association money laundering prevention, government policies and 

decrees and conduct related education and training
•Joined research meetings on the latest monitoring policies and accounting mechanisms

•We provide annual reports on money laundering prevention education and training to life 
insurance associations

•Assisted monitoring agencies with policy research and passed on experience data to aid 
insurance industry innovation and progress; makes recommendations for improving monitoring 
and accounting systems from a company’s perspective

Operational Philosophy and Development 
Strategies

Sustainable Development Goals
“We Share, We Link” is not only a core value of China Life but also the spirit behind our sustainable 
development. China Life has always believed that achieving CSR requires combining professional capacity and 
resources to make a greater positive impact on society. China Life’s vision is to “create the greatest benefits 
and value for policyholders, shareholders, employees and society in order to become the most reliable 
insurance company in Taiwan.” We aim to create comprehensive corporate governance and risk management 
mechanisms in order to minimize operational risk. The CSR Committee responds to the concerns of key 
stakeholders as it fosters sustainable development value from ESG perspectives. Combined, these efforts 
fulfill the promise of sustainable operations.

The life insurance industry has its finger on the pulse of society. Whether the ageing population, the widening 
wealth gap or climate change, the industry knows that anything that affects the environment, society or 
lifestyles and health could also impact our operations. Therefore, besides responding to the needs and 
benefits of stakeholders, we watch for problems in society and the environment and use our influence to give 
back to society by creating value. 

China Life boasts many professional advantages that make it unique in the life insurance industry. It uses 
media reports, lectures and industrial-academic activities to clarify insurance concepts with the general 
population and close the insurance knowledge gap. As China Life helps customers prevent, distribute and 
transfer risk, we raise our own professional reputation. In terms of public welfare, China Life defies the myth 
that businesses only do charity to improve their image, instead holding fast to the views that people are 
central to the insurance industry and that care is insurance’s original motivation. China Life reads the pulse 
of society then promotes “public welfare based on current trends.” It uses education and cultivation, support 
for the disadvantaged, and ecofriendly measures to reduce the impact of an ageing population, climate 
change and the wealth gap. Finally, faced with resource shortages and environmental problems, China Life 
saves energy and uses green operational methods to enhance the positive impact of everyday operations.

In addition, in response to the 17 SDGs released by the UN in 2016, China Life has identified the nine SDGs 
that have the most direct impact on our operations. It then developed operational goals and policies to 
achieve sustainable development and management.

Ecofriendly 
Practices

Social Value

Corporate 
Gover-
nance

Staff 
Cultiva-

tion

Gover-
nanceSocial

Environment
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China Life Sustainability Strategies
♦Ethical management and performance reviews of the Board of Directors continue. China Life also cooperates fully with regulator requests 

relating to the prevention of money laundering and terrorism financing, as well as the implementation of risk prevention plans.
♦IT investment was expanded to include ISO 27001 certification. At the same time, in accordance with BS 10012, China Life introduced 

PIMS. These advances led to comprehensive information security and protection and management of personal information.

Corresponding Chapter(s) : 

CH2 Uphold – Prudent Governance and Ethical Management
CH4 Care – Building a Society for the Common Good 

China Life Sustainability Strategies
♦Expand micro-insurance to serve more disadvantaged groups. 

Provide basic coverage for accidental death or disability to 
lower the impact of accidents on household finances.

♦Combine corporate resources with the special characteristics 
of vulnerable groups to increase self-reliance among the 
vulnerable. This type of support will encourage the vulnerable 
to use their talents to earn a stable income. 

Corresponding Chapter(s) : 
CH4 Care – Building a Society for the Common Good

China Life Sustainability Strategies
♦Promote employee health management activities, 

including health lectures, corporate vegetarian days 
and Fat Combat Camps. Provide employees with a 
workplace environment conducive to health.

Corresponding Chapter(s) : 
CH3 Develop – Cultivating Professional Staff

China Life Sustainability Strategies
♦Great importance is attached to passing gender 

equality legislat ion and pol icies to ensure that 
women have equal employment opportunities and 
chances for promotion.

♦Breastfeeding rooms were established and coopera-
tive agreements were made with daycare centers to 
reduce pressure on parent employees.

Corresponding Chapter(s) : 
CH3 Develop – Cultivating Professional Staff

China Life Sustainability Strategies
♦Planned a management associates plan and the “IT Personnel Reserve 

Plan” to provide young employees with a strong, competitive work envi-
ronment.

♦Continued to implement plans for employee cultivation and development. 
Total training hours and training hours per employee both increased. 
Also, in response to technological development trends, China Life built a 
digital learning platform that helps equip employees for the digital age.

Corresponding Chapter(s) : 

CH3 Develop – Cultivating Professional Staff

China Life Sustainability Strategies
♦Increased investment in supranational organization bonds as a way of indirectly supporting infrastructure and social projects in 

developing nations, including projects targeting water resources, traffic, energy and human rights.    
♦Conducts responsible investing by using CSR as a criterion when assessing investment targets. Invests in companies that value ESG 

principles and discloses related findings in research reports. Regular CSR performance reviews are conducted on invested compa-
nies. Adjustments to internal investment policies and decision-making scope are made based on changes and trends in domestic 
and foreign regulations. 

Corresponding Chapter(s) : 

CH2 Uphold – Prudent Governance and Ethical Management

China Life Sustainability Strategies
♦The CSR Committee meets regularly to plan China Life’ s blueprint for sustainable 

development. Each year it publishes a CSR report that communicates sustainable 
performance and achievements to stakeholders.

♦Green service workflow helps to preserve natural resources and raise the resource 
usage rate. Efforts include reducing paper usage and increasing the recycling rate.

♦Suppliers are invited to sign the “Supplier CSR Commitment” in order to raise 
sustainability levels throughout the service supply chain.

Corresponding Chapter(s) : 

CH1 Implement –  Sustainable Strategies for CSR
CH5 Initiate – Advocating Friendly Environments

China Life Sustainability Strategies
♦In response to climate change and to combat global warming, China Life has set 

targets for annual reductions in electricity usage and greenhouse gas emissions.
♦Constructing green buildings to lower environmental impact. For example, the 

Taipei Academy development project is a candidate for a Gold Class Green Building 
Label.

Corresponding Chapter(s) : 

CH5 Initiate – Advocating Friendly Environments 

China Life Sustainability Strategies
♦Finance and life insurance camps are held for the 

chi ldren of  employees.  L ively,  fun c lasses and 
Monopoly games are used to teach finance and life 
insurance topics, so children develop healthy values 
around money.

♦For years, China Life has supported education in rural 
areas. It uses corporate resources to improve the 
study environment there and to help children develop 
their talents and unlock their potential. It hopes to 
show how education can be used to move up the 
social ladder and open up limitless possibilities.

Corresponding Chapter(s) : 
CH4 Care – Building a Society for the Common Good
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External Environment Opportunities and Challenges
▪ Legal enforcement by regulators
▪ Fees for insurance products should be sufficient, reasonable and fair
▪ Pricing for personal accident insurance should be more reasonable

China Life Response
▪ Acts in accordance with laws enforced by regulatory agencies by revisiting product design to 

ensure that products and development processes adhere to legal stipulations. Offers new insur-
ance products that better meet market demands. By increasing diversity, these products provide 
additional benefits to policyholders.

▪ Acts in accordance with laws enforced by regulatory agencies to give policyholders the chance to 
make appropriate plans of protection based on need and to increase benefits. 

External Environment Opportunities and Challenges
Climate change / Increase in the frequency and strength of natural disasters 
/ Global warming / Rising temperatures / Increase in communicable diseas-
es / Drought and bitter cold / Agricultural growth problems / Losses to agri-
culture, fisheries and personal property

China Life Response
▪ Charity fairs promote group buying of products made in hospitable environ-

ments by small-scale farmers. These channels help farmers to maintain a 
stable source of income.

▪ Health and hygiene messages are spread among employees and policy-
holders during peak seasons for communicable disease.

External Environment Opportunities and Challenges
Environmental protection / Green consumer trends / Green procurement

China Life Response
▪ Responded to the government’ s advocacy of green procurement by priori-

tizing the purchase of certified-green products.
▪ In 2016, NT$9.56 million was spent on green procurement.

External Environment Opportunities and Challenges
▪ Emerging technology use
▪ Mature e-commerce platforms
▪ Adjustments to the directions for e-commerce operation

China Life Response
▪ Evaluates e-commerce market trends and studies consumer habits in order to 

design products that appeal to a new generation of consumers. These products 
allow China Life to expand the digital market and provide policyholders with more 
convenient, diverse product choices.

▪ Launch of the e-policy online issuance system reduced paper use and improved 
efficiency of policy issuance.

▪ Accelerated growth of e-commerce insurance led to more than 30,000 online 
members. In 2016, China Life’ s premium income from our e-commerce platform 
accounted for 48% of all online life insurance sales in Taiwan. 

External Environment Opportunities and 
Challenges
Demographic changes / Ageing population / Lower birth rate / 
Aged society  /  Reduct ion in the labor force populat ion  /  
Increased financial burden / Decreased economic growth / 
Changes to consumer behavior / Increase in elderly care needs

China Life Response
▪ With the population ageing, to prevent policyholders from 

facing economic hardship due to sickness in old age and to 
help elderly patients receive the care they need, in 2016 China 
Life introduced a special new product for injury and illness. 
Besides continuing to offer insurance for hospitalization, sur-
gery and cancer coverage it strengthened long-term care prod-
ucts for patients facing cer tain diseases, incapacitation, 
dementia or physical or mental disability.

▪ While continuing to monitor changes to the population struc-
ture, China Life places great importance on the economic 
burden faced by the elderly, household elderly care and com-
munity elderly care. While focusing on insurance products and 
care for the elderly, China Life also offers comprehensive, 
diverse products that facilitate medical and long-term health 
care for policyholders.

External Environment Opportu-
nities and Challenges
▪  Scarce education resources in rural commu-

nities
▪ The urban-rural development gap has led to 

a relatively high percentage of children in 
rural communities who are economically 
disadvantaged. There are more instances of 
children being raised by their grandparents; 
household imbalances;  lack of  cultural  
understanding; or a lack of everyday necessi-
ties.

China Life Response
▪ The “Read Across 319 Townships” program 

has injected resources into elementar y 
schools in rural communities, raised educa-
tion standards and decreased the urban-ru-
ral development gap.

Society

Environment

Corporate 
Governance

Opportunities and Challenges
Domestic laws, foreign regulations, technology, demographics, and the climate are changing rapidly. China 
Life is keeping close watch so we can manage risks and identify opportunities. By monitoring and responding 
to the external environment, we pave the way to sustainable development and provide stakeholders with 
comprehensive information and services.
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Total assets: NT$1,323,711 million
Net income: NT$9,468 million
Premium income: NT$191,139 million
Earnings per share: NT$2.73

Total assets: NT$1,202,622 million
Net income: NT$9,172 million
Premium income: NT$162,158 million
Earnings per share: NT$2.64

Employees: 13,202
Average employee services and benefits, 
non-supervisors: NT$772,775

Office staff education and training, 
total hours: 59,190
Sales agent education and training, 
total hours: 649,487

Service desk satisfaction rate of 4 or higher: 99.5％
Public welfare contributions: NT$15,213,047
Volunteer hours: 12,434.5
Public welfare activities: 534
“Read Across 319 Townships” promotional events: 11

Green procurement: NT$9.56 million
Total carbon emissions: 3,243.426 CO2e
Total electricity usage: 12,704,019 kWh
Green promotions reduced paper usage by more than 
1.91 million sheets
Recycled waste: 72,426 kg

Employees: 13,539
Average employee services and bene-
fits, non-supervisors: NT$741,734

Office staff education and training,  
total hours: 40,342
Sales agent education and training, 
total hours: 624,947

Service desk satisfaction rate of 4 or higher: 93.58％
Public welfare contributions: NT$14,033,342
Volunteer hours: 3,584
Public welfare activities: 491
“Read Across 319 Townships” promotional events: 18

Green procurement: NT$15.62 million
Total carbon emissions: 3,015.711 CO2e
Total electricity usage: 12,104,670 kWh
Green promotions reduced paper usage by more 
than 1.5 million sheets
Recycled waste: 56,976 kg

Strategic Plan2015 Capital Invested 2016 Capital Output

Note: As a life insurance company, China Life requires high capital investments in human resources and knowledge to create value. Its main products 
and services are banking and insurance products, so it does not require manufacturing capital.

Human Capital

Knowledge Capital

Social Capital

Natural Capital

Financial Capital

1
China Life strengthened corpo-
rate governance. On the condi-
tion of maintaining ethical man-
agement, it sought stable opera-
tions and profit growth:
● Solidifying the corporate gover-

nance system
● Conducting responsible investment
● Promoting supplier management 

2
China Life is devoted to providing 
policyholders with diverse product 
offerings and excellent service. It 
cares for all employees and gives 
back to society:
● Considerate after-sales service
● Diverse employee services and 

benefits
●  Empowerment of disadvantaged 

groups
● Solidifying information security 

systems

3
China Li fe recognizes that 
c l i m a te  c h a n g e  i s  a  r e a l  
threat. We have thus made 
environmental protection our 
duty, introducing innovative 
green services to protect the 
earth:
● Implementing environmental 

management
● Promoting green services

New Resource Allocation and Business Model

Total assets: NT$1,323,711 million
Net profits: NT$9,468 million
Premium income: NT$191,139 million
Earnings per share: NT$2.73

Total assets: NT$1,202,622 million
Net profits: NT$9,172 million
Premium income: NT$162,158 million
Earnings per share: NT$2.64

Employees: 13,202
Average employee services and benefits, 
non-managerial staff: NT$772,775

Office staff education and training, 
total hours: 59,190
Sales agent education and training, 
total hours: 649,487

Service desk satisfaction rate of 4 or higher: 99.5％
Public welfare contributions: NT$15,213,047
Volunteer hours: 12,434.5
Public welfare activities: 534
“Read Across 319 Townships” promotional events: 11

Green procurement: NT$9.56 million
Total carbon emissions: 3,243.426 CO2e
Total electricity usage: 12,704,019 kWh
Green promotions reduced paper usage by more than 
1.91 million sheets
Recycled waste: 72,426 kg

Employees: 13,539
Average employee services and benefits, 
non-managerial staff: NT$741,734

Office staff education and training,  
total hours: 40,342
Sales agent education and training, 
total hours: 624,947

Service desk satisfaction rate of 4 or higher: 93.58％
Public welfare contributions: NT$14,033,342
Volunteer hours: 3,584
Public welfare activities: 491
“Read Across 319 Townships” promotional events: 18

Green procurement: NT$15.62 million
Total carbon emissions: 3,015.711 CO2e
Total electricity usage: 12,104,670 kWh
Green promotions reduced paper usage by more 
than 1.5 million sheets
Recycled waste: 56,976 kg

Strategic Plan2015 Capital Invested 2016 Capital Output

Note: As a life insurance company, China Life requires high capital investments in human resources and knowledge to create value. Our main 
products and services are life insurance products, so we do not focus on disclosure of manufactured capital.

Human Capital

Knowledge Capital

Social Capital

Natural Capital

Financial Capital

1
China Life strengthened corporate 
governance. On the condition of 
maintaining ethical management, 
it sought stable operations and 
profit growth:
● Solidifying the corporate gover-

nance system
● Conducting responsible investment
● Promoting supplier management 

2
China Life is devoted to provid-
ing policyholders with diverse 
product offerings and excellent 
service. It cares for all employ-
ees and gives back to society:
● Considerate after-sales service
● Diverse employee services and 

benefits
● Empowerment of disadvantaged 

groups
● Solidifying information security 

systems

3
China Li fe recognizes that 
c l i m a te  c h a n g e  i s  a  r e a l  
threat. We have thus made 
environmental protection our 
duty, introducing innovative 
green services to protect the 
earth:
● Implementing environmental 

management
● Promoting green services

New Resource Allocation and Business Model
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2017 Key Sustainability Goals

Better Money Laundering Prevention and Counter-Terrorism
•Evaluate risk of money laundering and terrorism financing

Responsible Investing to Support Sustainable Industries
•Use CSR principles to evaluate investment targets; China Life not only invests in companies that value 

ESG principles but also regularly evaluates their CSR performance; findings are disclosed in research 
reports and serve as an important consideration when making investment decisions

•Invest in the bonds of supranational organizations to support infrastructure development and social 
projects in developing nations, including projects targeting water resources, traffic, energy and human 
rights

•Attend shareholders’ meetings of invested companies to ensure proper use and management of policy-
holders’ assets; China Life’s attendance rate is around 95%

•Adjust internal investment policies and decision-making scope based on changes to domestic or foreign 
laws, as well as global trends

Strengthen Corporate Governance and Ethical Management to Fulfill Com-
mitments Made to Shareholders 

•Evaluate the performance of the Board of Directors at least once a year
•Strengthen the understanding and awareness of ethical management concepts among employees and 

external stakeholders
•Continue to participate in corporate governance evaluations of TWSE/GTSM listed companies (fourth 

year) 

China Life has always adhered to ethical management values and sought to 
fully comply with regulator demands. We established both the “Ethical 
Corporate Management Best Practice Principles” and “Ethical Corporate 
Management Conduct Guidelines. ” We created mechanisms to prevent 
corruption and improper transfer of benefits. Following government policy, 
we established the “Comprehensive Money Laundering and Terrorism 
Financing Risk Analysis and Prevention Plan.” In terms of corporate gover-
nance, we understand that accountability and transparency are a vital part 
of ethical management. Our investments include purchasing the bonds of 
supranational organizations, which helps fund infrastructure projects that 
raise the quality of life in developing countries, thus reducing inequality 
between nations.

The United Nation’s SDGs

Uphold
Prudent Governance 

and Ethical 
Management
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♦ The only life insurance company to rank among the top 5% of the Corporate Gover-
nance Evaluation Awards for three consecutive years

♦ Awarded the highest grade in the Taiwan Corporate Governance Association’s CG6010 
(2015) Corporate Governance System Review

♦ Maintained the twAA long-term issue credit rating

♦ 100% completion rate of performance evaluations and self-assessments by the Board 
of Directors, functional committees, and individual board members, as well as peer 
reviews of individual board members

♦ Plans for a new Risk Management Information Platform, which will allow us to more 
accurately assess risk

Chapter 
Key

Points

Introduction
China Life has always insisted on business integrity and ethics. It is the foundation of our engagement with 

stakeholders and a natural extension of the values we promise to shareholders, policyholders and employees. 

It not only drives corporate growth but also serves as a building block for sustainable development. In terms 

of management and corporate governance, integrity is a core value of every operation we undertake and a 

tool for identifying and responding to internal and external risks. We use integrity to ensure people’s rights 

and interests and to continue the remarkable business growth that has made our company a model member 

of the life insurance industry.

Agents
I n  2 016 ,  C h i n a  L i fe  l a u n c h e d  o n l i n e  
insurance applications and an e-document 
system. E-documents aid in our efforts to 
reduce paper waste and make policy-making 
and delivery more efficient. Policyholders 
benefit from a more comprehensive, diverse 
user experience.

Bancassurance
We of fer a diverse range of high-quality 
bancassurance products  that  prov ide  
comprehensive protect ion,  a long wi th  
retirement planning and wealth-building 
products, to satisfy all customers’ insur-
ance needs.

E-commerce
Besides continuing to sell  travel safety 
insurance and accident insurance, on May 
16, 2016, China Life pioneered the online 
sale of interest-sensitive annuity, opening a 
new online market for financial planning 
products. Now customers can conveniently 
go online to buy insurance, plan for their 
retirement or childrens education, and 
more.

Brokers
Our diverse range of products encourages 
leading medium- and large-scale brokers 
to  coopera te  w i th  us  as  long - te rm 
p a r t n e r s .  Working together  c losely  
ra i ses  the  q u a l i t y  o f  s e r v i c e  a n d  
enables our partners and us to succeed.

Financial Services
The Financial Services Department has 
developed new digital services available 
on our  mobi le  p lat form.  Advanced,  
thoughtful and fast assistance provides 
personalized VIP-level services to high 
net-worth individuals.

Group Insurance
Corporate clients benefit from compre-
hensive group insurance planning. Visits 
to our business customers bolster the 
market by strengthening relations with 
policyholders and providing comprehensive, 
fast and convenient services.

China Life

Agents

Banca-
ssurance

E-com-
merce

Brokers

Financial 
Services

Group 
Insurance

Six Distribution 
Channels and 
Development 

Strategy

Transparent 
corporate 

governance

Stable 
operational 

performance
Prudent risk 
management

 In
ternal development strategies

Engagement with external sta
keholders
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Stable Operational Performance

Financial Performance
In 2016, China Life again achieved record profits. First-year premiums and total premiums grew by 9% and 

18%, respectively, to NT$90.63 billion and NT$191.14 billion. Net profits rose 3% to NT$9.47 billion, for EPS 

of NT$2.73, while market value was NT$111.33 billion, and total assets were NT$1.3 trillion at the end of 

2016. Over the past five years, premiums, market value and assets grew by over 50%, while net profits more 

than doubled. The excellent performance is a direct result of our commitment to stable operations. China Life 

spares no efforts in developing products that cater to different groups and thus boosts sales. Our promise of 

financial stability, which protects the rights of policyholders and shareholders while ensuring healthy capital 

adequacy as well as appropriate asset and liability management, has gained recognition from regulators. It 

has also enabled China Life to become the only life insurance company in Taiwan to pay cash dividends for 

four consecutive years. 

First-Year Premiums

Total Premiums

Total Assets

Market Cap

Net Profit

53%

56%

78%

107%

31%
Note: The base year is 2012 and data was collected through 2016

Financial G
row

th in the Last Five Years

▌2016 Investment Portfolio

Real Estate 3%

Loans 2%

Overseas Equity  4%

Domestic Fixed Income 18%

Domestic Equity 6%

Deposits and Short Term Investments 2%

OTC-Listed International Bonds 22%

Overseas Fixed Income 43%

	 2016.12.31	 2015.12.31	 2014.12.31 

	 1,323,711	 1,202,622	 1,107,268

	        9,468	         9,172	         6,512

	    111,334	       84,339	      79,860 

	    191,139	     162,158	    154,455

	      90,627	       83,143	      83,888

▌ Key Financial Performance Indicators Unit: NT$ millions

Total Assets	

Net Profits

Total Market Value

Total Premiums

First-Year Premiums

	   3,126,384	   1,336,133	    3,036,497

	   2,779,008 	   2,004,088	    1,214,599

	               0.8	               0.6	                0.4

	      (39,334)	      702,298	       386,275

	 237,222,260	 203,925,508	 193,631,190

	   9,468,357	    9,171,902	    6,512,806

	             2.73	              2.64	              1.88

	   2,600,650	   2,386,948	    2,116,636Employee Pay and Benefits ❶❶

Operating Revenues

Net Profits

EPS (NT$)

Stock Dividend Payment (Surplus Year)  

Cash Dividend Payment (Surplus Year)

Cash Dividend Per Share (NT$)

(Refund) Income Tax Expense

	 2016	  2015	 2014
▌ Economic Value Generated and Distributed

Unit: NT$ thousands 

❶ The figures are listed according to employee benefits (categorized into operating expense) in the financial report 

❷ Includes capital surplus transferred to capital and allotment

❸ For more details of financial performance, refer to the 2016 China Life Financial Report. The report can be found on China Life’s corporate website in the 
financial information section of the investor relations page (https://www.chinalife.com.tw/wps/portal/chinalife/investor-relations/financial/financial-report) 

Value Distributed to Stakeholders

Dividends

❷

▌ Premium Income by Product Type

Unit: NT$ thousands

Note: Investment-linked products are classified to life insurance and annuity

2016
Life Insurance     149,201,003
Accident Insurance   2,864,789
Health Insurance    17,970,880
Annuities                   

2015
Life Insurance     113,051,099
Accident Insurance    2,840,381
Health Insurance   18,661,260
Annuities              

2014
Life Insurance        99,344,916
Accident Insurance   2,116,636
Health Insurance   18,178,551
Annuities              

Total        191,139,213 Total     162,158,398 Total     154,454,879

21,102,541 27,605,658 34,211,523
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Transparency of Corporate Governance

Board of Directors and Functional Committees

Structure of the Board of Directors
The Board of Directors, the highest decision-making body of China Life, prudently examines and guides 

business strategy and steers the direction of the company. It is a model for the rest of the company to follow. 

To ensure healthy corporate governance and protect the general interests of the company, China Life added 

independent directors on June 13, 2008, at the 17th Board of Directors meeting. We established the Audit 

Committee and Remuneration Committee in August 2011. These committees joined the Risk Management 

Committee, which was established in January 2006, as functional committees overseen by the Board to 

provide stronger oversight and management. China Life also established the Committee of Business Integrity 

and Ethics and the Auditing Department to strengthen corporate governance.

	 ▌ China Life Organizational Structure

Committees and 
Functional Groups

Risk Management 
Committee

 Audit Committee

 Remuneration  
Committee

Committee of 
Business Integrity 

and Ethics

Auditing Department

Shareholders' Meeting

Board of Directors
Chairperson

President

Branch Offices
Beijing Representative Office
Agency Development Dept. of Kaohsiung & Pingtung Region
Agency Development Dept. of Tainan Region
Agency Development Dept. of Taichung & Chiayi Region
Agency Development Dept. of Taoyuan & Hsinchu Region
Agency Development Dept. of Taipei – A Region
Agency Development Dept. of Taipei – B Region
Agency Admin. Dept.
Training Dept.
Agency Sales Supporting Dept.
Agency Sales Planning Dept.
Brokerage Admin. Dept.
Group Insurance Dept.
Financial Service Dept.
Bancassurance Sales Dept. of Southern Region
Bancassurance Sales Dept. of Northern Region
Bancassurance Admin. Dept.
Bancassurance Channel Dept.
Kaohsiung Customer Service Center
Tainan Customer Service Center
Chiayi Customer Service Center
Taichung Customer Service Center
Taochu Customer Service Center
Taipei Customer Service Center. I、II
Policy Processing Dept.
Call Center
Customer Complaint Dept.
Premium Planning Dept.
Claim Dept.
Customer Service Planning Dept. I、II
Underwriting Dept.
System Engineering Dept.
System Design Dept.
System Service Dept.
System Development Dept.
E-Commerce Dept
System Governance Dept.
System Conversion Dept.
Policy Process Management Dept.
Product Development Dept. I、II
Actuarial Dept. I、II
Electronic Commerce Dept.
Marketing Planning Dept.
Direct Investment Dept.
Equity Investment Dept.
Domestic Fixed Income Dept.
Foreign Investment Dept.
Foreign Exchange Dept.
Risk Management Dept.
Facility Service Dept.
Real Estate Management Dept.
Real Estate Investment Dept.
Public Relations Dept.
General Affairs Dept.
Accounting Dept.
Finance Dept.
Human Resources Dept.
Distribution Standard Dept.
Compliance Dept.
Legal Dept.

In 2016, the Board of Directors held 14 meetings in which it discussed operations and corporate governance 

issues with the company’s management team. Amid rapid changes in the industry and market, the meetings 

facilitate prompt reactions to sustainability issues raised by the general public and stakeholders. The 

nine members of the board enhance company performance by drawing on their strong academic and 

professional experience in areas including finance, banking, business management, risk management, 

insurance, statistics, actuarial analysis and law. Three of the directors are female, in line with the principle 

of maintaining a diverse board to promote gender equality and follow international trends and government 

policy.

Board members continue to diversify and strengthen their professional experience, participating in education 

and training to stay abreast of industrial, economic and developmental trends in Taiwan and overseas. 

Should there be a conflict of interest involving a board member or a legal entity a board member represents, 

the board member is excused from voting in accordance with internal guidelines and corporate governance 

regulations and shall not be allowed to exercise the right to vote on behalf of other board members. The 

selection of directors and independent directors is carried out using a candidate nomination system, which 

adheres to the expectations of regulators and legal requirements. China Life also continues to optimize 

corporate governance. In the third Corporate Governance Evaluation Awards we ranked in the top 5%, making 

us the only life insurance company to do so for three years in a row.

In 2016, China Life underwent the Taiwan Corporate Governance Association’s CG6010 (2015) Corporate 

Governance System Review. Following written submissions, on-site inspections and interviews with 

intermediaries, we were awarded the review’s highest grade. Even under rigorous examination following the 

latest international standards, China Life was shown to have effective corporate governance.

▌ Board of Directors

Name Title Gender

Diverse Backgrounds and Core Capabilities 

Operations 
and 

 anagement

Leadership 
and Decision 

Making

Finance 
and  

Banking
Law

Statis-
tics and  
Actuary

Insur-
ance

Alan Wang Chairman Male V V V V

Yu Ling Kuo Director Female V V V V

Tony T.M. Hsu Director Male V V V V

Stephanie Hwang Director Female V V V V V

Anne Su Director Female V V V

Jin-Lung Peng Director Male V V V V

Louis T.Kung  Independent Director Male V V V V

Wei-Ta Pan Independent Director Male V V V V

Wen-Yan Shu Independent Director Male V V V V V

Directors’ highest level of education completed: four PhDs, four master’s degrees, one bachelor’s degree
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Board of Directors Performance Reviews
In 2015, China Life revised the “Performance Evaluation Approach of Board of Directors.” These reviews are 

used to evaluate the performance of the board and functional committees and to conduct self-assessments 

and peer assessments of individual board members. The reviews are conducted after the end of each year as 

a way of strengthening corporate governance.

▌2016 Performance Evaluation Results

All passed  

All passed ; 
Average score of 96.33; 
Graded as “excellent”

All passed ; 
Average score of 95.56 ; 
Graded as “excellent”

Evaluation Items

Degree of participation in compa-
ny operations, raising the deci-
sion-making quality of the board 
(functional committees), board 
(functional committees) composi-
tion and structure, selection and 
continuing education of directors 
(committee members), internal 
controls

Un d e r s t a n d i n g  o f  c o rp o r a te  
objectives and missions, knowl-
edge of director duties, degree of 
participation in company opera-
tions, internal relations, opera-
tions and communications, pro-
fessionalism and continuing edu-
cation,  internal  controls,  and 
other items 

Board of 
Directors and 
Functional 
Committees

Self-Assessments 
of Individual Board 
Members 

Peer Review of 
Individual Board 
Members

Evaluation Items

▌Ratio of Independent Directors and Operation of the Board of Directors and Functional Committees

Formation and Role 2016 Track Record

 3  / 9 

Headed by Chairman Alan Wang and 
consists of  nine members,  three of  
whom are independent directors. The 
board is tasked with approving business 
goals, budget review, profit distribution, 
change of capital, and internal policy 
review.

▪ Held 14 meetings

▪ Passed a revision to the “China Life 
Guidelines for Board of Directors”

▪ Passed a revision to the “Corporate 
Governance Policy”

▪ Passed a revision to the “China Life 
CSR Policy” and “China Life CSR Prin-
ciples”

Board of 
Directors

 3 / 3

Consists of all independent directors 
and is responsible for monitoring and 
ensuring ef fective internal controls, 
compliance to relevant laws and regula-
tions, and management of existing or 
potential business risks.

▪ Held 10 meetings

▪  Meet ings  were  he ld  when  i tems  
needed to be approved by the Audit 
Committee in accordance with organi-
zational policies or regulations

Audit 
Committee

 3  / 3 

Consists of all independent directors 
and is responsible for assessing, setting 
and reviewing the compensation and 
performance of the Board of Directors 
and senior executive managers.

▪ Held five meetings

▪ Policy setting relating to the compen-
sat ion and per formance of  board 
members and senior executives as 
well as routine assessment, discus-
sion and decision-making 

▪ Revisions to the Articles of Incorpora-
tion, rules governing director compen-
sation, mechanisms for sales agent 
performance and bonuses, and mech-
anisms for external distribution chan-
nel performance and bonus mecha-
nisms

Remunera-
tion 

Committee

2 / 12
▪Held four meetings

▪Established risk appetite and major 
risk limits

▪Revised risk management regulations

▪ Operates directly under the Board of 
Directors and consists of 12 mem-
bers. Convened by an independent 
director with a banking, insurance and 
finance background.

▪ Responsible for setting and monitor-
ing risk management policy. Ensures 
consistency, appropriateness, stability 
and transparency across all risk man-
agement mechanisms to establish a 
strong risk management culture.

Risk 
Manage-

ment 
Committee

Refer to the 2016 China Life Annual Report for more information regarding the actual operation of the Board of Directors and functional committees, share-
holdings, important meeting conclusions, and continuing education plans. 

No. of Independent 
Directors /

 Total Members

5

3

6

Gender Age

22

Female

Male

Under 
50

51 ~ 60

Over
61
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Internal Auditing
The internal auditing unit, which operates under the Board of Directors, organizes at least one general 

audit annually. It examines management units responsible for finances, sales and information according to 

the board-approved audit plan, the “Implementation Rules of Internal Control and Internal Audit Systems 

of Insurance Enterprises” and other regulations. It tracks and improves review opinions and deficiencies 

found by regulators, accountants, internal auditors and self-inspection personnel. The chief auditor reports 

to the Audit Committee and the Board of Directors at least quarterly, and directors communicate with staff 

responsible for internal control testing and auditing to ensure proper governance.

In 2016, China Life held its shareholders’ meeting in May to avoid the traditional peak season for shareholder 

meetings in June. The meeting took place near the Beitou MRT Station to allow easy access for shareholders.

Voting results of shareholders’ meetings are published on the Market Observation Post System (MOPS) to 

provide fast and transparent access. China Life emphasizes the quality and timeliness of information by 

releasing all financial reports and shareholders’ meeting results before the legal reporting deadline, as 

follows:

▌Internal Auditing Units

Formulation Approval Feedback

Annual auditing plan 
considerations and 
principles :

•Monitoring by regulators

•Scope of internal 
controls and audits

•Corporate properties 
and management 
needs

•Annual auditing plan 
sent to the Board of 
Directors for approval 

•Reported to regula-
tors

•General audits

•Special audits

•Auditing reports are 
regularly made to the 
Audit Committee and the 
Board of Directors

•Audited units propose 
improvement plans 
then follow up on 
implementation

•Relevant units are 
informed of compliance 
status

•Relevant units are 
informed of risk

Implemen-
tation

2015 and 2016 Semi-Annual Financial 
Reports

Released 15 days before the legal due date; the only life 
insurance or financial holding company in Taiwan that 
publishes before the legal deadline

2015 and 2016 Financial Reports
Released one month before the legal deadline and 
within two months of the end of the fiscal year

2016 Shareholders’ Meeting Handbook, 
Supplementary Material and Annual 
Report

Released nine to 11 days prior to the legal deadline

▌Shareholding Structure of China Life
Foreign Institutional Investors 
and Foreigners
Holding Shares : 1,876,710,274

Government Agencies 
Holding Shares : 635

Financial Institutions  
Holding Shares : 169,138,947

Other Institutional Investors
Holding Shares : 620,868,844 Individuals 

Holding Shares : 807,041,300

54.03%

23.23%17.87%

4.87%

Note: Figures were listed according to the data on book closure day (July 27, 2016)

China Life provides extensive information to both internal and external stakeholders. The independent 

auditors explain the status of financial report audits in semiannual and annual reports to the Audit Committee 

and discusses the findings of internal control testing and regulatory updates with independent directors. 

For foreign investors, extensive information is available in English, including an investor relation’s area that 

was launched in 2014 on the company’s corporate website. Translations of shareholders’ meeting reports 

and agenda updates, English news reports released at the same time as the Chinese-language version, and 

quarterly financial reports are also available. Thanks to these efforts, in combination with highly transparent 

financial reporting, prudent corporate governance and excellent operational performance, foreign investors 

show great confidence in China Life. At the end of 2016, foreign investors held more than 60% of China Life 

shares, one of the highest percentages among listed finance companies in Taiwan.
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In order to build a more comprehensive ethical management system, China Life regularly publishes articles 

describing corporate virtue and ethics on both its internal network and corporate website, for employees, 

management and directors to use as a reference. As a show of commitment, directors and management are 

asked to sign the company’s “Declaration of Ethical Management.” 

Besides requiring that high-level managers engage in ethical management, China Life urges all employees to 

uphold the same values. Online testing ensures that all employees have an acceptable understanding of this 

issue. By the end of 2016, 100% of agents and office staff had completed related training. Supervisors are 

obligated to promote anti-corruption measures within their department and ensure that employees are well 

informed. As a result of effective communication, there were no reported violations of the “Ethical Corporate 

Management Best Practice Principles” in 2016.

100%

2016
Completion Rate

Classes Held

3 courses

Promoted related ideas among 
office staff, then used online 
testing to ensure all employees 
had reached an acceptable 
understanding

Corporate Virtue and 
Ethical Management

Courses focused on legal train-
ing were of fered to all sales 
agents and were easily acces-
sible on China Lifes “Agency 
Training e-Academy”

Ethical Management

Classes Held

15 courses

▌Management Organizational Structure

Risk Management 
Committee

 Audit Committee

 Remuneration  
Committee

Committee of 
Business Integrity 

and Ethics 

Auditing Department

Board of 
Directors

Chairperson

President

CSR Committee

Investment Management Committee

Credit Review Committee

Underwriting Committee

 Insurance Claims Committee

Policyholder Appeal Review Committee

Human Resources Arbitration Committee

Occupational Health and Safety Committee

Sexual Harassment Prevention Committee (Office Staff) 

Sexual Harassment Prevention Committee (Agents)

Outsourcing Management Committee

Environmental Protection Committee

Personal Information Protection and Management Committee

Information Security Committee

 Assets and Liabilities Risk Management Team

Insurance Product Review Team

Insurance Product Management Team

C
o

m
m

itte
e

s a
n

d
 F

u
n

ctio
n

a
l G

ro
u

p
s

           2011

    
      2

013

           2015

    
      2

016

▌Key Points of Ethical Management and Corruption Prevention

Formulated 
“Ethical 

Corporate 
Management 
Best Practice 
Principles”

Establ ished rules to prevent 
conf l i c ts  o f  in te res t  among  
directors, managers, employees, 
appointees, and anyone with 
influence; included a ban on 
illegal political contributions, 
furnishing or accepting inappro-
priate benefits, and inappropriate 
charitable donations or sponsor-
ships

Stipulated reporting 
channels, case units, 
handling procedures, 
and whist leblower 
rewards

“Ethical 
Corporate 

Management 
Conduct 

Guidelines”

Continued to 
modify and draft the 
“Ethical Corporate 
Management Best 

Practice Principles” and 
the “Ethical 

Corporate Management 
Conduct Guidelines”

“Guidelines for 
Handling Illegal, 

Immoral and
 Unethical 
Conducts”

Implementation of Business Integrity and Ethics

Ethical Management Policies
Believing that ethical management is a prerequisite of building value and sustainable development, China 

Life founded the Committee of Business Integrity and Ethics in March 2015. The committee formulates and 

supervises ethical management policies and deterrence plans. It reports annually to the Board of Directors 

and fosters an ethical corporate culture and robust ethical management.

Besides the Audit Committee, Remuneration Committee, Risk Management Committee and Committee of 

Business Integrity and Ethics, which are directly under the Board of Directors, China Life has many other 

committees and functional groups. These were established to enhance the operations of the organization and 

to formulate and supervise corporate policies and objectives.
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As China Life followed four key ethical management directions in 2016, it continued to respond to 

Transparency International’s 2007 appeal to enterprises across the globe to oppose corruption. Details are 

as follows: 

Item Description

Commitment of the Board of Directors and Managers to 
Ethical Management Policies

The “Declaration of Ethical Management,” which the 
Board of Directors and management are asked to sign 
each year, explicitly states the company’s commitment 
to ethical management policies.

Ethical Management Education and Training Outcomes
Promotion takes place among all sales agents and office 
staff. Online assessments ensure an acceptable level of 
understanding among all employees. 

Ethical Management Business Activities

1.Before engaging in any commercial transaction, China 
Life shall consider the legality of the counterparty’s 
business practices and whether they are involved in 
any sort of unethical conduct, and shall avoid any 
dealings with counterparties so involved. 

2.If a counterparty is involved in unethical conduct, 
China Life shall immediately terminate the business 
relationship and list the counterparty as dishonored. 

Violation of Ethical Management Principles

On April 28, 2016, China Life established the 
“Regulations for Reporting and Handling of Illegal, 
Immoral or Unethical Conduct.” The regulations clearly 
state procedures for handling such violations and 
offer channels for reporting concerns, such as direct, 
documented or over e-mail (whistleblower@chinalife.
com.tw).

Regulatory Compliance 
When planning of new products or services is underway, compliance departments participate early in the 

process to assist with planning. In accordance with legal revision management systems, and to fully grasp 

compliance status with major legal revisions, compliance departments also conduct annual compliance 

reviews. They track requested improvements and arrange education, training and promotion.

Legal Revision Management System
In order to introduce a systematic mechanism for responding to legal changes and keeping related 

departments informed, compliance units at China Life developed and established the Legal Revision 

Management System. The system’s automated management tools produce and preserve digital records 

and trails that compliance departments and related units use to check and respond to ongoing cases. The 

system also produces management report forms that gather and analyze data, further raising efficiency and 

effectiveness. There are already plans to expand the system, which officially went online in January 2017, so 

it can be used for more compliance tasks.

Implementation of Legal Compliance
At the end of each year, legal compliance units draft plans for the following year then report them to the 

Board of Directors for approval. To raise understanding of various legal issues, in 2016 our compliance units 

held 31 education, training and promotion events targeting directors, high-level managers, departmental 

compliance managers, sales agents, new employees, and more. These covered topics such as confidentiality 

obligations, financial consumer protection, personal information protection, laws governing online life 

insurance applications, and money laundering prevention.

Whenever regulators identify and act on a violation, China Life reviews its internal operations and policies 

and makes revisions when necessary. We conform to all changes in the laws to ensure full compliance 

with solicitation, products, after-sales service, the protection of employee interests, and other operational 

procedures. 

The FSC issued 48 disciplinary actions to members of the life insurance industry in 2016, resulting in total 

fines of NT$42.84 million. Only one of the actions targeted China Life. It required three corrections relating 

to stakeholder data, notification of policyholders who did not receive payments on covered policy items, and 

stock transactions. Besides improving our process control management, we disclosed the incident on China 

Life’s corporate website. We were not subject to any fines, a remarkable achievement considering the extent 

of actions taken across the industry.

Prevention of Money Laundering  
In 2015, China Life began an analysis of money laundering and terrorism financing risk then drafted 

corresponding management measures, which we started implementing in the second quarter of 2016. We 

completed our first company-wide money laundering and terrorism financing risk analysis report in the third 

quarter of 2016. Based on the report’s findings, we established the “Comprehensive Money Laundering and 

Terrorism Financing Risk Analysis and Prevention Plan,” which is periodically analyzed and reviewed to fully 

grasp the risks the company faces. In response to a March 2017 amendment to the “Directions Governing 

Anti-Money Laundering and Counter-Terrorism Financing in the Insurance Sector,” we strengthened customer 

identity confirmation and internal control systems. These advances have created a corporate culture effective 

at preventing money laundering and terrorism financing.

China Life continues to conduct money laundering and terrorism financing prevention education for office 

staff and sales agents. In 2016, we held four classes for office staff. These were attended by a total of 1,949 

people, for a completion rate of 100%. For sales agents, 15 classes were attended by a total of 12,668 

people (including staff who have left the company), for a completion rate of 93.34%. China Life Micro-Talk 

also produced an online training video that can be viewed at any time. These efforts ensure that our staff are 

equipped in their day-to-day work to prevent money laundering and financing of terrorism.

Improving Solicitation Quality
China Life established the Distribution Standard Department, which is tasked with improving the quality 

of solicitors by investigating and reporting solicitation and service disputes that arise from the courts, 

regulators, guilds, company departments and other places.
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Data gathering - There is a story behind every case. The first step of clearly and quickly 
solving a case is to understand the aim and purpose of the complainant. Only then can a 
proper solution be reached. Therefore, all related information must be gathered, such as the 
contract and any amendments.
Data interpretation – Cross comparison is carried out between gathered information and the 
complainant’s request. Study, analysis and hypotheses are made, behavior is assessed, 
then a strategy is developed to uncover the truth.

Data Gathering / Analysis

▌Case Management Procedure

Registration and Numbering
The Distribution Standard Department assigns a case to the regional Agency Development 
Department that oversees the agents involved in the case. After the case is registered and 
given a number, the investigation begins.

Uncovering the Truth
Questioning - Separate questioning of all defendants takes place. Identification documents 
are checked and the process is recorded or taped.
Coordination Meeting - If both sides agree, a coordination meeting is held to see if common 
ground can be reached.

Legal Proceedings
If the defendant cannot be located, a legal confirm letter is sent requesting his/her 
presence. If the defendant refuses to appear, at the complainant’s discretion evidence is 
passed to the Legal Department, which determines whether to file a lawsuit.

Extent of Sanctions

In accordance with Article 18, paragraph 1 of the “Regulations Governing the Supervision of 
Insurance Solicitors,” we adopt standards and guidelines for solicitors to follow.
If a solicitor or service employee is found to have committed a violation, sanctions are 
implemented based on standards in paragraph 1, Article 19 of the “Regulations Governing 
the Supervision of Insurance Solicitors” as well as the company’s “Regulations Governing 
Solicitor Service Quality.” The defendant could face demerit, dismissal or suspension, or 
revoking of his/her solicitor registration.

Complete 
Investigation 

Records

When a person is questioned during the course of the investigation, he/she shall sign in and a record of 
the conversation shall be kept and signed. Questioning shall cover who, what, where, when and why, and 
the person being questioned shall be asked to give a detailed explanation. Comparison with the counter-
party’ s statements shall be made, and further questioning shall cover areas of disagreement. After ques-
tioning, reference can be made to the recording or tape.

Requests for 
Evidence Evidence shall be requested, such as Line records, and potential witnesses shall be interviewed.

▌Sexual Harassment Prevention Procedure

Filing of  
Complaint

Sexual harassment complaints must be filed in writing to a government agency (the Ministry of the Interi-
or or the Ministry of Labor) or China Life’ s Sexual Harassment Prevention Committee. If a complaint is 
urgent, it can first be made by phone, fax or email. Written documentation must be provided within 14 
days.

Preparing for 
Investigation

Within three days of receiving a complaint, the head of the committee must assign two committee mem-
bers to form an investigative task force.

Statements 
and Defense

Strict confidentiality is required of investigators. Affected parties must be given a full explanation, and 
each person must have the opportunity to express his or her position. Once the alleged victim has clearly 
stated his or her position, repeat questioning should be avoided. Related persons or units must provide 
any relevant information.

Investigation 
and Resolution

Within two months of receiving a complaint, the committee should complete its investigative report and 
make a decision. A one-month extension can be granted if necessary. Investigative results shall be 
provided in writing to each party and regulators. Upon receiving the report, any appeal must be filed 
within 20 days. 

Complete 
Investigation 

Records

When a person is questioned during the course of the investigation, he/she shall sign in and a record of 
the conversation shall be kept and signed. Questioning shall cover who, what, where, when and why, and 
the person being questioned shall be asked to give a detailed explanation. Comparison with the 
counterparty’ s statements shall be made, and further questioning shall cover areas of disagreement. 
After questioning, reference can be made to the recording or tape.

Requests for 
Evidence Evidence shall be requested, such as Line records, and potential witnesses shall be interviewed.

▌Sexual Harassment Prevention Procedure

Filing of  
Complaint

Sexual harassment complaints must be filed in writing to a government agency (the Ministry of the Interior 
or the Ministry of Labor) or China Life’ s Sexual Harassment Prevention Committee. If a complaint is 
urgent, it can first be made by phone, fax or email. Written documentation must be provided within 14 
days.

Preparing for 
Investigation

Within three days of receiving a complaint, the head of the committee must assign two committee 
members to form an investigative task force.

Statements 
and Defense

Strict confidentiality is required of investigators. Affected parties must be given a full explanation, and 
each person must have the opportunity to express his or her position. Once the alleged victim has clearly 
stated his or her position, repeat questioning should be avoided. Related persons or units must provide 
any relevant information.

Investigation 
and Resolution

Within two months of receiving a complaint, the committee should complete its investigative report and 
make a decision. A one-month extension can be granted if necessary. Investigative results shall be 
provided in writing to each party and regulators. Upon receiving the report, any appeal must be filed 
within 20 days. 

Whenever China Life uncovers an incident that could affect the rights of policyholders, the Distribution 

Standard Department is notified. If during a post-sales interview a policyholder tells the call center that he 

or she does not fully understand a new policy, or if a policyholder says there is a problem with his or her 

personal information, or if the call center cannot reach a policyholder by phone, a case is opened. Careful 

management ensures that policyholder needs are prioritized.

Sexual Harassment Prevention
When a sexual harassment case emerged at China Life in 2016, the company launched internal prevention 

procedures and cooperated with outside investigators until the case’s conclusion. In order to prevent such 

incidents from occurring again, we put even greater emphasis on education and advocacy. Office staff 

attended three courses covering human rights policy, ethical management, and fair treatment of customers, 

with 1,945 people participating, for a completion rate of 100%, and 3,890 hours spent in the classroom. 

Sales agents took part in 15 courses, with employees learning the “Sexual Harassment Prevention Act” and 

the “Act of Gender Equality in Employment” in a course on solicitation methods and safety and health. There 

were 12,646 people who participated (including staff who have left the company), for a completion rate of 

93.39%. Classes will continue in the future to safeguard the rights of employees and policyholders. 

Corporate Sustainability

Responsible Investment
Ecological crises are becoming more serious by the day. Environmental pollution, climate change and energy 

supply-demand imbalances are growing. The industrial economy likewise faces many problems. Under 

these circumstances, in order to achieve sustainable operations and fulfill CSR duties, CSR has become a 

prerequisite of investment. CSR actions and attitude play a role in selecting investment targets. Analysis 

considers ESG positions and CSR scores, such as the Dow Jones Sustainability Index, in order to raise the 

percentage of companies in our portfolio that fulfill ESG standards and sustainable practices. Companies that 

harm human life, health or rights are not considered for investment.
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Rigorous Risk Management

Strong Risk Management Mechanisms

Risk Management Structure
Risk management is a vital part of the life insurance industry and a key operational priority of China Life. 

Internally, risk management starts at the highest levels of the company then spreads to all aspects of 

operation. Policies made at the top of the company are expanded upon so they are suitable for wide scale 

implementation. Besides fostering a positive culture, risk is carefully heeded in every department. In 

terms of organizational risk management structure, responsibility lies with the Board of Directors, the Risk 

Management Committee, the chief risk officer, the Risk Management Department, the Auditing Department 

and all operational departments. By communicating the importance of risk management from the top of the 

company on down, and by passing information on risk from lower levels of the company on up, China Life 

infuses risk management into the corporate culture and creates a net for capturing risk wherever it appears. 

The company then benefits from effective risk management.

Risk Management Policies
At China Life, we regularly review our risk management policies. We ensure they are suited to guiding 

risk management throughout the company and are representative of our goals and strategies and our 

organization and duties. They specify appropriate capital adequacy evaluations, risk appetite and risk limits. 

China Life’s major risk types and their management processes fit enterprise risk management global trends. 

They are the foundation of risk-based implementation and scope mechanisms.

Dedicated Risk Management Department
China Life established the independent Risk Management Department to act as the core of the company’s 

risk management efforts. Using interaction, communication and distribution of duties, the department 

spreads risk management requirements and outcomes to every operational unit of the company. The 

Risk Management Department is responsible for developing risk measurement models, planning and 

implementing risk monitoring systems, and providing related information to management, which can then 

make appropriate decisions in response to the risks the company faces. For example, management must 

Risk M
anagem

ent 
Inform

ation

Board of Directors

2nd Line of Defense

Risk management units
Independent management 
and monitoring of risk

Business Units
Ensure adherence to risk 
management scope

1st Line of Defense 3rd Line of Defense

Auditing units
Independent audits

High-Level 
Management

Risk Management 
Committee

▌Responsible Investing Flow Chart

Harm to human 
life, health or 

rights?

Fulfills ESG or 
sustainability 

goals?
YesNo

No investment Follow-up analysis

Yes No

Investment 
analysis

Target 
examination

Listed as an 
investment

 target

China Life’s holdings of supranational organization bonds increased significantly from 2015 to 2016, with 

total investment approaching US$500 million. Returns from these types of bonds are lower than bonds issued 

by other banks or companies; however, we made the investments in the interest of CSR. The investments 

are an indirect way of assisting infrastructure and social projects in developing nations, including projects 

targeting water resources, traffic, energy and human rights. We also participated in analyst meetings held by 

these organizations and joined business and finance discussions to further show support. 

Participation in External Institutions
China Life participates in major sustainability and development initiatives conducted by external institutions. 

Besides taking part in institutes and associations that are closely linked to the insurance and finance 

industry, we maintain close contact with other life insurance companies, academia and government.

          ▌ Participation in External Institutions

Institution / Association Name Role

The Actuarial Institute of the Republic of China Member

The Life Insurance Association of the Republic of China Member

Taiwan Insurance Institute Member

Insurance Anti-Fraud Institute Member

Life Insurance Management Institute of the Republic of China (LIMI-ROC) Member

Life Office Management Association (LOMA) Member

Financial Planning Association of Taiwan Member

Taiwan Insurance Law Association Member
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decide whether to avoid, transfer, hedge, control or shoulder risk, and the capital requirements to assure 

smooth operations. The Risk Management Department communicates closely with operational departments 

that bear risk. It helps the departments to identify or control risk, so they can act as a front-line defense, thus 

preventing risks from actually occurring and warning other departments of their presence.

Risk Management Information Platform
China Life established and operates a risk management information platform in accordance with guidelines 

for detecting operational risk. The platform examines key indicators, such as capital adequacy, asset quality, 

management capability, profitability, and liquidity, while incorporating related information, such as profit 

sources, foreign exposure, investment portfolio, off-balance-sheet items, citizen accounts and regulator 

requests. Managers, the Risk Management Committee, and the Board of Directors use these indicators to 

quickly grasp the company’s exposure and risk management situation so that responses can be drafted and 

implemented. Since the trial launch of the platform in 2016, reviews and adjustments have been made to 

the risk indicators and standards following inter-departmental meetings and in reference to macroeconomic, 

financial market and oversight opinions raised by outside directors on the Risk Management Committee. Data 

accumulated through monitoring further helps to understand and evaluate the company’s overall operational 

risks. 

To identify, weigh, monitor and manage operational risks, China Life determined 
seven major operational risk and loss categories, based on the “Insurance Industry 
Risk Management Best Practice Principles” and the Basel Accord’ s operational risk 
categories. China Life uses these categories as a basis for risk identification and 
determining operational risk information. The risk management categories cover key 
operational aspects: product sale, solicitation, investment, finance and accounting, 
actuary, administration, and human capital. They are used in conjunction with three 
major operational risk management tools: loss data collection, risk and control self-
assessment and key risk indicators to build a comprehensive risk profile.

Financial and market liquidity risks are managed according to China Life's “Liquidity 
Risk Management Regulations.” Mechanisms include predicting the cash flow for 
assets and liabilities, trade limit control, application plan of fund, and emergency 
response management. 

Credit risks for bond issuers and counterparties are managed according to China 
Life's “Credit Risk Management Regulations.” Mechanisms include a list of qualified 
issuers and counterparties; internal management of credit rating and transaction 
limits; credit rating analysis and tracking; concentration of geographic location and 
industry; stress tests; expected credit loss; and credit risks. As of 2016, in consider-
ation of the special risk of subordinate debt issued by the financial institutions and 
corporations, monitoring was improved by adding a minimum credit rating require-
ment, risk limitations by credit ratings, and a maximum percentage of subordinated 
debt to total fixed income portfolio.

Risks related to interest rates, exchange rates and securities prices are managed 
according to China Life's "Market Risk Management Regulations.” Mechanisms 
include management of the position and quota control, sensitivity analysis, stress 
tests, scenario analysis and risk evaluation.

Operational Risk

 Liquidity Risk

Market Risk

Credit Risk

Risk and Control Self-Assessment Procedures
China Life established a risk and control self-assessment (RCSA) mechanism to enable building a culture of 

risk management, identifying everyday operational risks and developing comprehensive risk management 

strategies. The RCSA also evaluates internal controls, serves as a basis for risk indicators and risk 

quantification, and ensures fulfillment of corporate operational goals.

Risk Identification and Response
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Key Risk Indicators
China Life has introduced 74 key risk indicators (KRI) that are used to quantify risks and trends the company 

faces. Monitoring of operational risk fluctuations makes it possible to respond early to risk changes in order 

to strengthen risk awareness among operational and risk management units. By monitoring the KRI, we can 

understand the goals and tolerance of various organizational units toward risk.  

Loss Data Collection
Effective monitoring is the key to strong risk management. China Life has already built operational risk 

monitoring and abnormality reporting mechanisms. By using loss data collection (LDC), besides grasping 

actual exposure to operational risks, we can detect ways to strengthen management of hidden and 

operational risks. This facilitates risk identification and assessment to lower the possibility and impact of 

losses.

Prevention of Money Laundering and Terrorism Financing 
In order to prevent money laundering and terrorism financing, China Life has built a risk management 

framework based on corporate governance and mechanism design, controls and procedures, risk 

management and independent auditing. We use information systems, process management and control, 

and employees’ professional capabilities to incorporate the prevention of money laundering and terrorism 

financing into the company’s organizational culture. External procurement of databases and internally built 

systems further strengthen our ability to identify potential violations. Careful employee recruitment, education 

and training further help to equip our employees with the knowledge and tools they need to prevent these 

illegal activities.

In 2016, China Life completed the “Comprehensive Money Laundering and Terrorism Financing Risk Analysis 

and Prevention Plan.” The plan relies on analyzing data from policyholders, regions and products along 

with current control mechanisms. We also look at risk reports from local governments and warnings from 

international organizations to have the tools needed for full-scale risk analysis. Results are used to formulate 

corporate prevention plans that can stop these risks from becoming reality.

Send to 
Prosecutors
/ Police

Insurance  
Anti-Fraud 
Center

Gather Evidence
/ Investigation 

Data 
Analysis

Abnormal 
Indicators

▪ Discover abnormal indicators
▪ Collect abnormal data
▪ Create and manage file
▪ Report

▪ Start Big Data analysis
▪ Import analysis files
▪ Use i2 and Excel analysis
▪ Produce a group name list
▪ Organizational structure 

analysis

▪ Investigate policyholders’ 
medical records in medical 
institutions

▪ Visit the policyholders
▪ Gather information from other 

insurers
▪ Gather suspicious evidence
▪ Investigation

▪ Notify prosecutors/police and 
serve as a point of contact

▪ Prosecutors/police gather 
evidence

▪ Provide additional evidence and 
analysis if necessary

▪ Determine whether there is 
incriminating evidence

▪ Prosecutors issue an indictment

▪ Investigation and analysis by 
regional claim investigation 
task forces 

▪ Assistance from life insurance 
fraud specialists and a medical 
team

▪ Big Data abnormality analysis

Preparing for Hidden Risks

Preventing Major Fraud and Financial Crimes
China Life established seven major categories of risk that are used for identification and information 

gathering purposes. The major fraud and financial crime category already fits several risks, including money 

laundering, financing of terrorism and internal/external fraud. RCSA is regularly used to identify financial 

crimes and major fraud. It analyzes whether internal controls in key operational workflows are effective, and 

also serves as a foundation of KRI and risk quantification, which are then used to determine financial crime 

and fraud trends in related units on a quarterly basis. The trends serve as an early warning for changes that 

are needed to guard against hidden risks. In 2016, we cooperated with investigators and police in cracking 

seven insurance fraud cases.
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Demographic Changes
In addition to managing internal risks, we are keenly aware of external changes and the problems and 

opportunities they bring. Health care, social insurance, and welfare expenditures attributable to Taiwan’s 

ageing population have become pressing issues. Society must also find a way to care for seniors who face 

economic hardships owing to illness.

In the future, as demographic changes continue, we will closely heed problems ranging from the daily 

economic burden faced by the elderly to the needs of families and social institutions that care for the aged. 

China Life’s diverse channels will further assist policyholders in preparing for retirement. We will raise quality 

of life for the elderly by focusing on their insurance needs, and thus fulfill our promise of suitable protections 

for all policyholders.

Risk of Climate Change and Major Disasters
As the climate changes, natural disasters are growing in both frequency and strength. According to recent 

scientific reports published by the UN’s Intergovernmental Panel on Climate Change, as global temperatures 

rise, the rate and strength of extreme weather events will increase. These extreme events, together with 

the expected rise in sea levels, will cause more flooding, droughts and water shortages. Storm surges and 

flooding of seaside areas will become more common. Coastal erosion will cause loss of assets and damage to 

buildings and infrastructure. Injury, loss of life and disappearances are to be expected.

Prompt claim 
processing and 
customer care

1 2 3 4

▌Disaster Action Plan

Inform core management groups and provide regular updates

Responsible 
units

All service centers

Service 
centers in 

the disaster 
location

Launch response 
mechanisms and 

task forces

Assign individuals 
to provide care 

and generate a list 
of casualties

Depending on the 
severity of the event, 
establish a dedicated 

service desk for 
affected policyholders

Confirmed 
policyholder 
casualties

Under such daunting circumstances, China Life continues to uphold a spirit of care and concern. In 2012, we 

issued the “Guidelines for Policyholder Services for Natural Disasters,” which we revised in 2014 to become 

the “Policyholder Service Methods.” These methods are launched in times of major natural disaster, such as 

the deadly earthquake that struck southern Taiwan in 2016, or typhoons Nepartak, Meranti, Malakas and 

Megi, so policy claims and provision of services can be handled quickly. Policyholders can then benefit from 

care and protections in their time of greatest need. 

▌Products That Meet the Needs of an Ageing Population

    
     

 2014

    
     

  2016

         2015

• Activating policies held by 
middle-aged and older 
policyholders: Under certain 
circumstances, life insurance 
policies may be transferred 
into pension and retirement 
funds 

•Launched specific accident and 
illness insurance (recipients of 
survival or death benefits do not 
qualify)

•Launched critical illness insurance 
(offered two types of coverage for 
severe and mild cases)

• Launched handicapped 
assistance and long-term 
care insurance
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China Life’s comprehensive human resources policies allow it to 
provide diverse, high-quality work opportunities that offer space for 
development. Measures have been put in place to govern hiring 
policy and human rights, talent cultivation and development, pay and 
benefits, and occupational safety and health. In terms of hiring and 
pay packages, we adhere to the principles of gender equality and 
equal pay for equal work. We ensure that women have the opportuni-
ty for promotion, as shown by the makeup of our Board of Directors, 
which currently has three female directors. Results show that China 
Life has made great progress in eliminating discrimination and guar-
anteeing human rights.

The United Nation’s SDGs

Chapter 3

Develop
Cultivating 

Professional Staff

Cultivating Professional Finance and Insurance Talents
•Implement certification courses from the international Life Insurance Marketing and Research Association 

(LIMRA) and increase the number of people trained by 20% YoY
•Continue to conduct the “Management Associates Plan” and summer internships for young scholars in order 

to enhance our image as an employer and develop future management talents
•Cultivate project managers and built a comprehensive project management system in order to improve overall 

operational performance
•Plan measures to successfully facilitate employee job transfers and advancement; conduct training in digitali-

zation, development for supervisors, and strategic responses to trends

Diverse Worker Benefits to Build a Safe Workplace
•Launch the “Parent-Child Volunteer Train” to facilitate more positive interaction between employees and their 

children
•Conduct health management plans to strengthen employees’ physical fitness and promote health
•Hold finance and life insurance camps that are rated at least four points (out of five) by both parents and 

children
•Provide quarterly on-site healthcare and offer advice on preventing personal injury or illness and preventing 

ailments caused by exceptional workloads, and give consultations and guidance for maternal health 

Open Labor-Management Communication Channels for Harmonious Relations
•Through a combination of education, training, complaint mechanisms, and confidentiality measures, create a 

friendly environment that safeguards employees, jobseekers, and others against sexual harassment; provide 
diverse hiring channels and job arrangements to ensure employment opportunities for disadvantaged groups

•In accordance with labor laws and to maintain harmonious working relationships, promote communication in 
labor-management meetings; maintain a wide variety of worker complaint channels to help employees solve 
work-related problems

2017 Key Sustainability Goals



♦ A great company to work for that continues to elicit smiles

♦ Added online micro-videos; a dozen talks with a total of 6,800 views helped sales 
agents quickly learn how to provide better service

♦ Started the “Management Associates Program,” which uses two-year rotations to culti-
vate excellent young talent

♦ Established a blueprint for talent cultivation which enables the systematic, sustain-
able development of professional staff and management 

♦ Finance and life insurance camps for children of employees taught accurate insurance 
concepts and brought families closer together

Chapter 
Key

Points

Introduction
Our employees are one of China Life’s most important and valuable assets. They are also the foundation 

of our sustainable operations. In order to ensure appropriate use and allocation of all human capital, 

we scrupulously abide by the International Bill of Human Rights. We have excellent policies for assigning 

talent and a comprehensive training system to develop that talent. Our workplace environment is healthy 

and safe. We provide generous pay and benefit packages. Our employees are happy at work and inspired 

to continue advancing in their careers.

Creating diverse employment opportunities in which employees are treated equally is central to China Life’ s 
employee recruitment policies. We do not discriminate on the basis of race, class, language, ideology, reli-
gion, political party, ancestry, birthplace, gender, sexual orientation, age, marital status, appearance, facial 
features, disability, or past trade union membership. Instead, we build a diverse workforce where everyone 
is treated equally. We will continue to maintain a mutually respectful workplace environment, in which the 
moral character of all employees is proper, impartial and inclusive.

In response to new challenges 
posed by the digital age, we pro-
vide a diverse range of courses 
that can be accessed anytime 
o n  a  v a r i e t y  o f  d e v i c e s  t o  
encourage independent study

Established an 
e-learning platform

Trial assessments, work guid-
ance and regular performance 
reviews improve the work abili-
ties of staff; faced with chal-
lenges in their, they have the 
s k i l l s  to  fo r m u l a te  f u t u r e  
development plans

Comprehensive 
performance man-
agement system

Launched the “Management 
Associates Plan” and designed 
youth internship plans and IT 
personnel cultivation plans

Implemented talent 
reserve plans

Equal Assignment

Human Rights Guarantee

Personnel Cultivation and Development

Maintaining work-
place gender equality

Supporting labor-management 
communication channels

Diverse employment oppor-
tunities for the disabled

Diverse employment opportuni-
ties allow us to welcome 

employees with disabilities into 
a variety of departments

Labor-management meetings 
are regularly held in order to 

understand employee develop-
ment and business status

Established the “Regulations 
Governing Sexual Harassment 

Prevention” and a special preven-
tion committee; investigative and 

disciplinary rules guarantee 
employee rights and benefits 

and put an end to sexual
 harassment

$

 human resources 
policies

Personnel Cultivation and 
Development

Pay and Benefits

Human Rights Guarantee

Equal Recruitment Policy

Maintaining Workplace 
Safety and Health
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Pay and Benefits

Each year the Welfare Committee introduces 
new employee welfare plans based on the 
year’s budget. For example, they may offer birth-
day and holiday gifts, company trips, or sporting 
activities. A variety of social activities further 
help to enhance the work-life balance.

Pay and 
Benefits

05
Annual 

employee 
welfare 
plans

04
Generous 

benefits and 
rights 

guarantees

03
Equal pay and 
opportunities 
for men and 

women

01
Performance - 
based pay and 

benefits

06
Excellent 

working spaces 
and facilities

05 Annual employee welfare plans

Employees receive good benefits, are treated 
well, and are assured of guarantees made in 
the “Labor Standards Act,” including: working 
hours, annual leave, maternity leave, pregnan-
cy checkup leave, paternity leave, parental 
leave, household care leave, volunteer leave, 
pension plans and basic wage guarantees. 
Beyond these standard benefits,  we of fer 
access to group insurance plans, such as term 
life insurance, accident insurance, accident 
medical insurance, and hospitalization/medi-
cal treatment insurance. Bonuses are given 
during major holidays and employees’ children 
qualify for scholarships. Wedding gif ts are 
given to employees who marry, and consolation 
payments are made to employees in hospital. 
Preferential housing loans are available and 
allowances are given for births and marriages. 
Workplace perks include a rooftop garden, 
employee lounges, cafes, fitness rooms, changing 
rooms and showers, and table tennis facilities. 
Our efforts to promote a work-life balance have 
led China Life to be recognized as one of the 
best  companies to work for  by the Taipei  
Department of Labor.

04 Generous benefits and 
rights guarantees

Wages are primarily a product of a person’s 
educational background, work experience, 
responsibilities, and performance; they are not 
affected by gender. Therefore, wages paid to 
men and women are evenly balanced, which is 
necessary to achieve gender equality.

03 Equal pay and opportunities 
for men and women

Performance benefits are shared with employees in the form of annual bonuses, 
stock grants, stock options, and other programs that bring employees together; 
depending on profits, employees may receive other monetary rewards

Performance benefits shared with employees02

To ensure that  our  employment  
packages are competit ive and to 
attract and retain talent, we adopt a 
performance-based pay policy

Performance-based pay 
and benefits

Established designated breastfeeding 
rooms with all  the equipment that 
women need to feel comfortable, and 
par tnered with a daycare to of fer 
corporate discounts to employees. 
These measures help parents solve 
their childcare needs, relieving them 
of pressure so they can focus on work 
and family.

Excellent working 
spaces and facilities06

02
Performance 

benefits 
shared with 
employees

Annual 
Health 

Management 
Plans

Developed Workplace 
Rules and Norms

Three Workplace Safety and 
Health Management Groups

Maintaining Workplace Safety and Health

Formulated health check-up plans that are more frequent than 
required by law, and employee health management plans that 
enhance health, promote cohesion and employee morale, and raise 
our corporate image and competitiveness.

Established the “Regulations Governing Occupational Safety and 
Health” and “Illegal Harassment in the Workplace Prevention Plan” 
in order to teach employees the importance of safety in the workplace.

Three groups strengthen workplace safety: the Occupational Health 
and Safety Committee, the Occupational Safety and Health Management 
Group, and the Workplace Violence Prevention and Management 
Group.

01

Organization and Personnel Cultivation

Staff Structure
China Life’s office staff and sales agents form the backbone of the company and are the driving force behind 

our continued progress.

Among office employees, 75% of staff are between 30 and 50 years of age. The average age is 38.8 years 

and the average length of employment is 6.74 years. The ratio of men to women is 35:65 overall and 52:48 

in management positions. The proportion of women in management positions increased by three percentage 

points compared to 2015. Among sales agents, 56% of staff are between 30 and 50 years of age.

In terms of academic qualifications, more than 77% of office staff have a university or college degree and 

15% have a PhD or master’s degree. Approximately 58% of sales agents have a university or college degree. 

  7.19  6.50  6.74

Total

  4.35  5.02  4.78

Total

  40.25  38.01  38.80

Total

 36.50  39.52  38.47

Total

Average Age   (Unit: Years)

Average Length of Employment  (Unit: Years)

Total

<30

30-50

>50

Age

Position

Edu-
cation

Department 
Manager 
or Higher

Division 
Manager

General Staff

High School / 
Vocational School 

and Below

University/
College

Master’s

PhD

Total

<30

30-50

>50

Operational 
Manager

Agents

High School / 
Vocational School 

and Below

University /
College

Master’s 
and Above

Unit: Persons Unit: Persons

110

461

113

186

1,024

62

296

1,485

175

53

129

502

29

138

1,105

82

267

1,607

54

460

169

1

78

1,056

138

0

132

1,516

307

1

1,332

2,048

547

1,625

4,293

1,401

2,957

6,341

1,948

1,262

2,665

2,493

4,826

3,755

7,491

1,309

2,381

237

3,039

4,094

186

4,348

6,475

423

Office 
Staff

Sales 
Agents

Sales 
Agents

Office 
Staff

Office Staff Sales Agents

Age

Position

Edu-
cation

Product development, claims settlement, 
customer service, logistical support and 
management

Total

Office 
Staff

▌Employee Categories

   684    630    569

1,272 1,223 1,104

1,956 1,853 1,673

Front line workers who directly interact 
with pol icyholders and the general  
public

Sales 
Agents

2016 2015 2014

Total

  3,927   4,099  3,495

  7,319   7,587  6,508

11,246  11,686 10,003

2016 2015 2014
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New Staff and Turnover

The number of office staff at China Life has grown over the past three years. In 2016, we welcomed 442 new 

members, bringing the total at the end of the year to 1,956, for growth of 103 persons compared to the same 

period in 2015.

Also in 2016, office staff turnover increased by 1.8%. China Life monitors the reasons employees leave so we 

can take steps to increase our retention rate.

  7.19  6.50  6.74

Total

  4.35  5.02  4.78

Total

  40.25  38.01  38.80

Total

 36.50  39.52  38.47

Total

Average Age   (Unit: Years)

Average Length of Employment  (Unit: Years)

Total

<30

30-50

>50

Age

Position

Edu-
cation

Department 
Manager 
or Higher

Division 
Manager

General Staff

High School / 
Vocational School 

and Below

University/
College

Master’s

PhD

Total

<30

30-50

>50

Operational 
Manager

Agents

High School / 
Vocational School 

and Below

University /
College

Master’s 
and Above

Unit: Persons Unit: Persons

110

461

113

186

1,024

62

296

1,485

175

53

129

502

29

138

1,105

82

267

1,607

54

460

169

1

78

1,056

138

0

132

1,516

307

1

1,332

2,048

547

1,625

4,293

1,401

2,957

6,341

1,948

1,262

2,665

2,493

4,826

3,755

7,491

1,309

2,381

237

3,039

4,094

186

4,348

6,475

423

Office 
Staff

Sales 
Agents

Sales 
Agents

Office 
Staff

Office Staff Sales Agents

Age

Position

Edu-
cation

▌ Breakdown of New Staff Over the Past Three Years

2016 2015 2014

<30
67 109 59 120 49 78

3.43 % 5.57 % 3.18 % 6.48 % 2.93 % 4.66 %

30-50
93 165 110 175 52 109

4.75 % 8.44 % 5.94 % 9.44 % 3.11 % 6.52 %

>50
4 4 6 1 4 1

0.20 % 0.20 % 0.32 % 0.05 % 0.24 % 0.06 %

Total
442 471 293

22.60 % 25.42 % 17.51 %

 

2016 2015 2014

<30
561 590 929 1,143 680 792

4.99 % 5.25 % 7.95 % 9.78 % 6.80 % 7.92 %

30-50
367 663 650 1,287 480 925

3.26 % 5.90 % 5.56 % 11.01% 4.80 % 9.24 %

>50
45 96 102 210 65 143

0.40 % 0.85 % 0.87 % 1.80 % 0.65 % 1.43 %

Total
2,322 4,321 3,085

20.65 % 36.97 % 30.84%

Notes: 

1. Ratio of new employees = total number of new employees / total number of employees at the end of the year x 100% 

2. The ratio of new sales agents includes commission-based personnel  

 Sales Agents

Office Staff

▌ Employee Turnover Rate Over the Past Three Years

2016 2015 2014

<30
40 74 25 57 29 55 

2.06 % 3.81 % 1.36 % 3.10 % 1.73 % 3.29 %

30-50
65 151 75 117 39 106

3.34 % 7.77 % 4.08 % 6.37 % 2.33 % 6.34 %

>50
5 5 12 2 5 1 

0.26 % 0.26 % 0.65 % 0.11 % 0.30 % 0.06 %

Total
340 ❶ 288 235 

17.49 % 15.69 % 14.06 %

 

Notes : The employee turnover rate = number of resigning employees / the total number of employees at the end of that year x 100% (does 
not include fixed-term employees)

Notes ❶  : Includes eight retirees and three dismissals

Office Staff

<30
500 591 495 587 532 645

4.45 % 5.26 % 4.24 % 5.02 % 5.32 % 6.45 %

30-50
507 855 503 788 502 783

4.51 % 7.60 % 4.30% 6.74 % 5.01% 7.83%

>50
113 177 79 186 76 143

1.00 % 1.57 % 0.68% 1.59 % 0.76 % 1.43 %

Total
2,743 2,638 2,681

24.39 % 22.57 % 26.80 %

Note : The employee turnover rate = number of resigning employees / the total number of employees at the end of that year x 100%

 Sales Agents
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Attracting Talent
China Life continues to expand office staff in the belief that a company’s employees are one of the most 

important elements of sustainable corporate development. In 2016, we put greater effort into talent 

recruitment activities and for the first time implemented the “Management Associates Plan,” which seeks 

to develop cross-departmental management-level talent who are prepared to step into larger roles as 

generational changes take place. In order to target new entrants to the workplace, we also visited campuses 

across Taiwan to join recruitment fairs and corporate seminars. We recruit students from all academic 

disciplines in order to build a diverse workforce.

Management Associates Program

The “Management Associates Program” is a comprehensive program that seeks to identify, cultivate and 

retain talent. It specifically targets graduate-level students of all academic disciplines from Taiwan and 

abroad. Management Associate (MA) candidates undergo a structured selection process broken into three 

stages. Candidates that make it to the third stage are interviewed by the chairman and president of the 

company, in order to ensure that the best talents are chosen.

Selected candidates spend two years in the program. In the first stage, they rotate through various 

departments in order to develop a wider understanding of the insurance industry. In the second stage, 

they spend more time in a single department that matches their skills. Here they develop their talents and 

strengthen their management capabilities. MA candidates also attend operational strategy meetings and 

carry out assigned projects. Through such close interaction with the company’s strategic core, they quickly 

become familiar with the insurance industry’s unique characteristics and develop the talent needed to 

become future top-level management. 

In order to ensure that top talents remain committed to China Life, MA candidates receive a competitive 

pay package. Those who complete the two-year program and pass all stage reviews are assigned to a new 

position based on their potential and performance. Their continued development nurtures a new generation 

of talented employees to take over management of the company in the future.

Mentor system / assigned project / stage reviews

New 
candidate 
training

Professional 
training

Work rotations
Deeper development in a 

suitable department

Management training

IT Talent Reserve and Retention Plan

We continued to implement the IT Talent Reserve and Retention Plan that we launched in 2015. We worked 

directly with top domestic universities to recruit new graduates and workers with less than one year of 

experience who specialized in information technology and digital fields. Through a combination of courses 

offered by lecturers from inside and outside the company, as well as on-the-job training and an apprentice 

system, these young talents are cultivated into professional technicians and industry knowledge workers with 

the skills needed to operate core information systems. Since the plan’s implementation, participants have 

demonstrated great enthusiasm for study and work, earning the praise of both supervisors and mentors.

Campus Recruiting

In order to enlist more innovative, enthusiastic youths, China Life 

actively recruits students at major universities from the very beginning 

of the campus-recruiting season. In 2016, it hosted two seminars and 

six recruitment fairs, and received nearly 1,000 resumes from student 

jobseekers.

Our chairman and president personally led a high-level management 

team to the National Taiwan University Vision 2016 series of recruitment 

activities. Besides sharing the vision of China Life and introducing 

our corporate system and job openings to students, they used the opportunity to discuss the current 

business environment and employment market. The event presented a great opportunity to show students 

the professionalism and enthusiasm of China Life. Meanwhile, our senior executive vice president led a 

group to a recruitment fair at National Chengchi University to share work experiences and offer career 

recommendations.

Besides mobilizing top-level management and human resources departments for the recruitment fairs, 

supervisors from central and southern Taiwan also joined in and offered support. The large showing of key 

team members demonstrated China Life’s commitment to acquiring top talent. 

Corporate Seminars

At corporate seminars, the vice president of the Human Resources Department personally introduces China 

Life’s “Management Associates Plan” and describes job openings. Company supervisors speak at their 

alma maters to describe their job learning experiences and give career recommendations. Students not only 

become acquainted with China Life but also begin to understand the diverse range of professional departments 

that contribute to a life insurance company. They learn how a financial services enterprise needs people with 

a diverse range of skills who together can build an innovative business if the company hopes to break free of 

traditional modes of operation and advance in the digital technology age.

Sustainable Development of Employees
External environmental challenges and changes led China Life to continue to introduce new plans for 

cultivating a diverse group of employees. In 2016, we spent a total of NT$103.1 million on education and 

training, and the average hours in training spent by each employee rose by 9% compared to 2015 . Between 
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classroom courses and e-learning tools, our development programs were in-depth and broad in scope. They 

allowed us to foster professional staff and supervisors suited to all positions and levels, so we could fulfill our 

promise of sustainable operations.

 Note ❶ : Training hours from 2014 - 2016 includes classroom training and e-learning

▌ Staff Training Hours Over the Past Three Years

201420152016

Total Total Total

Number of employees 684 1,272 1,956 630 1,223 1,853 570 1,103 1,673

Total training hours 23,134 36,056 59,190 15,164 25,178 40,342 14,341 21,996 36,337

Average training hours  
per person ❶  34 28 30.3 24 21 21.8 25 20 21.7

ExplanationCourse Type

■ Operational strategy 
■ Fintech trends
■ Professional skills for new supervisors and lower-level supervisors

Operational 
Management

 (Including Fintech)

ExplanationCourse Type

Professional 
Capabilities

Professional skills and knowledge
■ Supervisors and senior staff in all departments pass on knowledge and experiences tailored to 

particular departments or fields

Disciplinary courses
■ Courses on underwriting, claims, accounting, audits, actuarial science and other professional 

topics

ExplanationCourse Type

New Recruit 
Training

New recruit training
■ Risk management policies, personal information protection policies, special characteristics of 

products, branding, and corporate culture
■ Centralized training, learning team construction and cooperative spirit

New recruit professional skills training
■ Covers professional skills associated with channels, logistical support departments, and profes-

sional training autonomously planned by the investment team, as well as systematic learning 
models 

ExplanationCourse Type

General 
Skills/

Knowledge

Disciplinary training
■ Money laundering prevention, personal information protection, information security laws, business 

integrity and ethics, and principles for fair customer treatment in financial services

Human Rights Promotion
■ Employees take this course to learn about their rights, benefits and communication channels for 

labor management

Personal skills and other topics
■ Computer tools and applications; health topics

Reserve

Management CareerProfessional Career

Cultivating life insurance professionals Cultivating entry-, mid- and high-level managers 
who fit the company’s culture and values

Entry-
level

Mid-
level Senior

•In-depth professional 
cultivation

•Performance feedback 
and guidance

•C a s e  a s s i g n m e n t ,  
p o s i t i o n  t r a n s fe r s ,  
leadership roles

•Cultivating managers 
who can strategize, 
understand t rends  
and lead

•Performance feedback 
and guidance 

•Project leadership, job 
rotations, career guid-
ance

Cultivation 
Goals

Cultivation 
Plans

Cultivation 
Policies

1.Comprehensive training of employees for all positions and levels to fulfill our promise of sustainable 
development

2.In-depth, broad training to develop excellent employees and managers

Professional courses in Taiwan and abroad, professional certification

Entry-
level

Mid-to-
high level

Youth internship plan

Departmental reserves

Management 
associates

Key staff

 Office Staff

Number of employees 3928 7,318 11,246 4,099 7,587 11,686 3,495 6,508 10,003

Total training hours 249,238 400,249 649,487 231,214 393,733 624,947 177,345 325,400 502,740

Average training hours  
per person 64 55 57.8 56 52 53.5 51 50 50.3

 Sales Agents

201420152016

13,202 13,539 11,676Number of employees

Total training hours 708,677 665,289 539,077

Average training hours  
per person

53.7 49.1 46.2

Total Total TotalAll Staff

Professional Career Development

Cultivation of professional employees and management is extremely important to China Life, which is why we 

continue to increase our training budget. We use traditional classrooms and e-learning platforms to teach 

four main subjects: operations management (including fintech), professional skills, new recruit training, and 

general skills and knowledge. Employees at all levels receive the training they need to continue to advance 

their professional abilities. Besides the opportunity for continuing education, the employees communicate 

with industry peers, better understand market trends, and raise their professional competitiveness.
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Focus on marketing 
knowledge and practical 

skills exercises

 Focus on organizational 
development and

specialized knowledge 
required for one's role

Focus on cultivating 
management skills

Focus on asset management, 
taxes knowledge, and risk 

management

Focus on personal 
development, having a 

positive attitude and fostering 
supportive business skills

School of Business

School of Management

School of Finance

Comprehensive Institute

School of Marketing

▌China Life University

New rules governing incentive programs for office staff that undertake professional examinations stipulate 

rules for exam holidays, registration subsidies and bonuses. The incentives encourage the pursuit of Life 

Office Management Association (US) certification and professional certification in new fields. Over the past 

three years, the number of people who passed examinations and obtained certification has been on the rise. 

At the end of 2016, there was an average of 1.69 certificates per employee, up 14.97% compared to the end 

of 2015. 

▌ Professional Certificates Held by Office Staff Over the Past Three Years

Professional Certificates Held by Office Staff 2016 2015 2014

Actuary Examination 130 100 64

Investment, Risk Control, Auditing Certification 7 5 5

Underwriting, Claims Settlement Certification 69 58 43

Life Insurance Management Examination 3,097 2,553 2,036

Total 3,303 2,716 2,148

Average Certifications Per Person 1.69 1.47 1.28

In response to the challenges posed by fintech, in 2014 China Life launched a highly flexible mobile e-learning 

platform available 24 hours a day. Employees can easily use their mobile device to access a diverse selection 

of online learning material that covers topics ranging from laws and professionalism to communication and 

trends. The results have been remarkable. By the end of 2016, we had created 446 e-classes and employees 

had spent 36,177 hours studying online. Also in 2016 we used the e-learning platform to build a social 

learning health site. Employees that join health promotion activities can log into the website and discuss 

nutrition, sports and weight loss. This encourages them to manage their own health and to build professional 

relationships with employees in different departments.

Nurturing Future Managers

Nurturing talent does not happen overnight. Rather, the key is daily systematic progress and action. China Life 

views talent cultivation as the foundation of business operations and the driving force behind advancement. 

We will continue supporting talent cultivation, in order to develop future management candidates from within.  

Employees benefit from a comprehensive performance management system, which includes exams for 

new recruits, daily work guidance and annual performance reviews. One-on-one communication between 

supervisors and employees offers a chance for feedback and guidance. The objective is to add employee 

performance and encourage employees to continue taking on new challenges. A management system is 

also in place. Once annual performance reviews are completed, employees that perform well and show 

strong potential are noted. When an opening arises, they are recommended for key positions or promotion to 

management, where they benefit from additional learning. At China Life, 100% of employees regularly take 

part in these performance and career development programs.

In 2015, China Life proposed the “Key Talent Development Plan.” After confirming participants and 

development models, we began systematic employee cultivation. The plan continued into 2016, with the goal 

of building a reserve of management professionals who learned from internal and external lecturers, online 

learning platforms and project discussion. Participants studied industry knowledge, system management, 

general management and interpersonal relations. Systematic teaching and follow-up ensure that our 

employees grow together with the company.

Five Schools of China Life University

Sales agents receive comprehensive training from China Life University. Systematic lessons tailored to new 

recruits and agents of all levels allow us to build a knowledgeable, skilled sales force.

We have created clear training objectives and goals for directors, managers, assistant managers and other 

positions, so employees clearly understand their specific role within the company. Participants develop a 

shared culture and vocabulary that makes them stronger employees, while new recruits gradually improve 

their finance, insurance and management skills and generally achieve a high level of proficiency within five 

years.
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e-Learning Platform – Agent e-Academy Training

In response to digitalization trends, China Life established e-Academy, a digital platform for training 

sales agents. This e-Academy offers valuable instruction covering product knowledge, marketing skills, 

management skills and legal issues. In 2016, the e-Academy offered 110 pieces of e-learning materials and 

25 e-books that agents could access anytime, anywhere to enhance their product knowledge and develop 

new business areas.

Digital courses on the e-Academy are tailor made for adults. After researching employee learning needs and 

operational flow, we built an appropriate e-learning framework.

There are eight categories of e-Academy classes: product knowledge, marketing skills, business management, 

financial information, practical sales and marketing, mobile device applications, certification examinations, 

and regulations training. Lessons are delivered via digital courses, online tests, multimedia learning tools and 

e-books.

Category Description

Product Knowledge Training courses provided one week before new products are listed help agents to 
fully understand the product content, ensuring a smooth launch

Marketing Skills
Product marketing lectures, as well as a 36-lesson course and 
project series for new recruits to develop strong professional skills

Business Management Wealth management university introduction, including the company’s six major 
workflows and six major management skills

Financial Information
We cooperate with security investment trust companies on a quarterly basis to 
produce a forum on financial trends; agents obtain the latest financial information 
and take courses on investment-linked products

Practical Sales and 
Marketing

New e-books provide valuable teaching tools, such as the insurance baby, the 
sailboat theory and selling skills training; the tools aid with sales and marketing

Mobile Device 
Applications

Practical skills for tablet computers, including hand gestures, e-book use, information 
sharing and email

Certification 
Examinations

Three types of certification tutoring courses, including life insurance sales, 
investment-linked insurance policy sales, and sales of foreign currency non-
investment-linked policies

Regulations Training
In accordance with regulations, we provide benchmark fund, regulations, and money 
laundering prevention courses annually, so agents are equipped with knowledge of 
the law and understand regulations

Agents

Assistant 
Managers

Strengthening 
Operational 

Ability

Strengthening 
Coaching Skills

Improving 
Marketing and Sales

Management Talent
Selection

Guidance Training

Marketing Sales and 
Service

Leadership Recruiting

Managers
Fostering 

Organizational 
Development

Directors

China Life Online Micro-Videos

In 2016, e-Academy underwent a transformation with the addition 

of online micro-videos. The micro-videos are four to eight-minute 

classes on topics such as recruiting, marketing, products, iPad 

basics and legal issues. By 2016 we had produced 12 micro-videos 

which had a total of 6,800 views. Their advantages include:

♦ Breaking big topics down into easily digestible parts. Users 

enter keywords in order to begin learning. Unlike past 

classes, employees do not need to listen to the entire class 

in order to get to their topic of interest.

♦ Appealing to technologically savvy students with short attention spans. Classes are just four to eight 

minutes long so students can access them whenever they have a spare moment. In a sense, we 

have taken knowledge and put it into our employees’ pockets for easy access wherever they go.

♦ Focusing on popular issues and topics. Micro-videos spark discussion and make students 

enthusiastic about learning.
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In 2016, China Life joined the digital simulation revolution. Rapid development of digital technology has led 

to the availability of new sales and marketing tools and apps. Instead of just listening, users dive deep into 

simulations and practice reacting. This has many advantages:

♦ Simulated Environments: Through simulated environments, agents can understand the full 

environment, functions and framework of the tools they use.

♦ Prompt Feedback: As users practice in simulated situations, they are alerted of mistakes and guided 

to the correct response, allowing them to quickly become more proficient.

♦ Testing: After users practice on the simulations and gain feedback and guidance, they take tests. If 

they’re not satisfied with their progress, they can start again.

China Life has a strong team that has always protected its agents and policyholders. By using our 

comprehensive training system, our team remains equipped to provide the best services for customers. As 

trends change and technology progresses, so too does China Life. We constantly propose new and innovative 

ideas, whether in the areas of digital marketing or e-recruiting, and subsequently invest in the areas that 

can best bring our agents into the digital age. We created educational digital training tools. Using technology 

and the Internet, we added new learning experiences. As our organizational structure evolves, e-learning 

offers our agents expanded study options and a superb environment for joint learning. Besides strengthening 

the desire to learn, we have used professional judgment and innovative models to create new concepts of 

employee cultivation. These concepts have opened up a new age of organizational strategies and energy that 

is exclusive to China Life.

Improving Sales Agent Quality

LIMRA Professional International Courses

In 2016, for the first time we adopted a pair of courses from the International Life Insurance Marketing and 

Research Association (LIMRA): the Pacesetter Management Skills Seminar and the Agency Management 

Training Course. LIMRA is the world’s most trusted life insurance association. It offers authoritative 

international training courses that can quickly improve management effectiveness in mid- to high-level sales 

managers. For China Life, LIMRA offers the best path for teaching marketing management. It focuses on five 

critical areas of field management: planning, recruiting, selection, training and performance management. 

These skills raise the operational performance of our teams so we can succeed in today’s competitive 

environment. 

After training is completed, sales managers track performance. Analysis from six months before training 

and six months after shows that our key development indicator, growth rate, improved after training was 

completed. In 2017, China Life will continue to use LIMRA courses to strengthen operational management 

and the retention rates and effectiveness of district office staff. By taking these measures to improve 

everyday management, we can increase organizational scale and fulfill China Life’s annual objectives and 

realize our mid- to long-term development strategies.

Core Team Classes

Sales managers praise our Core Team classes, which focus on cultivating high-potential sales agent 

managers who will become the next generation of district managers. Students who join the program enhance 

organizational development and scope, turning their district offices into models for others to follow. Training 

content includes the “Professional Capacity Training Plan,” “Recruiting and Talent Selection,” “Training and 

Guidance” and “Leadership and Guidance.” These strengthen operational growth at district offices, which 

leads to future development. Agency channel vice president Anne Su served as the primary coach of the 

training course and each month gave students practical guidance. Senior staff, managers of top performing 

district offices, management professionals and other top instructors teach the classes.

Performance in 2016 was outstanding. The number of agency teams built by student managers grew by 

19.3%, with a member growth of 33.2%, both outperforming other managers at the same level. The courses 

have led to the establishment of two new district offices, showing how they aid top sales agent managers in 

becoming district managers. Strong student performance has helped the rest of the organizational team to 

thrive. 

Supervisor Promotion and Cultivation Plan

In order to raise the retention rate of sales supervisors, China Life launched the Supervisor Promotion and 

Cultivation Plan. The six-month plan includes six series of classes that strengthen supervisors’ abilities in 

three major areas: products, skills and recruiting. Improved post-class duties and tracking mechanisms 

further raise production capacity and organizational development. 
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▌ Comparison Between the Salary Range of New Recruits and the Government Mandated 
Minimum Wage 

Friendly Workplace

Comprehensive Salary Structure
China Life believes developing a salary system that is competitive and fair is the key to attracting talented 

individuals to work with us.

To ensure that our bonuses and salaries are competitive, we adopted a performance-oriented pay policy for 

sales agents and office staff alike. The salaries we offer our employees are higher than the minimum wage 

standards stipulated by the government. In response to legal revisions, and to enhance the competitiveness 

of our digital financial services and the quality of our policyholder service, China Life has invested heavily in 

human resources. At the end of 2016, our number of employees and overall wages had grown significantly 

compared to the end of 2015. The average salary was up approximately 3.5%. Key factors for determining 

salary include academic achievements, work experience, position and performance. Gender did not play a 

role, keeping a balanced salary ratio between men and women, which is an important factor in achieving 

gender equality.

Practical product workshop (1) 
A&H

Practical product workshop (2) 
Foreign currency policies 

Marketing techniques (1) 
Center of influence

Marketing techniques (2) 
Implementation of demand-oriented strategy

Advanced management (1) 
Recruiting interviews

Advanced management (2)  
Recruiting tools

2016 2015 2014

Entry-Level New 
Recruits

Salary Range
The minimum wage was NT$20,300; adjustments were made based 
on experience and education

Ratio of Salary to 
Minimum Wage

1.01 : 1 1.01 : 1 1.05 : 1

New Administrative 
Personnel with a 
University Degree

Salary Range
The minimum wage was NT$28,000; adjustments were made based 
on experience and education

Ratio of Salary to 
Minimum Wage

1.40 : 1 1.40 : 1 1.45 : 1

Office Staff

2016 2015 2014

Low-Level  
Supervisor

Salary Range
Salary is paid according to the income item stipulated in the labor 
contract; the monthly minimum wage shall not be lower than the 
hourly rate stipulated by the central authority

Ratio of Salary to 
Minimum Wage

1 : 1 1 : 1 1 : 1

Sales Agents

Rules Governing Solicitation Quality

China Life has always safeguarded the relationships between sales agents and clients. It is our belief that 

high-quality solicitation raises the professional image of our sales agents, leading customers to develop 

greater trust in the company. Therefore, besides using premium persistency ratios (80% over the course of 

13 months) as a benchmark in annual bonus competitions, we established membership rules for joining the 

Policy Quality Club. Seven selection criteria are used to select the best sales agents in terms of business 

promotion, customer service, insurance knowledge and professional behavior. Qualified members become 

models for their peers to follow. The program enables our sales agents to provide policyholders with the 

highest quality of insurance services.
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Welfare Item Description Usage

Employee  
Loans

Favorable employee interest rates for housing and 
scooter loans

Housing loans: 24

Scooter loans: 8

Staff Clubs

Subsidies are provided to support the establish-
ment of diverse staff clubs; these allow for employ-
ees to enjoy comprehensive lifestyle planning that 
covers more than just work

939 subsidies

Health  
Examinations

We offer health examinations as part of the care 
we show toward our employees’ physical health; in 
2016, total subsidies were NT$4,051,800

1,153 subsidies

Company Trips
To promote work-life balance, we encourage em-
ployees to attend company trips; the welfare com-
mittee offers travel subsidies to support this

There was no company trip in 2016

Employee Health 
Management 

Plans

We promote a series of activities and lectures 
through employee health management plans; par-
ticipants are able to gain a better understanding 
of health risks, which helps them to develop good 
lifestyle habits and healthy behaviors

1,001 plans

Finance and 
Life Insurance 

Camps for  
Children

We planned finance and life insurance camps for 
employees to bring their children and show how 
their workplace is an interesting, happy place

55 participants

Scholarships for  
Employees’  

Children

To encourage the children of staff to study hard, 
we provide educational scholarships; total sub-
sidies in 2016 were NT$3,099,600.

1,168 scholarships

Holiday Bonuses 
and Year-End 

Party

In addition to bonuses for Dragon Boat Festival, 
Mid-Autumn Festival and birthdays, we organize 
annual parties and lucky draws to celebrate the 
Lunar New Year

Birthday bonuses: 1,804

Dragon Boat Festival bonuses: 1,760

Mid-Autumn Festival bonuses: 1,789

Year-end party prizes: 1,956 

Bonuses

Year-end bonuses, employee bonuses (decided 
at shareholders' meetings), bonuses for reaching 
designated goals, professional examination bonus-
es

Year-end bonuses: 1,842 

Employee bonuses: 1,669 

Bonuses for reaching designated goals: 126

Professional examination bonuses: 156 

Other Items

Labor pensions, wedding and funeral gifts, special 
allowances for hospitalization, establishment of 
employee common rooms and gym; beyond their 
work, we want to ensure that our employees main-
tain a healthy mind and body

Wedding and funeral gifts: 552 

Special allowances for hospitalization: 532

Diverse Employee Welfare Mechanisms
From new recruits to senior staff, we work tirelessly to ensure everyone feels a sense of belonging and family. 

We start with staff welfare and protection, including basic welfare programs, corporate pension plans, safe 

workplace environments, parental leave and scholarships for the children of employees. We also established 

staff clubs across Taiwan to ensure that all employees enjoy the welfare and care they deserve.

Welfare Item Description Usage

Vacation and 
Leave

New employees receive annual leave in their first 
year

431 employees

Volunteer  
Leave

In order to encourage employees to give back to 
society by joining public welfare activities, we offer 
one day of volunteer leave each year

261 employees

Employee 
 Insurance

Labor insurance, national health insurance and 
group insurance (covering life insurance, accident 
insurance, family/hospital medical insurance, and 
accident medical insurance)

Labor insurance payments: 99

Group insurance claims: 648

▌ Number of Non-Managerial Employees and Their Average Annual Employee Wages and Benefits, 
with Comparison to Previous Year

Number of Non-Managerial Employees
Item / Year 2016 2015 2014

No. of Non-Managerial 
Employees 1,607 1,528 1,375

Average Non-Managerial Annual Employee Wages and Benefits,  
with Comparison to Previous Year

Item / Year 2016 2015 2014

Average Wages and 
Benefits NT$772,775 NT$741,734 NT$738,900

Increase Compared to 
Previous Year 4.18% 0.38% 4.03%

▌ Salary Ratios for Employees of Various Levels

Position Rank Basic Wage Ratio  
(Women:Men)

Annual Bonus Ratio  
(Women:Men)

Department Manager or Higher 1.06 : 1 1.23 : 1

Division Manager 0.92 : 1 0.9 : 1

General Staff 0.9 : 1 0.9 : 1
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14 768

55

Health Lectures
Offered lectures on healthy eating, 
exercise, and smoking cessation, in 

order to help colleagues develop 
healthy habits; also provided lectures 

on mental health and stress alleviation 
to teach employees how to release 

stress and achieve a mind-body 
balance

14

Total 
Participants

462

Times Held

720

Average No. of 
Participants/Time

Stair Climbs
Every Friday from March to May 

a stair climbing activity took 
place, helping participants 

become accustomed to regular 
exercise

13
Times Held

Vegetarian Day
On the third Monday of every 
month we ordered vegetarian 

lunchboxes designed by a 
professional nutritionist at 

Taiwan Adventist Hospital; the 
meals were both healthy and low 

in calories

Total 
Participants

Average No. of 
Participants/Time

1,001

100

33

Average No. of 
Participants/Time

Weigh In
Every Wednesday from March to 

May participants went to a 
designated location to measure 
their weight, waistline and blood 
pressure; a nurse was on hand to 

give health advice and to encourage 
participants to adopt healthier 

habits

Total 
Participants

Average No. of 
Participants/Time

Times Held

10
Times Held

55Total 
Participants

Finance and Life Insurance Camps for Children

With two-income families becoming the norm, children often have little understanding of their parents’ jobs 

and do not understand the hard work that their parents do everyday. In order to increase interaction and 

communication between employees and their children, China Life established a novel parent-child experience: 

finance and life insurance summer camps. Children participate by accompanying their parents to work. They 

see their parents’ work environment and join exciting finance and life insurance games and food safety DIY 

classes. The interaction not only brings families closer together but also creates a happy workplace.

Starting from the perspective of financial education, the camp turns professional finance and life insurance 

ideas into engaging and fun classes. Using a Monopoly-type game and other activities, students learn the 

meaning of words and phrases like insurance, finance and financial fraud. They develop positive values 

toward insurance and money. For younger children, we offer food safety classes and activities. The children 

study different types of food and learn how to select healthy foods from the food pyramid. From a young 

age, they learn how to care for themselves and how to maintain a healthy body. The activities are both 

fun and educational. One boy who took part happily 

said: “Monopoly is a lot of fun, and it teaches you the 

importance of saving.” A shy young girl said: “Dad, 

thank you for your hard work. I love you.” The father 

responded with a warm hug.

Two days of events turned what is normally a serious 

and quiet office into a rambunctious place filled with 

the laughter of children. Our company chairman was 

very enthusiastic about the event and joined to hand 

out certificates of completion. The venue was brimming 

with excitement. The honest and sincere atmosphere 

filled everyone’s hearts with joy.

▌Activity Satisfaction Rating

Note: 5 was the highest possible

Children’s 
satisfaction rating

4.61

Parents’ 
satisfaction rating

4.7

Deeper development in a 
suitable department

Employee Health Management Programs

Activities and lectures offered through employee health management programs give our employees the 

opportunity to recognize the health risks present in their life and work. Wielding this knowledge, they can 

develop healthy habits and a healthy lifestyle. Programs include self-management of health, nutritious eating 

habits, regular exercise and strategies for dealing with pressure. The objective is to improve employees’ health 

while strengthening team spirit.

In 2016, China Life also promoted Fat Combat Camps in which we urged employees to eat healthy, exercise 

regularly and step on the scales. Incentives included participation prizes and awards for the most weight loss. 

Of the participants, 60 who weighed in before and after the camp saw their total weight fall from 4,212 kg to 

4,091 kg, for a total loss of 121 kg, or 2 kg per person.
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Retirement Benefits

In terms of retirement benefits, China Life adheres to the “Labor Standards Act” and the “Labor Pension 

Act.” In accordance with government regulations, we established the “Labor Retirement Reserve Supervisory 

Committee.” For employees using the old pension system, a certain percentage of their gross monthly salary 

is reserved for their retirement fund with the Bank of Taiwan. For employees using the new pension system, 6% 

of their monthly salary is deposited into a retirement fund account at the Bureau of Labor Insurance. 

In addition to allocating a retirement reserve fund in accordance with the above provisions, we opened a 

retirement fund account at CTBC Bank. Between fixed deposits into the latter fund and additional provision 

of retirement reserve funds based on actuarial analysis results, we ensure our employees’ retirement rights. 

At the end of 2016, there was a surplus of NT$303,737,240 in the two funds, which was sufficient to meet 

employee pension requirements.

Support for Parents

Family is at the core of a stable society. For those who must put their career on hiatus in order to take care of 

their children, we offer our full support and compassion by offering unpaid parental leave. In 2016, a total of 

27 office staff and 64 sales agents requested unpaid parental leave. About 93% of office staff that requested 

unpaid parental leave were women, though the percentage of men rose. Women also made up the majority of 

sales agents requesting unpaid parental leave at 86%.

In recent years, retention rates of office staff who take unpaid parental leave has been satisfactory, including 

a 62% return to work rate in 2016 with an 82% retention rate. Among sales agents in 2016, the return to 

work rate was 68% and the retention rate was 88%. The retention rates over the past three years for office 

staff have remained above 80%, with men having a 100% rate. These numbers show that China Life’s efforts 

to promote a work-life balance are sufficient to encourage even families with difficult childcare burdens to 

choose to return to and stay at work.

▌Work-Life Balance Lecture Themes and Locations

Healthy eating, exercise, mental 
health, stress alleviation, and 

smoking cessation

Taipei, Taoyuan, Taichung, Tainan, 
Kaohsiung

2016 Classes Held 14 times 2015 Classes Held 16 times 2014 Classes Held 6 times

Lecture Themes

Locations

Lecture Themes

Locations

Lecture Themes

Locations

Health promotion, parent-child 
relations

Taipei, Taoyuan, Taichung, Tainan, 
Kaohsiung

Self-growth, life appreciation, health 
maintenance and care 

Taipei, Taichung, Tainan, Kaohsiung

2016 2015 2014

Number of Applicants

9 55 9 73 14 66

Total  64 Total  82 Total  80

Return to Work Rate (%)

75 67 80 81 50 61

Total  68 Total 81 Total  59

Retention Rate (%)

83 89 86 93 43 76

Total    88 Total  92 Total  71

Notes: 

1 . Return to work rate = The number of employees who returned to work/the number expected to return to work x 100%

2. Retention rate = The number of employees retained 12 months after returning to work from the previous year/the total number of 
employees returning to work from the previous year x 100% 

 Sales Agents

▌ Unpaid Parental Leave

2016 2015 2014

Number of Applicants

2 25 1 18 1 20

Total   27 Total   19 Total   21

Return to Work Rate (%)

100 60 50 67 0 37

Total    62 Total    65 Total   37

Retention Rate (%)

100 80 0 86 100 78

Total   82 Total   86 Total   80

 Office Staff
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Service Center to offer our employees free health services, including blood cholesterol, blood pressure and 

blood sugar testing, pap smear tests, mammograms, oral cavity cancer screenings and colorectal cancer 

screenings. The services were also opened to neighborhood residents, and the center arranged for people 

over 50 to receive subsidized influenza vaccinations. A total of 194 people participated. 

Occupational Health and Safety Committee

The Occupational Health and Safety Committee is a standing committee headed by a committee chairperson 

and containing six other members. Three members, or 42.9%, are labor representatives. In 2016, the 

committee held regular meetings on March 4, June 17, September 23 and December 15, as well as an 

extraordinary meeting on March 22, to review and recommended health and safety policies and proposals. 

China Life also established an occupational health and safety management unit that is responsible for 

drafting, planning, overseeing and implementing related measures, as well as overseeing implementation by 

other departments. Measures the unit formulated in 2016 included the “Illegal Harassment in the Workplace 

Prevention Plan,” “Ergonomics Hazard Prevention Plan,” “Prevention of Illness Caused by Exceptional 

Workloads” and “Maternal Health Protection Plan.”

Workplace Leisure Facilities

In order to encourage staff to exercise, China Life built a gym at our Taipei headquarters. At the Kaohsiung 

Mingcheng Building we added common rooms, a gym, aerobics classrooms, changing rooms and shower 

facilities.

Workplace Safety and Health

On-Site Health Care

As part of our efforts to provide a safe and comfortable working environment, major service counters across 

Taiwan provide free blood pressure monitoring devices and automated external defibrillators (AED). We have 

obtained AED safe location certification and have 125 staff certified in first aid spread across our various 

offices. Emergency medicines and equipment are also available.

In accordance with worker health protection regulations, we enlist nurses to provide information on health 

promotion and guidance, prevention of workplace illness and diseases, first aid, and emergency responses. 

Additional information on communicable disease prevention and health promotion is sent via mail or the 

company’s internal network. We have enlisted certified doctors from Linkou Chang Gung Memorial Hospital, 

Taichung Veterans General Hospital and Kaohsiung Chang Gung Memorial Hospital to work with our 

company’s nurses to conduct quarterly on-site health care visits to companies in Taipei (Dunbei Building, 

Zhuoyue Building, Taiping Building), Taichung (Royal Household Building) and Kaohsiung (Mingcheng 

Building). In 2016, there were 20 such visits.

Health Promotion Activities

In order to protect all employees against the ravages of influenza, China Life adopted a “discover early, 

treat early” policy. Furthermore, on November 11, 2016, we cooperated with the Songshan District Health 

Firefighting equipment and 
building safety checks are 
completed regularly at all 
workplaces 

Automated workplace 
equipment checks

專業能力

Each workplace has 
established groups of 
designated staff to respond to 
earthquakes, fires, injuries, 
and other emergencies, and to 
participate in joint firefighting 
workshops and drills hosted
by building management

Regular environmental 
monitoring at all workplaces, 
including CO2 measurements 
and illumination tests

Workplace 
Safety and 

Health

▌	Occupational Safety Performance

Injury Rate
0.0004 0.0011 0 0.0002 0 0.0012

Total    0.0015 Total    0.0002 Total    0.0012

Occupational Disease 
Rate

0 0 0 0 0 0

Total         0 Total         0 Total         0

Absence Rate
0.08 0.29 0.05 0.26 0.07 0.26

Total      0.38   Total      0.31 Total      0.33

Loss of Day Rate
0.0021 0.0048 0 0.01463 0 0.01326

Total    0.0069 Total    0.01463 Total    0.01326

Number of Deaths
0 0 0 0 0 0

Total        0 Total        0 Total        0

Notes:  										                                  Unit: Percentage (%)

1. Injury Rate = Total number of accidents / total number of working days 

2. Occupational Disease Rate = Total cases of occupational disease / total work days

3. Absence Rate = Combined total of injury leave, sick leave and menstrual leave / total working days

4. Loss of Day Rate = Injury leave days / total working days

2016 2015 2014
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Travel Rewards

In order to encourage better performance by sales agents, China Life offers overseas travel awards on a 

semiannual basis to top performers. Over the past five years, a total of 8,872 trips were rewarded, covering 

each of the world’s continents

Guaranteeing Labor and Human Rights

Human Rights Policies

In order to implement policies that promote equality and diversity, and to build a harmonious workplace 

environment, all employees must take classes that promote human rights. The classes cover the following 

topics:

♦ 	Working and Freedom of Association Rights of Our Staff: We work to protect our staff’s honor and 

privacy. To safeguard their rights and interests, the company formulated work regulations that were 

reviewed by the authorities.

♦  	Achieving Work-Life Balance: We provide various welfare benefits for our staff and advocate family 

life and leisure. Our policy to not force workers when they are unable to work reduces employee 

stress and improves performance.

♦ 	Multi-Cultural and Equal Employment Opportunities: We do not discriminate on the basis of race, 

class, language, ideology, religion, political party, ancestry, birthplace, gender, sexual orientation, 

age, marital status, appearance, facial features, disability, or past trade union membership.

♦ Labor-Management Communication Channels: We established labor-management meetings to 

promote harmony. Employees can use this mechanism to fully express their views.

China Life’s efforts to promote gender equality in the workplace include the establishment of the Sexual 

Harassment Prevention Committee. If a worker is the victim of harassment, he or she can file a complaint 

through a special unit or via a hotline. Employees can use these channels to understand related punishments 

and learn about their rights so that they can protect themselves and put an end to sexual harassment.

Employment of the Disabled and Minorities

Disabled employees enjoy the same rights and opportunities as all other employees. We prioritize a portion of 

job openings for people with disabilities and understand the assistance they require in the workplace. Hence, 

we provide disabled-friendly restrooms, passages, parking spaces, and elevators, as well as Braille signs, 

large computer monitors, text magnifiers and signal lights for the visually impaired. We also provide extra 

encouragement to the disabled, including urging them to register for professional certification, so they can 

raise their professional competitiveness. 

China Life had 75 disabled employees in 2014, 66 in 2015 and 68 in 2016. Among disabled employees in 

2016, 33% had worked at China Life for one to five years and 67% had been at China Life for more than five 

years. Some of the latter had been with us for 13 or 14 years or more.

We also actively seek to employee Taiwanese minorities beyond the government quota. At the end of 2016, 

China Life employed 58 indigenous people. 

Harmonious Labor-Management Relations
In order to promote good communication and interaction between general employees and managers, China 

Life holds a labor-management meeting every quarter. This meeting is for both sides to raise issues and 

encourage healthy two-way communication. Issues discussed in 2016 included implementation of annual 

health checks, changes to the salary grading table for labor insurance, distribution of work hours, and 

appointment of labor representatives to the Occupational Health and Safety Management Committee. 

Agreements were reached following extensive discussion. Furthermore, each week the chairman convenes 

a meeting with system managers and above and the highest-ranking managers of each business line. Each 

month the president convenes a company-wide departmental manager meeting. These are considered 

important and official internal communication channels.

We also have an open complaint channel to ensure that all voices are heard. If an employee encounters any 

problems at work, he or she can file a complaint addressed to managers at any level or the Human Resources 

Department. The company then responds to and handles the case. In 2016, China Life was subject to 

nine labor inspection cases, including a finance and insurance industry special case and an attendance 

management case. After providing relevant information to the labor authorities, we passed all inspections.

Annual health checks
Implementation of annual health checks

Changes to the salary grading table for labor insurance
On March 18, 2016, in accordance with Administrative Rule 
1050140080, changes were made to the salary grading table for 
labor insurance

Appointment of labor representatives to the 
Occupational Health and Safety Management 
Committee

Labor representatives to the Occupational Health and Safety 
Management Committee serve two-year terms; when a recent term 
ended on September 30, 2016, appointment of new labor represen-
tatives was made by labor representatives in accordance with the 
fourth paragraph of Article 11 of the “Guidelines on Occupational 
Health and Safety Management”

Employees can be given extra hours, calculated on a 
two-week or four-week basis, if overtime is needed and 
is in accordance with relevant rules and regulations

Handled in accordance with Articles 30 and 30-1 of the “Labor Standards 
Act”  

2016 Labor-Management Meeting Issues

Passed, 
with all members in 
attendance voting in 

favor
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China Life seeks to fulfill its CSR duties and build greater inclusive-
ness in the financial industry. We offer micro-insurance products to 
economically disadvantaged groups, and seek to provide these 
services to more disadvantaged groups and households through 
cooperative efforts with city and county governments and social 
welfare organizations. We always stand together with policyholders. 
Whenever our policyholders face an emergency or a disaster, we 
immediately offer a helping hand, so they can quickly get back on 
their feet. In light of demographic changes and educational prob-
lems, we use our “Read Across 319 Townships” program to raise the 
quality of education in rural areas that lack educational resources. 
Our hope is to use education to change the lives of children.

The United Nation’s SDGs

Comprehensive After-Sales Service to Provide Meticulous Care to Policy-
holders
•Create a new version of our e-commerce platform with a high-quality, responsive web design that 

makes it easy for customers to find information
•Include claims application information on payment notices to safeguard the rights of policyholders
•Make our webpages accessible to the disabled and obtain certification
•Conduct satisfaction surveys at service counters and add satisfaction surveys at care counters; main-

tain satisfaction rates of near 100% 

Strengthen Information Security Systems and Carefully Manage Personal 
Information of Policyholders
•Establish the first mobile offices in the industry to strengthen data security and raise office efficiency
•Pass BS 10012 Personal Information Management certification

Utilize Core Capabilities of the Insurance and Finance Industries to Give 
Back to Society
•Build a social welfare platform; every year select 50 artworks created by children or people with 

mental disabilities to tell a story
•Promote micro-insurance products, with the goal of increasing the number of policyholders by 500 

from the previous year
•Hold eight finance and insurance educational activities in rural elementary schools, so children 

develop a better understanding of these important topics

Chapter 4
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♦ The first life insurer to integrate a personal information management system into  
district offices, leading to a comprehensive network to protect personal information 

♦ Promotion of online insurance purchasing platforms; premium income from our 
e-commerce platform accounted for 48% of all online life insurance sales in Taiwan in 
2016

♦ The “Love to Go” volunteer team participated in 534 activities in 2016, contributing a 
total of 12,434.5 hours of volunteer service

♦ Over the course of four years, close to 4,200 people participated in the “Read Across 
319 Townships” program

Chapter 
Key

Points

Introduction
Strong policyholder relations are the key to increasing trust among current policyholders and essential in 

attracting new customers. China Life therefore seeks to increase our value proposition by enhancing our after-

sales services, and by strengthening our personal information and data protection systems. These measures 

make customers more loyal, thus encouraging them to stay with the company. When major disasters occur, 

our care and emergency assistance helps policyholders deal with the difficulties they face. We are committed 

to providing services that satisfy while upholding the principle that people always come first. We make long-

term investments to promote social participation. Our continued social impact allows us to achieve our brand 

mantra of “We Share, We Link.”

Strengthening Policyholder Relations
Providing Diverse Products

In order to provide tailored products and services that meet the needs of different customers, China Life is 

constantly researching trends in international and domestic market. We develop and design our products 

according to legal regulations and principles of fairness. Integrity, professionalism and stability are the core 

principles of our service. We are committed to providing the most suitable insurance products catering to all 

needs. In 2016, China Life continued to promote traditional products like multi-currency single and regular 

premium policies; annuity products suited to retirement planning; health insurance that can improve medical 

treatment quality and care needs; and investment-linked policies that help holders fulfill both their investing 

and risk management needs. Our diverse range of products offers suitable options for people of all stages of 

life.

▌China Life Insurance Product List

▪ Basic personal insurance
▪ Basic life insurance

▪ Investment-linked insurance
▪ Personal accident insurance
▪ Health insurance

Insurance Products

Child / Student 
(24 Years or Younger)

Needs

Needs Needs

Needs

Needs Needs

▪ Protection planning
▪ Small sum financial planning

▪ Term life insurance with 
lower insurance rates and 
higher coverage

▪ Whole life insurance with 
increasing sum insured

▪ Whole life insurance with 
endowment plan

▪ Investment-linked insurance
▪ Accident insurance
▪ Health insurance

Insurance Products

New Graduate 
(25-34 Years)

▪ Wealth management

▪ Insurance products for OIU

Insurance Products

Foreign Resident

‧Travel protection

‧Travel insurance

Insurance Products

Overseas Traveler

Needs

▪ Basic personal insurance

▪ Accident micro-insurance
Insurance Products

Economically Disadvantaged 
Groups

▪ Protection planning / 
investment planning / loans

▪ Wealth management / child 
education fund

▪ Interest-sensitive life 
insurance

▪ Whole life insurance with 
increasing sum insured

▪ Whole life insurance with 
endowment plan

▪ Investment-linked insurance
▪ Health insurance, long-term 

care insurance

Insurance Products

Parent 
(35-44 Years)

▪ Protection planning / retirement planning / wealth 
planning / wealth transfer

▪ Wealth management / children’s venture fund

▪  Interest-sensitive life insurance
▪  Whole life insurance with increasing sum insured
▪  Whole life insurance with endowment plan
▪  Investment-linked insurance
▪  Health insurance, long-term care insurance
▪  Annuity
▪  Universal life insurance

Insurance Products

Needs

▪ Wealth transfer/health care/long-term care
▪ Immediate annuity/asset planning/investment

▪ Annuity
▪ Universal life insurance
▪ Health insurance, long-term care insurance
▪ Insurance policy conversion

Insurance Products

Retiree 
(65 Years or Older) 

Middle-Aged / Elderly / Children's Wedding
(45-64 Years)
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New Product Planning
China Life provides diverse products and services that fulfill the needs of various customers. In order to 

ensure that new products meet all rules and regulations, before the sale of a new product begins, it must 

pass three stages: product design, product review and product pre-sale.

After the launch of a product, the Insurance Product Management Team meets at least once every six months 

to determine whether the “Regulations Governing Presale Procedures for Insurance Products” have been met. 

The team makes changes when needed. When releasing new services or new insurance products, or when 

making major changes to insurance products that regulators determine need approval, corporate compliance 

managers offer their opinions on whether the changes are legal and adhere to internal rules and regulations. 

The products must conform to the “Regulations Governing Implementation of Internal Control and Auditing 

System of Insurance Enterprises” in order to be sure they comply with the law and protect the rights of 

consumers.

Sincere Customer Care
In June 2016, China Life announced the “Principles of Treating Customers Fairly in the Financial Services 

Industry.” Using a combination of internal promotion, education and training, we implemented the principles 

as a way of raising recognition among financial service workers of the need to protect consumers while 

improving knowledge of related laws. The principles increase consumer confidence in financial services, thus 

Promoting Micro-Insurance
Assistance for the Economically Disadvantaged
In order to provide disadvantaged groups with basic accident insurance to cover death and disability, in 

2014 China Life introduced micro-insurance products. Micro-insurance products have lower premiums, lower 

coverage and are easy to understand. They come in three types: accident micro-insurance, collective accident 

micro-insurance and group accident micro-insurance. The premise of micro-insurance is to provide basic 

accident insurance covering death and disability that is still affordable for people with low incomes. With the 

protection of micro-insurance, families can avoid the sudden severe financial impact that a major accident 

could cause.

China Life is committed to the spirit of CSR. In order to care for the disadvantaged and ensure they enjoy 

the safeguards of basic insurance, we cooperate with the Garden of Hope Foundation, the United Way and 

the Yilan County Government to provide micro-insurance. This joint effort brings insurance to every corner of 

Taiwan that is in need of extra care, providing a strong shield for disadvantaged families.

Expansion of Diverse Channels
In order to expand our micro-insurance business, China Life seeks to increase cooperation with diverse 

channels. In 2016, 13 banks were offering China Life micro-insurance policies and had made micro-

insurance one of their key promotional products. In addition, in response to government policies to protect 

disadvantaged groups, for two consecutive years we cooperated with the Yilan County Government to promote 

micro-insurance services. These efforts gave economically disadvantaged households the chance to enjoy the 

benefits of basic accident insurance to cover death and disability. With this safeguard in place, high medical 

costs or other expenses due to an accidental death or disability do not put a severe financial burden on a 

family. Instead, in times of crisis, they can get the safeguards and financial support they need. At the end of 

2016, more than 6,000 people were under the coverage of China Life micro-insurance.

Online Insurance Purchasing Platforms

Since June 22, 2015, China Life’s e-commerce platform has provided a convenient 24-hour channel for 

purchasing insurance products. Recognizing that many people find purchasing life insurance to be a difficult, 

complex process, we meticulously built a website designed around the user experience. We made life 

insurance policies simple to read and understand, so customers can easily go online to select and pay for the 

most suitable policy for them. 

We have offered travel safety insurance and accident insurance products since the launch of our 

e-commerce platform. In order to expand beyond these traditional offerings into the field of insurance 

financial management products, on May 16, 2016, we pioneered the online sale of interest-sensitive annuity. 

Policyholders can choose this policy as the funding source to achieve their retirement or children’s education 

dreams.

As of December 31, 2016, China Life’s premium income from the e-commerce platform accounted for 48% of 

all online life insurance sales in Taiwan.

48%52%
China Life

Other life 
insurance 
companies

▌Premium Income from Life Insurance 
e-Commerce Platforms in Taiwan

▌New Product Launch Process

Product Design

The marketing department or 
o u r  d i s t r i b u t i o n  c h a n n e l s  
propose product inspirations or 
ideas. The product development 
department follows with product 
design and development. 

In a preparatory meeting, product 
development staff determines 
whether the proposed product 
adheres to all rules and regula-
tions.

Product Review

The Insurance Product Review 
Team meets to review the prod-
uct. Qualified members must 
sign off on the accuracy, appro-
priateness and legality of all  
f indings. Then the product is 
sent to regulators for review.

In 2016, the Insurance Product 
Review Team met 16 times.

Product Presale

Before the sale of any product, 
the Insurance Product Manage-
ment Team must meet to conduct 
a review. Once it gives approval, 
sales can begin.

In 2016, the Insurance Product 
M a n a g e m e n t  Te a m  m e t  17  
times.
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aiding sustainable development of the industry. To guarantee the basic rights of people with disabilities and 

assure them of fair and reasonably convenient financial services, in August 2016 we added a new friendly 

financial services page to China Life's corporate website. In 2017, we plan to make it even easier to access 

this page so as to build a friendly environment that accommodates the financial needs of the disabled.

In the future we will continue to uphold China Life's mantra of “We Share, We Link” by providing even more 

high-quality, innovative and diverse insurance services. Our policyholders will enjoy not only additional 

guarantees but also greater convenience and preferential treatment. The result will be a win-win situation for 

China Life and its policyholders.

Widening the Scope of After-Sales Service
Services at Contracted Medical Treatment Centers and Clinics
At the end of 2016, China Life had signed cooperative agreements with 1,244 medical treatment centers and 

clinics, 34 of which were located in difficult to access rural areas. In 2017, with the help of our nationwide 

district offices, we will expand our contracted institutions, including adding more in rural areas. Policyholders 

will benefit from more diverse and wide-ranging medical treatment services and resources.

♦ To make it easier for policyholders to get the treatment they need, China Life continues to work with 

clinics across Taiwan; together, we provide comprehensive medical treatment and resources to more 

customers

♦ Many of our customers use apps to find nearby medical treatment centers; China Life thus continues 

to improve and update searches of contracted institutions on its app as well as GPS functionality

Second Medical Opinion Referrals
China Life recommends policyholders with long-term personal insurance who are diagnosed with cancer 

get a second opinion to gather more information on both the diagnosis and treatment options. We have an 

ongoing cooperation with the Koo Foundation Sun Yat-Sen Cancer Center for second opinion referrals, and, 

depending on place of residence, provide transportation subsidies to ease the financial burden on patients 

who do not live near the center. In 2016, 10 patients applied for these subsidies and together received a total 

of NT$13,000.

House Visits for Seniors and Disadvantaged Groups
In 2016, China Life offered many caring measures for disadvantaged groups (the visually impaired, people 

with speech and language impairments, people with disabilities, and people with mobility problems) and 

seniors (65 years or older). We provided house visits for claims applications and delivery and collection of 

application documents. When applying for a claim, customers could choose to have the money transferred to 

their bank account or a check delivered to their home. In 2017, we provided 73 house visits, including 57 for 

claims settlements.

Advance Hospitalization Payments
In the past, when policyholders applied for medical treatment claims, the full process was handled post-

treatment. Following discharge and the completion of treatment, the policyholder would ask the hospital for 

his or her medical record and receipt then apply for a claim. Only after this process was completed would 

the policyholder be able to receive their payment. Policyholders, however, may have had to pay hospital 

fees during the course of treatment. In consideration of the difficulty this could pose and in the interest of 

meeting policyholder needs, China Life decided to provide a better system. Since June 2016, we have offered 

advance hospitalization payments. Policyholders who are hospitalized with a disease or accidental injury and 

who meet certain conditions can apply for payment upon being admitted for treatment. After receiving an 

application, China Life dispatches a staff member to the hospital to check on the policyholder and collect his 

or her documents. Advance payments of up to NT$60,000 are offered. In 2016, 11 policyholders used this 

service, and we issued NT$321,800 in advance payments.

National Health Insurance's “My Health Bank”
China Life seeks to increase self-management of health among our customers. With this interest in mind, 

and in the hope of improving service to policyholders and encouraging positive health attitudes, since 2015 

we have cooperated with the National Health Insurance Administration, Ministry of Health and Welfare to 

promote “My Health Bank.” Computers and professional assistance are offered at five service centers across 

Taiwan (Taipei, Taoyuan, Taichung, Tainan and Kaohsiung). People can use their National Health Insurance 

card or their Citizen Digital Certificate to check their medical records on “My Health Bank,” thus promoting 

the goal of self-managed health.

▌ More Upgrades to Policyholder Service

2013
2014

2015

2016

•Pharmacist house 
v is i ts  healthcare 
service

•House care visits 
fo r  s e n i o r s  a n d  
d i s a d v a n t a g e d  
groups

•Nat iona l  Hea l th  
Insurances 
“My Health Bank”

•China Life combo 
card

•House visits for claims 
applications

•Advance hospitalization 
payments

•Care counters
•“Principles of Treating 

Customers Fairly in the 
F i n a n c i a l  S e r v i c e s  
Industry”

•Friendly financial 
services webpage

‧China Life 
We Share card
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Phone service is available weekdays from 08:00~22:00 and weekends from 08:00~20:00. Outside of regular 

service hours, customers can search for information using the interactive voice response system (IVR) or 

leave a message. Typically, we respond to messages the following day. For holidays lasting three days or more, 

we notify related units and re-route calls that come outside of regular calling hours to an overseas urgent 

assistance hotline. An emergency hotline is always available for customers to speak to a representative to 

ensure that customer access to China Life remains open 365 days a year.

Customer Complaint Mechanisms
We promise to enhance our service by accepting various opinions and suggestions. We provide a variety of 

customer complaint channels and have a comprehensive complaint management process to let customers 

voice their concerns and obtain desirable solutions.

Ever since 2013, China Life has held weekly cross-departmental meetings to handle complaints. Supervisors 

from various departments discuss how to fix problems and designate steps that can be taken to prevent the 

problems from happening again. We include the volume of customer complaints and complaint processing 

times in the key performance indicators index for customer-service related departments. Through the fourth 

quarter of 2016, all relevant departments had successfully reached targets for reducing the volume of 

customer complaints and shortening processing times. 

 Local customer service centers 

 0800 customer service line: 0800-098-889 

 Service e-mail: services@chinalife.com.tw 

 China Life website comment section

 Postal Address: Customer Complaints Department, 11F, No. 122 Dunhua North Road, 105, Songshan, Taipei 

 Fax: 02-87121097 

 External Complaint Channels: Regulators, the Financial Ombudsman Institution, consumer ombudsman officers 
in city and county governments, etc.

Customer Complaint Channels:

Care Counters
To make it easier for elderly policyholders with mobility problems to make inquiries, since March 1, 2016, 

we have offered care counters at service centers in Taipei, Taoyuan-Hsinchu, Taichung, Chiayi, Tainan and 

Kaohsiung. The counters are tailored to provide priority service to the elderly, people with mobility issues 

or policyholders in need of extra assistance. Specially trained counter staff provide considerate service 

covering various insurance needs. Besides reducing wait times, the staff go the extra mile to provide caring, 

enthusiastic help. Policyholders appreciate the fast, personalized service, and in turn develop greater trust 

and appreciation for the company. In 2016, the counters served people 237 times. 

Service Counter Satisfaction Surveys
To measure customer satisfaction at China Life's service counters, our staff ask them to rate their experience 

between 1 (lowest) and 5 (highest). In 2016, 99.5% of respondents gave a score of at least 4. This gives us a 

reference point to make further improvements in our general service counters.

Starting from 2017, we have begun to ask customers to rate their satisfaction at our care counters. We hope 

satisfaction at the care counters is also 4 or above.

Friendly Phone Service
Our call centers offer a diverse range of services and act as a bridge between customers and the company. 

Policyholders can also make inquiries on China Life's corporate website, in line with new communication 

practices. As customer service staff provide assistance, they also collect recommendations from customers. 

In 2016, they compiled a total of 918 customer opinions and provided these to related departments to serve 

as a reference for making improvements.

Customer 
places a call

Customer service 
staff member 

answers 
(confirms customer 

identity)

Policy 
inquiries Follow-up

Referral to 
related
 units

Conclusion 
of case

IVR 
(system search 

or message)
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From 2013 to 2016, more than 200 types of cases were recorded. The top three types and our response were 

as follows: 

Claims

Promote ways to monitor 
insurance claims for cases 
o f  suspected  insurance  
fraud to reduce company 
r isk  and mainta in  a  fa i r  
insurance system

Sales Quality Control

Use disputes to produce 
c a s e  s t u d i e s  t h a t  c a n  
improve the quality of our 
sales agents

Customer Service

Adjust payment notification 
m e t h o d s  a n d  i n c l u d e  
additional alerts to protect 
the interests of customers 
and reduce disputes

▌ Insurance Bureau's Comprehensive Complaint Scores and Performance Statistics

Complaint Rate for  
Non-Claims Cases❶

Complaint Rate for 
Claims Cases❷ Industry Ranking

2016 0.0047 0.1228 6

2015 0.0039 0.2136 6

2014 0.0049 0.3913 8

2013 0.0131 0.6746 15

0.015

0.01

0.005

0

▌Complaint Rate for Non-Claims Cases ▌Complaint Rate for Claims Cases

2013 2014 2015 2016

0.8

0.6

0.4

0.2

0

2013 2014 2015 2016

 ❶Complaint rate for non-claims = (No. of non-claim complaints in current period weight / effective no. of contracts in current period) * 10,000
 ❷Complaint rate for claims = (No. of claim complaints in current period weight / effective no. of total claims) * 10,000 

In 2016, the volume of customer complaints decreased and responses became more efficient.

1.The volume and rate of complaints filed with the Financial Ombudsman Institution have significantly 

decreased over the past four years. The average number of working days spent dealing with cases has 

remained within one day over the past three years, the best in the industry. There were only 96 cases 

in 2016, consisting of 65 claim cases and 31 non-claim cases. 

▌ Financial Ombudsman Institution Complaint Statistics

Year Number of Cases
Total Number of Contracts 

Signed
Complaint Rate  ❶ 

Average Processing 
Day(s)

2015 135 15,402,054 0.0876506 1

2016 96 16,060,558 0.0597737 1

Note : The Insurance Bureau announced that all cases having a processing time of zero days are counted as one day. Hence, our 2015~2016 
average processing time of one day was the best in the industry. 

Note❶ : Complaint rate = (No. of complaints / No. of contracts) * 10,000 

2.Over the past four years, the Insurance Bureau’s comprehensive data on complaint scores shows great 

improvements in processing and response efficiency. The latest ranking released in March 2017 placed 

us sixth in the industry. 

▌Customer Complaint Handling Procedures

Complaints can be filed through different channels; 
China Life contacts the policyholder within 24 hours

Relevant depar tments discuss the complaint and 
respond within 30 days or notify the customer if they 
need more time

Case progress is regularly updated via telephone, SMS 
or in writing; no effort is spared in handling the case 
and solving the dispute

01

02

03

04

Receipt of 
Complaint

Personal 
Service

Case 
Processing

Response to 
Policyholder
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In order to ensure that policyholders receive services and care as quickly as possible during typhoons, 

and that internal/external communication and alerts are handled smoothly, we established the following 

standards:

Emergency Disaster Relief
Natural disasters and major accidents have a direct impact on the insurance industry. For policyholders and 

people in communities and environments affected by disasters and major accidents, work stops, lives can be 

crippled and families can be torn apart. 

When typhoons and other major disasters occur, China Life proactively provides comprehensive support to 

policyholders by activating a variety of response mechanisms. These mechanisms were crafted to assure fast, 

considerate and convenient care and to help the victims of disasters overcome the crises they face.

Pre-Disaster
Disaster Event

We closely track the storm’s 
trajectory and gather related 

information

Central Weather Bureau (CWB) 
announces the formation of a 

tropical depression

Within two hours of the 
CWB announcing a 
typhoon or tropical 
storm sea warning

Within two hours of the 
CWB announcing a 
typhoon or tropical 
storm land warning

Research and draft 
measures to aid 

policyholders affected 
by disaster

Launch of a 
reporting system and 
related procedures

Disaster follow-up and monitoring

As a disaster unfolds, 
we analyze whether special 

care or other measures 
are needed

Disaster Follow Up 
and Monitoring

Judgment Standard
Judgment Standard

Response Method
Response Method

Judgment Standard

Response Method

Note❶： If the threshold for a response is reached during non-working hours, the response is initiated at 8:30 the following morning. If it is 
a weekend or holiday, we assess the situation and determine whether an earlier response is needed.

Note❷：Judgment standards are based on CWB reports

Six Emergency Relief Measures 

In 2016, Taiwan was struck by typhoons Nepartak, Meranti, Malakas and Megi. To 
varying degrees, they caused flooding, farming and fishery damage, and personal 
and property losses across Taiwan. For each disaster, in order to provide prompt 
policyholder services and disaster area relief, China Life implemented six emergency 
relief measures: premium extensions, policy loan incentives, mortgage relief, flexible 
travel safety insurance adjustments, insurance service incentives and expedited 
claim settlements.

Caring for Policyholders

When a deadly earthquake struck southern Taiwan in February 2016, China Life 
President Yu Ling Kuo promptly traveled to the area to personally lead a task 
force consisting of staff from headquarters and the regional office. The task force 
obtained a list of the injured then sent staff to local hospitals to provide affected 
policyholders with assistance. 

Following the earthquake, we donated NT$10 million in assistance and launched 
the “Major Disaster Care and Service Measures for China Life Policyholders.” We 
actively offered settlement claims to 18 victims and established a disaster center 
headed by the task force. The center directly sent relief goods to victims.

• Expedited claims settlements are offered for those who die or suffer injury in typhoons or other major disasters
• Once reasons for a claim are confirmed, China Life shall prioritize the claim and payment without waiting for an application 

from the policyholder 
• 18 policyholders benefited from claim settlements without making an application following a major earthquake in Tainan

Expedited Insurance Claims

‧Affected mortgage customers can apply for a three-month deferral of principal payments

Mortgage Relief Measures

• Free replacement of insurance documents for customers in disaster hit areas

Free Replacement of Insurance Documents

• Policyholders who apply for disaster assistance that exceeds the scope of the above measures can ask for assistance from 
their regional customer service center or the customer service hotline 

Individual Case Management

Flexible Adjustments to Travel Safety Insurance

• Travelers whose plans are affected by a typhoon can apply to cancel or postpone their travel safety insurance

Policy Incentives

• Insurance documents that are lost or damaged due to a typhoon or other major disaster are replaced free of charge
• 3-months interest free policy loans

- One application following Typhoon Nepartak 
- Nine applications following Typhoon Megi

Premium Extensions

• Policyholders affected by a disaster can apply for payment deferral periods to be extended by an additional three months
• Three applications following a major earthquake in Tainan

Note : Depending on the severity of a disaster, limitations and practices of the above service response measures can be modified

Care – Building a Society for the Common Good

104103



Strengthening Information Security Control

Information Security Framework
China Life places great importance on information security. We have fully integrated information security 

management mechanisms. We adhere to ISO 27001 standards, and selected information infrastructure 

and operational management of key systems have passed ISO 27001:2013 certification. Better information 

security management and protection means long-term operations and uninterrupted service. Personal 

information is always safe, so our customers do not need to worry it will be lost or their rights infringed upon.

In 2016, China Life added or revised approximately 70 documents that serve as the basis of the policies, 

scope, controls and procedures that govern our information security systems. In accordance with ISO 27001, 

we used the plan-do-check-act cycle to build an information security management system (ISMS). We will 

continue to ensure effective operations and improve risk assessments, checks and measurements associated 

with information security.

PLAN

ACT CHECK

DO

‧System documents
‧Risk management methods
‧Information asset management
‧Operation continuity 

impact analysis

‧Correction measures
‧Education and training

‧Internal/external topics
‧Risk assessment
‧Handling of information security 

accidents
‧Information security control and  
        management procedures

‧Information security internal checks
‧Measuring information security indicators
‧Operation continuity drills

Information Security 
Control and Management 

Framework

Information Security Committee
In order to ensure maintained operation and effectiveness of ISMS, China Life’s Information Security 

Committee is in charge of information security management and operations. In meetings held since 2016, 

the committee reviewed distributed denial-of-service, upgrades to encryption services, introduction of ISMS 

control range and scope, blocked transmission of e-mails containing personal information, and distributed 

denial-of-service drills. It assessed operational results related to the handling of risk as well as information 

security checks and indicator measurements.

Comprehensive Upgrades to Personal Information Security
Besides providing products and services that meet policyholder needs, China Life cautiously handles the 

personal information of shareholders at every stage of operations. It ensures that appropriate care is taken 

when handling information and respects the personal privacy of policyholders.

Full Legal Compliance
In accordance with the “Personal Information Protection Act” and rules governing the maintenance of personal 

information security by non-governmental agencies designated by the Financial Supervisory Commission, in 

2013 China Life established the “Personal Information Files Security Plan and Disposal Measures of Personal 

Data Files Upon Termination of the Business.” Besides making necessary adjustments in accordance with 

legal revisions, we ensured that all departments that manage information security introduce detailed rules 

and regulations relating to the above security plan and disposal measures. As part of plans to regularly check 

personal information measures and conduct related internal audits, all employees must adhere to both 

government and corporate personal information protection goals. We always act in accordance with relevant 

laws when gathering, handling and using personal information. The laws not only serve as a reference for 

sales agents and office staff when carrying out everyday duties, but also act as a safeguard for policyholder 

privacy and company assets.

Adherence to International Standards
China Life’s commitment to protecting our customers’ personal information is shown by our efforts to 

strengthen management of personal information protection. In 2016, using information security management 

mechanisms as a foundation and BS 10012：2009 as a reference, we introduced a personal information 

management system (PIMS) that considers all aspects of operations, including the gathering, handling and 

use of personal information. It covers all departments at corporate headquarters, all branch offices, and two 

district offices, making us the first life insurance company in Taiwan to introduce PIMS in its district offices. 

Between our information security measures and personal information protection management practices, we 

believe that our mechanisms for managing personal information and protecting information security adhere 

to international standards. Confirmation could come by the end of 2017 when we expect to pass BS 10012：

2009 certification.

Strengthening Personal Information Protection and Management Capabilities
In order to strengthen personal information security maintenance mechanisms and operational efficiency, 

and to integrate all related management resources, in the second half of 2016 we established the Personal 

Information Protection and Management Committee. Convened by the company’s president, the committee 
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engineering, it provided training on related prevention methods. Several employees underwent ISO 27001 

training and were certified as lead auditors.

In order to teach company staff about their responsibility to protect personal information and to strengthen 

related management systems, China Life relies on a combination of education and training. Classes make 

personal information protection management part of the corporate culture while at the same time raising, 

strengthening and maintaining staff awareness. In 2016, we held 10 such courses with 23 total events.

Personal information protection is extremely important to China Life. Whether the information relates to 

policyholders, employees, or cooperative partners, rigorous protection is required. We adhere to the “Personal 

Information Protection Act” and other regulations. In 2016, compliance units held 17 educational and 

training events on personal information protection regulations. Specialized solicitation training units regularly 

taught all sales agents related information. These steps ensure that all employees adhere to our personal 

information protection and management requirements.

is responsible for promoting, managing and overseeing the effectiveness of our personal information 

management mechanisms. It meets biannually to discuss personal information protection, technical 

development, oversight of management mechanisms, and the handling of related incidents. It also reports on 

the overall state of personal information protection at the company.

The primary duty of personal information protection is to clearly identify and demarcate personal information 

scope within the organization. Therefore, in 2016, China Life worked with a consultancy to conduct a 

personal information inventory. We adopted a systematic, structured approach to take a new inventory of 

the work processes of each operational department to determine impact on the collection, handling and 

use of personal information. We then used this information as a reference for the design of the company’s 

personal information protection and management mechanisms. We also used the nine principles in the APEC 

Privacy Framework, together with BS 10012 and ISO 27001 rules governing personal information protection 

and information security, to conduct a privacy impact analysis. This provided a comprehensive evaluation 

of our personal information protection capabilities. Finally, taking a risk-based approach, we relied on risk 

analysis and measurement to consider all potential personal information risks then used that information to 

strengthen related corporate governance. In 2016, there were no incidents of intentional encroachment on 

the privacy rights of customers or loss of customer’s personal information.

Information Security and Personal Information Protection Education and 
Training
In order to strengthen information security recognition and capabilities, China Life conducted more than 10 

personal information training and education events in 2016. One event, joined by all employees, focused on 

e-learning, including key information-security knowledge and personal information protection requirements. 

Besides raising awareness of personal information attack methods using extortion software and social 

▌	2016 Information Security Education and Training Plan

Course Name Target Students

Information Assets Collection and  
Risk Management Methodology

Project Implementation Teams

Practical Risk Assessment Project Core Teams

ISO 27001 Standards Training Project Core Teams

Business Continuity and Operations Management General IT Staff

Introduction to  
ISO 20000 International Standards

General IT Staff

Introduction to Information Security Internal  
Audit Methods

Project Core Teams

Information Security Awareness e-Learning General Staff 

Web Application Security
E-Commerce Technology Department,  

System Services Department

Personal Information 
Protection and Management 

Committee 

Executive secretary

Executive 
group

Technical 
development 

group

Examination and 
audit group

Urgent response 
group
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Joint Social Participation

Creating Shared Values Through CSR
When conducting CSR, we take inspiration from our 

mantra “We Share, We Link,” fulfilling our promises to 

society and enacting positive change. We use company 

resources to contribute to public welfare activities and 

projects that aid society. Our stakeholders expect players 

in the life insurance industry to make people the focus of 

all operations. So China Life observes social trends and 

the needs they create, and then plans long-term public welfare strategies. We see three main directions and 

practices of social welfare activities: education and cultivation; assisting the disadvantaged; and benefiting 

the environment. By concentrating on these areas, we express our corporate influence from the inside out and 

fortify our ideas of sustainable operations from the outside in. For every public welfare activity, we seek the 

greatest results.

Promoting Social Participation to Expand Goodwill
China Life believes there are three main directions of social welfare participation: education and cultivation, 

assisting the disadvantaged, and benefiting the environment. We implement social welfare concepts and 

goals, so we can reach out to more groups that need assistance. With all office staff and sales agents 

contributing, in 2016 we conducted or participated in 534 social welfare activities.

▌Public Welfare Contributions

2014 2015 2016

855

1.403
1,521

(Unit: NT$ 10,000)

01 02

03

0405

06

01

02

03

04

05

06

Education &
Cultivation

• Started in 2015
• Donated secondhand computers and equip-

ment to three rural elementary schools

• Sponsored establishment of fun classrooms 
in rural communities

• Educat iona l  g rants  fo r  d i sadvantaged  
families in rural areas

• Hosted Children’s Day care activities

• Sponsored reading prize activities for four 
consecutive years

• Through books, chi ldren were taught to 
express themselves orally and in writing, and 
learned good money management skills

• Accepted a Ministry of Education request to 
produce videos honoring teachers

• Videos shown at  the Excel lent  Teacher  
Awards and through other major channels

• The videos have more than 10 million views

• Conducted for more than 10 consecutive 
years

• In 2016, we sponsored 10 universities and 
colleges

• Visited 56 rural elementary schools in 2016, 
with more than 4,200 people participating

Sponsorship of World 
Vision’s fun rural 

classrooms

Tzih Huai Social 
Welfare 

Foundation 
Reading Awards

Micro-Film: “Thank You 
Teacher for the Hope 
You Bring to Rural 
Communities II”

“Socially Minded 
Young CEO”

“Read Across 
319 Townships”

Donation of second-
hand computers to 

rural areas

Education and Cultivation
At China Life, we are committed to building a beautiful future for the next generation. With people central 
to everything we do, we operate based on the spirit of helping others. For years we have closely heeded 
educational problems among people in rural areas. We use corporate resources to improve the study 
environment for rural students. We help students develop new skills and increase their potential, so 
knowledge can germinate, grow and thrive. We hope to use education to show students how to move to higher 
socioeconomic levels and bravely chase their dreams. As we brighten prospects and fill children with hope, 
we are instilling more care and energy into students from rural areas.

Establishing a Presence in Rural Communities with the “Read Across 319 
Townships” Program
Amid economic and environmental changes as well as an evolving social structure, it can be difficult for 
children of recent immigrants with cultural differences or children from low-income households to get a good 
education. Their challenges are partially a symptom of the developmental gap between cities and rural areas, 
which has led to a shortage of educational and cultural resources in the countryside. Children in rural areas 
are often raised by their grandparents and may have trouble adapting to society or fitting in with others. 
These factors combine to make the educational environment more challenging in rural areas.

Recognizing this problem, in 2013 China Life launched the “Read Across 319 Townships” program. Over 
four years, close to 4,200 people participated in the program as volunteers donated nearly 4,000 hours of 
their time. We visited elementary schools across the country, bringing us closer to our goal of reaching all 
of Taiwan’s 319 townships. We encouraged students to use books as a foundation and integrated modern 
teaching materials into their lessons, making students more eager to learn, and raising their knowledge and 
competitiveness. In DIY classes, we see children’s abundant ingenuity. As they pour creativity into their work, 
we see their eyes fill with confidence. Starting in 2017, China Life will offer even more activities to expand 
children’s ideas of what is possible. Increasing the scope of art and educational lessons will make children 
even more ready to contribute to society. 

As fintech becomes more popular globally and digital financial services rapidly spread in Taiwan, digital 
information is having a greater impact on consumers. In 2017, we will build an online public welfare 
platform to showcase China Life’s history of public welfare achievements. Through this long-term, focused 
communication channel, stakeholders will gain a better understanding of our social participation. The general 
public will also be able to access the site, giving even more people the chance to appreciate China Life’s 
social contribution and the investments we make to help others.

▌China Life's Read Across 319 Townships Program Timeline

While conducting the “Read Across 319 Townships” program, China Life 
discovered that there is a major developmental gap between urban and rural 
schools. Rural teachers, however, work just as hard as their urban counterparts 
to keep children smiling and their hearts filled with hope. So in 2015 we 
produced a micro-film titled “Thank You Teacher for the Hope You Bring to Rural 
Communities.” The micro-film shows our appreciation 
for teachers and asks everyone to support and 
encourage teachers working at rural schools.

●We will continue to visit rural 
elementary schools.

●We will grow our social-corpo-
rate partnership by bringing 
even more art and educational 
materials to rural elementary 
s c h o o l s .  M o r e  c o n f i d e n t  
students will develop an even 
greater love of learning.

●Used finance and insurance 
knowledge to incorporate basic 
l ife insurance concepts into 
lessons so children begin devel-
op ing  an understanding  of  
financial concepts at an early 
age.

●By the end of 2016, 
we had visited 56 rural elemen-
tary schools and close to 4,200 
people had participated.

2013 2015 2017

Influence of the VideoKey Project

To boost the general publics appreciation 
for teachers, in September 2016 the Ministry 
of Education held a series of special teacher 
appreciation activities. 
The ministry especially liked China Lifes 
video “Thank You Teacher for the Hope You 
Bring to Rural Communities,” naming it one 
of the best short videos for showing respect 
to teachers. The video was later shown at the 
Excel lent  Teacher Awards and v ia other 
channels,  such as Facebook,  televis ion 
adver tisements, outdoor adver tising and 
MRT advertising. It has received more than 
10 million views.

In 2016, we released “Thank You Teacher for 
the Hope Your Bring to Rural Communities 
II,” a micro-film based in Taitungs Yongan 
Elementary School. 
(https://youtu.be/tg-XWuAHvgE)
The video was posted online and was the 
inspirat ion behind an interact ive game 
among China Life fans. On December 28, 
2016, one week after the video was uploaded, 
it had already reached 30,000 people and 
had 15,000 views. More than 1,000 people 
had directly engaged with the video through 
likes, comments, or shares. 

▌Micro-Film: “Thank You Teacher for the Hope You Bring to Rural Communities II”

●Launched the “Read Across 319 
Townships” program in March 
2013.

●Promoted reading and ecofriend-
ly DIY activities.

●In the midst of major food safety 
scandals, we began incorporat-
ing activit ies relating to food 
safety and being ecofriendly.
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▌China Life's Read Across 319 Townships Program Timeline

While conducting the “Read Across 319 Townships” program, China Life 
discovered that there is a major developmental gap between urban and rural 
schools. Rural teachers, however, work just as hard as their urban counterparts 
to keep children smiling and their hearts filled with hope. So in 2015 we 
produced a micro-film titled “Thank You Teacher for the Hope You Bring to Rural 
Communities.” The micro-film shows our appreciation 
for teachers and asks everyone to support and 
encourage teachers working at rural schools.

●We will continue to visit rural 
elementary schools.

●We will grow our social-corpo-
rate partnership by bringing 
even more art and educational 
materials to rural elementary 
s c h o o l s .  M o r e  c o n f i d e n t  
students will develop an even 
greater love of learning.

●Used finance and insurance 
knowledge to incorporate basic 
l ife insurance concepts into 
lessons so children begin devel-
op ing  an understanding  of  
financial concepts at an early 
age.

●By the end of 2016, 
we had visited 56 rural elemen-
tary schools and close to 4,200 
people had participated.

2013 2015 2017

Influence of the VideoKey Project

To boost the general publics appreciation 
for teachers, in September 2016 the Ministry 
of Education held a series of special teacher 
appreciation activities. 
The ministry especially liked China Lifes 
video “Thank You Teacher for the Hope You 
Bring to Rural Communities,” naming it one 
of the best short videos for showing respect 
to teachers. The video was later shown at the 
Excel lent  Teacher Awards and v ia other 
channels,  such as Facebook,  televis ion 
adver tisements, outdoor adver tising and 
MRT advertising. It has received more than 
10 million views.

In 2016, we released “Thank You Teacher for 
the Hope Your Bring to Rural Communities 
II,” a micro-film based in Taitungs Yongan 
Elementary School. 
(https://youtu.be/tg-XWuAHvgE)
The video was posted online and was the 
inspirat ion behind an interact ive game 
among China Life fans. On December 28, 
2016, one week after the video was uploaded, 
it had already reached 30,000 people and 
had 15,000 views. More than 1,000 people 
had directly engaged with the video through 
likes, comments, or shares. 

▌Micro-Film: “Thank You Teacher for the Hope You Bring to Rural Communities II”

●Launched the “Read Across 319 
Townships” program in March 
2013.

●Promoted reading and ecofriend-
ly DIY activities.

●In the midst of major food safety 
scandals, we began incorporat-
ing activit ies relating to food 
safety and being ecofriendly.

Cultivating Public Welfare Seeds – “Socially-Minded Young CEO” Plan
What is a socially minded CEO? China Life believes that the new generation of leaders needs more than just 

superb business management capabilities and vast global ambitions. They must also be invested in improving 

society. New leaders should have a special set of characteristics, including a chivalrous nature, in order to 

become the socially minded CEOs that the world needs.

In order to encourage students at domestic colleges and universities to spend more time on activities that 

benefit our society, since 2007 China Life has supported the “Socially-Minded Young CEO” program at 

domestic campuses. Our hope is that this small investment will allow the altruism inherent to the insurance 

industry to thrive on university and college campuses. If we work together, we can do good for society.

Each year we sponsor programs that address important and pressing needs. Over the past two years, we 

primarily invested in programs addressing environmental issues and rural needs. Programs specifically 

focused on Taiwan’s rural elementary schools, disadvantaged groups, protecting the environment, 

and supporting local farmers. Activities touched on topical issues, such as food safety education and 

environmental protection. In 2016, we sponsored students at 10 universities and colleges who sought to join 

public welfare activities.

Resources Know No Boundaries – Donating Secondhand Computers to 
Rural Areas
In order to get the greatest value out of our resources, since 2015 China Life has donated repaired 

secondhand computers from our office to rural elementary schools. We even personally visit the schools to 

help with installation and testing. The program has reduced the technology gap between urban and rural 

schools. Besides facilitating the reuse of old computers, it benefits disadvantaged students. There are three 

main objectives:

♦Corporate Governance: Leveraging China 

Life’s professional knowledge and reusing 

resources to have a positive impact on 

society.

♦ E nv i ro n m e n t a l  P ro te c t i o n :  Re u s i n g 

resources by refurbishing office computers 

to extend their life.

♦Social  Issues:  Helping to reduce the 

technology gap between rural and urban 

schools. Providing computer resources to 

students gives them a greater chance to 

excel in IT studies.

In 2016, we planned to set aside 20 secondhand computers to donate to rural elementary schools in 2017. 

We even provided a two-year warranty on the hardware so schools could feel secure.

Leveraging China Life’s 
professional knowledge 
and reusing resources 

to have a positive 
impact on society.

 Helping to reduce the 
technology gap between 
rural and urban schools. 

Providing computer 
resources to students gives 
them a greater chance to 

excel in IT studies.

Social Issues

Reusing resources by 
refurbishing office 

computers to extend 
their life.

Corporate 
Governance

Environmental 
Protection

Care – Building a Society for the Common Good
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• Founded in 2012
• Provide one paid day of leave for volunteer 

work
• Information on over 600 volunteer activities 

to help the disadvantaged each year
• Volunteer service totaled 12,434.5 hours
• 534 events

• Sponsored a trip to perform in Austria 
• Invited to perform at the companys year-end 

party and performance awards ceremony

• Sponsored the Chung Yi Foundations
 “dandelion children” plan for two consecu-
tive years

• Sponsored for eight consecutive years
• Exhibition space for award-winning paintings 

was established in office meeting rooms
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• Dual public welfare concept
• Purchased agricultural products from local 

farmers  to  prov ide  d i rect  ass is tance to  
disaster victims 

• Has benefitted more than 6,700 people

• Collected more than 16,000 receipts

• Donated NT$10 million
• Launched expedited claims and emergency 

care services
• Helped victims rebuild 

• Provided direct assistance to disadvantaged 
groups

• Indirectly raised social abilities of people 
with autism

• Sponsored an artistic healing plan for four 
consecutive years

 

Helping the 
Disadvantaged

“Love to Go” 
volunteer 

team

Sponsorship 
of the 

visually-impaired 
group The 
Bleinders

Sponsorship of public 
welfare letters from the 
Chung Yi Social Welfare 

Foundation

Sponsorship of 
Yu-Cheng Social 

Welfare Foundation 
painting competi-

tion for the mentally 
challenged

Donations made 
to victims of 

Typhoon Meranti 
in Hongye 

Village, Taitung

Micro-insurance 
sponsorship

Response to the 
Insurance 
Bureau’s 

promotion of 
micro-insurance

Donations to 
Tainan earthquake 

victims

Sponsorship of the 
Autism Society of 

Taiwan

Sponsorship of 
the Children’s 

Charity 
Association

Helping the Disadvantaged
China Life considers the special characteristics of disadvantaged groups when determining how to allocate 

resources to help the disadvantaged achieve self-sufficiency. We encourage everyone to exercise their talents 

and create new products in order to achieve stable sources of income. We hope that our small investments 

can initiate wider social change. If more people care for and support the disadvantaged, their public welfare 

contributions will contribute to a richer, more beautiful society.

Shining a Light on Innocent Dreams – Yu-Cheng Foundation’s Painting 
Competition for the Mentally Challenged
Since 2009, China Life has eagerly encouraged the mentally disabled to let their artistic gifts shine through 

the Yu-Cheng Social Welfare Foundation’s painting competition. The competition provides an exclusive stage 

for the mentally disabled to use painting as a channel to display their innate artistic talents and potential. As 

these artists pour emotion into their work, they find new confidence within. There are more than a hundred 

works in each competition. Every painting shows the extraordinary gifts and abilities of the person who 

created it, and demonstrates the power of the artists to make their feelings resonate.

Paintings and other items from the competition have been displayed at the China Life headquarters. Upon 

entering our meeting rooms, employees and guests see the diverse collection of thoughtfully crafted artworks. 

Viewers can appreciate the talent of these mentally disabled artists and take inspiration from their bravery in 

not being defeated by a disability.

▌2013 – 2016 Activity Timeline

Supervisors at China Life proposed purchasing paintings from the 
competition as a way of helping Yu-Cheng Foundation to raise funds.

The paintings were printed on China Life i-Cash cards so policyholders could also admire 
the thoughtfully crafted, diverse artworks.

With the help of China Life, over 100 award-winning paintings from eight years of the 
competition were gathered and displayed in a special traveling exhibition. The artists joined 
to discuss their work with members of the general public. Besides providing another 
opportunity for these artists to display their works, the competition gave the general public a 
chance to learn more about the mentally challenged. In this friendly setting, people learned 
about the many contributions that people with mental disabilities make to society .

Care – Building a Society for the Common Good
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Compassion for the Disadvantaged – Donating Receipts
China Life considers donating receipts, which are used in a government-run lottery, to be one of the simplest, 

most direct forms of support for social welfare organizations. As more and more people donate their receipts, 

they gather compassion, which social welfare organizations turn into limitless hope.

Since 2015, China Life has placed receipt collection boxes on all floors of its buildings. Employees can use 

these boxes to donate their receipts to worthy causes. As the government rolled out its e-receipt policy, 

China Life encouraged employees to use the “compassion code” option when making purchases as a way of 

continuing to donate their receipts while aiding environmental protection efforts.  

In 2016, we helped the Life Insurance Educational Foundation gather 1,891 receipts. All proceeds from 

winning receipts went toward scholarships for children from rural areas and the planning of related activities. 

During a special outdoor concert to promote micro-insurance and other forms of insurance for an ageing 

society, we managed to gather more than 16,000 receipts in one day. Proceeds went to the Huashan Social 

Welfare Foundation to help care for senior citizens.

Showcasing Taiwan’s Most Sincere Voices – The Bleinders Perform in 
Europe
The Taiwan Choral Music Center recruited visually impaired singers to form an a cappella group called The 

Bleinders. Each member’s voice is infused with pure, sincere emotions and rich, penetrating tones that 

express limitless hope and love. In order to make it possible for more people to hear their music, China Life 

sponsored a trip for the group to perform in Austria. Besides supporting the arts, we wanted The Bleinders to 

let the world hear Taiwan’s most sincere voices perform.

The Bleinders also performed for China Life’s year-end party and our annual sales agent awards meeting. 

Besides providing a stage for visually impaired artists to perform and realize their dreams, our employees 

were able to experience this group’s impressive vitality up close and live. Through art sponsorships, China 

Life helps the disabled overcome their obstacles and do more than they ever imagined was possible. As they 

show their potential, these special performers showcase Taiwan to the world.

Social Welfare Sponsorship to Support the Disadvantaged

China Life has been committed to promoting social welfare and supporting disadvantaged groups for 

many years. We learn the needs of the disadvantaged then use sponsorships and donations to foster self-

sufficiency and build a more supportive society. Past sponsorships supported a public welfare letter ad 

campaign by the Chung Yi Social Welfare Foundation, organic food donations for typhoon victims in Taitung’s 

Hongye Village, a talent competition hosted by the Autism Society of Taiwan, a NT$10 million donation to the 

Tainan City Government to help with rebuilding following the February 6 earthquake, and reading activities 

hosted by the Tzih Huai Social Welfare Foundation.

Benefiting the 
Environment

Charity fairs

Green procurement

Green service 
processes • Held before 

Mid-Autumn Festival 
and the Lunar New 
Year for nine 
consecutive years

• Green procurement purchases in 2016 were 
NT$9.56 million

• Honored for excellence in green procurement 
promotion by the Department of Environmental 
Protection, Taipei City Government

• Reduced paper use by 1.91 
million sheets

• Reduced carbon equivalent 
emissions by 12,988 kg

• Offered 69 types of 
e-notices

• Offered mobile insurance 
purchases

•Introduced e-documents

• Supported the building 
of a friendly environ-
ment for local farmers 
and disadvantaged 
groups

• Implemented a dual 
public welfare concept

• Charity fair sales have 
been rising each year

Benefiting the Environment
The life insurance industry is highly aware of environmental risks and their effects of people’s health. 

As global climate change becomes increasingly serious, it is clear that reducing energy use and cutting 

greenhouse gas emissions are issues that demand immediate action. In response to government policy and 

international trends, and to fulfill our commitment to CSR, we seek to reduce our environmental impact. 

We reduce energy consumption, cut carbon emissions, and love the earth. We seek ecofriendly and green 

practices. Our goal is sustainable development and to live in harmony with the earth.

A Major Platform for Public Welfare – Charity Fairs
For years China Life has supported disadvantaged groups, local farmers, and social enterprises while 

investing our resources to care for and serve society. One example is the charity fairs that we have hosted 

for the past nine years before Mid-Autumn Festival and the Lunar New Year. Social welfare groups and local 

farmers join to promote their products while spreading healthy eating concepts and teaching about the 

balance between the land, environment and people. Employees and the general public purchase useful 

secondhand items and high-quality agricultural products, promoting sustainability and reuse. Disadvantaged 

groups and the mentally disabled also showcase their special talents at the events, helping them find a place 

in society at large. Fair participants in recent years include Buy NearBy, Green Farmers Family, Farmers 

Dream, Fu Shan Grange, Taiwan Way, Yu-Cheng Foundation, Taiwan Foundation for Rare Disorders, Eden 

Social Welfare Foundation, and Blueseeds.
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Supporting the Environment and Local Farmers
●   We provide venues for disadvantaged groups and social enterprises to hold charity fairs. Our employees 

purchase goods in advance or on site, boosting fair revenues. As our employees embrace ecofriendly 

and public welfare concepts, their consumption habits gradually change. Their increased participation 

in public welfare allows us to have a greater impact on society.

●  We spread China Life’s concept of sustainable operations by purchasing products from social 

enterprises and local farmers to serve as corporate gifts. Employees are also developed into 

ambassadors for spreading sustainability ideas among our policyholders.

Helping Disadvantaged Groups
●  Providing a stage for disadvantaged children and the mentally challenged to put on performances, 

helping them integrate further into society

●  Mentally disabled people help sell products, interacting with members of the general public and 

improving their social skills

●  The mentally disabled showcase their special artistic skills by writing Spring Festival couplets and 

making painted pomelo crafts and other creations 

▌Four Major Concepts of Charity Fairs

Aiding disadvantaged 
groups

Bridging environmental 
protection and public 

welfare

Support for the 
environment and local 

farmers

Dual public welfare 
concept for expanded 

influence

•Tasting the Fruits of the Land: We made it easy for our employ-
ees to enjoy fresh Taiwanese food by promoting bento boxes and 
fresh cut fruits from local farmers. We taught colleagues about 
respecting the land and sustainable operations.

•Performances by Children with Rare Diseases: Children with rare 
diseases gave live performances of original songs. Passionate 
support from China Life employees showed that we are there to 
help.

2014

•Rural Children Join DIY Fairs: Rural students performed at DIY 
charity fairs and helped to sell goods.

•Artistic Talents on Display: Mentally challenged artists painted 
red envelopes, pomelos and other goods suited to the season. 
They demonstrated adept perception and artistic talent. 

•Better Experiences: A food court gave fairgoers the opportunity 
to taste different foods. We taught about the differences of vari-
ous types of foods and encouraged people to avoid consuming 
unhealthy chemicals.

▌Charity Fairs Timeline

2015

Relief for Fallen Fruit: 
When Typhoon Matmo struck Hualien, close to 90% of the areas 
pomelo fruitfell from their trees. China Life employees purchased 
the damaged fruits to support local farmers.

2016

 Dual Public Welfare Concept for Expanded Influence
●  China Life employees purchase lunar New Year’s goods from disadvantaged groups then arrange for the 

goods to be delivered to social welfare organizations. Their compassion is a helping hand and hope for 

those in need.

●  We purchased agricultural products from local farmers then donated the goods to orphanages and 

typhoon victims.

Combining Environmental Protection and Public Welfare
●  We collected secondhand goods from employees and the public. The mentally disabled earned money 

by selling the goods; we protect the environmental by reusing things; and buyers acquired needed 

goods at a low price.

●  Employees are encouraged to consume locally produced foods. Besides being fresher, local foods have 

a lower carbon footprint associated with their transport.
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Fostering Volunteering in Our Corporate Culture
In order to increase social participation among employees, in 2012 China Life launched the “Love to Go” 
volunteer team. We added paid volunteer leave in 2014. By encouraging employees to volunteer, we spread 
our core spirit of “We Share, We Link.” Our philosophy of putting people first turns benevolence into action. By 
spreading love, we help make this island even more beautiful.

At China Life we actively fulfill our CSR obligations. Employees are encouraged to participate in social welfare 
activities. The corporate head office joins our nine branch offices and 157 district offices to promote public 
welfare activities and encourage employee participation. Our vision is for the power of people to bring even 
more people together, so we can expand our influence. Volunteering, meanwhile, solidifies our team as it gives 
disadvantaged groups the support and care they need, thus contributing to society.

The “Love to Go” volunteer team combines important issues and festivals. Volunteers plan and participate in 
events and join other social, environmental protection and public welfare activities to give disadvantaged groups 
support and donations. Volunteers also help people to stand on their own, so they can better integrate with 
society and perhaps even pass the kindness they receive onto others.

To further encourage employees to volunteer, China Life has long-term cooperative partnerships with around 10 
social welfare organizations. Each year we pass on information relating to more than 600 volunteer activities 
located across Taiwan to provide more opportunities for our employees to give back to society.

Diverse Activities

Record Volunteering Hours

2016 Two Main Service Themes of the 
“Love to Go” volunteer team 

In 2016, we volunteered at 46 social 
welfare institutions across Taiwan and 
participated in a total of 534 social 
welfare activities

We accumulated 
12,434.5 
volunteer hours in 
2016

20122012

2013

2014

Established the “Love to 
Go” Volunteer Team

Volunteer Leave System

Extended the Scope of 
Volunteering

2015

2016

Diversified Services

Participating 
in Public Welfare

Established the “Love to Go” volunteer team, 
which was led by Chairman Alan Wang

Combined current trends and holidays to 
plan activities. Over the course of 534 
public welfare activities during the year, 
volunteer hours among office staff and 
sales agents totaled 12,434.5, equivalent 
to a salary expenditure of more than 
NT$1.795 million

●Organized a total of 491 public wel-
fare events  

●Paid volunteer leave totaled 3,584 
hours, which is equivalent to salary 
expenditure of NT$896,000

The volunteer team aimed for the 
“localization of charity” and extended 
the scope of volunteering work

Launched a paid volunteer system, pro-
viding office staff with one day of paid 
volunteer leave every year 

Chung Yi Social Welfare Foundation
●Sponsoring new clothes for the New Year

Yu-Cheng Social Welfare Foundation
●Dream Workshop – Sharing is caring tangyuan festival
●Yongming Developmental Center – Sponsoring the 

purchase of electronic equipment
●Nangang Care Center – Mid-Autumn Festival volunteer 

social gathering
●Lanxing Station – Sponsoring renewal and 

procurement of operational equipment

World Vision Fuxing Educational Center
●Food safety educational activity

Jing Chuan Child Safety Foundation
●Children’s Day Party

 Eden Love and Care Center
●Dragon Boat Festival volunteers care activity

Sunshine Social Welfare Foundation
●Volunteer service activities

I-Link Community Services Associations
●Double-Nine Festival activities

Insurance Bureau, Financial Supervisory Commission
●Promotion of insurance concepts for an ageing 

population and receipt collection volunteering

Harmony Home Orphanage
 ●Christmas gift-gathering activity

▌ 2016 Corporate Volunteer Team Activities

Care – Building a Society for the Common Good
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A major milestone was reached in October 2016 when the Paris 
Agreement took effect, as governments and corporations around the 
world committed to identifying, adapting to, and mitigating the risks 
associated with climate change. China Life responded to this interna-
tional trend by naming climate change as one of our external threats. 
Our efforts focus on five key aspects of environmental sustainability 
that relate to our operations: greenhouse gases, electricity use, 
water management, waste management and green building. We 
regularly publish information related to our progress in promoting 
ecofriendly practices in our CSR report to show that we are serious 
about our commitment to fulfilling our duties as citizens of the earth.

The United Nation’s SDGs

Implement Ecofriendly Management Strategies in Response to Climate Change
•Make Taipei Academy a candidate for a Gold Class Green Building Label in the first half of 2017
•Continue to pass ISO 14064-1 greenhouse gas certification
•Set an average electricity savings goal of 1% per year for all offices and a five-year goal of 5%, with 2016 serving 

as a base year
•Lift the recycling rates to above 45% at our six main offices: the head office and the Taoyuan-Hsinchu, 

Taichung, Chiayi, Tainan and Kaohsiung branches

Use Green Services to Join with Policyholders in Protecting the Environment
•Promote green processes to reduce paper usage by 2 million sheets 
•Get 70% of customers who purchase insurance online to opt to receive e-documents

Improve Supply Chain Management by Joining Our Suppliers in a Joint Corporate 
Sustainability Promise
•Spend over NT$11 million this year procuring products certified as green 
•Ensure that at least 80% of suppliers sign the “Supplier CSR Commitment”

2017 Key Sustainability Goals

Chapter 5

Initiate
Advocating Friendly 

Environments



 ♦ Our head office and five main branches (Taoyuan-Hsinchu, Taichung, Chiayi, 

Tainan and Kaohsiung) conducted inventories of workplace greenhouse gas 

emissions and obtained ISO 14064-1 greenhouse gas certification

♦ Created comprehensive green service processes, such as e-notices and 

e-services, which saved 1.91 million sheets of paper, equivalent to 12,988 kg 

of carbon emissions

♦ 100% of our general suppliers and building and repair suppliers signed the 

“CSR Supplier Commitment” in 2016

Chapter 
Key

Points

Introduction
China Life places great importance on taking action to protect the environment and building a low-carbon, 

green business environment. We therefore promise that all employees will work together toward fulfilling the 

principles of sustainable operations and implementing the following environmental protection policies:

Protecting the environment and building a green, low-carbon business are vital parts of fulfilling our CSR and 

sustainable operations obligations. To achieve these goals, we need corresponding environmental protection 

and green energy policies and measures. Therefore, in 2014, we established the Environmental Protection 

Committee. The committee has nine members drawn from managers who oversee after-sales service, in-

formation and administrative support, and other important duties. It includes one chairperson, one deputy 

chairperson and seven regular members, one of whom jointly serves as executive secretary responsible for 

overseeing meetings and internal communications. The primary responsibilities of the committee are to for-

mulate committee rules and regulations, as well as environmental protection policies and rules. The commit-

tee oversees implementation of energy saving and carbon cutting initiatives, waste disposal management, 

environmental cleanliness, and environmental protection.

Management Performance
The committee met twice in 2016. Besides completing revisions to the “Regulations for Environmental Initia-

tives” and assessing implementation of 2016 environmental protection measures, the committee decided to 

focus on the following management objectives and measures in 2017:

Environmental Management and Energy Saving / Carbon Reduction

Taipei Academy Development Case:

● Become a candidate for a Gold Class Green Building Label in the first half of 2017

● Adopt a top-down method for building construction; this method is more costly but it reduces the spread of dust

● Use noise monitoring displays to enhance noise readings during construction

● Use noise reducing tools and equipment during construction, despite the higher cost ; raise some fencing to 4 me-
ters tall

● Add detection basins to mitigate local flooding 

● Use only low-pollution construction equipment or filtration systems to reduce black smoke emissions

● During construction, use an exterior fence and outflow protection base to stop untreated water from reaching the 
sewer system

● Install wastewater treatment equipment (including coagulation and precipitation units) and enhance maintenance 
and disposal to meet the water discharge standard of SS<30mg/L during the construction period 

● Use air quality monitoring devices during the construction period to measure PM2.5 levels and use this data for 
research; when PM2.5 levels reach unhealthy levels, we will strengthen anti-pollution measures, including 
enhanced sprinkling and reduced use of high-polluting equipment

● Ensure that earth transport vehicles meet Stage V emissions standards 

Continue to adhere to the ISO 14064-1 greenhouse gas standards

By promoting green service processes, reduce paper use by 2 million sheets

Get 70% of customers who purchase insurance online to chose to receive e-documents

Set an electricity savings goal of 1% per year for all offices, with a five-year goal of 5%

Raise recycling rates at our six main offices to above 45%

Continue to purchase products that are certified as green, with total purchases surpassing NT$11 million

◎ Set objectives for environmental protection and implement management 
measures 

◎ Conserve energy and promote recycling
◎ Comply with environmental protection laws and regulations and implement 

green procurement policies
◎ Enhance environmental protection awareness through education and training
◎ Cooperate with suppliers to fulfill our corporate responsibility 
◎ Establish dedicated staff to regularly review results

environmental protection policies

 Chairperson

Deputy Chairperson

▌Environmental Protection Committee Organizational Structure

 Member 
Member Member Member Member Member Member(Jointly Serves as 

Executive Secretary)

Initiate – Advocating Friendly Environments
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Creating a Green Value Chain
As the global climate changes, people around the world recognize that we must save energy while reducing 

carbon and other greenhouse gas emissions. Relative to other industries, the finance and insurance industry 

does not place a particularly heavy burden on the environment. Nevertheless, we do have an impact. China 

Life therefore built an e-platform to provide customers with green services. We use our influence to improve 

the sustainability practices of our suppliers and build a complete green value chain.

Comprehensive Green Services
As mobile communications technology advances, financial products and services are evolving. Most changes 

are taking place in the channels for providing these services and in consumer practices. As information is 

digitalized, China Life is promoting mobilization. Mobile services, online transactions, and e-commerce are 

opening new digital service platforms that replace traditional paper-based services.

While continuing to prioritize information and transaction security, we provide policyholders with safe, 

convenient and fast digital insurance services that can be trusted. Policyholders can check their policy 

information at any time and make changes without leaving the comfort of their own home. No longer do 

they have to fill out forms at a service counter in a branch office. China Life also provides digital alerts. 

Policyholders can elect to have e-notices sent directly to their email inbox, thus reducing the carbon 

emissions that result from the printing and delivery of paper notices.

We use the power of technology to provide various paper-free insurance services that reduce natural resource 

waste. We hope these efforts inspire policyholders to also adopt energy-saving, carbon reduction practices in 

their own lives.

Sustainable Supply Chain Management
• Formulate CSR guidelines for suppliers
• Encourage suppliers to sign a CSR 

commitment

Innovative Governance and Operations
• Create green procurement 

principles
• Encourage paper-free operations 

and improve staff practices
• Improve system processes and 

build secure digital platforms

Provision of Green Services
• Provide comprehensive e-platform 

services
• Reduce paper used by customers 

and cut waiting times

Sustainability

Innovation

Green 
Service

e-Documents
In response to the government’s Bank 3.0 policy and the arrival of fintech, China Life promotes both 

digitalization and paper-free practices. Since April 2015, we have offered an e-documents platform that 

covers all products found within all channels. To accommodate e-documents, we adjusted our after-

sales processes and mechanisms. A third-party organization has also certified our system to ensure that 

policyholder information and data remain secure and accurate.

e-Notices
With modern consumers accustomed to 

using e-mail, China Life has reduced paper 

consumption and delivery by replacing paper 

notices with e-notices. By the end of 2016, 

China Life provided 69 types of e-notices, 

not only making the production and sending 

of notices more efficient but also reducing 

paper and print waste. Besides saving 

energy, reducing carbon emissions, and 

raising environmental sustainability and 

protection standards, paper-free services 

indirectly lead policyholders to think about 

cutting waste in other areas of their lives.

When customers purchase an insurance 

policy, they can elect to receive e-notices 

and  e - rece ip ts .  The  many  cus tomer s 

who have  chosen e lect ron ic  fo rms of 

communication have directly contributed to 

our environmental protection efforts.

▌e-Document Development History and Achievements

2015 2016 2017

After gaining FSC approv-
al ,  we spent 440 work 
d a y s  a n d  m o r e  t h a n  
NT$5 million to develop 
e-documents

e-Documents  were 
formally launched

e-Documents were used 
in  80% of  a l l  pol ic ies 
issued via e-commerce 
channels

every e-document appli-
cation saves an average 
of 24 sheets of paper 

2016
e-Notices

 Saved 1.69 
million

 sheets 　
of paper  　

e-Statement 
deliveries 

rose 

12.7% 
YoY

Reduced CO2 emissions 

by 11,492 kg
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e-Service 
As technology and network coverage advance, consumption patterns are undergoing major changes. 

Consumers are turning to the Internet to complete financial transactions and receive needed services. 

China Life has responded to these trends by providing policyholders with uninterrupted, 24-hour service that 

is available anywhere through China Life e-Secretary. Customers only need to pass OTP verification using 

their mobile phone to check policy info and make related adjustments. Besides saving the time and trouble 

associated with going to a service center office, customers receive fast and convenient personalized service 

simply by surfing the web. E-Service raises service quality and efficiency and reduces carbon emissions 

associated with transportation, paper printing and mail deliveries. Our responsibility to protecting the 

environment we live in has made us a proponent of saving energy, cutting emissions and treasuring the earth.

Automated services are growing in popularity. In 2016, our customers used automated services to conduct 

110,382 transactions or modifications related to policy data, policy loans or investment-linked policies, 

accounting for 16.86% of all such actions. Their use of automated services reduced A4 paper use by 220,764 

sheets, which is equivalent to 1,501 kg of carbon emissions. These numbers show that policyholders 

are increasingly open to conducting transactions over the Internet, and have even come to expect the 

convenience and speed of automated transactions.

Paper-Free Bancassurance Channels
Our bancassurance channels responded to our paper-free policies in recent years by reducing paper used for 

administrative purposes. Achievements include the following:

● Digital Underwriting Notification: A portion of our channels does not return insurance documents when 
delivering underwriting notification, which cuts carbon emissions associated with document delivery. Of 
our 33 partnership distribution channels, 21 (or 64%) adopted digital underwriting information.

● Performance Bonuses and Annual Bonuses: We cooperate with our partnership distribution channels to 
complete encrypted transmission of commission and bonus data and eliminate paper documentation. 
All 33 of our channels that process documents have fully implemented the new system.

● Digitalization of service application forms enabled our partnership distribution channels to place all 
forms on internal networks. By making these forms available for download, we eliminated the waste 
associated with printing extra forms in advance.

Mobile Insurance Purchases
China Life’s launch of a mobile app for insurance purchases has reduced paper waste and expedited 

underwriting. The app offers online inspections and approval, which minimizes errors and improves response 

rates, raising overall accuracy. The reduced paper use cuts costs associated with copying, transmitting, 

scanning, filing and storing documents while saving energy and reducing carbon emissions.

Improvements and Optimization of Claims Settlement System and 
Processes
We upgraded our entire claims settlement system and processes in order to increase internal efficiency, lower 

manpower needs and reduce paper use. Significant improvements in all areas, including accuracy, help us 

lower our impact on the environment.

e-Service 

Our customers used automated services 
to conduct 110,382 transactions or 
modifications related to policy data, 
po l i cy  loans  or  investment - l inked 
policies, accounting for 16.86% of all 
such actions.

Reduced 1,501 kg 
of carbon emissions

August 2014
Design of mobile 
app for insurance 

purchases

November 2016
App release and 

pilot testing

April 2017
App promotion 

through all 
channels

Human Interfaces

Increases operational 
efficiency and reduces 
training time for new 
recruitsOnline

 Signature and 
Approval

Significantly 
reduces paper 
use

Paper & Digital 
Document 

Synchronization

Division of labor for claims 
settlement staff

Automated 
Calculation

Prevents 
human error

Automated 
Inspection 

and Approval

Avoids excess 
payments or 
non-payments

Document 
Collection and 
Safekeeping

Avoids damage or 
loss of documents

Improvements to 
Content and 

Effectiveness of 
Claims Settlement 

Systems
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Supply Chain Management

Green Procurement
China Life conducts green procurement in line with government policy. In order to fulfill key environmental 

protection objectives, we prioritize the sourcing of green-certified products. These products are low pollution, 

recyclable and energy efficient, thus reducing our environmental impact. In 2016, we spent a total of NT$9.56 

million on certified green products and were honored for excellence in green procurement by the Department 

of Environmental Protection, Taipei City Government.

Unit: NT$

▌2016 Green Procurement Categories and Monetary Value

Information equipment $3,364,000

Consumables $48,000Office equipment $283,0005,412,000

General appliances $283,000

Transportation equipment $453,000

▌ Green Procurement Principles

‧When choosing suppliers, we follow the following principles:

Before procurement, assess whether the equipment is needed

During procurement, evaluate the equipment’s environmental impact during its full lifecycle, including 
disposal at the end of the lifecycle

Select environmentally friendly suppliers

Gather environmental information relating to the equipment and supplier

‧Prioritize equipment and services cer tif ied by the Environmental Protection Administration as 

environmentally friendly, energy efficient or water efficient; minimize use of toxic or harmful items

‧Energy-wasting electrical equipment is replaced to increase energy efficiency

‧Our three key strategies for equipment are: effective use, proper scrapping and disposal, and reuse

‧When signing procurement contracts, suppliers must agree to provide equipment or services that are 
environmentally friendly and meet high standards of safety and health; the equipment or services must 
promote economic, social and environmental balance and sustainable development 

Supplier Environmental Protection Policies
‧China Life assesses the environmental and social impacts of our procurement practices; we urge suppliers 

to jointly fulfill CSR objectives

‧Suppliers shall work toward reducing or eliminating all forms of waste, including water and energy waste; 
they can achieve this goal by improving equipment, making repairs or adding energy-saving measures to 
manufacturing processes; they can also rely on recycling, reuse or alternative materials

‧Suppliers shall work toward reducing pollutants, toxins and waste; all waste shall be properly disposed of in 
accordance with regulations, in order to reduce environmental impact

Supply Chain Management Policies

Office supplies 
and equipment

Labor serviceConstruction 
and repair

Supplier 
Categories

Popularization of Digital Technology
Technology is bringing major impacts and challenges to the financial industry. At the same time, it is driving 

innovative service content and methods. In response to digital mobile trends in financial services, China Life 

built a comprehensive and secure mobile platform that includes the mobile equipment applications “i-Link,” 

“i-Share” and “i-Easy.” These are highly valuable administrative resources that allow sales agents to overcome 

many of the time and space limitations of previous tools in order to provide policyholders with faster, broader 

service. Currently, more than 90% of managerial-level sales agents use i-Link or i-Share; meanwhile, i-Easy 

is nearing operational testing. These advances show that we are entering a new stage in mobile insurance 

commerce. When modification and optimization of the “Top Force Network” application is completed, 

sales agents will more easily access online information. Besides improved management capabilities, they 

will benefit from better deployment and utilization of corporate resources and achieve greater synergies. 

China Life expends great effort toward developing mobile platforms, so sales agents understand the 

convenience and advantages of digital technology. By using these new tools, we can strengthen our market 

competitiveness while raising service efficiency and quality.

Initiate – Advocating Friendly Environments
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We manage our supply chain in accordance with company policies and standards governing suppliers and 

procurement. Choices are made using impartial, fair and open methods. Negotiations, contract signing, 

progress updates, inspection, receipt, and contract compliance management are transparent, and we 

actively oversee the quality, delivery date and prices of goods sold by suppliers. All activities that relate to 

occupational safety and health rules and regulations shall be carried out in accordance with our safety, health 

and environmental management methods.

In order to systematically manage CSR practices throughout our supply chain, and to build supplier screening 

standards that account for legal compliance, environmental protection, labor practices, human rights 

and social impact, in 2015 we formulated our “Supplier CSR Guidelines.” Implementation followed as our 

suppliers signed the “Supplier CSR Commitment,” which requires adherence to all laws and regulations 

governing environmental protection, labor conditions, worker safety and health, and worker rights. 100% 

of suppliers who entered into general procurement contracts with us have signed this commitment. In 

procurement contracts, we include the “Articles Governing CSR and Ethical Management,” which encourage 

suppliers that do business with us or enter into procurement contracts with us to adhere to principles 

governing CSR and ethical management. These measures promote fair and transparent business activities.

We have always regarded our suppliers as partners. In order to ensure supply chain stability, long-term 

partnerships, and production localization, more than 99% of our suppliers by value are based in Taiwan. In 

the future, we will continue to support local procurement of goods and services in order to advance local 

economic development.

Construction and Repair Works
In terms of our selection of suppliers for construction and repair works, to ensure quality and safety, at least 

10% of our qualified contractors are replaced each year. In 2016, we replaced 25 of 90 qualified contractors 

and proposed 26 new contractors. By 2017, we expect to increase our number of contractors in construction 

and repair works to 91. All qualified contractors signed our “Supplier CSR Commitment” in 2016 and the 

commitment has been signed in 94.1% of all our construction and repair procurement deals. In order to 

protect the interests of workers, we also had contractors sign the “Contractor Safety and Health Agreement” 

and the “Contractor Safety, Health and Environmental Management Commitment.” In 2017, we will continue 

to work with contractors to ensure they are dedicated to building a better living environment.

Treasure Natural Resources

Energy Use and Green Practices

Greenhouse Gases
In 2016, China Life continued to conduct annual inventories of greenhouse gases produced at our head office 

and main branches (Taoyuan-Hsinchu, Taichung, Chiayi, Tainan and Kaohsiung). In April 2016, we obtained 

ISO 14064-1 BSI certification. We used the results as a reference for our greenhouse gas emissions reduction 

plans and will continue to monitor our greenhouse gas emissions while making comparisons to results from 

previous years.

2016 Greenhouse  
Gas Emissions

Scope 1 Scope 2
Total 

EmissionsStationary 
Emissions

Mobile Emissions Fugitive Emissions Energy Indirect Emissions

Emissions  
(tCO2e/year)

160.334
3,083.092 3,243.426

0 35.919 124.415

Scope (%)
4.94%

95.06% 100.00%
0% 22.40% 77.60%

Notes: 

❶ Greenhouse gas emissions in tons of carbon dioxide equivalent (tCO2e)

❷ Direct Emissions Sources (Scope 1): Emission sources belonging to the building or operations under its control

❸ Indirect Emissions Sources (Scope 2): Emissions from consumption of purchased electricity generated outside the scope of the organization

❹ Other Indirect Emissions(Scope 3): Indirect emissions from other activities, originating from another company or operations under another company’s 
control. While it is difficult to ascertain the associated activities and emissions volume, sources in this scope include contracted operational vehicles 
and labor (delivery of documents or package by outsourced transportation), employee commutes, private vehicles used in business travel, long-term 
rental vehicles or public transportation, and waste removal

❺ Power Coefficient Source: Announced by the Bureau of Energy, Ministry of Economic Affairs in 2015

❻ Global Warming Potential Source: 2007 edition (AR4)

Reduced by 3.25%
(= Reduction of 98.105 tons 

of emissions) Reduction in 
Water Usage 4.57%

Recycling Rate 40%
Electricity 

Saving Ratio 13.48%

5 Major 
Aspects of 

Environmental 
Sustainability

Greenhouse 
gases

Electricity 
use

Management 
of water 
resources

Waste 
management

Green 
building
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In 2016, we continued to take steps to reduce greenhouse gas emissions in all our offices in accordance with 

the “Regulations for Environmental Initiatives.” We also used EDM to declare our concepts of environmental 

protection and energy savings.

♦ Implementation of green concepts fosters joint love of the earth : Employees are encouraged to carry 

reusable eating utensils to protect both the planet and their health.

♦ Plastic reduction actions : In an effort to promote a plastic-free life, we promoted helping the earth 

through use of reusable bags.

With greater attention placed on global climate change, we 

set a goal of reducing carbon emissions at our head office and 

main branches (Taoyuan-Hsinchu, Taichung, Chiayi, Tainan and 

Kaohsiung) by at least 2%. By replacing energy-wasting old 

equipment and promoting energy-saving measures, between 

2015 and 2016 we reduced greenhouse gas emissions by 

3.25% (after taking into account expansion and increased 

equipment). The decrease was equivalent to a reduction of 

98.105 tons of greenhouse gas emissions.

Electricity Consumption
In 2016, besides continuing to encourage all employees to take 

steps toward saving electricity on a daily basis, we allocated 

NT$8,891,835 toward replacing old, inefficient central air 

systems in our buildings. Electricity savings for our offices in 

2016 were as follows:

♦ Nationwide District Offices (Sales Agents): In 2016, average electricity savings at nationwide district 

offices, where sales agents are based, were 3.80%.

♦ Main Offices and District Offices (All Employees): In 2016, average energy intensity (electricity used/

revenues [NT$10,000]) at all our offices fell by 13.48%, showing we made significant progress in our 

efforts to save electricity. 

Location

2016 2015 Electricity Savings Ratio

Electricity 
Consumption 

(kWh)(A)

Energy 
Intensity (C)

Electricity 
Consumption 

(kWh)(B)

Energy  
Intensity (D)

Energy Intensity 
 (D-C)/D

Main Offices (Head Office 
and Branch Offices) and 

District Offices
12,704,019 0.54 12,622,122 0.62 13.48%

Reduced by 3.25%
(= Reduction of 98.105 tons 

of emissions) Reduction in 
Water Usage 4.57%

Recycling Rate 40%
Electricity 

Saving Ratio 13.48%

5 Major 
Aspects of 

Environmental 
Sustainability

Greenhouse 
gases

Electricity 
use

Management 
of water 
resources

Waste 
management

Green 
building

Reduced by 3.25%
(= Reduction of 98.105 tons 

of emissions) Reduction in 
Water Usage 4.57%

Recycling Rate 40%
Electricity 

Saving Ratio 13.48%

5 Major 
Aspects of 

Environmental 
Sustainability

Greenhouse 
gases

Electricity 
use

Management 
of water 
resources

Waste 
management

Green 
building Water Resources Management

China Life’s business does not require large amounts of water. 

Besides general use for office staff, most of our water is used in 

our central air systems, and landscaping pools. Nevertheless, we 

still prioritize water-saving efforts. Besides installing water-saving 

gaskets, adjusting water flow and raising water reuse, this year we 

took several steps toward reducing water vaporization, including 

strengthening piping and checking and repairing old water storage 

equipment (water towers and toilets). Besides reducing water 

leakages, when replacing equipment we chose products that are 

certified as water efficient. We also reviewed how frequently we 

change water in our landscaping pools (while increasing water 

movement in pools and adding automatic pool cleaners).

▌ 2016 Head Office Water Saving Result

Head Office Water 
Resources Unit 2016 2015

Total Water Use 1,000s of liters 15,158.7906 14,894.659

Total Work Hours 1,000s of hours 1,862.753 1,745.388

Volume of Water Used 
Per 1,000 Work Hours

1,000s of liters / 
1,000 hours

8.14 8.53

Reduction in water usage per 1,000 work hours 4.57%

Note: In 2016, total water use increased due to a rise in employee numbers. The volume of water used per 1,000 work hours decreased, 
however, showing the success of our water-saving efforts.

Waste Management
China Life generates two types of waste: general waste and 

recyclable waste. In order to implement our policy of reusing 

resources, we encourage everyone to separate general waste 

and recyclable waste. A combination of contracted waste 

disposal companies and public garbage trucks transport non-

recyclable waste for incineration. In 2016, our head office and 

main branches (Taoyuan-Hsinchu, Taichung, Chiayi, Tainan 

and Kaohsiung) recycled 72,426 kg of waste, out of a total of 

158,538 kg, for a recycling rate of more than 40%.

Reduced by 3.25%
(= Reduction of 98.105 tons 

of emissions) Reduction in 
Water Usage 4.57%

Recycling Rate 40%
Electricity 

Saving Ratio 13.48%

5 Major 
Aspects of 

Environmental 
Sustainability

Greenhouse 
gases

Electricity 
use

Management 
of water 
resources

Waste 
management

Green 
building

Reduced by 3.25%
(= Reduction of 98.105 tons 

of emissions) Reduction in 
Water Usage 4.57%

Recycling Rate 40%
Electricity 

Saving Ratio 13.48%

5 Major 
Aspects of 

Environmental 
Sustainability

Greenhouse 
gases

Electricity 
use

Management 
of water 
resources

Waste 
management

Green 
building
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Green Buildings
We acquire green building labels for all of our new buildings. Taipei Academy was designed according 

to the Gold Class standard of green buildings and was named as a candidate for a green building 

certificate in the first half of 2017. Related plans are as follows:

Build a green environment that produces oxygen, absorbs carbon dioxide, 
and cleans the air; green environments can ease urban heat island effects, 
promote ecological diversity and enhance green urban spaces

Use of permeable pavement and water infiltration basins to enhance water 
cycle capabilities, improve the surrounding ecosystem, regulate the 
micro-climate, and ease urban heat island effects

Interior design is focused on low pollution, low emissions and low repairs; 
ecofriendly, green building-certified materials are used in order to create a 
healthy interior environment

An energy-efficient, ionic air purification system, together with dual-layer 
curtains and automated venetian blinds, helps to save energy 

The building has a lightweight design, which helps to lower CO2 emissions

Interior utilized drywall and reusable building materials and designs in 
order to reduce waste; during construction, strict measures were taken to 
lower air pollution to minimize our contribution to urban smog

Rain harvesting techniques and water-saving equipment allowed us to 
conserve water

Planned an underground waste collection area for separating and recycling 
waste, with equipment for cooling, freezing and compressing trash; a 
system for separating rainwater and wastewater ensures that wastewater 
is sent to the municipal treatment system to reduce water pollution

Greenification

Water 
Conservation

Healthy Interior 
Environment

Daily Energy 
Use

Carbon 
Emissions

Waste Volume

Water Use 

Wastewater 
and Trash

Item Content

Appendix
GRI G4 Indicator Comparative Table

The United Nations Global Compact (UN Global Compact) 
Comparative Table

Social Responsibility Guidance Standard (ISO26000) 
Comparative Table

Corporate Governance Best Practice Principles for 
TWSE/GTSM Listed Companies Comparative Table 

Statement of Independent Assurance
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Indicator Description Corresponding Chapter or Remarks 
(Includes Omitted Description) Page No.

G4-16 List memberships of associat ions (such 
as industry associations) and national or  
international advocacy organizations in which 
the organization.

[CH2]  Corporate Sustainability 53

Identified Material Aspects and Boundaries 

G4-17 a. List all entities included in the organiza-
tion’s consolidated financial statements or 
equivalent documents.

b. Repor t whether any entity included in 
the organization’s consolidated financial  
statements or equivalent documents is not 
covered by the report.

There are no other f inancial repor ts 
shared externally

G4-18 Explain the process for defining the report 
content and the Aspect Boundaries.Explain how 
the organization has implemented the Reporting 
Principles for Defining Report Content.

[CH1] Understanding Sustainability  
Issues

13-20
24-26

G4-19 List all the material Aspects identified in the 
process for defining report content.

[CH1] Material Aspects and Boundaries 19-20

G4-20 For each material Aspect, report the Aspect 
Boundary within the organization.

[CH1] Material Aspects and Boundaries 19-20

G4-21 For each material Aspect, report the Aspect 
Boundary outside the organization.

[CH1] Material Aspects and Boundaries 19-20

G4-22 Report the effect of any restatements of infor-
mation provided in previous reports, and the 
reasons for such restatements.

No case of restatements

G4-23 Repor t signif icant changes from previous 
reporting periods in the Scope and Aspect 
Boundaries.

No major changes

Stakeholder Engagement 

G4-24 Provide a list of stakeholder groups engaged 
by the organization.

[CH1] Strengthening Stakeholder  
Engagement

24-27

G4-25 Report the basis for identification and selec-
tion of stakeholders with whom to engage.

[CH1] Strengthening Stakeholder  
Engagement

24-27

G4-26 Report the organization’s approach to stake-
holder engagement, including frequency 
of engagement by type and by stakeholder 
group, and an indication of whether any of the 
engagement was undertaken specifically as 
part of the report preparation process.

[CH1] Strengthening Stakeholder  
Engagement

24-27

G4-27 Report key topics and concerns that have 
been raised through stakeholder engagement, 
and how the organization has responded 
to those key topics and concerns, including 
through its reporting. Report the stakeholder 
groups that raised each of the key topics and 
concerns.

[CH1] Identifying Material Issues
[CH1] Strengthening Stakeholder  
Engagement

17-18
24-27

Report Profile 

G4-28 Reporting period (such as fiscal or calendar 
year) for information provided.

About This Report 05

G4-29 Date of most recent previous report (if any). About This Report 05

G4-30 Reporting cycle (such as annual, biennial). About This Report 05

General Standard Disclosures

Indicator Description Corresponding Chapter or Remarks 
(Includes Omitted Description) Page No.

Strategy and Analysis

G4-1 Provide a statement from the most senior  
decision-maker of the organization.

Letter from the Chairman
Letter from the President

03
04

G4-2 Provide a description of key impacts, risks, and 
opportunities.

[CH2] Rigorous Risk Management 54-60

Organizational Profile

G4-3 Report the name of the organization. About This Report 05

G4-4 Report the primary brands, products, and  
services.

Company Profile and Vision
[CH2] Introduction
[CH4] Strengthening Policyholder  
Relations

08
38

93-104

G4-5 Repor t the location of the organization’s 
headquarters.

Company Profile and Vision 08

G4-6 Report the number and names of countries 
where the organization operates.

Company Profile and Vision 08

G4-7 Repor t the nature of ownership and legal 
form. 

Company Profile and Vision 08

G4-8 Report the markets served. Company Profile and Vision
[CH2] Introduction

08
38

G4-9 Report the scale of the organization, including 
total number of employees, total number of 
operations, net sales (for private sector orga-
nizations) or net revenues (for public sector 
organizations), total capitalization broken 
down in terms of debt and equity (for private 
s e c to r  o rg an iz a t ion s) ,  and  quant i t y  o f 
products or services provide. 

Company Profile and Vision
[CH2] Financial Performance

08 
39-40

G4-10 Employee data [CH3] Staff Structure 66-67

G4-11 Report the percentage of total employees 
covered by collective bargaining agreements.

Our company has not established trade 
unions, hence there are no collective 
bargaining agreements 

G4-12 Describe the organization’s supply chain. [CH5]  Supply Chain Management 130-131

G4-13 Report any significant changes during the 
reporting period regarding the organization’s 
size, structure, ownership, or its supply chain. 

No major changes

G4-14 Report whether and how the precautionary 
approach or principle is addressed by the 
organization.

[CH2] Rigorous Risk Management 54-60

G4-15 L i s t  e x t e r n a l l y  d e v e l o p e d  e c o n o m i c ,  
environmental and social charters, principles, 
or other initiatives to which the organization 
subscribes or which it endorses.

C h i n a  L i f e  h a s  n o t  e n d o r s e d  a ny  
externally developed economic, environ-
mental or social charters, principles, or 
other initiatives

GRI G4 Indicator Comparative Table
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Material  
Aspect Indicator Description Corresponding  

Chapter or Remarks Page No. 

Indirect  
Economic 
Impacts 

EC8 Significant indirect economic impacts, including 
the extent of impacts

[CH4] Joint Social  
Participation 109-118

Procurement  
Practices EC9 Propor tion of spending on local suppliers at 

significant locations of operation
[CH5] Supply Chain  
Management 131

Energy 

EN3 Energy consumption within the organization [CH5] Energy Use and 
Green Practices 133

EN5 Energy intensity [CH5] Energy Use and 
Green Practices 133

EN6 Reduction of energy consumption [CH5] Energy Use and 
Green Practices 133

Emissions

EN15 Direct greenhouse gas (GHG) emissions (Scope 1) [CH5] Energy Use and 
Green Practices 132

EN16 Energy indirect greenhouse gas (GHG) emissions 
(Scope 2) 

[CH5] Energy Use and 
Green Practices 132

Effluent and  
Waste EN23 Total weight of waste by type and disposal method [CH5] Energy Use and 

Green Practices 134

Products and  
Services 

DMA [CH1] Management of  
Material Considerations 21-23

EN27 Extent of impact mitigation of environmental 
impacts of products and services 

[CH5] Comprehensive 
Green Services 125-129

Compliance 

DMA [CH1] Management of  
Material Considerations 21-23

EN29
Monetary value of significant fines and total number 
of non-monetary sanctions for non-compliance 
with environmental laws and regulations

China Life had no cases of 
non-compliance with  
environmental laws this year  

Supplier  
Environmental 
Assessment 

EN33
Significant actual and potential negative environ-
mental impacts in the supply chain and actions 
taken 

[CH5] Supply Chain  
Management
China Life’s supply 
chain had no significant 
negative environmental 
impacts this year

130-131

Employment 

DMA [CH1] Management of  
Material Considerations 21-23

LA1
Total number and rates of new employee hires 
and employee turnover by age group, gender and 
region

[CH3] Staff Structure 67-68

LA2
Benefits provided to full-time employees that are 
not provided to temporary or part-time employ-
ees, by significant locations of operation

[CH3] Diverse Employee 
Welfare Mechanisms 81-89

LA3 Return to work and retention rates after parental 
leave, by gender 

[CH3] Diverse Employee 
Welfare Mechanisms 86

Indicator Description Corresponding Chapter or Remarks 
(Includes Omitted Description) Page No.

G4-31 Provide the contact point for  quest ions  
regarding the report or its contents.

About This Report 06

G4-32 Report the “in accordance” option the organi-
zation has chosen.

About This Report 06

G4-33 Report the organization’s policy and current 
pract ice with regard to seeking ex ternal 
assurance for the report.

About This Report 06

Governance 

G4-34 Report the governance structure of the orga-
nization, including committees of the highest 
governance body. Identify any committees 
responsible for decision-making on economic, 
environmental and social impacts.

[CH1] Understanding Sustainability  
Issues
[CH2] Board of Directors and Functional 
Committees 

13

41-46

G4-38 Report the composition of the highest gover-
nance body and its committees.

[CH2] Board of Directors and Functional 
Committees

41-46

G4-39 Report whether the Chair of the highest gover-
nance body is also an executive officer. 

[CH2] Board of Directors and Functional 
Committees

41-42

G4-43 Report the measures taken to develop and 
enhance the highest governance body’s col-
lective knowledge of economic, environmental 
and social topics.

[CH1] A Commitment to Corporate  
Sustainability

13-14

G4-48 Report the highest committee or position 
that  formal ly  rev iews and approves the 
organizat ion’s sustainabi l i t y  repor t  and 
ensures that all material Aspects are covered.

[CH1] A Commitment to Corporate  
Sustainability

13-14

Ethics and Integrity

G4-56 Describe the organization’s values, principles, 
standards and norms of behavior such as 
codes of conduct and codes of ethics.

[CH2] Implementation of Business  
Integrity and Ethics

47-52

Specific Standard Disclosures 
Material  
Aspect Indicator Description Corresponding  

Chapter or Remarks Page No. 

Economic  
Performance 

DMA [CH1] Management of  
Material Considerations 21-23

EC1 Direct economic value generated and distributed [CH2] Financial Performance 39-40

EC2
Financial implications and other risks and oppor-
tunities for the organization’s activities due to 
climate change 

[CH2] Preparing for 
Hidden Risks 59-60

EC3 Coverage of the organization’s defined benefit 
plan obligations

[CH3]  Diverse Employee 
Welfare Mechanisms 81-89

Market  
Presence 

DMA [CH1] Management of  
Material Considerations 21-23

EC5
Ratios of standard entry level wage by gender 
compared to local minimum wage at significant 
locations of operation

[CH3]  Comprehensive 
Salary Structure 80

EC6
Proportion of senior management hired from the 
local community at significant locations of opera-
tion

[CH3] Staff Structure 66-67
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Material  
Aspect Indicator Description Corresponding  

Chapter or Remarks Page No. 

Labor /  
Management  

Relations
LA4

Minimum notice periods regarding operational 
changes, including whether these are specified in 
collective agreements 

[CH1] Strengthening  
Stakeholder Engagement 25

Occupational 
Health and  

Safety

LA5

Percentage of total workforce represented in for-
mal joint management-worker health and safety 
committees that help monitor and advise on oc-
cupational health and safety programs  

[CH3] Diverse Employee 
Welfare Mechanisms 88

LA6

Type of injury and rates of injury, occupational 
diseases, lost days, and absenteeism, and total 
number of work-related fatalities, by region and 
by gender

[CH3] Diverse Employee 
Welfare Mechanisms 88

LA7 Workers with high incidence or high r isk of 
diseases related to their occupation 

China Life does not have 
any occupational activities 
involving a high incidence 
or high risk of disease 

LA8 Health and safety topics covered in formal  
agreements with trade unions 

China Life has not estab-
lished trade unions, hence 
there are no relevant  
agreements

Training and 
Education 

DMA [CH1] Management of  
Material Considerations 21-23

LA9 Average hours of training per year per employee 
by gender, and by employee category

[CH3] Sustainable  
Development of Employees 71-72

LA10

Programs for skills management and life-long 
learning that support the continued employability 
of employees and assist them in managing career 
endings

[CH3] Sustainable  
Development of Employees 70-79

LA11
Percentage of employees receiv ing regular 
performance and career development reviews, by 
gender and by employee category 

[CH3] Sustainable  
Development of Employees 73

Diversity  
and Equal 

Opportunity

DMA [CH1] Management of  
Material Considerations 21-23

LA12

Composition of governance bodies and break-
down of employees per employee categor y 
according to gender, age group, minority group 
membership, and other indicators of diversity 

[CH3] Staff Structure 67

Equal  
Remuneration 

for Women 
and Men 

DMA [CH1] Management of  
Material Considerations 21-23

LA13
Ratio of basic salary and remuneration of women 
to men by employee category, by signif icant 
locations of operation

[CH3] Comprehensive 
Salary Structure 81

Supplier  
Assessment 

for Labor 
Practices 

LA15
Significant actual and potential negative impacts 
for labor pract ices in the supply chain and 
actions taken 

[CH5] Supply Chain  
Management
China Life’s supply chain had 
no cases of negative impact 
on labor practices this year

130-131

Labor  
Practices 
Grievance 

Mechanisms 

LA16
Number of grievances about labor practices filed, 
addressed, and resolved through formal griev-
ance mechanisms

[CH3] Harmonious  
Labor-Management  
Relations

90

Investment HR2

Total hours of employee training on human rights 
policies or procedures concerning aspects of  
human rights that are relevant to operations,  
including the percentage of employees trained

[CH3] Guaranteeing Labor 
and Human Rights 89

Material  
Aspect Indicator Description Corresponding  

Chapter or Remarks Page No. 

Non- 
Discrimination 

DMA [CH1] Management of  
Material Considerations 21-23

HR3 Total number of incidents of discrimination and 
corrective actions taken 

[CH2] Implementation of 
Business Integrity and Ethics 51-52

Child  
Labor HR5

Operations and suppliers identified as having 
significant risk for incidents of child labor, and 
measures taken to contribute to the effective  
abolition of child labor 

China Life had no operations 
or suppliers identified as 
having incidents of child labor

Forced or  
Compulsory  

Labor
HR6

Operations and suppliers identified as having signifi-
cant risk for incidents of forced or compulsory labor, 
and measures to contribute to the elimination of all 
forms of forced or compulsory labor

China Life had no  
operations or suppliers 
identified as having signif-
icant risk for incidents of 
forced or compulsory labor

Supplier  
Human Rights  
Assessment 

HR11
Significant actual and potential negative human 
rights impacts in the supply chain and actions 
taken 

[CH5] Supply Chain  
Management
China Life had no operations 
or suppliers identified as 
having significant negative 
human rights impacts

130-131

Local  
Communities 

SO1
Percentage of operations with implemented local 
community engagement, impact assessments, 
and development programs 

[CH4] Joint Social 
Participation 109-118

SO2 Operations with significant actual and potential 
negative impacts on local communities 

China Life had no operations 
with significant negative im-
pacts on local communities 
this year

FS14 Init iat ives to improve f inancial services for  
disadvantaged groups 

[CH4] Providing Diverse  
Products 95

Anti- 
corruption 

DMA [CH1] Management of 
Material Considerations 21-23

SO4 Communication and training on anti-corruption  
policies and procedures 

[CH2] Implementation of 
Business Integrity and Ethics 48

SO5 Confirmed incidents of corruption and actions 
taken 

China Life had no cases 
of corruption this year 

Public  
Policy SO6 Total value of political contributions by country and 

recipient / beneficiary
China Life did not provide any 
form of political donation 

Compliance 

DMA [CH1] Management of 
Material Considerations 21-23

SO8
Monetary value of significant fines and total number 
of non-monetary sanctions for non-compliance 
with laws and regulations 

[CH2] Implementation of 
Business Integrity and  
Ethics

50

Product and  
Service  
Labeling 

DMA [CH1] Management of  
Material Considerations 21-23

PR4

Total number of incidents of non-compliance with 
regulations and voluntary codes concerning prod-
uct and service information and labeling, by type 
of outcomes

[CH2] Implementation 
of Business Integrity 
and Ethics

50

PR5 Results of surveys measuring customer satisfac-
tion [CH4] Sincere Customer Care 99
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Material  
Aspect Indicator Description Corresponding  

Chapter or Remarks Page No. 

Marketing  
Communication

DMA [CH1] Management of  
Material Considerations 21-23

PR6 Sale of banned or disputed products 
China Life has not sold 
any banned or contro-
versial products 

PR7

Total number of incidents of non-compliance 
with regulations and voluntary codes concerning  
marketing communications, including advertising, 
promotion, and sponsorship, by type of outcomes

China Life had no cases 
of corruption this year 

Customer  
Privacy 

DMA [CH1] Management of  
Material Considerations 21-23

PR8
Total number of sub s t ant ia ted compla in t s  
regarding breaches of customer privacy and losses 
of customer data

[CH4] Strengthening  
Information Security Control 107

Compliance 

DMA [CH1] Management of  
Material Considerations 21-23

PR9
Monetary value of significant fines for non-com-
pliance with laws and regulations concerning the  
provision and use of products and services  

[CH2] Implementation  
of Business Integrity  
and Ethics

50

Product  
Portfolio 

DMA [CH1] Management of  
Material Considerations 21-23

FS6
Monetary value and percentage of the portfolio 
for business lines by specific region, size, and by 
sector

[CH2] Financial Performance 40

FS7
Monetary value of products and services de -
signed to deliver a specific social benefit for each 
business line broken down by purpose

[CH4] Providing Diverse 
 Products 95

The United Nations Global Compact  
(UN Global Compact) Comparative Table
Classification Main Issues Corresponding Chapter

Human  
Rights 

Businesses should support and respect the protection 
of internationally proclaimed human rights

CH3 Develop – Cultivating Professional 
Staff: Friendly Workplace

Businesses should make sure they are not complicit in 
human rights abuses

CH5 Initiate – Advocating Friendly Environ-
ments: Creating a Green Value Chain

Labor  
Standards 

Businesses should uphold the freedom of association 
and the effective recognition of the right to collective 
bargaining 

CH3 Develop – Cultivating Professional 
Staff: Friendly Workplace

Businesses should uphold the elimination of all forms 
of forced and compulsory labor

CH3 Develop – Cultivating Professional 
Staff: Friendly Workplace

Businesses should uphold the effective abolition of 
child labor

CH3 Develop – Cultivating Professional 
Staff: Friendly Workplace

Businesses should uphold the elimination of discrimi-
nation in respect of employment and occupation

CH3 Develop – Cultivating Professional 
Staff: Friendly Workplace

Classification Main Issues Corresponding Chapter

Environment 

Businesses should support a precautionary approach 
to environmental challenges

CH2 Uphold – Prudent Governance and 
Et h i c a l  M an agemen t :  R igo rou s  R i s k  
Management
CH5 Initiate – Advocating Friendly Environ-
ments: Treasure Natural Resources

Businesses should undertake initiatives to promote 
greater environmental responsibility 

CH5 Initiate – Advocating Friendly Environ-
ments: Treasure Natural Resources

Businesses should encourage the development and 
diffusion of environmentally friendly technologies

CH5 Initiate – Advocating Friendly Environ-
ments: Creating a Green Value Chain

Anti-corruption Businesses should work against corruption in all its 
forms, including extortion and bribery

CH2 Uphold – Prudent Governance and 
Ethical Management: Transparency of  
Corporate Governance

Social Responsibility Guidance Standard 
(ISO26000) Comparative Table
Classification Main Issues Corresponding Chapter

Organizational 
Governance

Decision-making processes and structures CH2 Uphold – Prudent Governance and Ethical 
Management: Transparency of Corporate Gov-
ernance

Human  
Rights 

Due diligence CH3 Develop – Cultivating Professional Staff: 
Friendly Workplace

Human right risks situations CH3 Develop – Cultivating Professional Staff: 
Friendly Workplace

Avoidance of complicity – direct, beneficial and 
silent 

CH2 Uphold – P r u d e n t  G ove r n an c e  an d 
E t h i c a l  M an age m e n t :  Tr an s p are n c y  o f  
Corporate Governance

Resolving grievances CH3 Develop – Cultivating Professional Staff: 
Friendly Workplace

Discrimination and vulnerable groups CH3 Develop – Cultivating Professional Staff: 
Friendly Workplace

Civil and political rights CH3 Develop – Cultivating Professional Staff: 
Friendly Workplace

Economic, social and cultural rights CH3 Develop – Cultivating Professional Staff: 
Friendly Workplace

Fundamental principles and rights at work CH3 Develop – Cultivating Professional Staff: 
Friendly Workplace
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Classification Main Issues Corresponding Chapter

Labor  
Practices 

Employment and employment relationships CH3 Develop – Cultivating Professional Staff: 
Organization and Personnel Cultivation

Conditions of work and social protection CH3 Develop – Cultivating Professional Staff: 
Friendly Workplace

Social dialogue  CH4 Care – Building a Society for the Common 
Good: Joint Social Participation

Health and safety at work CH3 Develop – Cultivating Professional Staff: 
Friendly Workplace

Human development and training in the work-
place

CH3 Develop – Cultivating Professional Staff: 
Organization and Personnel Cultivation

The  
Environment

Prevention of pollution CH5 Initiate – Advocating Friendly Environ -
ments: Treasure Natural Resources

Sustainable resource use CH5 Initiate – Advocating Friendly Environ -
ments: Treasure Natural Resources

Climate change mitigation and adaptation CH2 Uphold – Prudent Governance and Ethical 
Management: Rigorous Risk Management

Protection of the environment, biodiversity and 
restoration of natural habitats  

CH5 Initiate – Advocating Friendly Environ -
ments: Treasure Natural Resources

Fair  
Operating 
Practices

Anti-corruption CH2 Uphold – Prudent Governance and Ethical 
Management: Transparency of Corporate Gov-
ernance

Responsible political involvement CH2 Uphold – Prudent Governance and Ethical 
Management: Transparency of Corporate Gov-
ernancee

Fair competition CH2 Uphold – Prudent Governance and Ethical 
Management: Transparency of Corporate 
Governance

Promoting social responsibility in the value chain CH5 Initiate – Advocating Friendly Environ -
ments: Creating a Green Value Chain

Respect for property rights *Not very applicable to the life insurance  
industry

Consumer  
Issues

Fair marketing, factual and unbiased information 
and fair contractual practices 

CH4 Care – Building a Society for the Common 
Good: Strengthening Policyholder Relations

Protecting consumers’ health and safety  CH4 Care – Building a Society for the Common 
Good: Strengthening Policyholder Relations

Sustainable consumption CH4 Care – Building a Society for the Common 
Good: Strengthening Policyholder Relations

Consumer service, support, and complaint and 
dispute resolution

CH4 Care – Building a Society for the Common 
Good: Strengthening Policyholder Relations

Consumer data protection and privacy CH4 Care – Building a Society for the Common 
Good: Strengthening Policyholder Relations

Access to essential services CH4 Care – Building a Society for the Common 
Good: Strengthening Policyholder Relations

Education and awareness CH4 Care – Building a Society for the Common 
Good: Joint Social Participation

Classification Main Issues Corresponding Chapter

Community  
Involvement  

and  
Development

Community involvement CH4 Care – Building a Society for the Common 
Good: Joint Social Participation

Employment creation and skills development CH3 Develop – Cultivating Professional Staff: 
organization and Staff Cultivation

Technology development and access *Not very applicable to the life insurance  
industry

Wealth and income creation CH4 Care – Building a Society for the Common 
Good: Joint Social Participation

Education and culture CH4 Care – Building a Society for the Common 
Good: Joint Social Participation

Health CH4 Care – Building a Society for the Common 
Good: Joint Social Participation

Social investment CH4 Care – Building a Society for the Common 
Good: Joint Social Participation

Corporate Governance Best Practice Principles for 
TWSE/GTSM Listed Companies Comparative Table

Chapter Corresponding Chapter/Description

Chapter 1   General Principles  CH2 Uphold – Prudent Governance and Ethical Management: 
Transparency of Corporate Governance

Chapter 2   Exercising Corporate Governance CH2 Uphold – Prudent Governance and Ethical Management: 
Transparency of Corporate Governance

Chapter 3   Fostering Sustainable Environment CH5 Initiate – Advocating Friendly Environments: Treasure  
Natural Resources

Chapter 4   Preserving Public Welfare CH4 Care – Building a Society for the Common Good: Joint  
Social Participation

Chapter 5   Enhancing Disclosure of Corporate 
Social Responsibility Information 

CH2 Uphold – Prudent Governance and Ethical Management: 
Transparency of Corporate Governance

Chapter 6   Supplementary Provisions CH2 Uphold – Prudent Governance and Ethical Management: 
Transparency of Corporate Governance

We would like to thank all stakeholders for their interest in our CSR practices. At China Life, we will continue to promote 

and implement environmental, social and corporate governance principles, and to publish CSR information and our CSR 

report on China Life′s corporate website. China Life will use innovative thinking to produce greater benefits and value 

for our policyholders, employees, shareholders and society. With a wider scope and outlook and a bolder approach, we 

will produce even better results in our ongoing push toward sustainable development.
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