
Customer and 
community

As an international insurer and reinsurer with a long and proud 
history of serving our community, we offer a diverse portfolio 
of products and services to meet our customers’ current and 

emerging needs. Our customers are at the heart of our decision 
making and we are committed to delivering a consistent level 

of outstanding customer service across our divisions that 
reflects community values and expectations. 

To provide quality solutions for our customers, we continually seek to understand 
the trends impacting them, and the broader communities and societies in which we 

operate. The Sustainable insurance section of this Report outlines how we incorporate 
this ambition into our comprehensive range of products and services. We also seek 

to contribute to the community through thought leadership, advocacy, disaster relief 
and other online resources, and through our QBE Foundation. 
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Managing customer conduct risk

We define ‘conduct risk’ as the risk of unfair outcomes resulting from a failure 
to treat customers and claimants in a fair manner when designing or building 
our products, designing and operating our sales and marketing practices, 
distributing our products, handling claims and managing complaints.

In 2019, we introduced a Group 
Conduct Risk Policy outlining 
our expectations in relation to 
managing conduct risk across our 
business, supporting our strong 
commitment to customer service 
and satisfaction. 

Our Group Executive 
Non‑Financial Risk Committee 
(ENFRC) has oversight of 
conduct risk at QBE. Its 
objective is to support the 

Group Board and the Board Risk 

& Capital Committee (BRCC) 

with identifying, assessing 

and mitigating conduct risk. 

Our Conduct Risk Working 

Group supports the ENFRC 

to deliver a consistent approach 

to managing conduct risk. 

The Working Group is made 

up of senior experts across 

the business and operates 

under a dedicated Group 

Head of Conduct. 

Demonstrating our commitment 

as a customer‑centric insurer, 

we maintain several initiatives, 

processes and controls to ensure 

fair treatment of our customers 

through every stage of the policy life 

cycle, including post‑sale services. 

This includes customer service 

satisfaction surveys, analysing 

customer complaints to identify root 

causes and a continuous focus on 

improving the customer experience. 

Improving customer outcomes 
through behavioural science

In partnership with academics 
and  institutions, we use 
experiments, interviews, 
observation, data analysis and 
behavioural science research to 
gain a deeper understanding of 
what drives customer behaviour. 

Our aim is to integrate the 
emerging science of injury 
recovery into the claims and 
recovery process. In Australia 
Pacific, our Behavioural Insights 
team is using this knowledge 
to test options, and introduce 
changes, that are delivering 
real benefits to people injured 
in the workplace and in motor 
vehicle accidents. 

For example, when employers 
demonstrate support, injured 
workers are more likely to return 
to work more quickly, contributing 
to better personal and 
professional outcomes. In 2019, 
our Behavioural Insights team 
successfully communicated the 
importance of supporting injured 
workers to employers, including 
through the provision of suitable 
duties. The solutions developed 
by our Behavioural Insights team 
are now being shared across 
QBE, helping other teams apply 
behavioural science to improve 
outcomes for all our customers.
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Benefitting customers 
through new data and 
digital solutions

Data-driven solution 
transforming customer claims 
Our customers seek, and deserve, 
good quality and efficient service. The 
Property Decisioning Tool enables us 
to challenge the traditional claims model 
by automating non‑complex claims 
– improving and speeding up the claims 
and recovery process. 

The tool quickly determines the likely 
complexity of a claim, the likely repairs 
needed and immediately engages the 
correct supplier. This has allowed us 
to reduce recovery times for customers, 
with the correct repairer or restorer 
responding quickly to mitigate losses, 
manage claims costs and minimise 
any delays.

Insurance Awards 2019

In Asia, we were recognised for 
enhancing our claims experience 
using digital innovation through 
our Digital Claims Platform. 
Awards included: 

1.  Claims Initiative of the Year 
– Hong Kong Award at the 
Insurance Asia Awards 2019

2.  Top 3 Finalist for the 
Outstanding Claims 
Management – General 
Insurance Award at the Hong 
Kong Insurance Awards 2019 
organised by the Hong Kong 
Federation of Insurers

Digitising to improve customer 
experience and satisfaction
A strong focus on implementing digital 
solutions has helped improve customer 
experience and accessibility. In Asia, 
we have started the journey to digitise 
our insurance value chain and create an 
enhanced experience for our partners 
and end customers.

Across Singapore and Hong Kong, we 
introduced an innovative business to 
business insurance portal, Qnect. This 
one-stop web-based platform empowers 
intermediaries to manage insurance 
transactions, generate quotes, issue 
policies, manage customer portfolios 
and generate data analytics in an 
efficient manner. The portal supports our 
customers’ insurance needs anytime, 
anywhere by providing access to a wide 
range of business and personal insurance 
products and relevant resources. 

In Hong Kong, we took Qnect to the next 
level by creating a business to business 
to consumer model for a strategic 
distribution partner. We piloted this new 
model for travel and home contents 
insurance with a plan to expand to other 
insurance products. 

We also introduced a digital claims 
portal for our travel and domestic helper 
insurance products in Hong Kong, 
offering a simpler and faster claims 
experience. The platform is designed 
to provide an easy-to-use, efficient and 
intuitive experience, allowing customers 
to submit a claim on any mobile device 
with just a few keystrokes. 

As claims via the platform are assessed 
and processed digitally, it has enabled 
faster validation and payment, drastically 
shortening the entire claims lifecycle 
and delivering operational excellence 
for the business. Building on our success 
in Hong Kong, we are looking to extend 
the digital claims capability to a broader 
range of products in the future.
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Promoting financial inclusion 

Reducing complexity, 
promoting clarity
We provide a range of tools and 
services to help our customers 
understand our range of 
financial products and services, 
and to provide helpful general 
information about insurance and 
risk. We continue to focus on 
developing and providing clearer 
and more effective disclosure 
throughout the customer journey 
to enable our customers to make 
the right decision, at the right time, 
based on accurate information. 

As part of our continuous 
improvement process, we are 
working to simplify our product 
disclosure and policy wording 
to reduce complexity where 
possible to help our customers 
more readily understand what 
they are, and are not, covered for. 
This supports customer education 
and decision making. We started 
to test this with several of our lines 
of business in 2019. 

QBE Australian 
Housing Outlook 
Our report, The QBE Australian 
Housing Outlook 2019–2022 
equips our customers, partners 
and consumers with the 
latest residential property and 
economic information along 
with a three‑year forecast for 
house and unit prices across all 
our major cities and 11 regional 
centres. We have partnered with 
BIS Oxford Economics for many 
years to produce this annual 
report, now in its 18th edition.

Supporting our vulnerable customers 
Across Australia Pacific, we are developing a strategy to assist 
and support vulnerable customers. This includes a focus on:

• training our workforce to better recognise and deal with our 
more vulnerable customers; and 

• embedding appropriate practices across the customer 
journey that result in improved customer outcomes 

and experiences. 

In 2019, we piloted an intensive, face-to-face training program 
with members of our Claims and Customer Relations teams in 
Australia. Training focused on recognising and understanding 
vulnerability and related triggers, communicating respectfully 
with customers experiencing vulnerability and linking 
customers with appropriate internal and external support.

We also committed to promoting greater financial inclusion 
for all Australians by joining the Financial Inclusion Action 
Plan (FIAP) program, an initiative that promotes economic 
wellbeing, resilience and inclusion. A partnership between 
Good Shepherd Microfinance, the Australian Government, 
EY and the Centre for Social Impact, the FIAP is supported 
by an advisory group and 40 member organisations, including 
QBE. Tangible commitments have been made to realise 
greater financial inclusion and resilience for vulnerable groups 
across the sphere of influence of FIAP program participants.

As part of our commitment, we are developing an action plan 
to address financial wellbeing, building on a range of initiatives 
underway to support vulnerable customers and communities. 
These initiatives focus on providing fair and accessible 
products and services, enhancing financial capability of staff, 
customers and the community, understanding financial 
vulnerability and supporting economic security.
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Standing by our customers and 
communities in the face of disaster

Partnering to build resilient 
communities and futures 
As a global insurer, we see first-hand the impacts natural 
disasters have on our customers and the communities 
in which we operate. We are one of the first ports of call 
for our customers when they are affected by a disaster. 
We aim to respond quickly, show care and sensitivity, and 
deliver outstanding service to those customers impacted 
by catastrophes – in line with our focus on building 
resilience within our communities.

We recognise that natural disasters are increasing 
in frequency and severity, impacting billions of people 
worldwide. Climate change is a material business risk 
for QBE, and our role is to help our customers build their 
resilience, and better secure their future, through risk 
preparation and mitigation. 

In 2019, we committed to two strategic multi-year 
partnerships with leading global not-for-profits involved in 
natural disaster preparedness and response – Red Cross 
and Save the Children. These partnerships will streamline 
our support for disaster recovery initiatives and enable us 
to deploy vital resources quickly and effectively. Our aim 
is to support both organisations in their work to address 
the humanitarian crisis caused by climate change and 
work collaboratively on disaster preparedness and climate 
resilience initiatives for vulnerable communities. We 
continue to stand alongside our customers to address their 
evolving and complex needs into the future.

While our partnerships will initially focus on immediate 
relief in the event of a natural disaster, we will work together 
to leverage the skills and expertise across our organisations 
to focus on disaster risk reduction and resilience programs.

As outlined in the diagram, our partnerships will focus 
on supporting communities through disaster recovery 
programs to help rebuild and prepare for future 
catastrophes. We will also collaborate to create new 
disaster risk reduction initiatives. 

Innovating in our disaster response 
Part of our role as an international insurance 
company is to help our customers build resilience 
through risk preparation and mitigation. We provide 
direct help through on-the-ground catastrophe 
teams, specialist teams, relief efforts and spending 
face-to-face time with affected policy holders.

In North America, our claims teams continue to 
innovate in the way we meet the needs of customers 
experiencing severe weather events. We continue 
to invest in technology, targeted communications, 
virtual assistance and 3D modelling to provide 
better and faster support to our customers when 
they need it most.

We model approaching storm activity to identify 
where, and when, our customers might be at risk. 
This allows us to proactively communicate, alerting 
them to possible dangers. Our targeted email alerts 
give our customers time to put safety measures 
in place before a severe weather event hits, as 
well as providing them with information on how 
to report a claim.

If a claim is required, communication through our 
platform helps speed up the claims and recovery 
process. Customers can send smartphone footage 
of damage to us and these remote assessment 
capabilities have cut down the estimating process 
time by as much as 40%, helping us deliver on our 
goal of making a difference for customers in times 
of need. 

Disaster risk
reduction
Collaboration

Disaster relief
Immediate support

when a disaster strikes

Disaster preparedness

Disaster recovery
Helping communities to rebuild and

be more disaster prepared in the future
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Our Partnership with Red Cross
The International Red Cross and Red Crescent 
Movement is the world’s largest global humanitarian 
network, consisting of more than 192 member 
societies. Red Cross provides protection and 
assistance to people affected by disasters, conflicts 
and health and social problems. 

With a mission to alleviate human suffering, Red 
Cross supports emergency responses across the 
world. A key focus area of this work is preparing 
communities and Red Cross and Red Crescent 
Societies ahead of disasters. This is done by helping 
communities identify risks and threats, and develop 
solutions to reduce or mitigate them. 

Through our partnership, we will focus on addressing 
the increasing humanitarian impacts from climate 
change within this ‘solutions economy’. This aims 
to contribute to the complex challenges whereby 
demand for humanitarian assistance is outstripping 
available financing. The solutions economy will look 
at innovative ways to solve the increasing gap in 
financial support and highlights the need for more 
global players to support communities in preparing 
for and recovering from disasters.

Our Partnership with Save the Children
Established 100 years ago, Save the Children is the world’s leading independent organisation that supports children 
and children’s rights. Save the Children believes in the rights of all individuals to receive aid in an emergency, based 
on need. However, women and children face disproportionate risks in emergencies, such as forcible displacement 
and human rights violations. For example, children are particularly vulnerable to being separated from their families, 
recruited into armed forces, exploited sexually and made victims of gender-based violence. Accordingly, emergency 
responses are often planned to meet their immediate needs.

In an emergency, Save the Children provides life-saving essentials such as food, clean water, healthcare and shelter, 
and services such as education and protection support to groups particularly at risk including disabled children, child 
combatants, gender-based violence survivors, adolescents, out-of-school youth, unaccompanied minors and orphans.

Through our global partnership with Save the Children, QBE aims to save more lives when a disaster strikes and help 
build communities that are more resilient in the face of natural disasters and more able to withstand the impacts 
of climate change in order to protect future generations.
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Engaging and investing in our communities 

QBE has established multiple 
community‑focused initiatives that 
seek to create value by improving 
social and environmental 
conditions in the communities 
in which we operate. 

Our community engagement 
strategy is aligned to our 
group‑wide priority Sustainable 
Development Goals (SDGs) 
as outlined in Our approach 
to sustainability. This includes 
a focus on financial resilience 
and protecting vulnerable 
communities (SDG 1), diversity 
and inclusion (SDGs 5 and 10), 
supporting decent work and 
economic growth (SDG 8), 
building sustainable cities and 
communities (SDG 11), and taking 
action to combat the impacts 
of climate change (SDG 13).

Our community engagement 
strategy also includes an additional 
focus on supporting the health 
and wellbeing of our communities 
(SDG 3), as many of our product 
lines relate to accident and health, 
and helping people rebuild 
their lives after a catastrophe. 
As always, in 2019, our people 
have also actively supported 
their communities, nominating 
health‑related causes they are 
passionate about for us to support.

We support our community 
activities via the QBE Foundation, 
as well as through a variety of 
partnerships, sponsorships, 
grants and events.

The QBE Foundation
The QBE Foundation was 
established in 2011 to ensure that 
we manage our community‑related 
and corporate giving activities 
effectively and consistently, in 
line with our purpose, strategy 
and investment criteria. The 
Foundation’s stated vision is:

“To help people overcome 
disadvantage, strengthen 
their abilities and live more 
independently, successfully 
and productively”. 

This vision is an extension of 
QBE’s purpose: to give people 
the confidence to achieve 
their ambitions.

Across our divisions, we have 
strengthened the Foundation’s 
focus on long‑term and impactful 
strategic partnerships. 

Our community engagement and 
investment activities help us drive 
employee engagement, improve 
the communities in which we live 
and work, and support our efforts 
to make a meaningful contribution 
to our priority SDGs.   

  Further information about 
the governance of the QBE 
Foundation can be found 
on our website. 
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Engaging our people 
We encourage everyone at QBE to give back to the community by taking a designated, 
paid-volunteer day every year or by getting involved with our charity partners, through 
charitable and in-kind giving. Employees can volunteer individually, or with colleagues, 
to support a cause they are passionate about, with the QBE Foundation managing 
opportunities to support our charity partners.

Employee feedback tells us that volunteering gives our people personal development 
opportunities, increases collaboration and teamwork, leads to greater employee satisfaction 
and generates a sense of pride and connection to both QBE and the wider community.

In 2019, our employees spent over 12,600 5 hours volunteering as part of their 
designated volunteer day. We continue to collaborate with our charity partners to 
identify opportunities for our employees to more closely engage with the communities 
in which they live and work.

For example, since 2016, the QBE Foundation has partnered with Foodbank, an Australian food relief organisation with 
a mission to provide sufficient, safe and nutritious food to vulnerable and disadvantaged communities. In 2019, with 
the support of partners and supporters, Foodbank sourced 41.7 million kilograms of food and groceries, providing 
the equivalent of 75 million meals to hungry Australians. Foodbank’s efforts contribute to improvements in wellbeing, 
sense of self-worth, social relationships, academic achievements and standard of living. The Foundation’s partnership 
with Foodbank has made a positive, tangible difference to the lives of thousands of Australians in need. 

In Western Australia, our employees volunteered as part of the Mega Meal Challenge, a week-long opportunity 
working in Foodbank’s Community Kitchen to produce approximately 2,000 frozen meals. The Community Kitchen 
uses ingredients which give “rescued” food a third life, reducing Foodbank’s food waste from 11% to 3%. The program 
supports increased resilience, wellbeing and living standards among meal recipients.

Our community investment 

The total value of our social and community investment programs in 2019 was over $5.5 million. This 
includes financial contributions through our charity partnerships and local grants, employee volunteering, 
workplace giving, in‑kind giving and management overheads arising out of volunteered time, services 
or office space.

TYPE OF CONTRIBUTION 
2019

US$000
2018

US$000

Financial contributions 1 4,544 4,185

Time: employee volunteering 2 551 464

In‑kind giving 3 48 77

Management overheads or administrative costs 4  518 431

Total community contribution 5,661 5,157

1 Total financial contributions for disaster relief, grants, charity partnerships and employee matching for employee fundraising efforts and/or payroll deductions from pre‑tax salary.

2 The equivalent financial cost of time volunteered by employees as logged in our HR system to various community initiatives across our divisions. This is estimated using employee 
hourly/day rates, i.e. base salary divided by 52 weeks, then divided by either: a) employee weekly appointed hours, for hourly rates; or b) five days, for day rates.

3 In 2019, we have maintained our process to capture in‑kind giving across our divisions by using financial proxy values as estimates. 

4 This includes costs associated with communications and marketing, overheads and administration of our divisional QBE Foundation Committees. 

5 Total time volunteered by our employees as logged in our HR system to various community initiatives across our divisions.
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Supporting our communities 
– the QBE Foundation in action 

Across the countries in which we operate, we have several multi‑year 
partnerships. We showcased a range of these partnerships in our 
2018 Sustainability Report. Below is a small selection of initiatives 
and achievements from 2019. 

Supporting the financial health of disadvantaged populations

In North America, we have 
collaborated with Village Capital, 
a highly‑networked organisation 

in the field of impact investing, 
to release a report on the drivers 
and impacts of insurtech on 
socio‑economic trends, within 
the United States and globally. 
These themes include insurance 
for all, the way innovation in 
insurance is shaping society, 

and how technology is helping 
the industry better address risks 
resulting from changes in the 
macro‑environment. Ultimately, 
this research will help startups 
that are assisting underserved 
or disadvantaged populations 
achieve better financial health. 

Protecting vulnerable communities and enabling financial resilience are key 
strategic priorities. This includes supporting financial literacy and inclusion, 
youth social services, adult welfare and natural disaster recovery relief. 

Partnering with the Dementia Friends program

Through our partnership with the 
Alzheimer’s Society in the United 
Kingdom, we supported the 
Dementia Friends program, which 
aims to increase understanding 
and raise awareness about 

dementia. The program delivers 
'Information Sessions' which cover 
some of the challenges people with 
dementia face and how we can 
support them in the community. 
By becoming Dementia Friends 
and taking action, we can 
create safer and more inclusive 
communities for people living with, 
or affected by, dementia. More than 
500 QBE employees have taken 
part in the Information Sessions. 

Dementia Friends was created 
by the Alzheimer’s Society to help 
break down the fear, stigma and 
misunderstanding of the condition 
and turn understanding into action. 
Our people are encouraged to 
become a Dementia Friend and 
help make QBE a more dementia‑
aware business. Dementia Friends 
is the biggest ever Alzheimer’s 
Society initiative to help change 
people’s perceptions of dementia. 

As an insurer that helps people recover from injury, a focus on health and 
wellbeing is a key strategic priority for our community-related activities. It is 
also a key driver of employee engagement and satisfaction. Each year, the QBE 
Foundation partners with charities that strive to improve medical research, 
treatment and support for health concerns, mental health and physical disability. 
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Equal representation in technology talent

In North America, in partnership 
with our business resource 
group the Women’s Initiative 
Network, we supported 
colorcoded, a Wisconsin‑based 
organisation aimed at increasing 
the number of girls, minority and 
low‑income youth participating in 
computing. They do this through 
a combination of activities, 

workshops, mentorships and 
paid internships. The organisation 
aims to combat the stark 
underrepresentation of women 
and minorities in the computing 
workforce. The program QBE 
supported focuses on developing 
technology talent and future 
technology professionals in 
disadvantaged areas and 
underrepresented demographics. 
Our Women’s Initiative Network 
and Women In Technology 
employee working groups will 
continue to work with colorcoded. 

As part of our strategic commitment to encouraging diversity and 
inclusion, we support community initiatives that promote acceptance and 
opportunities for vulnerable and under-represented groups. We aim to 
reduce inequality within and among the communities in which we operate. 
Our support includes mentoring, awareness-raising, developing educational 
materials and providing funding. 

The Pinnacle Foundation – supporting people to bring  
their whole selves to study and work

For a fourth year, the Australia 
Pacific QBE Foundation proudly 
supported the Pinnacle Foundation, 
which provides educational and 
vocational support to young adults 
across Australia whose gender 
identity, sexual orientation or sexual 
characteristics have prevented 
or hindered achievement of their 
career aspirations or personal 
development. The underlying aim 
is to help empower disadvantaged 
LGBTIQ+ youth to become 

self‑reliant, maintain their dignity 
and gain confidence and self‑belief. 

Our support helps students 
complete their studies at high 
school, university, or TAFE, and 
connects them to mentors who 
typically share the same academic 
and professional interests, gender 
identity, and sexual orientation. 
Overall, the work of The Pinnacle 
Foundation has delivered some 
fantastic results, including 89% of 
scholars achieving their academic 
goals, 95% of scholars feeling 
academically supported, 93% 
feeling more valued as a person 
and 95% noting that a Pinnacle 
Foundation scholarship improved 
their confidence. 
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Building resilient cities

The North America QBE 
Foundation, in collaboration 
with QBE Ventures and Ashoka, 
launched the QBE Urban Resilience 
Challenge, a national social initiative 
to discover and fund tech‑based 

innovations to drive resiliency in 
cities. Ten finalists were selected 
due to their clear social and 
environmental impact and benefits, 
including tackling social welfare, 
access to water and sanitation, 
protection of public environment, 
health and safety and city liveability. 

The Urban Resilience Champion 
‘Drugviu’ aims to build a world 
where medications work for 
everyone to improve health 
outcomes, including communities 

of colour. The Urban Resilience 
Pioneer was ‘Biocellection’, 
an organisation that recycles 
'unrecyclable' plastics, preventing 
river and ocean pollution, 
saving wildlife and reducing 
carbon emissions. This initiative 
highlighted that transformative 
tech innovations have the potential 
to create longer term health and 
environmental improvements for 
our customers, communities and 
cities more broadly.

As an international insurance company, we have an important role to play 
in developing sustainable cities and communities and building resilience 
through our charity partnerships and collaborations. Our activities in this 
area are linked to the advancement of other SDGs such as SDG 1: No poverty 
and SDG 13: Climate action.

Supporting our communities  
– the QBE Foundation in action (continued)

Tackling student hunger to improve learning

In the Philippines, a strategic aim 
of our Group Shared Services 
Centre QBE Foundation is to 
foster local economic growth 
by supporting community‑
led education, sustainable 
development, poverty reduction 

and employment initiatives. Since 
2018, we have partnered with 
the Philippine Business for Social 
Progress (PBSP), a business‑led 
organisation at the forefront of 
strategic corporate citizenship 
and business sector leadership, to 
tackle poverty and undernutrition 
among school children. 

Through a strong ecosystem of 
support, the QBE Foundation has 
served almost 18,000 meals to 
250 undernourished students 
at two schools based in Cebu 

and Manila. This has resulted in 
students reaching a Healthy Living 
Index, enabling them to better 
focus on their education. 

In May 2019, QBE sponsored 
the refurbishment of the kitchen 
facilities that provide a clean 
cooking and eating environment 
for program beneficiaries. Our 
partnership provides volunteering 
opportunities for our employees to 
dedicate three hours of their time 
every Friday to PBSP’s activities. 

Another strategic aim of our Foundation is to foster local economic growth 
by supporting community-led education and employment initiatives. This 
will help contribute to social and economic development and poverty 
reduction. Many of these activities also link to the advancement of other 
SDGs such as SDG 1: No poverty and SDG 4: Quality education.
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Employee climate expeditions with the Earthwatch Institute

In 2019, the QBE Foundation 
partnered with the Earthwatch 
Institute, an international 
environmental not‑for‑profit 
organisation that offers unique, 
hands‑on experiences in 
climate change research and 
ecosystem restoration. Some 

of our employees participated 
in expeditions across the globe 
– with destinations including the 
Acadia National Park, Andorran 
Pyrenees, Daintree River, Great 
Barrier Reef and La Selva 
Biological Station in Costa Rica.

The experiential learning program 
provided our employees with an 
understanding of how protecting 
our natural environment is 
a colossal task, one in which 

everyone has a role to play. Our 
employees came to appreciate 
the huge amount of work 
involved in scientific research 
and data collection, and the 
importance of environmental 
issues for QBE. Each employee 
returned from their expedition 
with a renewed understanding 
of the relevance of climate 
change and our ability to impact 
change globally. 

Managing forests to alleviate water scarcity

Through the Group Shared 
Services Centre QBE Foundation, 
we are working with the World 
Wildlife Fund Philippines to go 
beyond the usual tree planting 
activities and expand to forest 
management around Ipo 
Watershed in the Norzagary 
Bulacan region of the Philippines. 
Metro Manila has been 
experiencing water shortages over 
the summer months and even 
during the rainy season. 

Through our partnership under 
the Forests for Water program, 
we are aiming to alleviate water 

scarcity for inhabitants of Metro 
Manila by rehabilitating the forest 
around the main watersheds to 
help maintain the water cycle. We 
are also contributing to the fight 
against climate change by planting 
trees to offset our carbon footprint.

We are working with the local 
community in the area to mobilise 
their support with tree planting, 
monitoring and maintenance 
of seedlings. Mobilising the local 
community also helps spread 
awareness and contributes to 
a sustainable livelihood for them. 
In addition, we will be holding 
several learning sessions in the 
Group Shared Services Centre 
offices to educate our people on 
the importance of caring for water 
resources and our forest reserves.

With natural disasters increasingly impacting our global communities, we 
are uniquely positioned to support these communities as they tackle the 
challenging task of recovery. Our activities in this area are linked to the 
advancement of other SDGs such as SDG 1: No poverty, SDG 11: Sustainable 
cities and communities and SDG 15: Life on Land.

43
P

erfo
rm

an
ce

R
esp

o
n

sib
le 

in
v

estm
en

ts
O

p
eratio

n
al 

excellen
ce

G
o

v
ern

an
ce

P
eo

p
le an

d
 

cu
ltu

re
Su

stain
ab

le 
in

su
ran

ce
O

v
erv

iew
Q

B
E

 In
su

ran
ce G

ro
u

p
  

Su
stain

ab
ility

 R
ep

o
rt 20

19
C

u
sto

m
er an

d
 

co
m

m
u

n
ity


