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Fubon Life has long focused on major issues such as the environment (E), society (S), 
and corporate governance (G). The Company has incorporated ESG into the Company's 
business strategy to provide convenient and W.A.R.M (Well-governed, Accountable, 
Reliable and Meaningful) services and implement them in the day-to-day operations. 
"Sustainable Operations" is Fubon Life's vision and mission. Additionally, we look forward 
to communicating with stakeholders through this report to deliver the Company's ESG 
strategy and concrete results.

Report Period and Scope

The disclosure period of this report is from January 1st to December 31st of 2020, and 
part of the content covers the performance data of the past three years to present 
information integrity and project progress.

Information disclosed in this report is mainly regarded to Fubon Life Insurance Co., 
Ltd. (excluding overseas subsidiaries). Part of the information covers Fubon Financial 
Holdings, which is specified in the report.

Reporting Guidelines

This report is based on GRI guidelines developed by the Global Reporting Initiatives (GRI) 
and follows its core metrics to disclose the management performance of Fubon Life on 
key economic, environmental and social-aspects. This report is the first of Fubon Life's 
CSR report, and Fubon Life will annually publish the CSR Report on a regular basis in 
the future. In addition, Fubon Life also follows the Principles for Sustainable Insurance 
(PSI) and corresponds to the four principles of PSI in the report to respond fully to 
stakeholders' expectations of Fubon Life and to commit to the vision of building the best 
brand in the Asian life insurance market.

Report Verification

The information and statistics disclosed in this report are all compiled by Fubon Life, 
and the financial data are partly from the publicly published information certified by the 
accountants. Some of the sustainability performance data are assured by KPMG and an 
independent limited assurance report is issued.

Contact Information

Fubon Life Corporate Strategy Department

886-2-8771-6699

11th Floor, No. 108, Section 1, Dunhua South 
Road, Songshan District, Taipei

About this Report



2

Climate change has become a major challenge for mankind, and the chain reaction it triggered also 
created impact on public health. Challenges such as the COVID-19 pandemic outbreak that ravaged the 
world last year; the oncoming shortage of earth's resources, coupled with social issues such as aging 
society, have all raised concerns. As a member of the global village, Fubon Life is duty-bound in promoting 
the concept of sustainable development. 

This year marks the 60th anniversary of Fubon Group, upholding the spirit of the Chairman Wan-Tsai Tsai's 
"Taken from Society and Give Back to Society”, Fubon is committed to paying back to the community, 
growing together with Taiwan, and celebrating another 60 years or success in the future. “Fubon" Life will 
continue to pass on the Chairman’s legacy of “contributing to the prosperity and stability of the nation” 
and bearing in mind the responsibility and mission to customers, investors and the society of Taiwan 
in the pursuit of enterprise development. Fubon Life will incorporate social responsibility with the core 
insurance business for the sustainable development of the enterprises, the society, and the environment, 
and strive to become a leader in sustainable development. 

In recent years, digital technology has continued to lead the change, but for the people-oriented insurance 
industry, technology is only an auxiliary tool, and the care and trust between our customers and us is 
irreplaceable. The reason why we embrace innovation is to provide immediate, warm-hearted expertise 
and services. The acronym of 'W.A.R.M'  stands for “Well-governed” (corporate governance), “Accountable” 
(innovative products and services), “Reliable” (employee care and social participation) and “Meaningful” 
(green operation), which are the four major pillars in pursuing sustainable development of the enterprise, 
and represents Fubon Life's commitment  to the society and policyholders.

 Be Positive and Continue to Grow

COVID-19 pandemic severely impacted the global industry and economy in 2020. Despite the challenges, 
Fubon Life is still able to generate positive growth. The total consolidated assets reached a milestone of 
NT$5 trillion, and the full-year net profit after tax reached NT$60.591 billion, marking a significant increase 
of 129% over the same period in 2019. The total premium income exceeded NT$540 billion, making 
Fubon Life a leading brand in Taiwan's insurance market. Fubon Life also continues to drive the industry, 

customers and supply chain towards the goal of sustainability through its financial influence.

 Pursue Sustainable Development and Geared to International Standard

Fubon Life actively integrate with the United Nations Sustainable Development Goals (SDGs), establish 
a framework for ESG strategy, and set up five ESG implementation working groups on corporate 
governance, employee care, innovative services, social commitment, and environmental sustainability, to 
be responsible for managing the Company's short, medium, and long-term ESG development strategies 
and action plans. These working groups will regularly report to the Board of Directors and continuously 
refine ESG practices to gradually achieve the goals of SDGs and promote domestic economic growth, 
social development, and environmental sustainability. 

Fubon Life has signed the "Institutional Investor Stewardship Principles" issued by the Taiwan Stock 
Exchange and is committed to following the United Nation’s Principles for Responsible Investment (PRI) 
in incorporating environmental, social and governance considerations into the investment analysis and 
decision-making process, and enhancing the effectiveness of the implementation of PRI through active 
collaboration with investment targets and industry partners.   In the area of green investment, we have 
fully supported and invested in the 5 plus 2 innovative industries plan and public construction, investing a 
total of more than NT$500 billion to demonstrate the positive impact of the sustainable development of 
enterprises and to promote the sustainable development of Taiwan society in 2020.

 Enrich Life and Show Accountability

In accordance with the Principles for Sustainable Insurance (PSI), Fubon Life continues to develop 
insurance products and services that are financially inclusive, support for the minority, and related to 
geriatric care. The Company is committed to providing protection for people of all ages and ethnic groups 
and to implementing the vision of "Be Positive and Enrich Lives”. 

Taiwan will enter the super-aged society by 2025, Fubon Life therefore introduced the insurance concept 
of “four retirement accounts” that covers the areas of medical care, long-term care, retirement, and liability 
to strengthen the public awareness of retirement preparation. In addition, in response to the possible 
impact of aging population, we have introduced differentiated rate of products to encourage health 
promotion, including pedometer spillover insurance policies, diabetic impaired risk of spillover policies, 
etc. The intention is to encourage policyholders to develop health management habits and achieve the real 
effect of prevention in advance thorough policy design. 

On the other hand, in the face of the COVID-19 pandemic, Fubon Life upholds the essence of insurance 
protection, fulfills corporate social responsibility, and launches the country's first statutory infectious 
disease term of health insurance policy to help people fight the pandemic together.  At the same time, 
based on the service spirit of seeing the policyholder’ interest as the first priority , Fubon Life has 
introduced a number of service contingency measures during the pandemic, such as " applying insurance 
claims based on the latest regulation and the most preferred condition for the policyholder”, providing 
condolence payments for medical professionals and pandemic prevention personnel, launching a " video 
survival survey” to replace physical examination to reduce the frequency of visiting hospitals, to help the 
policyholder cope with the impact of large-scale public health incidents .

 Care for the community and promote sustainability

Fubon Life attaches great importance to the contribution and positive influence of enterprises to society 
and has long been engaged in social participation from the aspects of charity, sports, education, and 
environmental protection. Fubon Life continues to care for the demented elderly. County and city 
governments have responded by joining the campaign of “granting free bracelet to demented patients after 
diagnosis”. The chances of being found when a demented patient is lost have been greatly improved under 

Chairman's Message
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the cooperation of more than 100 hospitals across Taiwan. The Company also produced dementia educational animations 
to provide elementary school students with the correct information of dementia. Furthermore, the Company also launched 
the "Fubon Life Health State" LINE theme account, which incorporates the concept of health promotion into the daily life of 
the public to create a healthy digital life circle for all. Fubon Life also sponsors the four major marathons, and UBA college 
basketball tournament to promote healthy exercise.  In 2020, the Company invested a total of more than NT$400 million in 
social care projects and 70,000 employees volunteering hours and reached about 12 million people/times. 

At the same time, in the face of climate change issues, Fubon Life engages environmentally friendly activities from internal 
enterprises, starting from energy conservation and carbon reduction, resource management, green buildings, and then 
extends to the areas of green services, green procurement, and green consumption to fully implement energy conservation 
and sustainability. Starting from 2021, Fubon Life partners with the Society of Wilderness in conducting the River Waste Rapid 
Screening Survey Program, focusing on the water resource of sustainability issue in Taiwan. 

We expect every penny of public welfare investment to contribute to the land where we live. In order to measure the social 
benefits of our long-term promotion of "local financial services", a Social Return on Investment (SROI) analysis was introduced 
in 2019 for specific local sales offices, showing that Fubon Life's local unit can create a social value up to NT$11.61 for every $1 
invested. As long as there is Fubon Life, there will be more “good cycles” being initiated.

 Keep moving forward and achieve what's possible

Mr. Pan, a Fubon Life policyholder, suffered from blindness by illness. His mother said: "In the most helpless moment, 
Fubon Life’s insurance claims and tied agent actively provide care and assistance, bringing peace of mind to the whole 
family.” This is the value of insurance and the belief that Fubon Life has always adhered to it. Today, Mr. Pan has become a 
horticultural technician who can identify horticultural plants only through touch and smell. He is now moving step by step 
toward his dream. He said: "Even if you can't see clearly ahead, you have to be brave enough to move forward, because 
only by moving forward can you achieve more." 

In the face of numerous global challenges for sustainable development, enterprises need forward-looking views and solid 
action to promote industrial and economic growth,  when they take into account the rights and interests of stakeholders, 
and continue to seek breakthroughs and innovation, so our next generation can enjoy a better living environment. 
Looking to the future, Fubon Life will continue to draw a blueprint for sustainable operations, incorporate the three major 
sustainable factors of environment, society, and governance into the day-to-day operations. Together with customers, 
employees and shareholders, Fubon Life is aimed at creating a sustainable vision for the future, becoming a leader in 
sustainable operation and responsible investment, and exerting the positive influence of green finance.

Chairman of Fubon Life
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Construct
Sustainable
Governance

Well-governed

1

1.1 Responsible for Sustainable Management

Fubon Life regards sustainable operation as the core of corporate social responsibility. In 2020, despite 
the impact of COVID-19 and the challenge of low interest rate environment, the Company still delivered 
outstanding performance by strengthening corporate governance and various innovations. In addition 
to the continuous growth of total assets, the Company's net worth, net profit after tax and earnings per 
share all hit historical highs.

In addition, Fubon Life has responded to the demands of stakeholders on ESG-related issues through 
various communication channels, and continues to improve sustainability to achieve the goal of 
pursuing common good with the society. Internally, a sustainability management organization 
has been established to be responsible for planning and executing various ESG projects, striving 
to improve insurance protection, developing diversified products and enhancing the application of 
digital technology, and extending Taiwan's successful experience to overseas markets to achieve the 
vision of becoming Asia's best life insurance brand.

 1.1.1ﾠStakeholders’ Communication

In order to identify the important stakeholders of Fubon Life, the Company has compiled questionnaires in accordance with 
the five principles of the AA1000 SES Stakeholder Agreement Standard and distributed them to colleagues to collect relevant 
opinions. The Company has communicated major ESG issues concerned by the nine stakeholders through various channels.

　Stakeholders 　Communication Channels 　Issues of Stakeholders’s Concern

Authorities

■ The competent authorities’ investigation report / 
operating data  

■ Meetings / Symposiums
■ Revenue announcement
■ Annual report / CPA-audited financial statements

1.1.4  Business performance
1.2.1  Ethical management
1.2.4  Compliance
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　Stakeholders 　Communication Channels 　Issues of Stakeholders’s Concern

Investor

■ Financial holdings’ institutional investor 
meeting

■ Financial holdings stockholder meeting

■ Financial Holdings Corporate Social 
Responsibility Report 2.1.5  Responsible Investment

Internal staff
■ Employee complaint channel
■ Employee satisfaction survey
■ Face-to-face communication with top 

executives
■ Employee care network

■ ESG environment sustainability mailbox
■ Labor-management committee
■ Occupational safety and health 

conference

3.2.1  Diversity, Inclusion and Human Rights in the Workplace
3.2.2  Employee Compensation and Benefits
3.2.3 Talent Development and Cultivation
3.2.4  Occupational Safety and Health
4.1.1  Low-carbon Strategy

Tied agents

Supplier

■ Financial holdings supplier education and 
training

■ Financial holdings supplier evaluation

■ Financial holdings supplier workshop 
■ Sign the “Supplier Code of Conduct 

Commitment”
1.2.5  Supplier Management

Policy holders

■ 080 Toll-Free Customer Service Numbers
■ Customer satisfaction survey
■ Channels for Customer Complaints

■ Fubon Life Mobile APP
■ Official Website
■ Insurance Campaigns

2.1.2  Treating Customers Fairly and Claims Management
2.1.3  ESG Products and Services
2.1.4  ESG Sales and Promotion

Insurance Brokers ■ Product presentation ■ Education and training
2.1.3  ESG Products and Services
2.1.4  ESG Sales and Promotion

Media and the general public
■ Press release
■ Official website

■ Print ads and annual advertising campaign 
■ Social media

3.1.2  Social Participation and Emergency Disaster Relief

NGO

■ Press release
■ Official website
■ Print ads and annual advertising campaign

■ Social media
■ Cooperation meeting

3.1.1  Multi-party Cooperation to Promote ESG-related 
Initiatives



7

Well-governed
Construct Sustainable 
Governance1 Reliable

Build A Network 
of Trust3Accountable

Develop Reliable 
Support2 Meaningful

Moving Towards 
Green Operations4

 1.1.2ﾠIdentification of material topics

After identifying Fubon Life’s major stakeholders, in order to find out the topics of their concern, the Company identified 21 material topics (please refer to page 68 of the attachment for 
the detail description and impact boundaries of these topics). These are accorded to the insurance industry benchmark enterprise's major topics, the Principles of Sustainable Insurance 
(PSI), GRI-specific themes, and management policies.  Additionally, the Company issued questionnaires for employees to analyze the extent to which each material topic affects 
stakeholder’s assessment and decision-making in a transpositional manner. In the end, the Company confirmed Fubon Life's material topics matrix as follows, which contained five key 
topics, eight secondary topics and eight other topics.

In addition to information disclosure on key and secondary topics, the report also discloses the Company's achievements on other topics to help stakeholders understand the progress 
of the Company's overall ESG initiatives, which considers the information of integrity.

 Fubon Life 2020 Material Topics Matrix Identification Results

Stakeholders’ Concern Level

Key
topics

Secondary
topics

Other
topics

The extent of the ESG impact on enterprise value chainLow

High

High

Business
performance Sustainable

development strategy

Information
security

and privacy

Compliance

Corporate governance
and ethical management

Treating
customers
fairly and claims
management

Risk management
and underwriting

Social participation
and emergency
disaster relief

Multi-party cooperation to promote
ESG-related initiatives

Demographic changes

Responsible
Investment

ESG products
and services

Digital
technology

and innovation

ESG sales
and promotion

Green
operations

Employee
compensation
and benefits

Supplier
management Climate change

Occupational
health and safety

Talent development
and cultivation

Diversity, Inclusion
and Human Rights

in the Workplace 
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 1.1.3ﾠSustainable Development Strategy

1.1.3.1 About Fubon Life

The Company is a 100%-owned subsidiary 
of Fubon Financial Holdings. In 2020, the 
Company has a total of 446 service locations 
of sales and a total of 26,511 employees 
including administrative staff and tied agents, 
providing customers with a comprehensive 
f inancial/insurance product and service 
portfolio that covers life insurance, health 
insurance, accident insurance, and investment-
linked insurance. The Company has been able 
to deliver continuously sound operation and 
outstanding business performance. In addition, 
the Company upholds the "positive influence" 
concept of Fubon Financial Holdings and 
injects positive thinking and energy into society 
which aims at duplicating Taiwan's successful 
experience in overseas markets, striving to 
build the best brand in the Asian life insurance 
market. The Company's important development 
of milestones are as follows:

The Offshore Insurance 
Unit (OIU) was officially 
opened in August 2015

In December 2015, Fubon 
Life acquired 48% of 
shares and 5 director 
seats in Hyundai Life of 
Korea

Fubon Life Hong Kong opened 
in April 2016

2015

2016

Founded in 1987 (Note)

1987

Set up Fubon Life Beijing 
Representative Office

2002

Fubon Financial Holdings 
announced the acquisition of ING 
Life in October 2008

Fubon Life merged with ING Life 
on June 1st, 2009

2009

The Vietnamese 
subsidiary was 
officially opened in 
March 2011

2011

Fubon Life increased the 
shareholding percentage of 
Hyundai Life to 62% and 
renamed it as "Fubon Hyundai 
Life" in September 2018

2018

In May 2020, Fubon Life Hong Kong 
and ZA Tech launched the joint 
venture of ZA Insure as a pure 
online life insurance business

2020

Note: The Taiwan branch of the former ING Life was established in 1987 
(reformed into a subsidiary in 2006). The former Fubon Life was 
established in 1993. Fubon Life and ING Life Taiwan were formally 
merged into one company in 2009.
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1.1.3.2 Sustainable development strategy

 Establish an ESG taskforce to implement ESG vision project

The Company follows the "Code of Corporate Social Responsibility" established by Fubon Financial Holdings and fulfills 
the four major areas of corporate social responsibility, including the implementation of corporate governance, the 
development of a sustainable environment, the maintenance of public welfare and the strengthening of corporate social 
responsibility for information disclosure.

In order to implement the "ESG vision project” promoted by the parent company, Fubon Life set up the ESG taskforce 
in 2016, which currently has five working groups of corporate governance, employee care, innovative services, social 
commitment, and environmental sustainability, corresponding to the Financial Holdings’ ESG strategy. Each working group 
designates a responsible unit to track and manage ESG-related issues and project effectiveness, and to review ESG project 
achievement in the annual performance review of the unit heads. In 2020, to further strengthen corporate governance, 
the taskforce has been requested to report regularly to the chairman and board of directors on the implementation and 
planning of the project to further improve the ESG efforts.

 ESG Taskforce Organizational Structure and Functions

Fubon Life President
CEO of the ESG Taskforce

Head of the taskforce: Head of Corporate 
Management and Service Division 
Responsible unit: Corporate Strategy Department

Corporate Governance

Ethical 
management

Compliance

Internal control

Employee 
compensation 
and benefits

Talent 
development

Employer-
employee 
relationship

Customer satisfaction

Customer information
of confidentiality

Consumer protection

Customer relationship
management

Product and service
liability

Mobile services

Environmental/
social issues-driven
products and 
services

Social care

Public welfare activities

Corporate image

Sports sponsorship

Low-carbon enterprises

Green procurement

Sustainable environmental
management

Sustainable supplier
management

Workplace 
environment

Education and 
training

Internship and 
industrial-academic 
partnership program

Risk 
management

Information 
transparency

Information 
security

Functions

Employee Care Innovative Services Social commitment Environmental
sustainability

Functions Functions Functions Functions

Four Major
Areas of

CSR

Implementation
of corporate
governance

Strengthen the
information

disclosure of CSR

Development
of sustainable
environment

Maintenance
of public
welfare
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The implementation of results for environmental sustainability, social care, sustainable governance in 2020 are as follows:

Promote green procurement
Create a friendly workplace
Paperless service 
Respond to charity and environmental protection

Good neighbor Initiative
Social care activities
Healthy Activity /Sports Sponsorship
Charity donations

Establish an audit committee
Emphasize on Treating Customer Fairly Principle

Key projects Execution of effectivenessESG-oriented

Environmental
sustainability

Social care

Sustainable
governance

Green procurement (including social enterprise procurement) amounted to approximately NT$93.41 million
Promote in-house public welfare & environmental protection activities and win the AREA Green Leadership 
Award
Reduce carbon emission by 136,000kg through mobile service and environmental protection activities

Employees have been involved in social caring activities accounted for about 70,000 people/times
Events/Caring campaigns reached about 12 million people/times
Sponsorship donations amounted to about NT$450 million (including the part shared by the parent company)

Treating Customer Fairly Principle review ranked among the top 20% of Life Insurance Industry
Compare with 2019, the number of complaints cases and complaint rate of Financial Ombudsman Institution 
decreased by 4.95% and 8.9% respectively

 Facing the overall economic turmoil, promote the stable operation of insurance protection

Life insurance market has faced the challenges of overall economic turmoil, in addition 
to continued low interest rate environment, and the impact of the COVID-19 pandemic 
in 2020, the competent authority has also implemented product supervision regulations 
on the reduction of liability reserves, setting the threshold for insurance premiums for 
death protection of life insurance, and the declaration of interest rate stabilization. It was 
greatly curtailed the overall life insurance industry growth, resulting in a 28.1% decline in 
the life insurance market’s first year premium of income in contrast with 2019.

Despite in the face of a challenging business environment, those who identify the trend 
can still seize the opportunity in the future of development in the life insurance industry. 
For example, while the COVID-19 pandemic hindered business growth, it still promoted 
the public to attach importance of health management and medical protection, which 
greatly increased the demand for medical insurance. In addition, rapid aging is a trend 
that can be identified in the overall social environment, and Taiwan has entered the 
era of negative population growth early in 2020, which will continue to bring insurance 
opportunities for retirement planning.

 1.1.4ﾠBusiness Performance

1.1.4.1 Macro Environment Analysis
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1.1.4.2 Business Strategy

In response to market changes and customer insurance 
protection needs, the Company's key business strategies and 
action plans for 2020 are as follows:

Focus on protection in distribution channels

Develop diversified and innovative products to
enhance product competitiveness

(1) Strengthen the organizational development of self-owned 
distribution channel, improve the overall production capacity

(2) Improve the competitiveness of bancassurance and diversified 
channels 

(3) Integrate online and offline channel operation and services

(1) Master social trends and explore business opportunities in 
long-term care, pension, medical care, retirement annuities, etc

(2) Strengthen the diversified target of investment-linked products, 
to assist clients in retirement planning and asset allocation

(1) Continuously optimize the digital development process of the 
insurance value chain

(2) Use blockchain technology to optimize policy change and 
claims application

(1) Implementation of various control mechanisms such as risk 
management and compliance 

(2) Strengthen tied-agent risk management and introduce 
appropriate information security management mechanism

Develop insurance technology and strengthen
digital services

Ensure the compliance of company operation

1.1.4.3 Operating Performance

 Promote protection-oriented policies and diversified products, improve channel performance and 

 technology applications, and implement risk management

The Company upholds the above business strategy, and continuously develops diversified channels and a flexible 
product portfolio to assist channels in refocusing on protection-oriented products to enhance channel capacity, 
and continuously strengthen customized services for external channels and the sales training of protection-
oriented products to enhance channel competitiveness. In the area of product development, the Company focus 
on the introduction of diversified medical protection products and spillover policies, and the development and 
promotion of investment-linked products in response to the aging society trend and market demand.

In addition, through the use of digital tools of insurance services and administrative processes, the Company 
plans multiple payment channels and participate in the Life Insurance Association's blockchain alliance of 
technology platform which intends to provide policyholders with convenient, heart-warming, and efficient 
services. Simultaneously, in order to ensure the Company's operational compliance, in addition to the regular 
self-assessment of legal compliance and risk management measures, the Company also continues to refine 
the risk management mechanism of tied agents and introduce protective measures of information security.

 Bright business performance, sound financial strength, asset growth and profitability hit new highs repeatedly

Through the implementation of various actions, Fubon Life has created a stable performance in the life 
insurance market in 2020. In terms of business performance, both first year premium income and renewal 
premium income continue to rank second in the market while the market share of total premium income has 
increased to maintain market leadership. In terms of financial performance, with sound financial performance, 
flexible use of funds and diversified portfolios, the Company’s total assets continued to grow, and the net 
worth, net profit after tax and earnings per share all reaching record highs in 2020.

Net worth 
Net profit after
tax EPS

First year premium income
Renewal premium income

Total premium
income

No.2 Ranking Market Share
Increase

Record Highs
in 2020
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 Fubon Life financial highlights from 2018 to 2020

Fubon Life 2018 2019 2020

Total assets (millions) 3,894,480 4,375,130 4,790,338

Total equity (millions) 200,859 337,516 484,536

Net profit after tax (millions) 24,930 26,507 60,591

Earnings per share after tax 2.25 2.39 5.47

Net worth per share 18.12 30.45 43.72

Return on assets (ROA) 0.70 0.68 1.36

Return on equity (ROE) 10.32 9.81 14.74

Source: FY2020 Fubon Life Parent Company Only Financial Statements
Note: The government’s financial subsidies are described in appendix 4 GRI Standards Index and 

Guidelines.

1.1.4.4 Tax Management

The Company follows the tax strategy and tax measures specified by Fubon Financial Holdings, 
which the accounting and finance departments are responsible for the implementation of tax 
operations and risk management to strengthen the compliance of tax laws and regulations, 
control tax risks and fulfill the commitment of corporate social responsibility.

(1) In view of the complexity of the Company's operations and cross-border investments, 
major decisions are made to consider the tax regulations and related implications, 
and tax planning is in line with relevant tax laws and reporting requirements. The value 
of commercial operations, risk control and sustainable business operations are taken 
into consideration at the same time.

(2) In order to ensure proper tax treatment to comply with the regulations, Fubon Life 
continues to work on personnel training and the enhancement of tax expertise. The 
Company also seek for tax advice from external tax consultants and communicates with 
tax authorities when it is appropriate and necessary to reduce the uncertainty of tax risk.

(3) The Company's financial statements disclose relevant tax 
information as required to ensure information transparency. 
All tax declaration of operations are in accordance with the 
provisions of the law. The Company pays all applicable taxes 
in a timely manner, reply any queries raised and provide 
necessary information requested to the competent tax 
authorities to fulfill the social responsibility of taxpayers.

 Information on income tax for 2019 and 2020 Unit: NT$1,000

Year 2019 2020

Net profit before tax 28,141,967 65,060,527

Income tax expense 1,635,014 4,469,288

Income tax payment 542,773 2,927,201

Source: FY2020 Fubon Life Parent Company Only Financial Statements

Public
Information

Link

https://www.fubon.com/financialholdings/en/citizenship/committee/tax_strategy.html
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 1.2.1ﾠEthical Management

1.2.1.1 Ethical Management Policies and Systems

Fubon Financial Holdings and its subsidiaries follow the business core values of 
integrity, sincerity, professionalism and innovation.” Integrity is regarded as the first 
priority as it is the foundation of corporate governance and sustainable operation. 
The Company follows the “Fubon Financial Holdings’ Ethical Corporate Management 
Best Practice Principles” and the “Fubon Financial Holdings’ Procedures for Ethical 
Management and the Guidelines for Conduct” and constructs the corporate culture and 
sound development of ethical management to establish a good business model and risk 
control mechanism to create a sustainable business environment.

 Set up a corporate governance unit

The Company has set up a corporate governance unit - Corporate Governance 
Department, which assembles of seven people. The head of the corporate governance 
department not only has the qualifications of a lawyer in both Taiwan and the United 
States, but also has more than 15 years of experience working as the legal and 
compliance executive in financial insurance institutions. The Corporate Governance 
Department provides irregularly the relevant laws and regulations on corporate 
governance, information on industry penalty cases, risk management articles and the 
implementation results of the principle of fair customer treatment for directors to review 
and optimize corporate governance-related business such as board decision-making.

 Improve the corporate governance management rules

The Company has established regulations and policies such as "Articles of Incorporation", 
"Corporate Governance Best Practice Principles", "Regulations Governing Procedure for 
Board of Directors Meetings", "Audit Committee Charter", "Rules Governing the Scope of 
Powers of Independent Directors", "Operational Guidelines for Notifying Directors of Major 
Incidents", "Management Rules for the Deliberative Operations of The Board of Directors of 
Subsidiaries and Invested Companies assigned with Directors and Supervisors", to ensure 
the standardization and consistency of corporate governance and management, and fulfill 
the spirit of sustainable governance.

 Adhere the principle of ethical management

In addition to the above regulations, the Company also adheres to the “Fubon Financial 
Holdings’ Ethical Corporate Management Best Practice Principles”, which serves as the 
highest guideline for promoting and enforcing the integrity of the business operation. 
This principle of ethical management is formulated in accordance with Taiwan Stock 
Exchange's “Ethical Corporate Management Best Practice Principles for TWSE/GTSM 
Listed Companies”, and is subject to Company Act, Securities and Exchange Act, 
Business Entity Accounting Act, Political Donations Act, Anti-Corruption Act, Government 
Procurement Act, Act on Recusal of Public Servants Due to Conflicts of Interest, other 
regulations related to list companies or other relevant laws and regulations on business 
conduct, as a basic prerequisite for the implementation of ethical operation. It is also 
applicable to Fubon Financial Holdings and its subsidiaries, consortium legal persons 
of which Fubon Life donates more than 50% of the total funds received, and other 
institutions or legal persons of which Fubon Life has substantial control of capabilities.

1.2 Deepen the Company's Sustainable Governance

In order to continuously deepen sustainable operations, Fubon Life focuses on five different aspects including ethical management, risk 
management, information security, compliance, and supplier management. Efforts include the establishment of a dedicated unit to improve 
regulations and staff education and training; strengthening the functions of the board of directors and independent directors and conducting regular 
evaluations; executing the policy on conflict-of-interest avoidance; and improving the quality of suppliers through the supplier grading and evaluation 
system, are intended to pursue the common good for the society.
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 Provide internal and external reporting channels to put an end to unethical conduct

In accordance with this Principle and the “Fubon Financial Holdings’ Procedures for 
Ethical Management and the Guidelines for Conduct”, it is clear that directors, senior 
management, managers, employees, appointees and persons with substantial control 
powers shall abide by the principle of good faith and shall not engage in dishonest 
acts, which include receiving/giving bribes, the receipt of improper benefits, making 
illegal political donations, improper charitable donations or sponsorships, unreasonable 
gifts, entertainment or other improper benefits, infringing intellectual property rights, 
engaging in unfair competition, and providing products or services that harm customers 
or stakeholders’ interests. Preventive programs and measures are established and to be 
supervised and enforced by the Fubon Financial Holdings Corporate Governance and 
Sustainability Committee.

The Employee's "Work Rules" also make it clear that employees are under an obligation 
to be honest and not to seek business by bribery, kickbacks, or other improper means, 
and that they may not require the vendor to provide entertainment, gifts, commissions, 
gratuities, and other improper benefits through their position. Any person who found 
the business owner or employee committing a crime, fraud or violating the law, may 
file a whistleblowing report in accordance with the "Fubon Financial Holdings’ Ethical 
Corporate Management Best Practice Principles" and “Fubon Life Whistleblowing 
System” with the responsible unit through the reporting channels set up by Fubon 
Financial Holdings and Fubon Life's official website.

1.2.1.2 Practice Ethical Governance

 Set up an audit committee mailbox to enhance ethical behavior management level

In order to establish a good corporate governance mechanism of the Company and 
comply with the “Corporate Governance Doctrine for Insurance Companies” and the 
Codes of Corporate Governance of the Company, the Audit Committee mailbox is set up 
on the official website as a channel for internal and external complaints and is managed 
by the Corporate Governance Department of the Company.

In accordance with the "Fubon Financial Holdings’ Ethical Corporate Management Best 
Practice Principles”, an effective accounting system and internal control system shall 
be established for business activities with a high risk of unethical conducts. No external 

accounts or secret accounts shall be retained, and the system should be reviewed 
anytime to ensure that the design and implementation of the system is consistently 
effective. The internal audit unit shall, in accordance with the assessment results of 
the risk of unethical conducts, formulate relevant audit plans, include the audit target, 
scope, item, frequency, etc., and check the compliance of the prevention plan. The plan 
shall be checked by the appointed accountant, and entrusted with the assistance of 
professionals if it is necessary. The results of the inspection shall be communicated to 
the senior management and the responsible unit for ethical operation, summarized into 
an audit report, and submitted to the board of directors.

 Strengthen the ethical management and anti-corruption education training

The Company continues to implement ethical operation (including anti-corruption) 
education and training, described as follows:

(1) The Company regularly promotes the principle of good faith and integrity to all board 
members by e-mail, including prohibition of providing/receiving bribes, avoidance 
of interests, confidentiality, prevention of damage to stakeholders by products or 
services, and establishment of an ethical business relationships. 

(2) For employees, Fubon Financial Holdings hosted physical education and training 
courses on the U.S. FCPA's Overseas Anti-Corruption Compliance Principles and 
the Anti-Corruption / Anti-Bribery Management for Listed Companies in 2020. 
Content of the training includes: Types of Corporate Fraud and Hidden Means, 
International Anti-Corruption Practices and Trends, the latest updates and examples 
of Ethical Corporate Management Best Practice Principles for TWSE/GTSM Listed 
Companies”. The Company also highlighted the establishment of a reporting 
mechanism - the drafting of the law on the protection of whistleblowers, the specific 
practices and recommendations for enterprises to prevent corruption, and bribery in 
order to strengthen the employees’ awareness of compliance on ethical operation 
and anti-corruption.  

(3) All new employees of the Company have completed 100% of the anti-corruption 
training courses during the orientation. Existing employees have also participated 
in the ethical management education and training conducted by Fubon Financial 
Holding every 3 years, and have 100% completed the training.
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1.2.1.3 The Governance Structure of Fubon Life

Board of Directors

Chairman

Vice Chairman

Equity and Alternative Investm
ent

D
ivision

Fixed Incom
e Investm

ent D
ivision

Investm
ent Adm

inistration D
ivision

Finance and  Actuarial D
ivision

Agency Channel D
ivision

Bancassurance & M
ulti-Channel

D
ivision

Policy O
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ivision

Corporate M
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ent and
Service D

ivision

IT Service D
ivision

Chief Inform
ation Security O

fficer

Chief Com
pliance O

fficer

Legal D
ivision

Risk M
anagem

ent D
ivision

H
um

an Resources D
ivision

O
verseas Business & D

evelopm
ent

D
ivision

Auditing Division

President

Audit Committee

Risk Management
Committee

Board of directors

 Hire cross-disciplinary professionals as independent 

 directors and establish an Audit Committee

The Company has a total of 9 board members, and 14 meetings of the 
Board of Directors was held in 2020. The overall actual attendance rate 
of directors reached 95.44% (100% when commissioned attendance is 
included), and a total of 257 proposals were reviewed. Board members 
have professional backgrounds in finance, business, law, accounting, 
management, technology, and other professions, and 4 of whom are 
independent directors, accounting for more than 40% of all directors, 
and independent directors have served no more than 3 terms to 
ensure that independent directors can objectively exercise their 
functions and powers and avoid diminishing their independence due 
to long tenure. About the compensation information of board member, 
please refer to the Company's 2020 Annual Report P.34~35.

Board
Members

9

14

257

4Independent
Directors5Directors

Board
Meetings

Actual
attendance rate

Total
Proposals

more than 40% of all directors
served no more than 3 terms

%95.44
100% when 
commissioned 
attendance is 
included



Well-governed
Construct Sustainable 
Governance1 Reliable

Build A Network 
of Trust3Accountable

Develop Reliable 
Support2 Meaningful

Moving Towards 
Green Operations4

16

In addition, the Company has an “Audit Committee”, which is compliant with the 
regulations and is formed by all independent directors. Among of all independent 
directors, at least one independent director has insurance, accounting, or financial 
expertise to assist the Board of Directors to supervise the effectiveness of the 
internal control system within the Company, the appropriateness of the compliance 
practices and risk control. The committee will also review the independence of the 
appointed accountants and the Company's major investments cases to make feasible 
recommendations to enhance the operational performance of corporate governance. 

The board of directors of the Company is convened on a bimonthly basis, and all cases 
of the Company's organizational adjustment, amendment of the articles of association 
and other regulations, the lifting of the non-competition restriction on directors and 
other major investment cases (such as investment in infrastructure funds, investment 
in domestic real estate and participation in the sale of equity in overseas insurance 
companies) shall be submitted to the board of directors for consideration in accordance 
with the law. For the cases adopted by the board of directors, the progress of the follow-
up implementation will also be reported at the next regular board meeting to facilitate 
the board of directors to continue to keep abreast of the latest progress.

 Set up system to avoid conflict of interests

The Company has a clear system to avoid conflict of interest. In addition to following the 
relevant laws and regulations to avoid the conflict of interests, the Company also clearly 
specified the items where directors should avoid the conflict of interest, for instance, 
being appointed as the Company's manager or board of directors/supervisors of 
subsidiaries or which lift of the non-competition restriction needs to be lifted. Moreover, 
in order to implement the relevant policies on the trading of stakeholders to prioritize the 
interests of the company, the Company further stipulates that directors and supervisors 
shall leave the room during the discussion and voting on motions of which they are the 
transaction parties or stakeholders, and their leaving shall be recorded in the minutes to 
ensure the principle of fair transaction and to avoid the opportunity to seek self-interest. 

In addition, for the board of directors acting on behalf of the shareholders' meeting to 
lift the non-competition restriction on the directors, the resolution will be disclosed in 
the market observation of post system for non-specific people to view. Every year, for all 
stakeholders’ transactions approved by the board of directors and the audit committee, 

which the reason for the proposal, the list of avoidances, the reasons for the avoidance 
for conflict of interests, and the voting status are also disclosed in the Company's 
annual report. For the number of shares held by the Company, its directors, managers, 
and businesses directly or indirectly controlled by the Company in the same reinvested 
business, please refer to the Company's 2020 Annual Report P.104.

 Conduct board meeting reviews regularly and offer advanced training courses to directors

The Company hosts the board of directors’ self-assessment and peer evaluation 
each year, and the results of the evaluation are reported to the board of directors. 
Likewise, the performance of functional committees such as the audit committee and 
risk management committee under the board of directors as well as their members 
are reviewed annually to help the board of directors understand and monitor the 
performance and the effectiveness of the board of directors and these functional 
committees. Details of the performance evaluation of the board of directors, please refer 
to the Company's 2020 Annual Report P.82. 

In addition to participating in the tutoring sessions organized by Fubon Financial 
Holdings, the Board members of the Company also participate in training courses 
or seminars on corporate governance issues such as anti-money laundering and 
international financial reporting standards Bulletin No. 17 (IFRS 17). Among them, 
the “Forward-looking financial institutions information security governance: business 
challenges and effective investment strategy” session conducted by Fubon Financial 
Holdings provided an in-depth analysis and introduction of information security related 
issues in the area of corporate governance. All directors of the board had attended the 
session, which demonstrates the level of importance that the Company's directors 
attached on ESG-related issues.

 1.2.2ﾠEnterprise Risk Management

The purpose of risk management for the Company is to establish a risk management 
organization with free flow of information, form a risk management culture, and 
establish an effective risk management system. It is intended to create the best interests 
of customers and shareholders and ensure the effectiveness of risk management, in 
order to achieve the continued effectiveness of business operations.



17

Well-governed
Construct Sustainable 
Governance1 Reliable

Build A Network 
of Trust3Accountable

Develop Reliable 
Support2 Meaningful

Moving Towards 
Green Operations4

1.2.2.1 Risk Management Organizational Structure

Board of Directors Audit Committee

Approve risk management-related policies 
and regulations, review management 
reports and related information

Supervise the Company's 
financial results, internal control, 
compliance and risk control

Asset and Liabilities
Management Committee

Supervise the management of the 
Company's assets and liabilities

Operational Risk
Management Committee

Oversee and manage the operational 
risks of the Compnay to ensure that 
management takes appropriate risk 
management measures within the 
scope of its authorities and 
responsibilities

Risk Management Committee

Develop risk management policies 
and structures, establish qualitative 
or quantitative criteria for risk 
measurement, adjust risk categories, 
risk limits and allocation as the 
environment changes, and submit 
quarterly risk management reports 
to the Board of Directors

Chairman

President 

Chief Risk Officer 

Risk Management Division

Subsidiaries

Set up a risk management organization 
with free-flowing information and 
effective risk control system to ensure 
its effectiveness.

Maintain and strengthen the risk  
management operation
Cooperate with the requirements of 
relevant units at home and abroad
Execute Risk Management Committee 
staff operations
Supervise the departments in the 
implementation of risk management

1.2.2.2 Risk Management Policies and Guidelines

In accordance with the “Fubon Life Risk Management Policy”, the Company adopts 
three lines of defense, which is the global best practice for risk management. To 
establish the Company's risk management structure, including risk appetite and risk 
limits, risk management mechanisms, and risk management documentation. The 
system is aimed at considering the nature, scale, and complexity of its own business 
risks, and using quantitative and qualitative risk control measurement techniques 
to identify, measure, monitor and report on the risks that the Company may have to 
effectively implement the overall enterprise risk management (ERM). 

Under the ERM framework, the Company also completes the Own Risk and Solvency 
Assessment (ORSA), which self-assesses and measures risk management situations 
and solvency, and links to business objectives, investment business plans, risk 
management, and capital management. 

In addition, the Company's statutory capital adequacy ratio is in line with the level of 
risk appetite. Through the ORSA process, the Company measures statutory capital 
adequacy ratio, self-assesses capital requirements and results, and evaluates 
measures such as increasing retained earnings to strengthen risk management and 
capital management to ensure that the Company has appropriate management 
mechanisms to respond.

1.2.2.3 Risk Assessment and Management

 High Level Risk Assessment

High Level Risk Assessment (HLRA) is initiated on a regular basis each year to identify 
and assess important operational risks that a company may face in the course of its 
operations through collecting, analyzing and summarizing changes in the Company’s 
internal and external operating environments, and that assists the top executives 
to identify important operational risks and provides guidance on risk management 
prioritization. The HLRA report is also a key reference to advise departments to set risk 
control priorities and response measures throughout the annual risk and control self-
assessments (R&CSA) activities.
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Change Management

HLRA 
(High Level Risk Assessment)

HLRA
(Identify and prioritize
key risks)

Top Risks
(Tactical risk response)

(R & CSA) Risk and Control Self-assessment

Y

NIdentify major 
functions and 

related key 
processes

Review SOP

SOP review 
form + 

Correction list

Correction/ 
Mitigation

SOP review 
comments

Controls in Place? 
(note)

Risks/controls are 
identified and consolidated 

into the regular RT/KRI 
self-assessment form 

(CSA template)

(Note) 
1. It should be consistent with current 

operating practices
2. Statutory requirements should be 

included
3. Key risk triggers should be 

embedded in operations, flowcharts, 
scope of risk and control points

Control M
echanism

Regular Risk Trigger and Key Risk Indicators Self-assessment

Control ImplementationIntegrate the mechanism and 
implementation of ORM with 
business goals and daily 
operations of this company

Change Management

 Operational Risk Management and Effectiveness Assessment Mechanism

The Company arranges self-assessment activities through the R&CSA to ensure that all the internal control mechanisms are effectively established and implemented, and generated 
qualitative/quantitative risk management data. Accompany with risk management database to analyze statistical statements and risk management data which are used to be the basis 
for risk monitoring and risk management decision-making.

In addition, qualitative Risk Triggers (RT) and quantitative Key Risk Indicators (KRI) are identified from SOP and/or internal regulations to link with the mechanism of internal control 
measures, as a result, being the ground to perform monthly CSA (Control Self-Assessment) ensuring controls are operated effectively. Based on the results of the assessments, the 
Company can decide appropriate responses for risk mitigation, transfer, avoidance or acceptance so that the Company maintains an acceptable risk level and minimizes the possibility 
of non-identifiable risk.
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 Emerging Risks and Climate Change Risk Management

The rapid development of emerging technologies and the potential impact of climate 
change on the environmental ecology and economic industries can all have a significant 
impact on the business development of the Company. In order to strengthen the focus 
and management of related risks, the Company follows the "Fubon Financial Holdings 
and Subsidiaries Emerging Risk Management Guideline" and "Fubon Financial Holdings 
and Subsidiaries Climate Change Management Guideline", initiates a thematic risk 
assessment, and regularly implements the emerging risks and climate change risk 
identification process to develop response measures. 

The emerging risk management refers to the Global Risk Report published by the World 
Economic Forum. And the climate change risk management refers to the TCFD Climate 
Risk Criticality Assessment Methodology and divides climate change risk into two 
categories, “physical” and “transition” risk, and under these two categories there are 17 
risks, which are then evaluated on the three aspects of Potential Vulnerability, Potential 
Impact, and the Likelihood. Each unit examines the link between the risk factors and 
its business one by one, evaluates the likelihood and impact of each risk factor and 
develops the corresponding risk response measures.

 Two top emerging risks and three major climate change risks were identified in 
2020, present the table as follows:

TOP TOP

Emerging Risks

Climate Change Risks

Societal risk - Rapid and massive 
spread of infectious diseases

Emerging Risks
Technological risk - 
Large-scale cyberattacks

Physical risks - Acute: 
Increased severity of extreme 
weather events such as 
cyclones and floods
Physical risks - Chronic: 
Rising mean temperatures

Climate Change Risks
Physical risks - Chronic: 
Changes in precipitation 
patterns and extreme 
variability in weather 
patterns

After aggregation and comprehensive assessment, these data are summarized as 
the Company's emerging risks and climate change management information, which 
will then be submitted to management as a reference for business strategy making. 
The Company will continuously monitor emerging risks and climate change risks and 
track the implementation of risk response measures to confirm the implementation of 
relevant risk management activities.

In addition, in order to understand the impact of physical risk on the company, the 
Company has conducted a physical risk flooding potential analysis at nearly 200 
locations including head offices, service centers and sales offices, and simulated the 
maximum flood depth of various locations during the 24-hour rainfall return period of 
50 years and 100 years in accordance with the relevant information from the Water 
Resources Agency of the Ministry of Economic Affairs. After the simulation, only 7 
locations had a risk value from medium to low, while another 15 operating locations had 
a low overall of risk value. However there was still a risk of flooding, and the rest showed 
a low risk of no flooding concern.

 1.2.3ﾠInformation Security and Privacy

1.2.3.1 Information Security Management

 Set up a special unit for information security, improve the information security 

 organizational structure

In order to practice the commitment to customer privacy and personal data protection, 
the Company continues to refine the overall information security resilience, strengthen the 
overall sense of security of employees, build a complete risk management mechanism, 
create a balanced service efficiency and security protection environment, and reduce the 
impact of any information security incident may bring. 

To strengthen security risk management, the Information Security Department was 
established in November 2018 and in charge of monitoring and implementing information 
security management operations for the information security system. The department 
reports to the President on the status of information security through regular meetings 
and reports to the board of directors on the overall implementation of information security 
every year. In 2020, Fubon Life did not occur any major information security incident.
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 The organizational structure of information security management

Board of Directors Chairman President Chief Information 
Security Officer

Information 
Security Department

Information Security
Planning Section

Information Security
Operations & Analysis Section

To achieve overall information security, the Company promotes the following course of action:

Action ResultsAction plan

Align with the
laws and

regulations

Strengthen the
awareness of
information

security

Consolidate
vertical
defense

Regularly complete information security of assessment operations in 
accordance with international standards, government regulations and 
industry association guidelines 
Achieve ISO27001 certification, the international standard for information 
security

Completed computer system information security of assessment report, APP 
inspect, and report to the board of directors on the overall implementation of 
information security activities to ensure compliance with regulations
Achieved ISO27001 certification. The access, processing, transmission, 
preservation, and security of customer data are fully controlled

3,766 back-office employees and 37,522 tied agents have completed their 
three-hour training in information security education
Completed 15 hours of education and training per person per year for 
information security dedicated personnel
Completed 2 social engineering exercises per year for all employees 
Provided 3 hours of training per quarter and 10 information security knowledge 
sharing to Unit of Information Security Officer(USO) of each department

Conduct education and training, strengthen the employee’s awareness for 
information security  
Offer professional training mechanism to train security personnel to 
improve the responsiveness to the security incident
Social engineering exercise
Each department appoints an Unit of Information Security Officer (USO) 
to promote information security awareness

Review external intelligence and establish standard operating procedures
Establish a security information and event management center  
Review the implementation of subsidiary’s information security measures 
to align the direction of security strategy

In order to grasp the real-time emotional resources and respond, regular 
analysis of financing information sharing and analysis center, such as external 
emotional resources
In order to refine the capital security resilience, set up the security information 
and event management center, security analysts can use this platform to 
detect suspected abnormal events compared to the threat situation, do 
appropriate disposal 
Regular view of subsidiary’s information security report, to mutually communicate 
and put forward security recommendations
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1.2.3.2 Customer Privacy Management

 Set up a dedicated Operations Risk Management Committee. Zero errors in personal information management in 2020

The Company is committed to ensuring the security of the customer's personal data, establishes internal control systems, policies, and management mechanisms and introduces 
personal data management system in accordance with government regulations and international standards. The Company has an Operational Risk Management Committee that 
provides top-down supervision and instruction of personal data protection. The Operational Risk Management Department is assigned as the dedicated supervision unit for personal 
data protection management to assist in the establishment of personal data protection system and policy. The department is also responsible for the supervision of related risk 
awareness education and training, the development of an annual personal data protection management plan, and the establishment of a sustainable personal data management system 
structure to internalize personal data protection in the behavior of all employees. The department also includes personal data protection-related content in the scope of internal audit and 
self-assessment procedures to review the extent to which personal data protection is implemented. 

In 2020, there were 35 disputes suspected of involving customer information, 7 of which were forwarded from the Insurance Bureau. The findings of the these cases involved a total of 4 
agent service negligence, but did not involve information leakage, theft, loss of customer information and the breach of customer privacy or other incidents. 

In order to protect the privacy of customers, the Company provides a variety of complaint channels, for instance, customer rights and interests hotline (Tel: 0809-000-120), 080 Toll-
Free Customer Service Numbers (Tel: 0809-000-550), customer rights and interests mailbox (complaints.life@fubon.com), official website mailbox, or in written letter. When receiving 
a complaint from the policyholder and other stakeholders, the issue will be properly handled within the time limit required by law and in accordance with the process of receiving the 
complaint, assigning to customer service representative, evaluating the case, negotiating the plan, notifying the result and so on. In 2020, there were no compliant cases related to the 
dispute of privacy information security.

The Company’s
complaint
channels

Customer rights and interests mailbox

complaints.life@fubon.com Customer rights and interests hotline

0809-000-120
Official website

mailbox

0809-000-550

080 Toll-Free Customer Service Numbers

In written letter to

13F No.236 Section 2 Jianguo N. Road, Taipei
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To achieve customer data privacy protection, the Company promotes the following action plan:

ResultsActionAction Plan

Protection
of the

customer’s
information

Personal data
protection

management
mechanism
and results

P-1. Develop an annual management plan Approved 2020/3/11

28 Top risks

Completed

Review and formulation/revision have been completed

Completed the application interface, reports inventory, a total of 1,321 items

Completed BIF / Inventory, 223 in total

Complete the education and training of  Board directors and office staff / tied agents
(including contracted employees) 

Complete a total of 88 units of self-assessment

A total of 340 corrections and review opinions were made

PIMS renewal and expansion verification
The PIMS certificate was renewed on 2020/12/2

334 improvements have been completed
6 improvements in follow-up tracking

2020/12/10 Reported to ORC
2020/02/04 Report to the Fubon Financial Holding’s Personal Information 
Supervision Committee

Complete a simulation practice of personal data leakage

Completed 50 insurance agencies and 118 units (non-insurance agencies)
outsourced supervision operations

Completed 403 internal specifications and 880 SOP reviews
Complete 40 personal information management legal benchmark reviews

P-2. Run High Level Risk Assessment (HLRA)

D-2. Personal information masking inventory

D-3. Personal information inventory

D-4. Personal information outsourcing supervision

D-5. Personal information self-assessment

D-6 Awareness education and training

D-7. Personal information incident drill

C-4. Personal information certification

A-1. Reporting the results of the execution

A-2. Issue improvement and tracking

C-1.~C-3.  SOP preliminary examination and 
review, sampling verification, 
self-examination, field observation

D-1. Review of internal policies / personal data 
management benchmarks

P-4. Review and revise Risk and Control Library

P-3. Maintain operational risk control and personal
data related policies and measures

The operation of the personal data protection management system is based on the PDCA circular approach, 
including the development of annual personal data protection management plan, maintenance of personal 
data-related policies and measures, review of internal policies, personal data outsourcing supervision, personal 
data masking inventory, personal data management impact analysis, awareness education and training, 
personal data incident drills, change management and so on.

The results of the 2020 R&CSA and personal data protection management are summarized below:

PLAN

DOACT

CHECK

Continuous
implementation
& management
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ResultsActionAction Plan

The annual personal data protection awareness education and training has been completed so that employees who access personal data in 
the course of their business are made aware of the requirements of the relevant laws and regulations on the protection of personal data and 
implement the obligation to keep customer information confidential.

Provide diversified privacy protection measures and channels. During the collection, processing and utilization of customer personal data, 
various measures are taken to protect customer privacy. When customers encounter privacy protection related issues or doubts, they can 
resolve the issues through the Company's various convenient services.

2020
100% training

rate Self-study CD-ROM/

Cloud/Online courses

Internal Staff
(including contracted workers)

4,424
Online courses/

Physical courses

Tied-agents

42,013

Themes of Personal Data Protection Education 
and Training in 2020:

Individual Exercise
the right for privacy

A
Fubon Life Acceptance

confirmation

B
Fubon Life

Process replies

C
Fubon Life Record of

closing the case

D

For their personal data:
1. Query, request reading, 

making a copy
2. Make amendment  or 

correction
3. Stop collecting, processing 

or using
4. Request deletion

1. Accept and record the 
relevant requests

2. Confirm the identity of 
the applicant

1. Process applicant 
requests

2. Respond to the applicant 
on the results of 
processing within the 
time required by law and 
regulations

1. Close the case of privacy 
rights application

2. Record the relevant 
processing procedure 
and submit to the file 
archive

Improve personal
data protection

awareness
education

and training

Establish a
mechanism for

the client to
perform the rights

Protection
of the

customer’s
information

Legislative evolution and purpose of Personal Data 
Protection Act 
Important contents of Personal Data Protection Act
Liability for violation of Personal Data Protection Act
Personal Data Protection orders and penalty cases
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The Company officially obtained the BS10012: 2017 
personal data management system certification in 
2019. In December 2020, the Company was 
awarded a renewal certificate with the performance 
of "no major or minor non-compliance matters". 
The Company was awarded the Best Practice in 
Personal Data Protection by the British Standards 
Institute (BSI), showing that the Company devotes 
in the management of personal data protection in 
the same year.

Based on the status of EU GDPR implementation, the relevant EU explanation and the GDPR applicability assessment questionnaire provided 
by the Life Insurance Association of ROC, the scope of application and the induction of compliance improvement operations have been 
completed in 2019 and will continue to be reviewed annually in the R&CSA activities.

Protection
of the

customer’s
information

GDPR "EU
Common Data

Protection
Rules"

ResultsActionAction Plan

Validated by
international

standards

GDPR "EU Common
Data Protection

Rules" applicability
assessment

 1.2.4ﾠCompliance

1.2.4.1 Compliance Activities

The Company has established a Compliance Department that is 
responsible for the planning, management and implementation of the 
compliance policies. It follows the annual compliance plan approved 
by the board of directors to promote various compliance activities 
as follows. The Chief of Compliance Officer regularly reports to the 
board of directors every six months in order to maintain the operation 
of an appropriate and effective compliance mechanism, and continue 
to strengthen compliance performance.

1. Compliance risk assessment operations
2. Review of penalty cases of peers in the 

industry
3. Regulation change management operations
4. Maintenance of corporate compliance manual
5. Self-assessment of compliance matters
6. Compliance education training and promotion

Compliance Activities

7. Product advertising and public information 
management operations

8. Compliance risk monitoring operations
9. Compliance activity assessment operations
10. Management of cases of compliance violation
11. FATCA compliance operations and supervision 

and management of subsidiaries' compliance 
operations
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 Monitor the supervision trend - review the penalty case in the industry

Starting from February 2020, the Company has reviewed the penalty cases in the 
industry, requiring the responsible unit who may have the same or similar operating 
weaknesses in these cases to conduct self-examination of the relevant internal control 
measures, and report to the Compliance Department to effectively urge all units to 
take advantage of these penalty cases to examine whether there are any operational 
weaknesses within the unit that are the same or similar as the penalty cases, and 
to correct them in a timely manner. The Company also focus on the introduction, 
deployment, and implementation of relevant internal regulations to effectively comply 
with the laws and regulations and reduce the Company's compliance risk. In 2020, 
375 inspection notices were issued on the facts of 42 penalty cases from industry 
competitors. Through this mechanism, some units found that they had internal control 
deficiencies, and had taken improvement measures such as amending the operating 
regulations, adjusting operating procedures, and strengthening education and training.

 Compliance Technology - Building the “Compliance Risk Assessment Management 

 Platform”

In order to optimize the overall operating process of the compliance risk assessment, 
the Company has carried out the “Compliance Risk Assessment Operating System 
Construction Project” and has developed it in stages since February 2020. By Q4 2020, 
the “Compliance Risk Assessment Management Platform” has been online. In 2021, 
some of the functions of the system have been optimized, and operations as "Regulatory 
Database Maintenance Operations" and "Risk Assessment Data Integration" have been 
systemized. Details of the system promotion activities are described as follow:

1. Establishing a database system: The construction of the "Compliance Risk 
Assessment Management Platform" has been completed in 2020, and the main list of 
regulations can be updated online for each unit. System functionality will continue to 
be optimized based on users’ feedbacks in 2021.  

2. Regulatory database maintenance and filling evaluation form automatically: The 
systemization goal of 2021 is to conduct the maintenance of the regulatory database 
online and connect the regulations main list of each unit. 

3. Integrating the assessment report: the report will be continuously optimized in 2021 
based on users’ feedbacks, outputting a diversified report. 

4. Expected benefits: (1) significantly reduce the manpower / time to fill out the 
questionnaire and effectively improve the correctness of the  information; (2) the 
sign-off process is systemized to facilitate operation and traceability; (3) strengthen 
the user experience and increase the report diversity to facilitate the operation and 
management of various departments.

1.2.4.2 Improvements in the Whistleblowing Mechanism and the Penalty 
Cases

The Company has established the “Fubon Life Whistleblowing System”, anyone who 
discovers that the responsible person or employee of the Company or the Company's 
subsidiaries may have committed a crime, fraud or violated the law, and hinder the 
Company's sound operation, may file a whistleblowing report to the Company in 
accordance with the procedures disclosed in this system. The Company's official 
website has a whistleblowing mailbox and specifies whistleblowing channels and 
procedures for whistleblowers to report. In 2020, a total of 22 cases were completed in 
accordance with the system.

 Penalty cases and improvement measures in 2020

The Company has 4 penalty cases (excluding overseas subsidiaries) and has developed 
improvement measures.

Category 
Number of penalty 

cases in 2020
Description

Environmental aspect 0 ―

Social aspect 1
The case is a violation of the Labor 
Standards Act.

Products and services aspect 0 ―

Other types of violations or fines 3
No anti-competitive, anti-corruption 
or personal data leakage in 2020.
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Category Cause and the amount of the penalty Improvements

Social 
aspect

Subject matter: The time of workers get 
off work is not recorded on a daily basis 
and there is no other record of the actual 
working hours of workers.
Penalty: The Taipei Municipal Labor 
Bureau imposed a fine of NT$ 100,000 on 
September 14th, 2020, and announced the 
name of company and the person in charge.

The Company expects to evaluate feasible options for the recording of the 
insurance solicitors’ off-duty time by Q2 2021.

Other 
types of 

violations 
or fines

Subject matter: For foreign investment 
business, there is violation of investing in a 
non-qualified investment target.
Penalty: NT$900,000 by FSC on July 17th 
2020.

(1) Amend the “Foreign Fixed Income Related Securities Trading Operations” 
(SOP) to add the question of “Whether the oversea bond is of Sukuk-type" 
on the check list. 

(2) The position of the subject matter has been sold by the end of June 2020.  
(3) The business personnel of related case shall complete the training and 

education with regard to the penalty case before the deadline.
(4) The contents of this penalty case shall be included in the compliance self-

assessment, monthly risk monitoring points and key risk indicators. The 
Company shall strengthen the implementation of inspection and self-
assessment operations and improve the compliance training program.

Subject matter: Internal audit has not 
retained a complete working paper.
Penalty: Corrected by the FSC on August 
14th, 2020.

(1) In the future, the individual equity declaration and verification sample of 
the individual investment transaction declaration form and transaction 
inquiry information, will be fully printed and retained in the working paper. 
These are for the auditor to examine and verify the implementation of the 
verification work.

(2) For routine inspection of domestic investment operations in 2020, the 
sample of personal investment declaration of domestic equity products 
has clearly stated in the working paper, and the complete sample of 
personal investment transactions declaration form and transaction inquiry 
information have been retained in the working paper for auditor’s review.

Subject matter: Did not submit the 
certificate of withholding income tax in 
accordance with the regulation.
Penalty: A penalty of NT$305 was imposed 
by the Songshan Branch of the National 
Taxation Bureau of the Ministry of Finance 
on October 15th, 2020.

New declaration forms have been added in 2018, requiring the attachment 
of pre- and post-adjustment certificates. The supervisor's review 
mechanism has also been strengthened.

 1.2.5ﾠSupplier Management

1.2.5.1 Supplier Management Policy

 Develop a management system for suppliers

In order to strengthen the quality of procurement, 
i m p rov e  t h e  e f f i c i e n c y  a n d  s a t i s f a c t i o n 
management of vendor selection, and provide 
guidelines for vendor management, the Company 
has formulated "Guidelines for Vendor Selection 
and Management", which covers issues including 
the principles of new vendor introduction, 
procurement  scale  c lass i f icat ion ,  vendor 
evaluation rating, bidding invitation guidelines, 
satisfaction surveys, penalties of suspension 
and dynamic evaluation management. These 
are regarded as a guideline for effective vendor 
management. 

The Company's main types of suppliers include 
o f f i c e  e q u i p m e n t ,  w o r k p l a c e  e q u i p m e n t 
maintenance, computer room system, repair 
and construction,  miscellaneous equipment, 
labor services, office repair, computer peripheral 
hardware and software equipment, project 
services (such as consulting / public relations, 
etc.), incentive tourism, program/event production, 
gifts and souvenirs, environmental cleaning and 
maintenance, printing materials, general services, 
and outsourcing operations. These are total of 16 
categories and 4,008 vendors.
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 Suppliers are upgraded or degraded according 

 to their performance to urge them to improve 

 quality

According to the "Guidelines for Vendor Selection 
and Management", annual satisfaction assessment 
will be conducted for those suppliers with an annual 
transaction amount of NT$300,000 or more in all 
categories. The annual satisfaction assessment 
result will be compared against the previous year 
to decide whether to upgrade or downgrade the 
vendor. The corresponding results are described as 
follow:

1. Good vendors or industry-leading vendors: promote 
to a higher level, and enjoy the opportunity to 
participate in mid-to-large-scale bidding

2. Vendors with record of defects or errors: the level 
of vendor will be demoted according to the point 
deduction mechanism

3. Underperforming vendors: suspended for one 
year

4. Vendors who had serious errors or defects are 
classified as major defective vendors: permanent 
suspension of rights

The annual assessment operation can effectively 
control the service quality of suppliers. The current 
vendor evaluation and selection mechanism is fair 
and strict and is considered enough to respond to 
the current situation.

 Suppliers are required to attach importance to their corporate social responsibility in order to promote the common 

 good in the society

The Company expects all partnering suppliers to jointly 
fulfill corporate social responsibility and complete 
their part. Since 2016, suppliers have been required to 
comply with the Company's “Supplier Corporate Social 
Responsibility Code of Conduct”, which contains 
four key elements of labor rights and human rights, 
labor health and safety, environmental protection, and 
the prohibition of commission rebates, which fully 
reflect the Company's emphasis on supplier social 
responsibility. A total of 356 new suppliers have been 
added between 2018 and 2020, of which 346 new 
domestic suppliers have been specifically required to 
sign the “Supplier Code of Conduct Commitment” to 
ensure they follow the aforementioned code. The sign-
up rate for domestic suppliers is 100%.

In addition, in order to avoid potential negative social impact in the supply chain and reduce transaction risk, the Company 
will check in the Lyodssoft Anti-Money Laundering Monitoring System to see whether the supplier’s client is included in the 
sanctions list of Taiwan’s "Counter-Terrorism Financing Act” or involved in negative news to assess whether the supplier 
should be regarded as a proper counterparty of transaction during procurement transactions.

1.2.5.2 Green Procurement

 Set up a green procurement taskforce and issue a declaration on environmental sustainability

In order to deepen sustainable supplier management, the “ESG Environment Sustainability - Green Procurement” taskforce 
was set up in 2017 to formulate four main courses of action: green consumer education training, green supply partner 
development/management, green product specifications/proposals, and green enterprise certification. The “Declaration 
on Environmental Sustainability” was signed and published by the president of Fubon Life in 2018 to promote green 
procurement, foster environmentally friendly farmers or social enterprise, promote the green consumption climate, and 
actively pursue green procurement-related certification and awards. The implementation results have been outstanding.

Supplier
Corporate Social

Responsibility
Code of
Conduct

Labor rights
and human

rights

Prohibition of
commission

rebates

Labor health
and safety

Environmental
protection
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 Support farmers and social enterprise

1. In 2018, the Company successfully introduced a total of 13 social 
enterprises vendors in response to the “Buying Power-Social Innovation 
Product and Service Procurement Incentive Mechanism” published by the 
Ministry of Economic Affairs.

2. By 2020, the Company won the “Buying Power -Social Innovation Product 
and Service Procurement Incentive Mechanism” published by the Ministry 
of Economic Affairs for three consecutive year, and the Company has 
accumulated a total purchase of NT$30.03 million from social enterprises.

108

2018

859

2019

2,036

2020

The total amount of procurement from  social enterprises
Unit: NT$million

 Supports local procurement
All of the Company's business locations give priority to local suppliers to promote the local 
economy and establish long-term and sustainable partnerships. Since 2018, the percentage 
of local procurement account has been accounted for more than 80% of the Company's total 
procurement for three consecutive years.

 Hold supplier exchange meetings to promote sustainable business philosophy and exert 

 financial influence

In order to actively promote supplier sustainable management and strengthen the performance 
of supplier CSR projects, a total of 92 suppliers have been invited to participate in the “Supplier 
Exchange Conference” hosted under the Financial Holdings’ Supplier Sustainability Management 
Assessment program for two consecutive year since 2019. The Company shared the concept 
and practice of "carbon management" with suppliers, and promoted the relationship between 
the impact of climate change on the earth and the construction of a "green supply chain" to exert 
financial influence. By 2020, six partner vendors have 
successfully applied to become social enterprises 
under the guidance of the Company. Fubon Life 
actively supports external suppliers to become green 
vendors or social enterprises vendors, hoping to 
produce an accompanied effect, and work together to 
practice corporate social responsibility.

 Green Procurement Execution

Year 2018-2019 2020 2021

Description of Action

 Complete 3 green consumption training 
lectures.

 Promote green procurement and green 
consumption-related knowledge and corporate 
policies, satisfaction reached 100%.

 Complete the development of green 
procurement guidelines.

 Regularly produce green procurement brochure, which is published 
on the Company's internal website and promoted through the 
Company's internal E-DM (Environmental Sustainability Express). 

 Make green procurement proposal after taking stock of the internal 
demand.

 Match social enterprises and organic farmers to make proposals 
of company souvenir/gift.

 Hold advanced lectures on green 
procurement, promote green procurement 
performance, successful story sharing and 
practical guidance, etc., to encourage units 
to implement green procurement.

The total amount of green 
procurement (including 

green building materials)

 2018: NT$77.01 million
 2019: NT$112 million (Note)  NT$73.05 million ―

Note: The Company purchased PC after the lease term expired, so the green purchase amount has grown by 46.6%.
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2
Develop Reliable
Support

Accountable

2.1 Take the Lead in Promoting Responsible Finance

In response to international sustainable financial trends, Fubon Life has followed the principle 
of "Fubon ESG Visioning Project" and led the gradual transformation of the insurance industry 
by formulating an inclusive and sustainable risk-conscious investment policy. From the process 
of product development and promotion to underwriting and claims services, Fubon Life intends 
to establish a sound management mechanism, implement inclusive finance, practice Treating 
Customer Fairly, and provide rapid and transparent insurance services. In addition, the Company 
based on the United Nation’s Principles for Responsible Investment and the responsible finance 
strategy of Fubon Financial Holdings to stipulate investment-related policies and guidelines, develop 
ESG thematic investment, take into account environmental protection, corporate integrity, and social 
responsibility in the investment considerations, find sustainable investment target, and exercise the 
due care of a good administrator.  Fubon Life expects to become a leader in sustainable operation 
and exert corporate influence to gradually achieve the sustainable development goals of the United 
Nations (SDGs).

 2.1.1ﾠUnderwriting Risk Management

 Establish a reliable and secure underwriting risk management mechanism and exercise the due care of a good administrator

The Company upholds the principle of integrity and fairness in the underwriting procedures. Under the principles of the law 
and regulations, the Company fully understands the customer needs and product suitability to safeguard customer rights and 
interests and performs underwriting risk screening to ensure the safety of the Company's operations. 

The Company evaluates and categorizes the risk level of the policy from four major orientations and adopts corresponding 
underwriting strategies which in accordance with the type of products and the level of risk to prevent the uninsurable risk, 
and then expand the underwriting capacity in an appropriate and safe manner. In addition, the Company actively cultivates 
underwriting talents, and also uses fintech to expand the mobile insurance application functions to move forward the simple 
underwriting rules and improve the effectiveness of underwriting review.
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Medical
risk

Financial
risk

Personal
risk

Other
risks

Learn the customer's 
physique and disease before 
the application or currently in 
treatment from the health 
declaration of the application 
or the health examination 
report, and categorize the 
risk according to the 
Company's medical under-
writing manual.

Different insurance rates are 
set up which refer to the 
customer's gender and age, 
and different rate criteria 
apply to the occupational 
risk of the policyholder in the 
case of injury insurance.

Such as improper sales of 
tied agent, and unusual 
signs that may be suspected 
as money laundering or 
financing terrorism.

Learn the customer financial 
position and the insurance 
application records with the 
Company and other competitors 
(including coverage and 
premiums) from the agent’s 
report and financial disclosure to 
comprehensively assess their 
economic needs, ability to pay 
insurance premiums on an 
ongoing basis and suitability for 
insurance.

For customers whose coverage or premiums amount to a certain level, 
they are required to receive a suitability review by obtaining a financial 
questionnaire signed by the policyholder, survival survey or obtaining financial 
supporting documents for underwriting. In addition, abnormal state of new 
policy application and warning message are set up in the system to cooperate 
with the anti-money laundering and countering the financing of terrorism. For 
customers with abnormal behavior or high risk, advanced review operations 
are carried out to enhance the verification of identity and premium sources. 

In order to strengthen risk management and implement the compliance, 
the Company formulates “Fubon Life Insurance Underwriting Processing 
System and Procedures” in accordance with the Regulation Governing 
Business Solicitation, Policy Underwriting and Claim Adjusting of Insurance 
Enterprises for underwriting personnel to follow and regularly review the 
underwriting criteria. The underwriting personnel shall be in accordance with 
the information provided by the customer in the insurance application and 
related document, assess and classify according to the Company's insurance 
regulations and medical examination standards, and grant appropriate 
underwriting conditions with the characteristics of the product (e.g., death 
insurance payment, major illness insurance payment, health insurance 
payment or injury medical insurance payment). The age, expression of 
intention, physical condition and financial status of the insured should also be 
considered to implement the assessment of suitability for insurance.

 Comprehensive risk assessment, diversified product portfolio that strikes a balance between 

 public and minority interests

In order to ensure the appropriateness and fairness of the application review, the Company has 
established different authorized approval limits in accordance with the underwriting experience of the 
underwriting personnel. For cases exceed the authorized limit shall be submitted to the personnel with 
appropriate authority in accordance with the hierarchical responsibility table.  Changes of the regulation 
will have an impact on underwriting risk management, so the Company will establish a tracking and 
management mechanism by the Compliance Department to ensure that the Operating Department 
completes the operational adjustment within the time frame stipulated by the regulation. In addition to the 
operation department’s monthly self-inspection operations, the Compliance Department and the Audit 
Office will also conduct regular or random audit operations to implement underwriting risk management 
and compliance. Furthermore, the Underwriting Department will report quarterly to the Risk Management 
Committee on the implementation of underwriting risk controls, including risk profiles presentation (e.g., 
number of closed cases, underwriting and uninsured status, key risk indicators, risk monitoring points 
and verification operations) and the impact of recent changes in regulations on underwriting operations. 

The Company takes risk considerations, the promotion of public interest and the exertion of life insurance’s 
value as the prerequisite, and provides corresponding underwriting strategies to enhance underwriting 
capacity for different types of products such as preferred risk insurance policies, walking spillover insurance 
policies, diabetic impaired risk spillover insurance policies, etc. In addition, the Company has also actively 
cooperated with the government’s policy to adopt a looser underwriting policy for micro-insurance so that 
minority groups can also obtain the most basic protection through lower premiums.
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 2.1.2ﾠTreating Customers Fairly and Claims Management

2.1.2.1 Implement treating customers fairly principle

In order to comply with the "The G20 Finance Ministers and Central Bank Governors (FMCBG)" held by the Organization for Economic Co-operation and Development (OECD) in Paris in 
October 2011, the Company formally adopted the "G20 High-Level Principles on Financial Consumer Protection" and the " the Implementation of the Treating Customers Fairly Principles 
by Financial Service Enterprises" formulated by the competent authorities to implement a corporate culture of treating customers fairly and effective risk control, and actively promote 
financial friendly services. The Company plans the “13569” initiative by adopting a top-down approach: having “one” active board of directors to implement “three” lines of defense for 
internal control, establishing “five” key inspection model, distinguishing between “six” key value activities and implementing the “nine” principles of treating customers fairly principles. It 
is intended to incorporate the culture of treating customers fairly into satisfactory customer experience to facilitate the Company's sustainable operation.

 "Treating customers fairly" drives brilliant results

Won 4 Awards for four
consecutive years

In 2020, Fubon Life has won in the four 
categories of "Highest Brand Aware-
ness", "Best Tied Agent", "Best Claims 
Service" and "Most Recommended" in 
the Insurance Quality Award for four 
consecutive years.

The Treating Customers Fairly Principles 
Evaluation in 2020 ranks among the top 
20% of 22 life insurance companies.

The complaint rate
decreased by 8.9%

The lowest Proportion of
Ombudsman Cases

The number of complaints cases received 
fell by 4.95% in 2020 and the complaint 
rate decreased by 8.9%.

Proportion of 
Ombudsman 
Cases in 2020 is 
the lowest of the 
22 life insurance 
companies.Year 2019 2020

The number of
cases accepted 404 384

The number of
valid contracts 24,227,747 25,302,248

Complaint rate (      ) 0.1667509 0.1517651

The decline rate in
the number of cases ― 4.95%

The decline of
complaint rate ― 8.9%

The object of
deliberation

Fubon Life

Nanshan Life

Taiwan Life

Cathay Life

Shin Kong Life

Chinese life

Industry Average

0.044264842

0.046669552

0.063428118

0.071195840

0.071608538

0.105408869

0.085239322

Proportion of
Ombudsman Cases (      )

The top 20% in the performance
evaluations on implementing

Treating Customer Fairly Principle
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 Customer satisfaction continues to improve

The Company attaches great importance to customer needs, continues to deepen the expertise of staffs through training and strengthen the soft power of service, and pays attention to 
detail and quality. The Company is also committed to providing warm, thoughtful, and heart-warming service.

Mystery
Shopper
Review

41,761 satisfaction
surveys were completed

satisfaction

In order to enhance the quality of service of counter staff 
and improve customer satisfaction, professional 
consultants are commissioned to conduct "mystery 
shopper reviews" every year. 

Overall average satisfaction was 92.47 points in 
2020,

an increase of 0.79 points in comparison with 2019.

Overseas
Emergency

Relief
Assistance

Service
Survey

Customer
Service

Satisfaction
99.6%
(target setting at 92%)

We provided 49 service cases 

with 100% survey execution 
rate 

100% satisfaction achieved 
(target setting at 95%)

2.1.2.2 Build a prompt, transparent and fair claims mechanism

The Company promotes the computerization and mobilization of services to reduce paper usage and work together with customers to practice green life. The Company also responds 
to customers quickly, fairly, sensitively and transparently, and ensure that claims procedures are fully understood to demonstrate the responsibility for ESG sustainable governance.

Continuous development of different 
claims application channels

Continuously develop a variety of claims application methods, for instance: official website, Line, M+, etc., to enhance the policyholder's independent 
application and make the claims mechanism more rapid, transparent, and fair. 

Promote claims easy pay

 Apply the “claim alliance chain” launched by the competent authorities and the Life Insurance Association, to enhance the convenience of claims 
applications for policyholders. Once the policyholder applied for claims in the first insurance company and agreed to inform other insurance 
company of his or her personal data via the "insurance blockchain alliance technology application sharing platform", the claim application with 
other insurers can be completed simultaneously to streamline the application process. 

 Discuss with Taipei City Joint Hospital to execute data transmission of the policyholder’s diagnosis, medical records summary, and other 
information in order to speed up the review of claims.

COVID-19 Claims Measures

For those policyholders who are infected with COVID-19, neither the new nor the old medical insurance policy would claim the exclusion of statutory 
infectious diseases and will provide negative pressure isolation wards instead of intensive care wards and intubation instead of tracheotomy surgery. To 
provide quality of service and to fulfill corporate social responsibility, a special condolence payment will be provided to policyholders of valid contracts 
from March 2020. Up to December 31st, 2020, a total of 69 cases have qualified for the payment and the total amount paid reached NT$516,000.
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Anti-fraud insurance payment 
mechanism

Fubon Life follows the guidance provided by the competent authorities for insurance fraud risk management by formulating a standard operation 
procedure for the settlement customer opinion processing and major cases and insurance fraud risk management. The Company will inform the 
Institute of Finance Law and Crime Prevention or prosecutor/policy authorities for analysis and investigation of suspected insurance fraud cases.

Insurance payment deduct the 
medical expenses

At this stage, we are cooperating with 7 medical center-level of hospitals across Taiwan, including Mackay Memorial Hospital (Taipei, Tamsui), Taichung 
Veteran General Hospital, Hualien Tzu Chi Hospital, and Chi Mei hospital, Liuyin Chi Mei Hospital and Jiali Chi Mein Hospital, which belong to the Chi Mei 
Medical System. After the customer applies and confirms his eligibility during his stay, he or she can deduct medical expenses with insurance payment upon 
discharge from the hospital, without having to apply for documents such as a diagnosis. Since its inception, the total amount of claims paid so far has reached 
NT$6,142,270. In the future, we will work more actively with other hospitals to expand the scope of services and provide better service to our customers.

 2.1.3ﾠESG Products and Services

2.1.3.1 Goals and visions

The Company plays a leading role among green enterprises. We uphold the care 
of people, and actively promote insurance greening projects. By the integration of 
innovative ESG products and services, we invite policyholders and the public to protect 
the earth's environment, improve human health and pursue sustainable life.

2.1.3.2 Sustainable product design, combined with core functions to promote 
social integration

The Company's product strategy takes ESG into consideration. We not only continue to 
pay attention to major public health/disaster events, such as the COVID-19 pandemic, 
but also try to identify the risk factors of social change, such as the aging trend of 
the population, and the challenge of low wages of the younger generation, etc., to 
continuously design a variety of financially inclusive insurance products to solve the 
social environment and social change problems. In addition, the Company would 
regularly review the ESG product promotion profile, and continuously strengthen the 
product design in response to customer’s insurance protection needs in accordance 
with the Company's annual business strategy direction.

 In response to the COVID-19 pandemic, launching Taiwan’s first certifiable diseases 

 term health insurance

The inclusion of "health insurance for all" is an important part of SDGs goal 3, and the spirit 
of this goal also echoes SDGs' original intention of "leaving no one behind" to build a holistic 
vision of public health. In the face of the impact of the pandemic and social needs, the 
Company launched the country's first certifiable diseases fixed-term health insurance – 
“Fubon Life Golden Assurance Certifiable Diseases One-year Fixed-term Health Insurance” 
on March 16th, 2020. Since its launch, the total number of policyholders at the end of 2020 
has reached 27,178, with a total premium of NT$67.66 million, bringing the total amount of 
certifiable diseases death insurance coverage to NT$26.4 billion. This innovative product has 
led the whole life insurance industry to follow suit and introduce similar insurance products 
in response to pandemic prevention, so that the public have multiple protection options.

 Launch health promotion products to strengthen the awareness of health management

In response to government policies and concerns about the health of the public, the 
Company actively advanced risk management to the concept of "damage prevention" in 
advance, opened a new business model of "health promotion", and gradually introduced 
differentiated rate products to encourage health promotion, so that the role of health 
insurance can be changed from passive protection to active prevention, breaking 
through the traditional role of insurance products on damage compensation.
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combined with Internet of Things technology, it is the first walking-promotion 
spillover policy that connects with a walking app.

Fubon Life Skywalker Term Health Insurance

Taiwan's first spillover policy that can be applied online.

Fubon Life e- Moving Online Applicable Term Life Insurance

Reduce premiums through exercise to provide incentives for premium 
discount. Encourage people to exercise regularly to maintain good health.

Fubon Life Medical Go Major Injury Term Health Insurance

The first diabetic impaired risk spillover insurance policy for diabetes patients 
that meet certain criteria. In order to develop independent health management 
habits, the policy encourages policyholders to control blood sugar level during 
the protection period for premium discount.

Fubon Life Smart Sugar Life Term Health Insurance

 Develop insurance products in response to the trend of aging population and low 

 birth rate, help the public improve their retirement protection

The Company introduced small amount whole life insurance with low insurance 
application threshold and low premium burden to increase the basic insurance 
protection for the elderly. The Company also promotes the "retirement four accounts" 
concept and continues to introduce retirement planning products under the themes of 
"pension, medical care, long-term care and liability", such as annuity insurance, pay-as-
you-go medical insurance, long-term care products, etc. to propose solutions for the 
retirement planning need. In addition, policyholders can convert existing life insurance 
policies into medical, long-term care and other retirement related protection products 
without re-applying or paying additional premiums to solve the problem of elderly care 
since 2014.

 Launch of the "Ten Bargains for the Young " program for young people to help 

 them fill the gap in protection

In view of the fact that young people tend to overlook important protection plans due to 
budgetary considerations. The Company has launched the "Ten Bargain for Young” projects 
exclusively for younger consumers with an innovative "modular policy” portfolio design to 
provide ten-year fixed-term insurance with guarantee renewal, so that young consumers 
can choose products flexibly in accordance with their needs, and obtain comprehensive 
protection such as medical care, accident and life insurance at a lower premium.

 Actively promote microinsurance and implement inclusive finance

Since 2014, the Company has responded positively to government policies, promoted 
microinsurance products, cared for vulnerable groups, and led the industry to launch 
micro-life insurance policies, through the product’s low premiums, convenient 
application, and other characteristics, to provide basic protection for the economically 
disadvantaged population, and to fill the gap in the government's social insurance 
or social assistance mechanism. In addition, the Company worked with the Fubon 
Charitable Foundation to expand the care of microinsurance coverage in Taipei City, 
New Taipei City, Kaohsiung City, Taitung County, Hualien County, as well as to work with 
charity /disability groups such as World Vision, the Catholic Social Welfare Foundation 
for Good Pastoralism, and all chapters of Autism Foundation of the Republic of China. 
Since its promotion in 2014, nearly 45,000 economically disadvantaged people have 
been protected, with an insurance coverage of about NT$18.8 billion.

 The concept of environmental protection is integrated into product design to 

 create green financial products

In response to SDGs goal 13 “Action in Response to Climate Change”, the Company has 
launched environmentally friendly products in addition to communicating green concepts 
through corporate strength, with the hope of encouraging customer participation through 
incentives to achieve a vision of a low-carbon life and environmental sustainability. In view 
of the fact that smoking is an energy-intensive and carbon-intensive activity with a carbon 
footprint equivalent to the amount of greenhouse gases released by a country, the introduction 
of a "preferred risk policy" differentiate rates in accordance with non-smoking or smoking 
groups. This is intended to encourage the public to reduce the frequency of smoking, quit 
smoking, maintain good health habits, and contribute to environmental protection.
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 Include ESG fund in the investment-link policy targets

In October 2020, the Company partnered with Fubon Investment Trust to raise the first domestic ESG-based mandate investment-oriented policy-Fubon Life Variable Insurance- 
mandate investment account, in which the percentage of ESG sustainable / high-interest investment is as high as 20%.  In addition, there are multiple mutual funds with ESG themes for 
investment policy linkage. The product investment decision-making increases the sustainable development element. ESG investment orientation not only lets investors play the influence 
of social responsibility, the return of investment is also more durable to financial market fluctuations, driving the positive cycle of capital market.

2.1.3.3 ESG services demonstrate the industry's spirit of accountability

The Company is customer centric. In addition to focusing on the impact of social change and introducing corresponding services, the Company also actively develops innovative 
services, optimizes customer service experience, and creates green value for society through electronic and action-oriented transformation in response to the impact of global climate 
change on the environment and ecology. (For related enterprises carbon reduction effectiveness, please refer to the chapter of Green Operations).

 E-service covering the entire life cycle of insurance

Strengthen the mobile insurance application 
function to enhance the customer experience

During the 2020 COVID-19 pandemic, the 
Company's mobile insurance application service 
provides instant service function, to ensure that 
after the upload of information is completed, 
customers can conduct online survival survey and 
phone interview operations, which not only speeds 
up the policy review time, but also avoids the risk 
of face-to-face contact.

Promote mobile claims -"Claims easy pay"

In response to environmental protection and 
energy conservation, we continue to promote 
the use of "claims easy pay" to apply for 
claims, replace paper with online claims, and 
reduce the use of paper for claims application.

Increase the channels for mobile payment

 Fubon Life is the 
first insurer to offer 
policyholders to pay 
premiums using 
mobile payment 
tools. The Company 
launched five mobile 
payment channels in 
2019, including Apple 
Pay, online credit card, Non-agreement current deposit account, Taipei Fubon 
Bank Lucky PAY, and "exclusive remittance account" online instant remittance, 
reducing the risk of loss of cash and shortening the time it takes for premiums to 
be recorded. 

 The premiums paid by mobile payment vehicles exceeding NT$13.2 billion from 
2019 to 2020. The innovation helps the Company win the title of "Best Digital 
Customer Experience Insurance Company" by The Digital Banker, a foreign 
professional financial media.

Combine 
mobile policy 

application and 
video survival 

survey
No geographical 

restriction

Complete the 
survival survey 
at the time of 

application

Shorten the 
time for 
survival 
survey

Speed up the 
process of 

underwriting

Claim
application

Navigation
for

operation

Settlement
application
and record

Progress
checking

e butler
for claim

settlement

Lucky PAY Apple Pay
Online

credit card
payment

Non-
agreement

current deposit
account

Online
instant

remittance
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Launch of Taiwan's first "electronic authorized premium deduction service" Continuously optimize the features of Fubon Life Mobile App

 In January 2020, together with Taipei Fubon Bank, we led the industry in introducing the first online 
banking "Taipei Fubon Bank Electronic Authorization Insurance Premium Deduction Service", 
providing policyholders with an easy and convenient way to apply for authorized premium deduction 
service 24 hours a day, through a simple online application mechanism anywhere and at any time . 

 In December 2020, the "EDDA" electronic authorized insurance premium deduction service was 
introduced to consolidate the advantages of convenience store chains with more than 1,000 service 
locations. Policyholders can complete the online agreement with 23 banks to deduct insurance 
premium by using the QR Code provided by the Company through Famiport of Familymart or Life-
ET of Hi-Life and inserting a chip financial card. A total of 6,274 electronic authorizations have been 
applied in 2020, saving a total of 12,548 sheets of paper.

 The Company continues to apply insurance technology to 
optimize the app, and use the handheld device’s biometric 
technology in the login function, allowing customers to 
sign in quickly with fingerprint or face recognition.  

 In addition, FUBON LINE official account integrated some 
frequently used functions on Fubon Life Mobile App, such 
as policy contents, policy loans, payment methods and 
claim process inquires, to provide self-service customers 
a more convenient channel. By selecting the personalized 
service menu, it provides a direct link to Fubon Life 
Mobile App user can reach the selected function page 
after logging in. By integrating insurance services into 
the customer community, the Company can improve 
customer utilization and stickiness. Once the feature was 
launched online, an average of about 62,000 people use 
the policy inquiry service through the OFFICIAL FUBON 
LINE account each month.

The Company send 
out a text message 
with the link for 
authentication
Activate online/ 
mobile banking 
service

Complete 
the premium 
payment 
authorization

The authorized 
person  input the 
password to confirm 
authorization and 
complete the 
authentication 
mechanism

Mobile
policy
application

Dedicated
version of
authorization

 Actively promote paperless services

The Company provides highly efficient e-mobile services and uses 
electronic operating systems to transmit messages or files to 
policyholders or tied agents, which not only greatly reduces operating 
costs, but also improves service timeliness, such as launching 
“Mobile Policy Wizard”,, "electronic insurance policies" and "electronic 
notices", etc. In order to increase the willingness of policyholders to 
apply for electronic services, the Company has actively planned a 
simple application process. For example, policyholders can apply for electronic notices 
with a phone call, making the application process more convenient. By the end of 2020, 
there are more than 1.06 million policyholders signed up for "electronic notice" to response 
to environmental protection. In addition, the Company’s official website "e-policy section" 
has added an e-policy login and receipt channel to optimize the process of downloading 
and signing policies for customers. As of the end of 2020, a total of 51,555 e-policies were 
signed and received through the new process, consisting of 92% of total policy receipts.

 Implement financial friendly services

The Company upholds the "customer-oriented" service concept 
and spirit to provide policyholders with physical and mental 
disabilities with all kinds of friendly services, including making call 
back appointments through the official website, online message 
recorder, text conversation for hearing-and-speaking impaired, and 
24-hour free service hotline. The 10 customer service counters 
also have barrier-free ramps, service bells, toilets for physically 
challenged, and wheelchairs, to provide customers with unhindered 
service space and implement financial friendly service practices to 
demonstrate business commitments around the country. In addition, 
the Company's official website has also been awarded the "barrier-
free web page certification-AAA's highest level of certification" of the 
National Communications Commission, providing a friendlier interface 
for users, improving the quality of the website services, and facilitating 
public access to the required information.

E-notice application
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 Introduced the dedicated hotline service for senior citizens

In response to the aging society, the Company introduced the 
customer hotline for senior citizens, emphasizing full-time, dedicated 
staff and multi language, as well as free-of-charge, no voice 
messages, and no need to go out to meet the needs of the elderly over 
65 years of age.

 2.1.4ﾠESG Sales and Promotion

2.1.4.1 ESG Sales and Promotion Management Policy

The Company's product literature and publication disclose relevant 
information in accordance with the following regulations to provide 
consumers with full and correct product information. Whether for 
external product marketing DM press release, or on-line marketing 
training briefing, they all follow Treating Customer Fairly Principle and 
go through layers of inspection from the pre-launch stage so that 
customers can obtain open, transparent, and correct information after 
the product is launched. In addition, the Company provides a variety 
of complaint channels. The case will be opened within 1 working day 
after the complaint is received to contact the customer and notify 
relevant distribution channel for communication in order to properly 
respond to customer needs.

(1) Directions for life insurance products examination in insurance 
law and related sub-law and the directions for sale of investment-
link insurance products. 

(2) The self-disciplinary guideline for advertising solicitation of 
insurance industry and the self-disciplinary guideline for the 
selling of investment-link insurance products. 

(3) Fair Trade Act, Financial Consumer Protection Law and Personal 
Information Protection Law.

(4) Administrative orders and important regulations.

 Step-by-Step Product Listing Process

Design the most accurate 
and complete product 
content, and set a 
reasonable premium

Provisions compilation, numerical 
calculation, rule-making, system 
construction and other preparation 
before product launch

Finance Planning Department, Policy 
Operations Department, Underwriting 
Department, Premium Accounting 
Department, Product Actuarial 
Department, Legal Affairs Department, 
IT Service Division

Product Development 
Department

Product Marketing 
Department

Product Marketing 
Department

Marketing channels

Product Pricing 
Department, Compliance 

Department

Integrate product content, hold 
Product Approval Committee and 
Product Development Pre-launch 
Meeting

Ensure compliance (disclosure 
required by law, the content of 
the marketing material is 
compliant to the law)

Adjust and confirm according to 
the feedback, process printing or 
customization

Send to the policyholder, 
information disclosure

Provide marketing tools’ 
final version

Check the data 
and repeat the 
confirmation 
process

Marketing tool 
reviews and 
compliance 
review

Confirm that preparations 
for the products are 
proceeding as planned

Produce easy-to-understand 
and clear product marketing 
materials, and make the first 
level of internal cross-checking

Confirm that the contents of 
the various product disclosed 
are fair and correct, and make 
a second departmental review

Preparation and printing of 
marketing material for 
distribution to policyholders

Give the most accurate and 
complete information for 
policyholders

Provide feedback if necessary

Product Listing Process Responsible Unit
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 Itemized review mechanism for product information

Product marketing material production
(new product launch and change)

1. Marketing material production -getting 
and producing  start-up documents 
(provisions, premium rates, rules, etc.) 

2. Document submission to Compliance 
Department and internal announcement

3. Official website announcement

Channel product marketing
material review (Channels 
will submit the material for 
review separately)

1. Self-examination in accordance 
with the product category 
checklist

2. Communicate with relevant 
units (product,�administration, 
legal, etc.)

3. The material can only be 
released after the review of the 
Compliance Department

Product Advertisement
and marketing

1. Product press release (submit 
for review in accordance with 
process)

2. Media interviews (handled in 
accordance with the Company's 
PR release principles)

Product 
Launch

Marketing
Support

2.1.4.2 Combine ESG issues in marketing promotion

(1) Promote the four-account concept of LOHAS retirement in response to the trend of 
the aging society and low birth rate

In order to promote the public's 
emphasis on retirement planning, 
a retirement four-account section 
was set up on the Company's 
official website in February 2019, 
to promote a better retirement 
life through feature films, theme 
reports, concept explanation and 
planning for different groups, 
so as to assist the public in 
retirement planning. The section 
has accumulated more than 
30,000 views, which proves that 
the content is in line with the 
public's needs for retirement 
protection through insurance 
planning.

LOHAS Retirement 
Four-Account Section

Check out retirement planning here!
Fubon Life LOHAS Retirement Four-Account Section
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(2) Frameless Life Advertising Campaign

The Company partners with Global 
Views Monthly Magazine in 2019 
to report on the four key lessons 
of frameless life (pension, medical 
care, long-term care, and liability), 
through animated films and series 
of digital reports. The magazine communicate every 2 
months in public with the stories to convey retirement 
planning thinking and raise the public's attention 
to retirement planning. The total number of media 
exposure from official website / Facebook / Line / 
e-newsletter and other community platforms reached 
more than 2.41 million times.

Working with the well-known financial media – Global Views Monthly Magazine 
to launch the “frameless life” four key lessons of special series report

Frameless Life

(3) Launched the country's first non-preferred risk spillover policy "Smart Sugar Life", to provide diabetic patients 
related medical care, and thus solve the problem of chronic disease protection.

Project Title Project Description

Marketing DM / Education 
Training Brief / Fubon New 
Horizons Training Film

Provide marketing aids such as product briefings and introductory films and broadcast promotional 
films through the training channel of Fubon New Horizons to highlight the focus, direction and selling 
points of "Smart Sugar Life" product and encourage agents to actively promote diabetes spillover 
policy products.

Social Media Promotion 

 Make good use of social media to improve the efficiency of internal key product information 
communication. Use the Company's official social media M+ platform to communicate with tied 
agents. 

 Externally the Company also uses official Facebook account, LINE and e-newsletter as the 
platform to communicate with the consumers.

General Public (official 
websites, press releases, 
television programs)

In addition to the product information announced on the official website, the Company also partners 
with media to provide knowledge and patient related report, to help people understand diabetes-
related issues. The overall publicity was approximately 3 million times of exposures.

2.1.4.3 Continuous communication with customers on products and services

1. Optimize the product section on the official website to improve the customer experience

(1) The "insurance product guidance" is used to meet customer needs analysis: the official website product section has 
been optimized at the end of February 2019. The responsive webpage design is compatible with multiple devices. 
It has accelerated the product screening process and has been added with a protection need guidance feature to 
provide product recommendation. The average view of the product section on the official website is about 200,000 
views per month during 2019-2020.  

(2) Optimize the "Investment-Link Insurance Section function: In order to assist customers to obtain investment-link 
product information in real time, the Company continuously optimizes the function of the section, including the 
establishment of a semi-mandate investment, ETF, and GMDB sections. The performance review function has also 
been optimized to improve the target and social media features. The average view of the investment-link insurance 
section is nearly 610,000 views per month during 2019-2020.
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2. Fully disclose the product information on the official website

Consumers can check the product information of different types of insurance on the 
Company's official website, including product content, policy terms, product-related 
questions, etc.. Consumers can also carry out insurance application and manage 
personal insurance policies online.

3. Create a "Smart Policy Review Platform" to provide heart-warming services

(1) Strengthen the use of big data and insurance technology to enhance the customer 
experience, import Optical Character Recognition (OCR), Natural Language 
Processing (NLP), and People-Like-Me insurance planning to visually, digitally and 
mobilely communicate with customers on smart policy review service. 

(2) To assist customers to take a comprehensive review of the policies from all 
life insurers and to provide a personalized view of protection to consolidate the 
existing protection values and protection gaps, to solve the customer's pain point 
of the high complexity of insurance policies and help them understand their own 
coverage.  

(3) Use AI Recommend to assist tied agents to provide a more accurate and effective 
protection planning for customers, and simulate the view of pre/post-planning 
protection changes to help customers make the best decisions about the 
insurance products they purchase to enhance protection. 

(4) From August 2019 to December 2020, the agent’s utilization rate of the policy 
review platform is as high as 94%, and help 360,000 customers completed the 
policy review services.

 2.1.5ﾠResponsible Investment

The Company follows the "Responsible Finance" strategy under the blueprint of 
"Fubon ESG Visioning Project", which is aimed at enhancing human health and well-
being, ensuring sustainable and clean energy for all, helping improve infrastructure 
and promoting inclusive and sustainable economic growth. In addition to continuously 
seeking investment targets under the themes of green energy, infrastructure, five plus 
two industries, excellent ESG performance and low carbon and other thematic targets, 

the Company also includes ESG into the investment process, and establishes the 
ESG evaluation mechanism to promote the investment target and financial industry’s 
performance in sustainable development.

2.1.5.1 Implementation and execution results of the management mechanisms

The Company takes “Fubon Financial Holdings and Subsidiary Responsible Investment 
Management Guidelines” as the highest guidelines for promoting and implementing 
responsible investments, and clearly regulates the use of funds in accordance with 
the United Nations Six Principles of Responsible Investment (PRI) to take into account 
environmental, social and corporate governance issues (ESG) and applies to the 
Company's investments in various assets. In addition, the signing of the “Institutional 
Investor Stewardship Principles” was completed in 2018, and the principle will continue 
to be followed.  

In view of the implementation and effectiveness of the policy, Fubon Financial Holdings 
has established an ESG taskforce under the Corporate Governance and Sustainability 
Committee, and the Company's responsible unit is part of the "Responsible Finance" 
Group of the Financial Holding’s ESG taskforce. The taskforce is headed by a senior 
executive of the Risk Management Division of the Financial Holdings, who regularly 
consolidates the ESG implementation and execution plan, reports to the Corporate 
Governance and Sustainability Committee on a semi-annual basis, and reports to the 
Board of Directors. In addition, the taskforce also cooperates with the audit unit of the 
Company to ensure the compliance of ESG related laws and regulations. 

In accordance with the nature of investment products and the feasibility of practical 
operation, the Company will specify the specific ESG assessment implementation 
method in the operating methods of each asset class, operating points or standard 
operating procedures (SOP), and the supervision of contracted institutions and financial 
industry are also included in the ESG action plan to urge the investment industry to 
accept and implement the principle of responsible investment.
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 The implementation results based on the six principles of PRI

1

2

6 Principles
of PRI

5

3

Incorporate ESG 
issues into the 

investment 
analysis and 

decision-making 
process

Integrate ESG 
issues into 
ownership 

policies and 
practices

Seek 
appropriate 

disclosure of 
ESG information 

by the entity 
which we 
invest in

Promote 
acceptance and 
implementation 
of PRI strategies 

within the 
investment 

industry

Enhance the 
effectiveness in 
implementing 
the principles

Report on our 
activities and 

progress towards 
implementing the 

principles

Incorporate ESG principles into your investment strategy
Stocks included in the asset pool must comply with ESG-related 
specifications
The investment target is evaluated according to the ESG investment risk 
indicators before investing
Active thematic investments (drug development, alternative energy, ESG 
performance screening, infrastructure funds, green buildings, and 
low-carbon investments, etc.)
Establish a list of high-risk countries and companies through external 
resources and on a procedural basis
Review and update the negative list  regularly
Review annually the domestic and foreign bond issuers in the portfolio 
according to the ESG checklist
Create ESG Sensitive Industry Guidelines

Signed the Institutional Investor Stewardship Principles 
Continuously strengthen compliance with due diligence 
and interest management, in order to avoid the conflict of 
interest between personal investment behavior and the 
Company, and update the restriction on the behavior of 
domestic equity product investment related personnel 
and provisions on monthly declaration
Implement shareholder activism and carefully evaluate 
invested companies. As of December 2020, the Company's 
participation in shareholder meetings is 100%

Collect and view CSR reports from domestic investee companies
If a stock violates the ESG and the “Principles for Sustainable 
Insurance”, it will be listed on a negative list and no new investments 
will be allowed

Use the ESG checklist to review annually to 
see whether the mutual funds and ETF 
issuers are PRI signees
Use the ESG checklist to confirm annually 
the ESG execution of invested domestic 
bond funds and ETF-issuer 
Requests for mandate investing institutions 
to submit ESG execution documents. 
Mandate investing institutions are also 
subject to comply with a negative list

Regularly report to the ESG taskforce on the 
execution of responsible investments
Convey to the public the importance of 
responsible investment through the annual 
Social Responsibility Report of Fubon 
Financial Holdings

Participate in public construction meetings 
held by relevant government ministries
Participate in ESG forums organized by 
external organizations
Explain to environmental groups of the 
concepts and practices which associated 
with Fubon's responsible investment
Join FAIRR to focus on key issues and 
potential ESG risks in the livestock industry 
with financial impact
Participate in a meeting of the Asia 
Investor Group on Climate Change Alliance 
(AIGCC) to exchange views on climate 
change issues

Fubon Life
Statement

4

6
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2.1.5.2 ESG Investment Mechanism

The Company adheres to the six principles of responsible investment (PRI) of the United Nations in the use of funds, continuously strengthens and integrates the ESG action plan and 
establishes the ESG investment mechanism, and hopes to promote the performance of the investment target and the financial industry in the sustainable development through ESG's 
evaluation mechanism and thematic investments.

Outsourced institutions Financial industry peers

Industries related to the promotion 
of human health and well-being

Green energy-related 
industries

ESG Performance 
screening

Infrastructure 
Fund

Five plus two industries and public 
construction and social welfare

Low-carbon 
investment

Green 
building

Discretionary Investment Position

ESG
Evaluation

Mechanism

ESG
Thematic

Investments

The second- Evaluation

The third - Post-investment follow-up

When conducting an investment analysis, include an assessment of the ESG
investment risk indicators in addition to the financial analysis.

Incorporate the 
oversight of 
outsourced 

institution into our 
ESG action plans

Confirm whether 
it is a PRI 

signatory or 
confirm its ESG 

execution 
method

Promote the 
performance 
of investment 

targets and 
financial 
peers in 

sustainable 
development

The first- Assessment
Review the negative list

The ESG checklist items are reviewed annually.
Actively inquire and understand the situation when the company we invested in has 
ESG-related news to strengthen ESG communication.
Cannot vote for anti-ESG proposals when attending the shareholder’s meeting of the 
company we invested in.

Responsible investment strategies and action plans

2.1.5.3 ESG thematic investments

In response to the United Nations Sustainable Development Goals (SDGs), the Company follows the “responsible finance” strategy of Fubon Financial Holdings. In addition to 
strengthening the ESG investment assessment mechanism, the Company also continues to seek investment in ESG theme-related industries that promote human health and well-being, 
develop green energy, infrastructure, low-carbon investment and other targets with solid ESG performance, and strive to promote inclusive and sustainable economic growth.
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The actual investment scenarios for each thematic investment are as follows:

Corresponding 
SDGs

Strategy of  
Visioning Project  

Action plan
Implementation  
results in 2020

Continue to achieve our 
goal of improving human 
health and well-being by 
investing in new drugs 
and biomedical care and 
other related industries.

Invest in drug 
development and 
production

Investment in healthcare-
related equity is about 
NT$12.1 billion and healthcare 
related bonds about NT$84.9 
billion.

Continuous investment 
in related industries 
such as green energy 
or alternative energy to 
ensures sustainable and 
clean energy for all.

Invest in alternative 
energy industries

The equity stake in solar 
power plants and other 
alternative energy sources is 
approximately NT$4.4 billion.

Invest in green bonds Investment balance in 2020: 
NT$2.9 billion

Low-carbon 
investment

Investment balance in 2020: 
NT$1395.4 billion

Continue to plan for the 
energy saving design of 
real estate development 
projects and investment 
in infrastructure 
funds to help improve 
infrastructure.

Planning the 
investment and 
energy-saving 
design of real estate 
development projects

In 2020, various planned real 
estate projects have been 
developed, with a total budget 
of more than NT$64.2 billion.

Look for 
infrastructure related 
investment targets 

Investment in foreign 
infrastructure funds is about 
NT$23 billion.

Added ESG performance 
screening method to 
invest in Taiwanese 
companies that have 
performed well at 
ESG, and responded to 
government policies 
to invest in five-plus-
two industries, public 
construction and social 
welfare to promote 
inclusive and sustainable 
economic growth.

Investment ESG 
Performance 
Screening method

The amount invested in 
Taiwanese companies that 
performed well at ESG was 
approximately NT$356.2 
billion.

Invest in five- plus-
two industries,  
public construction 
and social welfare 
projects

Investment in five-plus-two 
industries, public construction 
and social welfare projects 
amounted to about NT$498.7 
billion, of which investment in 
the green energy technology 
industry amounted to about 
NT$285.2 billion.

2.1.5.4 ESG action plan

The Company established a specific ESG action plan, including the development of 
ESG investment risk indicators. In view of the recent public concerns on environmental 
pollution, food safety and labor disputes and other human rights issues, we have 
included issues such as whether the investment target has major pollution incidents 
and does not improve, or whether the upper, middle and downstream supply chain has 
violations and serious labor disputes into the indicator, covering the environment, social 
and corporate governance aspects. All investments need to be assessed according to 
the indicators before execution. 

The Company has made 100% domestic and foreign debt and equity investments 
this year in accordance with ESG-related mechanisms, with an investment balance 
of NT$3588.5 billion. In addition, the Company has also invested NT$3367.2 billion in 
domestic and foreign debts and domestic equity investments in accordance with the 
ESG negative exclusion mechanism, of which NT$2281.8 billion has been invested in 
accordance with the negative exclusion mechanism related to human rights.

ESG investment  
action focus Description

Investment 
position 
coverage  
rate (%)

Pre-
investment 
inspection

Develop the ESG 
investment risk 
indicators 

Includes the three aspects of environmental, 
social and corporate governance. Conduct 
assessment before investing and disclose in the 
investment analysis report.

100% 
covers new 
investment 
positions

Establish the 
negative list 

 The list of high-risk countries and companies 
shall be reviewed prior to the investment, and 
the subject matter of the investment listed in 
the negative list shall not be invested or can 
only be added upon exceptional management

 Countries that violate human rights, finance 
terrorism and have serious flaws in money-
laundering prevention are included in the ESG 
negative list

Build a domestic 
equity ESG asset 
pool

Stocks included in the asset pool must comply 
with ESG specifications and targets outside the 
asset pool may not be invested

Develop ESG 
sensitivity industry 
observation 
indicators

The new ESG Sensitivity Industry Observation 
Index is listed as one of the assessments of the 
principle for responsible investment
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ESG investment  
action focus Description

Investment 
position 
coverage  
rate (%)

Post-
investment 
review

Bond 
investment 
ESG 
Checklist

Discretionary 
investment in 
overseas bonds 

Includes environmental, social 
and corporate governance 
aspects, and reviews them 
annually

100% covers 
existing 
investment 
positions

Discretionary 
investment in 
foreign bond funds 
and ETFs

Confirm whether the parent 
company is a signatory to the 
United Nations’ Principles for 
Responsible Investment (PRI) 
annually

Discretionary 
investment in 
domestic bonds

Includes environmental, social 
and corporate governance 
aspects, and reviews them 
annually

Discretionary 
investment in 
domestic bond 
funds and ETFs

Confirm the execution status 
of the parent company's ESG 
on an annual basis

Supervision 
of outsourced 
investment 
institutions

Confirm the enforcement status 
of the ESG on outsourced foreign 
institutions 

Confirm that the outsourced 
institution is the signature 
agency of the United Nations’ 
Principle for Responsible 
Investment  (PRI) or requests 
it to provide the ESG execution 
method

100% 
covers new 
outsourced 
positions

Negative list

Domestic outsourced 
investment institution 
are required to follow the 
Company’s negative list 

The aid of 
external 
resources

Use ESG information from external 
resources or rating agencies to 
identify high-risk countries or 
companies

Complete the development 
of high-risk countries and 
corporate control processes 
based on external information

100% 
covers new 
investment 
positions

2.2 Continuously introduce innovative services

Insurance is a people-oriented financial services industry. Fubon Life 
fulfills social responsibility, conducts long-term tracking of social 
trends and pays attention to the aging population, low birth rate and 
other issues, provides a variety of products to enhance the insurance 
protection of the public. Moreover, the Company strengthens the 
awareness of health risk management of the public by promoting 
the activities of elderly and community care. 

In addition, the Company is aimed at providing customers with heart-
warming, convenient and efficient service as the core, and actively 
developing a diversified digital service platform to enhance customer 
service quality, efficiency and the Company's operating environment 
through digital technology and innovation.

 2.2.1ﾠDemographic Changes

The aging population and low birth rate is a global social concern. It is estimated that 
Taiwan will enter the super-aging society by 2025, the population structure changes 
caused by the issue of aging population and low birth rate has brought about major 
changes in the lives of the people in Taiwan, such as the increasing burden of young 
adults, prolonged retirement life, the increased risk of dementia and disability in old age. 
In order to fulfill the social responsibility of the life insurance industry, the Company has 
been tracking social trends and demographic changes, and put forward product and 
service-related response programs to assist the public to make early retirement planning 
preparation and fill the gap of long-term care.

In order to respond to social trends and strengthen the needs of people's retirement 
planning, in terms of product planning, the Company not only introduced a number of 
investment-oriented products to provide customers with high-quality and professional 
investment channels, but also vigorously promoted the theme of retirement account 
concept by developing retirement, medical care, long-term care and liability products to 
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meet the needs of customers’ retirement life. At the same time, the Company has also set 
up the LOHAS Retirement four account section on the official website, and combined them 
with marketing campaigns and magazine coverage to raise the awareness to the topic. 
In addition, the Company continues to strengthen long-term care insurance, life support 
insurance, health insurance and other protection-oriented products and design exclusive 
policies in response to the insurance needs of different target audience for long-term care 
and medical protection.  For instance, the “Ten Bargain for Young” project that provides 
flexibility in product portfolio constructing to help the younger consumers obtain life 
insurance, health insurance, an accident insurance protection at a lower premium. (Relevant 
products and services content please refer to the chapter of ESG Products and Services).

In terms of services, the Company has long worked with external organizations and public 
welfare organizations to promote dementia care and health promotion activities through 
lecture courses, board games, community care and other activities. The Company also 
enhances the public's attention to senior dementia, retirement planning and other issues, 
and then takes the initiative to review the integrity of their own risk protection. (Relevant 
information please refer to the chapter of Social Participation and Emergency Disaster Relief).

 2.2.2ﾠDigital Technology and Innovation
In 2020, the Company follows the “Principles for the Use of Emerging Technology 
Operations” of the “Insurance Industry Self-Regulations for Information Security 
Protection", as well as the competent authorities' regulation and internal policy to 
formulate “Operation Measures for the Use of Emerging Technology”, and establishes 
a sound control mechanism to ensure that the emerging technologies provided by the 
Company have security capabilities and can properly manage the risks that may arise 
from the use of emerging technologies to protect consumer rights and interests, and 
achieve a safe, convenient and uninterrupted service.

Through the Company's internal system, tied agents can post questions or suggestions 
anytime. The competent authority will summarize the questions and optimize the service 
processes through system tracking and big data analysis. In addition to providing online 
customer service or online message services, the Company also sets up a "customer 
complaints management system”. The responsible unit will process the complaints 
on the platform to accelerate the efficiency of internal processing. The cases will be 
recorded and processed immediately and the communication with the policyholder will 
be recorded in real time. The final resolution and review will also be recorded on the 
platform to achieve the highest transparency and real-time audit and management.

Digital Innovation Services Results

 Improve service quality and efficiency

【Insurance Blockchain Alliance Sharing Platform】
The Company and the "Insurance Security / Claims Alliance Chain" jointly use the 
blockchain platform and smart contract certificate, to achieve data transparency, reduce 
the cost of paper insurance policies, and use of digital sealing, time stamp technology 
and third-party verification access to improve data accuracy and security. Alliance 
blockchain technology is also combined with the Company's multiple mobile services, 
including "Mobile e-convenience" APP online trading function, "mobile security” APP for 
the application of personal information changes, and "claims easy pay" APP for medical 
insurance claims application so that policyholders enjoy the convenient service of 
“regardless of property and life insurance, one application, multiple acceptances”.

【M+ Smart Robots】
The Company takes actions in innovation and develops the M+ Smart Robot. Combined 
with enterprise instant messaging software M+ Messenger, the robot introduced 
artificial intelligence technology to conduct analysis via natural language comprehension 
technology.  People frequently asked questions related to insurance application which 
are analyzed through machine learning to help the robot understand the intention behind 
the questions. The robot is able to provide 24/7 answers and services to clients. With the 
assistance of the M+ Smart Robot, the Company is able to save the cost of 5 employees 
on an average per day.

【PCI Instant Intelligent Decision-Making System】
Through automated data mining, customized labels are generated to create customer 
profiles and analysis modules that attribute customer characteristics, similarity, 
relevance and lifecycle, and predict customer behavior in the light of past interactions 
and transaction records to understand the customer's real needs and concerns so as 
to enable more immediate feedback on customer information. The intelligent decision-
making system can reduce the model-building time by 30% to 50%, thus simplifying the 
analysis process of tied agents and can better understand the customer's consumption 
habits, and discover the customer's actual needs, so as to develop appropriate 
protection plans for customers.
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 Improve operating environment and efficiency of the Company

【Next Generation Information of Working Environment】
Promote in four directions to provide a more instant and convenient information working 
environment for employees.

 "Large-sized screen": Allows users to perform multiple applications, do multiple jobs, 
and collaborate more easily with others on one screen at the same time. 

 "Internet phone (mobile phone is extension)": Let the new generation of network 
switches to provide "mobile extension" feature so that the extension lines can be 
carried around everywhere, and desktop telephones is no longer the standard 
equipment in the office. This setup can also save enterprises 15% to 30% of the cost 
of communication. 

 "Thin Client PC": Free up office space, centralize the management and enhance 
data security through the virtual desktop environment, which can also reduce the 
possibility of computer virus affection.  

 "Data Security ": Enhance the use of internal network access, reduce the possibility 
of sensitive and confidential data leakage through the computer terminal 
equipment.

【RPA Digital Assistant Facilitates Process Automation】
RPA process automation robots are able to comb through processes and re-examine 
the process efficiency of the original work logic. The routine manual work can be 
handed over to automated robots to facilitate human resource transformation and 
efficient application, and reduce errors caused by manual work. For the initial stage, the 
repetitive activities such as email sending, data backup, cross-system duplicate data 
documentation, external data acquisition, report production, and financial reporting 
comparison, are performed by automated robots to reduce operation time and improve 
data accuracy and timeliness. In terms of compliance, currently negative news 
collection is a regular operation, which requires manual review and classification. With 
the introduction by RPA, the time of manual review and list building can be saved. It is 
expected that robots can provide an average of 20% full-time equivalent (FTE) capacity, 
to provide customers with more efficient and better service.

 Future Goals and Plans for Digital Innovation

Target Description Target Year

Underwriting 
Review Platform 
of Optimization 
Project

Rewrite the existing underwriting review F2B platform, 
and rebuild the underlying structure, including money 
laundering prevention AML review automation, financial 
underwriting review automation, underwriting integration, 
professional code automatic identification and so on.

The need 
assessment is 
expected to be 
completed by 
2021.

WebRTC Reality 
Application 
Construction 
Project

Using the core technology of WebRTC to develop, build 
a shared multimedia library, and combine with the 
reality application of administrative process, so that 
the policyholder can perform video services without 
downloading app on devices.

The system is 
expected to go 
live in Q2, 2021.

Outbound 2.0

The second generation of the phone interview system 
(Outbound 2.0) brings together enterprise phone 
interview information to provide flexible questionnaire 
design, automatic dialing, and real-time precise dispatch 
in accordance with professional skills. The system is 
supplemented by personalized interview content, and 
prompt automatic presentation, to simplify the process 
and improve the efficiency of phone interview and 
customer satisfaction.

The system is 
expected to go 
live in Q4, 2021.

FBFLI Project

Through big data analytics technology, combine with 
marketing activity tracking, enhance the ability of 
customer management, increase understanding of 
customer needs, and plan for services that are more in 
line with customer needs.

The project is 
expected to be 
expanded in 2021.

Smart Office 
Project

Combined with digital ticketing, attendance 
management, event check-in, access control and other 
programs, and the use of group M+ resources, to build 
the first mile of a digital office scenario. In the future, it 
is expected to expand the scenario smart conference 
rooms, virtual assistants, and other applications.

The application 
scenario is 
expected to be 
expanded in 2021.

IFRS 17 Project

Follow the International Financial Reporting Standards 
No. 17 to establish consistent policies on the 
accounting activities of insurance contracts that are in 
line with international standards.

Parallel testing 
is expected to be 
conducted during 
Q1-Q4 in 2024.
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3.1 Contribute to Local Community

Fubon Life has undertaken the responsibility and commitment of the people’s brand. The Company 
not only actively integrates cross-disciplinary resources, advocates and implements ESG-
related action plans, but also formulates strategies for corporate social responsibility practices in 
accordance with the United Nations Sustainable Development Goals (SDGs), covering the three 
major aspects of insurance education, caring for the disadvantaged and promoting public health.

Starting from the core functions of the industry, the Company aims at enhancing insurance literacy 
of the public through interesting "Insurance Education", promoting the CSR X USR project, and 
fostering a new generation of competitive talents with a sense of mission for society. In "Caring for 
the Disadvantaged", the Company establishes a major catastrophe support and tracking mechanism, 
enhances the resilience of social assets, and provides emergency relief resources. In "Promote the 
public health", the Company actively promotes the elderly dementia care project, sponsors sports 
events, and provides free community health clinics to cultivate the healthy vitality and exercise habits 
of the general public. In addition, the social return analysis mechanism of public welfare investment 
is used to evaluate the social benefits of Fubon Life’s “Local Financial Services”, and quantified 
performance is used to concretely demonstrate the success of the Company and transform the 
community with the power of sustainability.

 3.1.1ﾠMulti-party Cooperation to Promote ESG-related Initiatives

In order to connect domestic and foreign benchmark enterprises and enhance mutual understanding with various stakeholders, 
the Company actively interacts with industry opinion leaders, mainstream media, etc. to raise public attention to ESG issues 
and strengthen the effectiveness of sustainable development promotion.

3.1.1.1 Voice in International Sustainability Initiative and continue to communicate ESG-related issues

 Participate in the TCFD Research Group to develop environmental and energy performance and improvement programs

In response to the possible impacts of climate change, the Company takes a comprehensive look at the potential operational 
and business risks of climate change and actively participates in the “Task Force on Climate-Related Financial Disclosure 
(TCFD)” Research Group established by the Life Insurance Association in August 2020 to jointly study climate-related financial 
disclosure recommendations, participate regularly in relevant discussions and provide advice.
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 Pay attention to the issue of river waste and become Taiwan's first enterprise to 

 respond and promote the river waste quick screening survey

The Company has long been concerned about the sustainable nature of Water 
Resources in Taiwan. According to SDG 14 - "Conserve and sustainably use the oceans, 
seas and marine resources for sustainable development (Life below water)," the 
Company actively promotes domestic river conservation, and ensures the sustainability 
of water resources. In addition to the introduction of the concept of recycled ecological 
chain, the Company also led employees to clean streams and beaches and reduced the 
use of plastics. In 2020, we further worked with the Society of Wilderness to advocate for 
attention to the issue of river waste, becoming the first enterprise in Taiwan to respond 
and promote the "River Waste Quick Screening Survey" for three consecutive years, and 
hoping to find out more river waste accumulation river sections to facilitate efficient 
clean-up. At the same time, the Company also responded to the "I respond to CSR@ 
Commonwealth to do one thing for the Tamsui River" campaign held by Commonwealth 
Magazine. To hope that through the participation of enterprises, we are able to raise 
the awareness of the public e of river pollution, enhance the environmental education 
literacy of the citizens, take action to implement the ideas in life, and jointly contribute to 
Taiwan's water resources recovery and environmentally sustainable development.

 Through the official website and the spokesman system, establish a good 

 communication channel with stakeholders

The Company communicates irregularly with the competent authorities, industry 
associations, customers, partners and others on ESG-related issues. On the official 
website, the Company sets up a “Corporate Social Responsibility Section” to show 
the Company's long-term deep investment in the field of ESG from the three aspects 
of environment sustainable, social care, and sustainable governance. In addition to 
interacting with stakeholders in various forms on daily operations, the Company also has 
a "Spokesman and Agency Spokesman System" to provide a two-way communication 
channel, achieve corporate information disclosure and transparency, and also help 
stakeholders to keep abreast of company updates. For the associations that Fubon Life 
participated, please refer to Appendix P.69.

3.1.1.2 Integrate cross-border technologies to develop sustainable products

The Company's product strategy considers the ESG level, follows SDGs to design 
a variety of financially inclusive insurance products, and enhances the innovation 
and application of products through collaboration with cross-industry partners and 
integration of external expertise.

 Develop "APP Pedometer Spillover Policy", “Impaired Risk Spillover Policy” and other 

 health promotion products through cross-industry collaboration

Impaired Spillover Policy -"Fubon Life Smart Sugar 
Life Term Health Insurance"

Fubon Life collaborates with Asia's largest diabetes management APP- 
"Health2Sync" to leverage its professional diabetes health management 
platform to provide policyholders with detailed records, and track trends, 
personalized reminders and monthly reports and other services. It can also 
automatically analyze the blood sugar values regularly uploaded by 
policyholders with diabetes in the APP to help policyholders implement 
health management more efficiently.

Pedometer-linked Spillover Policy -"Fubon Life 
Skywalker Term Health Insurance"

In cooperation with the Institute of Industrial Technology Research Institute 
(ITRI), Fubon Life developed the first pedometer APP “Health Positive 
Energy” exclusively for spillover policy and partnered with Garmin, one of the 
world's top five smartwatch brands, to transfer pedometer data. Through 
combining mobile app and Garmin bracelet technology, policyholders can 
record and manage their exercise results any time. The app is able to record 
the progress of step target discount to guide customers to continue to 
develop exercise habits.
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3.1.1.3 Integrate cross-disciplinary resources and promote public welfare care

 Provide transportation subsidies for senior cancer patients in rural areas. More 

 than 1,000 cancer patients have benefited from the program.

In view of the lack of medical resources in 
the rural area, senior cancer patients are 
reluctant to seek medical treatment due to 
long transportation hours and high medical 
treatment cost. The Company and the 
Taiwan Cancer Foundation work together to 
promote the "southern and eastern Taiwan 
senior cancer patient medical transportation 
subsidies" program to provide cancer 
patients who is over 60 years of age in 
rural area and needs to travel more than 
10 kilometers for hospital visit with a 
subsidy of NT$8,000 per person to solve 
the problem of medical transportation. The 
project has subsidized nearly a thousand 
cancer patients. In addition, the implementation of the "Taiwan Cancer Patient Medical 
Transportation Challenge Survey" and "The Documentary Film of Senior Cancer Patients 
in Rural Area Seeking Medical Treatment", arouse the public's concern and assistance on 
this issue. Relevant information was shared by more than 230,000 people on social media, 
effectively enhancing the public's attention to the topic of rural medical treatment, and 
assisting Taiwan Cancer Foundation’s small amount donation to break through NT$1 million.

3.1.1.4 Promote financial education and enhance the financial insurance 
knowledge level for all citizens

(1) Being title sponsor of the National Master of Management Thesis Award for 
seven consecutive years and actively set up a platform for the exchange among 
the government, the industry and the academia:

The Company has been the title sponsor of the "Fubon Life National Master of 
Management Thesis Award" for seven consecutive years, actively set up a platform 
for exchange among the government, industry and the academia, promoted 
management education, and continued to innovate and expand research incentives. 
In 2019, the award added a category Ph.D. to encourage doctoral students to devote 

themselves to academic research; meanwhile, in response to international trends, 
increased the topics of fintech and blockchain, and combined the ESG concept 
to promote paperless submission. The Company is committed to fostering more 
outstanding management and insurance professionals for Taiwan. In 2020, more 
than 700 academic papers had participated in the competition from 16 countries, 
which will also attract the participation of Tsinghua University from Beijing and City 
University from Hong Kong. The competition was reported by nearly 100 media 
reports, demonstrating the influence of deepening the relationship between the 
industry and the academia.

(2) CSR X USR, leading young generations to involve in community service and 
concretely practicing civic responsibility:

In response to the Ministry of Education's Initiative to Promote Social Responsibility in 
Universities (USR Program), and in conjunction with tertiary institutions, the Company 
promotes action plans such as care for the elderly, friendly communities, fundamental 
education and environmental sustainability to deepen regional 
industry-academia collaboration and local service operations. 
The Company also encourages younger generations to 
make good use of what they have learned to invest in 
community service and to practice civic responsibilities. 
In 2020, 170 financial education sessions and 
community service activities were completed in 
collaboration with 24 tertiary institutions, with more 
than 5,000 people benefited from these programs.
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(3) Invest in corporate resources and respond positively to the policies of the 
competent authorities

In response to the industry-driven direction of the Taiwan Insurance Institute, the 
Company aims at linking the Asian market with international insurance development 
experience, such as sponsoring the "Enhanced Insurance International Affairs 
English Workshop" organized by the Taiwan Insurance Institute. Through simulated 
international conferences and exchange activities, the workshop was conducted in 
English to assist Taiwanese insurance professionals to improve their English skills 
and enhance their international competitiveness. In addition, the Company also 
sponsored the “2020 Asia Insurance Outlook Forum” to work with Taiwan Insurance 
Institute to help Taiwan's life insurance industry to explore the Asian market and 
to help Taiwan insurers master the opportunities for the development of the Asian 
insurance market by inviting representatives of insurance industry experts from 
various Asian countries to share in the event.

(4) Create fun insurance education sessions and enhance the insurance knowledge 
of the public

The Company has long promoted insurance education. On the Company's official 
website, it sets up a "know Insurance" section, which leads the industry in creating a 
diversified insurance education experience with street interview videos, online surveys, 
and podcast to popularize the insurance knowledge and fulfill the responsibility in 
promoting insurance education. In 2020, the Company launched a total of 7 insurance 
education street interview videos, and created nearly 10 million views. In addition, 
we have also worked with the media to identify shortcomings in public awareness 
of insurance, produced creative social media posts to convey correct insurance 
knowledge in innovative and interesting ways, reached a cumulative total of 200,000 
people, provided basic insurance intelligence to the general public through digital 
platforms, expanded the impact of insurance education, and gradually achieved the 
vision of SDG 3 “ 
Ensure healthy 
lives and promote 
well-being for all 
at all ages”.

3.1.1.5 Work with the media to expand corporate influence and raise public 
awareness of ESG issues

The Company actively works with the major media on communication topics, 
strengthens the depth and breadth of ESG views, and hopes to leverage the influence of 
enterprises to promote the sustainable development of Taiwan society.

Co-operative 
Media

Topics
What's in the 

Report

Commonwealth 
Magazine

Promote insurance greening project, Fubon Life has 
spared no effort in protecting the earth's environment and 
improving human health.

Commonwealth  
Magazine

Fubon Life assists the community to fight the pandemic 
and care for the health of people in the neighborhood. 

Business Weekly
Use scientific methods to help insurance policies keep up 
with the times! Fubon Life Insurance Policy Review system 
lets data talk.

Business Today 
Weekly

During the Taipei Financial Expo in 2020, Fubon Life 
created a financial services marathon, with virtual 
interactive community games as the main axis, combined 
with AR to expand the real-world experience, planned 
"Virtual Insurance Hall" and other games, so that the public 
can have the awareness of risk protection. 

Globalview 
Magazine

Fubon Life and Globalview magazine co-published the 
"Youth Stays in Hometown Survey”, invited industry leaders 
and representatives of young entrepreneurs who started 
business in their hometown to discuss the challenges and 
future of Taiwan's young generation.

Fubon Life "Know 
Insurance" section
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 3.1.2ﾠSocial Participation and Emergency Disaster Relief

The Company has long been concerned about the impact of social change. Through 
various public welfare projects, the Company gives full play to the influence of enterprises, 
and hopes to become the driving force for positive change in Taiwan society. At the same 
time, in addition to shaping the corporate culture of having everyone volunteer for charity, 
providing volunteer leave, volunteer training and other resources, the Company also 
developed "Fubon Life Donation Management Guidelines" for all units to follow to fulfill 
corporate social responsibility to fully implement various public welfare activities.

3.1.2.1 Social care - focus on social issues such as aging and dementia, and 
provide solutions

It is estimated that Taiwan will 
enter the super-aging society by 
2025. In order to help the public 
respond to the impact  of  the 
aging society, fulfill SDG 3 “Ensure 
healthy lives and promote well-
being for  a l l  at  a l l  ages” ,  the 
Company actively promotes the 
“Care for The Elderly Dementia” 
project from the four major aspects 
of “prevention, co-search, support, 
and knowledge transfer”. The Company links together the government, the industry, the 
academia and the hospitals. The Company joined with the Federation for the Welfare of 
the Elderly to cooperate the model of “giving ID bracelet to dementia patient immediately 
after diagnosis” with over 100 hospitals and successfully increased the wearing rate and 
the search rate reached to 100%. Moreover, the Company was supported by the county 
governments of Taipei, Taichung, Miaoli, Penghu, Kinmen to join the project to build a 
safety net for those in need in 2020.

In order to enhance the knowledge on dementia and the friendly attitude for school 
children, the Company joined with Taiwan Alzheimer’s Disease Association to promote 
the "Seed Project for Dementia Education" and co-produced the dementia education 
cartoons, which is distributed to elementary schools nationwide through the Health 

Promotion Administration of the Ministry of Health and Welfare and the municipal and 
county department of education to educate nearly one million children across Taiwan on 
the knowledge of dementia.

3.1.2.2 Pursue common good for the community - Fubon Life creates 11 
times of impact in the local community

Taiwan is a highly urbanized country. In order to fill the gap of uneven distribution of 
financial services resources between urban and rural area, the Company continues to 
promote homecoming entrepreneurship among young generation. Through personnel 
and office deployment and combining local community service of development strategy, 
the Company actively promotes inclusive products and community care activities, to fulfill 
the idea of inclusive finance. Also, the Company joins with Fubon Charity Foundation to 
promote the “Fubon Charity Ambassador Program” to encourage employees to become 
charity service promoters and personally participate in the care of disadvantaged 
children and senior citizens in rural areas. In 2020, a total of 100 care activities have been 
implemented. 

To measure the social benefits created by the Company's “Local Financial Services”, the 
Company introduced the social return on investment (SROI) mechanism to monetize 
the social contribution of local business locations in 2019. According to the analysis 
conducted on the Kaokui sales office in Kaohsiung, it is shown that for every 1 dollar 
invested in the local unit, it can create social value of up to 11.61 dollar, demonstrating 
the positive power of the enterprise. Fubon Life is also the first insurance company to 
introduce an SROI evaluation mechanism in the insurance industry.

3.1.2.3 Establish mechanisms of support and tracking of major disasters to 
enhance the resilience of social assets

In order to implement SDG 11 “Make cities and human settlements inclusive, safe, 
resilient and sustainable”, the Company has formulated the “Major Disaster Emergency 
Response Guidelines” and established the “Major Disaster Support and tracking Center”, 
which in the event of a major disaster or accident, combines the 24-hour customer 
service center to immediately carry out a casualty check of insureds, quickly launch 
emergency response plan and care service measures, and contact tied agents to provide 
condolences and assist in the settlement of claims. In addition, the Company also 
continues to recruit volunteers and conduct regular exercises to enhance employees' 
understanding and proficiency in major disaster support and tracking mechanisms.
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There were total of 7 accidents in 2020. The Company activated casualty victim names 
check and informed Life Insurance Association (LIA), and condolence payments were 
also provided in 2 of the accidents. For the four incidents that involved with typhoons 
and heavy rain, typhoon / heavy rain disaster response measures were activated.

Date Accident Action

2020/1/2 Republic of China Air Force UH-60M 
Black Hawk helicopter crash

Conduct a victim name check and 
inform LIA

2020/4/26 Cashbox Karaoke fire, 3 dead and 22 
injured in accident

Conduct a victim name check, and 
inform LIA, offer condolences

2020/5/3
The daughter-in-law of the famous 
doctor Lai Wende was killed in an early 
morning fire

Conduct a victim name check, and 
inform LIA

2020/5/22 Heavy rain 
Provide emergency contingency 
measures services related to heavy 
rain disasters

2020/8/10 Typhoon Mikla
Provide emergency contingency 
measure services related to typhoon 
disasters

2020/8/26 Heavy rain 
Provide emergency contingency 
measures services related to heavy 
rain disasters

Date Accident Action

2020/9/13 Three people were killed when campers 
were washed away in Nantou Wujie

Conduct a victim name check and 
inform LIA

2020/9/19 Donghai University business district gas 
explosion

Conduct a victim name check and 
inform LIA

2020/11/5 Lightning typhoon
Provide emergency contingency 
measure services related to typhoon 
disasters

2020/11/22
National Highway No.1 major car 
accident, SUV crashed, 4 dead and 2 
injured 

Conduct a victim name check and 
inform LIA

2020/11/30 Nantou Owanda Tour bus crashed , 1 
almost killed, and 20 injured

Conduct a victim name check, and 
inform LIA, offer condolences

In the face of the COVID-19 pandemic, the Company 
is dedicated to preventing the pandemic with 
its professions, including the launch of "survival 
check by video calls" to replace traditional physical 
examination in hospitals which can avoid customers 
accessing medical institutions. Additionally, the 
Company promotes various pandemic response 
measures, such as applying new and preferred claim 
review principles, providing condolence money to 
epidemic prevention personnels and policyholders, 
and providing policy loan at a discount rate of 2% to 
ease the pressure on the liquidity of policyholder.

In addition, the Company launched the “Good 
Neighbors! Pandemic Prevention and Disinfection” 
project, urged tied agents around Taiwan to support 
more than 100 social welfare groups and communities, 
improved the frequency of environmental disinfection in public areas, and reduced the risk of 
community transmission. The project cares for more than 400,000 people.
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3.1.2.4 National Health Promotion Program - Promote the participation of 
sports and cultivate healthy living habits

The Company has long been concerned 
about the health of the public and committed 
to improving the national sports habit. The 
Company has been a long-term sponsor of the 
"Fubon Life UBA College Basketball Tournament”, 
of which the final has been played in Taipei 
Dome for two consecutive years and more 
than 3 million people had watched the event. 
And the event reached more than 5.5 million 
people every year. The Company also sponsored 
“Fubon Life Braves Inter-Departmental Basketball 

Championship” and the four major marathons of Taipei Marathon, TienChung Marathon, 
Wanjinshi Marathon and Kaohsiung Marathon. We also combines the sponsorship with the 
ESG concept, encourages runner to reduce the use of plastics during the event, and calls on 
tens of thousands of runners to act together to protect the environment. 

In addition, the Company also implemented a sport charity innovation project 
–“Guarding” the friendship with love: During the baseball season, the Company will 
donate a one-year scholarship to one underprivileged teenager in New Taipei City for 
every point of Fubon Guardians scores in the home court of Shinzhuang baseball 
stadium. In 2020, a total of more than NT$2 million has been donated to help more 
than 300 disadvantaged school children. In response to the Taiwan authorities' adult 
of preventive health policy, the Company held 17 "I Care About Your Health” Free 
Community Clinic across Taiwan to care for more than 1,000 people in 2020.

Sport charity
innovation project I Care About Your Health

「 Guarding」the friendship with love

Donated more than NT$ 2 million 

Help more than 300 disadvantaged
school children

2020 2020

Free Community Clinic

17 activities across Taiwan

Care for more than 1,000 people

3.1.2.5 Establish “Fubon Life Donation of Management Guidelines” and 
earthquake support mechanism to practice emergency relief and 
humanitarian care

The Company has established "Fubon Life Donation Management Guidelines", which 
set clear rules and principles for the Company's donation operation and management 
for all units to follow and fulfill their corporate social responsibility. The guidelines also 
specify the "exceptional circumstances" which is for emergency project donations, 
such as emergency relief for major natural disasters. The donation can be made after 
the approval of the Chairman of the Company and have the project to be recognized 
retroactively by the Board of Directors. The active strategy is intended to exert the 
Company's spirit to pursue common good for the society. 

In addition, the Company has an earthquake support mechanism – “921&206 Orphans 
Support Fund Project”. The project provides long-term care of orphans after the 
earthquake and at least 20 years of support from 921 to 206. The Company not only 
continues to provide up to NT$10,000 per month per person to support nearly 200 
orphans till they reach 18 years to help them continue their studies and settle down, 
but also arrange for Fubon’s employees to act as their guardian angels to provide 
companionships in their lives.

Earthquake support mechanism

921&206 Orphans Support Fund Project

At least 20 years of support

Up to NT$10,000 per month until age 18 

Support  nearly 200 orphans continue their studies and settle down
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3.2 Promote Employee Care with Sincerity

"Talent" is a competitive advantage that cannot be copied. It is the decisive force that allows enterprises to keep scaling new heights. Fubon Life has long 
been committed to talent development and cultivation. In addition to providing rich and diverse learning resources and career development opportunities, 
the Company encourages employees to engage in self-development, also attaches importance to the protection of human rights at work, actively responds 
to international human rights conventions, and through smooth and diverse communication channels and questionnaires, and listens to employees' 
suggestions to assess whether the various workplace management policies are appropriate. 

The Company provides competitive compensation and benefits, regularly participates in market compensation surveys, and maintains overall 
compensation competitiveness in accordance with market salary levels, economic trends, and personal performance of pay adjustments. In addition, the 
Occupational Safety and Health Committee is set up in accordance with the law to promote the four major safety programs, regularly maintains workplace 
safety and health, and conducts working environment testing, etc. The Company also plans for employee health promotion activities, lectures, medical 
consulting services, etc., to effectively manage, mitigate and prevent health and safety risks, and create a friendly and happy workplace.

 3.2.1ﾠDiversity and Human Rights in the Workplace

The Company complies with the "Human Rights Policy" established by Fubon Financial 
Holdings, recognizes and supports the international human rights conventions of the 
“United Nations Universal Declaration of Human Rights”, the “Global Covenant” and the 
“International Labor Organization Convention”. The Company treats all employees with 
a fair and respectful manner, implements workplace diversity, and enables members 
inside and outside the Company to strive to create a work environment that is dignified, 
safe, equal and free from harassment. 

The Company has set up the "Employee Complaints and Handling Guidelines", "Sexual 
Harassment Prevention and Complaints Investigation and Disciplinary Measures" and 
employee complaint channels. The relevant complaints and opinion cases are handled 
by dedicated personnel. All information which related to the complaints are kept 
confidential. Currently all the complaint channels are in normal operation. In addition, the 
Company will implement random peer surveys and self-assessment, conduct regular 
employee satisfaction surveys and executive meetings to assess the suitability of 
various management policies.

3.2.1.1 Implement a culture of pluralism and equality

 Committed to equal pay for men and women at all levels, and continue to hire 

 physically handicapped employees

The Company adopts a fair and reasonable compensation system, in which the 
compensation level of non-managerial employees are subject to job categories, and female 
employees are paid slightly less than male. But there is no gender difference in the level 
of remuneration of employees in managerial positions. The total remuneration of female 
managers at or above the Vice-President level is even slightly higher than that of male. 
Employee compensation by gender from 2018 to 2020 is shown as the following table:

(Principal salary plus bonus) Total
2018 2019 2020

Female:Male Female:Male Female:Male

Vice President and above 113：100 118：100 105：100

Executives under the Vice-President level 
(department heads and section heads, etc.)

98：100 99：100 98：100

Other employees (non-managerial level) 87：100 87：100 85：100
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The Company openly hires aborigines and people with disabilities. The number of 
employees hired from 2018 to 2020 is shown as the following table:

Items 2018 2019 2020 

Aborigines 303 297 279

People with disabilities 220 235 232

Total 523 532 511

3.2.1.2 Promote human rights issues in the workplace

The ratio of male to female employees in the Company is approximately 3:7, and we 
continue to promote diversity in the workplace and human rights education. The number 
of people receiving training on human rights issues from 2018 to 2020 is as follows, with 
no complaints cases of discrimination during this period.

 Training hours on human rights issues

Items
2018 2019 2020 

Male Female Overall Male Female Overall Male Female Overall

Number of hours 
of human rights 
training

307 861 1,168 319 906 1,225 324 919 1,243

Total number of 
employees trained 
in human rights

616 1,720 2,336 639 1,813 2,452 658 1,857 2,515

The total number 
of employees

1,091 2,486 3,577 1,134 2,593 3,727 1,145 2,624 3,769

Percentage 
of employees 
received human 
rights training

56% 69% 65% 56% 70% 66% 57% 71% 67%

 3.2.2ﾠEmployee Compensation and Benefits
The Company's employees are mainly local citizens in Taiwan, and senior executives are 
all local residents. The Company does comply with government labor-related regulations, 
in employing foreigners and has never employed child labor. In order to attract and retain 
talent, the Company continues to promote a compensation system and various benefit 
measures that are externally competitive, internally equitable and linked to performance 
to achieve fair compensation and diversified benefits.

 Managers’ compensation structure is linked to performance, which encourages 

 them to practice the core values of the enterprise and safeguard the rights and 

 interests of shareholders

The annual performance objectives of the Company's CEO and senior executives are 
linked with the financial indicators related to the Company's revenue and profitability, and 
are related to their variable compensation. In order to implement corporate governance, 
the Company links manager bonuses with the Company's long-term overall shareholder 
interests, and regulates the proportion, time limits and recovery mechanism of deferred 
bonuses in accordance with Fubon Financial Holdings’ "Bonus Deferred Policy". In addition 
to encouraging managers to pursue better performance, the mechanism also is intended 
to safeguard the rights and interests of all shareholders. Also, in order to manage the 
errors in compliance and operational risk related matters, the Company has included the 
"Internal Audit and Control Operation Indicators" into the annual performance indicators of 
employees. The results of the assessment are used as a basis for individual performance 
bonus payment to strengthen the link between variable compensation and risk.

 Employee performance goals are linked with the corporate ESG strategy, which 

 builds a consensus among employees on the enterprise ESG strategy vision

In addition to the individual goal section, the annual performance appraisal form of all 
employees includes "Positive Influence" in one of the mandatory assessment indicators 
of the workplace behavior segment, and the weighting shall not be less than 10% of the 
segment (personal goals account for 70% of the performance review while workplace 
behavior accounts for 30%). The top-down performance management mechanism 
is intended to establish a consensus among employees on the ESG strategic vision 
blueprint, and then guide employees to implement ESG in their daily work. The results of 
the assessment will be effectively linked to employees' bonuses in accordance with the 
"Performance Assessment Policy" to encourage employees to continue to work together 
and grow with the Company's policies.
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3.2.2.1 Employee composition, compensation and retirement systems

The Company is committed to retaining internal talent and attracting external talent with 
great potential. More than 98% of our internal staff are full-time employees, contracted 
worker and part-timers accounting for less than 2%. The Company also continues to 
provide internships through the Industry and Academia Partnership Program to help 
interns explore learning opportunities and enhance their employment rate after graduation.

Type of employment
2018 2019 2020

Male Female Male Female Male Female

Full-Time  employees 1,091 2,486 1,134 2,593 1,145 2,624

Part-time employees 22 38 31 43 14 34

Total 1,113 2,524 1,165 2,636 1,159 2,658

The proportion of new recruits in 2020 is 9%, and the average proportion of new recruits 
in the last 3 years is about 9.6%. The turnover rate of internal staff is 6.9%, and the 
turnover rate has become more stable in the last three years. Statistics on the number 
of new and departing employees from 2018 to 2020 are shown in the following table:

Items
2018 2019 2020

Male Female Male Female Male Female

New employee statistics

Age

Under 30 years of age 57 122 66 127 47 120

30-50 years old 69 112 52 116 78 91

Over 50 years old 5 1 3 2 2 3

Total 131 235 121 245 127 214

Departed employee statistics

Age

Under 30 years of age 23 46 22 31 22 47

30-50 years old 57 79 58 92 66 88

Over 50 years old 14 8 13 13 19 20

Total 94 133 93 136 107 155

 Offer competitive salaries and rewards, with the average salary of inexperienced 

 personnel 45% higher than the basic salary in Taiwan

In order to attract and retain talent, the Company regularly participates in market 
research every year to maintain its remuneration competitiveness. According to the 
survey, the average salary of the Company's inexperienced personnel is 45% higher 
than Taiwan's basic salary. Fubon Financial Holdings continues to be included in the 
Taiwan Stock Exchange's "Taiwan High Pay 100 Index" component stocks. In addition, 
the compensation structure of all employees is divided into fixed compensation and 
variable compensation (including performance bonuses), which mainly refers to the 
compensation level of the industry, and takes personal performance and the Company's 
operating performance into consideration.

The Company has an employee pension 
system under the Labor Standards Law 
and the Labor Pension Act, and has hired 
professional consulting firms to ensure 
the Company allocate sufficient amount 
of capital to make sure employees have a 
stable pension withdrawal and payment. The 
amount allocated for pension withdrawals 
from 2018 to 2020 is as follows.

3.2.2.2 Employee benefits policies and usage

 Employee benefits cover a wide range of economic and health areas

 Employee leave system: In addition to special leave and other leaves stipulated by 
relevant regulations, "Volunteer Leave" is also provided to encourage employees to 
participate in charity activities. Other leaves include 10 weeks of maternity leave (8 
weeks of maternity leave, 1 week of paid leave, and 1 week of unpaid leave).

 Employee benefits: This year's benefits are divided into “fixed benefits for three 
major holidays” and “marriage/funeral benefits”.

 Pensions: The Company has an employee pension system under the “Labor 
Standards Law” and the “Laborr Pension Act”, and has hired professional 
consulting firms to ensure the Company allocate sufficient amount of capital to 
make sure employees have a stable pension withdrawal and payment.

661,471,000

2018

646,144,000

2019

676,384,000

2020

Amount allocated for pension  withdrawal
units: NT$ dollar
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 Employee insurance: In addition to providing labor insurance and universal health 
insurance for every employee, the Company also offers group insurance, including 
life insurance, major illness insurance, accident insurance, medical insurance, etc., of 
which 70% of the premiums of public-funded group insurance is paid by the Company 
to provide employees and their families with more comprehensive protection. 
Furthermore, the out-of-pocket group insurance scheme, which offers premium 
discounts, is also offered to give employees the option to add additional coverage.

 Employee Shareholding Trust: Fubon Financial Holdings has implemented 
employee shareholding trust since 2005. Employees who have completed their 
probationary period can participate in the monthly fixed allocation of trust funds 
(self-funded); and the Company will match the allocation 100% (public funded). 
Starting from 2019, employees who have worked with the Company for two 
years will receive a 75% public funded payment and those who have stayed with 
the Company for more than 4 years will be able to receive a 100% payment. The 
participation rate of employee shareholding trusts has reached 86% by 2020.  

 Employee emergency relief and pension: For the employees who are facing 
financial challenges, Fubon Financial Holdings has an emergency relief channel. 
In the case of employee death, those who are due to occupational accident will 
be compensated according to Labor Standards law. For those who are not due to 
occupational accident, the Financial Holdings also has a pension guideline that is 
more preferential than the provisions of law. Pension of a maximum of 40 months 
of average wage pension, and plus a funeral expense equaling to 5 months of 
average wage will be paid. 

 Description of marriage and childcare plan: Flexible attendance time, preferential 
scheme of childcare measures, maternity leave and paternity leave, maternity 
benefits, child-care subsidies, child-rearing job retention and suspension system, 
maternity examination and rest and recuperation leave, unlimited number of 
children group insurance concessions, breastfeeding room, marriage allowance 
and marriage leave system.

 Stress Management Measures and Training: Employee Assistance Program (EAP) - free 
psychological counseling and free legal counseling, massage station, health lectures.

 Fitness Facilities and Health Promotion Programs: Happy canteens, employee sports 
centers, employee health check-ups that are more frequent and comprehensive 
than legally required are conducted every 2 years, full-time nursing professionals, 
group basketball games, Fubon Employee Sports and Family Days, and UHO Health 
Promotion Supervisors are assigned in all units to help promote these programs.

 Other benefits: special discounts for affiliates’ employees, special shop offers, 
group employee loans, etc.

 Employee Benefits Statistics in 2020

Benefit programs Number of grants (times) Subsidy amount

Maternity benefits 85 $1,130,000

Childcare benefits 481 $1,443,000

Senior employee reward 296 $6,365,600 

 Statistics on the number of parental leave between 2018 and 2020

Items
2018 2019 2020

Male Female Male Female Male Female

Number of persons eligible for parental  
leave in the current year (A) 92 162 82 153 82 161

Number of applications for parental leave in 
the current year (B) 6 37 3 29 8 41

Application rate (B/A) 7% 23% 4% 19% 10% 25%

Number of persons on parental leave who 
should be reinstated in the current year (C) 3 32 5 31 5 22

Number of actual applications for 
reinstatement in the current year (D) 2 26 4 25 4 15

Reinstatement rate (D/C) 67% 81% 80% 81% 80% 68%

Number of reinstatements in the previous 
year (E) 3 34 2 31 4 26

Number of persons reinstated for one year 
in the previous year (F) 3 28 2 24 1 21

Retention rate (F/E) 100% 82% 100% 77% 25% 81%

 3.2.3ﾠTalent Development and Cultivation
The Company is committed to "promoting all-round talent development and cultivation", 
and "to create gold medal talent, enhance practical momentum, build digital specialists, 
create a youth vision, and implement corporate governance" as the five major goals 
of talent development and cultivation. The Company initiates training programs that 
responds to market trend and thinks beyond the current situation to drive the growth of 
all staff. The Company also provides all-round and platinum-grade customer service to 
achieve the vision of "becoming Asia's first-class financial institution".



58

Well-governed
Construct Sustainable 
Governance1 Reliable

Build A Network 
of Trust3Accountable

Develop Reliable 
Support2 Meaningful

Moving Towards 
Green Operations4

3.2.3.1 Promote all-round talent development and cultivation
The training of our internal staff is planned in accordance with the “Employee Training and 
Development System”. The system adopts a two-track plan, which is divided into four major 
training systems: professional, management, strategic and self-development, and whether 
it is managerial or professional level, all employees can be developed in a complete and 
step-by-step manner. Agent training adopts a comprehensive "Education and Training Four 
Rings" framework, and provides systematic training of professional skills, module training 
to enhance the target function, connective training, focus on practical exercises and the 
implementation of coaching and the follow-up training, provide continuous guidance from 
coaches to assist tied agents to prepare their professional competence of all stages to 
provide customers with the most comprehensive services.

3.2.3.2 Target actions and results

 Optimize the cultivation system, leverage "Action Learning Method" to drive the 

 development of talent

The Company attaches great importance to the quality of the training development 
mechanism to avoid the poor results due to individual experience during the 
implementation. The Company has established an SOP system from functional analysis 
inventory, curriculum requirements to curriculum development, instructor training, and 
implementation and evaluation process (ADDIE), to maintain a consistent high degree of 
standardization and specialization of education and training.

 Fubon Life Talent Training SOP system

1 2 3 4

8 7 6
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Fubon Life Talent Training SOP system

In planning training activities, the "Action Learning 
Method" is used as the benchmark to pass on 
knowledge and skills in the curriculum, and is 
supplemented by simulation exercises. After-
class observation is also made to review the actual 
behavior of the participants to identify learning blind 
spots and obstacles, from which to give feedback 
to improve their skills, and implement the "Action 
Practice Learning" purposes. At the same time, with 
The Level 4 in Kirkpatrick's learning evaluation theory 
as the goal, the Company also manages to confirm 
whether the effectiveness of the training program is in line with the expected objectives 
from the feedback of supervisors and employees, customer service quality, profit and actual 
capacity, etc., and continuously optimizes the planning of training courses and action plans.

 Kirkpatrick Learning Evaluation Theory

The level of motivation/interest/satisfaction during the
participants’ learning process. 
    indicators: satisfaction survey

Reaction

The knowledge/skills/attitude learned by the participants as a result
of the training.
      indicators : assessment, tests

Learning

Participants apply what they have learned to their work.
     indicators: observation, interview, evaluation, behavior before and
     after training

Behavior

The improvement of sales/capacity/profit/cost/service quality  due to the training.
     indicators: sales volume, retention rate, performanceOutcomeLevel 4

Level 3

Level 2

Level 1

Training for internal staff / tied-agents is divided into both physical and digital courses, 
with the following results:

107,092

7,680Physical
courses

85,100Digital
courses

Physical
courses
Digital
courses

600,000

52,579
89,468

Tied AgentsInternal Staff

attendants

attendants

attendants

attendants

hours hoursMore than 

Action Learning
Method

Practice
(Practical

application)

Reflection
(Clarify the
question)

Planning
(Knowledge
Absorption)

Integration 
(Understanding

module)
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 Deepen the coaching mechanism, build an interactive organizational culture and 

 succession model, and strengthen the practical functions of employees

In order to shape the "Coaching" leadership culture and encourage supervisors to ask 
questions to guide employees to think independently, and thus to build the spirit of 
accountability and problem-solving ability, the Company has incorporated the coaching 
leadership in the development of reserve talent process through the "Master System" 
and "Department / Section Supervisor Learning Circle" and other projects since 2016.

Sales offices are leading ahead in establishing the "Coaching System". In the key talent 
cultivation curriculum, experienced supervisors provide intensive guidance through 
demonstration, diagnosis, teaching, feedback and other ways to transfer professional 
knowledge skills and practical experience, create an open and interactive organizational 
culture and inheritance model, and enhance substantive functions.

Training 
activities

Training  
positioning

Cumulative results 
over the years

Description of the coaching mechanism

Rising Star 
Growth camp

Cross-
generational 
entrepreneurship 
workshop

10 sessions

Coached by the head of outstanding sales 
offices, the students' leadership is rapidly 
enhanced through the sharing of leadership, 
management and business practices and the 
development of practical exercises.

Division 
Manager 
Development 
Class

Cultivate sales 
office managers

14 sessions (A total 
of 422 Unit Managers 
were bred, of whom 181 
were established the 
sales Office)

Head of Sales Operation will act as the 
commander-in-chief, and the outstanding 
sales office managers will act as coaches 
to strengthen the trainees’ organization 
development skills. The implementation of 
monthly action plan and performance review 
to comprehensively train the five management 
capabilities to operate the sales office.

“Boundless 
Talent Project” 
Training 
Courses 

Develop local 
communities and 
build a people’s 
brand 

11 sessions (103 
“Boundless Talent” 
offices have been 
established)

Regional executives and sales office managers 
who have outstanding performance in urban 
and rural development act as coaches to attract 
local talents to serve the local community to 
achieve the Company's social responsibility of 
balancing the service in urban and rural areas.

 Use intelligent technology to build a knowledge base for learning in the cloud 

 and nurture digital talents

The Company's recent training focuses on artificial intelligence and data analysis, stages 
the energy of digital transformation through AI themed workshops, and enhances the 
digital competitiveness of internal staff. At the same time, the Company also actively 
uses digital technology to train internal staff, such as the introduction of Hahow online 
courses, remote video training, O2O online learning and offline tutoring, so that learning 
methods and resources become more and more diverse, and learning is no longer 
limited to specific time and place during the pandemic. 
In addition, the Company uses digital platforms and technology media, such as Fubon 
New Horizons live broadcast and premiere mechanism, as well as remote Fubon Easy 
Learning Network, Fubon E-Book City and other readily available technology platforms, 
to provide tied agents with real-time learning and customer service environment to 
effectively implement the training for more than 20,000 tied agents.

 To promote industry-academia partnership and minimize the gap between learning 

 and actual practice, more than 100 supervisors and employees devote to education 

 for students

The Company actively carries out the partnership 
between the industry and the academia and 
talent training program. We have been promoting 
the “Campus Talent Development Convergence 
Program”  s ince 2016,  which we hope to 
connect academic learning and professional 
practices together smoothly through internship 
activities. Simultaneously, each intern has a 
dedicated mentor who shares experiences and 
accompanies the intern during the learning 
process. During 2019~2020, the Company 
partnered with 29 schools, and a total of 348 
students participated in this internship. 
The sales office’s “Enterprise Internship” also partners with colleges and universities 
in providing college graduates with financial insurance knowledge and insurance 
education training to help them pass the examination for certification to improve their 
competitiveness in the labor market.

Number of schools for 
industry-academia partnership 

Number of departments for 
industry-academia partnership

Number of students coached

Number of Fubon Life sales 
offices involved

40

34

313

93



60

Well-governed
Construct Sustainable 
Governance1 Reliable

Build A Network 
of Trust3Accountable

Develop Reliable 
Support2 Meaningful

Moving Towards 
Green Operations4

 Promote compliance education, implement corporate governance, with 100% of 

 employees complete the training

The Company conducts compliance training for all employees to create a culture of 
integrity. Because tied agents face client directly to provide financial and insurance 
services, their integrity and professional services require a higher standard. In 2020, a 
total of 12,529 new agents have completed the compliance training with the completion 
rate of 100%. A total of 42,050 existing agents have completed the training with the 
completion rate of 100% as well.

 3.2.4ﾠOccupational Safety and Health

The Company has always emphasized on "Sustainable Business Workplace of Health 
Promotion and Employee Health and Safety". We have sparing no efforts in promoting 
employee care and developing plans to promote health and safety in the workplace, 
to create a positive culture, encourage appropriate development and offer a working 
environment that help the employees achieve work-life balance. The Company leverages 
a full range of health-promotion services to achieve a happy enterprise that highlights 
good health, positive working environment, learning and charity.

3.2.4.1 Caring attentively to support employees

 Set up a dedicated occupational safety unit, and the number of labor representatives 

 accounted for more than one third of the total number of committee members

In order to implement and promote occupational health and safety programs, 
the Company has set up a dedicated unit “Occupational Safety, Health Services 
Management Department”, which establishes a code of practice for occupational safety 
and health based on “Occupational Health and Safety Act”. It is actively promoted by the 
Company’s occupational safety committee to ensure the safety and physical and mental 
health of employees.  

Chairperson of the “Occupational Safety and Health Committee” is appointed by the 
President of the Company. Members of the committee include senior department 
heads, occupational safety and health professionals, health care workers engaged in 
labor health services and labor representatives, among which labor representatives have 
more than 1/3 of the seats. Regular quarterly meetings are held to discuss occupational 

safety and health risk issues, and the objectives of the plan are included in the annual 
performance appraisal of relevant personnel to promote the implementation of safety 
protection programs, prevent occupational accidents, and ensure the safety and health 
of employees. In addition, the results of the implementation of the safety and health 
management schemes are recorded on a monthly basis and summarized in the annual 
closing report. Recommendations for improvements are made to the review projects, 
and the plans are included in the implementation of the annual objectives to create a 
healthy and safe workplace environment.

(1) Occupational accident analysis and preventive measures

Analysis of annual occupational accident and according to the case report to know 
deeply the causes of injury; meanwhile, plan related education, training materials 
and activities to enhance employee’s safety awareness.

(2) 2018-2020 Occupational Accident Analysis and Statistics

Internal Staff Gender 2018 2019 2020

Number of injuries caused by 
occupational accidents 

Male 6 4 9

Female 11 28 22

Number of deaths  caused by 
occupational accidents

Male 0 0 0

Female 0 0 0

Scheduled charge
Male 118 66 176

Female 74 195 144

Disabling injury frequency rate 
Male 0.11 0.07 0.17

Female 0.20 0.52 0.41

Disabling injury severity rate
Male 2 1 3

Female 1 3 2

Note:
1. Disabling injury frequency rate (FR) = (10 to the power of six × number of disability injuries) ÷ total experienced 

hours = (injury and death) × 10 to the power of six ÷ (total number of active workers × total working days × 8 
hours) (calculated to 2nd decimal place, not rounded)

2. Disabling injury severity rate (SR) = (days of loss due to disability injury × 10 to the power of six ) ÷ total 
experienced work (calculated to integer, not rounded)

3. The statistical data recommendations are based on the number of injuries/deaths, days lost, frequency/severity 
of disability injuries as defined in the “Occupational Safety and Health Department” of the Ministry of Labor 
Affairs.

4. Main injury categories: road traffic accidents
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3.2.4.2 Establish a pleasant working environment

To create a healthier, safer and friendlier occupational environment, the Company's 
related actions are as follows:

Fully promote the 
four major safety 

plans

 Abnormal workloads contribute to disease prevention program
Through the program questionnaire and analysis data, the Company tries to 
understand the workload situation of employees, conducts health lectures 
to promote health knowledge, provides active care and high-risk employee 
interviews by the Company's healthcare personnel to assist employees in 
identifying source of stress and giving work, life and health-related advice.

 Maternal health protection program
During pregnancy and within one year after childbirth for employees, the Company 
provides regular care, arranges physician consultation, and identifies environmental 
hazard to ensure the safety and health of employees and their babies.

 Ergonomics hazard prevention program
The Company provides desk and chair with adjustable height, regularly conducts 
ergonomics hazard questionnaires, and promotes lecture activities, physician 
counseling services, education EDM, ergonomics preventive education advocacy 
videos, and employees’ massage stations.

 Workplace unlawful violation prevention program
The Company develops a workplace of unlawful violation prevention plan, adopts 
the principle of "zero tolerance" for all kinds of workplace violence, and protects 
employees from internal and external abuse due to the performance of their duties.

Provides health 
examination 

that are better 
than regulation 

stipulated in terms 
of items

The Company holds health check-up for all employees every 2 years, provides 
more than 30 health check-up items, lets employees understand their own health 
status and improvement priorities, provides follow up and plans health promotion 
activities, lectures, medical consultation resources, etc. in accordance with the 
results of health examinations, and assists employees to effectively manage, 
mitigate and prevent health risks.

Regularly monitor 
the office 

environment

Regularly implement workplace carbon dioxide, lighting and anti-sneak camera 
detection operations every six months, and announce monitoring reports to 
continuously maintain the air quality of the office environment.

Implement 
occupational 

safety and health 
education and 

training

 Build an “Occupational Safety Protection Network” on the employee e-training 
platform to provide relevant health related video and information. 

 Plan and implement various occupational safety and health education training 
and measures to enhance employees' awareness of workplace safety and health.

 In response to the Ministry of the Interior’s "National Disaster Prevention Day - 
National Earthquake Shelter Exercise", the Company conducts two fire escape 
shelter training and an earthquake shelter exercise every year and the exercise 
records are uploaded to the Company's internal website.

3.2.4.3 Comprehensive health management

Set up a “Unit Health 
Officer” to enhance the 
effectiveness of employee 
health promotion

In 2017, the Company led the industry in developing the "Unit Health 
Officer (UHO) Management Measures", which was approved and issued 
by the President of the Company. Deputy managers of each department 
will serve as UHO, who will exchange health promotion results and future 
promotion plans through regular meetings as the direction of health 
promotion activities planning. An UHO group communication platform is 
also established to timely convey health promotion messages, and make 
UHO the best promoter of the Company's health promotion activities.

Plan physician consulting 
services to meet employees' 
healthcare needs

Take the initiative to care for employees and arrange physician 
consultation, provide health-related advice, and use the "Occupational 
Safety Mailbox" to maintain a smooth communication channels with 
employees. Review the working environment safety at any time to 
ensure employees health and safety.

Establish a sound notification 
mechanism for occupational 
accidents to improve the 
health and self-management 
and awareness of 
occupational safety

Through the 24-hour online occupational accident reporting mechanism, 
the Company is able to learn the cause of injury of employees 
immediately and provide relevant assistance. The Company also 
investigate and understand the cause of the accident and follow-up 
through internal publicity to enhance the health and safety awareness of 
employees.

3.2.4.4 Use technology to create a healthier and safer work environment

Use APP to organize 
various health promotion 
activities to promote the 
office sports atmosphere

 Leverage the “Health Positive Power Energy” APP to organize walking 
competitions to encourage all employees to develop exercise habits. 
Nearly 2,000 employees participated in the walking activity, and the 
cumulative total number of walking steps were more than 500 million 
steps. 

 Launched the Fun Group APP in 2020, combining walking 
competitions with a variety of tasks such as social media posts to 
increase interest in participating in the event. Around 2,300 employees 
had participated in the events.

Build an automated 
occupational safety and 
health management system 
to improve the efficiency of 
workplace safety inspection 
operations

In order to improve the efficiency of routine occupational safety 
inspection operations every quarter, an "Occupational Safety and Health 
Management System" is established to ensure workplace safety of 
inspection efficiency and quality by filling in online documents, offer 
automatic activation notification, conduct follow-up, connect internal/
external staff sign-off system for online sign-off, and produce the required 
consolidation reports.
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4
Moving Towards 
Green Operations

Meaningful

4.1 Fully Introduce Green DNA

Fulfilling the commitment of environmental sustainability is Fubon Life's corporate mission. We are 
committed to instill the concept of ESG into the Company's DNA by partnering with the government, 
suppliers, employees, and the public to engage in green operations to mitigate environmental impact.  

The Company regularly reviews the energy used in the operation process in its daily operations, conducts 
comprehensive equipment maintenance and replacement, thereby reducing carbon emissions and 
enhancing employee’s awareness of environmental sustainability through multiple communication 
channels within the Company. At the same time, the Company takes actions to demonstrate the 
determination to protect the environment, such as establishes green communication platform, invites 
suppliers to work together to build a sustainable home, and promotes from the inside of the Company 
to the outside, influencing the public to pay attention, understand, participate in environmental issues, 
afforest our living environment, and pass on the sustainable planet to future generations.

 4.1.1ﾠLow-carbon Strategy

The Company follows the low carbon strategy based on the "Fubon ESG Visioning Project” set by Fubon Financial Holdings 
and develops corresponding action of plans in response to the United Nations Sustainable Development Goals. In addition to 
implementing the strategy and action plan internally, the Company also assists the innovation of low-carbon transition industry 
and promotes circular economy via its financial influence to promote sustainable development. These efforts have been 
repeatedly recognized by the business community in recent years.

2020 Winner of the Asian 
Corporate Social 
Responsibility Award - Green 
Leadership Award

2019 Awarded the first National 
Enterprise Environmental 
Protection Award – 
“Bronze Award presented by 
the Environmental Protection 
Administration (EPA)” of the 
Executive Yuan

Awarded the "Green Procurement 
Excellence Unit" certification 
issued by The Department of 
Environmental Protection of 
Taipei City Government for five 
consecutive years

Awarded the 
"Green Procurement 
Excellence Unit" 
certification issued by EPA for 
three consecutive years

Awarded the first prize of the 
“Buying Power Social Innovation 
Product and Services 
Procurement Incentive 
Mechanism” from the Ministry of 
Economic Affairs for three 
consecutive years

Acquiring the greenhouse 
gas inventory certification 
(ISO-14064-1) for five 
consecutive years

Acquiring the energy 
management system 
certification (ISO-50001) 
for 3 consecutive years

Acquiring the environmental 
management system 
certification (ISO-14001) for 
two consecutive years

Sustainable
Performance
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4.1.1.1 Formulate and Promote Management policy
The Company follows the “Fubon Financial Holdings and Subsidiaries Climate Change 
Management Guidelines” and reference to information published by domestic and 
foreign institutions, such as the “Corporate Social Responsibility Best Practice Principles 
for TWSE/TPEx Listed Companies”, the “National Climate Change Adaptation Action 
Plan”, research reports from the United Nations Environment Programme (UNEP) and 
the Task Force on Climate-Related Financial Disclosure (TCFD) issued by the Financial 
Stability Board (FSB). The Company incorporates climate change influencing factors in 
the business strategy planning and decision-making process, and annually reviews the 
risks and opportunities that climate change may generate for its business to address the 
significant operational impact of climate change.
The promotion areas include energy conservation, reduction of greenhouse gas and 
green finance. The Company continues to promote environmental sustainability through 
greenhouse gas emissions of reduction, energy efficiency improvement, support for 
renewable energy investment and deepening green operational management. In addition, 
the Company has an ESG environment sustainability mailbox and promotes environmental 
education on a regular basis. Externally, the Company provides 0800 customer service 
hotline and customer service channel to facilitate communication by reducing the risk.

4.1.1.2 Establish Environmental Sustainability Taskforce and move towards 
green finance and sustainable development

The Company has set up an environmental sustainability 
taskforce to promote the four major carbon reduction 
strategies, and set the environmental sustainability 
targets for energy conservation and carbon reduction, and 
establish short, medium, and long-term plans since 2017. 
From internal response to social promotion, the Company 
aims at incorporating the concept of environmental 
sustainability into the day-to-day operation and services 
through real actions. In 2018, the Company formulated 
the “Declaration on Environmental Sustainability” to 
promote environmental education in the workplace in 
response to the government's energy conservation policy. 
Simultaneously, the Company demonstrated the influence 
of enterprises, promoted green diet and consumption to 
the public, and gave consumers a very different brand experience. 

The information is disclosed on the Company's 
official website / environmental sustainability section.

 Implement four carbon-reduction strategies and fulfill the corporate culture of 

 environmental protection

Four Carbon-
Reduction
Strategy

Promote
green

procurement

Create a
friendly

workplace

Paperless
service

Respond to
environmental

protection

promote green procurement of hardware and 
software, foster farmers or social enterprise 
groups involved in environmentally friendly 
practices to promote green consumption.

hold environmental protection activities, 
expand social participation, and exert the 
positive influence of Fubon.

promote office greening and waste reduction 
of measures to create a friendly workplace.

reduce the amount of paper in the service 
process through electronic operation to 
reduce the carbon footprint.

 Set an "Environmental Sustainability Target for Energy Conservation and Carbon 

 Reduction" to implement a low-carbon operating strategy

In October 2020, the "Environmental 
Sustainability Target for Energy 
Conservation and Carbon Reduction" 
was set.  The target covers the 
reduction projects of greenhouse 
gas, electricity, water, and paper 
usage. With 2019 as the base year, 
the target will be promoted until 
2022. The Company will also adopt 
PDCA rolling management to reduce 
the impact of operations for the 
environment.

Official Website-
Environmental

Sustainability Section

Reduction 
Target Target

greenhouse 
gas

The per capita value is 1% lower per year, 
compare with the base year of 2019 

water usage
The per capita value is 1% lower per year, 
compare with the base year of 2019 

electricity 
usage

The per capita value is 1% lower per year, 
compare with the base year of 2019

paper usage
Total reduction by 2.5% year-on-year, 
compare with the base year of 2019

https://www.fubon.com/life/English/6910079D19FD43B88F035A6063BFAC20/ESG-CSR/7FEE6542FDDF4FD7A7B37665893E1325/
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 Set the short, medium- and long-term plan of environmental sustainability to fully promote the sustainable development of enterprises

Short-term plan
to promote the greening of service processes and to 
develop the environmental protection DNA

Medium-term plan
to establish a green communication platform and 
march towards the sustainable development of 
enterprises

Long-term plan
to promote education on environmental sustain-
ability and practice the concept of seeking common 
good with the environment

Promote energy conservation and e-projects in the 
workplace, green energy / alternative energy of 
investment projects, large-scale environmental protection 
campaign, and actively pursue ISO certification. 
Continuously develop environmentally friendly practices, 
starting from energy conservation and carbon reduction. 
By fintech upgrades and innovation, it instills the 
sustainable DNA into the corporate culture.

Promote environmental conservation through 
environmental protection programs and charity 
activities and extends the environmental 
protection education to policyholders and the 
general public. Influence can be created from a 
small move or a tiny idea in daily life. The 
Company encourage people to practice the 
concept of seeking common good between 
mankind and the environment in daily life.

Environmental
Sustainability

Plan

Continue to hold supplier exchanges, establish a green 
communication platform, and increase the proportion 
of green procurement year by year.  In order to 
implement environmental management, the Company 
formulates relevant environmental management 
policies, and responds to the government's green 
energy policy and foster green energy industry to 
create a better environment.

 Create green buildings, introduce ISO certification and actively respond to the 

 government‘s policy of developing renewable energy

In order to fulfill the responsibilities of a global citizen and fulfill the commitment of 
environmental protection, Fubon Life has achieved international certifications such 
as "Greenhouse Gas Inventory Certification ISO-14064-1", "Energy Management 
Certification ISO-50001" and "Environmental Management System Certification ISO-
14001" to improve energy efficiency and reduce carbon emissions since 2017. The 
Company also implements self-monitoring operations such as waste management and 
waste reduction to reduce the impact on the natural environment.

The Fubon Dunnan Building is built with solar panels and wind power to 
support the development of renewable energy through practical action.

Fubon Life Linsen South Road 
Zhongzheng District Chengkung 
Section hotel construction project 
has adopted adjacent sidewalk 
(green space), to create a friendly 
neighborhood environment.

In addition, the new buildings are constructed based on green building indicators. Six 
building have currently received green building certification. All new construction projects 
are designed in accordance with the Fubon Group's policy of energy conservation and 
carbon reduction, and continue to pursue green buildings certification.

 Fubon Life Buildings with Green Building Label

The name of the Building
Get the year
(The year of 
obtainability)

Rating Class

Fubon Life Xinyi A10 Commercial Building 2013 Diamond 

Fubon Dunnan Office Building  2015 Diamond 

Fubon Life Da'an Road Hotel Building 2015 Certified 

Fubon Life Taichung Wenxin Office building  2018 Bronze

Fubon Life Tongshan Street Building( the land located at No.354, 
Sublot 2, Lot Lin-Yi,Zhong-zheng District.) 

2019 Bronze

Fubon Life Linsen South Road Hotel Building  2020 Gold

Certification source: Taiwan Architecture & Building Center 
Note: Mark as projects with sidewalk (green space) adopted
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 4.1.2ﾠGreen Operations

In response to the challenges of global climate change, the Company actively promotes 
environmental greening and green service processes. Since 2016, the Company has 
started to promote voluntary energy conservation programs, effectively reduce energy 
consumption and actively create friendly workplaces through energy-saving measures. 
For instance, setting office air conditioning at 26 degree, using high-efficiency lamps and 
energy-saving control devices, controlling the number of elevators activated during off-
peak hours, setting automatic hibernation for office machines and computer equipment, 
and prioritizing green building materials in the workplace. 

The Company also takes active measures as an “Enterprise Energy-Saving Activist” in 
response to the summer energy conservation campaign of the Energy Bureau of the 
Ministry of Economy Affairs. In addition to the quarterly office environmental protection 
competition, the air-conditioning temperature has also been set at 26 to 28 degrees of 
Celsius in summertime. In response to the global campaign of Earth Hour, the Company 
also turns off the lights at noontime for an hour at the branch offices (excluding sales 
offices) nationwide. 

The business flow of insurance services usually involves providing product factsheet, 
signing insurance application documents, printing and signing hard-copy policies, 
sending all kinds of notices, policy revision applications and claim applications in the 
past. Considering that the service flow produces a large amount of paper consumption, 
the Company continues to introduce a number of paperless services and mobile 
projects to improve the efficiency of administrative operations and work together with 
policyholders to create a low-carbon and healthy environment through the promotion of 
paperless service to implement the concept of environmental sustainability.

The Green Operations Action Plan and highlights for 2020 are as follows:

Action Plan Highlights

Replace LED 
energy-saving 

luminaires

Replace the traditional lamps of Songshan Building office with 1,554 LED energy-saving 
lamps, estimated energy savings of 157,000 kW-h, annual savings of about NT$610,000.

Action Plan Highlights

Get ISO 
environmental 
management 
certification

 Greenhouse Gas Inventory Certification (ISO 14064-1)
Regularly review and examine carbon emissions by promoting energy conservation 
and carbon reduction measures that continuously reduce greenhouse gas emissions, 
has been certified for 5 consecutive years.

 Energy Management System Certification (ISO 50001)
Identify improvements through continuous monitoring and management of energy 
usage to reduce energy consumption and expenditure. The scope of auditing is Life 
Insurance Building and Hangnan Building, both of them have been certified for 3 
consecutive years.

 Environmental Management & Auditing System Certification (ISO 14000)
Review the Company from the perspective of product life cycle. Think about how to 
re-improve manufacturing and service-related processes to reduce the environmental 
impact of enterprises. The scope of auditing is mainly Life Insurance Building, Jianbei 
and Songshan Buildings. All buildings have been certified for 2 consecutive years.

Promote 
paperless 

service

Actively participate in the "Electronic Policy Certificate" promoted by the competent 
authorities, which incorporates the electronic policy files into the "Insurance Technology 
Sharing Platform" and deposits the certificate on the third-party certification body platform.

Promote the 
e-notice

 The official website will set up an electronic notice section, and non-transacting 
members can apply for electronic notice online to promote the electronic notice in a 
simple and efficient way.

 In 2020, more than 200,000 policyholders have applied for new electronic notices, 
saving a total of 1.52 million sheets of paper and an estimated reduction of 32,897 
kg of carbon emissions. 

 The total number of applicants has exceeded 1.06 million, resulting in savings 
of more than 7.96 million paper pieces and a reduction of 172,189 kg of carbon 
emissions by the end of 2020.

Claims easy 
pay

Online claims have been processed through the claims easy pay platform in 2020, 
resulting in a reduction of 47,437 hard copy claim applications and an estimated 
reduction of 2,053 kg of carbon emissions.

Mobile 
Insurance 
(MAPP)

 85% of the new contract applications submitted by the tied agents have been made 
through the mobile insurance application platform.  The Company further expands 
the platform to the bancassurance channel including China Trust Commercial Bank 
and Bank SinoPac.  

 A total of 430,801 copies of insurance applications have been reduced in 2020, 
resulting in an estimated reduction of 65,256 kg of carbon emissions.

Online 
insurance

The total number of online insurance applications in 2020 is 21,667, of which 91% are 
electronic policies and 93% of travel insurance are electronic policies.
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4.1.2.1 Greenhouse gas emissions

Since 2016, the Company has introduced ISO 14064-1 greenhouse gas inventory 
certification, and the annual inventory coverage rate has all reached 100%. Through 
the greenhouse gas inventory inspection, the Company is able to clearly control the 
actual emissions. In addition, in order to respond to international trends, the Company 
followed the greenhouse gas reduction target set by Fubon Financial Holdings, and also 
introduced science-based carbon reduction targets (SBT) to fulfill the environmental 
protection and low-carbon commitments.

The Company's greenhouse gas inventory statistics for the past three years are as 
follows. In 2020, the scope of inventory inspection has been revised due to the fact 
that Fubon Financial Holdings have allocated the greenhouse gas emissions to various 
subsidiaries, including life insurance, banking, property insurance and securities. The 
Company will continue to carry out inventory inspection and carbon emission reduction.

 Greenhouse gas inventory table

Description of greenhouse gas 
inventory inspection Scope Unit 2018 2019 2020

The total greenhouse gas 
emissions assigned by Fubon 
Financial Holdings to Fubon Life 

(Class 1 and Class 2)
metric 

ton 
(CO2e)

- - 3,445.78

Total greenhouse gas emissions 
from Fubon Life branches (Class 1 and Class 2)

metric 
ton 

(CO2e)
18,805.71 17,521.47 15,546.81

Emission density denominator 

Emission density is 
calculated based on the 
floor area of the building 
of the operating location

square 
meter 285,290 274,945 310,188

Emission intensity - - 0.0659 0.0637 0.0612

Note 1: Emission intensity is based on the total number of pings of the branches nationwide. The numbers 
of business locations are 214, 210 and 188 in 2018, 2019 and 2020, respectively; and the total 
floor areas are 285,290, 274,945, and 261,843 square meters respectively. 

Note 2: In 2020, as a result of the adjustment of the scope of the inventory inspection, the total floor 
area of the buildings assigned under Fubon Life, including Life Insurance building, Fu'an Building, 
Property Insurance Building, No.210 Building, Neihu Building and Songshan Building, is 48,345 
square meters. The total floor area inspected is 310,188 square meters, which include the 261,843 
square meters of the branch offices

4.1.2.2 Waste management

In order to reduce the burden on the environment and implement environmental 
management measures, the Company continues to promote the recycling of resources. 
Garbage recycle bins are installed at all floors of the office building and employees are 
reminded to use less disposable tableware to minimize the amount of garbage and 
maximize resource recycle in order to effectively reduce the total amount of waste.

The Company's waste management statistics for the past three years are as follows. 
Due to the expansion of the scope of inventory inspection, the amount of recycled waste 
has increased from the previous year in 2020.

 Waste management statistics

Total amount of general  
business waste

Unit 2018 2019 2020

The total amount of general business 
waste being recycled kg 82,240 91,570 512,392 

The total amount of general business 
waste receiving being incinerated  kg 674,119 615,188 580,001

 Waste calculation methodology

Item Statistics Unit 2018 2019 2020

The total amount of general 
business waste recycled (waste 
containers, etc.) 

(A) kg - - 347,342 

The total amount of general 
business waste recycled 
(recycled paper) 

(B) kg 82,240 91,570 165,050 

The total amount of general 
business waste recycled

Subtotal 
(A+B)

kg 82,240 91,570 512,392 

Note: The total amount of general business waste (waste containers, etc.) for recycling is not recorded in 
2018-2019.
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4.1.2.3 Water resources management

In view of the impact of global climate changes on the environment and ecology, and 
the frequent natural disasters, enterprises could face the business crisis caused by 
water scarcity. In order to reduce the operational risks arising from water scarcity, the 
Company has incorporated water resources management into the important issues of 
environmental sustainability management policy.

In order to implement water resources management, the Company has introduced newly 
designed faucets, water-saving toilets and automated flushing sensing systems and 
other water-saving equipment in existing office buildings. The Company also regularly 
reviews the daily water usage and develop management improvement plans in response 
to abnormal data. In addition, the Company also has installed rainwater catchment 
system, water recycling systems and related water-saving equipment in new buildings to 
promote water resources recycling and reuse.

The Company's waste management statistics for the last three years are as follows. In 
2020, the scope of inventory inspection has been adjusted due to the share of the total 
water consumption of the Life Insurance building, which allocated by Fubon Financial 
Holdings.

Statistics on water resources 
management Unit 2018 2019 2020

The total water consumption of 
Fubon Life, which is assigned by 
Fubon Financial Holdings  

Million liters - - 55.63

Total water consumption in Fubon 
Life branches

Million liters 145.83 143.33 142.65

Note: The total water consumption of the Fubon Life building assigned by Fubon Financial Holdings in 
2020 covers six buildings, including Life Insurance Building, Fu'an Building, Property Insurance 
Building, No.210 Building, Neihu Building and Songshan Building.
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Appendix
Appendix 1, Identification of Material Topics

Material Topic GRI Meterial Topic

GRI Management 
Approach

(Corresponding 
Chapter)

Description

Impact Boundary

Where the 
impacts 

occur

Fubon Life's involvement  
with the impacts

Directly Indirectly Via business 
relationship

Corporate Governance and 
Ethical Management

Anti-Corruption (205) / 
Anti-Competitive Behavior (206)

Deepen the Company's 
Sustainable Governance

The company's sound governance structure and operation, including the composition and 
operation of the board of directors, ethical management, anti-corruption, internal audit/internal 
control, risk management, shareholders' equity and decision-making participation

Fubon Life

Business Performance Economic Performance (201)/Tax (207)
Responsible 

for Sustainable 
Management 

The company's operating profile, revenue expenditure and profitability, as well as its business 
strategy and performance Fubon Life

Compliance

Environmental Compliance (307)/ 
Customer Health and Safety (416)/
Marketing and Labeling (417)/
Socioeconomic Compliance (419)

Deepen the Company's 
Sustainable Governance

Company compliance practices in response to environmental, social and economic regulations, 
as well as the improvement, treatment and response of violations Fubon Life

Sustainable Development 
Strategies

Responsible 
for Sustainable 
Management

The company's development strategy and vision, as well as the sustainable development of 
the core business, which includes the construction of a sustainable development environment 
and consensus within the company. In the context of global trends, promoting the sustainable 
transformation of the core business, such as the establishment of sustainable development 
blueprint, goal setting, action plan

Fubon Life

Risk Management and 
Underwriting

Deepen the Company's 
Sustainable Governance

A risk management system that covers the corporate hierarchy and underwriting processes, 
includes risk identification  (including emerging risks),  risk management organizational structure 
and system, and develops responses to related risks

Fubon Life

Information Security and 
Privacy Customer Privacy (418) Deepen the Company's 

Sustainable Governance

The company's information security resilience, customer privacy and personal data protection, 
including whether has constructed the security management mechanism, the establishment 
of a dedicated unit responsible for information security system planning, monitoring and 
implementation of information security management operations, and regularly report to the 
director level on related conditions

Fubon Life

Treating Customers Fairly 
and Claims Management

Take the Lead in 
Promoting Responsible 

Finance

Treat consumers fairly and reasonably and provide transparent and fast claims services, 
including the principle of fairness and integrity, fact-based advertising and solicitation, product or 
service suitability, complaint protection principle, transparent claims mechanism

Fubon Life

Digital Technology and 
Innovation

Continuously Introduce 
Innovative Services

Develop digital innovation, leverage  blockchain, big data and artificial intelligence, integrate 
internal and external resources, and provide customers with better and innovative services 
through cross-industry collaboration and business creation

Fubon Life

Responsible Investment Indirect Economic Impacts (203)/
Human Rights Assessment (412)

Take the Lead in 
Promoting Responsible 

Finance

The company considers ESG issues in its investment decision-making process and establishes 
responsible investment policies, management mechanisms, and implementation measures Fubon Life

ESG Products and Services
Take the Lead in 

Promoting Responsible 
Finance

Develop products and services that can reduce risk, have a positive impact on ESG issues, and 
enhance risk management Fubon Life
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Material Topic GRI Meterial Topic

GRI Management 
Approach

(Corresponding 
Chapter)

Description

Impact Boundary

Where the 
impacts 

occur

Fubon Life's involvement  
with the impacts

Directly Indirectly Via business 
relationship

ESG Sales and Promotion
Take the Lead in 

Promoting Responsible 
Finance

Provides sales/marketers with educational training on product/service knowledge of ESG issues 
and includes important messages related to ESG issues in marketing strategies or activities Fubon Life

Multi-party Cooperation 
to Promote ESG-related 
Initiatives

Contribute to Local 
Community 

Connect with customers and business partners to raise the awareness of ESG issues; work with 
the government, insurance regulators, and other stakeholders to promote action on ESG issues Fubon Life

Talent Development and 
Cultivation Training and education (404) Promote Employee Care 

with Sincerity
The mechanism of employee cultivation and career development, such as education and 
training, performance appraisal, incentive measures, career planning assistance measures, etc Fubon Life

Employee Compensation 
and Benefits

Economic Performance (201)/
Market Presence (202)/
Employment (401)

Promote Employee Care 
with Sincerity

Promote fair pay and multi-benefit, maintain employee compensation competitiveness, establish 
corresponding welfare measures and compensation system, provide employees' annual 
bonuses, various welfare benefits (e.g. marriage, funeral, child birth, children's education and 
other subsidies), labor / health / group insurance, pensions, staff emergency relief and pensions

Fubon Life

Occupational Safety and 
Health Occupational Health and Safety (403) Promote Employee Care 

with Sincerity

Maintain workplace safety, manage risk of occupational disasters and employee health, such as 
occupational safety management system, frequency of injuries causing disability, incidence of 
occupational diseases, number of deaths

Fubon Life

Diversity, Inclusion and 
Human Rights in the 
Workplace

Diversity and equal opportunity (405)/ 
Non-discrimination (406)/
Human Rights Assessment (412)

Promote Employee Care 
with Sincerity

Promote a culture of diversity and equality, develop and promote management policies, such 
as the implementation of human rights of risk assessments for employees, the promotion of 
gender equality, and employ employees with disabilities

Fubon Life

Supplier Management
Procurement impacts (204)/
Supplier Environmental Assessment (308)/
Supplier Social Assessment (414)

Deepen the Company's 
Sustainable Governance

Management policies, evaluation screening, audit methods for supply chain manufacturers, and 
management practices (e.g. supplier guidelines, assessments, audit systems, etc.) for supply 
chain of manufacturers' sustainable actions in environmental protection, labor conditions, etc.)

Fubon Life
Supplier

Green Operations
Energy (302)/ Water (303)/
Emissions (305)/ Effluents and waste 
(306)

Fully Introduce Green 
DNA

Review the company's energy use (e.g. energy consumption)  and impacts from greenhouse gas 
emissions   (e.g. carbon emissions, air pollution), and develop goals and assess measures and 
practices to achieve them

Fubon Life

Climate Change Fully Introduce Green 
DNA

Whether the company assesses the impact of climate change and establishes a risk and 
opportunity assessment mechanism, and proposes responses Fubon Life

Social Participation and 
Emergency Disaster Relief Indirect Economic Impacts (203) Contribute to Local 

Community

The company's investment management mechanism for social contribution  projects, the 
level of resource input and participation in public welfare activities, care and investment in the 
development of local communities (e.g. donations, activities, initiatives), and emergency disaster 
relief

Fubon Life

Demographic Changes Continuously Introduce 
Innovative Services

Whether the company assesses the impact of demographic changes and proposes risk 
responses to aging trends, as well as providing customer with relevant products and services Fubon Life

Appendix 2, Fubon Life Participation Association, and multi-party cooperation to promote ESG issues

Industry Association The Life Insurance Association of the Republic of China Institute Life Insurance Management Institute of the Republic of China, Actuarial Institute of Chinese 
Taipei

Association Chinese Insurance Service Association, Chinese Human Resource 
Management Association Others

Taiwan Financial Services Roundtable, Chinese National Association of Indsutry and 
Commerce, Investment-Linked Insurance Product Agent Education Training and Qualification 
Test Committee, Risk and Insurance Research Center College of Commerce NCCU
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Appendix 3, PSI Standards Index
Principle Dimension Content Corresponding Chapter Page

Principle 1: 
We will embed in 
our decision-making 
environmental, social 
and governance 
issues relevant to our 
insurance business.

Company strategy

Establish a company strategy at the Board and executive management levels to identify, assess, manage and 
monitor ESG issues in business operations 1.1.3 Sustainable Development Strategy P.8

Dialogue with company owners on the relevance of ESG issues to company strategy 1.1.3 Sustainable Development Strategy P.8

Integrate ESG issues into recruitment, training and employee engagement programmes 3.2.3 Talent Development and Cultivation P.57

Risk management 
and underwriting

Establish processes to identify and assess ESG issues inherent in the portfolio and be aware of potential ESG-
related consequences of the company’s transactions 2.1.1 Underwriting Risk Management P.29

Integrate ESG issues into risk management, underwriting and capital adequacy decision-making processes, 
including research, models, analytics, tools and metrics 2.1.1 Underwriting Risk Management P.29

Product and service 
development

Develop products and services which reduce risk, have a positive impact on ESG issues and encourage better 
risk management 2.1.3 ESG Products & Services P.33

Develop or support literacy programmes on risk, insurance and ESG issues 3.1.1 Multi-party Cooperation to Promote ESG-related Initiatives P.47

Claims management
Respond to clients quickly, fairly, sensitively and transparently at all times and make sure claims processes are 
clearly explained and understood 2.1.2 Treating Customers Fairly and Claims Management P.31

Integrate ESG issues into repairs, replacements and other claims services 2.1.2 Treating Customers Fairly and Claims Management P.31

Sales and marketing
Educate sales and marketing staff on ESG issues relevant to products and services and integrate key 
messages responsibly into strategies and campaigns 2.1.4 ESG Sales and Promotion P.37

Make sure product and service coverage, benefits and costs are relevant and clearly explained and understood 2.1.4 ESG Sales and Promotion P.37

Investment 
management

Integrate ESG issues into investment decision-making and ownership practices (e.g. by implementing the 
Principles for Responsible Investment) 2.1.5 Responsible Investment P.40

Principle 2: 
We will work together 
with our clients and 
business partners to 
raise awareness of 
environmental, social 
and governance 
issues, manage risk 
and develop solutions.

Clients and suppliers

Dialogue with clients and suppliers on the benefits of managing ESG issues and the company’s expectations 
and requirements on ESG issues

1.2.5 Supplier Management
3.1.1 Multi-party Cooperation to Promote ESG-related Initiatives

P.26
P.47

Provide clients and suppliers with information and tools that may help them manage ESG issues 1.2.5 Supplier Management
3.1.1 Multi-party Cooperation to Promote ESG-related Initiatives

P.26
P.47

Integrate ESG issues into tender and selection processes for suppliers 1.2.5 Supplier Management P.26

Encourage clients and suppliers to disclose ESG issues and to use relevant disclosure or reporting framework 3.1.1 Multi-party Cooperation to Promote ESG-related Initiatives P.47

Insurers, reinsurers 
and intermediaries

Promote the adoption of the Principles 3.1.1 Multi-party Cooperation to Promote ESG-related Initiatives P.47

Support the inclusion of ESG issues in professional education and ethical standards in the insurance industry 3.1.1 Multi-party Cooperation to Promote ESG-related Initiatives P.47

Principle 3: 
We will work together 
with governments, 
regulators and other 
key stakeholders to 
promote widespread 
action across society 
on environmental, 
social and governance 
issues. 

Governments, 
regulators and other 

policymakers

Support prudential policy, regulatory and legal frameworks that enable risk reduction, innovation and better 
management of ESG issues 3.1.1 Multi-party Cooperation to Promote ESG-related Initiatives P.47

Dialogue with governments and regulators to develop integrated risk management approaches and risk 
transfer solutions 3.1.1 Multi-party Cooperation to Promote ESG-related Initiatives P.47

Other key 
stakeholders

Dialogue with intergovernmental and non-governmental organisations to support sustainable development by 
providing risk management and risk transfer expertise 3.1.1 Multi-party Cooperation to Promote ESG-related Initiatives P.47

Dialogue with business and industry associations to better understand and manage ESG issues across 
industries and geographies 3.1.1 Multi-party Cooperation to Promote ESG-related Initiatives P.47

Dialogue with academia and the scientific community to foster research and educational programmes on ESG 
issues in the context of the insurance business 3.1.1 Multi-party Cooperation to Promote ESG-related Initiatives P.47

Dialogue with media to promote public awareness of ESG issues and good risk management 3.1.1 Multi-party Cooperation to Promote ESG-related Initiatives P.47
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GRI Standards Disclosures Extent of Reporting and 
Explanatory Notes Page

GRI 102: 
General 
Disclosure

102-1 Name of the organization About this Report P.1

102-2 Activities, brands, products and services 1.1.3 Sustainable Development Strategy P.8

102-3 Location of headquarters 1.1.3 Sustainable Development Strategy P.8

102-4 Location of operations 1.1.3 Sustainable Development Strategy P.8

102-5 Ownership and legal form About this Report P.1

102-6 Markets served 1.1.3 Sustainable Development Strategy P.8

102-7 Scale of the organization 1.1.3 Sustainable Development Strategy P.8

102-8 Information on employees and other 
workers

3.2.2 Employee Compensation and 
Benefits P.55

102-9 Supply chain 1.2.5 Supplier Management P.26

102-10 Significant changes to the organization 
and its supply chain 1.2.5 Supplier Management; P.26

102-11 Precautionary Principle or approach 1.2.2 Enterprise Risk Management
2.1.1 Underwriting Risk Management

P.16
P.29

102-12 External initiatives 3.1.1 Multi-party Cooperation to 
Promote ESG-related Initiatives P.47

102-13 Membership of associations

3.1.1 Multi-party Cooperation to 
Promote ESG-related Initiatives

Appendix 2. Fubon Life Participation 
Association

P.47

P.69

102-14 Statement from senior decision-maker Chairman’s Message P.2

102-15 Key impacts, risks and opportunities 1.2.2 Enterprise Risk Management
2.1.1 Underwriting Risk Management

P.16
P.29

102-16 Values, principles, standards, and norms of 
behavior 1.2.1 Ethical Management P.13

102-17 Mechanisms for advice and concerns 
about ethics 1.2.1 Ethical Management P.13

102-18 Governance structure 1.2.1 Ethical Management P.13

102-19 Delegating authority 1.1.3 Sustainable Development Strategy P.8

102-20 Executive-level responsibility for economic, 
environmental, and social topics 1.1.3 Sustainable Development Strategy P.8

102-21 Consulting stakeholders on economic, 
environmental, and social topics 1.1.3 Sustainable Development Strategy P.8

102-22 Composition of the highest governance 
body and its committees 1.2.1 Ethical Management P.13

102-23 Chair of the highest governance body 1.2.1 Ethical Management P.13

102-24 Nominating and selecting the highest 
governance body 1.2.1 Ethical Management P.13

102-25 Conflict of interest 1.2.1 Ethical Management P.13

102-26 Role of highest governance body in setting 
purpose, values, and strategy

1.1.3 Sustainable Development Strategy
1.2.1 Ethical Management

P.8
P.13

GRI Standards Disclosures Extent of Reporting and 
Explanatory Notes Page

GRI 102: 
General 
Disclosure

102-27 Collective knowledge of highest 
governance body 1.2.1 Ethical Management P.13

102-28 Evaluating the highest governance body’s 
performance 1.2.1 Ethical Management P.13

102-29 Identifying and managing economic, 
environmental, and social impacts

1.2.2 Enterprise Risk Management
2.1.1 Underwriting Risk Management

P.16
P.29

102-30 Effectiveness of risk management 
processes 1.2.2 Enterprise Risk Management P.16

102-31 Review of economic, environmental, and 
social topics 1.2.2 Enterprise Risk Management P.16

102-32 Highest governance body’s role in 
sustainability reporting

This report is signed and approved by 
the Chairman. -

102-33 Communicating critical concerns 1.2.1 Ethical Management P.13

102-35 Remuneration policies 1.2.1 Ethical Management P.13

102-37 Stakeholders’ involvement in remuneration
Remuneration policies disclosed in the 
annual report as a form of stakeholder 
engagement

-

102-38 Annual total compensation ratio 3.2.2 Employee Compensation and 
Benefits P.55

102-39 Percentage increase in annual total 
compensation ratio

3.2.2 Employee Compensation and 
Benefits P.55

102-40 List of stakeholder groups 1.1.1 Stakeholders’ Communication P.5

102-41 Collective bargaining agreements

3.2.1 Diversity, Inclusion and Human 
Rights in the workplace

The Company holds regular labor 
meetings with trade unions and 
maintains harmonious labor relations, 
so the trade unions have not proposed 
the negotiation of the group agreement.

P.54

102-42 Identifying and selecting stakeholders 1.1.1 Stakeholders’ Communication P.5

102-43 Approach to stakeholder engagement 1.1.1 Stakeholders’ Communication P.5

102-44 Key topics and concerns raised 1.1.1 Stakeholders’ Communication P.5

102-45 Entities included in the consolidated 
financial statements About this Report P.1

102-46 Defining report content and topic 
Boundaries

1.1.1 Stakeholders’ Communication
1.1.2 Identification of Material Topics

P.5
P.7

102-47 List of material topics 1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

102-48 Restatements of information This is Fubon Life's first report -

102-49 Changes in reporting This is Fubon Life's first report -

102-50 Reporting period About this Report P.1

102-51 Date of most recent report This is Fubon Life's first report -

Appendix 4. GRI Standards Index and Guidelines
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GRI Standards Disclosures Extent of Reporting and 
Explanatory Notes Page

GRI 102: 
General 
Disclosure

102-52 Reporting cycle About this Report P.1

102-53 Contact point for questions regarding the 
report About this Report P.1

102-54 Claims of reporting in accordance with the 
GRI Standards About this Report P.1

102-55 GRI content index Appendix 4: GRI Standards Index and 
Guidelines P.71

102-56 External assurance About this Report P.1

Key Topics

Corporate Governance and Ethical Management

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

103-2 The management approach and its 
components 1.2.1 Ethical Management P.13

103-3 Evaluation of the management approach 1.2.1 Ethical Management P.13

GRI 205: Anti-
corruption

205-1 Operations assessed for risks related to 
corruption

All sales units of the Company 
have undergone anticorruption risk 
assessments. There was no corruption-
related risk reported in 2020.

-

205-2 Communication and training about anti-
corruption policies and procedures 1.2.1 Ethical Management P.13

205-3 Confirmed incidents of corruption and 
actions taken

1.2.4 Compliance
The Company has no anti-corruption 
penalty in 2020.

P.24

GRI 206: Anti-
competitive 
Behavior

206-1 Legal actions for anti-competitive behavior, 
anti-trust, and monopoly practices

1.2.4 Compliance
There was no related incidents in 2020. P.24

Business Performance

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

103-2 The management approach and its 
components 1.1.4 Business Performance P.10

103-3 Evaluation of the management approach 1.1.4 Business Performance P.10

GRI 201: 
Economic 
Performance

201-1 Direct economic value generated and 
distributed 1.1.4 Business Performance P.10

201-4 Financial assistance received from 
government

In 2020, the Company has applied for 
an interest subsidy of NT$6.03 million 
from the government for preferential 
mortgage loans, and obtained the 
shareholder investment deduction 
of NT$170,000 through venture 
capital investment in biotech and new 
pharmaceuticals companies.

-

GRI 207: 
Tax 207-1 Approach to tax 1.1.4 Business Performance P.10

GRI Standards Disclosures Extent of Reporting and 
Explanatory Notes Page

Sustainable Development Strategy

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

103-2 The management approach and its 
components 1.1.3 Sustainable Development Strategy P.8

103-3 Evaluation of the management approach 1.1.3 Sustainable Development Strategy P.8

Information Security and Privacy

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

103-2 The management approach and its 
components 1.2.3 Information Security and Privacy P.19

103-3 Evaluation of the management approach 1.2.3 Information Security and Privacy P.19

GRI 418: 
Customer 
Privacy

418-1 
Substantiated complaints concerning 
breaches of customer privacy and losses 
of customer data

1.2.3 Information Security and Privacy P.19

Compliance

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

103-2 The management approach and its 
components 1.2.4 Compliance P.24

103-3 Evaluation of the management approach 1.2.4 Compliance P.24

GRI 307: 
Environmental 
Compliance

307-1 Non-compliance with environmental laws 
and regulations 1.2.4 Compliance P.24

GRI 416: 
Customer 
Health and 
Safety

416-2
Incidents of non-compliance concerning 
the health and safety impacts of products 
and services

The Company did not have any major 
violations regulations. -

GRI 417: 
Marketing and 
Labeling

417-2 
Incidents of non-compliance concerning 
product and service information and 
labeling

The Company did not have any major 
violations regulations. -

417-3 Incidents of non-compliance concerning 
marketing communications

The Company did not have any major 
violations regulations. -

GRI 419: 
Socioeconomic 
Compliance

419-1 Non-compliance with laws and regulations 
in the social and economic area 1.2.4 Compliance P.24

Secondary Topics

Risk Management and Underwriting

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

103-2 The management approach and its 
components

1.2.2 Enterprise Risk Management
2.1.1 Underwriting Risk Management

P.16
P.29

103-3 Evaluation of the management approach 1.2.2 Enterprise Risk Management
2.1.1 Underwriting Risk Management

P.16
P.29
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GRI Standards Disclosures Extent of Reporting and 
Explanatory Notes Page

Treating Customers Fairly and Claims Management

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

103-2 The management approach and its 
components

2.1.2 Treating Customers Fairly and 
Claims Management P.31

103-3 Evaluation of the management approach 2.1.2 Treating Customers Fairly and 
Claims Management P.31

ESG Products and Services

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

103-2 The management approach and its 
components 2.1.3 ESG of Products and Services P.33

103-3 Evaluation of the management approach 2.1.3 ESG of Products and Services P.33

Responsible Investment

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

103-2 The management approach and its 
components 2.1.5 Responsible Investment P.40

103-3 Evaluation of the management approach 2.1.5 Responsible Investment P.40

GRI 203: 
Indirect 
Economic 
Impacts

203-1 Infrastructure investments and services 
supported 2.1.5 Responsible Investment P.40

GRI 412: 
Human Rights 
Assessment

412-3
Significant investment agreements and 
contracts that include human rights 
clauses or that underwent human rights 
screening

2.1.5 Responsible Investment P.40

Demographic Changes

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

103-2 The management approach and its 
components 2.2.1 Demographic Changes P.44

103-3 Evaluation of the management approach 2.2.1 Demographic Changes P.44

Digital Technology and Innovation

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

103-2 The management approach and its 
components

2.1.3 ESG Products and Services
2.2.2 Digital Technology and Innovation

P.33
P.45

103-3 Evaluation of the management approach 2.2.2 Digital Technology and Innovation P.45

Multi-party Cooperation to Promote ESG-related Initiatives

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

103-2 The management approach and its 
components

3.1.1 Multi-party Cooperation to 
Promote ESG-related Initiatives P.47

103-3 Evaluation of the management approach 3.1.1 Multi-party Cooperation to 
Promote ESG-related Initiatives P.47

GRI Standards Disclosures Extent of Reporting and 
Explanatory Notes Page

Social Participation and Emergency Disaster Relief

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

103-2 The management approach and its 
components

3.1.2 Social Participation and 
Emergency Disaster Relief P.51

103-3 Evaluation of the management approach 3.1.2 Social Participation and 
Emergency Disaster Relief P.51

GRI 203: 
Indirect 
Economic 
Impacts

203-1 Infrastructure investments and services 
supported

2.1.5 Responsible Investment
3.1.2 Social Participation and 

Emergency Disaster Relief

P.40
P.51

203-2 Significant indirect economic impacts
2.1.5 Responsible Investment
3.1.2 Social Participation and 

Emergency Disaster Relief

P.40
P.51

Other Topics
ESG Sales and Promotion

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

103-2 The management approach and its 
components 2.1.4 ESG Sales and Promotion P.37

103-3 Evaluation of the management approach 2.1.4 ESG Sales and Promotion P.37

Supplier Management

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

103-2 The management approach and its 
components 1.2.5 Supplier Management P.26

103-3 Evaluation of the management approach 1.2.5 Supplier Management P.26

GRI 204: 
Procurement 
impacts

204-1 Proportion of spending on local suppliers 1.2.5 Supplier Management P.26

GRI 308: 
Supplier 
Environmental 
Assessment

308-1 New suppliers that were screened using 
environmental criteria 1.2.5 Supplier Management P.26

GRI 414: 
Supplier Social 
Assessment

414-1 New suppliers that were screened using 
social criteria 1.2.5 Supplier Management P.26

Diversity, Inclusion and Human Rights in the Workplace

GRI 103: 
Management 
Policy

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

103-2 The management approach and its 
components

3.2.1 Diversity, Inclusion and Human 
Rights in the Workplace P.54

103-3 Evaluation of the management approach 3.2.1 Diversity, Inclusion and Human 
Rights in the Workplace P.54

GRI 405: 
Diversity and 
equal opportunity

405-2 Ratio of basic salary and remuneration of 
women to men

3.2.1 Diversity, Inclusion and Human 
Rights in the Workplace P.54
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GRI Standards Disclosures Extent of Reporting and 
Explanatory Notes Page

GRI 406: Non-
discrimination 406-1 Incidents of discrimination and corrective 

actions taken

3.2.1 Diversity, Inclusion and Human 
Rights in the Workplace; 

The Company did not have any 
complaints about discrimination in 2020.

P.54

GRI 412: 
Human Rights 
Assessment

412-2 Employee training on human rights policies 
or procedures

3.2.1 Diversity, Inclusion and Human 
Rights in the Workplace P.54

Employee Compensation and Benefits

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1: List of Material Topics

P.7
P.68

103-2 The management approach and its 
components

3.2.2 Employee Compensation and 
Benefits P.55

103-3 Evaluation of the management approach 3.2.2 Employee Compensation and 
Benefits P.55

GRI 201: 
Economic 
performance

201-3 Defined benefit plan obligations and other 
retirement plans

3.2.2 Employee Compensation and 
Benefits P.55

GRI 202: 
Market 
position

202-1 Ratios of standard entry level wage by 
gender compared to local

3.2.2 Employee Compensation and 
Benefits P.55

202-2 Proportion of senior management hired 
from the local community

3.2.2 Employee Compensation and 
Benefits P.55

GRI 401: 
Labor 
relations

401-1 New employee hires and employee 
turnover

3.2.2 Employee Compensation and 
Benefits P.55

401-2
Benefits provided to full-time employees 
that are not provided to temporary or part-
time employees

3.2.2 Employee Compensation and 
Benefits P.55

401-3 Parental leave 3.2.2 Employee Compensation and 
Benefits P.55

Talent Development and Cultivation

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1 : List of Material Topics

P.7
P.68

103-2 The management approach and its 
components

3.2.3 Talent Development and 
Cultivation P.57

103-3 Evaluation of the management approach
3.2.2 Employee Compensation and 

Benefits
3.2.3 Talent Development and 

Cultivation

P.55
P.57

GRI 404: 
Training and 
education

404-1 Average hours of training per year per 
employee

3.2.3 Talent Development and 
Cultivation P.57

404-3
Percentage of employees receiving regular 
performance and career development 
reviews

3.2.2 Employee Compensation and 
Benefits

3.2.3 Talent Development and 
Cultivation

P.55
P.57

Occupational Safety and Health

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1 : List of Material Topics

P.7
P.68

GRI Standards Disclosures Extent of Reporting and 
Explanatory Notes Page

GRI 103: 
Management 
Approach

103-2 The management approach and its 
components 3.2.4 Occupational Safety and Health P.60

103-3 Evaluation of the management approach 3.2.4 Occupational Safety and Health P.60

GRI 403: 
Occupational 
Health and 
Safety 2018

403-1 Occupational health and safety 
management system 3.2.4 Occupational Safety and Health P.60

403-3 Occupational health services

We are insurance services provider 
and we do not have workers with a 
high incidence or high risk of diseases 
related to their occupation, so we do 
not use this indicator.

-

403-4
Worker participation, consultation, and 
communication on occupational health 
and safety

3.2.4 Occupational Safety and Health P.60

403-5 Worker training on occupational health and 
safety 3.2.4 Occupational Safety and Health P.60

403-6 Promotion of worker health
3.2.2 Employee Compensation and 

Benefits
3.2.4 Occupational Safety and Health

P.55
P.60

Climate Change

GRI 103: 
Management 
Approach

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1 : List of Material Topics

P.7
P.68

103-2 The management approach and its 
components

4.1.1 Low-carbon Strategy
4.1.2 Green Operations

P.62
P.65

201-2 Financial implications and other risks and 
opportunities due to climate change

1.2.2 Corporate Risk Management
2.1.5 Responsible Investment
4.1.1 Low-carbon Strategy

P.16
P.40
P.62

Green Operation

GRI 103: 
Management 
Policy

103-1 Explanation of the material topic and its 
Boundary

1.1.2 Identification of Material Topics 
Appendix 1 : List of Material Topics

P.7
P.68

103-2 The management approach and its 
components

4.1.1 Low-carbon Strategy
4.1.2 Green Operations

P.62
P.65

103-3 Evaluation of the management approach 4.1.1 Low-carbon Strategy
4.1.2 Green Operations

P.62
P.65

GRI 302: 
Energy 302-4 Reduction of energy consumption 4.1.2 Green Operations P.65

GRI 303: 
Water 303-5 Water consumption 4.1.2 Green Operations P.65

GRI 305: 
Emissions

305-1 Direct (Scope 1) GHG emissions 4.1.2 Green Operations P.65

305-2 Energy indirect (Scope 2) GHG emissions 4.1.2 Green Operations P.65

305-3 Other indirect (Scope 3) GHG emissions 4.1.2 Green Operations P.65

305-4 GHG emissions intensity 4.1.2 Green Operations P.65

305-5 Reduction of GHG emissions 4.1.2 Green Operations P.65

GRI 306: 
Effluents and 
waste 2020

306-5 Water bodies affected by water discharges 
and/or runoff 4.1.2 Green Operations P.65
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Appendix 5. Accountant’s Independent Limited Assurance Report
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Fubon Life Insurance Co., Ltd.

Address: 14th Floor, No. 108, Section 1, Dunhua South Rd., Songshan District, Taipei

Telephone: 886-2-8771-6699

Website: https://www.fubon.com/life/
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