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MANAGEMENT
DISCUSSION & ANALYSIS

DESPITE THE EXTREME CHALLENGES BROUGHT BY THE COVID-19 PANDEMIC,

POLITICAL INSTABILITY AND STIFF COMPETITION IN THE MARKET, AFFIN BANK

BERHAD (“AFFIN BANK”, “THE GROUP” OR “THE BANK”) HAS PERSEVERED,

MAKING COMMENDABLE PROGRESS TOWARDS REALISING GROWTH AND

PROFITABILITY, UNDERLINED BY CONTINUED EFFORTS IN SUSTAINABILITY.

THE BANK IS TRANSFORMING ITSELF INTO AN AGILE, FOCUSED AND ALIGNED
ENTITY IN ADDRESSING THE CHALLENGES AND CREATING OPPORTUNITIES WITHIN
A DYNAMIC AND DRASTICALLY CHANGING MARKETPLACE. IN DOING SO, THE
BANK HAS REGISTERED VARIOUS BUSINESS AND OPERATIONAL ACHIEVEMENTS.

GROUP STRATEGIC THRUSTS

AFFINITY IN MOTION 22 (AIM22)

Transformation Programme  

Aligned with our vision to be the most creative
financial institution in Malaysia, we have taken
various strategic steps to elevate the way we
operate and service our clients and stakeholders.
Anchored to the five key elements of the Group’s
value creation i.e. technology, services,
innovation, rewards and people & culture - we
continue to strive to elevate the Group to greater
heights through the two-year transformation
programme known as AIM22.

The AIM22 Transformation Programme is a
continuation of the Bank's efforts to achieve
sustainable growth which begun to show early
success. While the AFFINITY Transformation
Programme (2016 to 2019) was mainly focused
on building our internal strength and capabilities,
AIM22 (2020 to 2022) revolves around the
business model's viability, sustainability, and
management of critical vulnerabilities. 

AIM22 is a two-year Metamorphosis Plan
programme with 30 initiatives, covering the
connectivity between organisation and individuals,
supplemented by processes and capabilities to
improve the banking proposition. 

2020 OPERATIONAL REVIEW

2016 TO 2020

2 New Divisions

4 New Division Heads

4 new Departments

Regaining IT Ownerships

Strengthening Staff
Force & Skills

Affin Culture Building

New Product Development
Methodology

New Integrated Credit
Management Model

Enhanced Technology
Roadmap & Governance

New Data Governance

New Relationship
Management Model

New Branch-Hub
Management Framework

Organization & People Processes & Capabilities



51

MANAGEMENT

DISCUSSION & ANALYSIS

AFFIN BANK BERHAD 197501003274 (25046-T)    |   ANNUAL REPORT 2020

2020 TO 2022

AIM22
METAMORPHOSIS 

PLAN
(A30 INITIATIVES)

ENHANCING BANKING PROPOSITION

ROE FOCUS:
VALUE CREATION

PRODUCTIVITY
AND EFFICIENCY

TURBO CHARGED CASA

DIGITAL TRANSFORMATION 
ACCELERATION

PEOPLE: TEAM HIGH
PERFORMANCE CULTURE



52

MANAGEMENT

DISCUSSION & ANALYSIS

ORGANISATION EXECUTIVE SUMMARY CORPORATE GOVERNANCE FINANCIAL STATEMENTS OTHER INFORMATION

The Programme requires a shift in the underlying business mix of organisation, people, process and capabilities and efficiency
improvements involving all business units within the Bank. Through AIM22, our approach focuses on five Key Areas: i.e. ROE Focus,
Productivity & Efficiency, Turbo Charged CASA, Digital Transformation Acceleration and People. 

To elevate the level beyond 7.0%
ROE FOCUS: VALUE CREATION

PRODUCTIVITY AND EFFICIENCY
Improve productivity with enhanced 
assets quality and capital management

TURBO CHARGED CASA
To minimise funding cost

DIGITAL 
TRANSFORMATION 

ACCELERATION
To build value and
improve efficiency

PEOPLE: TEAM HIGH 
PERFORMANCE CULTURE

Robust performance management

5
KEY FOCUS AREAS

AIM22 Transformation Programme 

to develop a high-performance culture 

We will focus on key areas to provide valid and reliable
performance indicators to achieve value creation. Effective
dissemination of various initiatives such as economics
improvement, segment prioritisation, wealth proposition to
support functions, cost management, big-data analytics and
ecosystem strategy will enable us to acquire usable knowledge
for our banking structure. This will allow us to expand the scope
and depth of our pursuits, particularly in relation to measuring
value creation and performance.

PRODUCTIVITY AND EFFICIENCY

The Group will continue to improve its productivity and efficiency
by enhancing its asset quality and capital management via
various initiatives which include active loan management,
digitalisation, new loan originating system, operations model, risk
return optimisation as well as cost optimisation exercise with the
aim to reduce operating expenses to improve our cost to income
ratio.

TURBO CHARGED CASA

The Bank is aware of the importance to build its CASA for
stability and management of funding costs. The Bank has
launched two new products, AVANCE and INVIKTA to capture
affluent and high net worth segments. During the financial year,
we also made improvements to our retail internet banking and
launched AFFINMAX, our new corporate internet banking
solution that will help to attract more CASA to the Bank.

DIGITAL TRANSFORMATION ACCELERATION

As part of our multi-channel  engagement approach, we are
committed in providing resilient digital platform with  innovative
products and services for customers to leverage on. 2020 had
been a year with a dramatic growth of digital initiatives across all
industries worldwide. With staying home being the best way of
protection against  COVID-19, digital transformation has
inevitably been accelerated to cater to tremendously increased
demand to improve efficiency and value creation. Our digital 
projects, ie Lifestyle App, Mobile App, Digital Imaging Solutions
and Branch Delivery System Enhancement are progressing well
and scheduled to go live in 2021.

PEOPLE: TEAM HIGH PERFORMANCE CULTURE

The development of a high-performance culture starts by having
the right people, according them with the right incentives and
ensuring that they are surrounded with the right culture; one that
is conducive, supportive and goal-oriented. These components
are currently being assessed and evaluated for effective
recommendations. We have established Affin Academy Institute
which would equip our people with the relevant knowledge and
soft-skills to tap for more businesses and strengthen our position
in the industry.

ROE FOCUS: VALUE CREATION

With the achievement of the four key focus areas, the ultimate
goal would be the improvement of ROE for the Group which is
targeted at 7%. The Group will also continuously review its
capital position, capital mix and capital allocation taking into
consideration the Group’s strategic direction, organisational and
regulatory requirements to support the business growth while
optimising returns to shareholders.
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DIGITAL

TRANSFORMATION

ACCELERATION

Preparing for the digital future 

In 2020, we crafted the bank-wide Digital
Transformation agenda as the
fundamental principle in transforming
existing internal processes into a future-
ready digital ecosystem. As part of the
sustainable digital agenda, we have lined
up various digital innovations to be
deployed across the Bank. Initiatives
such as Robotic Process Automation and
the development of our Mobile Banking
Application will be the Bank's platforms
to simplify processes, maximise efficiency
and improve customer satisfaction. 

With increasing innovation and
partnerships with viable fintech solution
providers and in line with BNM’s digital
licensing framework, our customers can
expect new enhancements to improve
their banking experience. 

Mobile Banking

The on-going COVID-19 pandemic has
accelerated the growth of digital adoption
and stimulated the demand for
contactless service. At AFFIN BANK, we
go a step further by enhancing customer
experiences through our mobile banking
services. 

With the growing demand for speed and
mobility, we have been working hard to
put everyday banking tasks at the
customers’ fingertips with our soon-to-be-
launched Mobile Banking App. Checking
account balances, making payments and
transactions and more will be made
simpler and more convenient with just a
few taps on the customers’ mobile phone.

Digital Bank

In December 2020, BNM announced its
digital banking licensing framework to
enable innovative application of
technology to uplift the financial well-
being of individuals and businesses and
foster sustainable growth.

Digital banks will be required to comply
with the requirements under the Financial
Services Act 2013, or Islamic Financial
Services Act 2013, including standards
on prudential, shariah, business conduct
and consumer protection, as well as on
anti-money laundering and counter-
terrorism financing. 

Our brand new offering under Digital
Bank, our new Lifestyle App is expected
to be launched in 2021.

With the growing
demand for speed and
mobility, we have been
working hard to put
everyday banking
tasks at the customers’
fingertips with our
soon-to-be-launched
Mobile Banking App



REVIEW OF
GROUP’S 
FINANCIAL
PERFORMANCE

AFFIN BANK (“the Group”) recorded a
consolidated profit before tax (PBT) of
RM386.7 million for the financial year
ended 31 December 2020 (FY2020), a
decrease of RM290.3 million or 42.9%
compared to the previous financial year,
while profit after tax (PAT) for the financial
year stood at RM272.8 million. 

Net income expanded by RM350.5
million, mainly attributable to higher gains
on sale of financial instruments of
RM217.5 million, higher net fee income
of RM108.3 million, higher income from
Islamic Banking of RM70.5 million and
higher net interest income of RM29.0
million. 

For FY2020, basic earnings per share
was 11.43 Sen compared to 24.59 Sen
in the previous financial year, while net
return on equity was 2.44%.

The total assets of the Group increased
by RM1.2 billion or 1.7% to RM69.5
billion mainly attributable to the increase
in cash and short-term funds, financial
investments at FVOCI, trade receivables
and net loans, advances and financing. 

Gross loans, advances and financing
increased by RM310.8 million or 0.7% to
RM46.3 billion as at  31 December 2020
due to rebalancing of portfolios. Total
customer deposits, however decreased
by RM1.2 billion or 2.4% to RM49.9
billion, with a 7.1% reduction in high cost
long term fixed deposits. During the
financial year, CASA ratio improved to
22.22% as compared to 19.09% in
FY2019.

On asset quality, the gross impaired loan
ratio was at 3.52% [2019: 3.00%] while
loan loss reserve remained at a healthy
level of 98.2% [2019: 96.9%]. 

As at 31 December 2020, the Common
Equity Tier 1 (“CET 1”), Tier 1 and Total
Capital ratios of all the banking entities
within the Group remained sturdy and
well above regulatory requirements, a
testament to the Group’s financial
strength. The Group maintained Total
Capital Ratio of 22.24%, while its CET 1
and Tier 1 ratios stood at 14.52% and
16.29%, respectively.

At the Bank’s level, AFFIN BANK
recorded a lower PBT of RM93.1 million
for FY2020, from RM460.1 million
previously, attributable to higher
allowance for credit impairment losses
and higher operating expenses. 

Amid the challenging capital market
environment and the impact of COVID-19
pandemic, AFFIN ISLAMIC, recorded a
higher PBT of RM97.2 million in 2020 as
compared to RM93.2 million in 2019,
mainly attributable to higher net profit
income and higher net gain on sales of
financial instruments.

Affin Hwang Capital performed
remarkably well; its PBT surged to
RM351.1 million in FY2020, an increase
of RM176.6 million of 101.2% year on
year. Higher net gain on sales of financial
instruments, fee and commission income
and other income totalling RM758.8
million contributed to the sterling
performance. Its 63%-owned subsidiary,
Affin Hwang Asset Management’s PBT
increased by 25.1% to RM137.3 million
for FY2020, attributable to higher net fee
and commission income. 

Affin Moneybrokers Sdn Bhd contributed
a PBT of RM1.9 million in FY2020
compared to RM2.5 million in FY2019, in
line with its net brokerage income. 

As for its 51%-owned Joint Venture
Company, AXA AFFIN Life Insurance
Berhad, the Group shared a lower net
loss of RM0.4 million compared to a net
loss of RM3.9 million in FY2019. The
Company reported a lower loss after tax
of RM0.8 million for FY2020 compared
to a loss after tax of RM7.6 million in the
previous year, mainly due to higher
investment income and lower reserves for
future policyholders’ liabilities. 

The 49.95%-associated company, AXA
AFFIN General Insurance Berhad,
contributed a higher share of RM41.9
million in FY2020 compared to RM33.6
million in FY2019. The Company
reported a higher profit after tax of
RM83.8 million in FY2020 as compared
to RM67.2 million in the previous year,
mainly attributable to the improved
underwriting results.
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RM350.5million

Net income expanded by

RM69.5 billion

The Group Tota l  Assets



IMPACT OF COVID-19 

The COVID-19 pandemic brought with it many different challenges for the banking industry. The Movement Control Order (MCO)
and its derivatives resulted in a slowdown in the economy and as a result, had wide-ranging effects on individuals as well as small
and medium businesses and corporations. At AFFIN, we provided as much support as possible to all affected customers through
the moratorium and various financial assistance plans.

The Group’s exposures in 2020 to those sectors that were most affected by COVID-19 is summarised below:-

Exposures to COVID-19 impacted sectors (RM’000)

Real estate

The Bank

The Group

4,006,230

5,727,243

Education, 
health and 
others

 

The Bank

1,331,552

The Group 2,114,353

The Group 3,996,064
Wholesale,
retail trade, 
hotels and 
restaurants

The Bank 3,236,141

Construction

The Bank

The Group

923,591

1,995,028

22.24%

Mainta ined a 
Tota l  Capi ta l  Rat io of
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CAPITAL MANAGEMENT 

Overview 

AFFIN Bank Group’s capital management focuses on the following key objectives:-

• Compliance with regulatory capital requirements;
• Alignment of capital levels to the Group’s risk appetite and strategic business plan; and
• Maintaining a healthy capital position to support the Group’s business growth while optimising returns to shareholders.

The Group pro-actively assesses and manages capital adequacy so as to meet the regulatory requirements, various stakeholders’
expectations and support AFFIN Bank Group’s strategic business objectives.

Capital Management and Planning

AFFIN BANK’s capital management objectives are implemented through the Group Internal Capital Adequacy Assessment Process
(“ICAAP”). The Group’s ICAAP involves a comprehensive assessment of all material risks that the Group is exposed to as well as an
evaluation of the adequacy of the Group’s capital to support its business activities in relation to those risks. 

The Group’s capital management is supplemented by the Annual Capital Plan to facilitate efficient capital utilisation and to maintain
healthy capital ratios.  The plan is updated on an annual basis and covers at least a three-year horizon and is approved by the Board
for implementation at the beginning of the financial year.  The Board reviews status update on the Annual Capital Plan to keep abreast
with the latest developments in capital management and ensure effective and timely execution of the plans.

The Capital Management Committee is responsible for monitoring and managing the capital position of banking entities to ensure
capital levels are maintained at appropriate levels in line with the overall risk profile and business strategy.

Capital Adequacy Ratios

AFFIN Bank Group places great emphasis in ensuring its capital position meets regulatory capital requirements and be able to
withstand stressed economic and market conditions.  

All the regulated banking entities within the Group have been maintaining internal capital targets that provide a healthy buffer above
the minimum regulatory requirements.
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                                                                                                                                                             Affin Hwang

                                                                                                                                                               Investment

As at 31.12.2020^                                     AFFIN Bank Group         AFFIN BANK     AFFIN ISLAMIC                     Bank 

After Deducting Proposed Dividends:
                                                                                                                                                                                                  
                                                                                                       

CET I capital ratio                                                               14.517                    13.061                    12.234                    45.531

Tier I capital ratio                                                                16.288                    14.790                    14.226                    45.531

Total capital ratio                                                                22.242                    21.254                    20.271                    46.136

                                                                                                                       

                                                                                                                                                             Affin Hwang

                                                                                                                                                               Investment

As at 31.12.2019                                       AFFIN Bank Group         AFFIN BANK     AFFIN ISLAMIC                     Bank 

After Deducting Proposed Dividends:

                                                                                                                                                                  
CET I capital ratio                                                               14.459                    12.958                    11.720                    42.745

Tier I capital ratio                                                                16.241                    14.644                    13.826                    42.745

Total capital ratio                                                                23.188                    22.185                    20.535                    43.574

^ With transitional arrangements

Capital Composition

The table below shows the capital composition of the Group and the Bank as at the end of 2020 as compared to end of 2019:-

                                                                                         AFFIN Bank Group                                 AFFIN BANK

                                                                                       2020^                 2019                    2020^                  2019

                                                                                   RM’000               RM’000                RM’000                RM’000

Equity Capital                                                                 8,784,832              8,604,631              7,884,879               7,940,172
Additional Tier I Capital Instruments                                   831,015                 825,329                 500,000                  500,000
Regulatory adjustments                                                (1,958,032)            (1,887,437)            (4,092,909)             (4,078,176)

Tier I Capital                                                                   7,657,815              7,542,523              4,291,970               4,361,996
Tier II Capital                                                                  2,793,678              3,217,613              1,869,510               2,235,531

Capital Base                                                                 10,451,493            10,760,136              6,161,480               6,597,527

Risk-weighted assets                                                     46,923,395            46,317,333            28,919,871             29,647,725

^ With transitional arrangements
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BNM's Policy Document on Capital Adequacy Framework (Capital Components) - Part G Transitional Arrangements allows a financial
institution to add back the amount of loss allowance measured at an amount equal to 12-month and lifetime expected credit losses
to the extent they are ascribed to non-credit-impaired exposures (which is Stage 1 and Stage 2 provisions), to CET 1 capital. The
Group and the Bank have elected to apply the said BNM's transitional arrangement for four financial years beginning 1 January
2020. 

The table below shows the relevant capital ratios (after dividend) of each of the regulated banking entities of the AFFIN Bank Group
as at 31 December 2020.
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Key capital management initiatives

Key capital management initiatives undertaken by the Group and the Bank since the previous years, which amongst others include
the following:

(i) Dividend and Dividend Reinvestment Plan (DRP)

During the year, the DRP was applied for the second time to the dividend declared for financial year 2019 since its establishment
in 2018 and had recorded a reinvestment rate of 91.7%, reflecting investor confidence in the AFFIN Bank Group and generating
an additional RM127.5 million of capital.

In respect of the interim dividend of 3.5 sen per share for the financial year ended 31 December 2020 (“Interim Dividend”),
the Board had also determined that the DRP be applied to the said Interim Dividend and 100% of the Interim Dividend can be
elected to be reinvested into new AFFIN BANK shares. Pursuant to the DRP, dividend amounting to RM66.85 million had been
reinvested in 44.27 million new AFFIN BANK shares representing an acceptance rate of 91.85%.

The DRP is part of AFFIN BANK’s strategy to preserve equity capital whilst providing steady dividend income to shareholders.

(ii) Perpetual medium-term notes (MTN) programme of up to RM6.0 billion in nominal value for the issuance of subordinated

MTN and / or senior MTN (“MTN Programme”)

AFFIN BANK had issued 2 tranches of Tier-2 Subordinated MTNs of RM1.0 billion in nominal value each in February and
September 2017.

(iii) Perpetual Additional Tier 1 Capital Securities Programme of RM3.0 billion in nominal value ("AT1CS Programme")

AFFIN BANK had in July 2018 issued RM500 million in nominal value of AT1CS.

(iv) Perpetual Sukuk Programme of up to RM5.0 billion in nominal value for the issuance of Senior Sukuk Wakalah, Tier 2

Sukuk Murabahah (“T2 Sukuk Murabahah”) and/or Additional Tier 1 Sukuk Wakalah (“AT1 Sukuk) (“Sukuk Programme”)

AFFIN ISLAMIC had in October 2018 issued RM300 million in nominal value of AT1 Sukuk and RM800 million in nominal
value of T2 Sukuk Murabahah.
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RISKS AND OPPORTUNITIES FOR

GROWTH IN 2020

The year 2020 was extremely
challenging, largely due to the COVID-19
pandemic and its impact on the social,
business and economic fronts. While the
world was gearing up to sustain the
impact of the pandemic, Malaysia had to
wade through the health crisis against the
backdrop of lingering political uncertainty
and already higher than peers fiscal
burden. Accordingly, Fitch Ratings has
downgraded Malaysia’s Long-Term
Foreign-Currency Issuer Default Rating to
“BBB+ with stable outlook” from A- due
the weakening key credit metrics.

During the financial year, Malaysia’s GDP
recorded a contraction of 5.6%. Several
key developments have caused further
market volatility, namely the continued
trade tensions between the US and its
major trading partners, the volatility of oil
prices and other commodities, the
moderating global growth across
developed and emerging economies and
geopolitical tensions. These headwinds
and others have resulted in flattened
financing growth, NIM compression and
deteriorating asset quality in the banking
industry. 

The following are the  risks and challenges identified by the Group during the financial
year:-

a) Digital Disruptions

The banking industry has seen a rise in digital technologies and fintech. With
increasing internet penetration, consumers have become more responsive and
agile in embracing alternative financial products and service offerings.

b) Property Market Uncertainty

Despite the government’s introduction of initiatives to manage the property
market, Malaysia still faces significant supply and demand imbalances. If left
unchecked, it may lead to deeper imbalances, which will adversely affect the
real estate market and create spill-over effects on other parts of the economy.

c) Evolving Regulatory Requirements

Regulatory requirements and expectations will continue to evolve with new
regulations, including but not limited to capital, liquidity, corporate governance,
business conduct, compliance and operational risk. Compliance costs continue
to increase and place more pressure on the existing business model.

d) Business and Operational Risks

Cybersecurity and data privacy are significant concerns for the Bank. Lapses
or compromises in the Bank’s systems could create risks and expose the Bank
and its stakeholders to commercial losses and damage to reputation. To
minimise system failures or security compromises, such as data breaches,
hacking and malware attacks, the Bank will continue to adapt sophisticated
systems and methodologies to prevent and neutralise potential threats.

The Group’s Risk Management Committee continues to strengthen its risk management
roles and responsibilities by improving risk management infrastructures and practices,
the continuation of data analytics improvement capabilities and increased awareness
of risk culture and the integration of risk management culture. 

In ensuring that risks are managed in an integrated, comprehensive and strategic
manner, the Group will continue to adopt the following standards and practices:-

• Refining the established Policy Architecture/Authority Structure

• Automating risk management processes to enhance efficiency

• Risk ownership clarity to inculcate ‘entrepreneur’ mentality

• Providing insights through ‘big data’ analytical capabilities 

• The setting of KPIs and KRIs linked to Risk Appetite and its tracking
mechanism

• Enhancing risk governance and risk-taking activities over new business 
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OUTLOOK AND 

PROSPECTS IN 2021

Amid exceptional uncertainty, the
International Monetary Fund (IMF) in its
January 2021 issue of the World
Economic Outlook (WEO) Update,
anticipates global GDP to grow by 5.2%
in 2021 and 4.2% in 2022. The 2021
forecast has been revised reflecting
expectation of vaccine-powered
strengthening of activities later part of the
year and additional policy support in a
few large economies.

Malaysia’s real GDP decline of 5.6% in
2020 was the first annual decline in GDP
growth since 2009 and sharpest drop
since 1998, as domestic demand
contracted by 5.7% while exports
dropped by 8.8%. The restriction on
movements, especially inter-district and
inter-state travel, weighed on the
domestic demand particularly in the
second and last quarters of 2020. 

The Government announced a second
round of Movement Control Order 2.0
(MCO 2.0) from 13 January 2021 until 4
March 2021 in all states except Sarawak
which was under Conditional Movement
Control Order (CMCO) to curb the spike
in COVID-19 cases since end-November
2020. The CMCO was extended to 28
April 2021 for 6 states while the other
states were under Recovery Movement
Control Order. The implementation of
MCO 2.0 will lead to higher corporate
earnings risk, although the negative
impact on most economic sectors is
expected to be less severe than that
experienced in 2Q2020. 

Following the implementation of MCO
2.0, the Government announced
additional stimulus measures worth
RM16.2 billion under Perlindungan
Ekonomi dan Rakyat Malaysia (PERMAI)
and PEMERKASA on top of the earlier
stimulus packages namely Economic
Stimulus Packages, PRIHATIN,
PRIHATIN SME+, PENJANA and KITA
PRIHATIN to mitigate the impact of the
pandemic on affected households and
businesses. The implementations of the
stimulus packages are being tracked by
LAKSANA, a unit under the Ministry of
Finance to ensure the aids reach the
targeted groups. The RM321.2 billion
economic stimulus packages is
anticipated to generate spill-over effects
and augment the economic recovery in
2021.

Malaysia’s GDP is expected to bounce
back to between 6.5% and 7.5% in
2021. Monthly economic data has shown
promising recovery signs in production
and trade statistics, diversifying
employment opportunities, and
increasing private consumption.
Internally, the nation’s diversified
economy, backed by strong economic
fundamentals shall provide the desired
support to promote continuous growth in
the years to come. 

On the inflation front, with higher global
oil prices, it is expected that the country’s
headline inflation to average higher at 2%
projected for 2021 vs -1.2% in 2020,
which may lead to gradual normalisation
of policy interest rates in the early part of
2022.

FY2021 is expected to be a year of
recovery for businesses, with the effective
roll-out of COVID-19 vaccines leading to
improvements in the manufacturing and
services sectors. The Government,
through the National COVID-19
Immunisation Programme is targeting to
vaccinate 80% of the population or 26.5
million people by 1Q2022.

The GDP growth is expected to remain
negative in 1Q2021 due to the MCO 2.0
but projected to improve and turn positive
from 2Q2021 onwards supported by
better external demand from expansion
in global growth, ongoing fiscal measures
as well as expected roll-out of vaccines. 

The introduction of Government
measures during the Budget 2021,
coupled with tax incentives, and the
targeted Wage Subsidy Program will
support private consumption growth.
Private investment is likely to improve in
2021 with the resumption and
implementation of mega infrastructure
projects and other new projects. This is
evidenced by the Government’s proposal
to allocate a substantial RM69 billion to
development expenditure focusing on
construction-related and infrastructure
projects with high multiplier impact.
Export growth in 2021 will be
underpinned by a sustained pick-up in
external demand led by a rebound in
global economic growth. The strong
turnaround expected in China's economy
will help support the external demand as
China remain one of Malaysia's main
trading partners. 
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Community Banking  deposits grew 

by  7.5%, outperforming the average

industry growth rate of 5%.

COMMUNITY
BANKING 
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2020 OPERATIONAL REVIEW

Community Banking's strategic priorities
for FY2020 were to attract deposits,
increase digitisation initiatives, improve
productivity, control costs, manage asset
quality and expand our customer base.

The Community Banking Directorate
(“CMBD”) achieved decent loan growth
and robust deposit growth in 2020,
despite facing stiff competition for funds.
The Directorate achieved loan growth of
3.3% or RM0.8 billion and deposit growth
of 7.5% or RM1.8 billion. However,
excluding the modification loss, the
Directorate achieved loan growth of 4.1%
or RM1.0 billion.

Given the larger deposits, our loan
deposit ratio (LDR) reduced to 98.4% in
FY2020, from 102.5% in FY2019, while
our mortgage portfolio saw a 6.0%
growth. Meanwhile, our cards portfolio
grew by 17.1%, despite the challenging
environment. 

DEPOSITS 

During the year, deposits have shown a
growth of 7.5%, outperforming the
average industry growth rate of 5%. With
more Malaysian professionals being 
upwardly mobile, there is an increased
demand for personalised financial and
wealth products. Affin Avance was
created to meet this demand and is a
new customer segment with unique
benefits tailored for the on-the-go
professionals. In this regard, we launched
the new Savvy and Savvy I-products in
2020 to cater specifically to this segment. 

MORTGAGE 

Despite the sluggish property market,
mortgages grew by 6.0% or RM0.7 billion
to reach RM12.4 billion in FY2020
(FY2019: RM11.7 billion). Our sales were
driven partly  by Home Ownership
campaigns and further boosted by the
lower interest rate regime brought about
by OPR cuts. 

In 2020, we expanded our focus to
include the RM400,000 to RM800,000
range. We continued to target first-time
home-buyers, owner occupied properties
and upgraders. 

66%

MORTGAGES GROWTH RATE
FOR THE LAST 5 YEARS
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CARDS

The Cards Business achieved healthy
growth in FY2020 with our card base
increasing 59% (vs Industry of -3%),
despite the challenging and competitive
market conditions. 

Double-digit growth was recorded in most
key business drivers. Billings and
receivables grew at 16% (vs Industry of -
12%) and 17% (vs Industry of -11%)
respectively. Asset Quality also improved,
with Gross Impaired Loans (GIL) ratio
dipping from 0.49% to 0.39%, well below
the Industry ratio of 0.98%.

To target the growing millennial segment,
we launched the Affin DUO Credit Card
in August 2020 featuring attractive
cashback and rewards points.  For the
mass affluent segment, the Affin Avance
Credit Card was launched in December
2020, offering unique benefits for
forward-thinking professionals, many of
whom are members of professional
bodies such as MICPA, The Malaysian
Bar Council and others. 
To encourage customers to adopt
cashless and e-payment methods in line
with BNM’s goal of a cashless society, we
launched more promotions, resulting in
debit card usage growth of 35% in
FY2020. 

HIRE PURCHASE 

The Industry loan base for vehicle
financing showed a declining trend, from
RM173.2 billion in 2015 to RM167.4
billion in 2020. In FY2019, due to
thinning margins, the Group made a
conscious decision to reduce exposure in
Hire Purchase, instead of concentrating
our attention on the passenger vehicle
segment. 

Excluding modification loss, we saw a
drop in loan balances to RM10.2 billion
in June 2020, from RM10.7 billion in the
previous corresponding period, but
managed to reverse the trend to close the
year with a marginal growth of 1.6 %, or
RM10.9 billion year on year. However
with modification loss, our loan book
remained flat.

AMANAH SAHAM NASIONAL BERHAD

While over-the-counter Amanah Saham
Nasional Berhad (“ASNB”) funds
recorded decent sales at RM101 million,
financing contracted in 2020 due to
poorer fund returns, which led customers 
to select alternative investments. This was
coupled with lower sales due to the
restriction of movements imposed during
the pandemic. Nonetheless, we were
able to meet the quota of units allocated
by PNB for distribution. Subsequently,
PNB has increased our quota for 2021. 

59%

The Cards Business 
achieved heal thy growth

(vs Industry of -3%)



RISKS AND OPPORTUNITIES 

From a Mortgage Business perspective, the Group has reviewed our collection strategies
in anticipation of the impact of the economic slowdown caused by the US-China Trade
War, the COVID-19 outbreak and the property overhang in the country.

We expect to face continued competition from other major banks. However, we also
expect the Cards Business to grow in FY2021 and to drive the growth of our Cards
Business, we will continue to target the mass affluent (Avance) and emerging affluent
(Invikta) segments and selectively manage the vulnerable/high-risk customer segments. 

The current COVID-19 pandemic has affected the Hire Purchase Business with slower
sales during the MCO period. The mandatory moratorium and our Financial Assistance
and Instalment Relief (FAIR) and XTRA programs have provided temporary relief and
we anticipate that the extension of sales tax exemption for passenger vehicle until 30
June 2021 will  help the recovery and drive take up of loans. Meanwhile, we have put
in place proactive measures to assist our existing customers to continue make payments
over the period.

The COVID-19 customer relief and support measures provided in the year 2020 are as
follows:- 

                                                                 Retail Portfolio
                                                                    Hire
The Group                         Mortgages       Purchase         Others              Total
2020                                   RM'000         RM'000       RM'000         RM'000

Total outstanding 
  moratoriums, repayment                                                                                    
  assistances and 
  Rescheduling and 
  Restructuring ('R&R') 
  granted                 11,354,223      8,386,154       541,815    20,282,192 

Of which :
Resumed repayments          8,706,495      6,980,049       448,680    16,135,224 

Extended and repaying 
  as per revised schedules    2,166,427         970,810         58,308      3,195,545 

Missed payments                   481,301         435,295         34,827         951,423 
                                                                                                     
The Bank                                                                                                    
2020
                                                           
Total outstanding 
  moratoriums, repayment                                                                                    
  assistances and 
  Rescheduling and 
  Restructuring ('R&R')                        
  granted                 3,971,923     5,194,307       332,178       9,498,408 

Of which :
Resumed repayments          3,016,926      4,408,217       282,462       7,707,605 

Extended and repaying 
  as per revised schedules       768,379         517,038         29,523       1,314,940 

Missed payments                    186,618         269,052         20,193          475,863 

Based on the downward trend of dividend
payments over the past few years, we
anticipate a change in customer demand
for ASNB investment products. Of late,
customers who seek safer and more
secure investment products with fixed
returns may place their money back into
the Bank to avoid adverse risk from
alternative investments. ASNB, on the
other hand, expects agent banks to offer
competitive loan or financing rates to
customers, given lower declared
dividends. The challenge will be to
convince the public that ASNB
investment products through financing
are worthwhile. As long as the returns are
above the deposit rates, we are optimistic
that we can overcome the challenges.

We continue to build momentum in our
Wealth Management Business and
foresee better traction in 2021 as we
launch new products and distribution
channels alongside our revamped
investor advisory services.
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LOOKING AHEAD

In the year ahead, the CMBD will be
concentrating on developing our Avance
and Invikta segments. We will be scaling
up our mortgages, increasing our card
base, maintaining the quality of our hire
purchase loans and aggressively growing
our personal financing book. In 2020, we
outpaced the industry in terms of deposit
growth and we will maintain this
momentum for our CASA and increase
our fee based  income via our wealth
management and bancassurance
offerings.

As the Mortgage Business is our largest
loan portfolio, we will continue offering
financing to those employed under
emerging industries such as Education,
Healthcare and Information Technology
and Communication.

In terms of our Cards Business, we
anticipate that customers will be more
discerning, knowledgeable and have
higher expectations of innovative
offerings, convenience and real-time
processing, along with better and
differentiating value proposals. In
response, we will continue to focus on

product innovation to enhance the value
proposition of our cards to meet our
customers' lifestyles and needs. We
believe that consumers will be more
prudent in their expenditure, especially
with job security at stake given the
current uncertain economic environment. 

The motor vehicle sector is poised to start
2021 in high gear following the extension
of sales tax exemption for passenger
vehicle until 30 June 2021. It is
envisaged that 2021 will show a stronger
recovery with TIV target at 585,000 units
based on 17% growth year-on-year. The
latest development of vaccination roll-out
and new technologies developed locally
will create a more positive atmosphere for
the economy and a more vibrant
business for Hire Purchase financiers in
the market.

Our newly launched Personal Financing
Business has built good traction with a
RM63 million growth in 2020, and we are
confident in scaling this business
significantly in the year ahead. 

For those that choose to invest in funds,
the investment of ASNB funds through
loan/financing remains attractive given

the lower rate charged by banks and we
are confident that this type of investment
will remain a viable avenue of wealth
creation for the long term.

We have also started to grow our Smart
Money offering, a Fixed Deposit backed
Overdraft facility that allows customers to
access funds without premature
upliftment of their long-term deposits.

Despite the pandemic, prices and risk
appetite continue to dictate the market.
Priority will be given to investments that
provide better returns and/or reduce risk
as customer demand will be polarized by
their view of economic recovery. We are
prepared to serve them regardless of their
need. 

We believe that our deposits and emas-i
wealth management product growth will
be driven by the risk adverse customers.
Our ASNB financing will be attractive to
those who prefer low risk leveraged
investment while our suite of other wealth
management offerings will appeal to
those who have a more optimistic stance
on the economy. 
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Despite a challenging year, EBD has remained steadfast, growing its financing
at a steady rate of over 18.8%. The Gross Impaired Loan (GIL) ratio improved
further to 3.8% from a height of 9% about four (4) years ago, largely due to
continuous efforts in improving asset quality with aggressive collection and
prudent lending activities. 

The carefully crafted strategies and action plans in 2020 produced positive
results with overall achievement materially better compared to 2019, despite
challenging market sentiments. Loan-to-Deposit ratio was stable at 74.5%, with
NIM at 4% while the CASA ratio improved further to 52.3% year-on-year. 

The Bank concentrated on its digitalisation and automation efforts in 2020 to
help customers embrace the new normal situation. To ease SMEs’ financial
burdens during the pandemic, EBD facilitated various initiatives during and post-
MCO. In April 2020, the SME Colony mobile app, one of Enterprise Banking’s
key digital tools, underwent enhancements and version 2.0 was released, with
improved user experience and API capabilities. 

Since its initial launch in October 2019, this award-winning mobile app
onboarded over 100 SMEs Rakaniaga from various sectors, serving the SME
community as a comprehensive online business resource and reference platform
with the latest business-related articles, podcasts, promotions, and more. The
SME Colony also acts as an exclusive B2B and B2C online platform for SMEs to
offer their products and services. 

ENTERPRISE
BANKING 

2020 OPERATIONAL REVIEW

Previously known as SME &
Commercial Banking in August
2019, the Division was renamed
Enterprise Banking Directorate
(EBD) in 2020 to reflect refined
roles, focus and differentiated
propositions to serve the SME
ecosystem’s overall facets. With
over 35 locations throughout
Malaysia, Enterprise Banking
is committed to serving its 
customers, especially during 
this unprecedented time. 
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In 2020, EBD garnered a total of nine
awards and/or recognitions from seven
national and internationally renowned
awarding bodies for the Bank’s
remarkable achievements in the SME
segment covering the areas of digital
innovation, insurance and start-up
banking solutions. Most notably, the SME
Colony set a record achievement for
AFFIN BANK as the first SME community
development mobile app, recognised by
The Malaysia Book of Records. 

SME Colony was also recognised as SME
Banking Awards’ Winner of the
Excellence and Highly Commended in
the Dynamic Third-Party Collaboration
Award at the Retail Banking International
Asia Trailblazer Awards 2020, as well as
the coveted Best Ecosystem Project at
the highly prestigious The Asian Banker
Malaysia Awards 2020.

In December 2020, EBD officially
launched AFFINWRKFZ, a new
proposition available on SME Colony that
provides total business and talent
management solutions covering talent
retention, business planning, insurance
protection and human resource solutions
to help future-proof SMEs.

In response to the challenges caused by the pandemic, EBD adapted by reaching out
to stakeholders via digital and online engagement strategies. SME BizChat organised a
series of live webinars with major industry experts to share insights and strategies with
SMEs on how to cope with business challenges in this current situation, covering key
topics such as financial aid, business advisory and digital transformation. 

SMEngage initiative involved participating in business engagement activities such as
the virtual SME Solutions Expo 2020 by Business Media International (BMI), Phygital
Transformation Townhall by Brand 21, Hari Terbuka Bantuan Pembayaran Balik
Pinjaman PKS by the Selangor State Government and SMEs engagement sessions held
by Bank Negara Malaysia (BNM).  Additionally, EBD had also increased the Bank’s
visibility and outreach to SMEs through the broadcasting of radio and podcast
programmes with Bernama Radio and eFM Live. 

Apart from the digital programmes, we rolled-out multiple financial relief assistance
initiatives throughout 2020, including the disbursement of COVID-19 financial relief
funds from BNM and Government-initiated aid programmes, benefiting more than
2,000 SMEs. 

The Bank also took the initiative to introduce its own Financial Assistance & Instalment
Relief (FAIR) Programme to ease our customers’ financial burden, where nearly 200
applications involving RM800 million in outstanding loan balances were approved. 

In 2020, EBD expanded its focus on the start-up segment, often unserved and under
served despite being one of the most robust segments of the economy. With the aim of
nurturing and building this high-potential segment, EBD launched a full suite of start-
up banking solutions covering financing, protection, transactions and advisory &
support. The SMEmerge start-up financing scheme was launched in May, followed by
the BizDana-i start-up financing scheme in October to provide start-ups with working
capital assistance. 

As part of the Bank’s efforts to assist SMEs, an innovative start-up insurance plan,
SMEasy Protect was introduced to provide business continuity protection with incredibly
low premiums starting from RM15 per annum, drawing approximately 10,000 sign-
ups. In August 2020, the SMEasy Protect won “Insurance Product Innovation of the
Year” at the Asian Banking & Finance Retail Banking Awards 2020. 
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RISKS AND OPPORTUNITIES

The COVID-19 pandemic caused
concern among businesses at the
beginning of 2020. The implementation
of MCO 1.0 and subsequent recovery
phases caused drastic changes in the
modus operandi of most sectors,
especially SMEs and start-ups. 

This unprecedented event left many in
direct need of financial assistance as
cashflow tightened from loss of sales, an
increase in debts and a surge in
operational costs, among other issues. To
ensure business sustainability in the new
normal, the Bank upgraded its
technology solutions to enable customers
to reduce contact and conduct online
banking transactions efficiently. 

The Bank promoted the SME Colony
mobile app to encourage SMEs to pivot
their business strategies by using digital
approach to boost sales, increase brand
visibility, and expand market penetration.
As SME Colony functions as a one-stop
centre for all business-related activities,

SMEs can grow their business by
customising financial solutions, assessing
comprehensive industry references and
resources, and accessing networking
opportunities. 

The EBD continues to play a significant
role in supporting SMEs and start-ups in
their sustainability journey and business
goals. We participated as an exclusive
benefactor for the SME100-AFFIN BANK
Group SME Icon Award in the annual
SME100 Awards that recognises highly
successful SME companies over a four-
year period, with the objective of
strengthening the Bank’s presence in this
segment. We also partnered with
MyStartr, a Securities Commission-
licensed Equity Crowdfunding platform to
co-organise the 4th Dream Factory
Startup Contest and was the benefactor
of the AFFIN Rising Star Awards in the
5th Edition of Malaysia Top E-Commerce
Merchant Awards 2020 organised by the
Selangor Information Technology and
Digital Economy Corporation (Sidec). 

LOOKING AHEAD

It is expected that the economy will
remain challenging for SMEs in 2021,
especially in the first half.  Although the
pandemic restricted domestic economic
growth, the rollout of the nationwide
vaccination programme may change
public sentiment, resulting in increased
household spending and improved
income. 

The EBD will continue to introduce
innovative digital tools and automated
solutions while working around present
conditions. Being mindful of the
challenges and possible limitations, the
EBD will grow market share through
various outreach and engagement
initiatives with a long-term view of mutual
growth. 

The EBD is also set to strengthen its asset
quality management. Market traction is
expected to improve with the introduction
of exciting propositions to entice new
customers.  We are looking forward
especially to the rollout of a new segment-
focused proposition supporting the
growth of women entrepreneurs in
Malaysia. 

The start-up segment will remain EBD’s
niche focus, with plans to introduce more
financial solutions and initiatives to
complement the start-up ecosystem. The
long-term plan is to constantly enhance
and improve the SME Colony mobile app
to meet SMEs’ growing and evolving
needs. Since many SMEs are shifting
towards digitalisation, EBD will introduce
a seamless digital onboarding process for
better customer experience. 

Lastly, in our effort to grow progressively
and proactively in 2021, EBD will
continue to build and strengthen its
relationship with stakeholders, key
strategic partners and market influencers
to increase brand awareness, grow
market share and initiate networking for
partnership opportunities. 
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2020 OPERATIONAL

REVIEW

For the financial year
ended 31 December 2020
(“FY2020”), the Corporate
Banking Directorate
(“CBD”) has continued to
support the growth of
AFFIN BANK. 

CBD’s business focus remained aligned
to growing contingent asset-based
facilities, stabilising net interest margin
(“NIM”) and cost of funds (“COF”)
through active management of its
liabilities portfolio. This will be done by
actively managing liabilities portfolios and
leveraging on AFFINMAX, our newly
launched Corporate Internet Banking
Channel.

CORPORATE
BANKING 

Improving asset quality is one of CBD’s Key Strategies for 2021 in anticipation of the
inherent credit risk within the portfolio which was compounded by the adverse effects
of the COVID-19 pandemic since early 2020. 

To boost balance sheet growth and revenue, CBD will provide a broader and enhanced
its suite of products and services. This entails accelerating product innovation,
introducing digital offerings which enable greater business efficiency and competency,
and continuous efforts in the area of process improvement to drive operational
excellence and cost optimisation.

LOANS, ADVANCES AND FINANCING

CBD’s total loans, advances and financing represent 32.0% of the Commercial Banking
segment. In line with our strategy, CBD concentrated on better risk-returns, contributing
to higher risk-adjusted return on capital (“RAROC”).  As part of the initiatives, CBD aims
to strike the right balance between profit margin, asset quality, impact of MFRS 9,
funding, capital management and growth in defending market share and profitability.
CBD seeks to provide competitive products and services while building excellent rapport
with customers.

32%
Total  loan and f inancing
of  the Commercia l  Banking
segment
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Net Interest Income decreased by 7.0%
which was consistent with the decrease
in loan assets. Notwithstanding this, CBD
has a positive fee to income ratio growth
of 0.87% in line with CBD’s current
strategy, i.e shifting focus to strategically
grow on non-interest income, ensure
asset quality and avoid sector
concentration risk, mainly in the real
estate. A revamping of cost structures will
be carried out to improve RAROC pricing
tools and  optimise profitability.

TRADE FINANCING

Trade financing revenue for FY2020
decreased by 17.7% year-on-year
attributable to overall lower trade
utilisation of 59.1% (FY2019: 59.6%)
due to the pandemic. Certain trade
facilities were converted to term loans or
temporary overdrafts to accommodate
the moratorium and allowing more time
for customers to pay overdue trade bills.
As a precautionary measure, CBD did not
aggressively push trade utilisation for
certain industries to minimise the
probability of default.

DEPOSITS

Liquidity is paramount to the Bank’s
ability to continue in its business to
provide financing. The Bank initiated
efforts to reduce high-cost deposits while
managing the overall balance sheet to
ensure the liquidity of the bank remained
intact. As a result, CBD’s total deposits
decreased by 18.1% from withdrawals
made by its CASA and fixed deposit
customers to finance repayments and
business operations.

Loan-to-deposit ratio (“LDR”) increased
by 10.4% and CASA Ratio stood at
16.5% in FY2020 as compared to 15.3%
in FY2019. CBD will focus on attracting
cheaper deposits via accelerating the
Bank’s digital readiness to encourage
customers to use AFFINMAX to manage
and perform transaction and banking
activities online. CBD aims to provide
excellent customer service and increase
fee and float incomes by building rapport
with high valued customers. 
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RISKS AND OPPORTUNITIES

In 2021, economic uncertainties will continue to affect asset growth and push expected credit loss (“ECL”) upwards.  The adverse
impact on CBD’s profitability was due to clients’ failure to fulfil financial and contractual obligations as per the agreed terms. To
mitigate this risk, an agile approach is adopted on the stress test with close monitoring of ECL, capital impact, RWA and economic
indicators. Proactive engagement was also carried out to identify options to support viable customers. 

One of BNM’s initiatives is to improve the liquidity in the Malaysian market; the OPR was cut by 125 basis points (bps) to 1.75% as
at the end of FY 2020, putting pressure on the NIM of CBD. 

We will continue to help customers weather the pandemic via FAIR Program while waiting for the economy to recover. However, this
is done proactively on a case-by-case basis without compromising our asset quality position. The Government has also provided
financial assistance under the RM50.0 Billion Danajamin Prihatin Guarantee Scheme to mitigate the impact of the pandemic.

Our agile and resilient approach is responsive to the changing economic activities, enabling investment in growth opportunities and
deliver sustainable results to stakeholders. CBD will continue to identify and create value propositions in niche markets, be a
trendsetter and strive to be a Professional Corporate Banker. We will continue to leverage on the client coverage model as a one-stop
contact point for CBD customers to access the full range of products and services offered by the Group.

Throughout this, CBD remains focused in providing excellent customer relationship complementing AFFIN BANK’s new tagline
“Always About You”, deepening relationships with our clients in adopting a contemporary client-centric approach, with an emphasis
on building product and service propositions that ring true to our brand. In the future, we plan to explore new revenue potential
across the Commercial Banking segment.



a holistic view of client information in real-
time. With the combined reach, customer
knowledge, capabilities and influence,
CBD can penetrate target market with
compelling asset or capital financing
propositions. We are seeking to become
digitally powered relationship
management platform that can offer
clients real-time analysis and execution. 

CBD will focus on enhancing synergies
with product partners towards harnessing
greater share of wallet from current
customers by capitalising on the current
clientele base as well as acquiring new-
to-bank clients. To enhance customer
centricity under the new Corporate
Investment Banking Model, Client
Coverage teams will be the single point of
contact, providing structured financing,
trades, cash management solutions and
advisory services. This strategy will
achieve product excellence and create
clear segregation between product
strategy and distribution.

We expect the operating environment to
be tough, hence the mid-cap segment
remains an important area of growth
strategy. CBD will continuously drive
ancillary businesses across the Group to
grow share of wallet, preserve asset
quality and strengthen compliance and
risk culture by delivering excellent
customer service based on long-term
business relationships.
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LOOKING AHEAD

For 2021, CBD will continue to focus on
minimising the impact of the downside
risks from the pandemic outbreak, while
accelerating digitalisation to improve
efficiencies

The Key Strategic Objectives to
meet our goals are as follows:-

Proactively manage and safeguard
the Bank’s asset quality by
monitoring of Corporate Customers’
accounts for any early warning signs
or deterioration in their credit quality
to ensure timely detection and early
intervention/remedial actions.

Support and assist eligible
corporations that are impacted by
COVID-19 seeking temporary relief
on a case-by-case basis to maintain
their business viability until the
conditions improve as part of the
BNM’s directive.

Accelerate our digital readiness and
encourage our customers to use
AFFINMAX to perform their
transaction banking business
activities online, indirectly attracting
more stable funding deposits.

The economy remains slow and subdued
and CBD will continue to adopt measures
to not only sustain but also to grow the
business. We will continue to serve and
provide a seamless banking experience
to our customers by broadening our
product offerings, introducing digital
capabilities, enhancing existing online
platforms and improving cross-selling
activities.

CBD has also stepped up its digitisation
innovations to improve customer
experience. Among such initiatives is
AFFINMAX, which encompasses cash
management, liquidity management,
financial supply chain and foreign
exchange (“FX”). This integration
provides clients with a wide range of
banking solutions within a single platform
to ease their daily business transactions
and concurrently serve as a key
differentiator to strengthen our footprint
in the market.

The Bank is committed to staff
development, encouraging interdepartmental
collaboration for more self-directed
career planning. CBD supports digital
innovation within the workforce, investing
in a Customer Relationship Management
system (CRM) to enable performance
measurement, talent benchmarking and
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Globally, central banks responded by
injecting liquidity via bond purchase
programmes and adopted more
accommodative monetary policies to
support their economies. The Federal
Reserve Bank launched massive rate
cuts in March 2020 in two separate
unscheduled meetings. 

At home, BNM cut the OPR in four
separate Monetary Policy Committee
meetings. BNM had previously reduced
statutory reserve requirement (SRR) by
50 bps from 3.5% to 3.0% to inject
enough liquidity into financial markets
and to stimulate lending activities towards
the end of FY2019 as the growth
momentum slowed. The SRR was further
reduced by 100 bps to 2.0% in March
2020. The central bank also allowed
financial institutions to pledge
government bonds in place of cash to
further inject liquidity into our financial
system to spur credit growth. 

The government announced five stimulus
packages to assist affected sectors and
individuals. While challenging, the above
operating backdrop is also bond market-
friendly. AFFIN Bank Group was able to
leverage on this favourable market
conditions and take on an approach of
growing non-interest income. 

RISKS & OPPORTUNITIES

Domestic financial market conditions
remained in order despite significant
market volatility. Developments surrounding
the COVID-19 pandemic combined with
uncertainty on the impact of the
pandemic policy measures imposed by
the government and volatile global oil
prices in the first half of 2020 have led to
a tightening in global financial conditions. 

TREASURY

2020 OPERATIONAL

REVIEW

Despite the challenging
market and economic
landscapes, AFFIN BANK
adopted the right portfolio
strategy, enabling the Bank
to leverage on new
opportunities. As a result,
in FY2020, fee-based
income for the Group’s
Treasury Directorate
increased by 110%, and
the Directorate registered a
record high profit. Trade
tensions continued
between the US and China,
while the pandemic
dragged down global
financial market
significantly. 



On the domestic front, the implementation
of MCO 1.0 to curb the spread of COVID-
19 pandemic followed by weak internal
and external demand conditions led to a
contraction in economic activity, which
also resulted in higher domestic market
stress levels in FY2020. Despite the
abovementioned market backdrop, the
Malaysian bond market experienced a
net foreign inflow of RM18.30 billion in
2020. 

In the near term, financial market
volatility is expected to remain elevated.
A resumption in the rise of COVID-19
infections in several countries will
continue to weigh on financial markets
and heighten market volatility. Investor
sentiment could also turn more cautious
on weaker-than-expected corporate
earnings and an escalation of trade or
regional geopolitical tensions.

LOOKING AHEAD

While the outlook for 2021 is promising,
there are headwinds ahead with the
potential resurgence of new COVID-19
cases and uncertainty in US foreign and
trade policies with the newly elected
President. The prolonged targeted
containment measures are also a
potential drag to the forecast GDP growth
target and more fiscal and monetary
policies responses may be needed.

The Group Treasury Directorate will
continue to provide an excellent
customer service in foreign exchange and
interest rate related products and
services, guided by best practices
stipulated in the Code of Conduct for
Malaysia Wholesale Financial Market. We
will also continue to leverage on our niche
market clients to support their Treasury
and Capital Markets related needs. 

Moving forward, we will focus on new
product development, increasing traded
risk appetite, portfolio optimisation,
prudent cost of funds management and
digitising Treasury services. 
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2020 KEY OBJECTIVES

A balanced growth strategy, financing growth to accelerate and drive
investments in proprietary banking technologies 

Expanding the commercial platforms, strengthening fee-based income from
digital banking, unit trust and credit card to mitigate the impact of margin
compression on net profit income 

Growing assets through prudent underwriting standards and active recovery
efforts 

Contributing financing portfolio up to 40% to AFFIN Bank Group with focus
on the SME segments and generating sustainable returns

Strengthening the Bank's liquidity and funding profile while managing
resources with effective operational costs

2021 STRATEGIC FOCUS

Effective management of balance sheet to minimise funding cost, maximise
Net Profit Margin and maintaining healthy liquidity position

Revenue upliftment by focusing on high yield financing and fee income
generation

Embracing digital transformation with more strategic collaborations and
partnerships
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The following is a condensed review of the
operational highlights and business
performance of AFFIN ISLAMIC. A more
detailed report is provided separately in
AFFIN ISLAMIC’s Annual Report for the
financial year ended 31 December 2020.

2020 OPERATIONAL REVIEW 

In 2020, BNM revised the OPR to the
lowest 1.75%, consistent with its
accommodative monetary policy stance in
light of the Covid-19 pandemic.
Increasing unemployment and the
closure of businesses led to more
pressure on banks as customers lost their
source of payment for their financing. 

AFFIN ISLAMIC
BANK BERHAD
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AFFIN ISLAMIC managed to navigate the
challenging environment by continuously
offering attractive products with unique
features covered under various shariah
contracts.

In order to continue persevering though
those trying times, the Bank strategy
focus was also on strengthening our
business collaborations with universities,
local authorities, federal and state
governments and religious bodies. 

The Corporate Banking business grew its
assets prudently throughout the year
supported by strong relationship with its
existing and potential customers. The
division targeted financing growth was in
higher risk-adjusted return on capital
(RAROC) sectors and products, growing
fee-based income and increasing CASA-
i, while moving away from high-cost fixed
or  term deposits.

The Enterprise Banking business focused
on the asset quality management (AQM)
process from on-boarding, pricing to 
case management. Its management of
potential non-performing financing (NPF)
accounts was efficient and robust. 

They are focused on maintaining
aggressive financing growth without
significant NPM/RAROC compression
and growing fee-based income. CASA-i
and TD-i growth was in line with financing
growth. 

The Community Banking business leveraged on its strategically located network of
branches, fast disbursement of financing, strong dealer/developer franchise (hire
purchase and mortgage), experienced sales team and competitiveness of pricing. The
business focused on cost management and optimisation, managing asset quality and
improving customer relationships and experience through digitisation.

Products launched 

In line with our strategic efforts, we have introduced several new products in FY2020
as follows : 

Deposit

• AFFIN ISLAMIC Foreign Currency Term Deposit-i (FCTD-i) launched on 2
March 2020

• AFFIN Avance Savvy-i launched on 11 November 2020

Business

• Special Relief Facility (SRF) launched on 6 March 2020
• PENJANA launched on 1 July 2020
• PENJANA TOURISM launched on 27 August 2020
• CGC BizDana-i Start-Up Financing Scheme launched on 30 September 2020
• Financial Supply Chain-i (FSC-i) launched on 12 December 2020
• Targeted Relief and Recovery Facility (TRRF) launched on 15 December 2020

Consumer

• AFFIN Advance-i launched on 28 February 2020
• AFFIN Smart Money-i launched on 15 July 2020
• AFFIN ISLAMIC Personal Financing-i to the Pensioners launched on 3 August

2020
• AFFIN ISLAMIC Personal Financing-i to the Government Servants via Salary

Deduction launched on 23 October 2020
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One of our major highlights for FY2020
was achieving 43% of the total
financing/loans assets of AFFIN BANK
and AFFIN ISLAMIC, exceeding the 40%
target set by BNM under its 10-year
Financial Sector Blueprint 2011-2020 for
the second consecutive year. 

As recognition of our continuous efforts
in sustainability, AFFIN ISLAMIC was
awarded the National Energy Awards
2020 under the category of Special
Award – Sustainable Energy Financing
(Islamic Financing). The award signifies
our commitment in embracing and
supporting the Government’s initiatives in
supporting sustainable energy projects in
Malaysia.

The Bank continued to contribute Zakat
to communities by participating in a
number of charity programmes, including
the Harian Metro Titipan Kasih 2020
campaign with New Straits Times
Publication (NSTP), where goods and
assistance were delivered directly to
those in need. The bank also sponsored
to purchase heat scanning machines and
personal protective equipment (PPE) to
the frontliners at the local hospitals during
the pandemic of COVID-19. This was
done through its participation and
collaboration in activities organised by
NGOs, local authorities and universities. 

2020 FINANCIAL REVIEW

AFFIN ISLAMIC's profit before taxation for
the financial year 2020 (FY2020)
increased by 4.3% to RM97.2 million
(FY2019: RM93.2 million). Revenue
increased by 8.6% from RM417.6 million
to RM453.6 million, largely supported by
the enlarged financing and treasury
portfolios. 

Operating expenses reduced by 6.3%
year-on-year to RM245.5 million while
cost-to-income ratio stood at 54.13%.
The reduction in operating expenses
were attributed to lower personnel
expenses.

Total assets as at 31 December 2020
stood at RM25.2 billion, increasing 8.3%
from RM23.2 billion in FY2019. The
increase is in tandem with growth in net
financing, advances and other financing
of 4.3% to RM19.4 billion, supported by
the increase in cash and short-term
funds of 75.9% to RM2.8 billion. During
the financial year, the Bank’s liquidity
position also improved due to the
increase in customer deposits by 7.9% to
RM18.7 billion with CASA-i deposits
expanded by 32.1% to RM4.8 billion.

The gross impaired financing ratio
improved to 1.77% from 2.47%. The
Bank achieved a return on equity (ROE)
of 2.91% as compared to 3.57% in
FY2019. The Bank’s Total Capital ratio
stood at 20.27%, while Common Equity
Tier 1 and Tier 1 ratios stood at 12.23%
and 14.22% respectively.
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AFFIN ISLAMIC
achieved 43% of the
total financing/loans
assets of AFFIN
BANK and AFFIN
ISLAMIC, exceeding
the 40% target set by
BNM



RISKS AND OPPORTUNITIES 

AFFIN Islamic is aligned with AFFIN
Bank Group’s digital transformation
agenda and have reviewed the existing
processes for upgrading and automation.
Those review exercises were conducted
to enhance customer experience by
providing excellent services to our
customers. It involved improvement in
our network capabilities for better
customer reach.

AFFIN Islamic remained focused in
strengthening its balance sheet and
effectively monitoring its funding costs to
ensure its liquidity position was well
managed. The Bank strives to reinforce
both areas with adequate resources to
allow successful execution of the
Business Plan and other ongoing
strategic initiatives across the Group. 

Based on the previous year’s
performance, we continue to embark on
ongoing initiatives until they are
completed. These include deposits
strategy, driving fee income and shifting
focus towards high-yielding products. At
present, the Bank is focusing to
strengthen its profit margin and
maximising revenue generation.
Nonetheless, the Bank will focus on
financing growth in selected industries to
avoid credit exposure in sectors heavily
impacted by the pandemic. Other
strategic focus areas such as sustaining
profitability, preserving strong asset
quality and implementing an effective
cost structure will remain key
considerations as we navigate the
challenging economic landscape of
2021. 

The Bank takes pride of its people as the
backbone of its operations. We intend to
strengthen our people by inculcating a
high-performance work culture.
Productivity and efficiency have proven to
be vital elements for AFFIN ISLAMIC to
continue to thrive in a challenging
environment. Various development
programmes relating to redefining
employee values and performance
management are already in place to
support this cause. 
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LOOKING AHEAD

For FY2021, AFFIN ISLAMIC has outlined key deliverables driven by eight strategic platforms as follows:-

At AFFIN ISLAMIC, customers can expect
more strategic alliances with digital
service providers to enable value-added
banking services and enhance user
experience. We will continue to develop
strategic partnerships with Takaful
operators for Retail, SME and Corporate
customers. As Group synergy is realised,
opportunities for cross-selling, fee income
and product development across the
organisation will increase. 

The Corporate Banking business will
continue to focus on higher RAROC
based accretive deals and replacement of
low-quality financing to address the
deterioration in asset quality. Increasing
competition among peers is expected
along with an increase in compliance
costs. The rise of digital technologies and
Fintech has geared the Bank towards
becoming more receptive and agile in
using technology-based products and
service offerings and eliminate manual
processes in the present system.

For the Enterprise Banking business, the
low adoption of technology by the
industry in serving SMEs is seen as an
opportunity for the Bank to put forward
more digital solutions, particularly for the
underserved start-ups segment. We have
established a strong presence within this
segment and will continue to be the
preferred partner. 

In terms of human capital, the Bank has
conducted developmental programs to
better equip our sales team with the
knowledge and expertise to meet evolving
market needs. Additionally, the Bank will
continue to employ talent with the
potential to bring forward the Group’s
values and strategic vision. 

The continued slowdown in the economy
is expected to further impact the
Community Banking business, and a
potential outflow of deposits is expected
as more customers withdraw their
savings to sustain their daily needs. As
Fintech usage among peers increases,
we can expect a reduction in interchange
or Paynet service fees. Attrition of talents
is also a risk that the Bank has to face as
a result of the pandemic.  

To grow our customer base, the Bank
intends to leverage on a “family segment”
proposition by targeting customers’ family
members, providing facilities that meet
their individual requirements. This
approach extends to Wealth
Management, which will grow through
referrals from our existing customer base.
The Community Banking business will
also continue to be more agile in booking
of financing to reduce impaired financing.

Giving back to the community has always
been a priority of  AFFIN ISLAMIC. This
element will be further increased through
social media engagement and
participation in community events to
strengthen the Bank’s identity as a
community-centric bank. Due to the
current COVID-19 pandemic, the Bank is
taking measures to avoid mass
gatherings and practising physical
distancing when engaging in community
works. The Bank remains optimistic for
the year 2021 and will continue to
support AFFIN Bank Group’s strategic
vision in providing excellent banking
services to meet our customer needs and
expectations.

MANAGEMENT

DISCUSSION & ANALYSIS

AFFIN BANK BERHAD 197501003274 (25046-T)    |   ANNUAL REPORT 2020

01

NICHE FINANCIAL 
SERVICE PROVIDER

• Financing and revenue growth 
on selected industries

• Embrace and enhance digital 
economy

02

REVENUE 
UPLIFTMENT

• Focus on high yield financing
• Accelerating fee income

03

STRATEGIC PRODUCT 
DEVELOPMENT

• Gold backed products
• Bancatakaful solutions
• CASA Tawaruq

04

05 06 07 08

TREASURY REVENUE 
CONTRIBUTION

• Growing treasury investment 
portfolio

• Effective management of access 
liquidity

ASSET
QUALITY

•  Further reduction on 
 gross impaired financing

BRAND
ENHANCEMENT

• Elevate brand visibility
•  Branded as “bank that cares”

STRONG GOVERNANCE AND
COMPLIANCE CULTURE

• Strengthening the states of 
compliance and risk

• Promote the culture of 
customers are an integral 

 part of the bank business 
strategies and operation

STRENGTHENING SHARIAH 
CAPABILITIES AND 

ENGAGEMENT

• Nurturing Shariah capability and 
knowledge

• Supporting collaboration with 
external parties through 

 waqaf and zakat
• Strengthening social finance 

practice
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AFFIN HWANG
CAPITAL

2020 KEY OBJECTIVES

Capturing identified growth areas within Advisory, Equity & Debt Markets
amidst continuing uncertainty and volatility;

Building the eco-system for diversification and sustainability;

Enhancing digital customer experience;

Unlocking new market segments; and

Strengthening corporate culture through Core Values

2021 STRATEGIC FOCUS

Accelerate transformation towards business sustainability through:-

Expansion of business, channels and client-centricity through innovation and
digitisation;

Future proofing for sustainability and relevance;

Capturing opportunities amidst market uncertainty; and

Remodelling and enhancing people, systems and business to optimise
efficiency.

RM351.1
million

Prof i t  before taxat ion

Despite the unprecedented challenges brought by the pandemic, Affin Hwang Capital
continued to outpace the industry with its highest ever Profit Before Taxation after Zakat
(“PBT”) of RM351.1 million for the financial year ended 31 December 2020
(“FY2020”). It further maintained its position by ending the year as the No.1
Stockbroking firm in the country, with a 15.2% Bursa Malaysia market share by value.
Affin Hwang Capital also leapfrogged one position to become Malaysia’s No.2 Asset
Manager in the domestic Unit Trust industry.
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Within a few years of Affin Hwang
Capital’s inception at the end of 2014, we
have managed to put in place the
building blocks for growing and
sustaining our Investment Banking,
Securities and Asset Management
franchises into what they are today, one
of the leading Investment Banks in the
domestic capital markets.

Over this period, we have built a strong
reputation, both domestically and
regionally. Through our resource
commitments and vast networks,
including our regional partners, we have
delivered value in providing solutions to
our clients and connecting capital market
issuers with local and foreign investors.

We will continue to commit resources to
building our capabilities, while our brand
promise to ‘Out Think’ and ‘Out Perform’
reflects our continuous commitment to
support and sustain the growths of our
clients, our partners, and also our
stakeholders.

2020 OPERATIONAL

REVIEW

The COVID-19 pandemic
and key global
developments shaped
capital markets in 2020.
The volatility was primarily
driven by the direction and
pace of world economic
growth and monetary
policies, as well as trade
and geopolitical tensions.

Despite the turbulent macroeconomic environment, Affin Hwang Capital performed well
in trading and investment activities for equities and fixed income and in growing assets
under administration. The expansionary monetary policies by global central banks and
low interest rate environment were among the factors conducive to our trading activities
and buoyed the inflow of investments into our funds as investors sought better returns.

Investment in digitalisation was another key factor that enabled Affin Hwang Capital to
continue its operations in the pandemic environment. We will continue to focus on
digitalisation, especially to future proof and sustain our business operations.

The strength of our culture, built over the last few years, is based on our Core Values –
ITEP (Integrity, Teamwork, Excellence & Pioneering). This has also enabled our
workforce to adjust swiftly and continue to perform in the new pandemic environment.

During the year, we continued to receive major international recognition and accolades
as follows. 

Investment Banking 

Competition in the domestic corporate advisory and debt fundraising intensified, buoyed
by the continuation and resumption of strategic projects.  

One of the key highlights in 2020 was the listing of Optimax Holdings Berhad on Bursa
Malaysia’s ACE Market, for which Affin Hwang Capital was the Principal Adviser, Sole
Placement Agent, Sole Underwriter and Sponsor for the Initial Public Offering (“IPO”).
The IPO shares reserved for the public were oversubscribed by 82.07 times, and the
deal was awarded the Best Small-Cap Equity Deal of the Year at the Best Deal & Solution
Awards 2020 by Alpha Southeast Asia.

During the year, Affin Hwang Capital, acted as Sole Principal Adviser and Joint
Bookrunner, successfully closed an Accelerated Book Build fundraising for Serba
Dinamik Holdings Berhad. This exercise ranks as the largest primary placement in
Malaysia since January 2018, and the third largest such offering in Southeast Asia for
2020. It also won the Best Primary Placement Award at The Asset Triple A Country
Awards 2020.
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Best Investment Bank of the Year, Malaysia by the International Banker 2020
Asia & Australasia Awards

Best Securities House, Malaysia by Asia Money in 2020 (fourth consecutive
year) 

Best Institutional House, Malaysia by Asia Asset Management 2020 Best of the
Best Awards

Best Fund House, Malaysia 
by Insights & Mandate, 2020 Professional Investment Awards

Best Asset Manager of the Year, Malaysia 
by The Asset Triple A Islamic Finance Awards 2020 (for AIIMAN)



In addition, Affin Hwang Capital also
secured a placement exercise involving
Hibiscus Petroleum Berhad, Malaysia’s
first listed independent oil & gas
exploration and production company. 

We were Joint Book Runner for the initial
2 issuance tranches of RM203.6 million
worth of Islamic Convertible Redeemable
Preference Shares (“CRPS”). The multi-
tranche CRPS exercise of up to RM2.0
billion is the largest of its kind on Bursa
Malaysia in 2020.

We will position our advisory business to
capitalise on opportunities created by the
Malaysian government’s economic
stimulus packages (“ESP”), whilst
promoting investment ideas to our clients
to grow their business. 

Securities 

Despite the adverse effects of COVID-19
pandemic, Bursa trading value was at
historic highs, continuously breaking
records throughout the year. Retail
investors continue to flock the equity
market, seeking opportunity on the back
of a low interest rate environment.

The growth of the stock market, boosted
by active retail participation, witnessed
the highest number of new trading
accounts opened with Affin Hwang
Capital since 2011. Over 260,000 new
individual trading accounts were opened
with Bursa in 2020 compared to 113,000
accounts in 2019.

During the year, Bursa’s trading value
increased from RM1.05 trillion to
RM2.14 trillion. Affin Hwang Capital rose
to the occasion by introducing continuous
improvements to our operational
processes and automating and
digitalising our trading system to be user-
friendly and easy to navigate. 

These factors resulted in 2020 being our
best year ever, with a record 15.2%
(2019: 12.9%) market share in terms of
market trading value at Bursa.

Efforts to upgrade and strengthen our “in-
house developed” Remisier Management
System have further improved our clients’
trading experience and empowered retail
investors.

The COVID-19 pandemic has resulted in
a noticeable increase in trading volume
of Affin Hwang Capital’s online shares
trading platform (eInvest.affinhwang.com)
and we believe that this trend will
continue into 2021. As such, we intend
to continue growing the digital platform
by driving our operations towards
digitalisation and automation. We are
confident that our eInvest platform will
continue to be a major contributor in
further strengthening our standing as the
No.1 Stockbroking firm in trading value
and volume in Malaysia.

Our “client first” approach and our
continued commitment in ensuring a
higher standard of excellent customer
service have worked in growing our
clientele base. 

Asset Management 

The asset management segment
recorded its strongest growth in FY2020
with total assets under administration
(“AUA”) rising 26% from RM57.7 billion
at the beginning of 2020 to close the year
at RM73.0 billion. The total AUA
represented the combined growth of both
Affin Hwang Asset Management Berhad
as well as its wholly-owned Islamic fund
management arm AIIMAN Asset
Management Sdn Bhd (“AIIMAN”).

The expansion was buoyed by steady
inflows into our unit trust funds as
investors sought better returns in a low
interest rate environment. For the year
ended 2020, Affin Hwang Asset
Management Berhad Group declared a
total income distribution of RM1.16 billion
across its retail and wholesale funds.

Throughout the year, Affin Hwang Asset
Management Berhad Group maintained a
strong pipeline of product launches,
including 23 new funds with different
strategies and market exposures to help
clients diversify in a low interest rate
environment. To bolster our passive
offerings, we also launched two smart beta
exchange traded funds that were listed on
the Main Market of Bursa Malaysia.

Affin Hwang Asset Management Berhad
and AIIMAN also secured a total of 27
awards in 2020.  Six awards were from
Refinitiv Lipper Fund Awards 2020 for
four of our funds, 16 were for Affin Hwang
Asset Management, three were for
AIIMAN Asset Management and two were
for our Exchange Traded Funds.
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2020 FINANCIAL REVIEW

For the year under review, Affin Hwang
Capital and Affin Hwang Investment
Bank Berhad doubled its PBT to
RM351.1 million and RM258.2 million
from RM174.5 million and RM125.4
million respectively a year ago. Affin
Hwang Asset Management Berhad
Group posted a higher PBT of RM137.3
million in 2020 compared to RM109.8
million in the previous year.

These achievements are mainly due to
favourable market conditions for trading
and investment activities during the year
as well as higher assets under
administration, notwithstanding the
challenging operating environment due to
the COVID-19 pandemic. In-line with the
weaker credit outlook, Affin Hwang
Investment Bank Berhad provided higher
impairment allowance on loans and
receivables of RM49.6 million compared
to RM21.2 million in 2019. 

For 2020, Affin Hwang Capital’s earnings
per share increased to 29.63 sen against
13.23 sen in 2019. In line with these
improvements, it also recorded a higher
return on equity of 14.5% in 2020 from
6.6% the year before. 

RISKS & OPPORTUNITIES

Technology and digitalisation will be the
main focus for our Securities business to
improve the following:-

a) service quality level; 

b) widening distribution capability; 

c) elevating retail participation
through marketing and branding;

d) exploring business collaborations
with digital solutions firms; and 

e) increasing financial literacy level
within the retail segment.

In Investment Banking, we will position ourselves to capture business opportunities on
the back of the ESP provided by the Government of Malaysia to boost business activities
in the country, while promoting investment ideas to our clients. 

For Asset Management, we will continue to focus on delivering value to our clients and
driving innovation. Client experience remains embedded as a strategic pillar of the Affin
Hwang Capital’s initiatives as it seeks to grow and deepen relationships. Technology
and innovation will be the key enablers in doing so as the Group embarks on a string
of digital initiatives aimed at future-proofing our business. 

LOOKING AHEAD

The key challenge in 2021 remains the uncertainty brought about by the COVID-19
pandemic which will have broad implications to the financial and capital markets as
well as the overall economy. The pandemic, if prolonged, will pose operational
challenges arising from potential resource and capacity constraints that may disrupt
operations and service deliveries. However, there is upside potential, where apart from
fiscal stimulus, the vaccine rollouts in 2021 under the national immunisation plan will
likely support economic activity across major sectors, with the lifting of containment
measures.

Our focus is to continue to provide sustainable client solutions through innovation and
digitisation to future proof our business and capture opportunities. This will also include
our continuous process of remodelling and enhancing our talent, systems and business
to optimise efficiency.

Amidst this backdrop, our Asset Management business plans to stay firmly rooted to
its core values to help clients achieve their financial goals. The business will continue
to focus on delivering value to our clients with technology and innovation as the key
enablers to deepen and enhance customer experience.

Our Securities Division plans to leverage on technology to provide a more cost efficient
and effective distribution channel to our clients. We also plan to embark on new product
offerings, including structured warrants, and improve our overall service delivery. Our
aim is to be the “broker of choice” leveraging on our in-depth knowledge of matching
clients’ needs to our innovative investment solutions.

To further augment our financial services offerings, our Investment Banking Division
will work closely with AFFIN BANK to launch our new Corporate Investment Banking
initiative. This initiative will see us transform from a product-centric approach to a more
holistic client-centric model to deliver end-to-end financial solutions. 
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2021 KEY INITIATIVES 

Accelerate transformation towards business sustainability through:

Expansion of 
business, channels
and client-centricity
through innovation
and digitalisation

Future proofing for sustainability
and relevance

Capturing opportunities amidst
market uncertainty

Remodelling and enhancing people, systems and
business to optimise efficiency.
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AFFIN 
MONEYBROKERS
SDN BHD

2020 KEY OBJECTIVES

To be the market leader 

To increase market share 

To reward shareholder by maximising profit target

2021 STRATEGIC FOCUS

To strive for a bigger market share

To enhance IT operations, improve products, increase efficiency in processes
and information

To reward shareholder by maximising profit target

2020 OPERATIONAL REVIEW

The lower brokerage income for the financial year 2020
was largely due to the economic downturn caused by the
COVID-19 pandemic, poor market sentiment and
geopolitical concerns. Affin Moneybrokers Sdn Bhd
(“AMB”) is one of only three broking houses in the
Malaysian money broking industry. Continued financial
growth is attributed to various marketing and promotional
activities were undertaken during the financial year and
the introduction of new services. 
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RISKS AND OPPORTUNITIES 

The current economic and geopolitical
sentiments both globally and
domestically have caused volatility in the
financial market, forcing regulatory
authorities and governments to
implement measures and market
activities. 

Additionally, BNM’s support and
encouragement of the use of electronic
trading (e-broking) will have an impact on
overall industry revenue. Therefore, we
need to formulate an approach that will
allow us to capture a larger market share
through digital platforms while offering
innovative products. 

For the industry, stiffer competition is
anticipated with the possibility of
international money broking companies
entering the market. To remain
competitive in the market amidst rising
operational cost and reduction in
brokerage fee structure, we will continue
to innovate our marketing and
promotional efforts, invest in the latest
technologies and continue to form
strategic alliances with foreign partners. 

We will also continue to develop and
manage talent, as our employees are the
backbone of our success. As such, we
continue to encourage our employees to
upskill and enhance their professional
growth through a variety of training and
development programs. Additionally, to
further boost our performance, we strive
to hire the very best from a pool of
experienced professionals as well as
fresh graduates. To provide professional
service, broking staff are required to meet
the minimum Persatuan Pasaran
Kewangan Malaysia (PPKM) examination
Module One’s requirements to ascertain
competency and comply with its code of
ethics. In addition, regular training will be
provided to our staff to ensure continuous
improvement. This will further enhance
the service quality provided to our clients.

LOOKING AHEAD

The entry and acceptance of e-broking
by the market will have a negative effect
on conventional broking, especially in
foreign exchange trading. BNM has
allowed three more e-trading platforms to
operate in the wholesale inter-bank
market. Once e-broking gains traction,
conventional voice broking’s revenue will
be affected. Merger opportunities are
limited, given the small number of money
broking companies in the industry. 

The government’s plan to establish large
and well capitalised banks to compete in
the global marketplace may further
consolidate the banking industry, thereby
reducing liquidity in the wholesale
market.

The approval by BNM to issue Banking
License to foreign banks to operate in the
country and the issuance of a new
Islamic Banking License have added
greater depth to the financial industry.
The expected growth of Islamic Banking
products and services will have a positive
effect on the domestic market.

The greater dealing requirements of
Insurance companies and the probable
entry of large corporate bodies like EPF
and Petronas will be beneficial to the
market. Bank Negara has also allowed
the entry of new foreign banks, which will
add more liquidity to the market.

In 2021, we will continue to strive for a
more significant market share through
improved professionalism and increased
customer engagement. We are also
looking at enhancing our IT operations to
improve processes and product offerings,
eventually placing us as a market leader. 

MANAGEMENT

DISCUSSION & ANALYSIS

AFFIN BANK BERHAD 197501003274 (25046-T)    |   ANNUAL REPORT 2020

FY2020 was a challenging year for the
company and industry. Despite this, the
company was able to remain profitable
and we are confident the forecast and
projections put in place for the
foreseeable future are achievable. Our
continued growth is attributed to the
various marketing promotions and
activities as well as innovations and
services introduced during the financial
year. 

The management continues to
encourage enhancement in the
knowledge and skills of employees
through training and courses. To further
enhance the human capital of the
company, management remains active in
the recruitment and retainment of
talented individuals that can add value to
the business, improve performance
management processes and
accountability, redesign financial rewards
and incentives and enhance
effectiveness of the Senior Management
Team.

In our quest to capture a bigger market
share and become the market leader in
the industry, we will continue to build
strategic alliances with the suitable
partners to improve business volume. 

2020 FINANCIAL REVIEW

In 2020, AMB posted a lower PBT of
RM1.9 million, a decline of 23.9% from
the previous year, due to the slower
market sentiment brought by the
pandemic which is still on-going. The
overall income contributed by all desk are
as follows:-

Desk                    Income         YOY 

                        (RM ‘000)     Change

Forward/Deposit      4,142            2%

Fixed Income           2,705            2%

Money Market         1,866            4%

Derivatives               1,799            8%

Islamic                      618             25%
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AXA AFFIN LIFE
INSURANCE
BERHAD

2020 KEY OBJECTIVES

Transformation into the preferred Health & Protection player driven by:

Sustained building of professional agency force

Enhancing our partnership proposition for emerging customers as a leading
digital insurer

Building a high-performance culture 

Streamlining and transforming operations with a focus on being a customer-
centric insurer

2021 STRATEGIC FOCUS

Build and reinforce distribution networks with a differentiated approach on
agents - achieving 35% full-time agents by 2024

Become the partner of choice for emerging customers through innovative
solutions

Deepen existing Bancassurance relationships with AFFIN BANK and Citibank 

Achieve efficiencies and perform business decisions aligned with financial
objectives

Become the most inspiring company to work for

Become the most customer-centric insurer by being a leading digital insurer
in Malaysia66%

market share

mainta ined i ts  posi t ion 
as the leading dig i ta l  
insurer in Malays ia wi th
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AXA AFFIN Life Insurance
Berhad (“AALI”) maintained
its position as the leading
digital insurer in Malaysia,
with a 66% market share
within Digital for Life
Insurance, attributable to our
offering of Insurtech thought
leadership, which focuses on
offering low-barrier entry to e-
medical cards targeted at
millennials and young
families. 

In 2020, AALI was awarded the Digital
Insurance Initiative of the Year and
Health Insurance Company of the Year.
The company has a strong team with a
significantly lower attrition rate compared
to 2019 and a great AXA culture, as
evident in the significant employee net
promoter score for the year. 

AALI continued to make strides in digital
development, implementing more than
60 Robotic Process Automation (“RPA”)
to improve operational efficiency and
innovation enhancement. 

2020 FINANCIAL REVIEW 

In FY2020, AALI recorded a lower loss
after tax of RM0.8 million for FY2020, as
compared to a loss after tax of RM7.6
million in the previous financial year,
attributable to better asset-liability
matching and realisation of gains. There
was an improvement in New Business
Value (NBV) to RM36.4 million in
FY2020 from RM34.9 million previously.

RISKS AND OPPORTUNITIES

Life insurance market saw an overall growth of 0% in 2020. The top five players have
been dominating the market since 2009 with more than 75% of APE. 

The COVID-19 pandemic is seen as a game-changer for the industry as it reinforced
several trends that had existed prior to the outbreak, accelerating digitalisation efforts.
With restrictions on face-to-face contact, other avenues for sales meetings with clients
were explored (online meetings, calls, etc.)

Volatility in the global and domestic markets has had an adverse impact on business
and consumer spending. However, the increase in usage of digital technology and a
renewed interest in health and medical security led to a growing interest in insurance
and a larger take-up rate. 

Malaysia is on a fast track to digitalisation due to its economic growth and advanced
technology infrastructure. The Malaysia Digital Economy Corporation (MDEC) projected
that e-commerce contributions would rise to as high as RM170 billion by 2020, while
Internet banking and mobile banking penetration rates are increasing.  Malaysia ranked
first in e-wallet use in Southeast Asia, according to a study done by Mastercard. 

The on-going pandemic has brought some new changes as follows:-

• Increased health awareness and digital usage in Malaysia. 76% have used
online services (e.g. payment, shopping, and food delivery) and 66% rely more
on social media for news.

• Existing policyholders showed more interest in insurance and had plans to
increase their protection. 

• Weakened competitiveness among start-ups and Small and Medium
Enterprises (SMEs) due to the lack of preparation for unexpected disruptions
and challenges.  Only 61% of SMEs had employee and accident insurance,
while 51% had key main insurance. Lower life insurance take up rate of 55%
compared to the country target of 75% by 2020 Economic Transformation Plan
and 90% are considered underinsured according to the Life Insurance
Association of Malaysia (LIAM). The government is likely to revise the national
target to 75% from the present target of 55%.

• Increased core business capabilities are moving into cloud systems while
carriers continue pursuing legacy system modernisation.

• The on-going efforts to contain the spread of the virus resulted in volatility in
the financial markets, which had an adverse impact on the economy. The
emergence of new and traditional players has spurred us to quickly innovate
and embrace technological advancement such as adopting Artificial
Intelligence (AI) and meeting the needs of the more sophisticated and informed
consumer base. 

Effective 1st January 2023, the IFRS/MFRS will change the way insurance companies
manage their revenues and profits.

MANAGEMENT

DISCUSSION & ANALYSIS
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LOOKING AHEAD

The Malaysian economy and the life
insurance industry are showing signs of
recovery amid relaxation of movement
control and the rollout of National
Immunisation Programme. As the
economy evolves and grows, AALI will be
agile to seize the right opportunities
because protection needs are ever more
important. AALI will continue its focus on
customers and employees with the
purpose of “Acting for Human Progress
by Protecting What Matters”.

AALI intends to grow the business
through the following measures: 

• Using a 3-pronged marketing
strategy i.e. e-commerce, digital
partnership and offline to online
partnerships, to build a robust
InsurTech ecosystem and
penetrate the underserved lower-
income emerging customer
segment. 

• Focusing on product innovation
and continuous technological
improvements through robotics
process automation (RPA) to
improve efficiency and processes 

In order to cater to the ever-growing
digitally-savvy consumers, the company
launched several products that can be
easily purchased online, such as eMedic
– a medical and health plan for
millennials consisting eMedic family plan
for young families, critical illness package
and eCombo, the first customisable
online insurance, which combines 3
packages (life, critical illness and
medical).

AALI’s 2021 to 2024 strategic plan
addresses gaps via employee value
proposition strategy. This includes talent
management, improved employee
onboarding experience, employer
branding and encouraging a healthy
lifestyle and wellbeing of our employees. 

Going forward, AALI will continue to
strengthen governance and risk
management standards in managing risk,
particularly in light of changing regulatory
environment, business models and
greater adoption of technology. AALI will
remain focused on its business with an
increased emphasis on Protection and
Health.
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AXA AFFIN
GENERAL
INSURANCE
BERHAD 

2020 KEY OBJECTIVES

Driving selective growth 

Driving efficiency through LEAN methodology/ robotics 

Enhancing customer experience and increasing number of customers

Continue to build internal capabilities

2021 STRATEGIC FOCUS

Profitability – Building a sustainable business portfolio

Growth – Focusing on growing preferred segments

Customer Centricity – Providing better customer experience through
simplification and payer-to-partner initiatives

Efficiency – Reducing claims cost and optimising expenses

2020 OPERATIONAL REVIEW

2020 was a challenging year for the general insurance
sector as the outbreak of the COVID-19 pandemic had an
adverse impact on the economy and industry performance.
Despite the general insurance market contracting by 0.6%,
AXA AFFIN General Insurance Berhad (“AAGI”) achieved
a growth of 2.1%, primarily driven by the preferred
segments. We also saw positive progress on our strategic
priorities in terms of efficiency and customer experience. 

AXA AFFIN General  
Insurance has invested
in robotics process
automation (RPA) and
deployed more than

100 bots across the

company, resulting in
95% improvement in
the quality and speed.
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In the face of the pandemic in 2020, our
primary focus was to adapt and innovate
in the new normal to support and deliver
greater value to our customers and
partners. We launched several key
initiatives to ease customers’ financial
obligations and continue to reassess our
value chain to enhance our product and
services. 

We made good progress on our strategic
priorities in selective growth, efficiency,
customer experience and building
capabilities.

2020 FINANCIAL REVIEW 

AAGI ended FY2020 with a gross written
premium (GWP) of RM1.38 billion [2019:
RM1.35 billion] and registering a PAT of
RM83.8 million [2019: RM67.2 million].
Our 2020 performance was affected by
the COVID-19 pandemic – specifically,
the mitigation measures introduced such
as the MCOs and the OPR cuts.  

RISKS AND OPPORTUNITIES 

The pandemic has upended the norms on business operations and consumer
behaviours; thus creating massive challenges and rare opportunities at the same time.
Many of these changes are likely to stay and in response, we have accelerated our
digital transformation to innovate faster for our customers and deliver more value
through improved processes. 

Digitalisation is the key and way forward to transform and grow. LEAN processes and
automation were embraced to serve our customers efficiently. To date, we have invested
in robotics process automation and deployed more than 100 bots across the company,
resulting in a 95% improvement in the quality and speed of everything we do. This has
also led to a reduction in labour-intensive work and enabled us to focus more on value-
added activities in line with our Payer-to-Partner strategy. 

In response to the shifting landscape of consumer behaviours and to improve customer
experience, we are also leveraging on data and customer segmentation to personalise
experience for our customers.  

On the human capital aspect, we have embraced a smarter way of working, upskilled
employees with new way of learning on digital platforms and we will continue to build
digital capabilities to future-proof our workforce. The continuation of the AXAPRENEUR
programme has enabled us to generate  new ideas and products to help our customers
to protect what matters. AXA Digital Faculty 4.0 was also launched to provide various
digital upskilling programmes to further strengthen digital capabilities and foster strong
digital culture internally. 

LOOKING AHEAD

Moving forward, 2021 is expected to see trends such as disruptive technology, ‘new
normal’ lifestyle, wellness wearables, and demand surge in usage-based insurance. As
we chart our journey towards becoming a customer-centric insurer, our mission is to
strengthen our digital capabilities and accelerate the growth of our profitable segments
to bring greater value to our customers and stakeholders.

The general insurance business outlook for 2021 is contingent on the effectiveness of
the vaccination programme to contain the pandemic and the recovery in external
demand. Nevertheless, our focus for 2021 will remain centered on building sustainable
business portfolio to ensure sustainable profitability and expanding our market share
in the preferred segments, whilst constantly finding new ways to adapt and adopt to
this new normal in our ways of doing business.

We will continue to uphold a strong commitment by driving sustainable practices and
growth responsibly, striking a long-term balance between the environment, society and
the economy. 
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SUSTAINABILITY
STATEMENT

ABOUT 
THIS REPORT

THIS IS AFFIN BANK GROUP'S ("THE GROUP") FOURTH ANNUAL SUSTAINABILITY
STATEMENT ("THE STATEMENT", OR "THIS REPORT"). THIS REPORT REPRESENTS OUR
COMMITMENT TO TRANSPARENCY IN COMMUNICATING WITH OUR STAKEHOLDERS.
THIS REPORT IS A DETAILED ACCOUNT OF THE PROGRESS AND IMPACT OF OUR
PERFORMANCE IN SUSTAINABILITY.



REPORTING SCOPE AND BOUNDARY

This Report is based on our Group-wide sustainability
information and data for the period 1 January 2020 to 31
December 2020 (“Reporting Period” or “FY2020”), covering our
three (3) main business segments i.e. Commercial Banking,
Investment Banking and Insurance. The Group of companies
included in these segments are as follows:
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Commercial

Banking

• Affin Bank Berhad (AFFIN BANK)
• Affin Islamic Bank Berhad (AFFIN ISLAMIC)

Investment

Banking

• Affin Hwang Investment Bank Berhad
(AHIB)

• Affin Hwang Asset Management Berhad
(AHAM)

• AIIMAN Asset Management Sdn Bhd
(AIIMAN)

Insurance

• AXA AFFIN Life Insurance Berhad (AALI)
• AXA AFFIN General Insurance Berhad (AAGI)

The scope of this Report is per our previous sustainability
statements and covers the Group’s operations in Malaysia. It
discloses our perspectives, approaches and progress in
managing the Environmental, Social and Governance (ESG)
impacts arising from our business operations. We will continue
to enhance the disclosure of our sustainability performance and
we intend to expand our reporting scope to cover across our
value chain for our future reporting.

REPORTING GUIDELINES AND STANDARDS

This Statement is developed based on the guidelines set out in
the Main Market Listing Requirements on Sustainability
Reporting by Bursa Malaysia, as well as global sustainability
frameworks such as the Global Reporting Initiative (GRI)
Standards and the United Nations Sustainable Development
Goals (SDGs). We are also guided by the Value-Based
Intermediation (VBI) framework by Bank Negara Malaysia
(BNM) and Sustainable & Responsible Investment (SRI)
Roadmap for the Malaysian Capital Market where appropriate,
to ensure we continue to address our role in supporting
Malaysia’s sustainable growth.

ASSURANCE

The Group has in place internal reporting procedures for the
review of the Statement. Prior to the Board of Director’s (BOD)
review, the Statement was reviewed by our Group Board Risk
Management Committee (GBRMC) and the Sustainability
Management Committee (SMC).  We will continue to improve
our internal reporting processes to strengthen the credibility of
our sustainability disclosures before we move towards obtaining
a third-party assurance on our sustainability indicators in the
future.
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O U R  S U S T A I N A B I L I T Y  M A N A G E M E N T  A P P R O A C H

SUSTAINABILITY ROADMAP

Our Sustainability Roadmap is centred around the following four (4) priority areas:

We conducted an internal exercise across all our three (3) business segments i.e. Commercial Banking, Investment
Banking and Insurance to identify existing gaps and opportunities for improvement in our ESG management and
established the Group’s Sustainability Roadmap that encapsulates the short, medium and long-term plans to create value
for our business and various stakeholders.

We will continue to improve our Sustainability Roadmap to address the ESG issues arising from our operations, product
offerings, internal procedures and procurement activities. Going forward, we will include measurable outcomes and
strategic milestones to our Sustainability Roadmap that will enable us to track our progress and to make adjustments to
our approach whenever necessary.

Sustainability Risks and Opportunities

Enhancing the Group’s process to identify and
prioritise the material sustainability risks and
opportunities to our stakeholders and our business
that may affect the ability to create value over short,
medium and long term

Sustainability Governance

Strengthening the Group’s Sustainability Governance
structure to support the ability to create value in the
short, medium and long term

Sustainability Metrics and Targets

Improving the Group’s overall internal and external
sustainability reporting process to ensure
comprehensive, comparable, credible and
meaningful sustainability data management and
target settings 

Sustainability Strategy

Solidify the Group’s management of sustainability
risks and opportunities through implementation of
sustainability frameworks, policies, and initiatives
aimed at achieving value creation across short,
medium and long term

1

3 4

2



SUSTAINABILITY GOVERNANCE

We have revised the Group’s Sustainability Governance Structure in Q1 2021. The new governance structure, together with the scope
of responsibilities at each level are outlined below:

BOARD  OF  D IRECTORS  (BOARD )

• Promote sustainability through appropriate ESG considerations in the Group’s business strategy
• Accountable for reviewing, adopting and monitoring the implementation of the Group’s overall sustainability strategies, by

taking into account the ESG impacts arising from business operations and strategic decisions

GROUP  BOARD  R ISK  MANAGEMENT  COMMITTEE  (GBRMC)

• Responsible for the overall implementation and management of the Group’s sustainability performance
• Identify, implement and monitor key activities related to managing sustainability matters across the Group’s operations
• Provide oversight, monitor and implement sustainability related policies and objectives as approved by the Board
• Monitor and track the Group’s sustainability performance and issues to be reported and advised to the Board
• Review the Group’s sustainability disclosures prior to submission for the Board’s approval before publishing

SUSTA INAB IL I TY  MANAGEMENT  COMMITTEE  (SMC )

• Chaired by the Group Chief Executive Officer (GCEO), the SMC is supported by MCM sub-committees on matters such as
Governance, Risk & Compliance, Branch Performance & IT, Operations, Digital and Customer Experience

• Assist the Board in managing the day-to-day operations, formulating tactical plans and business strategies while monitoring
the Group’s entities’ overall performance

• Ensure all business activities conducted are in accordance with the Group’s corporate objectives, strategies, policies as well
as its Annual Business Blueprint and Budget

• Approve corporate sustainability objectives and review its progress in achieving them

SUSTA INAB IL I TY  WORK ING  GROUP  (SWG)

• Chaired by the Group Chief Corporate Strategy Officer and supported by respective Heads of Divisions and sustainability
representatives from various functions across all business segments 

• Identify, assess, evaluate, manage and report on current emerging sustainability risks and opportunities relevant to the Group’s
operations

• Develop the Group’s sustainability disclosures to ensure compliance with regulatory requirements and subsequently
recommending for the Board’s approval

• Monitor and provide progress updates on the Group’s sustainability activities, performance and initiatives based on the strategies
and policies set by the Board, supervised by the GBRMC

• Monitor the implementation and the action plans of the Group’s Sustainability Roadmap
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STAKEHOLDER ENGAGEMENT

Based on our the interactions with our stakeholders at various levels, we have come to understand their needs and concerns. Findings
from this exercise are then incorporated into our business planning and goals settings. 

The table below outlines the form in which we engage our stakeholders, their matters of interest and how we address these issues
that matter to them:

Stakeholders     Engagement Mode                   Matters of Interest                                       Our Response (refer to the

                                                                                                                                       respective sections of this 

                                                                                                                                       statement)

INTERNAL STAKEHOLDERS

Board of             •   Board of Directors meetings    •   Overall performance and strategic               •   Sustainable Financial
Directors            •   Board Committee meetings          direction of the Group                                      Services
                          •   Group corporate events           •   Corporate governance practices                   •   Socially Responsible
                                                                             •   Responsible investments                                  Employer
                                                                             •   Human capital management                        •   Supportive Community
                                                                             •   Environmental practices                                   Development
                                                                                                                                                      
Senior               •   Performance assessment        •  Overall performance and strategic               •  Sustainable Financial
Management          and feedback                              direction of the Group                                      Services
                       •   Management Committee         •  Operational efficiency                                  •  Socially Responsible
                              Meetings                                 •  Innovative services and products                      Employer
                          •   Townhall sessions                    •  Good rapport with stakeholders                    •  Supportive Community
                          •   Intranet messaging                  •  Corporate governance practices                       Development
                          •   Group corporate events           •  Human capital management                        
                                                                             •  Environmental practices

Employees         •  Employee Engagement           •  Talent and succession planning                   •  Sustainable Financial
                              Surveys                                  •  Employee welfare                                             Services
                          •  Performance assessment        •  Career progression                                      •  Socially Responsible
                              and feedback                          •  Ethical business practices                                Employer
                          •  Intranet messaging                  •  Information and data security                      •  Supportive Community
                          •  Department meetings              •  Environmental practices                                   Development
                          •  Townhall sessions                    
                          •  Group corporate events
                          •  Grievance handling systems

EXTERNAL STAKEHOLDERS

Investors/           •  Roadshows                             •  Overall performance and strategic               •  Sustainable Financial
Shareholders      •  Investor Relations Sessions          direction of the Group                                     Services
                          •  Annual General Meetings        •  Impact of products and services                  •  Socially Responsible
                          •  Corporate website                   •  Corporate governance practices                       Employer
                                                                             •  Strategic collaborations/partnerships                

SUSTAINABILITY RISKS AND OPPORTUNITIES
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Stakeholders     Forum                                     Matters of Interest                                       Our Response (refer to the

                                                                                                                                       respective sections of this 

                                                                                                                                       statement)

EXTERNAL STAKEHOLDERS

Regulators/        •  Meetings                                 •  Products & services                                     •  Sustainable Financial
Government       •  Regulatory briefings                •  Ethical business practices                                Services
Bodies              •  Programmes organised by       •  Overall performance                                    •  Socially Responsible
                              regulators/government            •  Regulatory compliance                                     Employer
                              bodies                                     •  Information & data security
                                                                             •  Corporate governance practices

Individual and   •  Customer Satisfaction             •  Products & services                                     •  Sustainable Financial
Non-Individual        Surveys                                   •  Streamlined customer services                         Services
Customers         •  Social media                           •  Ethical business practices                            •  Socially Responsible
                       •  Customer service channels      •  Personal data protection                                  Employer
                          •  Meetings/site visits                  •  Transparency in sales & marketing
                          •  Corporate website                   

Analysts/           •  Meetings                                 •  Products & services                                     •  Sustainable Financial
Rating               •  Analysts briefings/forums        •  Ethical business practices                                Services
Agencies           •  Corporate events                   •  Regulatory compliance
                                                                             •  Financial performance

Media                •  Meetings                                 •  Good governance practices                          •  Sustainable Financial
                          •  Media releases                        •  Societal impact                                                Services
                          •  Press conferences                   •  Open and transparent communication         •  Supportive Community
                          •  Corporate events                                                                                                 Development

Business           •  Corporate website                   •  Strategic collaborations/partnerships            •  Sustainable Financial
Partners/IT        •  Meetings                                 •  Products and services                                      Services
Outsource         •  Corporate events                   •  Transparency in sales and marketing
Partners                                                           •  Regulatory compliance
                                                                             •  Financial performance

Employee          •  Meetings                                 •  Regulatory compliance                                •  Socially Responsible
Unions              •  Townhall sessions                    •  Financial performance                                     Employer
                          •  Group corporate events           •  Human capital development
                                                                             •  Fair employment practices

Vendors/            •  Meetings                                 •  Regulatory compliance                                •  Sustainable Financial
Suppliers/          •  Corporate website                   •  Financial performance                                     Services
Contractors                                                      •  Supply chain management

Industry/Trade    •  Meetings                                 •  Strategic collaborations/partnerships            •  Sustainable Financial
Associations      •  Public partnerships                 •  Products & services                                         Services

Local                •  Meetings                                 •  Ethical business practices                            •  Sustainable Financial
Communities/    •  Volunteer activities                  •  Societal and environmental impact                  Services
Non-                 •  Forums                                   •   Indirect economic contribution                    •  Supportive Community
Government       •  Corporate Social                                                                                                 Development
Organisations          Responsibilities                           
(NGO)                     programmes                           
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MATERIALITY ASSESSMENT 

The objective of our Materiality Assessment exercise is to identify and prioritise sustainability matters with significant impact to our
business and stakeholders. Our Materiality Assessment is conducted via the following four (4) steps:

Step 1: 

IDENTIFICATION OF

SUSTAINABILITY

MATTERS

Step 2: 

STAKEHOLDER

ENGAGEMENT

Step 3:

SUSTAINABILITY

IMPACT

ASSESSMENT

Step 4:

PRIORITISATION OF

SUSTAINABILITY

MATTERS

Sustainability matters are
identified by taking into
account both internal and
external factors, together with
current as well as the
emerging global risks and
opportunities affecting the
financial services industry. We
also made cross references
with industry-specific materials
and publications such as the
UN SDG Industry Matrix for
Financial Services and
sustainability disclosures by
peer organisations. 

We conducted Stakeholder
Engagement sessions with
both our internal and external
stakeholders to gauge their
perception on the identified
sustainability matters. From
this engagement, we are also
able to ascertain their
expectations on the
management of each of the
sustainability matters. For this
reporting cycle, we have
engaged over 120
stakeholders both internally
(Board of Directors, senior
management and employees at
both HQ and branches) and
externally. 

The aim of this exercise was
to determine the level of
importance of the sustainability
matters to the Group’s
business operations. Our SWG
members and other key
personnel from various
functions across the Group
participated in this exercise.
We leveraged on our existing
business risks evaluation
parameters to rate the
likelihood and impact of
occurrences of risks events. We
also performed assessments
on the likelihood and impact
of the materialisation of
opportunities associated with
these sustainability matters.

Guided by Bursa Malaysia’s
Materiality Assessment
Sustainability Toolkit, we have
incorporated the findings of
the aforementioned steps to
prioritise the top eleven (11)
topics that are important to
our stakeholders and
business. The result of this
exercise is represented in our
materiality matrix shown on
the following page.
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The sustainability matters are subsequently grouped into the three (3) themes tabled below. The sustainability matters act as 
key focus areas for us to develop our holistic strategic vision, governance structure and operations to derive value to both our 
business and stakeholders. Efforts to manage and monitor the Group’s performance of these sustainability matters are 
discussed in subsequent sections of this Report.
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Low

Community 
Development

Sustainable Procurement Practices

Talent Development
Responsible Marketing

Digital Innovation

Ethics & Integrity

Client / Customer Focus
Fair Employment Practices

Data Privacy & Security

Environmental Management

Responsible Financial Services
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Importance to Business

MATERIALITY MATRIX

THEME 1 THEME 2 THEME 3

SUSTAINABLE

FINANCIAL SERVICES

Our commitment towards integrating

sustainability practices in delivering our

products & services

Digital Innovation

Data Privacy & Security

Ethics & Integrity

Client/Customer Focus 

Responsible Marketing

Responsible Financial Services

Sustainable Procurement Practices

SOCIALLY RESPONSIBLE

EMPLOYER

Our commitment towards becoming a

talent incubator and magnet that

supports development & acts in the best

interest of our employees through an

inclusive workplace

Fair Employment Practices

Talent Development

SUPPORTIVE COMMUNITY

DEVELOPMENT

Our commitment towards minimising the

environmental impacts of our business

activities & engaging positively with

society

Environmental Management

Community Development
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OUR MATERIAL MATTERS

Material matters are those that have the most impact on our ability to create long-term value. These matters influence how our
Sustainability Governance steer the Group in managing the sustainability risks and opportunities. 

IMPORTANCE TO OUR BUSINESS AND STAKEHOLDERS

Digital Innovation

                                    Risks                                                                               Opportunities

Data Privacy & Security

Ethics & Integrity

Client / Customer Focus

Responsible Marketing

• BNM's potential issuance of the new Digital Bank Licenses
will introduce a new range of competitors who are
technologically more advanced and appeal to the
customers of today and tomorrow

• Failure to embrace and keep up with digitalisation would
put the Group at risk of having products and services that
are no longer relevant to our customers, slower and
outdated processes and the Group having limited
knowledge of our customers

• Poor digital planning and implementation may result in
substandard services, security concerns and frequent
services downtimes

• Breaches of information and cyber security will result in
loss in customers’ trust, potential monetary losses and may
attract regulatory redressals

• Severe breaches may also result in damaging disciplinary
actions or clampdowns by the authorities

• The pace in which technologies are developing makes it
more difficult to protect information

• Unethical conduct and poor corporate governance
practices may result in monetary losses, reputation loss and
disciplinary actions by the authorities

• Failure to establish robust customer/client management
policies and programmes will lead to a loss in customers
and business

• Lack of understanding and ability to serve the needs of our
customers/clients will result in significant business and
financial risks

• Failure to observe fair marketing standards will give rise to
compliance and reputational risks 

• Failure to deal with customers in a fair, transparent and
ethical manner will adversely erode stakeholders’ and
customers’ trust and lead to a loss in customer base,
business and reputation. 

• A successful digital transformation will allow the Group to
respond and innovate quickly to meet changes in the
market and customer demands  to remain relevant and
competitive

• Digitalisation will also enable us to provide more efficient
services, reduce turnaround time and a more targeted sales
and efficient marketing efforts

• Digital banking will allow the Group to lower the cost of
doing business as well as reach out to a wider customer
demographics (i.e. the underserved or unserved markets)

• Established record in information and data security will help
build customer trust and a positive reputation for the Group

• Continuous strengthening of corporate governance will
result in improvements in the Group’s operations and
performance

• Established record in governance and integrity will help
build customer trust and a positive image for the Group

• Focusing on the following efforts will differentiate our
products and services, hence creating customer loyalty: 
1. To maintain high standards of customer engagement,

experience and satisfaction; and
2. To remain agile in offering new products and services

that caters to customers’ needs 

• Customers are more likely to do business with institutions
that they trust

• Institutions that are transparent, ethical and fair in their
business conduct, products, services and marketing efforts
will attract and retain customers and investors
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Responsible Financial Services

IMPORTANCE TO OUR BUSINESS AND STAKEHOLDERS

Fair Employment Practices

                                    Risks                                                                               Opportunities

Sustainable Procurement Practices

Talent Development

Environmental Management

Community Development

• There has been a rise in public demands for financial
institutions to provide financing towards more responsible
corporate activities. This may have an impact on our
potential customer base and compliance cost

• Failure to adopt responsible financing practices may give
rise to credit and reputational risks to the Group

• Failure to keep up with changes in employment practices
and to provide safe working conditions may lead to low
morale, low productivity and adverse loss of talent

• Failure to promote communication between employees and
management may give rise to workforce disputes and talent
related risks

• Failure to attract and retain talent impedes succession
planning and business growth

• Employees face the risk of obsolescence if they are not
equipped with the required skillsets in today’s operating
environment

• Involvement and engagements with suppliers/ vendors/
contractors with poor ESG practices may give rise to
reputational risks to the Group and loss of stakeholder
confidence

• Dealing with suppliers with poor ESG practices will also
result in higher supply chain and potential operational
disruptions

• Failure to effectively manage our environmental footprint
may lead to unnecessary consumption of resources and
wastage

• Failure to conduct effective local  community engagements
may lead to a breakdown in relationship with the
surrounding community and potential loss in trust and
business

• The Group may explore new areas such as renewable
energy and energy efficient financing

• Lending and investment practices can be improved to avoid
borrowers with poor ESG records

• Establishing a robust employee welfare and talent
management framework will contribute to a productive
working environment, increase staff morale, improve
workforce productivity and operating efficiency

• Our workforce can be reskilled, upskilled and/or challenged
to improve the quality of our services, efficiency of
operations and increased output

• Talent development practices will improve staff retention,
employee morale and succession planning programmes

• ESG considerations in the Group’s procurement practices
will help ensure continuous supplies from responsible
sources

• Involvement in sustainable and responsible value chains
will safeguard the Group’s business image and  better
appeal to responsible investors

• Sound management on energy consumption, water usage
and waste management will help reduce operational costs
and instill environmentally friendly culture amongst the
workforce

• Engaging in strategic community programmes by
integrating our core competencies to help resolve social or
economic issues will improve the Group’s image and
reputation, gain trust from the local society and improve the
Group’s local business presence
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OUR CONTRIBUTIONS TOWARDS THE SUSTAINABLE DEVELOPMENT GOALS

We have identified fourteen (14) Sustainable Development Goals (SDGs) that have significance to the Group. Our current sustainable
development efforts are focused on these 14 SDGs. We have contributed to the SDGs based on the eleven (11) sustainability matters we are
managing, listed as follows. More details are available in the sustainability matters section of this Report.  

SUSTAINABLE FINANCIAL SERVICES

Sustainability Matter

CLIENT / 
CUSTOMER FOCUS

SDG Contribution

Sustainability Matter

DIGITAL INNOVATION

SDG Contribution

Sustainability Matter

DATA PRIVACY &
SECURITY

SDG Contribution

Sustainability Matter

ETHICS & INTEGRITY

SDG Contribution

Sustainability Matter

RESPONSIBLE FINANCIAL SERVICES

SDG Contribution

Sustainability Matter

RESPONSIBLE
MARKETING

SDG Contribution

Sustainability Matter

SUSTAINABLE 
PROCUREMENT PRACTICES

SDG Contribution

SOCIALLY RESPONSIBLE EMPLOYER

Sustainability Matter

FAIR EMPLOYMENT PRACTICES

SDG Contribution

Sustainability Matter

TALENT DEVELOPMENT

SDG Contribution

SUPPORTIVE COMMUNITY DEVELOPMENT

Sustainability Matter

ENVIRONMENTAL MANAGEMENT

SDG Contribution

Sustainability Matter

COMMUNITY DEVELOPMENT

SDG Contribution
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OUR ASSETS/
BUSINESS INPUTS

OUR
SUSTAINABILITY

APPROACH

FINANCIAL CAPITAL

• Financing targeted 
 customers & investments 
 to gain market advantage

A PREMIER PARTNER FOR FINANCIAL GROWTH & INNOVATIVE SERVICES

SUSTAINABILITY GOVERNANCE

SUSTAINABILITY RISKS AND OPPORTUNITIES

PERFORMANCE MONITORING & FUTURE ORIENTATION

HUMAN CAPITAL

• Skilled talent from 
 diverse backgrounds & 
 industries
• Training & professional 
 certifications

INTELLECTUAL CAPITAL

• Investments in digital
 transformation
 infrastructure to enhance
 internal processes &
 digitalise customer
 experience

SOCIAL & RELATIONSHIP
CAPITAL

• Trust and strong 
 relationship with internal 
 and external stakeholders
• Partnerships with leading 
 industry players

AIM22

PEOPLE -
TEAM HIGH

PERFORMANCE
CULTURE

ROE FOCUS -
VALUE

CREATION

PRODUCTIVITY
&

EFFICIENCY

DIGITAL
TRANSFORMATION

ACCELERATION

TURBO
CHARGED

CASA

Sustainable
Financial Services

Socially Responsible
Employer

Supportive Community
Development

HOW WE CREATE VALUE 

In order to sustain profitable growth and to create value for our stakeholders, we have strategically allocated capitals into the various
operations across the Group’s businesses. Our approach is aligned to the five (5) key elements of AFFIN Bank Berhad’s AIM22
transformation strategy. This is illustrated in the chart below: 

SUSTAINABILITY STRATEGY
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• Maximise shareholders’ wealth

• Diversifying investment portfolio on green and renewable financing

• Better quality and more efficient services to customers through developing more relevant innovative solutions as 
 well as convenient and responsible services

• Supporting the growth of SMEs

• Ensuring growth and development of employees and contributing towards a dynamic and high-performing 
 culture

• Build strong relationship between our employees with the local communities through strategic community 
 engagement programmes

• Positive economic, social and environmental development for the surrounding community where we have 
 significant impact in

• Alleviate the livelihood of the surrounding community with job creation and financial literacy programmes

OUTCOMES
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THEME 1
SUSTAINABLE FINANCIAL SERVICES

Rapid advancement in digital technology has changed the
way the industry operates today. We have seen a shift in the
types of products and services that customers want, how
we interact and service our customers and how financial
transactions are conducted.   
As such, it is vital that the Group to stay abreast with technological innovation and embraces the digital
evolution in its strategic plans going forward. This will enable to Group to remain relevant to our customers
and better serve our customers’ needs in a fast and cost-efficient manner.

KEY POLICIES ON DIGITAL INNOVATION 

We have developed policies and plans to improve our internal processes and to
transform our business aligning it with our digital strategy. This includes but not
limited to the following policies and plans:

DIGITAL BANKING

The COVID-19 pandemic has shifted the way customers perform their banking
transactions today. Customers’ expectations changed overnight and had forced retail
banking to go almost entirely digital. Seamless customer experience, combining
digital services with human support became vital. Being the enabler, our Digital
Banking department has undertaken several key projects and initiatives to meet our
customers’ needs and provide them with better online banking experiences. 

Enhanced Customer Experience

We have embarked on several initiatives to enhance our customer experience. We
have increased the capacity and made improvements to Affin Online, our retail
Internet banking platform. Online transactions on Affin Online increased by 10.10%
(YoY) from 13.5 million to 14.8 million in FY2020. One of the contributing factors to
this growth was the 36.1% year-on-year increase in the number of active users. In
addition, the number of users, sessions and page views on Affin more than doubled
in 2020 and we expect this trend to continue into 2021.

Digital 

Maturity

Robotics

Process

Automation

IT Strategy 

Plan

Sustainability
Matter 1
Digital
Innovation
We are upgrading our digital
solutions to enhance the
efficiency of our internal
processes, improve customer
experience, as well as to
safeguard the data and
information of our stakeholders.

1

Robotics

Governance

Framework

SUSTAINABILITY METRICS AND TARGETS
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New Corporate Internet Banking – AFFINMAX 

In December 2020, we launched AFFINMAX, a new Corporate Internet Banking Platform for micro, small and medium-sized
enterprises (SME) and corporate clients. AFFINMAX is a fully secured, easy-to-use platform that offers full access to the Bank’s
financial products and services. It covers cash management, trade finance, SMEs and retail products. It provides a one stop
experience to the Bank’s SME and corporate clients.

Affin Online Performance

FY2020FY2019

Users

Sessions

Page views

1,055,111

2,303,514

2,831,645

7,622,654

3,646,331

8,818,068

Cash Management Solution

Account Management
• Account Balance (CA/FD/FCA)
• Loan Application Status / Financing 
 Application Status
• Transaction History
• Credit Card Merchant statement
• FX Solution
• Other Banks’ Account

Payment Solution
• Salary / Claims
• Statutory Payments (LHDN, SOCSO, EPF)
• Fund Transfer - Own Account & 3rd Party
• IBG, RENTAS - Single / Bulk,
• DuitNow (Pay to Account, NAD, 
 Pay-to-Proxy)
• Foreign TT (Single/Bulk)
• FPX Payment (B2B1 & B2B2)
• Host-to-Host
• Loan Repayment / Financing Payment

Collection Solution
• JomPAY Collection
• FPX Collection (B2B Seller)
• Bill’s Collection
• Direct Debit
• Auto Debit
• Virtual Account

E-Trade Services

FSC Payables / Receivables
• E-Trade Inquiry
• Trade Application
• LC/BG/SBLC
• Trade Settlement
• Trade Financing

Liquidity Management Solutions

Deposit Sweeping & Pooling
• Standing Instruction
• One / Two way Sweeping facility
• Cash Concentration
• Zero Balance / Target Balance
• Tier / Fix / Stab Interest Rate Calculation
• Fixed Deposit / Term Deposit-I
• Money Market Time Deposit

Financial Supply Chain Solutions

FSC Payables / Receivables
• Buyer Centric Financing
• Seller / Supplier Centric Financing
• Eletronic Invoicing

AFFINMAX PRODUCTS
AND SERVICES

AFFINMAX PRODUCTS

AND SERVICES
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Total Migrated Customers from Corporate Internet
Banking to AFFINMAX

Total New-to-Bank Customers applied via AFFINMAX

626 8,610 83 6,636

AFFINMAX KEY ACHIEVEMENTS

35%

With AFFINMAX, our clients can now view their account balances, download account statements, monitor cash flows, perform fund
transfers, and manage payments and collection as well as payroll at their convenience. It also allows clients to have an end-to-end
view of their trade transaction status and enable clients to submit their trade applications online under the e-Trade services. 

In meeting our customers' demands, we have also embarked on the development of our mobile Internet app. The development of
the app is now underway and is due to be launched in Q4 2021. Concurrently, we also accelerated the development of our lifestyle
app. This app, which will include our eKYC onboarding account opening process, will be launched in Q2 2021. We will continuously
introduce new features to the app, such as online micro-financing, cardless cash withdrawals at our ATMs and debit card issuance,
making it our digital banking proposition.

SUBSCRIBERS

47%

TRANSACTION COUNT

164%

FEES INCOME

increase from 2019 increase from 2019 increase from 2019

62%

CHEQUE REDUCTION

2,057

NEW SIGN UP

CAMPAIGN

2,599 

SALES CHALLENGE

CAMPAIGN

reduction from 2019 total application received 

Target: 1,000 Subscribers Target: 2,000 Applications

new Application Received 
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In addition to that, we have also moved towards true digitisation of our customer onboarding process. Digital Banking has
revolutionised the traditional account opening process into a more efficient flow that eliminates the use of paper via our Paperless
Account Opening Initiative.

KEY FEATURES 
OF OUR NEW 

LIFESTYLE APP

DIGITAL
ECOSYSTEM

TARGET
MARKET

GENIUS
POCKET

FEATURES

B2B2C eKYC

AT A GLANCE 

Personifies Lifestyle Banking, which means
that being present in people’s lives anywhere, at any time.

FEATURES

Digital account opening, eKYC, QR, all Paynet scheme
(DuitNow, IBG, JomPay), Personal Financing

DIGITAL ECOSYSTEM

A simple and user-friendly single
interface with the adaption
and collaboration with Fintech 
to liberate customers accessing
their financial tools

eKYC

It will be the first platform
to use eKYC technology 
solution in Affin Bank

TARGET MARKET

Standalone brand targeting 
namely the underserved and
millennials. It is available to the
users either individual or
merchant/seller

B2B2C

Platform with two-prong 
accessibility, which allows customers 
to be both buyer and seller/merchant

Key Features of Our New Lifestyle App
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Our Investment Banking business has also been progressively leveraging technological innovation to enhance customer experience.
Some of these initiatives include:

Affin Hwang Capital's eInvest

Affin Hwang Capital's flagship
"eInvest" portal underwent a major
revamp where we transformed our
basic share trading website into an
investment one-stop-centre that is
now filled with self-services function

This is in line with the continuous
efforts to enhance our capabilities
to help valued clients navigate their
investment journey, especially in
the current digital space and the
tumultuous market conditions

With a new look and feel, enhanced
level of interactivity, as well as a
wider breadth of investment
solutions, clients from all walks of
life are able to utilise the portal to
strategise and set achievable goals
for their investments

Chatbot

A bot operated messaging application
allows customers the prospect of
performing round the clock
transaction requests and enquiries
(24/7 service)

Increased customer engagement
and proactive customer
interactions

ADAM

A progressive web app for AHAM’s
Financial Institution business
partners

To enable our partners to connect
with us securely and have access
to our product updates

Digital Forms

Minimises paper consumption and
automate the transaction process

Increase the level of operational
efficiency

Decrease carbon footprint and
automate the transaction process

Customer Relationship System

Increase our level of operational
efficiency

Enhance entire value chain by
heightening customer experiences
and service levels

Efficiently transformed the
management of customer
relationships via the reduction of
manual paperwork

Customer Relationship

Management 

Consolidate and manage client
data rapidly in a secured and
structured manner

Identify the specific needs of our
clients and leverage on our
findings by offering personalised
services catered to their demands

e-Statements Document

Management System 

Minimise paper consumption

Decrease carbon footprint and
automated routine processes

Omnichannel

Solution allowing multiple channels
of communication such as email,
Facebook and live chats to be
attended to by an agent on one
screen

Knowledge-based to allow standard
routine enquiries to be more
efficient

Improve customer service
productivity and efficiency and SLA

Real-time data analytics on
incoming enquiries and better
productivity monitoring

Our Commitment in Innovation and Digitalisation

In 2020, we crafted the Bank’s Digital Transformation Acceleration agenda to transform
our existing internal processes into a future-ready digitised ecosystem. By using our
existing Digital Imaging System as the core platform, we have embarked on an initiative
to scan hardcopy documents to a digitised version, making them more accessible and
secured. Participating business units are already beginning to derive benefits from this
exercise.

In addition to that, we have also lined up various initiatives such as Robotic Process
Automation, Customer Relationship Management system, Big Data Analytics and loan
origination systems. These platforms will further simplify and maximise our efficiency
and improve customer satisfaction.
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ROBUST CUSTOMER ENGAGEMENT

AFFIN BANK Contact Centre has gone through a challenging journey this year. Following the COVID-19 pandemic, call volumes
have increased by 18.7% (YoY) due to customers’ enquiries on the loan repayment moratorium. With the Bank’s initiatives to introduce
Financial Assistance and Instalment Relief Programme (FAIR) & Expanded Targeted Repayment Assistance (XTRA), the popularity
of this channel continued to grow as we were able to provide fast and easy access to the customer to help them during these tough
times. 

Despite all the challenges, AFFIN BANK Contact Centre was again announced as the winner in the Genesys 2020 Customer Innovation
Awards for the category of CX Sales and Marketing Performer, retaining the same title from the previous year. The continuous
improvement and achievement of our telemarketing team is certainly remarkable, bearing in mind contenders in this category are
from Genesys’ global customers. In September 2020, AFFIN BANK Contact Centre won the title of “2020 Omni-Innovator” in the
fourth annual IDC Digital Transformation Awards Malaysia. This award gave recognition to AFFIN BANK Contact Centre’s innovative
efforts throughout the transformation journey across the years and we will continue to evolve to stay relevant to our customers.

Our Insurance Digital Initiatives

People are now using their devices to upload documents, submit claims, making payments and getting reminders and updates for
their insurance policies. As the world continues to  embrace mobility, our insurance business is rapidly strengthening our business
by leveraging on digital innovation. We have notched up our capabilities for long-term gains and to generate business values to win
more customers and derive comprehensive benefits. Some of these initiatives include:

Initiatives

AXA Smart
Drive Safe

SmartPartner

Chatbot: Adel

Partner API

Description

The 1st telematics motor insurance in
Malaysia that aimed to instill safe driving
behavior amongst drivers and ultimately make
Malaysian roads safer for all users

Safe drivers are provided with safe driving
discount or rewards, automatic accident alerts
and 24/7 vehicle security and theft recovery

Salesforce CRM platform for agency unit and
intermediary to close the gap on customer
needs with our insurance product offering

Improved agent and intermediary support from
our marketer in pre-sales and lead capture

A messaging bot integrated with CRM
servicing customer enquiries (24/7 service) on
claim, travel, motor products online

Launching of Motor and Travel API for
intermediary, partner, broker, agency, digital
partner to distribute insurance product
through their digital platform

Initiatives

AXA eMedic

SmartPolicy

Description

Developed Malaysia’s first standalone,
completely online medical card

Plans can be purchased and reviewed online
to give customers a quick and simple
application process from home

Re-launch of AXA eLife Protector +, a term life
insurance available as a cross sell product on
eMedic, purchasing journey

Launched the AXA eMedic Family Plan with
coverage in less than 10 minutes

With AXA eMedic, AALI was awarded "Digital
Insurance Initiative  of the Year" award at the
highly esteemed Insurance Asia Awards and
has positioned AALI as one of the pioneers in
digital disruption within the space of life
insurance for protection segment in Malaysia

The eMedic managed to deliver RM2.7 million
of our Annual Premium Equivalent (APE)

eDoc portal is for documents depository or
library

Health policies renewal is on SmartPolicy
platform, which was rolled out in 2018
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Initiatives

AXA eCombo

Description

The first customisable online insurance that
combines Medical Insurance (AXA eMedic),
Critical Illness (AXA eCritical Early Care) and
Life Insurance (AXA eLife Protector+) in one
complete package

This 3-in-1 package aims to offer a solution to
customers’ current unmet need of a single
comprehensive insurance package with one
monthly payment

eCritical Early Care is the new product that
also covers Early Stage and Advanced Stage
illnesses and sell together in the combo
package

The premium is as low as RM 71 per month
and transactions can be completed within 10
minutes. Continuing to thrive on the key
principle of our product innovation – fast, easy
affordable and customisable to target the
millennials market 

Sold close to 200 policies within the first
month of its launch

Initiatives

AXA Kuning
Protect 

Online Claim
Experience
Journey

Description

Malaysia’s first Group Term Life product, AXA
Kuning Protect was launched in May 2020,
which bundled with a Telco internet plan,
namely Digi Abadi 

The core concept of this innovative plan is to
provide both internet coverage with insurance
protection for the B40 customers on a
monthly basis

Sold close to 1,800 policies within 8 months
of launching

It is a paperless and hassle-free experience,
enabling customers and agents to submit
claims online via our corporate website

Guidance on the type of benefits, supporting
documents and information required to
submit a claim is being provided

Back-end claims processing is also being
improved with automation to increase
efficiency and improve the end-to-end claims
experience at every touchpoint

As we embrace digitalisation, we will be increasingly exposed to various risks such as cyber-attacks,
data breaches and online fraud. Our initiatives to ensure the security of our stakeholders’ data
and information are driven by the following factors:

It is imperative for us to safeguard our stakeholders’ data and information as it establishes
customers’ trust and confidence in our products and services.

the emerging technologies
and connected customer
channels

heightened public
sensitivity to data privacy
and protection

evolving regulatory
expectations

1 2 3

Sustainability
Matter 2 - 
Data Privacy
and Security

2
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KEY POLICIES ON DATA PRIVACY AND SECURITY

We have policies that govern our handling of data to ensure that our stakeholders’ data and information are secured and protected
at all times. This include but not limited to the following:

Policies

Personal Data Protection
Policy and Handbook

Code of Practice on Personal
Data Protection for the
Insurance & Takaful Industry

Personal Data Retention
Policy

Data Privacy Policy 

Information Security (IS)
Policy

Description

Employees shall ensure that confidentiality of data is protected at all times and processed in
compliance with PDPA 2010

Ensure that the processing of personal data carried out does not infringe a Data Subjects’ right
to privacy

Ensure and encourage consistency in the processing of personal data through policies and
standard operating procedures

Sets out best practices for insurers and operators to assist in meeting requirements under the
Personal Data Protection Act 2010 (PDPA)

Rules set out regarding retention data may therefore cover all information relating to customers,
suppliers and employees

Applies to Personal Data in whatever form retained, whether electronically, in hardcopy or other
media and all employees

Each system and data owner have the responsibility to safeguard and limit access to customer
data

Provides processes, procedures and systems to protect data stored

This policy covers most of the Information Security (IS) Management and management of IS
Risk for adequate Information Protection, not limited to the following topics:
o Asset management 
o Access control 
o Cryptography
o Physical and environmental security
o Organisation and Human Resource Security
o Operations security 
o Communications security 
o System acquisition, development and maintenance 
o Supplier relationships 
o Information security incident management 
o Information security aspects of business continuity management
o Compliance



IMPORTANT ROLE BY OUR WORKFORCE

Everyone in our Group relies on technology to perform their day-
to-day work and activities and will do so increasingly. Human
Resources (HR) plays a critical role to manage and train this fast
changing workforce on data security and privacy. The data
security and privacy training for all employees are as follows:

OUR SECURITY SOLUTIONS AND THREAT PROTECTION

MANAGEMENT

Advanced Persistent Threat (APT) for zero-day, signature-
less malware attack and vulnerability protection

Antivirus Software to prevent, detect and remove any
malware and proxy server for web filtering

Data Protection Loss for protecting confidential data
leakage

Firewall network security system to monitor and control
network traffic based on predetermined security rules

Intrusion Prevention System (IPS) examines traffic flows
to detect and prevent vulnerability exploits

Security Operations Center for 24/7 security monitoring via
Security Information and Event Management (SIEM) tools

Intrusion Detection System (IDS) is a software application
that monitors networks for malicious activity or policy
violations

Across our Group, over 1,600 employees were enrolled in
additional data privacy and security training such as AHAM’s
monthly Cyber Security Awareness Training and AALI’s monthly
Security Awareness Plan that was also participated by the on-site
vendors.

Across the Bank, we conduct Vulnerability Assessments (VA)
and Penetration Testing (PT) annually. The VA and PT are
undertaken by an independent external party to detect system
vulnerabilities and recommend steps to address them. We also
implemented security solutions and systems to safeguard our
processes from possible threats. On top of that, we established
a Disaster Recovery Plan to ensure continuity of key business
operations in the event of a tragedy. Our Business Continuity
Risk Management Department governs the management of
service continuity matters across the Bank, in line with BNM’s
Guidelines on Business Continuity Management (BCM). A Crisis
Management Team was also established to enable the activation
of BCM when an immediate response to a major incident is
required. Rigorous testing on business continuity and disaster
recovery are performed annually to ensure effective and smooth
execution of the plans for the resumption of disrupted services.
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Training

Focus Group

Frequency

Purpose

Information/Cyber Security Awareness
Training

All employees

Annually or when required

Part of the Group requirements to ensure
employees are communicated and aware of
the procedure on information security

Provide security awareness and alert to all
staff

Training

Focus Group

Frequency

Purpose

Compliance & Personal Data Protection Act
(PDPA) 2010

All employees

Quarterly or during on-boarding

Ensure all employees are aware of data
protection measures and requirements under
PDPA Act 2010

Declaration on Data Privacy and PDPA for new
employees to understand and be aware of the
Group’s procedure on data privacy and PDPA

ZERO
INCIDENTS OF DATA 
BREACH IN FY2020

We are pleased to report that there were no incidents on security breaches during the reporting
year, and we intend to remain diligent in improving our security processes. We will also continue
to improve the management of data loss, and enhance our detection, monitoring and reaction
capabilities.
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KEY POLICIES ON ETHICS AND INTEGRITY

We are governed by policies to ensure high standards of corporate governance is practised
across the Group. This includes but not limited to the following:

Sustainability
Matter 3 - 
Ethics and
Integrity

Ethics and integrity plays a
substantial role in building
and maintaining stakeholders’
trust and confidence. All
employees are required to
strictly abide to the highest
standards of corporate
governance as they act as
ambassadors for the Group.
We have adopted corporate
governance practices that
conform to the BNM’s Policy
Document on Corporate
Governance, Main Market
Listing Requirements of
Bursa Malaysia Securities
Berhad and Malaysian Code
on Corporate Governance
issued by Securities Commission.

The Corporate Governance
Overview Statement of the
Bank is presented separately
in this Annual Report.

3

Policies

Group Anti-Money
Laundering and
Counter Financing
of Terrorism
Framework

Whistleblower
Policy

Anti-Bribery &
Corruption Policy

Fit & Proper
Policy

Description

Ensures that there are robust procedures and controls in place to identify,
report, counter and detect attempts to use the Group, its employees,
products and services to facilitate money laundering (ML), terrorism
financing (TF) and proliferation financing

Conducting regular assessment on the Group’s ML/TF risks by adopting
the risk-based approach to protect and maintain the integrity of its
business and financial system

Creates a culture of vigilance towards ML/TF risk and aims to inculcate
best practices in all level of employees

Ensures the integrity of employees by establishing appropriate
assessment systems pertaining to monitoring, identification of
investigation and reporting of suspicious transactions and terrorist
financing activities

Supports the reporting of suspected instances with improper practices
which may implicate ethical standards or integrity

Outlines the mechanisms and infrastructure in place for the reporting and
investigation of matters raised by a whistleblower

Outlines the measures in place to protect employees against reprisal or
recriminatory action from within the organisation

Zero-tolerance approach against all forms of bribery and corruption,
regardless of the amounts involved at any level of the organisation and
takes a strong stance against such acts

Fully comply with all applicable laws and regulation including the laws
and guidelines prescribed by Malaysian Anti-Corruption Commission
against bribery and corruption

Avoiding practices of bribery and corruptions during any business
dealings and in any daily operations

Formalised by guidelines set out by BNM to ensure key positions in the
Group are led by personnel who fulfil certain criteria:
o Probity, personal integrity and reputation
o Competence and capability – have the relevant knowledge, skills,

experience, ability and commitment to carry out the role
o Financial integrity – able to manage financial affairs prudently

Aimed to ensure the person undertaking capital market activities are fit
and proper to perform business activities and functions

Aimed at preserving integrity and promoting confidence while ensuring
licensed representatives carry out permitted activities
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SUPERVISION OF THE GROUP’S CORPORATE GOVERNANCE PRACTICES

Our Group Board Risk Management Committee (GBRMC) approves all policies and policy changes relating to operational risk. Our
Group Board Compliance Committee (GBCC) oversees the overall management of compliance risk covering regulatory, AML/CFT
and shariah compliance. Our GBCC also oversees the Group’s integrity and governance matters that are based on, amongst others,
the Malaysian Code on Corporate Governance and the Malaysian Anti-Corruption Commission (Amendment) Act 2018.

Policies

Code of Ethics
& Code of Conduct

Governance Manual

Local Fraud Control
Policy

Compliance & Ethics
Handbook

Description

This policy document sets out the principles and values of the Code of Ethics (COE) and Conduct of
Conduct (COC) for the staff to adhere to, at all times

Code of Ethics

o Aims to ensure all staff consistently adhere to a high standard of professionalism and ethics in
the conduct of business and professional activities to serve the legitimate interest of Bank’s
customers and clients with the highest standards of professional and ethical behaviour

Code of Conduct

o Aims to ensure all staff must observe at all times the standard of conduct set out by the Bank,
expected of them in the performance of their duties and fully committed to uphold, maintain and
demonstrate a high level of integrity and professionalism all times so as not to bring the Bank into
disrepute

Designated senior employee for managing the relationship with regulators and be primary point of
contact

Annual assessments of compliance risks are formally presented to the Executive and Audit Committee
with a mitigation plan

Monitoring to ensure compliance controls are effective and cover operations, sales channels, and
product development

Establishes the governance for compliance related programmes

Policy of ‘zero tolerance for fraud’

All instances of fraud will be reported to the police and other relevant regulatory authorities

All known or suspected instances of fraudulent activity perpetrated to be immediately reported to the
Fraud Investigation Team

Applies to all employees to observe and uphold ethical standards and integrity

Breach of this Guide will tantamount to misconduct
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EMBEDDING SOUND CORPORATE GOVERNANCE WITHIN OUR EMPLOYEES

We believe it is imperative for our people to have a role in corporate governance and to participate in the decision-making. Hence,
we provide them with on-going training on corporate governance throughout their career. Some of the training programmes are as
follows:

Reported Non-Compliance Incidents 

In 2020, there was a total of 18 reported cases on non-compliance. Following these incidents, we have strengthened our internal
controls to mitigate the reoccurrence of these non-compliance events.

Compliance Training Programmes

Compliance training are scheduled and conducted regularly
to increase awareness, communicate expectations and
adherence to the regulatory requirements

For 2020, Compliance training remained the main focus
which represented 80% of the total training participation for
the year

Application of training in these areas were reflected through,
among others, the success of 54 Branch Managers who
attained the relevant competency standards via Finance
Accreditation Agency assessment and accreditation

In addition, workplace application was also implemented
and validated through various post assessments

Certified Integrity Officer Programme

Integrity and Governance Unit (IGU) officers are required to
attend a Certified Integrity Officer (CeIO) Programme
conducted by the capacity cum capability building
institution of MACC, Malaysia Anti-Corruption Academy
(MACA) which positions itself as the regional centre of
excellence in corruption prevention

Increase the understanding of international anti-corruption
framework and related integrity policies

Enhance the practical skills and theoretical understanding
of integrity management and to connect and apply them
within the Group

Integrity & Governance Unit (IGU) Training Programmes

IGU training are scheduled and conducted regularly 
to increase awareness, communicate expectations and
adherence to the Section 17(a), Corporate Liability, MACC act
requirements

Customised IGU training and advisory sessions are carried
out to explain on the Section 17(a), Corporate Liability, MACC
Act

The Group Anti-Bribery & Corruption Policy (ABC Policy) has
been established in accordance to the Section 17 (a),
Corporate Liability, MACC Act and it has taken effect on the
1st June 2020 

Multiple programmes (ABC Policy e-learning, ABC Policy
teasers and e-mails, trainings) were held out after the effect
of the ABC Policy for introductions and to create awareness 

Corruption Risk Assessment for AFFIN BANK and AFFIN
ISLAMIC has been established

Awareness and e-learning Programmes

New initiatives in the form of e-learning and video awareness
on Ethics and Governance have been introduced to all new
and existing staff

In comparison to 2019, the scope of training for Ethics and
Governance for the year 2020 has been expanded to include
various topics covering anti-bribery and corruption,
whistleblowing, conflict of interest and data privacy
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KEY POLICIES ON CLIENT AND CUSTOMER FOCUS

We are governed by policies to continuously improve our processes to meet clients’ and customers’
changing demands and expectations and to ensure that we achieve our goal of building long-term
relationships with them. This include but not limited to the following:

We have also embarked on a Customer Value Proposition initiative which is part of our AIM22
Strategy. This initiative aims to improve customer engagement and experience by leveraging on
insights into what matters most to our customers.

OUR CLIENT AND CUSTOMER ENGAGEMENT PLATFORMS

We have conducted a number of engagements to gauge our clients’ and customers’ level of
satisfaction on our products as services. These exercises were also aimed at improving our
interaction with our customers and to better address their needs. The data collected from these
engagements enabled us to craft value propositions to build a sense of customer engagement that
drives brand loyalty and value. The table below sets out the engagements that we have conducted
together with their frequency:

Sustainability
Matter 4 - 
Client and
Customer
Focus
Clients and customers today
demand for fast, secured
and convenient services, with
the flexibility to select
products and services
personalised to their
individual needs. These
demands will require the
application of more extensive
and diverse financial services
via digital means. We have
compiled and analysed the
feedback from our customers
on their expectations on their
financial journey with us.
Through this process, we
have discovered opportunities
to enhance their customer
experience and to meet their
digital banking needs.

4

Frequency

Annually/
Biannually

Monthly

Annually

Post Campaign
Participation

Daily

Daily

Surveys Customer Engagement & Brand Equity Surveys
• In-depth interviews, focus groups, Computer

Aided Telephone Interviews (CATI) & online
surveys to evaluate customer loyalty

Post-complaint Handling Satisfaction Survey
• Evaluates the satisfaction of customers towards

the overall handling of complaints in terms of
responsiveness, employee handling of
complaints and the complaint process

Net Promoter Score Survey
• Evaluates the satisfaction and loyalty of

customers

Post-campaign Surveys
• Evaluates satisfaction and analyses factors

investors consider when choosing wealth
management partners

Instant Customer Feedback
• Instant Customer Feedback Survey to collect

instant feedback after services

Customer Experience Tracking
• Translates problems into opportunities and

improves end-to-end customer journey

Platforms

Customer Satisfaction

Policy

Treat Customers Fairly

Charter

Scheduled ‘Call Back’

Policy

Feedback

Management Policy

Complaint

Management Policy

Client/Customer Service

Charter
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We take our clients’ and customers’ concerns very seriously and endeavor to minimise the number of complaints. Through
engagements with the respective business owners, all complaints are analysed and steps are taken to respond in a timely manner.
Any gaps found are addressed expeditiously and reviews are conducted to improve our processes, especially in areas with repeat or
recurring complaints. Due to the complexity of some cases, which require thorough investigating, resolution times may be extended.
Nevertheless, clients and customers are informed of the progress on a timely basis.

Frequency

Upon account opening

Bi-annually

Daily

Daily

Daily

Daily

Daily

Service Calls

Alternative

communication

channels

New Client Welcome Call
• Welcoming new investors on-board and gather improvement

feedback

Assets Under Management Service Call < RM30,000 Clients
• Updating investors on their portfolios and advocating awareness on

new products and services

Dedicated Customer Care hotlines

Customer Contact Centre
• Resolving customer complaints and formulating action plans for

improvement

Online
• Corporate Websites
• Facebook
• LinkedIn
• Twitter
• Instagram
• Email
• Chatbot
• Live Chat

WhatsApp

Direct Messaging (SMS)

Platforms

Percentage of Customer Complaints Resolved (%)

AAGI AHAM AHIB AFFIN BANK & AFFIN ISLAMICAALI

FY2016

10
0%

10
0%

10
0%

10
0%

10
0%

FY2017

10
0%

10
0%

10
0%

99
%

10
0%

FY2018

95
% 10

0%
10

0%
10

0%
99

%

FY2019

93
% 10

0%
10

0%
10

0%
10

0%

FY2020

84
%

99
%

10
0%

10
0%

99
%
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RESULT

 Actual Average TAT: 0.34 working day (Enquiries/ Requests/ Appeals)
 Actual Average TAT (Complaints): 1 working day

 Actual Average TAT: 1.72 working days (Enquiries/ Requests/ Appeals)
 Actual Average TAT (Complaints): 1.74 working days

 Actual Average TAT: 2.04 working days (Enquiries/ Requests/ Appeals)
 Actual Average TAT (Complaints): 4.87 working days

TARGETED TURNAROUND TIME

Acknowledgment of queries/complaints 

Immediate or within the same day

Addressing queries/complaints

Within 2 working days upon receipt

Resolution of queries/complaints

3-7 working days, depending on the complexity
of the issue raised

Commercial Bank

RESULT

 86.6% of calls answered within 30 seconds

 39.9% within 3 days

 58% within 14 days

 100% within 3 days

Insurance

RESULT

 100%

Achieved

 100%

Achieved

TARGETED TURNAROUND TIME

Acknowledgment of queries/complaints 

Within 3 working days upon receipt

Inform the Complainant the Bank’s

Decision 

Within 14 working days upon receipt

Investment Banking

RESULT

 95%

Achieved

 100%

Achieved

 100%

Achieved

TARGETED TURNAROUND TIME

Acknowledgment of queries/complaints 

Within T Day

Addressing queries/complaints  

Within T + 3 days

Resolution of queries/complaints   

Within T + 10 days

Asset Management

TARGETED TURNAROUND TIME

Service Level   80% of calls to be answered within 30 seconds

Email Enquiry Response within 3 days

Complaints Resolution Response within 14 days

Claim registration Response within 3 days

RESULT

 89% resolved

 Panel = 88% resolved
 Franchise = 81% resolved

TARGETED TURNAROUND TIME

MOTOR CLAIMS

Preferred Workshops

 3 working days for claims below RM10,000
 6 working days for claims RM10,000 & above

Panel & Franchise Workshops

 4 working days for claims below RM5,000
 6-8 working days for claims of RM5,000
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BECOMING THE PEOPLE’S CHOICE FOR BANKING AND INSURANCE

Always about you

At AFFIN, we strive to always connect and engage with our customers to understand
their changing needs and aspirations better. It represents our passion and commitment
to the community we operate in, enabling us to quickly respond to changes and provide
a personalised experience. "Always about you", was crafted to drive loyalty and build
our reputation as a creative and innovative financial organisation.

Banking 

RESULT

 Within 5 minutes
 Within 15 minutes

 94% Achieved
 88% Achieved

 100% Achieved
 100% Achieved
 100% Achieved

 93% Resolved

Insurance

TARGETED TURNAROUND TIME

CUSTOMER SERVICE

HQ Customer Service Centre

 10 minutes Wait Duration 
 15 minutes Serve Duration 

Call Centre

 95% of incoming calls answered
 Service Level: 80% of incoming calls to be answered within 30 seconds

Digital Service Support

 Email: 80% attended in 2 working days
 FB chats: 90% attended in 1 working day
 chatBOT/ LIVE chats: 90% attended in 1 working day 

Complaints Resolution

14 days

76*

HEAD OFFICE  

BRANCHES  

BUSINESS CENTRES  

HIRE PURCHASE HUBS  

ASB SALES HUBS

MORTGAGE SALES HUBS

PERSONALISED BANKING
HUBS

CORPORATE BANKING

30
102
102

5
1

294

AFFIN ISLAMIC BRANCHES

AFFIN ISLAMIC HIRE
PURCHASE HUB

AUTOMATED TELLER
MACHINES

CASH DEPOSIT MACHINES

CHEQUE DEPOSIT
MACHINES

COIN DEPOSIT MACHINES

The number of new to bank
customers in FY2020 are as follows:

NUMBER OF NEW ACCOUNTS

HELD BY FIRST-TIME ACCOUNT

HOLDERS (FY2020)

9,071
ENTERPRISE BANKING

77,927
COMMUNITY BANKING

OUR PHYSICAL CUSTOMER TOUCHPOINTS

* 6 NTB Borrowing customers and 70 NTB
non borrowing customers



The reduction in the number of ATMs, Cash Deposit Machines and Cheques Machines is due to:

• ATM: (i) Removal from Movie Animation Park Studios due to disclosure and (ii) replacement to CRM at Taman Molek Branch  

• Cash Deposit Machine (CDM): Replacement of obsolete CDM with Cash Recycler Machine (CRM) which supports both ATM and Cash Deposit functions

• Cheque Deposit Machine: Reduction of both cheque issuance and collection volume in order to meet BNM e-PCMCG
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We are widening our network by diversifying our distribution channels with Premier Centres, Mobile Branches and Kiosks, which are
due to be launched in FY2021. We also have dedicated customer touchpoints at multiple Self Service Machine (“SSM”) branches
nationwide for on-site account opening. This is done via SMEssential, which is an all-in-one application form for multiple products
and services. We also offer start-up banking solutions to assist start-ups in their transactions, financing, protection and business
advisory needs.  

On top of this, with the aim of providing a more convenient and efficient experience for our customers, we have upgraded our Self
Service Terminals (SST) through the nationwide deployment of Cash Recycler Machines in 2020. The number of SST terminals are
as follows:

                                                                                            FY2016         FY2017         FY2018         FY2019         FY2020

Automated Teller Machines                                                        272                 284                 297                 296                 294

Cash Deposit Machines                                                             153                 156                 159                 140                   30

Cash Recycler Machines                                                                0                     0                     0                     0                 113

Cheque Deposit Machines                                                         115                 115                 114                 103                 102

Coin Deposit Machines                                                                  9                     9                     9                     9                     9

We have also seen considerable growth in our credit card customers. Affin Cards
achieved healthy growth in the financial year due to: 

• Optimising the sales productivity by focusing the internal channels 
• Launching of new product to enhance the customers’ need by strengthening our

card value proposition 
• Targeted spend activities and create stickiness and loyalty via the campaign

promotions

Going forward, we anticipate customers to be more sophisticated with high expectations
on innovative offerings, convenience and value propositions. Affin Cards will continue
to focus on product innovation and enhanced value propositions to suit our customers’
lifestyles and needs.  

OUR  NEW CASH  RECYCLER  MACHINE  DES IGN

32,608
FY2019: 10,574

NUMBER OF NEW

ACCOUNTS HELD BY

FIRST-TIME CREDIT CARD

HOLDERS (FY2020)
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Convenient Solutions to Our Clients and Customers

We encourage our employees to be more customer-centric and we promote Customer First Culture and behaviour through training
as well as employee engagement activities. Some of the initiatives that we have undertaken to improve our people’s engagement
with customers are as follows:

We are known for our outstanding services to help our clients raise capital and provide financial consultancy services. Our Investment
Banks have almost 400,000 clients across the country. 

Investment Banking
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Client Count

AHAMAHIB

FY2016

16
4,

85
0

19
5,

60
1

FY2017

16
8,

00
5

19
6,

60
6

FY2018

19
4,

41
3

20
5,

27
9

FY2019

18
3,

33
3

19
7,

86
9

FY2020

18
9,

52
9

19
8,

41
3

Asset Management’s Client by Region

East Malaysia OthersPeninsular Malaysia

FY2016

168,823 16,052

10,726

FY2017

163,442 15,709

17,455

FY2018

164,577 15,575

25,127

FY2019

158,910 13,844

25,115

FY2020

160,118 13,163

25,132

CUSTOMER EXPERIENCE

Our Initiative

Introduced Colours of AFFIN for
uniformity of dress code for frontline
personnel

CX Buzz sessions to create awareness
on customer focus mindset through
interactive session and motivational
talk Customer Focus Week to create
awareness on CX attributes

Value We Created

Create professional image to staff

Improved customer service

Embed CX attributes into day to day
life of staff

CUSTOMER VALUE PROPOSITION 

Our Initiative

Focuses the value of customer
journeys and driving a different
perspective on the importance of
viewing from customers’ lenses

Value We Created

Create a differentiated experience to
improve customer acquisition and
cross sell based on customers’ needs

CX DATABASE

Our Initiative

Provide the platform to enable
analytics from the perspective of
Customer Experience to understand
customers, relationship with the Bank
and customer behaviour

Value We Created

Improve our product offerings by
analysing customers segmentation and
opportunities to identify differentiated
experiences for each segment

OUR INVESTMENT BANKING OPERATIONS AND CLIENT TOUCHPOINTS

1 HEAD OFFICE  15 SECURITY BRANCHES 7 ASSET MANAGEMENT BRANCHES



We have taken various initiatives in driving client and customer focus that put us in a better position to create value for our clients
and customers. These include as follows: 
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Customer Focus

Our Initiative

Our segmentised client approach
means we have specific desks and
resources covering large-cap as well as
mid-cap Corporates and the Government
sector

We also have dedicated presence in
the Klang Valley and Penang to better
serve our core markets as well as in
East Malaysia to develop markets there

Working seamlessly with products
partners, we are developing and
offering new products and services to
our clients

Value We Created

Leveraging on our large distribution
network, we are able to offer end-to-
end Investment Banking capabilities
and maintain our client-focused
approach in providing detailed, tailored
solutions to “Out Think. Out Perform”
our competitors

Customer Relationship Management

Our Initiative

A centralised platform to store all
customer data

Provides front liners with customised
screens that allow viewing of all
customer information such as personal
details, investment accounts, last
contact date, past activities and
service request histories with the end
goal of providing more personalised
services

Value We Created

Improve customer service through
enhanced communication between
different functional units and improved
analytical data and reporting

PRS Reminder and Awareness

Our Initiative

Provides reminders to PRS Investors to
maximise their annual tax relief

Promotes retirement saving awareness
amongst youth

Value We Created

Customers are able to enjoy tax relief
assistance

Contact Centre

Our Initiative

Automated call distribution to agents
with no rejections

Interactive Voice Response (IVR) option
with a self-service function that allows
callers to perform routine functions
such as i-access password reset

Automated ‘call back’ on abandoned
calls

Value We Created

Reduce call waiting time

Reduce abandoned calls

Improve compliance with Service-Level
Agreement (SLA)

Improve customer call experience

PRIVI Loyalty Programme

Our Initiative

Provide perks and privileges to eligible
members

Provide firsthand market insights and
VIP access to market events

Value We Created

Improve advocacy

Enhance value proposition for new
investors or customers’ acquisition

Investment Literacy Sharing – LTAT
Investors

Our Initiative

Educate Lembaga Tabung Angkatan
Tentera (LTAT) investors on the
structure of Unit Trust investments

Value We Created

Investors stay on and invest after
retired from the Armed Forces
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General Insurance Customer Count

FY2016

2,270,883

FY2017

2,404,914

FY2018

2,473,170

FY2019

2,237,555

FY2020

1,808,751

Number of Agents

AALIAAGI

FY2016

4,
55

7

2,
12

5

FY2017

4,
85

1

2,
08

8

FY2018

4,
99

9

1,
33

9

FY2019

5,
07

7

1,
69

8

FY2020

5,
01

2

1,
72

8

Life Insurance Customer Count

FY2016

25,727

FY2017

30,249

FY2018

26,585

FY2019

32,588

FY2020

29,213

Insurance 

As one of the top insurers in Malaysia, with almost 7,000 agents across the nation, we have always been attentive to our customers'
needs by engaging them across our branches, panel hospitals and workshops. 

Number of Agents across our Insurance Business Segment

AAGI AALI

1 HEAD OFFICE  

25 BRANCHES

266 PANEL WORKSHOPS 

10 BRANCHES

157 PANEL HOSPITALS186 PANEL WORKSHOPS 

Customer Count across our Insurance Business Segment

25 COMMERCIAL VEHICLE 
PANEL WORKSHOPS
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                                                                                         FY 2016        FY 2017        FY 2018        FY 2019        FY 2020

Peninsular Malaysia AAGI Customers                               2,104,126       2,222,532       2,276,767       2,062,424       1,646,357

East Malaysia AAGI Customers                                            166,757          182,382          196,403          175,131          162,394

Peninsular Malaysia AALI Customers                                    23,711            27,680            24,532            28,733            25,133

East Malaysia AALI Customers                                                2,016              2,569              2,053              3,855              4,080

Insurance Business Customer Count Breakdown by Region

VALUE WE CREATED

Reduce calls and emails on first level inquiries pertaining to travel
insurance buying journey

Improve Targeted Turnaround Time in reverting to customer’s inquiries
on digital channel

Provide a new channel for customer to engage 

Automate repetitive work and enable employees to focus on high
value tasks

Reduce policy issuance turnaround time and paperless initiative
through e-policy project implementation

Enhanced MyAXA customer portal by introducing self-service online
functions include e-claims, payment instruction alteration, switch
fund, top-up premium, easy access to e-medical card and e-policy

Implemented robotic processing automation that remove manual
processing and improve turnaround time such as claim registration,
new business processing

Implemented paperless e-form project replacing all hardcopy policy
servicing forms with fillable online forms

Introduced e-claims feature enabling online claims submission for life
and medical claims via customer portal without the need to walk into
branches 

AXA Chatbot – Adel & Knowledge Portal

Simplification Programme

OUR INITIATIVE

Provide a new self-service channel for customer
to get information related to travel insurance

Reviewed and improved processes to simplify
customers’ journey and maximise customer value
creation

Being the trusted Insurance business segment, we strive to provide simple, effortless and personalised solutions with a high level
of proficiency, competency and reliability. These initiatives are as follows:
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PLATFORM

KEY POLICIES ON RESPONSIBLE MARKETING

Apart from BNM’s standard guidelines, the entities across our Group have policies and frameworks
to guide us in promoting customer awareness and understanding of our products and services.
This facilitates consistency and transparency in the disclosure of essential information to customers
to enable them to do product comparisons and make informed decisions. We list down below
some of the policies and guidelines that we have in place:

Our Board and Senior Management expects our product disclosure materials to be in full
compliance with BNM’s Guidelines. Training sessions are conducted for our employees who are
directly involved in sales and marketing in order for them to have knowledge of the necessary
regulatory disclosure requirements as well as features of the products and services that they are
marketing or selling.

CONNECT WITH US ON SOCIAL MEDIA

We believe we can better engage with customers via social media as it allows us to reach a much
wider group of customers anywhere and anytime. We have numerous social media channels to
provide customers with the freedom to choose their preferred form of contact that help them to
be closer to AFFIN brand.

Sustainability
Matter 5 - 
Responsible
Marketing

All consumers are entitled to
relevant, reliable, and
comparable information that
will enable them to make
informed choices to best
meet their financial needs.
The Group emphasises on
clear and transparent
marketing and communication
of our product and services
to gain trust, build
confidence and maintain
good reputation with our
customers.

5

Product

Transparency

& Disclosure

Policy

Consumer

Strategy &

Analytics – 

Marketing &

Communication

Product &

Marketing

Standard

Operating

Manual

Product

Approval

Process

(PAP) 

Sales &

Marketing

SOP

Marketing

Materials

Guidelines

377,393
FACEBOOK

5,144
TWITTER

169,458
INSTAGRAM

45,808
LINKEDIN

Our Social Media Followers Count
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OUR KEY RESPONSIBLE MARKETING AND COMMUNICATION OF PRODUCTS AND SERVICES

We have undertaken various marketing programmes to enable responsible marketing and communication of our products and
services to our customers. These programmes are as follows: 

Marketing Programmes

Sales Challenge Campaign
 Collaboration initiative with Enterprise Banking in

promoting AFFINMAX together with AFFINWRKFZ to
existing customers and new-to-bank customers

“Download, Share, Win” Campaign – SME Colony

 Aimed to create awareness and increase new users of
SME Colony

 Campaign ran from 12th June – 25th June 2020

First Time Login Activation Programme (FTAP)

 FTAP is a collaboration initiative with Cnergy Team,
Enterprise Banking in ensuring high activation rate among
SME customers

e-Commerce Initiatives

 Rolled out e-commerce initiatives to drive card billings in
view of the COVID-19 pandemic

 Card-on-File Campaign (March – September 2020) and
partnerships with Lazada & Shopee (11.11 and 12.12) to
encourage provision of AFFIN Cards for online purchases
and e-wallet top up

Launch of new Bancassurance product Secure Enhanced

Plus

 Launch Secure Enhanced Plus, which aims to multiply
protection up to 500% of the basic sum insured, while
providing an opportunity for potential returns

Value Created

 Target 2,000 Application for Sales Challenge –
Achievement 129% (2,599 New Application Received)

 Increased 5,005 new users
 Over 1.3 million reach in FB post

 Target 2,513 activated accounts for FTAP – as at Dec
2020, achievement 42% (1,054 account activated)

 Notable increase in e-commerce transaction by 30%
comparing to year 2019 vs Industry at 25%

 Complement our product offerings in order to meet the
more diverse needs of customers

 The average age group that had signed up is between 20-
30 years old, an encouraging sign that this had improved
the awareness and bancassurance penetration among
millennials 
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Marketing Programmes

Launch of AFFIN DUO Credit Card

 As part of our AIM22 Strategy, the product aims at driving
higher Credit Card acquisition efforts by penetrating into
younger segment i.e. millennials and young executives 

 The key product feature focuses on two different
propositions by offering cashback for digital payments
and rewards points that provide fast Affin Points multiplier
for essentials spend categories

 This product was launched on 28 Aug 2020

Launch of AFFIN AVANCE Credit Card

 There was a huge opportunity for AFFIN to tap onto the
mass-affluent segment and provide a full range of
financial services to this segment with curated products
that match the mass-affluent segment’s needs. Based on
this identified segment, AFFIN Wealth Department, had
collaborated with Cards Business to offer a credit card
specifically for this segment

 The product aims at driving a higher mass-affluent
segment acquisition by Wealth Department, by providing
credit card facility as the added value to this segment

 This product was made available to the market on 16 Dec
2020

AFFIN DUO for Graduates

 AFFIN DUO for Graduates is designed to help inculcate
modest credit card spending while enjoying the credit
cards’ rewards and benefits. This product is targetted at
undergraduates who are about to complete their tertiary
education, new graduates and new and young executives
(21-25 years old) segment

 The product is fully secured on Savings Account pledged
on a 1:1 basis

 This product was made available to the market on 1st Dec
2020

AFFIN Cards Win Big Campaign

 The Campaign ran from 15 June – 14 October 2020
 The core objectives were to support card acquisition and

to spur continuous card billings by rewarding
cardmembers with quality and practical items instead of
aspirational big prizes

Value Created

 Cardbase at +48.8% vs Industry at -2.7%
 Billings at +12.3% vs Industry at -12.0%
 Receivables at +13.4% vs Industry at -11.5%
 Merchant Sales at -21.0% vs Industry at -12.9%
 Award & recognition received from Ringgit Plus for

RinggitPlus Readers’ Choice Awards 2020:
- Best Cashback Credit Card in Malaysia – Affin DUO
- Best Online Cashback Credit Card in Malaysia – Affin

DUO
- Best Backup / Secondary Credit Card in Malaysia –

Affin Visa Signature
- Best New Credit Card of 2020 – Affin DUO

Honourable Mention Best Petrol Cashback Credit
Card in Malaysia – Affin Bank BHPPetrol Touch &
Fuel MasterCard 
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Marketing Programmes

#GrowWithUs Brand Narrative Campaign

 To build AHAM brand awareness amongst the mass
market 

#GrowWithUs EPF i-Invest Campaign

 To promote, increase and encourage the EPF i-Invest
activation and investments with AHAM

 First 300 investors invest via EPF i-Invest will be qualified
for the GrabGift evoucher worth RM50

#PRSClick&Go Campaign

 To advocate and encourage new sign-ups of PRS funds
via PRS Online

 To encourage existing PRS investors to top-up their PRS
investments via AHAM i-access portal

 First 266 PRS investors invested online via PRS online
enrolment or i-Access will be entitled to eVoucher worth
up to RM20

PRS Go campaign 

 To advocate and encourage all existing and new investors
to invest in any AHAM PRS funds 

 To boost new account openings for all AHAM PRS funds
 Lucky draw: Stand a chance to win prizes worth up to

RM17,000

SIPG Campaign

 To create and build awareness of Affin Hwang Smart
Invest Portfolio – Growth 

AHIB’s Business Webinars

 A total of 12 webinars/virtual events across corporate
presentations, market outlooks and alternative products
i.e. ETFs and REITs was conducted in 2020 to AHIB’s
Retail Clients

Launch of SmartDrive Safe

 Launch the first of its kind, telematic motor insurance in
Malaysia

 Innovative motor insurance that comes with wire-free and
self-powered micro tag to provide emergency road
assistance at the touch of a button

 Key features include Automatic Accident alert, Safe
Driving alerts, SOS button and mobile app to review trips
and driving score and safe driving earn points

Value Created

 Successfully raised AHAM’s Facebook profile to the sixth
within the investment and insurance space, with notable
increase in followers (+9,585) and likes (+9,395)

 Total sales accumulated from this campaign: RM5.7
million

 Total qualifiers from this campaign: 344 investors, and
sales accumulated: RM320, 000

 Total qualifiers: 7,441
 Total sales accumulated from this campaign: RM25.4

million (Target: RM15 million)

 Total leads generated from this campaign 768 and total
sales accumulated RM202,000

 These 12 webinars/virtual events garnered a total
outreach of 1,612 participants

 AAGI is the pioneer and leader in telematics motor
insurance

 First ever Virtual product launch
 Met product targets. As at FY2020:

- Policy count: 12,752
- GWP: RM 18,297,952
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Marketing Programmes

Launch AXA eCombo 

 The first customisable online insurance that combines
Medical Insurance (AXA eMedic), Critical Illness (AXA
eCritical Early Care) and Life Insurance (AXA eLife
Protector+) in one complete package. This 3-in-1
package aims to offer a solution to customers’ current
unmet need of a single comprehensive insurance
package with one monthly payment

 In conjunction with the launch of AXA eCombo, a two-
month wellness virtual series was organised with
Malaysian homegrown celebrities, influencers and
performers to touch on topics relating to health, fitness,
nutrition, beauty and also entertainment

AXA Wealth Creator

 Despite challenges faced during the start of the COVID-
19 pandemic, AXA AFFIN Life successfully launched
“AXA Wealth Creator” 100% online via Facebook Live

 “AXA Wealth Creator” is a regular premium investment-
linked insurance plan that gives you peace of mind
throughout your wealth management journey. This plan
essentially offers you an optimum combination of
insurance protection and investment

Stressed Out, Reach Out

 “Stressed Out, Reach Out” is a campaign partnering with
Naluri to address mental stress, anxiety or depression due
to COVID-19 or uncertain economic changes rising from
Malaysia’s Movement Control Order (MCO)

 Through this campaign, customers can get access to
health coaches, dietitians, psychologists, fitness / lifestyle
coaches and medical advisors at their fingertips

AXA Be Well & Fit

 “Be Well & Fit” is a collaboration with BookDoc to
motivate customers to stay active by increasing their daily
step count which can be achieved via a broad choice of
healthy activities and get rewarded. Steps will be tracked
via the BookDoc app - a health rewards platform that
incentivises healthy living and provide access for
customers to search and make appointments with
specialist doctors

Value Created

 Sold close to 200 policies within the first month it was
launched 

 Total sales generated RM86,000
 Garnered over 400,000 views on the virtual events

 Total sales generated over RM7 million with sum insured
total of RM666 million

 A series of social media post engagement were published
over a period of 2 months

 Over 12,000 total reach via social media

 Total of 112 customers has registered with Naluri within
20 days period

 Total of 127 new customers registered and 38% maintain
active throughout the year 2020
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OUR MARKETING APPROACH DURING COVID-19

The COVID-19 pandemic has resulted in changes to our advertising, marketing, promotional and media programmes, forcing us to
reevaluate our thinking about current and future advertising and marketing campaigns. In order to remain connected with our
customers during the pandemic, we have shifted most of our marketing efforts via the digital platform to market our products and
services. Some of our initiatives are as follows:

• During the COVID-19 circumstances, more focus has been placed towards virtual engagement
to increase public outreach through the following:
- Products and services advertisements via social media platforms, email blast distribution

and digital press and magazines
- Hosting SME BizChat on financial relief assistance and business recovery
- Promoting financial literacy to SMEs by introducing complimentary biz-miniseries via

short videos
- SME Colony mobile app acts as a e-marketplace for SMEs to promote their products and

services 
- Engagement with trade associations in promoting effective communications to their

members and business partners

• Used a variety of telecommunication tools such as Zoom, Microsoft Teams, WhatsApp video,
text messages and normal calls as well as social media platform such as Facebook and
Instagram to stay connected with our current and potential customers and clients during the
pandemic

• New product launching via Facebook Live to the AXA AFFIN Life Agents, supported by a
series of social media visuals on multiple AXA social media platforms

• Product brochures were uploaded in the AXA website to allow customers easy access to
information on the products offered
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KEY POLICIES ON RESPONSIBLE FINANCIAL SERVICES

We have policies to govern the development and provision of responsible and sustainable products
and services. These include but not limited to the following:

Sustainability
Matter 6 - 
Responsible
Financial
Services

The financial services sector
is under increasing scrutiny
to deliver products and
services with ESG
considerations. The Group is
currently reviewing our
operations and our lending
criteria to meet to be more
ESG focused. Our business
segments take into
consideration amongst
others the following steps in
their respective product
development process: 

• Ensure products and
services meet market
needs

• Introduction of new and
improved products or
make changes to
existing products

• Ensure compliance with
relevant guidelines and
governance for products
and services

• Promote sound risk
management practices
in managing and
controlling product risk

• Ensure products and
services developed and
marketed fill the needs,
resources and financial
capability of targeted
segments

6

Policies

Shariah
Supervision and
Compliance
Framework
(SSCF)

Responsible
Financing Policy

ESG Policy

Underwriting
Guidelines

Sanctions Policy

Description

Undertake Shariah research and study to facilitate new Shariah-compliant
product concepts and applications to be endorsed by Shariah Committee

The Bank also prohibits Non-Shariah compliant activities such as Liquor,
Gaming and Tobacco related

Drives towards more effective engagements through better disclosures
and advice to customers

Promotes a sustainable retail finance market by requiring engagement in
prudent, responsible and transparent financing

Encourages financial prudence and reinforce responsible lending/
financing practices that will support a sustainable property market

Contributes to the government’s affordable home initiative and
encouraging home ownership amongst the public in Malaysia

Benefits from profitable growth through the increase in the number of
sales from new developers and projects

Our Asset Management’s ESG policies include
- Active ownership – proxy voting and engagement wherever possible

and practicable
- Considering ESG considerations when conducting investment due

diligence and risk assessment
- Our firm-wide exclusions include companies involved in controversial

weapons and sanctioned countries

When appropriate or relevant, our insurance business integrate
environmental and social risks, including human rights concerns, as well
as more general ethical concerns in product development processes and
policies

This is notably undertaken via applying applicable underwriting guidelines
which require us to exclude certain industries from our insurance
business such as Coal and Oil Sands

When appropriate or relevant, our insurance business scrutinise the
relationships involving sanctioned countries and/or countries identified
as having high levels of corruption or political risk
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COMMITMENT TOWARDS RESPONSIBLE BANKING AND INVESTMENT

In addition, our Annual Credit Plan (ACP) issued by the Bank’s Group Credit Management is aligned with the Bank’s Risk Appetite
Statement. The ACP emphasises on supporting assets growth with strict discipline to be prudent, cautious and selective in our
financing activities. Aside from this, focus and consideration will be placed on responsible lending practices and embracing ESG
disciplines as part of our credit culture. 

Our Investment Bank has its own ethical and Shariah-compliant portfolios. As a signatory to the Malaysian Code for Institutional
Investors in 2017, we have pledged our commitment in embracing ESG principles in our underlying investment process. AHAM has
joined a list of over 20 other local institutional investors, pension funds and asset managers who have pledged to uphold the following
six (6) principles:

Our compliance statement is published on the following URL - http://www.iicm.org.my/compliance-statements/.

Both Affin Hwang Asset Management and AIIMAN became members of Institutional Investor Council Malaysia on 4 December 2020.
AHAM is also subscribers to Morgan Stanley Capital International (MSCI) ESG Research for Asia and Glass Lewis for proxy voting
and research services since 2017. The research supplements provide critical insights to identify risks and opportunities that our
traditional research may overlook for ESG data.

Our Insurance business’ underwriting team is responsible for ensuring that the latest ESG-related underwriting guidelines are updated
and cascaded down to each business unit for adoption. As part of our practice to ensure the credibility of our approach, regular
audits are carried out and presented to the management team. 

Our takaful providers’ underwriting guidelines and philosophy are guided by ESG considerations and are governed by amongst others
guidelines such as the Islamic Financial Services Act, Takaful Framework and value-based intermediation (VBI) framework issued
by BNM and the Malaysian Takaful Association. The guidelines are also in line with Shariah principles which excludes, for example,
investments in Gaming, Alcohol and Tobacco companies.

Disclosing
Policies on

Stewardship

Monitoring
Investee

Companies

Engaging
Investee

Companies

Managing
Conflicts of

Interest

Incorporating
Sustainability

Considerations

Publishing
a Voting
Policy

ESG PRINCIPLES

Principle 1 Principle 2 Principle 3 Principle 4 Principle 5 Principle 6
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RESPONSIBLE BANKING 

Green Technology Financing Scheme

(GTFS)

Objective

Please refer to our official website for more information on the Green Technology Financing Scheme (GTFS)

The government has been promoting energy-efficient technologies and renewable energy as the country strives to reduce carbon
emission by 45% in 2030. As part of our role to contribute towards this ambition, we continue to provide financing support to
companies venturing into sustainable energy. We believe that investments in green energy are essential for the future of our planet.

Since 2012, we have been actively supporting local companies on solar Photovoltaic (PV) system projects with total financing of over
RM400 million. 

We have also provided financing totaling RM339 million for the construction, development and operation of a large-scale solar
photovoltaic plant with a capacity of up to 50MW located at Kuala Langat, Selangor. From this project, we were able to provide a
structured project financing facility with repayment source deriving from proceeds of a 21-year Renewable Energy Power Purchase
Agreement (“REPPA”).

Apart from solar, the Bank will also continue to explore the
financing of other renewable energy projects. In 2020, we have
completed a financing agreement for a 3.5MW Biogas plant in
Maran, Pahang. 

AFFIN ISLAMIC won the Sustainable Energy Financing award
at the National Energy Awards 2020 (NEA 2020), under the
Special Awards category. The award signifies our commitment
in embracing and supporting the government’s initiatives to
pursue greater energy sustainability projects in Malaysia. We
will continue to play a meaningful role in this area in the future.

Sustainable Energy Financing Projects

Number of Sustainable Energy projects financed since 2012

The objective of the scheme is to promote investments in Green Technology which refers to products, equipment, or
systems which satisfy the following criteria:

 Minimises the degradation of the environment
 Has a zero or low greenhouse gas (GHG) emission
 Safe for use and promotes healthy and improved environment for all forms of life
 Conserves the use of energy and natural resources
 Promotes the use of renewable resources

16 1Solar
Photovoltaic

(PV) systems

Biogas
plant
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BANKING AND CHARITY

The Bank is also concerned for our customers who are facing
financial difficulties and those who are solvent defaulters. For
qualified customers, the Bank has provided temporary relief
support by not increasing the effective profit rate or waiving late
payment charges. The Bank have also provided zakat assistance
to these affected customers for their living expenses, medical
treatment and other essential needs.

FINANCIAL INCLUSIVITY

Financing Start-ups

We aim to be the preferred Bank for start-ups and we can help
them grow via our Start-Up Banking Solutions. In addition to that,
our Alternate Channels are our dedicated team that serves the
underserved and unserved start-up segment. Since 2017, we
have successfully onboarded 23,000 start-ups and approved
more than RM40 million in financing. In addition, over 10,000
start-ups were insured via our SMEasy Protect. We have also
collaborated with MyStartr and SIDEC where we co-organised
with the 4th DreamFactory Start-Up Contest with Startr and
introduced the AFFIN Rising Star Awards category in the 5th Top
E-Commerce Merchant Awards by SIDEC.

Our future strategy is to embark on digital initiatives to achieve
better customer experience for start-ups and to introduce auto
credit decisioning solution to provide fast turnaround times for
smaller financing-sized applications.

SME Colony

As part of our efforts to contribute towards financial inclusivity,
the SME Colony mobile app was built as a one-stop resource
platform for the SME community. The app aims to improve
business knowledge, enhance financial well-being and expand
commercial networking of the SME community. SMEColony
operationalises these propositions through various features
including Rakaniaga, SME BizChat, Startup Exclusives and
Financial Solutions. Through SMEColony, we act as the
intermediary between SMEs and industry partners including
government agencies. 

SMEColony’s Financial Solutions is a suite of banking facilities
provided by AFFIN BANK and AFFIN ISLAMIC designed to make
SMEs run more efficiently. These solutions include deposits,
financing, trade and cash management. In addition, SMEColony
offers Bancatakaful/Bancassurance to assist business owners to
safeguard their businesses against risks with customised
protection plans.

Meanwhile, with Rakaniaga, users will have access to a vast
wealth of information on business solutions. With a range of
suppliers from various industries ready to support business
growth, SMEColony’s comprehensive database can assist SME
owners reach out to potential partners. Users also have access
to SME BizChat, where they can attend online events to connect
with industry innovators, get updated on the latest trends, and
discover business tips to help them get ahead.

Version 2.0 of the SME Colony mobile app was introduced in
April 2020 with improvements in user experience and added API
capabilities. SMEColony won the best Mobile - Banking category
Award at the Malaysia Technology Excellence Awards.

Mobile Apps Registered Users (SMEColony Downloads)

(FY2020)

AFFIN Barakah Charity Account-i

AFFIN Barakah Charity Account-i implements a noble
approach of “Save and Donate”. We allocate a certain
percentage donation to charity to nurture a charitable habit
amongst the public, by applying automatic charity transfer
from Saving Account-i to selected organisations 

Customers are able to choose either 25%, 50% or 75%  of
their Hibah (if any)/profit to be channeled to charity 

As of 2020, the Bank has contributed over RM250,000
charity fund collected from depositors to the selected
charity bodies including Pertubuhan Pembangunan Orang
Buta Malaysia, Mercy Mission Malaysia, Global Peace
Mission and Pertubuhan Kebajikan Darul Nisa At Thohirah
Kuantan.   

25,131
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RESPONSIBLE INVESTMENT

Our Asset Management business has invested approximately RM26 billion in ethical and Shariah-compliant portfolios and RM200
million in sustainable bonds. For ethical and Shariah-compliant portfolios, we apply an exclusionary screening approach in our
portfolio selection.

Our General Insurance business’ investment activities apply strict underwriting controls for flood prone areas as well as close
monitoring of risk accumulation. We collect geolocation data for more than 90% of our property portfolio which is then applied onto
our Flood Models. These models are in turn used to update our reinsurance partners and for capital management decisions. On top
of that, we are also guided by our Investment Policy which applies restrictions on, among others, Tobacco, Coal Mining and Coal-
based power generation companies.

Our Life Insurance business’ reserves are at 75th percentile confidence level (CL) and its capital adequacy reserves are at 99.5th

percentile CL for all technical risks (mortality, morbidity from all causes including those arising from  environmental risks). We are
also effectively protected as we subscribe to prudent reinsurance coverages (including catastrophe reinsurance) that matches the
types of coverages we provide to our policyholders. We acknowledged that 100% of the mortality risk under the covered business
are mitigated through the Catastrophe Reinsurance Treaty.

RESPONSIBLE INSURANCE

As part of our efforts to be the trusted and responsible insurer to the society, we aim to provide customers with unique products and
services to meet their needs for safety and security. Below are some examples:

Product and Services

AXA SmartDrive

– Sharing

AXA SmartCare Xtra

AXA SmartAid

Partnership with

Merchantrade

Asia Sdn Bhd

Description

 A motor insurance add-on that provides e-hailing drivers with 24/7 comprehensive
protection

 Drivers can also enjoy a suite of value-added services such as fast claims approval in 5
working days upon full document submission, 24/7 hotline and roadside assistance with
AXA SmartDrive Assistance Plan

 Provide long-term healthcare protection specifically for employees of Corporate Clients
 Easy top-up plan that is affordable, flexible and customisable to one’s medical needs
 Assist customers when purchasing suitable medical and health policies with the rising cost

of healthcare

 Personal accident plan that is specially curated for the visually impaired individuals with
core benefits

 Collaboration with Malaysian Association for the Blind (MAB) for visually impaired customers
to get protection

 Empowers visually impaired individuals by protecting them with affordable protection plans

 Merchantrade Insure is the first microinsurance product that caters to migrant workers
 Strategic partnership has gradually grown as a sustainable portfolio and exploration of new

opportunities and markets
 Offering basic PA and basic Health allowance cover under Merchantrade Insure and

Merchantrade Insured Xtra
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Product and Services

Partnership with

Hap Seng Trucks

Distribution

Sdn. Bhd. (HSTD)

and Hap Seng

Credit Sdn. Bhd.

(HSC)

COVID-19 Hospital

Assistance

Programme

Description

 Launch of AXA Flexi Truck as the 1st telematics commercial vehicle insurance in Malaysia
 Inculcate safe driving behaviour among FUSO light commercial vehicle truck drivers and

help them understand their driving habits better through the installation of telematics
security device

 AXA Flexi Truck will be financed by HSC under FUSO Ez-Own, also the 1st telematics
financing programme in Malaysia

 AXA Flexi Truck will be promoted at HSTD FUSO dealership network branches and HSC
offices nationwide, with all Mitsubishi Fuso Cater trucks sold to be fitted with a telematics
device

 The coverage period for this programme is from February to June 2020
 All policies issued with a Hospitalisation Income Benefit Rider (HIB) will be entitled for

additional 14 days HIB cash payment and family cash assistance when diagnosed with
COVID-19

 All medical policies with or without HIB will be entitled for the Hospitalisation Waiver
Assistance with an increase in ICU daily limits, and unlimited doctor consultation day visit
and ambulance transfer when diagnosed with COVID-19

KEY POLICIES ON SUSTAINABLE PROCUREMENT PRACTICES

The Group’s procurement processes are based on a set of policies and procedures that provide
guidance on the purchase and approval process for supplies, equipment and services. Amongst
others, cost, specifications, performance capabilities, quality and availability of the supplies at the
time of purchase are thoroughly assessed in the process. ESG factors are also taken into account
in our procurement considerations. This includes but not limited to the following:

Sustainability
Matter 7 - 
Sustainable
Procurement
Practices

Our sustainability management
governs how we integrate
ethical and responsible
practices into the Group’s
supply chain and to support
the growth of local
businesses. We believe that
the basis of responsible
procurement practices is to
ensure comprehensive long-
term sustainable value for all
stakeholders throughout the
delivery of our product and
services.

7

Policies

Procurement
Policy and
Procedures

Outsourcing
Policy

Vendor Risk
Framework

Code of Conduct

Procurement
Guideline and
Policy

Description

The policy ensures that adequate controls are in place to prevent
corruption and bribery in the procurement process

Act as a set of guidelines on purchase flow and approval of goods and
services with supplementary of other policy to ensure responsible
procurement practices and prevent ESG (Environment, Social,
Governance) risks in our supply chain

To ensure that our interests are protected by obtaining quality goods and
services for the best value through conducting proper check and
balances while achieving maximum efficiency, effectiveness, flexibility
with a high standard of professionalism and accountability
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SUPPORTING LOCAL SUPPLIERS

As part of our initiative towards implementing responsible sourcing, we prioritise engaging and partnering with local suppliers. To
ensure the quality of supply, we take into account their capabilities, capacity and historical performance.

Amount Spent on Local Suppliers (RM)

FY2018

FY2019

FY2020

191,408,837

159,957,068

208,346,051

Our Group’s Spending on Local Suppliers

Local Suppliers (Non-IT)

FY2019 FY2020FY2018

100% 100%100%

AFFIN BANK &
AFFIN ISLAMIC

100% 100%100%

AHIB

98% 100%99%

AHAM & AIIMAN

96% 98%98%

AAGI

70%

98%98%

AALI

Local Suppliers (IT)

FY2019 FY2020FY2018

73%
82%79%

AFFIN BANK &
AFFIN ISLAMIC

76%
64%

77%

AHIB

92% 95%93%

AHAM & AIIMAN

98% 95%98%

AAGI

70% 70%70%

AALI

Local Suppliers for IT and Non-IT Products and Services across the Group
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EXAMPLE OF OUR RESPONSIBLE PROCUREMENT BEST PRACTICES

Guided by relevant policies and guidelines, we ensure responsible procurement practices and
assess the impact of related ESG risks of our suppliers and their products and services

CR Clause, Vendor Due Diligence and Evaluation

• Our current suppliers are required to comply with responsible procurement standard that
incorporated Corporate Responsibility (CR) criteria during vendor onboarding, imposing CR
Clause and CR assessment based on the CR Matrix

• CR assessment were conducted for our existing vendors through scoring from either
ECOVadis or Dow Jones Sustainability Indices (DJSI) 

• New vendors are made compulsory to complete a set of CR criteria questionnaire based
on their risk category

• Vendor self-service onboarding platform via official websites to automate the process of
vendor risk evaluation. This is to evaluate automated clearing house (ACH) vendor
relationship that supports the overall business requirements and strategic plans, the
business or functional leader has evaluated prospective vendors based on the scope and
criticality of the procured service and products, the risks associated with the use of the
vendor are thoroughly assessed, understood and mitigates risk

• Promoting the transition towards paperless transactions and operations amongst our
suppliers

• The submission of purchase requests for consumables are made through a Computerised
Maintenance Management System and E-Procurement platform that also encourages the
issuances of Purchase Orders (PO) and Job Orders (JO) to vendors via email

• The sourcing of products and services is very much depended on the suitability of our
sourcing requirements

• Emphasise on suppliers and vendors with local setups and implementations to ensure quick
and timely responses at lower operating costs

• It is mandatory to communicate all requirements and ensure all clauses are embedded in
the Master Service Agreement to mitigate all CR risks arising from the vendors

• In addition, CR Risks assessment is implemented for certain categories of vendors. This
assessment is performed by an independent third party. Vendors with a low score are
encouraged and expected to improve

Guide

ESG Assessment

Procedures for Suppliers

Sustainable Sourcing of

Goods and Services

Supplier Engagement
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THEME 2
SOCIALLY RESPONSIBLE EMPLOYER

Our employees contribute to our daily operations and are a
valuable asset to the Group that is key to enable us to
achieve business success. In this regard, we put emphasis
on their welfare and career development to ensure we build
a resilient, an agile and adaptable workforce that will
remain relevant and competitive in the future. 

KEY POLICIES ON FAIR EMPLOYMENT PRACTICES

We are guided by policies in managing fair and inclusive employment practices,
employees’ rights and welfare, including preventive measures during the COVID-19
pandemic. These include but not limited to the following policies:

We believe in providing equal employment opportunities and having a diverse
workforce. Ensuring that these commitments are met consistently, we have designed
and implemented policies and programmes at all levels across the Group. These
policies and programmes promote diversity and inclusiveness by creating a work
environment where all employees are treated with dignity and respect and where
individual differences are valued.

We cherish the valuable contribution and hard work of all our employees. We
demonstrate our appreciation to our employees by providing them with attractive
benefits such as, but not limited to medical benefits, sports memberships, insurance
and employee financing. In light of the recent movement control orders and the
COVID-19 pandemic, we offer flexible working hours for all employees as well as work
from home (WFH) arrangements.

Sustainability
Matter 8
Fair
Employment
Practices

We have over 6,000 employees
across our operations and we
are deeply committed to
ensuring they have a positive
working environment. Every
individual is treated with
respect and are free to uphold
their fundamental rights. Our
workforce consists of talent
from various backgrounds,
experiences and cultures.

Under the People and Culture
initiative of our AIM22 Strategy,
we are committed towards
shaping and maintaining a
work culture that is aligned
with our business strategy and
purpose.

8

Health and

Safety Policy

Sexual

Harassment

Policy

Remuneration

Policy and

System

Staff

Handbook
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Percentage of Employees by Operating Entities FY2020

AFFIN ISLAMIC AHIBAFFIN BANK 

AIIMAN AALIAAGIAHAM

3.41%

64.38%

13.25%

0.33%

5.37%

9.79%

3.47%

Percentage of Employees by Gender FY2020

38%

62%

MaleFemale

Percentage of Employees by Age Group

FY2019 FY2018 FY2017 FY2016FY2020

Above 50

15
% 21

%
23

%
22

%
19

%

30 - 50

65
%

65
%

66
%

66
%

68
%

Below 30

20
%

14
%

11
%

12
%

13
%

0%

20%

40%

60%

80%

Percentage of Employees by Position

FY2019 FY2018 FY2017 FY2016FY2020

Senior Management

2% 2% 2% 2% 2%

Management

16
%

17
%

17
%

16
%

14
%

Executive

54
%

53
%

52
%

50
%

48
%

Non-Executive

28
%

28
%

29
% 32

% 36
%

0%

10%

20%

30%

40%

50%

60%

Percentage of Employees by Ethnicity

FY2019 FY2018 FY2017 FY2016FY2020

Malay

62
%

63
%

62
%

62
%

63
%

Chinese

32
%

31
%

32
%

32
%

31
%

Others

1% 1% 1% 1% 1%
Indian

5% 5% 5% 5% 5%

0%

20%

40%

60%

80%
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Entity                                                 FY2016              FY2017              FY2018              FY2019              FY2020

AFFIN BANK                                             13%                     24%                     21%                    14%                     13%
AFFIN ISLAMIC                                          8%                      13%                      7%                      5%                       3%
AHIB                                                          1%                       1%                       3%                      9%                       7%
AHAM                                                       17%                     11%                     15%                    11%                     12%
AIIMAN                                                     16%                      6%                       6%                     18%                      4%
AAGI                                                          16%                     16%                     14%                    14%                     10%
AALI                                                          37%                     31%                     36%                    31%                     17%

OUR 2020 WORKFORCE STATISTICS

Rate of New Employee Hires (%)

Rate of New Employee Hires (%) across our Group

Entity                                                 FY2016              FY2017              FY2018              FY2019              FY2020

AFFIN BANK                                              6%                       9%                      11%                    13%                      8%
AFFIN ISLAMIC                                          8%                       7%                       9%                     11%                      4%
AHIB                                                         14%                      8%                       8%                      9%                      11%
AHAM                                                       14%                      8%                      11%                     7%                       6%
AIIMAN                                                     16%                      5%                      15%                    13%                      9%
AAGI                                                           9%                      10%                     15%                    12%                     10%
AALI                                                          31%                     32%                     26%                    20%                     10%

Rate of Employee Attrition (%)

Rate of Employee Attrition (%) across our Group

         FY2016                        FY2017                        FY2018                         FY2019                         FY2020

               8                                      9                                      9                                       7                                       7

Number of Persons with Disabilities (PWD) Employees

Number of PWD employees across our Group

As part of our equal employment and inclusive employment practices, we also employ disabled individuals. We take into account
the nature of their disability and match them with the jobs available. In addition, various aspects such as accessibility and other
potential barriers that may affect their ability to carry out their duties efficiently are considered prior to their employment. As at FY
2020, we have seven (7) disabled individuals under our employment. 
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We have numerous programmes across the Group to build a sustainable pool of young high potential talent. Their capabilities will
support the growth and transformation of the Group through technological capabilities and essential business skills programmes.
Some of the programmes that we have in place are as follows

Programmes

Affin Management Trainee

Programme (AMP)

Affin Hwang Asset

Management Berhad

Internship & Management

Trainee Programme

Affin Hwang Investment

Bank Berhad Management

Trainee Programme

Talent Pool Development

Programme

AXA Graduate

Trainee Programme

AALI Industry Partnership

Description

 A 12-month programme to provide high caliber graduates with foundation training and
hands-on exposure within the Bank to equip them with essential banking knowledge and
skills coupled with the right discipline and attitude 

 Provide a platform and opportunity to learn and develop in a structured manner, towards
becoming dynamic leaders

 During MCO, the programme continued as scheduled particularly learning attachments,
however, engagement and developmental intervention are mostly conducted through online
platforms

 The programme is targetted to ensure trainees are guided, coached and ready for a career
in financial institutions

 1 to 2 year-programme designed to nurture aspiring and professional management talent
for the future development of Affin Hwang Asset Management Berhad

 We recruit, train and develop a team of middle management talent to support business
challenges. This will provide a fast-tracked pool of talent capable of undertaking Executive
or Senior Executive roles across the functions

 Our Management Trainee Programme is a talent nourishing programme tied with the Bank’s
aspirations and objectives for future successions to middle or senior management

 Aiming to develop high potential individuals with the drive to contribute to and align personal
objectives with the Bank’s growth, the 12-month Management Trainee Programme offers a
solid all-round foundation and pave progressive pathway to focused areas

 Graduates develop the right capabilities, experiences and competencies in line with Affin
Hwang Investment Bank Berhad’s Talent Management objectives to build a leadership pipeline 

 Graduates obtain valuable exposure on a myriad of experiences from Investment Banking,
Securities and Support Functions

 No new Management Trainees were recruited in 2020 due to the current pandemic
situation. However, we are still managing the earlier cohort Management Trainees that have
ended their programme in Oct 2019; where their bonding period had just started from Oct
2019 till Oct 2021. For 2020, these Management Trainees have been appointed as
Associates and will be under their team leader’s supervision in each of the department they
are assigned to 

 The programme was developed for the development of a talent pool whereby high potential
staff from the executive level where they will participate in various developmental
programmes to fast-track them with the necessary leadership skills and experience for a
role in the future

 Collaboration with targetted universities to market and attract talent for graduate trainee
programme

 Accelerated high potential programme for fresh graduates and those who have less than a
year of working experience which focused on technical and soft skills training, rotation
review, networking with Executive Committee (“EXCO”), mentoring, participation in CSR or
sports club related activities

 Graduates experience hands-on exposure in understanding operations and business
challenges of core business components within an accelerated time frame (12 months) to
be onboarded in 2021

 Collaboration with Life Insurance Association of Malaysia to market and attract the right and
promising talent for internship programmes at AALI
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ENGAGING WITH OUR EMPLOYEES

We believe employee engagement is one of the most important exercises to gauge employee work satisfaction. Our employees today
are looking for more than their routine daily tasks. They want to be involved in their work, enthusiastic about the organisation that
they work for and are committed to their fellow workers. We encourage our employees to communicate their expectations across
various mediums. The mediums that are available to our employees are as follows:

Focus Groups/ Employee                  Focus groups, one-to-one interviews and discussions are conducted to identify and understand 
Interviews                                      the employees’ concerns and obtain feedback before implementing any new HR initiatives

Townhall                                          Regular townhall gatherings to provide clarity on business performance and key company 
                                                         initiatives

Annual Business Conference           Annual event catering towards engagement with successful businesses 

Brain (Strategy) Bones                
(Structure, System,                   

     Survey to gauge employee’s perception on our strategy, organisational architecture and culture
Processes) & Nerves

(Culture) Survey

Curiousity Corner                             Regular health talk sessions for employees’ health awareness

Regional Branch Visits                     Provides the opportunity to network and build relationships with HR and staff at the branches, 
                                                         hubs and business centres

We also have in place a grievance mechanism, which is a formal complaint process that can be used by our employees who are
negatively affected by our business activities and operations. We undertake efforts to resolve any misunderstandings and grievances
in a timely and equitable manner. In FY2020, we received a total number of 18 grievance cases and all 18 cases were successfully
resolved. 

Employee Engagement Mediums

         FY2016                        FY2017                        FY2018                         FY2019                         FY2020

              15                                    9                                     27                                    17                                    18

Number of Grievance Cases

Number of Grievance Cases across our Group
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SUCCESSION PLANNING

Our industry is facing constant changes in stakeholder expectations, digitalisation as well as tighter regulatory compliance. As such,
our organisation must always be equipped with capable leaders with the knowledge to respond to these changing demands and
challenges. We have established a structured Succession Plan Framework as part of our talent management strategy. The overview
of our Succession Plan Framework is as follows:

HEALTH AND SAFETY MANAGEMENT 

The COVID-19 pandemic had led us to revamp our current health and safety practices. We continuously provide mandatory and
strict workplace guidelines to ensure the safety of our employees that is in line with the guidelines from the Ministry of Health. Our
Health and Safety Committee collaborates with the relevant departments/functions across the Group to ensure that preventive
measures are in place for the safety of our workforce. The table below sets out the primary responsibilities of our Safety and Health
Committee.

Identification of

Candidates 

Identifying internal
pipeline of high potentials

for key leadership
positions to meet current

& future requirements

Readiness

Assessment 

Assessing current
capabilities against

position requirements to
identify need areas &

appropriate talent
management strategies

Development

Planning

Accelerate development
towards readiness to

assume more challenging,
complex roles &

responsibility

Monitoring &

Review

Performance monitoring
& review with proper
guidance & coaching

when necessary

Safety and Health Committee

Lead awareness
campaigns and
workforce management
on COVID-19 prevention
at the workplace

Provide oversight of the
management and
administration of all
occupational safety and
health matters 

Review safety and health issues and
ensure corrective  actions, measures
and steps are taken to safeguard
occupational health and safety of
employees

1 2 3

The review of statistics
and trends of accidents
and occupational
diseases, as well as to
enable improvements of
practices, procedures
and conditions at the
workplace

Support the
development of work
safety rules and work
system and procedures

Consider safety reports
and information
provided by inspectors
from the Ministry of
Health

4 5 6

Facilitate staff
awareness and training
on occupational safety
and health

7
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BOOSTING EMPLOYEES MORALE DURING COVID-19 PANDEMIC

KEY POLICIES ON TALENT DEVELOPMENT

Talent development and staff career progression are governed by the following policies:

Our Human Resource teams across our Group are responsible for our people’s learning and
development initiatives. These initiatives aim to equip our people with the relevant skills and
exposure to perform their jobs and to nurture a culture of achievement, accountability and learning.
The main responsibilities of our Human Resource teams include:

Sustainability
Matter 9 - 
Talent
Development

The Group recognises the
importance of developing
talent across all our operations
as it indirectly affects our
customer experience. We
have established various
platforms to ensure our talent
have the right tools and
know-how to make sound
decisions in delivering better
services and exceed customer
expectations.

9

Policy on Key

Performance

Indicators

Performance

Management

Learning and

Development

Manual

Responsibilities

Oversee the initiatives to strategise and coordinate employee development initiatives in line
with strategic plans and objectives via both internal and external resources

Responsible for delivery of organisational objectives and goals through strategic and targeted
execution of talent management, learning and development solutions

Undertake Capability Gap Assessments to identify current skill levels against the predicted skill
levels required for future working environment in both technical and non-technical capacity

Supporting Working from Home
Initiative

Enable  remote working capabilities by
equipping employees with the relevant
tools for remote work (PCs, laptops,
WiFi dongles, increased VPN access,
network upgrades) 

Health Initiatives 

Each staff was given a care pack consisting of face masks, face mask storage case,
face mask clip, vitamin C tablets and hand sanitiser and antiseptic wipes to help
prevent the spread of the virus

Monthly health initiatives from HR to all staff ranging from healthy eating, mental
health and ergonomics of working

Encourage staff who is required to work in the office to commute with their own
personal transport by allowing parking fees to be claimable for a specific time

Communications 

Constant communication with staff to
keep them updated on changes and
work arrangements throughout the
pandemic

Check-in survey by the group to
understand current employee situation
in the new work environment

Webinar by Naluri on being agile in 
the new employment market and
flourishing at work amidst a pandemic

Hari Raya Cheer Packs 

As most employees were working from
home, a Raya Cheer pack was sent to
them to their home or office,
depending on where they were
working from at the time

Christmas Gift Bags 

In conjunction with the year-end town
hall in December 2020, each staff
were given a Christmas gift bag sent to
them to their home or office,
depending on where they were
working from at the time
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EMPLOYEE TRAINING 

We are focused on producing a future-ready workforce that is dedicated and takes accountability to deliver good service experiences
for our customers and stakeholders. We acknowledge the importance of investing in the long-term growth of our talent across various
programmes. These include customer centricity, product innovation and leadership training. 

The COVID-19 pandemic has required us to adapt quickly and take a different approach to provide training to our workforce. Priority
was given to the mandatory and critical technical training programmes in 2020. We leveraged on digital platforms which replace
physical training rooms. Our employees were also encouraged to manage their learning needs via various internal and external 
e-learning platforms.

Below are some of our key initiatives to develop employees’ skills and competency in 2020.

Key Training & Learning  Initiatives FY2020

AFFIN BANK & AFFIN

ISLAMIC’s Certification

of Skills and Knowledge

 The Bank continued to provide sponsorship for employees’ personal development through
certifications and qualifications mainly offered by the Asian Insitute of Chartered Bankers
(AICB)

AFFIN BANK & AFFIN

ISLAMIC’s Needs-based

Training Programmes 

 Most of the training programmes organised are based on the current needs of the respective
stakeholders 

AFFIN BANK & AFFIN

ISLAMIC’s Blended

Learning

 In view of the MCO, employees’ involvement in learning and development continued from
classroom sessions to the following:
- Self-enrolled programme through Affin e-Academy
- Enrolment into public online programme 
- Customised instructor-led online programme
- Participation in online webinars and discussions

AHAM’s Library  An internal library for employees with books curated by the Chief Learning Officer as well as
recommendation by senior management to encourage a lifelong learning culture

AHAM’s Online Training /

Sharing Sessions

 Most training and sharing sessions have been migrated online. Other than typical technical
and soft skills training, topics such as current events and lifestyle trends have been added to
broaden employees’ perspective

AHIB’s Total Capability

Review Exercise

 The exercise aims to rejuvenate and increase the workforce’s efficiency as preparation for their
next level of growth and serves as an excellent opportunity for the bank to reskill and upskill
employees’ competencies, knowledge and attributes

AAGI’s e-Learning

Programme

 Provides employees with industrial knowledge and exposure through LinkedIn Learning
Platform that offers a variety bite-size and wide range of courses with 13,000 video contents

 100% adoption rate
 The platform has provided an opportunity for employees to manage their own learning needs

instantly

AHIB’s Skill

Enhancement for

Employee Development

(SEED) Initiative

 In facing the challenging situation, AHIB’s  staff had undergone digital training via online
learning platform. During the first MCO, we have initiated a programme called SEED – Skill
Enhancement for Employee Development where we had sent out to all staff bite-sized learning
materials via webinar, or any online session offered by training providers 

 SEED enabled us to get engaged with the staff during the MCO and to ensure that staff continue
learning even they were “Working-from-Home”

 This was done weekly and it is open to all staff who wish to participate
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Training expenses declined in 2020 as compared to 2019. This was mainly due to the reduction in physical training sessions as a
result of the tight movement control order restrictions.  However, we managed to move several in-house training programmes to the
online platform, which costs less to run as compared to physical training.

Experiential training sessions were also postponed during the year which led to the reduction in the total training hours for 2020.
However, in order to encourage learning amongst our employees, we introduced Monthly Leader Boards for top learners of the month
as well as top learner of the year. Prizes were awarded to the top 20 learners to encourage higher participation.  

In support of our employees’ educational pursuit, the Group also provides sponsorship incentives for employees interested in pursuing
professional industry certifications such as the ACCA Professional Programme, Chartered Financial Analyst, Insurance and Actuarial
Studies, and accreditation/ certification by the Asian Institute of Chartered Bankers (AICB). 

Key Training & Learning  Initiatives FY2020

Total Training Hours per Employee a Year

FY2016

91

FY2017

126

FY2018

143

FY2019

160

FY2020

105

                      FY2018                                               FY2019                                                  FY2020

                      22,177,445                                               18,202,571                                                   5,744,652

Amount Invested in Training Programmes (RM)

Training Hours for the Group

AAGI’s Innovation and

Design Thinking

Programme 

 Encourages employees to apply design thinking in problem-solving and initiate innovative
projects to support the organisation’s digital transformation efforts

 Created awareness and innovation mindset change for employees on organisational
transformation

 Enabled the identification for more measurable impacts through partnerships with external
vendors to enhance the structure and bring in professionals to monitor and coach project
executions

AALI’s LinkedIn 

Learning Programme

 In order to install interest in learning for the staff, we encourage them to embrace self-learning
through Linkedin learning. Further to that, competitions are held throughout the year to
promote this interest further

 Training on Lean Six Sigma for improvement and automation purposes
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There was a decrease in the number of sponsored employees in 2020. This was mainly due to the revised the examination schedule
by AICB for 2020.

There was also a decrease in the total sponsorship amount for 2020. This was due to the reduction in staff enrolments  during the
year.  

EMPLOYEE APPRAISALS

We conduct structured appraisal processes across our Group to engage our staff on work performance via a twice-yearly reviews.
Appraisals are often performed to determine whether KPIs and targets have been met and to decide on future work plans and targets.
These appraisal sessions are also used to engage with staff on their career plans. We encourage our staff to speak honestly and
openly about their job performance, future needs and expectations. We believe the appraisal process in an important medium that
benefits our people. It also helps the Group to identify and manage our human capital in a more productive manner.

                      FY2018                                               FY2019                                                  FY2020

                             76                                                            494                                                              284

Number of Employees Sponsored

                      FY2018                                               FY2019                                                  FY2020

                        200,807                                                  1,356,271                                                     627,037

Amount of Sponsorship for Employee (RM)

                      FY2018                                               FY2019                                                  FY2020

                             43                                                            156                                                               62

Number of Employees Certified

         FY2016                        FY2017                        FY2018                         FY2019                         FY2020

            100%                              100%                              100%                               100%                               100%

Appraisal Participation Rate (%)
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THEME 3
SUPPORTIVE COMMUNITY DEVELOPMENT

In order to reach sustainable business excellence, it is
essential for us to also consider the environmental impacts
of our business operations, as well as how we interact with
the wider community.

KEY POLICIES ON ENVIRONMENTAL MANAGEMENT

The Group has in place the Environmental Policy and Strategy to manage the
environmental impact of our operations. The policy guides us towards improving
operational eco-efficiency through cost savings on energy, fuel, travel, paper, water
and CO² emission.

The responsibility to assist and advocate awareness on environmentally friendly
initiatives across the Group spread across functions such as Human Resources,
Property & Logistics and IT departments. 

MINIMISING PAPER USAGE

It is our usual practice to only print when necessary and to print double-sided and in
black and white. We also source for paper made from recycled raw materials or from
“sustainably managed” forests with recognised certified ecolabels such as the Forest
Stewardship Council (FSC). 

In addition to that, as we rapidly shift towards digital transformation, our employees
are required to leverage on technological platforms when carrying out their day-to-
day activities. This is to minimise waste in the form of paper consumption, whilst
increasing operational productivity and efficiency. We also encourage our clients and
customers to use our digital platforms and e-Statements, and to replace the usage of
physical papers via online transactions and submission of documents. This had
contributed to a significant reduction in our paper usage in FY2019 and FY2020.

Read more on our digital transformation to reduce paper consumption and increase
operational efficiency in the Digital Innovation section.

Sustainability
Matter 10
Environmental
Management

We aspire to be good
corporate citizens by
minimising our environmental
footprint across our assets
and offices. We encourage
our employees to take
accountability towards our
electricity usage, and to
consume water and paper in a
responsible manner. Various
efforts have been undertaken
to raise awareness amongst
all our people to be more
environmental-friendly.

10
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RESPONSIBLE WATER AND ELECTRICITY CONSUMPTION AND WASTE MANAGEMENT

Below are some of our efforts to reduce our electricity consumption within our operations:

• Air conditioner is set from 8am to 6pm from Monday to Friday only

• Sequencing of chiller operational to reduce maximum demand

• Power grid system implemented according to zone for each floor

• More laptop users compared to desktop with hibernation features

• Common printers provided

• Opted the use energy efficient light bulbs and LED lights

• Continuous day-to-day power saving campaigns

• Participation in Earth Hour campaign

We have also advocated awareness campaigns on water conservation and waste reduction on an ongoing basis. We also track both
sorted as well unsorted waste. 

To inculcate environmentally friendly practices amongst our people, AHAM introduced the ‘Bring Your Own Coffee’ initiative. This
initiative is aimed at reducing the usage of disposable paper cups by encouraging employees to bring their own coffee cups.
Employees using paper coffee cups will be charged RM2 and monies collected will be channelled to the Green Fund for future CSR
activities. In FY2020, 72% of AHAM’s staff  bought their own beverages and this contributed to a 6,552 reduction in paper cups
usage. AHAM’s staff also took a step further by bringing their own food containers to work. 

We have reduced our electricity and water consumption in FY2020 as compared to FY2019. This was a result of our environmental
management efforts as well as the WFH arrangement for our employees. We have also invested almost RM8 million in renewable
energy for our operations. Apart from that, we have also collected over RM162,000 worth of recycled water. 

Total Paper Usage (kg)

FY2016

120,365

FY2017

120,875

FY2018

120,977

FY2019

69,747

FY2020

63,813
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Total Electricity Consumption (MWh)

FY2016

82,985

FY2017

81,101

FY2018

66,713

FY2019

66,955

FY2020

61,865

Total Water Consumption (m3)

FY2016

307,917

FY2017

303,257

FY2018

244,324

FY2019

208,508

FY2020

91,108

Electricity and Water Consumption (HQ only)

MENARA AFFIN – THE GROUP’S NEW CORPORATE HEADQUARTERS

The Group’s new corporate headquarters will be located within the Financial District of Tun Razak Exchange (TRX) in the heart of
Kuala Lumpur. The building consists of 3 basement car parks, 4 podium floors and 43 floors of Grade A office space. It was designed
with focus on 3Ps – People, Planet, Profit and pursuing two green building certifications – including the globally recognised LEED
certification.

Below are some of the energy and resource conservation features of the building:

Water efficiency                                                Maximise the use of alternative water resources, while reducing potable water 
                                                                          consumption

Energy efficiency                                              Infrastructure towards higher energy efficiency to lower operating cost and 
                                                                          reduction in carbon footprint

Indoor Environmental Quality                           Promotion of Green Education awareness and the long-term benefits of the health 
                                                                          and well-being of employees’

Transportation availability alternative               Well-connected development with easy access to the only underground  
                                                                          interchange station of the KL MRT 1 & 2  

Easy access to basic services                            Strategically located within the Tun Razak Exchange
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KEY POLICIES ON COMMUNITY DEVELOPMENT

Across the Group, we have identified our shared value approach to guide us in our community
development activities. 

In accordance with Islamic principles, we contribute a proportion of our revenue to the
underprivileged or "asnaf". Based on our policies, we distribute zakat monies to the State Islamic
Religious Councils, armed forces, schools, Ramadhan activities, needy families, business aid,
charitable organisations, underprivileged homes and individuals.

The COVID-19 outbreak and the movement control order restrictions have had a crippling effect
on the community at large, especially the less privileged group. As a responsible corporate citizen,
it is important that we step up our efforts to care and protect the community during these difficult
times. 

In the current environment, our priority is ‘safety first’. As such, we have continued our efforts in
providing support to the community around us with strict adherence to SOPs. We have converted
some of the programmes to virtual events and our donations were focused towards supporting the
community who are affected by the pandemic.

Sustainability
Matter 11 - 
Community
Development

We have extended financial
aid and industry expertise to
the community through
various social activities. The
objective of these activities is
to uplift the standards of
living of the community and
to create an inclusive society. 

11

We empower

underprivileged

communities and provide

them with means of

livelihood

We work with various

NGOs to drive awareness

on social causes through

strong, sustainable

development

We share our business

expertise and provide the

underserved segment with

equal access to

protection, thereby

contributing to national

and global socio-economic

development

Adopt an integrated

approach to community

programmes, striking a

good balance between

short- and medium-term

results, while not losing

sight of corporate

interests

We deliver further by

taking into account the

needs of the community’s

future

We create a workplace

culture that promotes

Corporate Responsibility

(CR) participation and

fosters diversity and equal

opportunity for all

Our Community Development Shared Value Approach

Our Zakat Contribution (RM)

FY2016

4,604,882

FY2017

5,627,256

FY2018

5,154,332

FY2019

5,349,059

FY2020

4,808,752
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EMPOWERING THE COMMUNITY 

Social and Community Empowerment

 4 sessions with PERTIWI Soup Kitchen, contributing food to the underprivileged in Klang Valley. The initiative involved about
100 staff of the Bank

 In support of the country’s SME industry, we contributed RM99,000 to the SME 100 Awards
 Tabung Stroke PPUM - A fund for stroke patients with financial constraints at Pusat Perubatan Universiti Malaya (PPUM)

RM20,000 donated to the PPUM Stroke Fund to support financially constrained stroke patients
 St. Nicholas Penang - A home and multiservice institution for blind and visually impaired Malaysians. St. Nicholas also provides

early intervention, rehabilitation and vocational training programmes for the blind. RM10,000 was donated to support 73
beneficiaries and staff at St. Nicholas Home

 RM10,000 was donated to Ampang Welfare Community which manages a home for 65 elderly Chinese with no families or
relatives. The fund goes towards various activities conducted for the residents

 Sponsored ‘buka puasa’ meals for 105 orphans from 3 orphanages in Klang Valley
 ‘Program Seorang Sekampit Beras’ - we contributed RM15,000 to distribute food supplies for identified poor families in Klang

Valley
 myWakaf - Collaboration of 6 Islamic banks and Majlis Agama Islam Negeri mainly in dedicating wakaf collected for the benefit

of the community through 4 focus areas; health, community empowerment, education and investment. We collaborated with
other Islamic banks by providing platforms for the collection of cash wakaf and channel it through impactful projects for the
community's benefit

BELOW ARE SOME OF OUR KEY CSR ACTIVITIES CONDUCTED IN FY2020.

EDUCATIONAL SUPPORT

Back-to-School 2020

 For the year 2020, we organised 'Back-to-School' programmes and collaborated with several schools and NGOs in Kedah,
Kelantan, Selangor, Negeri Sembilan and Terengganu

 We contributed a total of RM150,000 for this yearly programme to lessen the burden of underprevileged families and bring
cheers to the children

Contribution to Yayasan Pelajaran Mara

 Yayasan Pelajaran MARA (YPM) is a foundation that is active in assisting and protecting educational welfare of Bumiputra
 YPM organised Program Pintar HARAPAN that provides the opportunity for non-MRSM students from underprivileged families

to join tuition programmes that are based on MRSM educational system and material
 We contributed a total of RM114,000 from Zakat Fund and Sponsorship for organising tuition programmes for underprevileged

students from MRSM Baling and MRSM Pendang
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CHARITY FUND FOR COVID-19 MOST AFFECTED COMMUNITIES

Charity Fund for COVID-19 Relief

 The Group contributed RM1 million to the National Disaster Management Agency (NADMA) for its COVID-19 Fund
 AFFIN ISLAMIC allocated contribution from Charity Fund - Barakah Charity Account-i for COVID-19 Relief via Global Peace

Mission Malaysia (GPM) and Mercy Mission amounting to RM10,000 each
 RM30,000 of COVID-19 Emergency Food Aid Boxes, which were distributed by AFFIN ISLAMIC to those affected by the

pandemic especially elderly, underprivileged families, refugees as well as the healthcare workers
 AHAM COVID-19 Relief Drive aims to raise funds to support organisations providing food and sanitary aid to the underprivileged.

In just 2 weeks, we raised a total of RM388,000 to be contributed to 13 NGOs to purchase essential food and sanitary items for
the underprevileged during and after the MCO

 AHIB donated a total of RM 70,000 through monetary and zakat contribution to Pusat Jagaan Sri Mesra, OKU Sentral and Damai
Disabled Persons Association Malaysia for their efforts to care for the elderly, people with disabilities, as well as the hardcore
poor communities

 Affin Hwang Capital donated RM30,000 to ‘Tabung Khas COVID-19 - Pakej Prihatin Selangor’, towards relief and welfare
programmes to target groups affected by the outbreak, including the cost of purchasing the equipment needed to curb the
outbreak

EDUCATIONAL SUPPORT (CONT’D)

Assistance for Higher Learning Institutions (IPTs)

 Several IPTs have benefited from our contribution, including UniSHAMs, MMU, UNITAR, USIM and KUIS. The contribution was
made to cover the essential needs of students during the MCO period as they were not allowed to travel back home due to the
COVID-19 pandemic

 AFFIN ISLAMIC distributed a total of RM75,000 to the 6 IPTs

Biasiswa Tunku Abdul Rahman (BTAR) with Yayasan Tunku Abdul Rahman (YTAR)

 YTAR is a non-governmental organisation that provides assistance and scholarships to Malaysian students of various races
 Since 2007, YTAR has supported more than 300 Scholars in both local and private universities. To date, 253 alumni registered

as members of the Tunku Scholars Association Malaysia (TSAM)
 The BTAR scholarship programme benefits students by needs and family background, alongside CGPA and leadership

involvement in school as well as diverse education backgrounds
 Through YTAR, we will be able to leverage on their network, resources, selection methodology and processes to reach out to the

suitable applicants from diverse backgrounds
 Through AHAM, we are the first corporate to partner with YTAR for this scholarship programme
 In 2020, we sponsored 1 scholar, recognised as the AHAM-BTAR Tunku Scholar
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CHARITY FUND FOR COVID-19 MOST AFFECTED COMMUNITIES (CONT’D)

COVID-19 Relief Drive

 The Group distributed contribution to Pusat Pungutan Zakat Wilayah Persekutuan, Lembaga Zakat Selangor and Lembaga Zakat
Negeri Kedah

 In April 2020, the Group distributed a total of RM150,000 (RM50,000 each) to 3 SIRCs to purchase essential items for the
states’ hospitals such as bed, PPE, face mask, and hand sanitiser

 AFFIN ISLAMIC collaborated with KIWF in presenting Zakat contribution for IIUM Medical Centre to purchase medical supplies,
i.e. facial masks, ventilators and monitors to combat COVID-19 pandemic

 AFFIN ISLAMIC also participated in sponsoring government hospitals to purchase items for the frontliners such as Heat Scanning
Machines and Personal Protective Equipment (PPE)

 AAGI contributed Personal Protective Equipment as part of its ongoing effort to support the medical services and essential needs
of marginalised groups amidst the COVID-19 pandemic. RM30,000 worth of N95 masks were also contributed to Hospital Sungai
Buloh and Hospital Kuala Lumpur through zakat fund

 AAGI contributed RM10,000 worth of surgical masks to the frontline healthcare workers from the National Kidney Foundation
Malaysia (NKF) 

 AALI raised to approximately RM70,000 and contributed over 15,000 PPE items to three designated hospitals that serve as the
main treatment centres for COVID-19, namely Sungai Buloh Hospital, Kuala Lumpur General Hospital and University of Malaya
Medical Centre

Supporting Frontliners Against COVID-19

 We supported the frontliners who were at the forefront in the fight against the COVID-19 pandemic through monetary, zakat and
morale contributions in appreciation of their tireless and unwavering efforts to save the lives of Malaysians by donating
RM250,000 towards The Edge’s COVID-19 Fund and RM100,000 to Hospital Kuala Lumpur

 250 Ramadhan kurma gifts were distributed to the frontliners at KPJ Damansara Specialist Hospital during the fasting month of
Ramadhan

 We also contributed to 4 NGOs such as PAPISMA, Khadijah International Waqf Foundation, Aman Palestin, and Kelab Belia
Perkasa & Prihatin that is involved directly with frontliners in handling the COVID -19 pandemic

 We also contributed a total of RM50,000 to additional NGOs and this was channelled to the frontliners

Tabung Kebajikan Angkatan Tentera

 RM100,000 was donated in conjunction with Hari Raya for
members of the armed forces working during the festive
season

Tabung Zakat Angkatan Tentera Malaysia (TZATM)

 Tabung Zakat ATM was set up as a fund to assist veterans
and citizens of ATM and administered by Kor Agama
Angkatan Tentera (KAGAT)

 In 2020, AFFIN ISLAMIC contributed RM300,000 to this
fund that was presented to the Minister of Defence, Dato’
Sri Ismail Sabri Yaakob at Wisma Pertahanan

Donations to Army Veterans

 Zakat contributions up to a total of RM450,000 was made
by AHIB to assist deserving or injured army personnel and
veterans through Tabung Zakat Angkatan Tentera Malaysia
(ATM) and Tabung Zakat Yayasan Veteran ATM

 RM50,000 contribution to MyVeteran MyHero Charity Run,
in aid of Tabung Rayuan Hari Pahlawan

 AHIB also contributed RM100,000 to Persatuan Veteran
Rejimen Semboyan Diraja for the army personnel and
families that are in need 

Contribution to ‘Pusat Latihan Asas Tentera Darat’ (PUSASDA)

 Contribution of RM20,000 including to the "Regimen Askar
Melayu Diraja" Mosque located in PUSASDA, Port Dickson

OUR ACKNOWLEDGEMENT TO THE ARMED FORCES
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CONSERVING THE ENVIRONMENT

Sponsorship with Tropical Rainforest Conservation and Research Centre (TRCRC)

 TRCRC is an NGO focused on the conservation and preservation of tropical rainforest plant species
 TRCRC collects, germinates, propagates, and eventually reintroduces rare and endangered plant species back into their native

habitats
 The Tropical Rainforest Living Collections (TRLCs) conservations include a 224 hectares site in Merisuli, Sabah and a 500

hectares site in Banun, Perak
 AHAM continued to partner with TRCRC through a RM15,000 sponsorship for the care of seedlings in their nurseries with 10

nursery experts

eWaste Buster Campaign

 Following the growth of e-waste threat to the environment and human health, AALI introduced “e-Waste Buster Campaign” to
our employees with the aim to educate them on how to recycle e-waste, reduce the e-waste impact as well as digital divide 

 Under this initiative, employees can donate their old or unwanted electronic devices which will then be refurbished and recycled
by SOLS Tech, a Microsoft Registered Refurbisher and award-winning NGO, before distributing them to the underprivileged
communities to provide tech and gadget accessibility with the intention to help them catch up with modern digitalisation
opportunities 

 As of end 2020, we have gathered hundreds of old or unwanted devices which include printers, keyboards, mobile phones and
tablets, among others
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BEING THERE FOR THE YOUTH

Empower A Child (EAC) with Dignity for Children Foundation

(Dignity)

 Dignity is a non-governmental organisation that provides
holistic care and education for urban poor children in Kuala
Lumpur to uplift them from poverty 

 They currently serve over 1,700 children between 1-18
years old with education programmes from preschools to
secondary schools

 This programme enables the beneficiaries to receive
continuous education, nutritious meals, basic healthcare
and hygiene, vocational development as well as leadership
and character development

 Beneficiaries are screened by Dignity and the sponsorship
is awarded to the individuals with the greatest financial need
and is monitored regularly

 In 2020, AHAM has sponsored 4 Dignity children through
this programme

Christmas Shoebox Project

 A Secret Santa project to bring Christmas cheer to
underprivileged children in homes

 On a voluntary basis, staff was asked to create personalised
gift boxes for children of various ages

 211 shoeboxes were collected and given to children at
Sunbeams Home Ampang, Rumah Hope PJ and Women’s
Aid Organisation Malaysia

EMPOWERING WOMEN

International Women’s Day 2020

 On 5th March 2020, AAGI celebrated International Women’s Day 2020 with the theme #EachforEqual to raise awareness on the
importance of a gender equal society

 AAGI believes everyone has a role to play in advancing diversity and inclusion, and with this shared responsibility a gender equal
world can be created

 Various fun and engaging activities were held, including Sexual Harassment Talk by All Women’s Action Society, Aikido Self
Defence Class, House Chores Dash Challenge, Pledge Board, DIY Coaster Colouring, Origami, Anonymous Appreciation Card
and Manicure

 Employees from PSC Malacca had also joined the initiative, by distributing cupcakes made by male colleagues, organising health
screening, talks and mammogram

Dignity Programme 2020
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PROMOTING HEALTHY LIFESTYLE

#IWalkAtHome 42k Steps Challenge

 Given the sedentary lifestyle that Malaysians were leading during the Movement Control Order period, AAGI had launched the
#IWalkAtHome 42k Steps Challenge. The one-of-a-kind challenge was aimed to promote social solidarity and encourage
Malaysians to stay healthy and active at home together

 Participants were encouraged to walk at least 42k steps in a week for a chance to get rewarded with RM50 e-vouchers. To make
it more meaningful, winners could dedicate the rewards to family members in need or even the frontliners

 The one-week challenge had received an overwhelming participation of more than 4,500 Malaysians

AXA Hearts in Action Run 2020 – Virtual Run Series

 AAGI launched the 6th  AXA Hearts in Action Run 2020 in a full-scale virtual format to encourage Malaysians to run for better
health and advocate on key social causes

 The theme for 2020 was “Run to Protect What Matters” to support our commitment to foster progress in difficult times and act
as a force for the collective good. Runners were able to choose on their preferred cause and run anytime and anywhere at their
own pace

 With overwhelming support, we had achieved a full participation of 1,200 runners and contributed RM50,000 to WWF-Malaysia,
World Vision Malaysia, National Kidney Foundation Malaysia, National Cancer Society Malaysia and Yayasan Jantung Malaysia.
This marked a total contribution of RM 610,000 over the past 6 years

AXA Corporate Responsibility (CR) Week

 The CR Week is a week-long activity to support various causes and give back to society. It is held to engage with internal
employees and reinforce commitments to empower lives and build a sustainable society

 The programme promotes employee volunteerism and awareness and develops them into socially responsible corporate citizen
 Spent close to 500 hours in various virtual sessions such as health talk, sign language class, healthy cooking class and homemade

cleaning product workshop
 Garnered over 300 volunteering acts and over 100 volunteer hours
 Over 60 employees participated in blood donation campaign
 145 employees attended the talks and workshops on Social Inclusion, Environment and Health Risk Prevention as well as our

Unwind Mind campaign in conjunction with the Mental Health Awareness month

LOOKING AHEAD

As we progress towards achieving our Vision of becoming a premier partner for financial
growth and innovative services, we remain focused on creating shared value through our
business activities for all stakeholders. This drives us to continuously improve our
efficiency and effectiveness in order to manage our ESG impacts. As a company with a
long-term focus, and we are committed to continue this path towards enhancing corporate
business sustainability.
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                                    2016  2017  2018  2019  2020

OPERATING RESULTS 

For the financial year ended 31 December 

(RM’million)

Revenue                                                                                  1,936              1,560              1,921              1,914             2,265

Profit before taxation                                                                737.7              550.7              675.0              677.0             386.7

Net profit attributable to the equity
holders of the Company                                                            564.0              417.9              503.1              487.8             230.3

KEY BALANCE SHEET DATA

As at 31 December (RM’million)

Loans, advances and financing                                               43,747            45,722            48,392            45,388          45,493

Total assets                                                                            68,886            70,009            75,976            68,341          69,537

Deposits from customers                                                        51,506            50,920            57,346            51,089          49,884

Total liabilities                                                                         60,155            61,680            67,235            58,945          59,899

Commitments and contingencies                                            26,952            32,286            30,873            30,851          36,250

Paid-up capital                                                                         1,943              4,685              4,685              4,775             4,902

Shareholders’ equity attributable to the equity 
holders of the Company                                                       8,682             8,271             8,672             9,337            9,567

FINANCIAL RATIOS (%)

Profitability Ratios

Net return on average shareholders’ funds                                  6.65                4.93                5.94                5.42               2.44

Net return on average assets                                                      0.83                0.60                0.69                0.68               0.33

Net return on average risk-weighted assets                                 1.22                0.88                1.02                1.01               0.49

Cost to income ratio                                                                  59.04              59.87              63.39              63.03             59.65

Asset Quality Ratios

Gross impaired loans ratio                                                          1.67                2.53                3.25                3.00               3.52

Net impaired loans ratio                                                             1.08                2.10                2.59                2.28               2.57

Loan loss reserve                                                                      94.34              98.50              97.08              96.88             98.23



                                    2016  2017  2018  2019  2020

SHARE INFORMATION - Per share (sen)

Earnings - basic                                                                       29.03              23.98              25.89              24.59             11.43

Earnings - fully diluted                                                              29.03              23.98              25.33              23.85             11.03

Gross dividend                                                                           5.00                2.34                5.00                7.00               3.50

Net assets                                                                                   447                 426                 446                 470                460

Share price - high                                                                        241                 234                 226                 191                193

Share price - low                                                                         237                 231                 222                 189                133

Share price as at 31 December                                                   239                 231                 223                 190                184

Market capitalisation (RM’million)                                             4,644              4,488              4,333              3,773             3,827

                                                                                                         

SHARE VALUATION

Gross dividend yield (%)                                                             2.09                1.01                2.24                2.63               1.90

Dividend payout ratio (%):-
- based on Group’s profit after tax                                             34.45                9.77              19.31              20.33             31.60

- based on Company’s profit after tax                                        86.76              16.09              16.35              26.68             78.29

Price to earnings multiple (times)                                                8.23                9.63                8.61                7.73             16.10

SEGMENT INFORMATION

Profit before taxation and zakat by activity

(RM’million)

Commercial banking                                                                   603                 502                 802                 555                195

Investment banking                                                                     102                   40                 150                 165                344

Insurance (net of tax)                                                                    49                   13                   47                   30                  41

Others                                                                                          (12)                  (1)              (320)                (67)             (186)

                                                                                                   742                 554                 679                 683                394
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AFFIN BANK BERHAD2020

Soft Launch of AFFINMAX

AFFIN BANK soft-launched its new Corporate Internet
Banking platform called AFFINMAX which will replace the
existing Corporate Internet Banking (CIB) platform. 

08
JAN

06
MAR

–

26
JUN

–

16
OCT

–

26
OCT

15
APR

11
FEB

13
FEB

Chinese New Year Charity Activity 

AFFIN BANK hosted a CNY lunch reception with the elderly
residents of Ampang Old Folks Home.

Malaysia Book of Record Recognition for SME Colony

AFFIN BANK received recognition by the Malaysia Book of
Records for the development of SME Colony as Malaysia's
first Small and Medium Enterprises (SME) Community
Development Mobile Application.

CSR Activity - Soup Kitchen 

AFFIN BANK organised four Soup Kitchen activities
throughout the year. The activity was organised with Pertiwi
Soup Kitchen. Free food supplies and other necessities were
provided to the underprivileged living within the area.

Cheque Presentation 'Tabung COVID-19'

The Group contributed RM1 million to the Government's
COVID-19 Fund, as part of its Corporate Responsibility
initiative to support the Government's various humanitarian
and medical-related initiatives in responding to the COVID-
19 pandemic. The contribution was handed over to the
Senior Minister of Defence, YB Dato' Sri Ismail Sabri bin
Yaakob by the Chairman of Affin Bank Berhad, YBhg. Dato'
Agil Natt, accompanied by the President & Group Chief
Executive Officer of Affin Bank Berhad, Datuk Wan Razly
Abdullah bin Wan Ali.
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AFFIN BANK BERHAD2020

Majlis Berbuka Puasa Bersama Anak-Anak Yatim 

AFFIN BANK hosted an iftar session for 135 children from 3
different orphanages: Rumah Amal Permata Hatiku in
Gombak, Pusat Perniagaan Anak Yatim Nur Iman in Setapak,
and Rumah Perlindungan Nur Qaseh in Taman Melawati.
Representing the Bank during the visit is En. Nazlee Khalifah,
Chief Executive Officer of AFFIN ISLAMIC.  

15
MAY

28
AUG

27
JUL

11
AUG

44th Annual General Meeting

The 44th Annual General Meeting was held on 27 July 2020
and was attended by about 400 shareholders. The virtual
meeting was held at Menara AFFIN, Kuala Lumpur.

Blood Donation 2020

AFFIN BANK organised a blood donation drive throughout
the year. The drive was in collaboration with the National
Blood Bank.

Launch of Affin Duo

AFFIN BANK launched “AFFIN Duo”, a dual credit card
product made for millennials in today’s digital age.

01
NOV

Launch of AFFIN BANK New Logo

AFFIN BANK introduced its new look and identity, with a
refreshed version of its 45-year Bunga Raya heritage as its
new logo, to represent the beginning of its metamorphosis
journey to be a modern and progressive Bank.
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AFFIN BANK BERHAD2020

Launch of AFFIN Avance

AFFIN BANK introduced its new financial and wealth
planning segment, AFFIN AVANCE, customised with unique
benefits for the mass affluent segment of tech-savvy, on-the-
go professional.

11
NOV

Launch of AFFINMAX

AFFIN BANK introduced AFFINMAX, a new Corporate
Internet Banking Platform for SME and Corporate clients for
a fully secured, easy-to use one stop access to the Bank’s
financial products and services.

12
DEC

AFFIN ISLAMIC  BANK BERHAD2020

Winter Aid for the Needy

AFFIN ISLAMIC presented Zakat contribution to Global
Peace Mission Malaysia (GPM) to support their Winter Aid
for the Needy mission in six (6) winter countries i.e.
Palestine, Syria, Yemen, Kashmir, Turkey and Afghanistan. 
Contribution includes necessities for the less fortunate.

09
JAN

MoU AFFIN Education Financing-i with Asia

Aeronautical Training Academy (AATA)

AFFIN ISLAMIC signed a memorandum of understanding
(MoU) on AFFIN Education Financing-i with  Asia
Aeronautical Training Academy (AATA).  The MoU was
signed by Encik Ferdaus Toh Abdullah, Deputy Chief
Executive Officer of AFFIN ISLAMIC and YBhg. Professor
Datuk Ts. Dr. Wahid bin Razzaly, UTHM Vice Chancellor and
AATA Director at Double Tree Hilton Hotel, Johor Bahru.
Also present at the signing ceremony: former Johor Chief
Minister, Yang Amat Berhormat Dato’ Dr Sahruddin Bin
Jamal and members of the media.

16
JAN
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AFFIN ISLAMIC BANK BERHAD2020

Program Pintar Harapan YPM

AFFIN ISLAMIC sponsored ‘Program Pintar Harapan
Yayasan Pelajaran MARA’ (PPH YPM) that assist SPM
students from underprivileged family to prepare for SPM
examination. The contribution was presented to YAB Tun
Dr. Mahathir Mohamad who received it on behalf of YPM.

30
JAN

15
FEB

14
FEB

Majlis Amal Dana Wakaf MAIPS

AFFIN ISLAMIC contributed to Majlis Agama Islam Perlis
(MAIPS) to develop a Waqf Dialysis Centre in Perlis. This is
a strategic collaboration by AFFIN ISLAMIC, Association of
Islamic Banking & Financial Institutions Malaysia (AIBIM)
together with five (5) other banks to improve the standard
living and economy of society through Waqf projects. The
contribution was presented by AFFIN ISLAMIC Chief
Executive Officer, En. Nazlee Khalifah to DYMM Raja
Perempuan Perlis, Tuanku Tengku Fauziah who received it
on behalf of MAIPS.

Contribution to Malaysian Indian Reverted Muslims

Association 

Malaysian Indian Reverted Muslims Association (MIRA), a
community development organisation received Zakat
contribution from AFFIN ISLAMIC which was distributed to
301 underprivileged students to prepare for the new
schooling session.

21
APR

COVID-19 AIBIM Members Banks Contribution

AFFIN ISLAMIC, as one of Association of Islamic Banking
& Financial Institutions Malaysia (AIBIM) member banks
participated in sponsoring government hospitals in
combating COVID-19. The contribution has been utilised to
purchase items for the frontliners such as Heat Scanning
Machine and Personal  Protective Equipment. 
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AFFIN ISLAMIC BANK BERHAD2020

Contribution to Tabung Zakat ATM

AFFIN ISLAMIC was a zakat contributor to ‘Tabung Zakat
Angkatan Tentera Malaysia’, which was presented by AFFIN
ISLAMIC Deputy Chief Executive Officer, En. Ferdaus Toh
Abdullah to the Minister of Defence, YB Dato’ Sri Ismail
Sabri Yaakob during ‘Majlis Penyampaian Sumbangan
Tabung Zakat ATM’ held at the Ministry of Defence, Kuala
Lumpur.

29
APR

Program Seorang Sekampit Beras

AFFIN ISLAMIC was one of the main sponsors of ‘Program
Seorang Sekampit Beras’, organised by Association of
Islamic Banking Institutions Malaysia (AIBIM) and
supported by Bank Negara Malaysia (BNM). The
programme involved the presentation of Zakat and food
necessities to over 800 ‘Asnaf’ around Kuala Lumpur and
Selangor.

21
MAY

Contribution to Pusat Perubatan UIAM

AFFIN ISLAMIC presented contribution to ‘Pusat Perubatan
Universiti Islam Antarabangsa Malaysia’, which was made
via Khadijah International Waqf Foundation (KIWF). KIWF
is an organisation that raise funds via Waqf and donation
for community development activity. The contribution was
presented to purchase medical supplies, ventilators and
monitors to combat COVID-19 pandemic.

03
JUN

Contribution of Zakat to Majlis 

Agama Islam dan Adat Melayu Perak

En. Nazlee Khalifah, AFFIN ISLAMIC’s CEO presented Zakat
to DYMM Sultan Perak, Sultan Nazrin Muizzuddin Shah
who received the contribution on behalf of Majlis Agama
Islam dan Adat Melayu Perak (MAIPS) during the
auspicious event held in Kuala Lumpur.

14
JUL
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AFFIN ISLAMIC BANK BERHAD2020

Harian Metro Titipan Kasih 2020

AFFIN ISLAMIC kicked off its ‘Titipan Kasih’ programme, a
series of charitable activities for the communities to deliver
goods and assistance directly to the less fortunate
community. The CSR activity, carried out in collaboration
between AFFIN ISLAMIC & The New Straits Times Press
(NSTP), was aimed at helping the less fortunate such as
‘Askar Wataniah’ and underprivileged families under
‘Jabatan Kebajikan Masyarakat’. The first ‘Titipan Kasih’ was
officiated in Sik, Kedah where each family received boxes
of essential items together with cash contribution.

25
JUL

Wakaf Perumahan Pulau Pinang

AFFIN ISLAMIC Deputy CEO, En. Ferdaus Toh Abdullah
presented mock house to Penang Deputy Chief Minister 1,
YB Dato’ Ir. Hj. Ahmad Zakiyuddin to signify inception of
Wakaf Perumahan Pulau Pinang, which is a joint initiative
with the Association of Islamic Banking Institutions Malaysia
(AIBIM).

28
JUL

Sumbangan Pasca Pemulihan COVID-19

AFFIN ISLAMIC participated in ‘Program Sumbangan Pasca
Pemulihan COVID-19 whereby the Deputy CEO, 
En. Ferdaus Toh Abdullah presented sponsorship
contribution to the Menteri Besar Selangor, Datuk Seri
Amiruddin Shari who received the mock cheque on behalf
of Selangor community. The contribution aimed to assist the
underprivileged in Selangor who were badly affected by the
COVID-19 pandemic.

09
AUG

Zakat to Markas Latihan Tentera Darat

AFFIN ISLAMIC contributed Zakat to Markas Latihan
Tentera Darat through its Chief Executive Officer En. Nazlee
Khalifah, which was received by Mejar Jeneral Dato’ Nazari
bin Abd Hadi at Kem Segenting, Port Dickson.

18
SEP
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AFFIN ISLAMIC BANK BERHAD2020

Global Peace Mission

AFFIN ISLAMIC sponsored Needy COVID-19 campaign
organised by Global Peace Mission Malaysia (GPM). 
En. Hazlan Hasan, Head of Islamic Client Solutions AFFIN
ISLAMIC presented the contribution to En. Ahmad Azam
Ab. Rahman, Chairman of GPM during ‘Majlis Perjuangan
Kemanusiaan Global Peace Mission’ held in Shah Alam,
Selangor.

26
SEP

Kelas Celik Al-Quran BAKAT Udara

AFFIN ISLAMIC presented Zakat to Badan Kebajikan
Keluarga Angkatan Tentera (BAKAT Udara) through its Chief
Executive Officer En. Nazlee Khalifah, which was received
by YBhg. Puan Sri Norainy Shahar Alam, Chairman of
BAKAT Udara during ‘Majlis Perasmian Kelas Celik Al-
Quran BAKAT Udara’ held in Kuala Lumpur.

10
OCT

National Energy Award 2020

AFFIN ISLAMIC was awarded with the Special Award under
the category of Sustainable Energy Financing (Islamic
Financing) at the National Energy Awards 2020 (NEA2020).
The National Energy Awards 2020 (NEA 2020), organised
by the Ministry of Energy and Natural Resources (KeTSA)
is an annual award ceremony to acknowledge the
outstanding achievements and best practices in driving the
country’s sustainable energy agenda. The NEA 2020
winners were evaluated through a rigorous assessment for
three categories namely; Energy Efficiency, Renewable
Energy and Special Awards.

18
NOV

Shariah Audit Conference 2020

AFFIN ISLAMIC CEO, En. Nazlee Khalifah is one of the
speakers in the virtual Shariah Audit Conference 2020,
organised by Islamic Banking and Finance Institute
Malaysia (IBFIM). Themed ‘Mainstreaming Shariah Audit in
Islamic Finance’, the conference featured 15 international
and local industry expert panels with insights on Shariah
audit and Islamic finance industry.  

1-2
DEC
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AFFIN HWANG CAPITAL2020

Donation to HKL: COVID-19

Affin Hwang Capital donated RM100,000 to Hospital Kuala
Lumpur in support of the fight against  COVID-19. Yip Kit
Weng, Deputy Group Managing Director of Affin Hwang
Capital presented the donation to YBhg. Datuk Dr. Heric
Corray, Director of Hospital Kuala Lumpur.

27
APR

Food Distribution to Homeless through OKU Sentral 

Affin Hwang Capital collaborated with OKU Sentral under
the “Misi Bantuan Kemanusiaan dan Kemasyarakatan” to
distribute zakat contribution of RM20,000.00 to those who
were cut off from food supply during the MCO. 

This has enabled Affin Hwang Capital to extend help and
assist 200 people in need around Klang Valley, which
comprised of the disabled, senior citizens and those living
below the poverty line. 

14
MAY

Donation to Tabung Prihatin Selangor

Affin Hwang Capital donated RM30,000 to ‘Tabung Khas
COVID-19 - Pakej Prihatin Selangor’, for the fund relief and
welfare programs of targeted groups affected by the
outbreak, including the cost of purchasing equipment to
curb the outbreak. Deputy Group Managing Director of Affin
Hwang Capital, Yip Kit Weng presented the donation to YAB
Dato’ Menteri Besar Selangor, YB Dato’ Seri Amirudin Shari.

15
MAY

Ramadhan Kurma Donation to KPJ Frontliner

Affin Hwang Capital, in line with its community engagement
initiative to support, empower and sustain, distributed
Ramadhan Kurma Gifts to the frontliners of KPJ Damansara
Specialist Hospital in appreciation of their tireless fight
against COVID-19 during the holy month of Ramadhan.

23
APR
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Optimax Prospectus Launch

Affin Hwang Investment Bank (the Bank) executed an
Underwriting Agreement for the IPO of Optimax Holdings
Berhad, one of the industry’s established private eye
specialist service providers. Optimax launched its Prospectus
on 15 July 2020 with the IPO on the ACE Market of Bursa
Securities entailing a public issue of 70 million new shares. 

Pursuant to the Underwriting Agreement, the Bank will
underwrite a total of 17.5 million new shares comprising
13.5 million new shares made available to the Malaysian
public and 4.0 million new shares made available to eligible
persons. A¬n Hwang Investment Bank is the Sole Principal
Adviser, Sole Placement Agent, Sole Underwriter and
Sponsor to Optimax in relation to its IPO.

15
JUL

Commemorating the Successful Placement of Serba

Dinamik 

Yip Kit Weng, Deputy Group Managing Director, Affin
Hwang Capital presented a token to YBhg. Dato’ Dr. Ir.
Mohd Abdul Karim bin Abdullah, Group Managing Director
& Chief Executive Officer of Serba Dinamik to commemorate
the successful RM456.7 million primary placement on 23
April 2020, the largest primary placement in Malaysia since
January 2018, and the second largest in Southeast Asia for
Jan-Apr 2020.

12
JUN

AFFIN HWANG CAPITAL2020

Time With You: Zakat Contribution to Old Folks 

During this time of social distancing due to the
unprecedented pandemic, interactions are limited, and
especially those at old folks homes, got lonelier. The
Management of Affin Hwang Investment Bank organised a
Hari Raya Aidil Adha celebration with the old folks at Pusat
Jagaan Sri Mesra as part of their community engagement
efforts and teambuilding initiative with the community. Pusat
Jagaan Sri Mesra is one of several Affin Hwang Capital’s
zakat recipients for a number of years.

Affin Hwang Capital's Deputy Group Managing Director, Yip
Kit Weng, together with its Group Chief Operating Officer,
Samad Majid Zain, joined the event and presented a total
of RM30,000 of zakat contribution to the home.

24
JUL

Aidil Fitri: Zakat Contribution to Rumah Damai

Affin Hwang Capital collaborated with Damai Disabled
Person Association Malaysia to distribute zakat contribution
of RM20,000.00 to disabled individuals. All of the recipients
were happy to receive the donation that will help them
tremendously for their ‘Hari Raya’ preparations.

20
MAY
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AFFIN HWANG CAPITAL2020

Optimax On Ace Market

Optimax Holdings Bhd received a massive oversubscription
rate of 82.07 times for its 13.5 million initial public offering
(IPO) shares to the public. This exercise resulted in Affin
Hwang Capital being awarded the Best Small-Cap Equity
Deal of the Year at the Best Deal & Solution Awards 2020
by Alpha Southeast Asia. 

18
AUG

Breast Cancer Awareness Webinar

Breast Cancer Awareness Webinar was organised in support
of the Bank’s Community Engagement effort to raise
awareness in the fight against breast cancer.

Dr. Naqiyah Ibrahim, General, Breast and Endocrine Surgeon
from KPJ Damansara Hospital and Dr. Muhammad Faiz
Muhammad Taib from Majlis Kanser Nasional (MAKNA) were
invited in this knowledge sharing session.

26
OCT

Zakat Distribution to Armed Forces

An intimate event to extend zakat distribution to the armed
forces beneficiaries was held recently at Affin Hwang
Capital, attended by YBhg. Major General Dato’ Zulkiflee bin
Mazlan (R), Chairman, Puan Mona Suraya Kamaruddin,
Group Managing Director and Samad Majid Zain, Group
Chief Operating Officer. 

The zakat donations were distributed to Tabung Zakat
Angkatan Tentera Malaysia (ATM), Yayasan Veteran
Angkatan Tentera Malaysia (ATM), and Persatuan Veteran
Rejimen Semboyan Diraja (PVRSD).

19
NOV

Leadership Video Series

Affin Hwang Capital launched the Leadership Video Series
to share "Thoughts from our Leaders Today." The series
captured thoughts from various leaders of the Bank to share
new accomplishments and successes whilst inculcating
Core Values of Integrity, Teamwork, Excellence and
Pioneering.

10
AUG
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AFFIN HWANG CAPITAL2020

We-connect 2020

Affin Hwang Capital's new Group Managing Director, Puan
Mona Suraya Kamaruddin held a virtual "We Connect"
Townhall on 3 December 2020. Through this session, she
brought all employees together and took this opportunity to
introduce herself, shared important topics and aligned
everyone to the Bank's priorities moving forward.

03
DEC

Zakat Contribution to Yayasan Veteran ATM

Zakat presentation to Yayasan Veteran Angkatan Tentera
Malaysia (“ATM”) by YBhg. Major General Dato’ Zulkiflee
bin Mazlan (R) and Puan Mona Suraya Kamaruddin to YB
Dato’ Sri Ismail Sabri bin Yaakob, Minister of Defence, and
YB Dato’ Sri Ikmal Hisham bin Abdul Aziz, Deputy Minister
of Defence at MINDEF.

26
NOV

Zakat Contribution to PVATM Muar

YBhg. Major General Dato’ Zulkiflee bin Mazlan (R),
AFFIN Hwang Capital’s Chairman, presented a zakat
donation to Persatuan Veteran ATM (PVATM) Cawangan
Muar, received by Tuan Shamsudin bin Haji Rais, Head
of PVATM Muar.

13
DEC

Bookrunner Placement Deal with Hibiscus Petroleum

Affin Hwang Capital was a Joint Bookrunner for the
RM203.6 million Islamic Convertible Redeemable
Preference Shares (CRPS) issuance by Hibiscus Petroleum
Berhad (HPB), Malaysia’s first listed independent oil & gas
exploration and production company. The multi-tranche
CRPS exercise, worth up to RM2.0 billion in total, is the
largest of its kind on Bursa Malaysia in 2020. The RM203.6
million Islamic CRPS has been listed on the Bursa Malaysia
Main Market and the funds raised will be used for HPB’s
acquisition of interests in producing upstream oil and gas
assets in the Southeast Asia region.

23
NOV
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Sponsorship - Tropical Rainforest Conservation and

Research Centre

The Tropical Rainforest Conservation and Research Centre
(TRCRC) was established to restore tropical rainforests and
address the critical rate of biodiversity loss in Malaysia.

AHAM sponsored TRCRC for a third consecutive year,
seedling care in TRCRC’s nurseries and forest conservation
efforts in Merisuli, Sabah and Banun, Perak.

Dignity's "Empower-a-Child" Programme

Dignity for Children Foundation (Dignity) is a non-
governmental organisation that provides holistic care and
education for urban poor children in Kuala Lumpur to uplift
them from poverty. 

AHAM sponsored 4  children under Dignity's "Empower-a-
Child" Programme. This enables them  to receive continuous
education, nutritious meals, basic health and hygiene,
vocational, leadership and character development so they
can be empowered to break free from the poverty cycle.

Care Kit

In an effort to encourage and remind staff to continue
practicing good hygiene, Affin Hwang Capital distributed
Care Kits to all of its employees. The Care Kit contained a
washable anti-microbial face mask, a mask casing, a bottle
of hand sanitiser, wet wipes, and a multipurpose safety tool.  

22
DEC

Y E A R - L O N G  S P O N S O R S H I P

Donation - Dignity for Children Food Appeal

Aims to lift communities from the poverty cycle.

During the COVID-19 Movement Control Order, Dignity
helped distribute essential food and hygiene items to the
underprivileged, especially to daily wage earners who
suddenly lost their income.

MAR
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05
MAC

#IWalkAtHome 42k Steps Challenge

Given the sedentary lifestyle that Malaysians were leading
during the Movement Control Order period, AAGI had
launched the #IWalkAtHome 42k Steps Challenge. The one-
of-a-kind Challenge aimed to promote social solidarity and
encourage Malaysians to stay healthy and active at home
together. 

Participants were encouraged to walk at least 42,000 steps
in a week for a chance to get rewarded with RM50 
e-vouchers. To make it more meaningful, winners could
dedicate the rewards to family members in need or even the
frontliners. The one week Challenge had received an
overwhelming participation of more than 4,500 Malaysians. 

International Women’s Day 2020

On 5 March 2020, AAGI celebrated International Women’s
Day 2020 with the theme #EachforEqual to raise awareness
on the importance of a gender equal society. Various fun
and engaging activities were held, including Sexual
Harassment Talk by All Women’s Action Society, Aikido Self
Defense Class, House Chores Dash Challenge, Pledge
Board, DIY Coaster Colouring, Origami, Anonymous
Appreciation Card and Manicure. Employees from PSC
Malacca had also joined the initiative, by distributing
cupcakes made by male colleagues, organising health
screening, talk and mammogram. 

AAGI believes everyone has a role to play in advancing
diversity and inclusion, and with this shared responsibility
a gender equal world can be created.

22
|

28
APR

AXA AFFIN GENERAL INSURANCE BERHAD2020
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AXA Hearts in Action Run 2020 – Virtual Run Series 

The pandemic did not deter AAGI from advocating the
social causes close to our heart. To adapt to the new normal
and safeguard the health and well-being of runners during
the pandemic, AAGI launched AXA Hearts in Action Run
2020 for the 6th consecutive year in a full scale virtual
format to encourage Malaysians to run for better health and
advocate on key social causes. 

This year’s theme “Run to Protect What Matters” supports
AAGI’s commitment to foster progress in difficult times and
act as a force for collective good. Runners were able to
choose from 5 T-shirt colours based on their preferred
cause, and run anytime and anywhere at their own pace. 

With overwhelming support from runners this year, AAGI
had achieved a full participation of 1,200 runners and
contributed RM50,000 to WWF-Malaysia, World Vision
Malaysia, National Kidney Foundation of Malaysia, National
Cancer Society Malaysia and Yayasan Jantung Malaysia.
This marked a total contribution of RM 610,000 over the
past 6 years. 

24
OCT

|

08
NOV

Donation of Personal Protective Equipment (PPE)

AAGI had contributed Personal Protective Equipment as
part of its ongoing effort to support the medical services and
essential needs of marginalised groups amidst the COVID-
19 pandemic: 

• RM30,000 worth of N95 masks to Hospital Sungai
Buloh and Hospital Kuala Lumpur

• RM10,000 worth of surgical masks to the frontline
healthcare workers from National Kidney Foundation
Malaysia who bravely provided dialysis treatment to
patients during the pandemic

• RM10,000 to the affected underprivileged community
in Kuala Lumpur through a special zakat/government
fund

APR
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AXA AFFIN GENERAL INSURANCE BERHAD2020

COVID-19 Initiatives  (Protection & Financial Support) 

As part of its effort to ensure continuous protection and
peace of mind to those impacted by the COVID-19
pandemic, AAGI had enhanced its product solutions to the
evolving nature of the pandemic and launched multiple
meaningful initiatives, in hope to ease customers’ financial
obligations and help them to keep their loved ones
protected. 

• 3 & 6 months Instalment Payment Plan with 0%
interest for SME, Home, Health & PA policies

• AXA FlexiCover Motor, which allows Private Car and
Motorcycle policyholders to pay only 50% premium for
6 months motor insurance coverage 

• Automatic Hold Cover that guarantees continued
protection with deferred payment for all Retail Home &
PA renewal policies expiring from 15 Mar – 31 May
2020 

• AXA Care Motor Campaign that offers up to 5%
Premium Discount for all private car and motorcycle
policies transacted from 7th – 30th April 2020

• RM50,000 Home Sanitisation benefit to all existing
and new AAGI home insurance till 30th September
2021.

APR

|

DEC

10th anniversary of CR Week

AAGI celebrated the 10th anniversary of CR Week   ̶ an
annual programme held for employees to dedicate a week
in a year to commit to solidarity causes and give back to the
community. 

The 10th anniversary of CR Week was held from 28th

September 2020 till 2nd October 2020 in support of social
inclusion, environment and health, to reinforce our
commitment to build a sustainable society. 

Some of the activities highlights were:   

• Spent close to 500 hours in various virtual sessions
such as health talk, sign language class, healthy
cooking class and homemade cleaning product
workshop. 

• 63 employees turned up to donate blood.
• Collected close to RM20,000 fund to help 7

underprivileged homes. 

28
SEP

|

02
OCT
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Bringing Festive Cheers to Welfare Homes 

Recognising how the pandemic had impacted the less
privileged group within the community, AAGI’s employees
from Commercial Lines & Health team took the opportunity
to bring some festive cheers to Rumah Penjagaan Kanak-
Kanak Cacat Taman Megah, Rumah MESRA Ampang and
Cheshire Home. A total of RM3,000 worth of grocery
vouchers was distributed to these homes.

DEC

International Day of People with Disabilities 2020

In an effort to create a diverse and inclusive workplace,
AAGI made an effort to support, encourage and celebrate
differently abled people, with the theme “Not all disabilities
are visible”. 

Putting the focus on its employees with visible and invisible
disabilities this year, AAGI continued to raise awareness
among its employees about disability in general. By bringing
together testimonials from disabled employees around the
world, AAGI hoped to inspire active conversations for
employees to learn more about each other and challenge
the barriers to inclusion. 

To educate employees on how best to interact with people
with disabilities, AAGI had organised a series of webinars
graced by speakers from Damai Disabled Person
Association Malaysia, the YMCA of Kuala Lumpur, Naluri
and Malaysian Association for the Blind. 

09
DEC
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AXA AFFIN LIFE INSURANCE BERHAD2020

Be Well & Fit

“Be Well & Fit” is a collaboration with BookDoc to motivate
customers to stay active by increasing their daily step count
which can be achieved via a broad choice of healthy
activities and get rewarded. Steps will be tracked via the
BookDoc app - a health rewards platform that incentivises
healthy living and provide access for customers to search
and make appointments with specialist doctors. 

JAN

2019-nCoV Hospital Assistance Program

Following the COVID-19 outbreak, AXA AFFIN Life
Insurance Berhad responded to the pandemic threat by
rolling out “2019-nCoV Hospital Assistance Program”
featuring three key benefits - “Urgent Self-Assistance”,
“Family Assistance” and “Hospitalisation Waiver
Assistance”. With the strong focus on putting Customer
First, this program is designed to aid our customers and
their immediate family by extending cash assistance and
various policy waivers.

FEB

Stressed Out, Reach Out

“Stressed Out, Reach Out” is a campaign in partnership
with Naluri to address mental stress, anxiety or depression
due to COVID-19 or uncertain economic changes rising
from Malaysia’s Movement Control Order (MCO). Through
this campaign, customers can get access to health coaches,
dietitians, psychologists, fitness / lifestyle coaches and
medical advisors at their fingertips. 

APR

AXA AFFIN Smash The Curve Fund Raising Campaign 

In response to the distress over the PPE shortage in
Malaysia due to the COVID-19 pandemic, a fundraising
campaign was launched to support and protect our
courageous frontliners and to raise awareness for
Malaysians to help flatten the curve and eventually smash
it! This campaign has garnered close to RM70,000.00
collectively which led to a contribution of over 15,000 PPE
items to three designated hospitals that serve as main
treatment centres handle the COVID outbreak.

APR
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AXA AFFIN LIFE INSURANCE BERHAD2020

Digi Abadi

AXA AFFIN Life Insurance collaborated with one of Malaysia’s
biggest telecommunication partner, Digi Telecommunications
to offer a revolutionary offering – the first-in-the-market
prepaid internet plan bundled with complimentary life
insurance coverage of up to RM40,000. This limited-edition
prepaid plan is an effort to ensure Malaysians continue to stay
connected and well protected especially when health is a key
concern for everyone at this time.

MAY

CR Week 2020

CR week is an AXA Global initiative dedicated to offers AXA
employees a great opportunity to reinforce the commitment
in making a difference and to build a sustainable society.
Taking place from 28 Sep to 2 Oct, AXA AFFIN Life once
again organises a series of activities with the initiatives
entailed around the environment and community. The
mental health pillar was also introduced in conjunction with
World Mental Health Awareness Month. 

Despite the constraints posted by the current pandemic,
AXA AFFIN Life CR Week was a success with 34%
engagement rate from our employees, garnered over 300
volunteering acts, gathered over a hundred of e-waste and
raised over RM5,000 meal sponsorship for the needy.

SEP

|

OCT

AXA eCombo

AXA AFFIN Life Insurance is introducing AXA eCombo – the
first customisable online insurance that combines Medical
Insurance (AXA eMedic), Life Insurance (AXA eLife
Protector+) and the newly launched Critical Illness (AXA
eCritical Early Care) in one complete package. The 3-in-1
package aims to offer a solution to customers’ current
unmet need of a single comprehensive insurance package
with one monthly payment which is also affordable. AXA
eCombo is available exclusively online at www.axaecombo
.com with premiums starting from RM71/month for
Malaysians aged from 15 days old to 49 years old.

DEC


