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30 April 2026, Business Today

Etiga Contributes to Maybank Group’s Soci
ASEAN

o
Why Maybank’s Latest Numbers Say A Lot

About Life Across ASEAN
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Driving much of thisis the Maybank Foundation, the Group's social impact arm, which

invested RM37.66 million in 2025 alone. Additional funds from Maybank Islamic and Etiga
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partnerships and innovation.



14 April 2026, Insurance Asia

Amran Hassan, Etiga Chief Strategy Officer shared insights on

how the insurance industry is impacted by Atrtificial Intelligence. o ———
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Malaysian insurance consumer
behaviour remains unchanged despite
digital shift

Whether a tool is powered by Al or people doesn't matter.

Customer behaviour around insurance has remained largely unchanged
over the past five decades, with customers still prioritising convenience
for simple products but relying on human relationships for more
complex decisions, according to Amran Hassan, chief strategy officer at
Etiga.

Speaking at the Growing Malaysia’s Insurance Market: Health Value,
Distribution Innovation & Customer Loyalty panel at the Asian Banking
& Finance and Insurance Asia Summit - Malaysia, moderated by Mok
‘Wan Kong, Partner - RMP & EIP, Head of Insurance at KPMG in
Malaysia, panellists were asked what insurance needs to deliver more
value.

Hassan said customer expectations remain consistent regardless of
whether services are powered by Al or human agents.

“From an insurance standpoint, if you want to buy travel insurance,
digital works because it’s such a simple product. But for a life and family
product, it's inherently a more complex product,” he sai

Asaresult, he added, insurance
continues to depend on human
relationships, with agents and

i playing a central
role in guiding customers through complex decisions.
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Ho Teck Seng, president and country head at Sun Life Malaysia, said
complex insurance products remain a key barrier to digital adoption.
“Right now, even though they have the digital channel, the user
experience is not up to expectations. Once it fails a couple of times, they
g0 back to traditional agents,” he said.

Tricia Mallika Appaduray, chief compl d

Berjaya Sompo Insurance, said a similar split persists, but younger, more

for simple products.
chas motor insura t consumers
now compare prices and benefits online.

She said this shift is pushing insurers to apply Al to simpler processes,
‘while retaining human judgment for more complex cases.

“Ithink it is the right time for us to embrace AL.. We can use it for
underwriting, very simple underwriting, when we get Al to do it for us,
rather than an underwriter. Also, for claims, if it's a very straightforward
claim rather than having an adjuster or claims handler look at it, we feed
itinto AL she said.

Hoadded that the real challenge is not individual tools, but the
underlying systems and processes.

Sun Life has had to invest in core platforms and modernise legacy
ts though i isl

He said such investments only deliver around 25% of potential gains
initially, with n process red: Jill
development, and change management.
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Maybank mobilisasi RM29.41
bilion untuk impak sosial
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Maybank Mobilised RM29.41 Bln
For Social Impact In FY2025
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Moving Beyond Headlines:
Strengthening Malaysia’s Health
Care System Through
Collaboration — Assoc Prof Dr M.
Murallitharan

Malaysian insurance consumer
behaviour remains unchanged
despite digital shift
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1 April 2026, Lianhe Zhaobao *x
Shirley Tan, Chief Marketing Officer, Etiqa Singapore Shared Her Insights
on How Political Instability Affects Travel Insurance
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The conflict in the Middle East disrupts flights. Business:
Tourism insurance consultation has increased, but
premiums have not been adjusted.
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The situation in Iran has been turbulent, causing flights to be disloted or
fter another; local

that there is an increasing trend in travel insurance-related consultations
about light mutations, and more and more travelers tend to buy travel
insurance early, but premiums have not risen.

The situation in the Middle East s till unclear. Some aiines, including
Singapore Ailines, Cathay Pacific and Lufthansa, have temporarly
suspended flights to and from Dubai until the end of May.

In response to whether there have been more inquiries and claims recently, a
spokesman for Singlife replied to the inquiry of Lianhe Morning Post: "The
company is currently paying close attention to the claim application. There

isindeed an g trend in lated to , but
still has to
to the terms of individual policy and the reasons for flight cancellation.

Chen Xuell, Chief Marketing Officer of Etiga, mentioned in an interview that
although the number of customer inquiries has increased, formal claim
" ble, and the number of tothe

conflict has not increased significantly so fa.

Inthis period’, it consumers' risk
According to Chen Xuel's observation, more and more travelers choose to
take out insurance plans with a wide range of coverage and tend to buy
travel insurance early.

The situation caused by the war is generally not covered by
insurance.

Itis worth mentioning that travel insurance on the market usually excludes
war conditions from the scope of coverage. Insurance companies generally

do of property aslongas
they are caused by military operations, civil wars, rebellions or the forced
closure of airspace by the government.

Chen Xueli thatthe d
different products may be different, Travelers should refer to the specific
policy documents and coverage, and carefully choose the policy that is
suitable for their own situation

If the passenger only transfers through the Midde East, once the flight is
canceled, will it also be classified as a war-related risk?

Chen Xueli responded, "If the transit itinerary is affected by the continuous

closure of the airspace, flight cancellation or route rerouting due to the

ongoing conflict, the insurance company will usually assess whether the
from war-related the

conventional guarantee of the obstruction of normal travel itinerary."

For example, she said by airline
operational decisions may be handled differently from those caused by
conflicts.

Itis very important to ensure overseas medical treatment or
emergency repatriation.

Aspokesman for the Singapore General Insurance Association reminded that
expenses such as overseas medical treatment or emergency repatriation may
be as high as five or six digits. When purchasing travel insurance, you should
ensure that the policy covers appropriate coverage, such as emergency.
medical rescue, . h flight
delay or detour, and personal accidents.

Edjia reminds travelers to follow all the travel advice of the Ministry of
to

of the destination before confirming the itinerary.
"We also suggest that travelers buy travel insurance as early as possible. The.
current situation is unpredictable and may change at any time. It is very.

important to make a good guarantee before the situation suddenly changes.
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How to plan a trip amid the Middle
East conflict, according to travel
experts

Travelling To Japan In 2026 -
What To Do When There’s A
Natural Disaster & Important Apps
To Download Beforehand

Etiga and AIA Singapore Partner
to Grow Takaful Solutions
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18 April 2026, The Manila Post
Etiga Philippines Reinforces financial strength, underscoring
long-term commitment to policyholders
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Etiqa Philippines: A Long-Term Partner
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Etiga Philippines: A Long-Term
18/04/2026 Partner for Protection, Progress,
and Peace of Mind
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