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Reflection from  
our Chief Executive Officer
Looking back on 2021, I am proud to announce that we delivered 
on our commitments across our key strategic pillars and made a 
significant progress in transforming Union Assurance (UA) into 
a customer centric, forward thinking, digitally savvy, transparent 
and easy to deal with company in our industry.

Amidst the challenging operating 
conditions of 2021, Union Assurance (UA) 
delivered a commendable performance 
by successfully transforming itself into 
a digitally enhanced life insurer keeping 
the customer’s evolving needs at the 
core of our deliverables.  The smooth 
transition to a fully integrated digital 
operating model was augmented by 
comprehensive e-platforms, client self-
servicing capabilities and online insurance 
propositions. This transformation enabled 
UA to continue to support our customers, 
employees and other stakeholders during 
these volatile times. 

The Company achieved the highest regular 
new business premium growth among 
the large competitors of the industry 
during the year, sustainably growing at 
a rate of 42%. UA became the second 
largest regular new business producer in 
the industry. Producing an impressive 300 
members, we also recorded the highest 
number of qualifiers for the Million Dollar 
Round Table (MDRT) in the industry in 
2021. These achievements are not only a 
validation of our overall business strategy 
but are also a true testament of the 
unwavering commitment and dedication 
of our over 3,400 strong team to deliver 
on our promise, “Your Life. Our Strength”.

I am extremely proud of the commitment 
and positive mindset of our colleagues in 
making 2021 an outstanding year for Union 
Assurance. Our success is fuelled by 
our team members’ resolute, dedication, 
passion and perseverance. 

Looking back on 2021, I am proud to 
announce that we delivered on all our 
commitments across our key strategic 
pillars and made a significant progress in 
transforming Union Assurance (UA) into 
a customer centric, forward thinking, 
digitally savvy, transparent and easy to 
deal with company in our industry. 

Navigating The COVID-19 
Pandemic
Despite signs of hope arising from 
the successful vaccination drive, the 
COVID-19 pandemic continued to 
pose challenges during the year due to 
prolonged socio-economic implications 
and the emergence of new variants. In 
response to these challenges, we adopted 
a strategy of protecting our people, 
supporting our clients, further enhancing 
our financial strength and contributing to 
the economic revival of the country. This 
holistic response has enabled us to remain 
resilient and end the year on a very strong 
footing. 

Safety First and protecting our people was 
a key focus during the year Fully digitizing 
our infrastructure, we rapidly transitioned 
to a digital operating model, enabling 
over 500+ of our employees to work 
from home; thereby reducing the risk of 
spreading the virus. We extended support 
in the form of COVID-19 care packages 
and offered quarantine leave to employees 
impacted by the virus.  We also launched 
several health and wellness programs 
including counselling sessions to support 
the physical and mental wellbeing of our 
employees.  

We continued to engage and connect 
digitally and physically, if possible, to 
ensure our customers were able to fulfill 
their insurance requirements without any 
disruptions. UA was the first company to 
offer all our existing and new customers 
a free COVID-19 insurance cover up to 
a million Rupees. We revolutionized the 
industry by launching ‘first in market’ 
customer self-servicing app, Clicklife, 
which enabled clients to meet their 
servicing requirements, without any 
paper-work and physical contact, ensured 
complete safety and convenience.

Enhancing our financial strength amidst a 
turbulent business environment remained 
a key priority and we did so by continuing 
to focus on risk management, wide-
spread cost containment, spend control 
measures and liquidity management. As a 
part of our prudency approach, additional 
provisions were made for expected 
COVID-19 mortality claims. 

UA continued to support the Government 
in its efforts to combat the pandemic by 
donating vital medical equipment to four 
government hospitals and partnering 
with the Health Promotion Bureau of Sri 
Lanka to create awareness on COVID-19 
protection. Total COVID-19 related 
payments during the year amounted to 
Rs. 132 million.

Robust Performance
Gross Written Premium (GWP) increased 
by 18% to Rs. 15.4 billion driven primarily 
by growth in sustainable regular new 
business premiums. Low interest rates 
that prevailed in 2021 resulted in Net 
Investment Income increased of 5% to 
Rs. 5.3 billion during the year. 

FY 2021 saw claims and benefits to 
policyholders increasing by 22% to 4.6 
million mainly on account of maturity 
payouts in accordance with the contractual 
obligations and increase in surrender 
payouts due to adverse economic 
environment. 

Underwriting and net acquisition costs 
increased by 33% to Rs. 2.8 billion on 
account of strong growth in regular new 
business premiums. 

Cost optimization and containment 
measures continued during the year 
resulting in operating expenses declining 
by almost 1% despite a 18% topline 
growth. 
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Profit before tax (PBT) consequently 
increased by 46% to Rs. 2.6 billion 
supported by the growth in GWP, growth 
in Net Investment Income and efficient 
management of operating expenses. 

Our financial position also remained 
robust due to prudent measures adopted 
to manage capital and liquidity. The 
Capital Adequacy Ratio (CAR) at 228%, 
was comfortably above the minimum 
regulatory requirement.

Further compounding our financial 
strength and stability, UA’s investment 
portfolio grew by 13% to Rs. 59.3 billion 
while the Life Fund grew by 17% to  
Rs. 48.9 billion. UA’s Life Fund is backed by 
reputed re-insurers with an international 
credit rating of ‘A-’ or above.

A Customer-Centric, Digital  
Life Insurer  
A customer centric mindset and early 
adoption of technology have been 
the hallmarks of our growth journey. 
Leveraging digital capabilities to enhance 
the customer experience, employee 
satisfaction, and driving transparency 
and simplicity enabled UA to achieve the 
highest levels of business performance 
and delivery.

Our customer focused digital agenda 
addresses all major client pain points, 
eliminating operational complexities and 
providing customized solutions to the new 
age Sri Lankans, continuing to enhance 
our customer value proposition and 
strengthen our relationships. UA provides 
a 100% end-to-end digital platform 
for customers to obtain protection for 
their loved ones with straight-through-
processing, totally eliminating physical 
interaction and paperwork. 

UA has invested in supportive tech tools 
such as chatbots and augmented reality 
experiences to provide consumers 
with easy, engaging and informative 
interactions. The latest milestone in this 
journey is our revolutionary end-to end 
digital solution, Clicklife providing a 100% 
digital experience from policy purchase 
to issuance, to real-time updates on 
policy information, claim status and 
miscellaneous service fulfilment. 

We continue to embrace disruptive 
technologies to elevate all aspects of our 
operation. AI and business analytics are 
used extensively to predict customer 
behaviour, improve customer engagement 
and retention whilst enhancing operational 
efficiencies.

2021 Key Highlights

Financial 

• Highest regular new business 
premiums growth among 
the top 05 competitors in the 
industry 

• Second largest new business 
producer

• GWP surpassed Rs. 15.4 billion 
with a 18% growth

• 8% policyholder dividend rate

• Rs. 22 dividend per share for 
shareholders 

• 1/3 of insurance premiums 
generated through digital channels 

Distribution  

• 300 Million Dollar Round Table 
(MDRT) qualifiers 

• 20 Court of the Table (COT) 
qualifiers

• 05 Top of the Table (TOT) 
qualifiers

• Launch of UA Premier Agency

• Renewed Bancassurance 
Partnership with Nations Trust 
Bank and new Partnership with 
Standard Chartered Bank

• Onboarded 1,738 new agents to 
the sales force

Operational 

• Launch of Health 360, one of 
the best health riders in the 
market

• One-day health claim settlement 
ratio increased to 93%. 

• 2/3 of policies were 
underwritten via Straight 
Through Processing 

The latest milestone in this 
journey is our revolutionary 
end-to end digital solution, 
Clicklife which provides a 
100% digital experience from 
policy purchase to issuance, 
to real-time updates on policy 
information such as balances 
and claims status.

2020: Rs.1,794 Mn
Rs.2,627 Mn

Profit Before Tax

2020: 172
300

Million Dollar Round 
Table qualifiers
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Digital 

• First in market self-servicing 
app, Clicklife. 

• Enhanced web enabled sales 
force management system, 
a full fledged virtual agency 
management tool. 

• Digital operating model enabling 
over 500 of our employees to 
work from home.

Brand

• NPS increased to 58 (47 in 2019)

• No. 1 position in earned print 
and digital media. 

• LinkedIn crossed 9,000+ 
followers and registered second 
highest growth of 7% bringing 
UAL to #3 position in the 
industry.

HR & Governance 

• Launch of “Ayubo Life” wellness 
programme for staff.

• Launch of new Management 
Trainee programme.

• Strengthened Cyber Security 
and remote working 
infrastructure to ensure data 
protection and integrity.

• Establishment of SLFRS-17 
steering committee to 
ensure the institutional 
strategic readiness for the 
implementation of SLFRS-17.

Forward thinking investments in IT 
infrastructure and an ongoing focus on 
enhancing IT capabilities facilitated a 
smooth transition to a digital operating 
model, enabling almost all of our permanent 
cadre to work from home during the 
pandemic. Physical classroom training was 
replaced with virtual sessions with the 
launch of the Virtual academy while a web 
enabled sales force management system 
– FAME (Financial Advisor Management 
Explorer) was enhanced as part of 
our efforts to digitize the performance 
management process of our field staff. 

Looking Ahead 
Digitization is expected to continue 
to disrupt the insurance industry with 
customers increasingly looking for 
simplified and convenient protection 
solutions. We are confident that our 
overarching strategy of sustainable value 
creation and agile business model ideally 
places us to capitalize on emerging 
opportunities whist remaining resilient 
in a challenging macro environment. 
We will therefore continue to focus on 
channel diversification through an omni-
channel distribution model, accelerating 
and optimizing our existing distribution 
channels while driving product innovation 
and service excellence. 

Appreciation 
I wish to take this opportunity to place 
on record my deep appreciation to the 
entire UA team for their commitment 
and dedication in driving our business 
forward during these turbulent times. The 
year 2021 was challenging in many ways, 
but it also demonstrated how resilient 
we are as a team and how we can pull 
together during the toughest of times. It 
is indeed a privilege to be a part of such 
a dynamic team. I would be amiss not 
to thank our customers, partners, and 
other stakeholders for their continued 
patronage, support and encouragement. 

Jude Gomes 
Chief Executive Officer 

28 February 2022       

102-14GRI

31Annual Report 2021


