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TO BE THE HEALTH & CARE LEADER 
IN SAUDI ARABIA BY TAKING CARE 
OF THE LIVES IN OUR HANDS

OUR MISSION

OUR VALUES
C A R I N G
We genuinely care about 
people’s health and wellbeing.
We exist for no other reason.

E N A B L I N G
We empower people with our 
knowledge and experience to 
help them choose the most 
appropriate solutions.

R E S P E C T F U L
We respect people’s 
individuality, privacy and 
dignity and try to respond to 
their individual needs.

D E D I C AT E D
We are dedicated to providing 
a professional, reassuring 
service and seek opportunities 
to go the extra mile to exceed 
people’s expectations.

E T H I C A L
We are committed to acting 
responsibly and in the best 
interest of people and the 
environment.

A C C O U N TA B L E
We are accountable for the 
quality, efficiency and value 
of our services, and act in the 
best interest of our customers.
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WORKING TOGETHER TO IMPROVE 
HEALTH

CHAIRMAN’S MESSAGE

The insurance market in Saudi Arabia has changed considerably over the past few years as new entrants and new 
regulations continue to embed and the sector continues to move towards maturity. As insurance penetration in 
Saudi Arabia remains generally low, and the economic outlook supports an increased demand for insurance, we 
continue to believe that the Saudi insurance market contains opportunities for true organic growth given the size 
and composition of its population.

The Saudi Arabia government recently announced the biggest budget in its history, an increase of 19% versus 
the previous year, and this increased government spending, coupled with population growth, is likely to have a 
positive impact on the health insurance market. This would be from both an increased demand and an expanding 
workforce, as well as representing some first steps to partially reduce the hospital and provider capacity shortfall 
which currently exists.

Bupa Arabia is unique as the only significant single-line health insurer in Saudi Arabia and is proud of its achievements 
as a healthcare partner to all its customers. Results have continued to be strong and consistent, in line with the 
strategic direction set by the Board, and 2012 represented a year of steady growth, in a very challenging market 
place. This is the fifth successive year in which Bupa Arabia achieved growth in its underlying health insurance 
profits. 

During the year the Board has continued to work with the senior management of the business, to enhance the 
already established core business strategy and extensively redevelop new strategies. The Board is pleased with the 
results which are aligned with the strategy and direction.

Bupa Arabia is very successful at maintaining its loss ratio over the past few years and as a result is now the most 
profitable health insurer in the Saudi Arabian market place. With market pricing expected to stabilize at more 
sensible levels in future years we are well placed to continue to outperform the sector and our major competitors. 

We recognize and support the SAMA and CCHI visions and their driving the industry forward towards a sound 
future with a proven regulatory framework for the insurance industry, and the environment in which we operate 
and in which policy holders, and shareholders, are protected. We also continue to work with, and support, our 
industry regulators and to facilitate the development of the industry by adding the commercial perspective of 
market and industry realities and issues. We are committed to sustainability, being a social responsible partner and 
to promoting, and developing a good healthcare environment in the Kingdom.

The Board, and all the Board Committees, continues to support the business in its drive to implement robust 
corporate governance frameworks supported by proportionate and pragmatic underlying policies and procedures. 
The company values, ethics and mission are all fully aligned with the regulatory and corporate governance 
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A Growing Sector
In 2012, the world economy has been under great pressure driven by the sovereign debt crisis and slow 
growth. By contrast, the Saudi market has maintained steady growth despite fluctuating world markets and 
regional turbulence. 

AT BUPA ARABIA
WE ARE  CONVINCED
THAT THE  SOLUT ION
L IES  IN  WORKING
TOGETHER .  

Loay Nazer
Chairman
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Chairman

requirements and we believe we have the highest level of implemented best practice corporate governance 
compliance in the industry.

Bupa Arabia's purpose is to help people live longer, healthier and happier lives and we remain committed to enabling 
customers, partners and employees to have access to all required healthcare options to facilitate appropriate health 
decisions. As has always been the case Bupa Arabia puts the customer at the core of our strategy and strives to 
provide the best in class customer care to all members.

Bupa Arabia is also passionate about its Corporate Social Responsibilities (CSR) activities and we are proud of our 
achievements in this arena. We have continued to progress our CSR initiative of providing all the orphans under the 
Ministry of Social Affairs with free, top quality, health insurance cover and in 2012 progressed this coverage to more 
than 1,100 orphans in more than sixteen different locations.

Bupa Arabia is proud of the values of its people and the culture of its working environment. This has been independently 
acknowledged and recognized via the awards consistently achieved by the people of the business with respect to 
the "Best Working Environment" for female employees and being amongst the top working environments, for all 
employees, in the financial sector.  

We have undertaken an extensive market research to support our aim of implementation of leading remuneration 
policies and schemes and to position Bupa Arabia as the ‘employer of choice’. We continue to drive our Saudization 
agenda whilst investing in significant training and development programs for our people as we believe strongly in the 
career development of all our employees and we are committed to supporting and rewarding a results-driven culture. 
These initiatives continue to be highly regarded by our employees and this is illustrated by our senior executive and 
top management team members who collectively possess many years' experience.

On behalf of the Board of Directors, I would like to express my appreciation to all our employees, and in particular 
the management leaders of the business, for continuing to produce sound business results which are in line with the 
expectations as set by the Board. The Annual Report includes an overview of some of the important achievements 
made during 2012.  

I would also like to advise my appreciation for the dedication, and valued support, of all our shareholders, clients, 
partners, regulators and service providers for their continued commitment and contribution.

A T BUP A  A R A BI A
WE A RE  C O N V I N C ED
THA T THE  SO LUT I O N
L I ES  I N  WO RKI N G
TO GETH ER .  

A T  BUP A  A R A BI A
WE A RE  C O N V I N C ED
THA T THE  SO LUT I O N
L I ES  I N  WO RKI N G
TO GETH ER .  

B U P A  A R A B I A  I S  U N I Q U E 
A S  T H E  O N L Y  S I G N I F I C A N T 
S I N G L E - L I N E  H E A L T H 
I N S U R E R  I N  S A U D I  A R A B I A 
A N D  I S  P R O U D  O F  I T S 
A C H I E V E M E N T S  A S  A 
H E A L T H C A R E  P A R T N E R
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For more than fifteen 
years, the people of 
Bupa Arabia have 
worked together to 
improve the total 
health of our members 
and the communities 
we serve. 

CEO’S MESSAGE

The company delivered very encouraging financial results in 2012. Bupa Arabia reported a growth in pre-tax/zakat profits, up 
from SR42m in 2011 to SR134m in 2012, making Bupa Arabia the most profitable player in the health sector.  This was driven 
by a 12% increase in underlying profits, the release of bad debt provisions, which were no longer required, and a significant 
improvement in investment income. 

Cash/investments grew strongly by SR350m, from SR1,188m at the end of 2011 to SR1,541m at the end of 2012, plus our 
solvency position was restored (post Article 69) to a position of comfortable surplus by the year-end, underpinned by the 
growth in cash/investments being mainly held in admissible assets.

Delivering more to our customers is a constant motivation as we continue to focus on creating value and products/services 
that yield a positive healthcare outcome for our members.  At Bupa Arabia we understand that the only sustainable advantage 
an insurance company has over its competitors is the value of its proposition and the quality of service delivery.  

Accordingly, a new department called ‘Healthcare Operations’ was created in 2012 to lead our healthcare partner mission 
which gives access to our members who want to speak to a specialized doctor, gives inpatient members our specialized 
attention and review while they are still in the hospital, profiles hospitals based on quality of service and medical care 
standards, and provides a medical helpline to coach members on specific conditions at their request.  We have continued 
to raise standards of customer care and drive a service excellence mindset with the continuation of our “Up Your Service 
Passion” program launched in 2011, plus extended our Service delegate presence in hospitals to seventeen staff, to readily 
support our customers when they need us most. The steps Bupa Arabia is taking to provide relevant solutions for customers 
will help physicians and consumers use the health care system in smarter and simpler ways which will improve choice and 
affordability.  In return, our customers gain greater value for money in readily accessing quality care.  

We have also created additional initiatives to enhance our ability to identify and engage members in a more personal manner 
so that we learn first-hand from our customers and provide meaningful solutions for their concerns.  For example, 2012 
witnessed an active commitment to our Social Media presence and journey, where we have built the foundation of yet 
another platform and channel of communication with our customers.  Bupa Arabia is now actively present on Facebook, 
Twitter and You Tube, providing daily interaction and engagement with our customers.  In September 2012 we also revamped 
our website to offer customers a significantly improved electronic experience and offering.

Our corporate social responsibility (CSR) program also remained a priority in 2012 as we progressed all of our CSR programs.  

In 2012 we enjoyed remarkable accomplishments that reflected our commitment to providing high-quality, 
patient-centered health care.   It was a very challenging year, with a sustained price war significantly damaging 
the economics of the health insurance industry, plus various regulatory and provider issues (fraud, patient safety) 
to overcome. Bupa Arabia, however, has emerged leaner and more focused, finishing the year financially strong 
and well-positioned for future growth.  

Tal Nazer
CEO

AT BUPA ARABIA
WE ARE  CONVINCED
THAT THE  SOLUT ION
L IES  IN  WORKING
TOGETHER .  

W E  C O N T I N U E 
T O  F O C U S 
O N  C R E A T I N G 
V A L U E  f O R  O U R 
M E M B E R S

AT BUPA ARABIA
WE ARE  CONVINCED
THAT THE  SOLUT ION
L IES  IN  WORKING
TOGETHER .  

UP 12%
CASH/INVESTMENT

SR 1,541 Million

+30%

INCREASE

IN PROFIT

One such program which has special significance to me personally was 
the part of the Bupa Global 2012 Challsenge of walking to a Well World.  
Bupa Arabia and the Ministry of Health collaborated to inspire people to 
walk towards a healthier lifestyle in a ‘Walk your Heart’ campaign.  During 
October 2012 over 4,000 participants walked inside Jeddah’s largest mall, 
during which over 2,000 completed a 1,400 metre walkathon.  As part of 
this campaign, Bupa Arabia donated SR50,000 to a charity determined by 
the participant’s votes.

In closing, I would like to thank the people of Bupa Arabia for their hard 
work, discipline and dedication to our clients and other key stakeholders 
this past year, without which our success would not have been possible.  
Through the focused execution of our growth strategy we achieved great 
things in 2012 and we are well positioned for continued success as we enter 
2013.  I invite you to study this Annual Report for more details regarding 
Bupa Arabia’s performance during 2012.

r
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1. Eng. Loay Hisham Nazer,
 Chairman

 Eng; Loay Hisham Nazer is the Chairman of Bupa Arabia. He is also the founder and Chairman of the Nazer Group.

In 2007, Eng. Loay was appointed by the Saudi Council of Ministers as a Board member of the Cooperative 
Council for Health Insurance (CCHI), the official regulatory body for health insurance in Saudi Arabia, representing 
the private sector.  He is a leading negotiator with various governmental institutions for the development of the 
insurance industry in Saudi Arabia. He was re-appointed again in 2010 to serve as a member of CCHI Board.
 
Eng. Loay has experience of starting and managing several companies in Saudi Arabia in a variety of industries.
Eng. Loay has a BSc in Mechanical Engineering from the University of California in Los Angeles (UCLA, 1987) and 
received his Masters Degree in Business Administration (MBA) from the Anderson Graduate School of Management 
at UCLA (1989). In June 2005, he was awarded an Honorary Doctorate of Humane Letters from Goodwin College 
in Connecticut, USA.

2.  Mr. Abdulhadi A. Shayif،
 Director-Independent

Mr. Abdulhadi A. Shayif is a Board member and the Chairman of the Audit Committee at Bupa Arabia. After 
graduating in Economics from the American University of Beirut he started his distinguished career with 
the National Commercial Bank and was later appointed the General Manager and member of the Board of 
directors  and executive committee. In addition to Bupa Arabia, Abdulhadi A. Shayif also sits on a number 
of Boards within and outside the Kingdom of Saudi Arabia.

In Saudi Arabia, Abdulhadi A. Shayif serves as a Board member and the Chairman of various committees at 
the Saudi Arabia Airlines, Saudi Hollandi Bank, Arab Cement Company and the Deutsche Securities Saudi 
Arabia. Outside Saudi Arabia, he is a Board member at Byblos Bank in Beirut and the Chairman of FWU 
International advisory Board, Munich.

Previously, he has also served as a Board member at the Saudi Railways Organization, the General 
Organization for Social Insurance, and a number of other boards.

He Received the Grand Cordon of the Order of Al-Istiqlal (Independence) from King Abdullah the Second 
of the Hashemite Kingdom of Jordan. 

3. Mr. Aamer Abdullah Alireza,
 Director-Independent 

 Mr. Amer Alireza joined the Bupa Arabia Board in March 2008. He is also a Board member of the Xenel 
Group of Companies, the Managing Director of its services division, and a Board member of a number of 
Xenel affiliated companies. 

In addition, he is the Chief Executive Officer of Red Sea Gateway Terminal (RSGT) and its affiliate, Saudi 
Trade & Export Development Company (Tusdeer), and a Board member of its parent company, Saudi 
Industrial Services Company (SISCO), a publicly listed company. He also serves on the Board of Directors 
of Friends of Jeddah Parks, a non-profit organization.
 
Mr. Aamer Alireza graduated from Pitzer College in California with a B.A. in Economics and Political Science 
in 1994. He also joined various management executive programs at the University of California - Berkley 
in 2000, Stanford University in 2003, and Harvard University, in 2010 and in 2012, where he attended the 
Advanced Management Program.

4. Mr. Saleh Al-Jasser,
 Director-Independent

 Mr. Saleh Al-Jasser is a Board member of Bupa Arabia, as well as Itihad Itisalat Company  (Mobily), The 
Saudi Research and Marketing Group and other unlistef companies. He is also Chief Executive Officer of 
BAHRI (The National Shipping Company of Saudi Arabia).

He holds a Master’s degree in business administration from the King Saud University in Riyadh and BSc in 
Industrial Engineering from the King Abdul-Aziz University in Jeddah. He has received  extensive executive 
education from various prestigious institutions such as the Harvard Business School, INSEAD, Oxford 
Cranfield Universities.

5 . Mr. Tal Hisham Nazer,
 Executive Director

 Mr. Tal Hisham Nazer has been the Chief Executive Officer of Bupa Arabia since 2008. Leading this top 
and fast growing specialized health insurer to higher standards, he is involved with regulators, healthcare 
providers and the insured. He is a Board member of Arabian Medical Marketing Co. Ltd. and the Chairman 
of the Saudi Arabia Monetary Agency (SAMA) Insurance General Committee. He is and the Chairman of the 
Young Presidents Organization in Jeddah. 

Mr. Tal Nazer holds an MBA from The Wharton School, Pennsylvania, USA (in Finance and Buyouts, 2001) 
and a BA in Economics from the University of California at Los Angeles (Dec 1996).
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The Bupa Group was established in 1947 in 
the United Kingdom with one core purpose, 
‘to prevent, relieve and cure sickness and 
ill health of every kind’. More than 60 years 
hence, with over 11.5 million customers in 
191 countries, Bupa remains true to this 
core principle across all its businesses 
and geographies, from Europe, Asia, the 
Americas, Africa and the Middle East. 

From private medical insurance, Bupa has 
grown to become an integrated health 
services provider with the single-minded 
aim of providing customers with high quality 
health and care products and services.

Focused solely on its customers, Bupa Group 
is a private company with no shareholders. 
As such, all profits are reinvested in the 
company to provide more and better health 
and care to its customers around the world. 

With more than 50,000 employees 
worldwide, Bupa lives up its purpose of 
‘longer, healthier, happier lives’. And it does 
so in a manner that treats and cares for its 
customers as individuals.

65 YEARS OF HEALTHCARE 
AND WELLNESS

BUPA GROUP
• Provide health insurance to customers                
     in 190 countries. Covering 11.5 million
 people internationally.

• GBP 8.4 bn (SR 47.6bn) turnover in    
     2012.

• Works with 7،500 hospitals and clinics 
 worldwide.

• Operates hospitals and primary care
 centres in UK and Spain.

• Operates more than 400 care homes
 and retirement villages in the UK, 
 Spain, Australia and New Zealand.

Bupa Arabia Annual Report 20128



C O U N T R I E S 

191
R E S I D E N T S 

30,000 
H O S P I TA L S 

7,500
Y E A R S

65 

 

 B U PA ARO U N D
TH E WO R L D

11.5m 
customers

UK
UK’s largest health insurer 

with 2.7m customers; Bupa 
Cromwell Hospital; wellness 
centres; Bupa Home Health-

care; almost 300  care homes 
for over 18,000 residents.

India
383,000 health insurance 

customers through Max 
Bupa, a joint venture 

with Max India. 

Spain
Sanitas, Spain’s leading health 
insurer with 2.2m customers; 
wellness centres; hospitals and 
clinics; residential care for 4,200 
residents across 41 care homes; 
770,000 dental insurance 
customers and 50 dental clinics.     

China
International health insurance,
provided with Chinese partner
and insurer, the Alltrust 
Insurance Company.

International
A leading expatriate health 
insurer with 500, 000 
customers, working with 
7,500 hospitals and clinics 
across 191 countries and 
medical emergency 
evacuation services.    

Australia
Australia’s second largest 

health insurer with 3.5m 
customers; residential care 
for 4,000 residents across 

50 homes.

New Zealand
Retirement villages, homes 

and hospitals for 3,100 
residents; Telecare, Bupa’s 

personal alarm network 
covering 10,300 people.

USA
Health Dialog provides 

healthcare analytics and 
decision support services 

for health plans.

Latin America
International and domestic 

health insurance for 
160,000 customers in Latin 

America and the 
Caribbean.    

Saudi Arabia
With over 1M customers, 
one of the Kingdom’s 
largest health insurers, 
serving individuals and 
businesses; a joint venture 
with The Nazer Group.   

Hongkong
280,000 health insurance
customers, including 
employees
from more than 2,300 
companies.  

Thailand
Thailand’s leading 
individual and corporate 
health insurer, with over 
250,000 custumers.   

We provide health
insurance to customers all
around the world.   

Bupa is a world leader in
aged care, providing
dementia nursing and
residential care in Spain,
the UK, Australia an
New Zealand.

We offer acces to a 
network of hospitals and 
clinics and more than 
200,000 medical providers 
worldwide

Bupa was formed over six
decades ago. Our history
goes back even further to
the 1930s in Australia.   

Bupa Arabia Annual Report 2012 9
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B U PA  A R A B I A 
C O M P E T I T I V E
A DVA N TAG E S
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COMPETITIVE ADVANTAGES

Bupa Arabia

Management Team and Staff Expertise:
Bupa Arabia is proud of its experienced and able leadership team and its specialization in the health insurance 
sector. Three of the Executive team together have over 40 years’ experience in the health sector in insurance 
and provision, within and outside of the Kingdom. Our retention levels, number of long term employees and staff 
surveys tell us we have the skills, appetite and ambition to continue to lead this sector.

International Healthcare Experience:
Our members benefit from the assurance of being part of the Bupa Group, a secure, worldwide organization— 
one which is entirely focused on health and care, employing over 50 thousand staff and servicing over 11.5m 
insured members in 190 countries. Bupa Arabia benefits from its ability to draw upon a world of healthcare 
expertise and experience from which we can “steal with pride “new services, products, systems and capabilities 
to add further value to our clients.

Specialization in Private Medical Insurance
As the first specialized medical insurer in the Kingdom of Saudi Arabia, and with 15 years of local Saudi market 
experience, Bupa Arabia is best placed to provide our clients with a unique and specialized range of health 
care services. We have launched several campaigns such as our service differentiator campaign highlighting 
the Dr. Chat service, and in addition we have launched a number of technology based initiatives to increase 
our brand awareness and convey the message “With you for a better Health”. 

Fully Integrated InformationTechnology System:
We continuously invest in the functionality, scalability and robustness of our IT infrastructure. Over the past 
few years, we have introduced a new document management system to automate and streamline processes, 
plus we re-built our business continuity plans and created a disaster recovery capability. In addition, we have 
introduced several services to make Bupa Arabia easier to work with. That includes SADAD service that 
gives the ability for customers to pay online; and Yaqeen services that gives the ability for Bupa to reduce 
the unnecessary rejections related to CCHI system validation. We have also re-launched our online services 
to make it more users friendly and provide more functionality. In addition, Bupa launched several mobile 
applications to make it more convenient for its members; that include Bupa Access, Step counter and Diabetes 
management. 

Customer Service Culture:
Committed to delivering great customer service, Bupa Arabia constantly reviews our services and implements 
positive steps to provide better customer service, carried out by enthusiastic, dedicated teams throughout the 
organization with every employee trained to embrace the customer service mindset.

Many customer led initiatives were launched in 2012, such as “Dr. Chat”, an online service for Bupa Members 
who can chat in real time with a professional physician online from Saturday through Wednesday from 9am 
to 7pm. 

Providing care and comfort by upgrading our customer services and Bupa’s exclusive and unique offering 
remains  one of our major objectives, thus the “Member Exclusive” program was launched to ensure our 
customers enjoy healthy offers by providing special discounts for restaurants, gym memberships, dental and 
optical providers etc.

Stakeholder Management 
We aim to provide a premier service by providing stakeholders with clear information, in alignment with the 
application of regulations and instructions issued by our regulators; SAMA, the CMA, the CCHI, the MOH and 
the Chamber of Commerce.

Corporate Social Responsibility - CSR 
In 2012 the Company excelled momentum on its valued CSR initiative to cover all orphans resident in the 
Kingdom with free quality health insurance, by expanding coverage of 400 orphans in 6 sites to 1,125 orphans 
in 16 sites.  In line with this initiative, Bupa Arabia employees were actively engaged in health education such 
as oral hygiene, donation drives providing clothes and toys as well as homecare services and check-up visits 
at the designated orphanages.         

We continue to focus on delivering sustainable value for our stakeholders and society through both what 
we do and how we do it and, in order to maintain our differentiation and success, we continuously strive to 
enhance the following capabilities:
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R E C O G N I Z I N G
O U R  C A R E
S H OWC A S I N G  O U R  AWA R D S

Preferred CEO
of the Year Award,

Naseba & Kingdom HR 
Gathering

• E-Business Award, Middle East Insurance Award, 
Msg.Bupa

• Best Company to Work For, Saudi Best Company Award

• Best Working Environment for Women,
Saudi Best Company Award

• Best Call Centre Quality Award,
INSIGHTS Middle East Call Centre Awards

• E-Business Award,
Middle East
Insurance Awards,
Basmah

• 8th Fastest Growing 
Company Award (SME 
sector), Saudi Fast 
Growth Award

• Best Medical Insurer, 
Jeddah Chamber
of Commerce

• E-Business Award,
Middle East
Insurance Awards,
Bupa Active service

• 8th Best Company to Work For,
Saudi Best Company Award

• Best Call Centre Quality Award,
INSIGHTS Middle East Call Centre Awards

• Best Medical Insurer,
Jeddah Chamber of Commerce
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