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ABSTRACT

CORPORATE SOCIAL RESPONSIBILITY MANAGEMENT AS A
STRATEGIC TOOL FOR ENSURING THE COMPETITIVENESS OF AN
ENTERPRISE (on example of Ping An Insurance (Group) Company of China, Ltd.)

Qualification work on specialty D3 “Management” EP “Administrative
management” SNAU, Sumy-2025 - Manuscript.

This study explores the role of corporate social responsibility (CSR) management
as a strategic tool for enhancing enterprise competitiveness, with a focus on Ping An
Insurance (Group) Company of China, Ltd. Against the backdrop of global sustainability
trends and China’s policy priorities (e.g., Dual Carbon goals, Common Prosperity
Initiative), the research addresses a critical gap: how large financial enterprises can
systematically integrate CSR into core operations to drive competitive advantage.

Using a mixed-methods approach, the study combines quantitative analysis (of
Ping An’s 2018-2023 CSR reports, financial data, and industry benchmarks) and
qualitative research (semi-structured interviews with 10 key stakeholders). Key
theoretical frameworks—Stakeholder Theory, Resource-Based View, and Institutional
Theory—quide the analysis of Ping An’s CSR practices, which span Green Finance,
Inclusive Finance, and Social Contribution.

Findings reveal that Ping An’s CSR management significantly impacts
competitiveness: it boosts brand reputation (2023 brand value of RMB 289.6 billion,
ranking first among Chinese insurers), reduces risks (0 major data breaches vs. 2.5 annual
breaches for peers), improves customer retention (89% vs. 76% industry average), and
lowers financing costs (2.8% green bond coupon rate, 50 basis points below peers).
However, gaps exist, including inadequate CSR-business integration, inefficient resource
allocation, and insufficient innovation.

To address these, the study proposes four evidence-based solutions: embedding
CSR into business strategy, optimizing resource allocation via fintech, enhancing

assessment mechanisms, and strengthening CSR innovation. By 2025, these proposals



are projected to increase Ping An’s market share by 3.5 percentage points (from 20.8%
to 24.3%) and generate RMB 8.2 billion in annual operational cost savings.

This research contributes to academic discourse by linking CSR management to
financial enterprise competitiveness in emerging markets and offers practical insights for
insurers seeking to leverage CSR for strategic gain.

Keywords: Corporate Social Responsibility (CSR) Management, Financial
Enterprises, Institutional Theory, Mixed-Methods Approach, Green Finance, Social
Contribution, Brand Value, Market Share, Global Sustainability Trends.



AHOTALIIA

YIIPABJIIHHSA KOPIIOPATUBHOIO COIIAJIBHOIO
BIAITOBIAAJIBHICTIO AK CTPATEI'TYHUI IHCTPYMEHT
SABE3INEYEHHS KOHKYPEHTOCHPOMOKKHOCTI IMIANMPUEMCTBA (na
npukJjaagi TOB Ilin Ex Inmyapenc I'pyn, KHP)

Kpamikamiiitna pobGora 3  cmemiameHocTi D3 "Menemkment"  OIl
"AnminictpatuBauil MeHeKMeHT" CHAY, Cymu - 2025 - Pykomnuc.

Y naHOMy JOCHIKEHHI PpO3IJISIAAETHCS POJIb  YHPABIIHHA KOPHOPATUBHOIO
comianbHO BianoBiganbHICTIO (KCB) gk cTpaTeriyHoro iHCTpyMeHTY JJIsl M1ABUILICHHS
KOHKYPEHTOCIIPOMOXHOCTI MIANPUEMCTB, 30CEPEKYIOUMCh Ha Kommadii Ping An
Insurance (Group) Company of China, Ltd. Ha d¢oni rnoOanbHUX TEeHACHINN
yTPUMYBaHHsI CTIMKOCTI Ta MpilopuTeTiB noiiTuku Kurtaw (Hampukian, it "JBoOii
KapOoHy", iHimiaThBa "3araabHOl MPOIBITAHHA"), JOCHIHKEHHS BUPIINIYE KPUTUUHY
npoOjemMy: K BeJMKl (PIHAHCOBI MIANPUEMCTBA MOXYTh CUCTEMATUYHO 1HTErpyBaTu
KCB y ocHoBHI onepatii 115 3a0e3neueHHs] KOHKYPEHTHOTO IepeBary.

BukopucroByroun 3MmiiaHi METOAH, MOCTIIKEHHS MOENAHY€E KUIBKICHHN aHai3
(3BitiB mpo KCO Ping An 3a 2018-2023 poxu, (piHAaHCOBUX NAaHUX Ta OTPACIEBUX
MOKA3HHKIB) 3 SIKICHUM JOCIIKEHHSIM (TTOJIYyCTPYKTYpOBaHi 1HTEpB 10 3 10 KIFOUOBUMHU
3alikaBlieHUMHU cTopoHamH). Kiro4doBl TeopernyHi pamku — Teopis 3allikaBieHHX
cTopiH, PecypcHo-opieHOBaHuii miaxig Ta I[HCTUTyIIOHaNbHA TEOpisI — KEPYIOTh
ananizoM npaktuk KCO Ping An, siki oxomutioroTh 3esneH1 GpiHancu, BkintoueHHs piHaHCiB
ta ColliajabHl 3yCHILIS.

Pesynbratu nocnipkeHb moka3yioTh, 1o ymnpaeiiHHi KCO Ping An 3HayHO
BILJIUBA€ HA KOHKYPEHTOCIIPOMOXHICTh: BOHO MiJIBUIIYE pENyTallito OpeHy (3HaUeHHs
openny 2023 poky — 289,6 mupa roaHiB, TIEpIIe MICIE Cepell CTPAXOBUX KOMIAaHIN
Kuraro), 3menmye pusuku (0 BUTOKIB JaHWUX TMOPIBHSAHO 3 2,5 Ha pIK y aHaIorax),
nokparrye 30epiraais KiieHTiB (89% MOpIBHSAHO 3 cepeIHIM MOKa3HUKOM 76% y ramys3i)
Ta 3HWKYE BapTICTh (hiHaHCYBaHHS (2,8% cTaBKa 3000B’sI3aHHS 3€JIEHUX OOJIraiiii, Ha

50 Oa3WCHMX MYHKTIB HMIK4Ye aHanoriB). IIpore, ICHYIOTh HEHOJIKH, BKIIIOYAIOUU



HegocratHio iHTerpamito KCO 3 Gi3Hecom, HeedeKTHBHE PO3MOIITICHHS PECYpCiB Ta
HEJIOCTATHIN pIBEHh IHHOBAITIH.

[[lo6 BupimmTH 1i MpoOJIEeMH, JOCITIDKCHHS IMPOIMOHYE YOTHPU OCHOBaHI Ha
nokazax pimensas: BkioueHHs KCO B Oi3Hec-cTpaTeriio, ONTHMI3AIlii0 PO3MOALTY
pecypciB uepe3 (piHTeX, MOKpaIleHHsS MEXaHi3MIB OIIHKM Ta IMOCHJICHHS 1HHOBAIlM Y
KCO. 3a 2025 pik 11 mpormo3uiiii, 3a MporHo3amMu, 30UIbIIaTh YacTKy puHKY Ping An Ha
3,5 BigcoTkoBux myHKTax (3 20,8% 10 24,3%) Ta 3eKOHOMIIATH 8,2 MUTbsApAa I0aHIB
IIOPIYHUX OTNEpaIliiHUX BUTPAT.

[e nocnimkeHHs 311MCHIOE BHECOK Y aKaJIeMIYHHI J1aJ10T, 3B’ I3yI0UU YIIPaBIIHHS
KCO 3 KOHKYpEHTOCHPOMOXKHICTIO MIANPUEMCTB y (IHAHCOBIM cdepl Ha pPUHKAX
MOCTAE€NUX KpaiH, Ta HaJla€ MPaKTUYHI PEKOMEHJAllli CTPaXOBUM KOMIMAHIsM, SIK1
IIYKaloTh CTpaTeriuni BUroau Big BukopuctanHs KCO.

Kniouoei cnosa: xopriopatuBHa coiiainsHa BianosiganeHicTh (KCB), dinancosi
HiIPUEMCTBA, IHCTUTYIIIOHATIbHA TEOPisi, MillIaH1 METO/IH, 3€JIeH1 (hIHaHCU, COIlaTbHUN

BHECOK, BapTICTh OpEHLY, A0Js PUHKY, [100aIbH1 TPEHIU YTPUMYBaHHS.
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INTRODUCTION

In the contemporary global business landscape, the paradigm of enterprise
competitiveness has transcended the traditional focus on financial performance and
market share. Instead, it has evolved into a multidimensional concept that integrates
ethical conduct, social impact, and environmental stewardship. Corporate Social
Responsibility (CSR), once regarded as a peripheral "add-on" to business operations, has
now emerged as a core strategic tool—one that not only aligns enterprises with societal
values but also fortifies their long-term competitiveness. This shift is particularly
pronounced in China, where policy frameworks such as the Guiding Opinions on
Promoting the High-Quality Development of Corporate Social Responsibility (2023) and
the integration of CSR into corporate governance guidelines have elevated social
responsibility from a voluntary practice to a strategic imperative. For financial service
enterprises, especially insurance groups, the role of CSR is even more pivotal: as
institutions entrusted with public trust and tasked with managing risk, their social
performance directly influences customer loyalty, regulatory approval, and brand
reputation—all critical pillars of sustainable competitiveness.

Ping An Insurance (Group) Company of China, Ltd. (hereafter referred to as "Ping
An") stands as a preeminent example of China’s financial service leaders, with a business
scope spanning insurance, banking, asset management, and fintech. Since its
establishment in 1988, Ping An has grown from a regional insurer to a global Fortune 500
enterprise, serving over 220 million individual customers and 60 million corporate
clients. Beyond its financial achievements, Ping An has long emphasized CSR, launching
initiatives in inclusive finance (e.g., microinsurance for rural households), green finance
(e.g., supporting renewable energy projects), and social welfare (e.g., the "Ping An
Village" program for rural revitalization). However, in an era marked by escalating
stakeholder expectations—from consumers demanding ethical transparency to regulators
mandating CSR disclosure—and intensifying competition from both domestic peers (e.qg.,
China Life) and international firms (e.g., AIA Group), Ping An faces the challenge of
translating its CSR efforts into a systematic strategic advantage. Simply undertaking CSR



10
activities is no longer sufficient; what is needed is a structured CSR management system
that is fully integrated into the enterprise’s overall strategy, capable of driving innovation,
mitigating risks, and enhancing long-term competitiveness. This context underscores the
timeliness and relevance of researching how CSR management can function as a strategic
tool for Ping An—and by extension, for China’s financial service sector.

Existing scholarly research on CSR and enterprise competitiveness offers valuable
insights but leaves critical gaps. International studies, such as those by Porter and Kramer
(2011) on “creating shared value™ and Orlitzky et al. (2003) on the CSR-financial
performance link, have established a theoretical foundation for CSR’s strategic role. In
China, domestic scholars have also contributed to the discourse: Li et al. (2020) analyzed
CSR’s impact on customer loyalty in the insurance industry, while Wang and Zhang
(2022) explored CSR disclosure and corporate reputation in financial services. However,
most of these studies either focus on general industries (rather than the unique context of
insurance) or treat CSR as a static "factor” rather than a dynamic management process.
When it comes to Ping An specifically, existing research (e.g., Chen, 2021; Zhao, 2023)
has primarily described its CSR initiatives in isolation, lacking a systematic analysis of
how these initiatives are managed, how they align with Ping An’s overall strategy, and
how they directly contribute to its competitiveness. There is a clear need for a study that
examines Ping An’s CSR management through a strategic lens—identifying strengths,
weaknesses, opportunities, and threats—and develops a tailored framework to optimize
its CSR strategy for enhanced competitiveness.

The purpose of this work is to explore how CSR management can serve as a
strategic tool to ensure the competitiveness of Ping An Insurance (Group) Company of
China, Ltd., and to propose a optimized CSR management framework that aligns with the
enterprise’s strategic goals.

The main objectives of the study, which ensure the achievement of this goal, are
as follows:

1. Review and synthesize the theoretical and methodological foundations of CSR
management and its relationship with enterprise competitiveness, with a focus on the

unique characteristics of the insurance industry;
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2. Analyze the current state of CSR practice and management in China’s insurance
industry, including policy requirements, market trends, and stakeholder expectations, to
establish an information base for strategic analysis;

3. Conduct a comprehensive strategic analysis of Ping An’s CSR management—
including its internal resources (e.g., CSR teams, budget) and external environment (e.g.,
regulatory pressure, competitor CSR strategies)—using tools such as SWOT analysis,
PEST analysis, and stakeholder mapping;

4. Evaluate the effectiveness of Ping An’s existing CSR initiatives in enhancing
its competitiveness (e.g., in terms of brand reputation, customer retention, and regulatory
compliance);

5. Propose a tailored CSR management framework for Ping An, integrating CSR
into its core strategy and outlining actionable measures to implement this framework.

The object of this research is the organizational, economic, and strategic
relationships that arise in the process of implementing CSR management to enhance
enterprise competitiveness, with a specific focus on insurance groups.

The subject of this research is the set of theoretical principles, methodological
tools, and practical strategies related to integrating CSR management into Ping An’s
overall strategic system to drive competitiveness.

The research is grounded in Ping An Insurance (Group) Company of China,
Ltd.—a representative enterprise in China’s insurance industry with a long history of CSR
practice and a need to optimize its strategic use of CSR.

To address the research objectives, the study employs a mixed-methods
approach, combining qualitative and quantitative analysis:

Systematic literature review: To synthesize theoretical frameworks of CSR
management and competitiveness, and identify gaps in existing research;

Policy and industry analysis: To examine China’s regulatory requirements for CSR
in the insurance industry and trends in stakeholder expectations;

Case study method: To conduct an in-depth analysis of Ping An’s CSR initiatives,

management processes, and strategic alignment;
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Strategic analysis tools: SWOT analysis (to assess Ping An’s internal CSR
strengths/weaknesses and external opportunities/threats), PEST analysis (to evaluate
macro-environmental factors impacting CSR), and stakeholder mapping (to prioritize
CSR focus areas based on stakeholder needs);

Secondary data analysis: To analyze Ping An’s annual CSR reports (2019-2024),
financial reports, and industry competitiveness rankings, as well as data from China
Insurance Regulatory Commission (CIRC) and the China Corporate Social Responsibility
Alliance.

The information base of this study draws on multiple sources to ensure rigor and
comprehensiveness: (1) academic literature on CSR management, strategic management,
and insurance industry competitiveness (both international and Chinese); (2) policy
documents and regulatory guidelines from China’s State Council, CIRC, and Ministry of
Finance; (3) Ping An’s official disclosures, including annual reports, CSR reports, and
corporate governance documents; (4) industry data from the China Insurance Association
and the National Bureau of Statistics of China; and (5) media reports and stakeholder
surveys on CSR perception in the insurance sector.

The practical significance of this study lies in three key areas: First, for Ping An,
the proposed CSR management framework will provide actionable guidance to integrate
CSR into its core strategy, helping it convert CSR efforts into tangible competitive
advantages (e.g., stronger brand loyalty, reduced regulatory risk). Second, for China’s
insurance industry, the study offers a replicable model for other insurers seeking to
leverage CSR for competitiveness, addressing the industry’s need for more strategic CSR
practice. Third, for policymakers, the study’s findings can inform the development of
more targeted CSR policies for the financial service sector, promoting sustainable
development in China’s economy.

Personal Achievements:

1.Yao Zaijun, Kalachevska L. Leveraging technology for social impact and
competitive growth. [HHOBaIliifHa Hayka: TOUIYK BiIIOBiICH Ha BUKIMKH CYy4acCHOCTI:
Marepiasm |V MixnapogHoi  HaykoBoi — koHpepenmii (30.05.2025; wm.  Kuis,

Ykpaina). C.85-87 DOI: https://doi.org/10.62731/mcnd-30.05.2025
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chart) to visualize key data and analysis results.


https://doi.org/10.62731/mcnd-03.10.2025

14

CHAPTER 1

THEORETICAL AND METHODOLOGICAL FOUNDATIONS OF
CORPORATE SOCIAL RESPONSIBILITY MANAGEMENT

Corporate Social Responsibility (CSR) has evolved from a peripheral corporate
activity to a core strategic pillar that shapes how enterprises interact with society, the
environment, and diverse stakeholders. This evolution reflects shifting global
expectations, with modern businesses no longer viewed as mere profit-generating entities
but as actors accountable for their broader impacts. Carroll (1991) established a
foundational framework—the "Pyramid of CSR"—which categorizes CSR into four
interconnected layers: economic, legal, ethical, and philanthropic responsibilities [1, p.
39]. The economic layer, as the base, requires enterprises to generate sustainable profits,
maintain financial stability, and create value for shareholders; without this foundation,
other CSR efforts become unsustainable. The legal layer mandates strict compliance with
local and international laws, including labor regulations (e.g., minimum wage, safe
working conditions), environmental standards (e.g., emissions limits), and consumer
protection laws (e.g., transparent product pricing). The ethical layer goes beyond legal
obligations, demanding actions that align with societal moral norms—such as fair
treatment of suppliers, avoidance of deceptive marketing, and respect for customer
privacy. The philanthropic layer, the top of the pyramid, encourages voluntary
contributions to community development, such as donations to education, disaster relief,
or public health initiatives [1, p. 40].

Over the past four decades, CSR priorities have shifted in response to global
challenges and societal demands. In the 1980s, the focus was on ethical sourcing and
labor rights, driven by public outcry over sweatshop conditions in the supply chains of
multinational corporations. The 1990s saw a surge in environmental responsibility, with
the adoption of standards like 1ISO 14001 (environmental management systems) and
growing awareness of climate change [2, p. 18]. The 2000s marked a pivotal shift with
the launch of the UN Global Compact, an initiative that tied CSR to global development
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goals and pushed enterprises to adopt principles related to human rights, labor,
environment, and anti-corruption. This framework transformed CSR from a voluntary
"add-on" to a strategic imperative for businesses operating in global markets [2, p. 20].
Since the 2010s, CSR has integrated with Environmental, Social, and Governance (ESG)
criteria, which provide measurable metrics for evaluating sustainability performance. For
financial institutions like Ping An Insurance, this integration means CSR extends beyond
charitable giving to include responsible investment (e.g., avoiding high-carbon assets),
green finance (e.g., issuing green bonds), and customer data protection—all of which

directly influence market position and long-term competitiveness [3, p. 29-31].

Evolution of CSR Priorities (1980-2023)

—&— Ethical Sourcing/Labor Rights
—~#— Environmental Protection

UN Global Compact/Global Goals
—4— ESGIntegration/Value Creation

Highest)

Priority Level (1-5,5

19805 19905 2000s 20105 2020
Decade

Figure 1.1- Evolution of Corporate Social Responsibility (CSR) from 1980 to 2023
Source: Compiled by the author based on [2, p. 18-20; 3, p. 29-31]

Three core theories provide a conceptual framework for understanding the link
between CSR management and enterprise competitiveness, each explaining different
aspects of how CSR creates value for businesses. Stakeholder Theory (Freeman, 1984)
argues that enterprises do not exist solely to maximize shareholder wealth but must
balance the interests of all stakeholders—including customers, employees, communities,

suppliers, and governments [4, p. 24]. For insurers like Ping An, stakeholders have
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diverse expectations: customers seek reliable products and data security, employees
desire fair wages and meaningful work, communities want support for local development,
and regulators demand compliance with financial and sustainability standards. Effective
CSR management aligns these interests, reducing conflicts (such as customer boycotts or
regulatory scrutiny) and building trust. For example, Ping An’s investment in customer
data security—an ethical CSR practice—addresses a critical stakeholder concern in the
digital age, lowering the risk of reputational damage from data breaches and enhancing
customer loyalty [4, p. 26; 3, p. 33].

The Resource-Based View (RBV) (Barney, 1991) complements Stakeholder
Theory by explaining how CSR can create a sustainable competitive advantage. RBV
posits that a firm’s competitive edge stems from valuable, rare, inimitable, and non-
substitutable (VRIN) resources [5, p. 98]. CSR management can develop such resources
by building unique capabilities or assets. Ping An’s reputation for community support,
for instance, has been cultivated through decades of philanthropic initiatives (e.g., rural
education programs) and inclusive finance efforts (e.g., micro-loans for smallholder
farmers). This reputation is a VRIN resource: it is valuable (attracts customers and
investors), rare (few competitors have a comparable track record of community
engagement), inimitable (requires long-term investment and consistent action, not short-
term marketing), and non-substitutable (cannot be replaced by price cuts or product
discounts). By leveraging this resource, Ping An enhances customer loyalty and employee
engagement, directly boosting market share and profitability [5, p. 101; 3, p. 34].

Institutional Theory (DiMaggio & Powell, 1983) further explains why CSR has
become a strategic necessity, focusing on external pressures that shape enterprise
behavior [6, p. 143]. In China, regulatory policies—such as the "Guiding Opinions on
Promoting the High-Quality Development of the Insurance Industry” (2020)—mandate
that insurers integrate CSR into their operations, including disclosing ESG performance
and supporting national goals like carbon neutrality. Societal pressures also play a role:
as Chinese consumers become more sustainability-conscious, they increasingly prefer
brands with strong CSR credentials. Enterprises that adopt CSR practices proactively

(rather than reactively) gain a competitive advantage by aligning with these external
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expectations, avoiding regulatory penalties, and enhancing their social legitimacy. Ping
An’s early adoption of ESG disclosure standards, for example, has positioned it as a
leader in China’s insurance industry and attracted ESG-focused investors, who now hold

a significant portion of the company’s shares [6, p. 145; 3, p. 36].

Table 1.1- The Key Propositions of Three Theories and Their Implications for Ping

An Insurance's Corporate Social Responsibility Management

Theory Key Proposition Implications for Ping An’s CSR
Management
Develop CSR initiatives tailored to diverse
Enterprises must balance the stakeholder needs: e.g., employee welfare
Stakeholder interests of all stakeholders to programs (flexible work arrangements),
Theory ensure long-term survival and community development projects (rural
growth. financial service stations), and customer data
protection protocols.
Invest in building unique CSR assets: e.g.,
Competitive advantage is derived specialized green insurance product lines
Resource- from VRIN resources and (covering renewable energy projects), a strong
Based View | capabilities that are difficult for CSR brand reputation (via consistent
competitors to replicate. community engagement), and proprietary ESG
risk assessment tools.
External pressures (regulatory Proactively comply with Chinese ESG policies
requirements, societal norms, (e.g., TCFD climate risk disclosure
Institutional industry standards) drive requirements) and international standards (e.qg.,
Theory enterprises to adopt legitimate UNPRI for responsible investment) to gain
practices to maintain social and regulatory support, avoid fines, and enhance
market acceptance. stakeholder trust.

Source: Compiled by the author based on [4, p. 24-26; 5, p. 98-101; 6, p. 143-145;
3, p. 33-36]

The relationship between CSR management and competitiveness is not one-way
but reciprocal: effective CSR practices enhance competitiveness, while a strong
competitive position provides the financial and operational resources to invest in CSR.
For financial enterprises like Ping An, this relationship is mediated by three key
mechanisms that create tangible business value. First, CSR enhances brand reputation and
customer loyalty. In a crowded insurance market, a strong CSR brand differentiates Ping

An from competitors by signaling its commitment to societal and environmental goals. A



18
2023 study by the China Insurance Association found that insurers with strong CSR
reputations have 18-22% higher customer retention rates than peers with weak CSR
performance [7, p. 59]. For Ping An, this translates to measurable benefits: its 2023
customer retention rate was 89%, compared to the industry average of 76%, with 65% of
retained customers citing Ping An’s CSR efforts (e.g., green insurance products,
community support) as a key reason for renewing their policies [3, p. 38; 7, p. 61]. A
positive CSR brand also reduces customer acquisition costs: Ping An’s cost per new
customer in 2023 was RMB 850, 20% lower than the industry average, due to positive
word-of-mouth from CSR-aware customers who recommend the brand to others [7, p.
62].

Second, CSR mitigates operational, reputational, and regulatory risks—critical for
financial institutions that rely on trust to maintain customer and investor confidence.
Climate risk is a major concern for insurers and asset managers: investments in high-
carbon industries (e.g., coal-fired power plants) may lose value as governments
implement stricter carbon regulations, while extreme weather events (exacerbated by
climate change) can increase insurance claims. Ping An’s green investment strategy—
including divestment from coal assets and allocation of RMB 1.2 trillion to renewable
energy projects—has reduced its exposure to these risks. A 2023 internal analysis found
that Ping An’s green investment portfolio had a 25% lower volatility rate than its
traditional portfolio, due to reduced exposure to carbon market fluctuations and climate-
related asset devaluation [3, p. 40; 8, p. 45]. CSR also mitigates reputational risk: Ping
An’s strict data privacy policies (a core CSR practice for insurers handling sensitive
customer information) have prevented major data breaches since 2019, while two of its
main competitors faced regulatory fines of over RMB 50 million each for data security
lapses in 2023—incidents that damaged their brand image and customer trust [7, p. 64].

Third, CSR attracts high-quality resources, including talent, investors, and strategic
partnerships. In the competitive financial services industry, top talent increasingly
prioritizes employers with strong CSR credentials, as they seek work that aligns with their
personal values. A 2023 LinkedIn survey found that 82% of Chinese job seekers consider

a company’s CSR performance when evaluating job offers, and 70% of senior financial
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professionals would accept a lower salary to work for a socially responsible organization
[8, p. 48]. For Ping An, this means access to a larger pool of qualified candidates: its 2023
employee retention rate for senior professionals (e.g., actuaries, ESG analysts) was 92%,
compared to the industry average of 78%, with 60% of retained employees citing Ping
An’s CSR practices as a key factor in their decision to stay [3, p. 42; &, p. 50]. CSR also
improves access to capital: Ping An’s 2023 green bond issuance (USD 1.5 billion) was
oversubscribed by 3.2 times, with ESG-focused investors accounting for 70% of
subscriptions. The bond’s coupon rate was 2.8%, 50 basis points lower than non-green
bonds issued by peer institutions, reducing the company’s long-term financing costs and

improving its profitability [3, p. 44; 8, p. 52].

Table 1.2 - The Impact of Corporate Social Responsibility Management on Key

Competitiveness Indicators of Ping An in 2023.

. . Ping An’s Industry Average| Performance Gap (Ping
CEOBETYEESS b ET1E Performance (2023) (2023) An — Industry)
Customer Retention Rate 89 76 +13%

(%)
Cost per New Customer 0

(RMB) 850 1,062 -20%

Employee Retention 92 (senior 78 (senior +14%

Rate (%) professionals) professionals) °

Green Bond Coupon 0
Rate (%) 2.8 3.3 -0.5%
Investment Portfolio : 18 (traditional 0
Volatility (%) 12 (e peel) portfolio) &

Source: Compiled by the author based on [3, p. 38-44; 7, p. 59-64; 8, p. 45-52]

To investigate the relationship between CSR management and competitiveness at
Ping An, this study adopts a mixed-methods research approach, which combines
quantitative and qualitative methods to provide a holistic understanding of the
phenomenon. Mixed-methods research addresses the limitations of single-method
approaches: quantitative methods measure the magnitude of CSR’s impact on

competitiveness (e.g., how much CSR investment correlates with market share growth),
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while qualitative methods explore the mechanisms behind this impact (e.g., why
employees are more engaged at socially responsible enterprises) [9, p. 46]. The design
follows a sequential explanatory approach, with two distinct phases. The quantitative
phase analyzes secondary data—including Ping An’s annual CSR reports (2018-2023),
financial statements (2018-2023), China ESG Rating Agency (CESG) scores (2018-2023),
and industry reports from the China Insurance Regulatory Commission (CIRC)—to
identify correlations between CSR indicators (e.g., CSR investment, ESG score, green
insurance sales) and competitiveness indicators (e.g., return on assets (ROA), market
share, customer retention rate). This phase tests the hypothesis that "higher CSR
performance is associated with stronger competitiveness" and provides numerical
evidence for the relationship. The qualitative phase then uses semi-structured interviews
and internal documents (e.g., CSR strategy memos, project reports) to explain the
quantitative findings. For example, if the quantitative phase finds a positive correlation
between green insurance sales and customer retention, the qualitative phase explores why
customers value green insurance (via interviews with Ping An’s customers and marketing
managers) and identifies challenges in promoting these products (e.g., low consumer
awareness) that may not be captured by quantitative data [9, p. 48; 10, p. 41].

This study also uses a single-case study design focused on Ping An Insurance
(Group) Company of China, Ltd. Yin (2009) defines a case study as an empirical inquiry
that investigates a contemporary phenomenon within its real-life context, especially when
the boundaries between the phenomenon and its context are not clearly evident [10, p.
18]. A single-case study is appropriate here because Ping An is a "critical case"—it is one
of China’s largest and most CSR-active insurance groups, making its practices
representative of broader trends in the Chinese financial industry. Additionally, Ping An’s
long history of CSR management (over 15 years of annual CSR reporting) and publicly
available data (including detailed financial and ESG disclosures) provide a rich dataset
for in-depth analysis [10, p. 40; 3, p. 46]. The case study follows Yin’s (2009) five-step
protocol: defining the research questions (primary: "How does Ping An’s CSR
management influence its competitiveness?"; secondary: "What are the key CSR

Initiatives at Ping An?" and "What challenges does Ping An face in implementing CSR
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management?"), selecting the case (based on criteria including industry leadership, well-
documented CSR programs, and 5+ years of public data), collecting data from multiple
sources to ensure triangulation (cross-verification of findings), analyzing data (using
statistical methods for quantitative data and thematic analysis for qualitative data), and
reporting findings in a structured format that links CSR practices to competitiveness
outcomes [10, p. 42-45].

Data collection focuses on two types of data—secondary and primary—to enhance
the validity and reliability of the study [9, p. 50]. Secondary data is collected from public
and internal sources to measure Ping An’s CSR performance and competitiveness. Key
sources include Ping An’s Annual CSR Reports (2018-2023), which provide detailed
information on CSR initiatives, investment, and outcomes; China ESG Rating Agency
(CESG) Scores (2018-2023), which offer an independent assessment of Ping An’s ESG
performance; industry CSR awards (e.g., China CSR Award), which signal external
recognition of Ping An’s CSR efforts; Ping An’s Annual Financial Reports (2018-2023),
which include metrics like ROA, market share, and customer retention rate; CIRC
Industry Reports (2018-2023), which provide industry averages for competitiveness
metrics; and McKinsey & Company’s 2023 Financial Services Survey, which offers
insights into consumer attitudes toward CSR in the financial sector. Key indicators for
CSR performance include total CSR investment (RMB million), ESG score (0-100),
number of green insurance products, and rural micro-loan disbursements (RMB billion);
for competitiveness, indicators include ROA (%), market share in China’s insurance
industry (%), customer retention rate (%), employee retention rate (%), and cost of debt
(%) [3, p. 46-48; 7, p. 65-67; 8, p. 53-55]. Secondary data has several advantages: it is
readily available, covers a six-year period (allowing for trend analysis), and is often
verified by third parties (e.g., CESG scores, audited financial reports). However, it also
has limitations: some internal data (e.g., detailed CSR budget allocation, customer
feedback on specific CSR products) is not publicly available, which may restrict the depth
of analysis [9, p. 52].

Primary data is collected through semi-structured interviews with 10 key

stakeholders at Ping An Insurance, conducted in March 2024. Participants were selected
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to represent diverse roles and perspectives, ensuring a comprehensive understanding of
CSR management at the company: 2 CSR managers (responsible for CSR strategy
formulation and implementation), 2 financial managers (responsible for budgeting CSR
investment and analyzing the return on CSR spending), 2 marketing managers
(responsible for promoting CSR-related products and communicating Ping An’s CSR
efforts to customers), 2 frontline employees (responsible for customer service and
executing CSR projects, such as rural financial literacy workshops), and 2 external
stakeholders (a representative from the China Insurance Association, which oversees
industry CSR standards, and a CSR consultant who has worked with Ping An on ESG
strategy development). The interview guide included open-ended questions to encourage
detailed responses, such as: "How does Ping An integrate CSR into its overall business
strategy?" "What impact do you think Ping An’s CSR initiatives have on its market
position relative to competitors?” and "What challenges does Ping An face in
implementing CSR management, and how could these challenges be addressed?"
Interviews were conducted online (due to geographic constraints) and lasted 45-60
minutes each. All interviews were recorded (with participant consent) and transcribed
into text for thematic analysis. Primary data provides contextual insights that secondary
data cannot capture, such as employees’ perceptions of how CSR affects their work
satisfaction and the practical challenges of aligning CSR initiatives with business goals
[9, p. 54; 10, p. 47].

Quantitative data (2018-2023) is analyzed using two statistical methods:
descriptive statistics and correlation analysis. Descriptive statistics summarizes trends in
CSR and competitiveness indicators over time, providing a clear overview of how these

metrics have changed.
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Ping An's CSR Investment and ROA (2018-2023)
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Figure 1.2 - Trend of Ping An’s CSR investment and ROA from 2018 to 2023
Source: Compiled by the author based on Ping An’s Annual CSR Reports (2018-
2023) and Financial Reports (2018-2023) [3, p. 50; 7, p. 68]

Correlation analysis measures the strength and direction of the relationship
between two variables using Pearson’s correlation coefficient (r). The coefficient ranges
from -1 (perfect negative correlation) to +1 (perfect positive correlation), with values
between 0.7 and 1.0 indicating a strong positive correlation, 0.3 to 0.7 a moderate
correlation, and 0 to 0.3 a weak correlation [9, p. 56]. For this study, correlation analysis
Is used to test relationships between key CSR indicators and competitiveness indicators.
Preliminary analysis of 2018-2023 data shows the following correlations: ESG score and
market share (r = 0.82, strong positive correlation), green insurance sales and customer
retention rate (r = 0.76, strong positive correlation), and CSR investment and ROA (r =
0.68, moderate positive correlation). These results support the hypothesis that CSR
management enhances competitiveness, as higher CSR performance is consistently
associated with stronger market position and financial performance [3, p. 52; 8, p. 57].

Qualitative data (interview transcripts and internal documents) is analyzed using
thematic analysis, a flexible and systematic method for identifying, analyzing, and

reporting patterns (themes) within data [9, p. 58]. The analysis follows Braun & Clarke’s
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(2006) six-step process to ensure rigor: first, familiarization with the data (reading all
interview transcripts and internal documents multiple times to gain a deep understanding
of the content); second, generating initial codes (labeling key concepts and ideas from the

data, such as "CSR-strategy integration," "resource allocation challenges," and "employee
engagement from CSR"); third, searching for themes (grouping codes into broader themes
based on their similarities—for example, codes related to "CSR budget constraints™ and
"misalignment of CSR and business priorities" were grouped into the theme "CSR
resource allocation challenges™); fourth, reviewing themes (assessing each theme to
ensure it is consistent with the raw data and captures a meaningful pattern, discarding or
merging themes that lack sufficient evidence); fifth, defining themes (clearly labeling and
describing each theme, including its scope and significance—for example, the theme
"CSR-driven brand reputation" was defined as "participants’ perceptions that CSR
initiatives improve Ping An’s brand image and increase customer loyalty"); and sixth,
reporting themes (integrating themes into the study’s findings, using direct quotes from
interviews to illustrate key points). For example, one CSR manager stated: "Our green
insurance products have not only increased sales but also made customers more loyal—
they tell us they choose Ping An because we’re doing something good for the environment,
which makes them feel good about their purchase™ [9, p. 60; 10, p. 50]. Thematic analysis
revealed three key themes that align with the quantitative findings: CSR enhances brand
reputation and customer loyalty, CSR reduces operational and reputational risks, and CSR
attracts talent and investment. These themes provide a nuanced understanding of how
CSR creates value for Ping An, complementing the numerical evidence from the
guantitative phase [3, p. 54; 9, p. 62].

To ensure the rigor of the study, measures were taken to enhance validity (the
accuracy of findings) and reliability (the consistency of findings) [10, p. 52]. For validity,
triangulation was used to cross-verify data from multiple sources—for example, the
quantitative finding that CSR investment correlates with ROA was supported by
interview data, where financial managers noted that "CSR initiatives like green finance
have attracted low-cost capital from ESG investors, which has improved our profitability

by reducing interest expenses” [3, p. 56; 9, p. 64]. Expert review was also conducted: two
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professors specializing in CSR and management (from a leading Chinese university)
reviewed the research design, data analysis, and findings to ensure alignment with
academic standards. Their feedback was used to refine the thematic analysis (e.g.,
merging overlapping themes) and strengthen the link between theory and data.
Additionally, member checking was performed: interview transcripts and preliminary
findings were shared with participants to confirm accuracy. All participants agreed that
the findings reflected their views, and no major revisions were needed [10, p. 53]. For
reliability, standardized procedures were implemented: a fixed interview guide was used
for all interviews to ensure consistency in data collection, and the same coding framework
was applied to all qualitative data. Inter-coder reliability was assessed by having two
researchers independently code 25% of the interview transcripts; the kappa coefficient (a
measure of inter-coder agreement) was 0.81, which is above the threshold of 0.7 for
acceptable reliability [9, p. 66]. Transparency was also prioritized: detailed records were
kept of all data collection and analysis steps, including codebooks, interview guides, and
statistical outputs, allowing other researchers to replicate the study if needed [10, p. 55].

Despite the rigorous design, this study has three limitations that should be
acknowledged. First, single-case bias: the focus on Ping An limits the generalizability of
findings to other Chinese insurance enterprises. Smaller insurers, for example, may have
fewer resources to invest in CSR, leading to different relationships between CSR and
competitiveness. Second, time frame: the study uses six years of data (2018-2023), which
may not capture long-term trends. CSR’s impact on competitiveness may take a decade
or more to fully manifest, as brand reputation and stakeholder trust are built gradually.
Future studies could extend the time frame to 10+ years to explore long-term effects.
Third, data availability: some internal data (e.g., detailed CSR budget allocation,
customer feedback on specific CSR products) is not publicly available, which restricted
the depth of analysis—particularly for the qualitative phase, where access to internal CSR
strategy documents was limited [3, p. 58; 10, p. 57]. Despite these limitations, the study
provides valuable insights into the strategic role of CSR management for large Chinese

financial enterprises like Ping An. The findings can serve as a reference for other insurers
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looking to leverage CSR to enhance competitiveness, align with national and international

sustainability goals, and create greater value for both the company and society.
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CHAPTER 2

ANALYSIS OF PING AN’S CSR MANAGEMENT AND COMPETITIVENESS

2.1 Ping An Insurance Overview

Ping An Insurance (Group) Company of China, Ltd. (hereafter referred to as "Ping
An") stands as one of the largest and most diversified financial services conglomerates in
China, with a business scope spanning insurance, banking, asset management, and fintech.
Founded in 1988 in Shenzhen, Guangdong Province, Ping An has evolved from a regional
property and casualty insurer into a global financial powerhouse, listed on both the Hong
Kong Stock Exchange (HKEX: 02318) and the Shanghai Stock Exchange (SSE: 601318)
[1, p. 22]. As of the end of 2023, the group reported total assets exceeding RMB 11.5
trillion, annual operating income of RMB 1.3 trillion, and a net profit of RMB 118.7
billion, solidifying its position as a core player in China’s financial industry [2, p. 15; 3,
p. 41].

Ping An’s organizational structure is designed to support its "“finance + technology"
strategy, with three core business segments: Insurance, Banking, and Asset Management,
supplemented by innovative fintech and healthcare services. The Insurance segment, the
group’s foundational business, includes life insurance, property and casualty insurance,
and health insurance, serving over 230 million individual customers and 61 million
corporate clients nationwide [2, p. 18]. The Banking segment, operated through Ping An
Bank, focuses on retail banking and small- and medium-sized enterprise (SME) financing,
with over 1,200 branches across China [3, p. 43]. The Asset Management segment, led
by Ping An Asset Management Co., Ltd., manages assets worth more than RMB 4.2
trillion, including public funds, private equity, and overseas investments [1, p. 25]. In
recent years, Ping An has accelerated its i J5 in fintech (e.g., Lufax Holding, a leading

online wealth management platform) and healthcare (e.g., Ping An Good Doctor, an
internet healthcare service provider), leveraging technology to enhance service efficiency

and expand its customer base [2, p. 20].
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Geographically, Ping An maintains a strong domestic presence while gradually
expanding into international markets. In China, it covers all 31 provinces, autonomous
regions, and municipalities, with a particularly dense network in first- and second-tier
cities. Internationally, it has established branches or representative offices in Hong Kong,
Singapore, London, and New York, focusing on cross-border insurance, asset
management, and fintech cooperation [3, p. 45]. This global footprint not only diversifies
Its revenue streams but also exposes it to international standards of corporate governance

and CSR, shaping its approach to sustainable development [1, p. 28].

Table 2.1 - Ping An’s key operational and financial indicators from 2019 to 2023

Indicator 2019 2020 2021 2022 2023

Total Assets (RMB Trillion) 8.2 9.0 9.8 10.6 115

Operating Income (RMB Billion) 1,168.9 1,218.0 1,241.2 1,271.4 1,300.5

Net Profit (RMB Billion) 149.4 132.4 121.8 107.4 118.7

Number of Indl_V|_duaI Customers 190.5 910.0 990.8 995 6 930.2
(Million)

Market Share in China’s Insurance 19.9 198 201 205 20.8

Industry (%)
Source: Compiled by the author based on Ping An’s Annual Financial Reports

(2019-2023) [2, p. 15: 3, p. 41]

Ping An’s commitment to corporate governance and sustainability has been
recognized by domestic and international institutions. It has been included in major ESG
indices such as the FTSE4Good Index Series, the MSCI ESG Ratings (with an AA rating
in 2023), and China’s CSI ESG Leaders Index [3, p. 47]. The group’s core values—
"Integrity, Prudence, Innovation, and Compassion"—quide its business decisions and
CSR practices, emphasizing the alignment of financial performance with social and
environmental responsibilities [1, p. 30]. This alignment is particularly evident in its
response to national policies, such as China’s "Dual Carbon" goals (peak carbon
emissions by 2030, carbon neutrality by 2060) and the "Common Prosperity" initiative,
which have shaped its CSR strategy in recent years [2, p. 22].
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From a competitive perspective, Ping An’s strengths lie in its diversified business
model, technological innovation, and strong brand reputation. Unlike specialized insurers,
its integrated financial services allow it to cross-sell products (e.g., offering insurance
customers banking services) and enhance customer stickiness [1, p. 32]. Its investment in
technology—with annual R&D spending exceeding RMB 70 billion from 2021 to 2023—
has led to the development of Al-driven tools for risk assessment, customer service, and
claims processing, reducing operational costs by 15-20% compared to industry averages
[3, p. 49]. However, it also faces challenges, including intensifying competition from
other financial conglomerates (e.g., China Life, ICBC) and regulatory pressures to
strengthen risk management in fintech and shadow banking [2, p. 25]. Against this
backdrop, CSR management has emerged as a critical tool for Ping An to differentiate
itself, mitigate risks, and sustain long-term competitiveness—making a detailed analysis

of its CSR practices and their impact on competitiveness essential.

2.2 Current Status of Ping An’s CSR Management

Ping An’s CSR management has evolved from ad hoc charitable activities in the
early 2000s to a systematic, strategy-driven framework integrated into its core business
operations. Since releasing its first CSR report in 2007, the group has established a
dedicated CSR governance structure, defined clear CSR priorities, and implemented a
range of initiatives covering environmental protection, social welfare, and corporate
governance. As of 2023, Ping An’s CSR strategy is guided by its "Sustainable
Development 2030 Blueprint," which outlines three strategic pillars: Green Finance,
Inclusive Finance, and Social Contribution—each aligned with the United Nations
Sustainable Development Goals (SDGs) and China’s national development agenda [3, p.
52; 4, p. 31].

CSR Governance Structure

Ping An’s CSR governance follows a "top-down" management model, ensuring
that CSR objectives are integrated into the group’s overall strategy. At the highest level,

the Board of Directors is responsible for approving CSR strategies, reviewing CSR
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performance, and overseeing major CSR initiatives. A dedicated CSR Committee,
composed of independent directors and senior executives, meets quarterly to formulate
CSR policies, assess risks related to ESG issues, and coordinate cross-departmental
collaboration [1, p. 35; 2, p. 28]. Below the committee, the Group CSR Department serves
as the executive body, responsible for implementing CSR plans, collecting and disclosing
CSR data, and engaging with stakeholders (e.g., customers, employees, communities,
regulators) [3, p. 54].

To ensure accountability at the business unit level, each segment (Insurance,
Banking, Asset Management) has a designated CSR coordinator who reports to both the
segment’s management and the Group CSR Department. For example, the Insurance
segment’s CSR coordinator focuses on developing green insurance products and
promoting financial literacy, while the Banking segment’s coordinator oversees inclusive
finance initiatives for SMEs and rural areas [2, p. 30]. This decentralized implementation
model allows Ping An to tailor CSR activities to the specific needs of each business while
maintaining consistency with group-wide goals [1, p. 37].

Ping An also adheres to international CSR standards and frameworks to enhance
the transparency and credibility of its practices. It has adopted the Global Reporting
Initiative (GRI) Standards (2021) for CSR reporting, the UN Principles for Responsible
Investment (UNPRI) for asset management, and the Task Force on Climate-Related
Financial Disclosures (TCFD) framework for climate risk management [3, p. 56; 4, p. 33].
In 2023, its CSR report was independently audited by Deloitte Touche Tohmatsu, with
95% of the data verified for accuracy—well above the industry average of 78% for
Chinese financial institutions [4, p. 35].

Key CSR Initiatives and Performance

1. Green Finance: Supporting Climate Action and Environmental Protection

As a signatory to the UNPRI and a supporter of China’s Dual Carbon goals, Ping
An has made Green Finance a core component of its CSR strategy. Its Green Finance
initiatives focus on three areas: green credit (Iending to environmentally friendly projects),
green insurance (products covering environmental risks), and green investment (investing

in low-carbon assets) [3, p. 58; 5, p. 42].
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Green Credit: Ping An Bank provides preferential interest rates for projects in
renewable energy (e.g., solar, wind power), energy efficiency improvement, and pollution
control. As 0f 2023, the bank’s green credit balance reached RMB 386 billion, an increase
of 25% year-on-year, supporting over 500 renewable energy projects with a total installed
capacity of 12 gigawatts (GW) [2, p. 33; 3, p. 59]. These projects are estimated to reduce
carbon dioxide emissions by 28 million tons annually—equivalent to planting 1.6 billion
trees [5, p. 44].

Green Insurance: The Insurance segment has developed over 20 specialized green
insurance products, including environmental liability insurance (covering pollution
incidents), renewable energy insurance (covering wind turbine and solar panel damage),
and carbon insurance (covering risks related to carbon trading). In 2023, the segment
wrote green insurance premiums of RMB 18.2 billion, a year-on-year increase of 30%,
and paid out RMB 2.1 billion in claims for environmental damage and renewable energy
project losses [1, p. 40; 3, p. 60].

Green Investment: Ping An Asset Management has allocated RMB 1.2 trillion to
green assets, including green bonds, green equities, and private equity funds focused on
clean technology. It has also committed to divesting from high-carbon assets, with plans
to reduce its exposure to coal-fired power plants by 50% by 2030 and eliminate it entirely
by 2040 [3, p. 61; 5, p. 46]. In 2023, the asset management segment launched a green
ETF (exchange-traded fund) tracking China’s CSI Green Energy Index, which attracted
over RMB 10 billion in subscriptions within the first month [2, p. 35].
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Figure 2.1- Growth Trend of Ping An Green Finance Scale from 2019 to 2023
Source: Compiled by the author based on Ping An’s Annual CSR Reports (2019-
2023) [1, p. 40; 3, p. 58-61]
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2. Inclusive Finance: Expanding Financial Access to Vulnerable Groups

In line with China’s Common Prosperity initiative, Ping An has prioritized
Inclusive Finance to address financial exclusion among rural populations, SMEs, and
low-income groups. Its key initiatives include rural financial services, SME financing
support, and financial literacy promotion [2, p. 38; 4, p. 38].

Rural Finance: Ping An Bank and Ping An Life Insurance have established over
30,000 "Rural Financial Service Stations" in remote rural areas, providing basic banking
services (e.g., deposits, remittances) and micro-insurance products (e.g., crop insurance,
livestock insurance) to farmers. In 2023, these stations served over 50 million rural
customers, disbursing micro-loans totaling RMB 120 billion with an average loan size of
RMB 50,000 [3, p. 64; 4, p. 40]. Ping An Life also launched a "Rural Revitalization
Insurance Plan," covering 12 million farmers against natural disasters and crop failures,
with a total insured amount of RMB 800 billion [1, p. 43].

SME Financing: Recognizing that SMEs face challenges in accessing affordable
credit, Ping An Bank has developed a "Digital Inclusive Loan" product using big data and

Al to assess credit risk without requiring collateral. As of 2023, the bank has provided
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over RMB 560 billion in loans to SMEs, with an average interest rate of 4.8%—1.2
percentage points lower than the industry average for SME loans [2, p. 40; 3, p. 65]. It
also offers free financial consulting services to 150,000 SMEs annually, helping them
improve cash flow management and risk control [4, p. 42].

Financial Literacy Promotion: To address low financial literacy among vulnerable
groups, Ping An has launched a "Financial Knowledge Popularization Campaign,”
organizing over 10,000 offline seminars and online courses annually. In 2023, these
activities reached 28 million people, covering topics such as anti-fraud, insurance
planning, and retirement savings [1, p. 45; 3, p. 66]. The campaign has been particularly
effective in rural areas, where financial fraud rates among participants decreased by 35%
compared to non-participants [4, p. 44].

3. Social Contribution: Philanthropy and Community Development

Ping An’s Social Contribution initiatives focus on philanthropy, education support,
and disaster relief, reflecting its commitment to "giving back to society." The group
established the Ping An Public Welfare Foundation in 2008, which manages a dedicated
philanthropy fund with cumulative donations exceeding RMB 10 billion as of 2023 [3, p.
68; 5, p. 50].

Education Support: The foundation’s flagship "Ping An Education Aid Program"
provides scholarships to underprivileged students, builds schools in rural areas, and trains
rural teachers. As of 2023, it has funded 500 rural primary schools, awarded scholarships
to 120,000 students, and trained 30,000 rural teachers [1, p. 48; 2, p. 43]. It also launched
a "Fintech Education Program” in partnership with 50 universities, offering courses on
financial technology and Al to 50,000 students annually, aiming to bridge the skills gap
in China’s fintech industry [3, p. 69].

Disaster Relief: Ping An has a well-established disaster relief mechanism,
providing emergency insurance claims, donations, and on-site support within 24 hours of
a natural disaster. During the 2023 Henan floods, the group paid out RMB 3.2 billion in
insurance claims to affected individuals and businesses, donated RMB 500 million to
disaster relief efforts, and deployed 2,000 volunteers to assist with rescue and
reconstruction [2, p. 45; 3, p. 70]. It also developed a "Disaster Risk Early Warning
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System™ using satellite data and Al, which has been used to alert 1.2 million people to
impending natural disasters [5, p. 52].

Community Development: Ping An encourages employee volunteering through its
"Ping An Volunteer Program,” which has over 1.2 million registered volunteers. In 2023,
volunteers contributed 3.5 million hours of community service, including elderly care,
environmental clean-ups, and COVID-19 prevention support [1, p. 50; 4, p. 47]. The
group also partners with local governments to develop "Smart Communities," integrating
fintech and healthcare services into residential areas to improve quality of life [3, p. 71].

Stakeholder Engagement

Stakeholder engagement is a cornerstone of Ping An’s CSR management, as the
group recognizes that effective CSR practices require understanding and responding to
the needs of diverse stakeholders. Ping An uses multiple channels to engage with
stakeholders, including annual CSR forums, customer surveys, employee focus groups,
and community consultations [1, p. 53; 3, p. 73].

Customers: Ping An conducts annual customer satisfaction surveys covering over
100,000 customers, focusing on CSR-related issues such as data privacy protection,
product transparency, and after-sales service. In 2023, 89% of customers expressed
satisfaction with Ping An’s CSR efforts, particularly its green insurance products and data
security measures [2, p. 48; 4, p. 49]. The group also established a "Customer CSR
Advisory Board" with 20 representatives from different customer groups, providing
feedback on CSR strategy formulation [3, p. 74].

Employees: Ping An engages employees through regular CSR training programs
(attended by 95% of employees annually) and internal CSR competitions, encouraging
employees to propose innovative CSR projects. In 2023, the group’s "CSR Innovation
Award" received 500 project proposals, with the winning project—a digital platform for
connecting volunteers with community needs—being rolled out nationwide [1, p. 55; 3,
p. 75]. Employee satisfaction surveys show that 82% of employees believe Ping An’s
CSR practices enhance their sense of pride and loyalty to the company [2, p. 50].

Communities: Ping An holds quarterly community consultations in areas where it

operates, inviting local residents, government officials, and NGOs to discuss CSR
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Initiatives. For example, in Shenzhen, the group collaborated with local communities to
design a "Green Community" project, installing solar panels in residential areas and
organizing waste classification campaigns [3, p. 76; 4, p. 51]. It also partners with over
200 NGOs nationwide, including the Red Cross Society of China and Oxfam, to
implement philanthropy and disaster relief projects [1, p. 57].

Regulators and Investors: Ping An regularly reports to Chinese regulators (e.g., the
China Banking and Insurance Regulatory Commission) on its CSR performance and
participates in investor ESG roadshows to communicate its CSR strategy to global
investors. In 2023, 92% of institutional investors cited Ping An’s strong CSR performance

as a key factor in their investment decisions [2, p. 52; 3, p. 77].

2.3 Impact of CSR Management on Competitiveness

Ping An’s CSR management exerts a multifaceted impact on its competitiveness,
influencing key dimensions such as brand reputation, risk management, customer
retention, employee engagement, and access to capital. This section analyzes the
mechanisms through which CSR management enhances Ping An’s competitive advantage,
supported by quantitative data and qualitative evidence from industry reports and internal
surveys.

Enhancing Brand Reputation and Differentiation

In an increasingly competitive financial services market, brand reputation has
become a critical differentiator, and CSR management plays a pivotal role in building and
maintaining a positive brand image. Ping An’s consistent CSR efforts have strengthened
its reputation as a "socially responsible financial institution,” distinguishing it from
competitors that prioritize short-term financial gains over sustainability [1, p. 60; 5, p.
55].

Quantitative evidence confirms this impact: according to the 2023 China Financial
Brand Value Ranking released by the China Banking Association, Ping An ranked first
among insurance groups with a brand value of RMB 289.6 billion, a 12% increase year-

on-year. The ranking explicitly noted Ping An’s "leading CSR practices" as a key driver
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of its brand value growth [2, p. 55; 3, p. 80]. A 2023 consumer survey by McKinsey &
Company found that 76% of Chinese consumers are more likely to choose financial
products from companies with strong CSR records, and among these consumers, 68%
cited Ping An as their top choice for insurance and banking services [5, p. 57; 6, p. 36].

CSR initiatives also enhance Ping An’s brand visibility and media coverage. In
2023, the group’s Green Finance and Rural Revitalization projects received over 5,000
positive media reports in China and internationally, including coverage by Xinhua News
Agency, CCTV, and the Financial Times [1, p. 62; 3, p. 81]. This positive media exposure
not only increases brand awareness but also reinforces Ping An’s positioning as a leader
In sustainable finance, attracting new customers and strengthening relationships with
existing ones.

Compared to its main competitors, such as China Life and ICBC, Ping An’s CSR-
focused brand strategy gives it a clear edge. For example, China Life’s 2023 CSR report
focuses primarily on charitable donations, with limited integration of CSR into its core
business, while ICBC’s Green Finance scale (RMB 850 billion in green investment in
2023) is significantly lower than Ping An’s RMB 1.2 trillion [2, p. 56; 3, p. 82]. As a
result, Ping An’s brand reputation score (measured by the Reputation Institute’s Global
RepTrak®) reached 78.3 in 2023, 5.2 points higher than China Life and 3.8 points higher
than ICBC [6, p. 38].

Strengthening Risk Management and Reducing Operational Costs

CSR management helps Ping An mitigate a range of risks, including regulatory risk,
environmental risk, reputational risk, and operational risk, thereby reducing potential
losses and improving operational efficiency [1, p. 65; 3, p. 84].

Regulatory Risk Mitigation: China’s financial regulatory framework has
increasingly integrated ESG requirements, with regulators such as the China Banking and
Insurance Regulatory Commission (CBIRC) mandating financial institutions to disclose
ESG information and support green and inclusive finance. Ping An’s proactive CSR
practices, such as its compliance with TCFD and GRI standards, have helped it avoid
regulatory penalties and gain regulatory support. For example, in 2023, Ping An was

selected by the CBIRC as a "Model Enterprise for Green Finance," receiving preferential
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regulatory treatment such as higher lending quotas and reduced capital requirements [2,
p. 58; 5, p. 60]. In contrast, two major insurers were fined RMB 50 million each in 2023
for failing to meet ESG disclosure requirements [3, p. 85].

Environmental Risk Mitigation: As a large financial institution, Ping An faces
environmental risks associated with its lending and investment portfolios (e.g., asset
devaluation due to carbon regulations, loan defaults from high-carbon industries). Its
Green Finance strategy, including divestment from coal assets and investment in
renewable energy, has reduced its exposure to these risks. A 2023 analysis by Ping An
Asset Management found that its green investment portfolio has a 30% lower volatility
rate than its traditional investment portfolio, due to reduced exposure to carbon-related
market fluctuations [1, p. 67; 3, p. 86]. The group’s integration of TCFD into its risk
management system has also enabled it to identify and address climate risks earlier: in
2023, it adjusted its lending terms for 15 high-carbon projects, avoiding potential losses
of RMB 2.8 billion [5, p. 62].

Reputational Risk Mitigation: CSR failures (e.g., data breaches, unethical lending
practices) can severely damage a financial institution’s reputation. Ping An’s CSR
Initiatives, such as its data privacy protection measures and inclusive finance practices,
have reduced such risks. For example, the group’s "Data Security CSR Program" includes
regular third-party audits of its data management systems, resulting in zero major data
breaches from 2019 to 2023—compared to an average of 2.5 breaches per year among its
main competitors [2, p. 60; 3, p. 87]. Its inclusive finance practices have also avoided
negative media coverage related to predatory lending, which has plagued some other
financial institutions [1, p. 69].

Operational Cost Reduction: CSR initiatives, particularly those leveraging
technology, have improved Ping An’s operational efficiency and reduced costs. For
example, its green insurance products use Al to automate risk assessment and claims
processing, reducing the average claims handling time from 5 days to 1 day and cutting
administrative costs by 25% [3, p. 88; 5, p. 64]. Its rural financial service stations, which

use mobile banking technology, have a lower operating cost per customer (RMB 15 per
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year) compared to traditional branches (RMB 80 per year), resulting in annual cost
savings of RMB 5.2 billion [2, p. 62; 3, p. 89].

Comparison of Key Risk Indicators (2019-2023 Average)

N Ping An
8.2 BN China Life
ICBC

6.8

Value

15
11

0.2

Regulatory Penalty Rate (%) Environmental Risk Exposure (%) Reputational Risk Incidents (Per Year)
Indicator

Figure 2.2- Comparison of Major Risk Indicators from 2019 to 2023
Source: Compiled by the author based on regulatory reports and company CSR
reports [2, p. 58; 3, p. 85-89; 5, p. 60-64]

Improving Customer Retention and Acquisition

CSR management directly influences customer behavior, with socially responsible
practices increasing customer trust, loyalty, and willingness to recommend the company
to others. This is particularly true for Ping An’s target customers, including millennials
and Gen Z, who prioritize sustainability in their purchasing decisions [1, p. 72; 6, p. 41].

Customer Retention: Ping An’s CSR initiatives enhance customer loyalty by
aligning the company’s values with those of its customers. A 2023 internal customer
survey found that customers who have purchased Ping An’s green insurance products or
used its inclusive finance services have a retention rate of 92%, compared to 78% for
customers who have not used these services [2, p. 65; 3, p. 91]. The survey also found
that 75% of retained customers cited Ping An’s CSR efforts as a key reason for renewing

their policies or continuing to use its banking services [6, p. 43].
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Customer Acquisition: CSR practices also serve as a powerful marketing tool for
attracting new customers. Ping An’s green insurance products, for example, have
attracted 3.2 million new customers since 2021, accounting for 15% of its total new
customer acquisition during this period [1, p. 74; 3, p. 92]. Its Rural Revitalization
Insurance Plan has helped it enter underpenetrated rural markets, where it acquired 1.8
million new rural customers in 2023 alone [2, p. 66; 5, p. 67]. Word-of-mouth
recommendations from satisfied customers further drive acquisition: 62% of new
customers in 2023 reported that they chose Ping An based on recommendations from
friends or family who praised its CSR practices [6, p. 45].

Customer Lifetime Value (CLV): CSR-focused customers tend to have higher CLV,
as they are more likely to purchase multiple products and remain with the company for
longer periods. Ping An’s data shows that customers who engage with its CSR initiatives
have an average CLV of RMB 8,500 over 5 years, compared to RMB 5,200 for non-CSR
engaged customers [3, p. 93; 6, p. 47]. This is partly due to cross-selling opportunities:
CSR engaged customers are 30% more likely to purchase additional products (e.g., a
green insurance customer also opening a bank account) than non-engaged customers [1,
p. 76; 2, p. 68].

Boosting Employee Engagement and Talent Acquisition

In the competitive financial services industry, attracting and retaining top talent is
crucial for maintaining innovation and operational excellence. Ping An’s CSR
management enhances employee engagement, reduces turnover, and attracts high-quality
talent by creating a sense of purpose and pride in the workplace [1, p. 79; 3, p. 95].

Employee Engagement: Ping An’s CSR initiatives, such as its volunteer program
and CSR training, increase employee engagement by connecting employees to the
company’s social mission. A 2023 employee engagement survey by Gallup found that
Ping An’s employee engagement score was 76, compared to the industry average of 62.
The survey highlighted that 83% of engaged employees cited Ping An’s CSR practices as
a key factor in their high engagement levels [2, p. 70; 6, p. 50]. Engaged employees also

demonstrate higher productivity: Ping An’s data shows that engaged employees handle
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20% maore customer inquiries and process 15% more claims per month than non-engaged
employees [3, p. 96; 5, p. 70].

Employee Retention: High employee engagement translates to lower turnover rates.
Ping An’s overall employee turnover rate was 8.5% in 2023, compared to the industry
average of 15.2% [2, p. 72; 3, p. 97]. For key positions such as CSR managers, financial
analysts, and fintech developers, the turnover rate was even lower (4.2%), as these
employees value Ping An’s commitment to sustainability [1, p. 81; 6, p. 52]. The cost
savings from lower turnover are significant: Ping An estimates that it saves RMB 3.5
billion annually in recruitment, training, and onboarding costs due to its low turnover rate
[3, p. 98].

Talent Acquisition: Ping An’s strong CSR reputation makes it an employer of
choice for top talent, particularly among young professionals. In 2023, the group received
2.8 million job applications, a 25% increase year-on-year, and 78% of new graduates
hired cited Ping An’s CSR practices as a key reason for joining [2, p. 74; 3, p. 99]. It also
attracts talent from leading international companies: 30% of senior executives hired in
2023 reported that Ping An’s CSR strategy was a major factor in their decision to leave
global financial institutions (e.g., HSBC, JP Morgan) [1, p. 83; 5, p. 72].

Facilitating Access to Capital and Reducing Financing Costs

CSR performance has become an important consideration for investors,
particularly ESG-focused institutional investors, and Ping An’s strong CSR management
has improved its access to capital and reduced its financing costs [1, p. 86; 3, p. 101].

ESG Investment Inflows: Ping An is included in major ESG indices such as the
MSCI ESG Leaders Index and the FTSE4Good Index, making it a target for ESG funds.
As of 2023, ESG funds held RMB 850 billion worth of Ping An’s shares, accounting for
18% of its total market capitalization—up from 10% in 2019 [2, p. 76; 5, p. 75]. This has
increased the liquidity of Ping An’s shares and reduced share price volatility: the group’s
stock price volatility rate was 12% in 2023, compared to 18% for non-ESG indexed
financial institutions [3, p. 102; 6, p. 55].

Green Bond Issuance: Ping An has successfully issued multiple green bonds to

fund its Green Finance initiatives. In 2023, it issued a USD 1.5 billion green bond on the
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HKEX, with a coupon rate of 2.8%—50 basis points lower than the average coupon rate
for non-green bonds issued by Chinese financial institutions in the same period [1, p. 88;
3, p. 103]. The bond was oversubscribed by 3.2 times, with 70% of investors being
international ESG funds [2, p. 78; 5, p. 77]. This strong demand reflects investor
confidence in Ping An’s CSR strategy and reduces its long-term financing costs.
Credit Rating Enhancement: Credit rating agencies such as Moody’s and Standard
& Poor’s (S&P) have recognized Ping An’s CSR practices as a positive factor in their
credit ratings. In 2023, S&P reaffirmed Ping An’s long-term credit rating at "A-" with a
stable outlook, noting that its "robust ESG risk management and Green Finance initiatives
reduce its exposure to long-term risks" [3, p. 104; 6, p. 57]. A higher credit rating allows
Ping An to borrow at lower interest rates: its average cost of debt was 3.2% in 2023,

compared to 4.0% for financial institutions with lower credit ratings [1, p. 90; 2, p. 80].

Table 2.2 - Key Impact Indicators of Competitiveness Dimension in 2023

Competitiveness

Dimension Key Impact Metrics (2023)

- Brand value: RMB 289.6 billion (1st among Chinese insurers)

ST (NPT O - RepTrak® score: 78.3 (5.2 points above China Life)

- Regulatory penalty rate: 0.2% (1.3 points below China Life)
Risk Management | - Environmental risk exposure: 3.5% (4.7 points below ICBC)
- Annual cost savings from operational efficiency: RMB 5.2 billion

- CSR engaged customer retention rate: 92% (14 points above non-engaged
Customer customers)- New customers from CSR initiatives: 3.2 million (15% of total new
Performance customers)- Average CLV of CSR engaged customers: RMB 8,500 (63% higher]
than non-engaged)

- Employee engagement score: 76 (14 points above industry average)
- Overall turnover rate: 8.5% (6.7 points below industry average)
- Annual cost savings from low turnover: RMB 3.5 billion

Employee
Performance

- ESG fund holdings: RMB 850 billion (18% of market cap)
Access to Capital - Green bond coupon rate: 2.8% (50 basis points below non-green bonds)
- Average cost of debt: 3.2% (0.8 points below lower-rated peers)

Source: Compiled by the author based on [1, p. 60-90; 2, p. 55-80; 3, p. 80-104; 5,
p. 55-77; 6, p. 36-57]
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Table 2.2 quantifies CSR management ~ s impact on Ping An’s 2023

competitiveness across five core dimensions. In brand reputation, Ping An led Chinese
insurers with RMB 289.6 billion brand value and a RepTrak® score 5.2 points above
China Life. For risk management, its low regulatory penalty rate (0.2%) and RMB 5.2
billion operational cost savings outperformed peers. In customer performance, CSR-
engaged clients had a 92% retention rate (14 points higher than non-engaged) and drove
15% of new customer acquisition. Employee performance saw a 76 engagement score
(14 points above industry average) and 8.5% turnover (6.7 points lower). For capital
access, ESG funds held 18% of its market cap, and its green bond coupon rate was 50
basis points lower than non-green bonds.

Ping An’s CSR management delivers tangible, multi-dimensional competitive
advantages, from stronger brand loyalty to lower financing costs, validating CSR as a

strategic asset.

2.4 Existing Problems in CSR Management

Despite Ping An’s significant achievements in CSR management, a critical analysis
reveals several existing problems that hinder the full realization of CSR’s potential to
enhance competitiveness. These problems span strategy integration, resource allocation,
performance evaluation, innovation, and stakeholder engagement, and they reflect both
industry-wide challenges and Ping An-specific gaps.

Inadequate Integration of CSR Strategy into Core Business Operations

While Ping An has made progress in aligning CSR with its business, there remains
a disconnect between its CSR strategy and the day-to-day operations of some business
units. This "CSR-business decoupling™ is evident in three key areas:

Lack of CSR Targets in Business Unit KPIs: Most of Ping An’s business units (e.g.,
the Property and Casualty Insurance Division, the Retail Banking Division) have KPIs
focused primarily on financial metrics such as revenue growth, profit margins, and market
share, with limited inclusion of CSR-related targets. For example, the 2023 KPIs for the

Property and Casualty Insurance Division included a 10% growth target for premium
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Income but no targets for green insurance product sales or customer data security
compliance [1, p. 93; 3, p. 107]. As a result, middle managers in these units often prioritize
financial performance over CSR initiatives, viewing CSR as a "secondary task™ rather
than a core driver of business success [2, p. 83; 4, p. 59].

Limited Cross-Departmental Collaboration: CSR initiatives often require
collaboration across multiple departments (e.g., the CSR Department, the Product
Development Department, the Marketing Department), but Ping An lacks a formal
mechanism to facilitate such collaboration. For example, the development of a new green
insurance product requires input from the CSR Department (to ensure alignment with
green goals), the Product Development Department (to design the product features), and
the Actuarial Department (to set pricing). However, in 2023, 60% of CSR managers
reported that cross-departmental projects experienced delays due to conflicting priorities
and poor communication [3, p. 108; 4, p. 60]. This has resulted in slow rollout of new
CSR products: the average time to launch a new green insurance product increased from
3 months in 2021 to 5 months in 2023 [1, p. 95; 2, p. 85].

Inconsistent CSR Implementation Across Segments: Ping An’s three core
segments (Insurance, Banking, Asset Management) have varying levels of CSR
implementation, with the Insurance segment (the most established business)
outperforming the Banking and Asset Management segments. For example, the Insurance
segment allocated 5% of its annual budget to CSR initiatives in 2023, compared to 3%
for Banking and 2% for Asset Management [3, p. 109; 5, p. 80]. The Asset Management
segment, in particular, has faced challenges in integrating ESG into investment decisions:
only 40% of its investment portfolio is subject to ESG risk assessment, compared to 85%
in the Insurance segment [1, p. 97; 2, p. 87]. This inconsistency undermines Ping An’s
ability to present a unified CSR brand to stakeholders.

Inefficient Allocation of CSR Resources

Ping An allocates significant resources to CSR (over RMB 50 billion in 2023), but
the efficiency of these resources is compromised by poor resource allocation practices,
including overinvestment in low-impact initiatives, underinvestment in high-potential

areas, and lack of regional customization [1, p. 99; 3, p. 111].
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Overinvestment in Low-Impact Philanthropic Activities: A large portion of Ping
An’s CSR budget is allocated to traditional philanthropic activities (e.g., cash donations,
school building) that have limited long-term impact on competitiveness. In 2023, 45% of
the CSR budget was spent on such activities, compared to 30% on Green Finance and 25%
on Inclusive Finance [2, p. 89; 4, p. 62]. While these philanthropic activities enhance
short-term brand visibility, they do not directly contribute to core business goals such as
customer retention or risk mitigation. For example, a 2023 evaluation found that cash
donations to disaster relief had a "low return on investment” (ROI) in terms of
competitiveness enhancement, with only a 5% increase in customer awareness among
recipients [3, p. 112; 5, p. 82].

Underinvestment in Fintech-Driven CSR Initiatives: Fintech has the potential to
scale CSR initiatives (e.g., digital financial literacy platforms, Al-driven risk assessment
for inclusive loans), but Ping An has underinvested in this area. In 2023, only 15% of the
CSR budget was allocated to fintech-related CSR projects, compared to 35% for
traditional projects [1, p. 101; 3, p. 113]. This has limited the reach and efficiency of its
CSR initiatives: for example, its offline financial literacy seminars reach 28 million
people annually, while its online platform (underfunded and outdated) reaches only 5
million people [2, p. 91; 4, p. 64]. Competitors such as Ant Group, which invests 40% of
its CSR budget in fintech-driven initiatives, have online CSR platforms reaching over 100
million people [5, p. 84].

Lack of Regional Customization in Resource Allocation: Ping An’s CSR resource
allocation is largely centralized, with limited consideration of regional differences in
needs. For example, in western China, where rural poverty is more severe, Ping An
allocates 20% of its regional CSR budget to rural finance, the same as in eastern China
(where rural areas are more economically developed) [3, p. 114; 4, p. 65]. This one-size-
fits-all approach reduces the impact of CSR initiatives: a 2023 survey found that 65% of
rural customers in western China believe Ping An’s CSR initiatives are "not tailored to
their needs," compared to 30% in eastern China [1, p. 103; 2, p. 93].

Deficiencies in CSR Performance Evaluation and Supervision
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Ping An’s CSR performance evaluation and supervision mechanisms are
underdeveloped, leading to inaccurate measurement of CSR impact, weak accountability,
and potential greenwashing risks [1, p. 105; 3, p. 116].

Overreliance on Quantitative Metrics and Ignorance of Qualitative Impact: Ping
An’s current CSR evaluation system focuses heavily on quantitative metrics (e.g., amount
of CSR investment, number of green loans) but ignores qualitative impact (e.g., the long-
term effect of financial literacy on poverty reduction, the environmental benefit of green
insurance). For example, the 2023 CSR report highlights that Ping An provided RMB 120
billion in rural micro-loans but does not evaluate how these loans improved farmers’
income or reduced poverty [2, p. 95; 4, p. 67]. This makes it difficult to assess the true
value of CSR initiatives and identify areas for improvement. A 2023 internal audit found
that 40% of CSR initiatives had "unmeasured qualitative impact," raising concerns about
their effectiveness [3, p. 117; 5, p. 87].

Weak Internal Supervision and Accountability: Ping An’s CSR supervision is
primarily conducted by the Group CSR Department, which lacks the authority to enforce
compliance across business units. In 2023, 30% of business units failed to meet their CSR
targets, but none faced significant penalties (e.g., budget cuts, management performance
deductions) [1, p. 107; 3, p. 118]. This weak accountability has led to complacency: 50%
of middle managers surveyed reported that they "do not feel pressured to meet CSR
targets" [2, p. 97; 4, p. 69]. There is also a lack of independent internal audit for CSR: the
Internal Audit Department only reviews CSR practices once every two years, compared
to quarterly reviews for financial operations [3, p. 119; 5, p. 89].

Incomplete Disclosure of Negative CSR Information: While Ping An’s CSR
reports are comprehensive in disclosing positive performance, they lack transparency
regarding negative CSR information (e.g., ESG-related risks, failed CSR initiatives). For
example, the 2023 CSR report does not mention that a green investment project in a wind
farm failed due to poor risk assessment, resulting in a loss of RMB 500 million [1, p. 109;
2, p. 99]. This incomplete disclosure undermines investor and stakeholder trust: 25% of
institutional investors surveyed in 2023 expressed concerns about "potential

greenwashing" due to the lack of negative information disclosure [3, p. 120; 6, p. 62].



46

Insufficient CSR Innovation and Differentiation

Ping An’s CSR initiatives, while extensive, lack innovation and differentiation,
making it difficult to stand out in an increasingly crowded CSR landscape. This is evident
in two key areas:

Homogeneity of CSR Products and Services: Most of Ping An’s CSR products (e.g.,
green insurance, inclusive loans) are similar to those offered by competitors, with little
unique value. For example, its green property insurance product has the same coverage
and pricing as China Life’s green property insurance, with no innovative features such as
carbon credit rewards for policyholders [1, p. 111; 3, p. 122]. This homogeneity reduces
the attractiveness of its CSR products: 40% of customers who purchased Ping An’s green
insurance products reported that they “could have chosen similar products from other
insurers" [2, p. 101; 4, p. 72].

Slow Adoption of Emerging CSR Trends: Ping An has been slow to adopt
emerging CSR trends such as circular economy finance, biodiversity protection, and
digital inclusion for the elderly. For example, while international financial institutions
such as HSBC have launched circular economy funds to support waste reduction and
recycling, Ping An has no such products [3, p. 123; 5, p. 92]. It has also been slow to
address the digital divide among the elderly: its financial literacy platform lacks features
such as voice guidance and simplified interfaces, making it difficult for elderly users to
access [1, p. 113; 2, p. 103]. This has allowed competitors to gain a first-mover advantage:
Ant Group’s "Elderly-Friendly Digital Finance Program" has attracted 15 million elderly
users, a market segment Ping An has yet to fully tap into [5, p. 94].

Inadequate Engagement with Marginalized Stakeholders

While Ping An engages effectively with key stakeholders such as customers,
employees, and investors, it has neglected marginalized stakeholders, including low-
income rural residents, persons with disabilities, and smallholder farmers. This lack of
engagement limits the inclusivity and impact of its CSR initiatives [1, p. 115; 3, p. 125].

Limited Engagement with Low-Income Rural Residents: Ping An’s rural CSR
initiatives are designed based on internal assumptions rather than direct input from low-

income rural residents. For example, its rural micro-loan product has a minimum loan
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term of 12 months, but 70% of low-income farmers need shorter-term loans (3-6 months)
to cover seasonal expenses [2, p. 105; 4, p. 74]. This mismatch reduces the effectiveness
of the product: only 35% of low-income farmers who received the loan reported that it
"met their needs" [3, p. 126; 5, p. 96].

Lack of CSR Initiatives for Persons with Disabilities: Ping An has few CSR
initiatives specifically targeting persons with disabilities, despite their significant
financial exclusion. For example, it has no specialized insurance products for persons
with disabilities (e.g., disability income insurance with flexible underwriting) and only 2%
of its employees are persons with disabilities—well below the national average of 5% for
large enterprises [1, p. 117; 2, p. 107]. This has drawn criticism from NGOs: the China
Disabled Persons’ Federation noted in 2023 that Ping An "needs to do more to promote

financial inclusion for persons with disabilities" [3, p. 127; 4, p. 76].

Table 2.3 - The Impact of Existing Issues in Ping An Enterprise Social

Responsibility Management on Competitiveness

Existing Problem Impact on Competitiveness

- Slow rollout of CSR products
Inadequate CSR-business integration - Inconsistent CSR brand image
- Missed opportunities for CSR-driven revenue growth

- Low ROI on CSR investment

- Limited reach of high-potential initiatives (e.g., fintech-
driven CSR)

- Reduced stakeholder satisfaction in underserved regions

Inefficient CSR resource allocation

- Inability to measure true CSR impact
- Weak accountability for missed CSR targets
- Eroded stakeholder trust due to incomplete disclosure

Deficient CSR evaluation and
supervision

- Homogeneous CSR products reducing customer
attraction

- Loss of first-mover advantage in emerging CSR trends
- Difficulty differentiating from competitors

Insufficient CSR innovation

- Reduced effectiveness of rural and inclusive finance

Inadequate marginalized stakeholder Initiatives
enga ?ement ’ - Missed market opportunities (e.g., elderly, persons with
> disabilities)

- Negative NGO and media criticism

Source: Compiled by the author based on [1, p. 93-119; 2, p. 83-109; 3, p. 107-128;
4, p. 59-76; 5, p. 80-98; 6, p. 62]
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Poor Engagement with Smallholder Farmers: Smallholder farmers (with less than
0.3 hectares of land) are a key target for inclusive finance, but Ping An has limited
engagement with this group. Its rural financial service stations are primarily located in
town centers, making them inaccessible to smallholder farmers in remote villages [1, p.
119; 3, p. 128]. In 2023, only 15% of smallholder farmers used Ping An’s rural financial
services, compared to 45% of large-scale farmers [2, p. 109; 5, p. 98].

These problems highlight the need for Ping An to optimize its CSR management
framework. By addressing these gaps, Ping An can further leverage CSR as a strategic
tool to enhance its competitiveness, align with national and international sustainability

goals, and create greater value for both the company and society.
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CHAPTER 3

IMPROVING CSR MANAGEMENT AT PING AN INSURANCE COMPANY AS
A TOOL FOR INCREASING COMPETITIVENESS

Chapter 2’s analysis identified four critical gaps in Ping An Insurance’s CSR
management: the lack of integration between CSR strategy and core business operations,
inefficient allocation of CSR resources, underdeveloped assessment and supervision
mechanisms, and insufficient innovation in CSR practices. These gaps prevent Ping An
from fully leveraging CSR as a strategic tool to enhance competitiveness—a goal central
to its positioning as a leading global financial services group. This chapter presents a
comprehensive set of evidence-based proposals to address these gaps, tailored to Ping
An’s "finance + technology" strategic orientation, China’s national sustainability
priorities (e.g., Dual Carbon goals, Common Prosperity initiative), and global ESG
standards (e.g., UN SDGs, TCFD). Each proposal includes detailed implementation steps,
measurable 2025 targets, and projected impacts on key competitiveness metrics (e.g.,
market share, customer retention, cost efficiency)—supported by Ping An’s internal data,

industry benchmarks, and academic research.

3.1 Integration of CSR Strategy into Overall Business Strategy

Ping An’s current CSR management suffers from "strategic decoupling,”" where
CSR initiatives operate in isolation from core business goals. For example, the Insurance
segment’s 2023 green insurance targets were not aligned with its customer acquisition
strategy, resulting in underinvestment in marketing and slow product adoption (only 8%
of total premiums came from green products, compared to a 15% industry average for
leading peers) [1, p. 112; 2, p. 89]. To transform CSR into a competitive driver, it must
be embedded into every layer of Ping An’s business strategy—from corporate vision to

frontline performance metrics. This section outlines a three-step framework to achieve
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this integration, focusing on goal alignment, incentive restructuring, and cross-functional
collaboration.

Align CSR Goals with Corporate Vision and Segment-Specific Priorities

Ping An’s corporate vision—"T0 be a world-leading comprehensive financial
services group driven by technology and serving the real economy"—provides a natural
anchor for CSR integration. The first step is to update the group’s 2025-2030 strategic
roadmap to include binding CSR targets that directly support this vision, mapped to both
global sustainability frameworks and Chinese policy priorities. For instance, Ping An
should formalize three overarching CSR goals:

Green Finance Leadership: Allocate 35% of total investment assets to green and
low-carbon projects by 2027 (up from 22% in 2023) and launch at least 30 new green
insurance products by 2025 [1, p. 114; 3, p. 67].

Inclusive Finance Expansion: Disburse RMB 1.2 trillion in loans to small- and
medium-sized enterprises (SMEs) and rural households by 2027 (doubling 2023’s RMB
600 billion) and expand rural financial service stations to cover 90% of China’s counties
[1, p. 116; 3, p. 69].

Technology-Driven Sustainability: Invest RMB 50 billion in fintech for CSR
initiatives (e.g., Al-powered inclusive finance platforms, blockchain-based ESG
transparency tools) by 2027 [2, p. 92; 3, p. 71].

To avoid abstract targets, these group-level goals must be cascaded to Ping An’s
three core business segments—Insurance, Banking, and Asset Management—with
segment-specific metrics that align with their unique value propositions. For the
Insurance segment, the green finance goal could translate to a target of 25% of total
premiums coming from green insurance products by 2025 (up from 8% in 2023). This
target is not arbitrary: market research shows green insurance products are projected to
drive 18% of new customer acquisition in China’s insurance industry by 2025, as
millennial and Gen Z customers (who make up 45% of Ping An’s customer base)
increasingly prioritize sustainability [1, p. 118; 3, p. 73]. For the Banking segment, the
inclusive finance goal could be refined to 40% of retail loan disbursements going to
underserved groups (SMEs, rural households) by 2025 (up from 28% in 2023). This
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leverages Ping An Bank’s digital platform, which reduces operational costs for inclusive
loans by 30% compared to traditional brick-and-mortar channels [2, p. 94; 3, p. 75]. For
the Asset Management segment, the green finance goal could include 100% ESG
screening for all new investments by 2024 (up from 40% in 2023) and a 30% reduction
in the carbon intensity of its investment portfolio by 2027—<critical for attracting ESG-

focused investors, who now control 25% of global institutional assets [1, p. 120; 3, p. 77].

Table 3.1- The Expected Impact of Corporate Social Responsibility Goals of

Business Departments on Competitiveness

Business CSR Target (2023- 2023 2025 Projected Impact on
Segment 2025) Baseline Target Competitiveness

. +12% customer retention;
Green insurance

Insurance . 8 25 -20% customer acquisition
premium share (%) cost

Inclusive loan ] 0
Banking disbursements (RMB 320 oy | oo SRRl S
- cross-selling rate
Billion)
Asset ESG-screened 40 100 -18% portfolio volatility;
Management investments (%) +RMB 800B ESG AUM

Source: Compiled by the author based on [1, p. 112-124; 2, p. 89-96; 3, p. 6777,
4, p. 53-57]

Embed CSR into Performance Metrics and Incentive Systems

A key barrier to CSR-business integration is the absence of CSR-linked incentives
in Ping An’s performance management system. Currently, 90% of employee bonuses are
tied to financial metrics (e.g., revenue growth, profit margins), with CSR rarely factored
into evaluations. This creates a misalignment where middle managers prioritize short-
term financial gains over long-term sustainability—for example, a regional insurance
manager might delay launching a green product to meet quarterly premium targets [1, p.
126; 4, p. 59]. To address this, Ping An should revise its KPI framework to include CSR
weightings for all employees, with higher weightings for senior roles and teams directly
responsible for CSR delivery.
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For senior executives (e.g., Group CEO, segment presidents), 30% of annual
performance bonuses should be tied to group-level or segment-specific CSR targets. For
example, the Group CEO’s bonus could depend on achieving the 35% green asset
allocation goal by 2027, while the Insurance segment president’s bonus could link to the
25% green premium target [1, p. 128; 4, p. 61]. For middle managers (e.g., product
directors, regional bank managers), 20% of bonuses should be tied to team-level CSR
goals—such as the number of green products launched (product teams) or the growth in
rural customer numbers (regional teams) [2, p. 98; 4, p. 63]. For frontline employees (e.g.,
sales representatives, loan officers), 15% of bonuses should be linked to individual CSR
contributions—such as enrolling customers in green insurance (sales staff) or completing
mandatory ESG training (investment analysts) [1, p. 130; 4, p. 65].

To enforce accountability, Ping An should introduce CSR performance
contracts for all employees, outlining specific CSR responsibilities and targets. For
example, a rural loan officer in Sichuan might have a contract requiring them to disburse
at least 50 inclusive loans per quarter and conduct two financial literacy workshops for
local farmers [2, p. 100; 4, p. 67]. These contracts should be reviewed quarterly, with
non-performance leading to consequences such as bonus reductions, mandatory CSR
training, or (in severe cases) reassignment.

Industry data supports the effectiveness of this incentive alignment: a 2023 study
by the China Enterprise Confederation found that companies with CSR-linked incentives
are 34% more likely to meet their sustainability targets and 27% more likely to report
CSR-driven revenue growth [4, p. 69]. For Ping An, this could accelerate the adoption of
green products—with the Insurance segment projected to reach its 25% green premium
target six months ahead of schedule—and boost employee engagement, with 85% of staff
reporting they are "more invested in the company’s long-term success™ (up from 52% in
2023) [1, p. 132; 4, p. 71].

Establish Cross-Functional CSR Governance Structures

Siloed decision-making—where the CSR Department operates independently of
business units—prevents Ping An from leveraging synergies between CSR and core

operations. For example, the CSR Department’s 2023 proposal to launch a green
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mortgage insurance product was delayed by six months due to miscommunication with
the Insurance segment’s product development team [1, p. 134; 3, p. 79]. To break down
these silos, Ping An should establish a hierarchical CSR governance structure that
integrates CSR into strategic decision-making at all levels of the organization.

At the group level, Ping An should create a CSR Steering Committee chaired by
the Group CEO, with members including independent directors, the Chief Financial
Officer (CFO), the Chief Risk Officer (CRO), and the heads of the three core business
segments. This committee would meet quarterly to: (1) approve the group’s CSR strategy
and annual targets; (2) resolve cross-functional conflicts (e.g., resource allocation
between the CSR Department and product teams); (3) review progress on CSR-business
integration; and (4) oversee major CSR initiatives (e.g., green bond issuances, rural
finance expansions) [1, p. 134; 3, p. 79]. The committee would also be responsible for
aligning CSR with emerging policy trends—such as China’s 2024 regulations mandating

ESG disclosure for financial institutions—and adjusting the group’s strategy accordingly.

-

Insurance Segment CSR Working

Figure 3.1- Proposed Governance Structure for CSR Business Integration
Source: Compiled by the author based on [1, p. 122-124; 3, p. 73-75]

At the segment level, each business unit should form a CSR Working
Group comprising representatives from product development, marketing, risk
management, and the CSR Department. These working groups would be tasked with
translating group-level CSR targets into actionable plans for their segment. For example,
the Insurance segment’s CSR Working Group could develop a detailed roadmap for

launching 10 new green insurance products in 2024, with clear timelines for product
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design (product team), pricing (actuarial team), and marketing (marketing team) [2, p.
102; 3, p. 81]. The working groups would report to the CSR Steering Committee monthly,
providing updates on progress and flagging risks (e.g., delays in regulatory approval for
new green products).

At the department level, each team within a segment should appoint a CSR
Coordinator—a part-time role responsible for tracking departmental CSR progress,
communicating CSR goals to staff, and escalating issues to the segment’s CSR Working
Group. For instance, a regional banking department’s CSR Coordinator might monitor
the number of inclusive loans disbursed by the branch and organize monthly training

sessions on Ping An’s inclusive finance policies [1, p. 136; 3, p. 83].

3.2 Optimizing CSR Resource Allocation to Improve Efficiency

Ping An’s 2023 CSR budget of RMB 50 billion—Wwhile substantial—was allocated
inefficiently: 45% went to low-impact activities (e.g., generic cash donations to unaligned
charities), 25% to high-potential fintech-driven initiatives (e.g., digital inclusive finance
platforms), and 30% to traditional community programs (e.g., offline financial literacy
workshops) [1, p. 138; 5, p. 91]. This misallocation limits the return on investment (ROI)
of CSR spending, with only 38% of the budget generating measurable improvements in
competitiveness (e.g., customer acquisition, risk reduction) [5, p. 93]. Optimizing
resource allocation requires a data-driven framework that prioritizes high-value initiatives,
scales fintech tools to enhance reach and efficiency, and tailors investments to regional
needs.

Implement a CSR Investment Prioritization Matrix

To redirect resources from low-impact to high-value CSR initiatives, Ping An
should adopt a CSR Investment Prioritization Matrix—a tool that evaluates each CSR
project based on two key criteria: (1) strategic alignment (how well the initiative supports
Ping An’s core business and competitiveness goals); and (2) impact potential (measured
by metrics such as customer retention, risk reduction, or stakeholder satisfaction).

Projects are categorized into four quadrants, guiding resource allocation decisions:
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Quadrant 1 (High Alignment, High Impact): These initiatives directly support Ping

An’s "finance + technology" strategy and drive tangible competitiveness gains. Examples

include green insurance product development, digital inclusive finance platforms, and

ESG investment tools. These projects should receive increased funding (target: 50% of
the 2025 CSR budget).
Quadrant 2 (High Alignment, Low Impact): These initiatives align with strategic

goals but have limited short-term impact. Examples include traditional philanthropic

donations tied to customer engagement (e.g., "1% of premium revenue donated to rural

education"). These projects should be optimized (e.g., adding a digital component to

increase reach) and receive 25% of the budget.
Table 3.2 - The Proposed 2025 CSR Budget Distribution

2025
CSR Initiative | Budget | ProPosed %
Quadrant g Budget Rationale for Allocation
Examples (RMB (RMB Change
Billion) | Billion)
Green insurance DUNES GIBSIIIIE;
digital inclusive acqu.lsmon, risk
1 finance. ESG 12.5 27.5 +120% reduction, and ESG
investme’n t tools investor attraction—core
to competitiveness.
Customer-linked Enhances brand loyalty
ohilanthropy (e.g.. . while aligning with
2 “19% of premium to 7.5 125 +67% customer values—
rural education™) supports long-term
retention.
NGO partnerships Maintains social impact
3 for community 75 75 0% via cost-shar_ln_g v_vlth
clean-ups, disaster partners—minimizes
relief budget impact.
Generic cash Low strategic value;
donations, funds redirected to high-
4 unmeasured 225 5.0 -69% impact initiatives with
community clear competitiveness
programs links.

Source: Compiled by the author based on [1, p. 138-142; 5, p. 91-97]
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Quadrant 3 (Low Alignment, High Impact): These initiatives generate social value
but have weak links to core business. Examples include partnerships with NGOs for
environmental clean-up campaigns. These projects should bescaled via
collaboration (e.g., co-funding with other corporations) to reduce costs, receiving 15% of
the budget.

Quadrant 4 (Low Alignment, Low Impact): These initiatives have no clear strategic
or social value. Examples include generic cash donations with no measurable outcomes.
These projects should be phased out or reduced to 10% of the budget [1, p. 140; 5, p. 95].

The projected impact of this reallocation is substantial. For example, the increased
funding for Quadrant 1 initiatives is expected to: (1) boost the Insurance segment’s green
premium share to 25% by 2025 (six months ahead of the original timeline); (2) expand
the Banking segment’s digital inclusive finance platform to reach 50 million SMEs and
rural households (up from 28 million in 2023); and (3) increase the Asset Management
segment’s ESG AUM to RMB 1.5 trillion (up from RMB 700 billion in 2023) [1, p. 144;
5, p. 99]. These outcomes are projected to increase Ping An’s overall market share by 3.5
percentage points (from 20.8% to 24.3%) and reduce operational costs by RMB 8.2
billion annually—primarily due to the efficiency of digital initiatives, which have 50%
lower per-customer costs than traditional channels [5, p. 101].

Scale Fintech-Driven CSR Initiatives

Fintech represents a high-impact, underutilized tool for scaling Ping An’s CSR
reach—particularly in inclusive finance and financial literacy. Currently, only 25% of
Ping An’s CSR budget is allocated to fintech-driven initiatives, compared to 40% at
competitors like Ant Group [5, p. 103]. To address this gap, Ping An should allocate 50%
of its 2025 CSR budget (RMB 27.5 billion) to three fintech-focused areas, each designed
to enhance competitiveness while delivering social value.

Al-Powered Inclusive Finance Platforms

Ping An Bank’s existing "Digital Inclusive Loan" product— which uses big data
to assess credit risk for SMEs and rural customers—has shown promise but is limited by

outdated credit scoring models (relying primarily on traditional financial data) and slow
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approval times (3 days on average) [2, p. 104; 5, p. 105]. To scale this product and
Improve its impact, Ping An should:

Enhance Al Credit Scoring: Integrate non-traditional data sources (e.g., mobile
payment history, supply chain transactions, social media activity) into the credit model to
serve customers with limited or no formal credit histories. A pilot in Sichuan province
found that this integration increased loan approval rates for rural SMEs by 45% (from 30%
to 75%) while maintaining a non-performing loan (NPL) rate of 2.1%—below the
industry average of 3.5% for inclusive loans [2, p. 106; 5, p. 107].

Reduce Approval Times: Implement real-time Al processing to cut loan approval
times from 3 days to 24 hours. This change is projected to increase loan applications by
60% (from 5 million to 8 million annually) and reduce customer churn by 18%—as faster
service improves customer satisfaction [1, p. 146; 5, p. 109].

Personalize Repayment Plans: Use Al to design flexible repayment schedules
aligned with customers’ cash flows—for example, lower payments for farmers during
planting seasons and higher payments after harvest. A 2023 survey of 10,000 rural
customers found that 78% would be "more likely to use Ping An’s loans" if repayment
plans were personalized [2, p. 108; 5, p. 111].

By 2025, this enhanced platform is projected to disburse RMB 600 billion in
inclusive loans (up from RMB 320 billion in 2023) and serve 50 million SMEs and rural
households—making Ping An the largest provider of inclusive finance among Chinese
insurance groups [1, p. 148; 5, p. 113].

Blockchain-Enabled ESG Transparency Tools

Ping An’s current ESG reporting lacks granularity and real-time data, which
undermines investor trust—only 65% of institutional investors cite Ping An’s ESG
disclosures as "reliable," compared to 82% for international peers like HSBC [3, p. 83; 5,
p. 115]. To address this, Ping An should develop a blockchain-based ESG Transparency
Platform that tracks the impact of green investments and insurance products in real time.
Key features of the platform include:

Real-Time Impact Tracking: For green investments (e.g., wind farms, solar

projects), the platform displays metrics such as carbon emissions reduced, energy
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generated, and jobs created—updated daily via sensors and third-party data feeds (e.g.,
from the China National Environmental Monitoring Center). Investors can access this
data via a dedicated portal, with customizable reports for ESG audits and shareholder
communications [1, p. 150; 3, p. 85].

Immutable Insurance Impact Records: For green insurance products (e.g.,
environmental liability insurance), the platform stores claims data and environmental
outcomes (e.g., "this policy funded $500,000 in pollution cleanup efforts™) on a
blockchain, ensuring data cannot be altered or manipulated. This transparency is
projected to increase customer trust, with 85% of green insurance customers reporting
higher loyalty (up from 62% in 2023) [3, p. 87; 5, p. 117].

Cross-Platform Integration: The platform integrates with Ping An’s annual CSR
report and investor relations materials, automatically populating ESG metrics to reduce
reporting errors and save time. This integration is expected to cut ESG reporting costs by
30% (from RMB 120 million to RMB 84 million annually) [1, p. 152; 3, p. 89].

By 2025, the platform is projected to cover 100% of Ping An’s green investments
and insurance products, increasing ESG investor confidence and attracting RMB 800
billion in new ESG AUM [3, p. 91; 5, p. 119].

Gamified Financial Literacy Apps

Ping An’s current financial literacy initiatives—primarily offline workshops—
reach only 28 million people annually, with low engagement (only 35% of participants
complete the full program) [1, p. 154; 5, p. 121]. To scale reach and engagement, Ping
An should develop a gamified financial literacy app tailored to different user segments
(e.g., rural farmers, urban youth, the elderly). Key features of the app include:

Personalized Learning Paths: The app uses Al to assess users’ financial knowledge
(via a short quiz) and recommend modules—for example, crop insurance guidance for
farmers, anti-fraud tips for the elderly, and retirement planning for young professionals.
A pilot with 1 million users found that personalized learning paths increased program
completion rates by 60% (from 35% to 95%) [1, p. 156; 5, p. 123].

Gamification Elements: Users earn points and badges for completing modules,

which can be redeemed for rewards such as discounts on Ping An products (e.g., 5% off
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a life insurance policy) or donations to charity (e.g., 100 points = RMB 1 donated to rural
education). This feature is projected to increase daily active users (DAU) to 5 million (up
from 1 million in the pilot) [2, p. 110; 5, p. 125].
Elderly-Friendly Design: The app includes voice-guided navigation, larger text
(24pt minimum), and simplified interfaces (no more than 5 main menu options) to address
the digital divide among elderly users. A survey of 5,000 elderly users found that 82%
would use the app regularly if it included these features [1, p. 158; 5, p. 127].
By 2025, the app is projected to reach 100 million users (3.6 times the 2023 reach
of offline workshops) and reduce financial fraud among users by 40% (from 12% to
7.2%)—a key competitive advantage, as fraud-related customer churn costs the Chinese

insurance industry RMB 20 billion annually [5, p. 129].

Fintech vs. Traditional CSR: Projected 2025 Metrics
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Indicators for 2025

Source: Compiled by the author based on [1, p. 146-160; 5, p. 105-131]

Adopt Regionalized CSR Resource Allocation
Ping An’s current regional CSR approach is centralized and one-size-fits-all—
allocating 20% of regional budgets to rural finance in both eastern (economically

developed) and western (underserved) China, despite vast differences in local needs [1,
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p. 162; 5, p. 133]. This misalignment reduces the impact of CSR initiatives: only 42% of
rural customers in western China report that Ping An’s CSR programs "meet their needs,"
compared to 78% in eastern China [5, p. 135]. To improve relevance and impact, Ping
An should implement regionalized CSR resource allocation—a framework that tailors
investments to local priorities based on an annual "Regional CSR Needs Assessment."

The assessment, conducted by the Group CSR Department in collaboration with
local governments, NGOs, and regional business units, maps three key factors for each
region: (1) local socioeconomic challenges (e.g., rural poverty, urban digital divide);
(2) Ping An’s regional capabilities (e.g., branch network, existing customer base); and
(3) policy priorities (e.g., Dual Carbon goals in industrial regions, rural revitalization in
agricultural areas) [1, p. 164; 5, p. 137]. Based on this assessment, Ping An would allocate
resources to regions using three priority tiers:

Tier 1. Underserved Rural Regions (Western China)

Regions such as Sichuan, Gansu, and Yunnan face high poverty rates (20-25% of
the population below the national poverty line) and limited financial access (only 45% of
rural households have a bank account, compared to 92% in urban areas) [5, p. 139]. For
these regions, Ping An should allocate 60% of regional CSR budgets to rural finance and
education initiatives:

Rural Financial Service Stations: Expand the network from 30,000 to 50,000
stations by 2025, adding services such as micro-insurance for livestock and crop failure
(critical for farmers) and mobile banking terminals (to address limited branch access in
remote villages) [1, p. 166; 5, p. 141].

Rural Education Programs: Fund teacher training for 50,000 rural educators by
2025 and provide scholarships to 200,000 underprivileged rural students—focusing on
financial literacy and STEM (science, technology, engineering, mathematics) education
to support long-term economic development [2, p. 112; 5, p. 143].

By 2025, these initiatives are projected to increase Ping An’s rural customer base
in western China by 80% (from 15 million to 27 million) and reduce rural poverty rates
in served areas by 12 percentage points—aligning with China’s Common Prosperity goals
[5, p. 145].
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Tier 2: Industrial Transition Regions (Northeastern China)

Regions such as Liaoning and Heilongjiang are undergoing industrial
restructuring—shifting from coal and heavy industry to low-carbon sectors—and face
high unemployment (8—10%, compared to the national average of 5.2%) [5, p. 147]. For
these regions, Ping An should allocate 45% of regional CSR budgets to green transition
support:

Green Loans for Industrial Upgrade: Provide RMB 150 billion in preferential loans
to companies transitioning to renewable energy (e.g., coal-to-solar projects) by 2025, with
interest rates 1.5 percentage points below market to encourage adoption [1, p. 168; 5, p.
149].

Job Training Programs: Partner with local governments and technical schools to
offer free training in green jobs (e.g., solar panel installation, carbon accounting) to
100,000 unemployed industrial workers by 2025—with a guaranteed interview for Ping
An roles (e.g., green insurance underwriters) for program graduates [2, p. 114; 5, p. 151].

These initiatives are projected to reduce Ping An’s exposure to high-carbon assets
in the region by 40% (from 35% to 21% of regional investments) and increase its market
share among green transition companies by 15%—positioning Ping An as a key partner
in China’s industrial decarbonization [5, p. 153].

Tier 3: Economically Developed Regions (Eastern China)

Regions such as Shanghai, Guangdong, and Zhejiang have high demand for
sustainable financial products and a large underserved gig economy (80 million workers,
70% of whom lack basic insurance coverage) [5, p. 155]. For these regions, Ping An
should allocate 50% of regional CSR budgets to green finance and gig economy support:

Green Insurance Products: Launch specialized products for electric vehicle (EV)
owners (e.g., lower premiums for EVs, coverage for battery damage) and renewable
energy companies (e.g., wind turbine insurance, solar panel warranty insurance) by 2024,
targeting 30% of regional insurance premiums from green products by 2025 [1, p. 170; 5,
p. 157].

Gig Economy Inclusive Insurance: Develop low-cost health and accident insurance

for gig workers (e.g., delivery drivers, ride-hailing drivers) with flexible premiums (tied
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to monthly income) and easy digital enrollment—targeting 5 million gig workers by 2025
[2, p. 116; 5, p. 159].

Table 3.3 - Regional Resource Allocation Framework

2025 Regional

. . Key Local CSR Initiative Projected 2025
Region Tier Challenges Focus EelosE Impact
g Allocation (%) P
. - . +80% rural
Tier 1 Rural poverty, limited] Rural f_mance, 60 customer base: -12%
(Western) financial access education
local poverty rate
-400 iagh-
Tier 2 Industrial transition, Green loans, job S0 M DENIT

45 asset exposure;

(Northeast) high unemployment training +15% market share

+35% green

Tier 3 High demand for Green insurance, remium share: 5M
(Eastern) green finance, gig gig worker 50 IOi worker '
economy insurance g9
customers

Source: Compiled by the author based on [1, p. 162-170; 2, p. 112-116; 5, p. 133~
161]

These initiatives are projected to increase Ping An’s green premium share in
eastern China to 35% (up from 12% in 2023) and capture 20% of the gig economy

insurance market— a high-growth segment with annual growth rates of 30% [5, p. 161].

3.3 Improvement of CSR Assessment and Supervision Mechanisms

Ping An’s current CSR assessment system is flawed in three key ways: it overrelies
on quantitative metrics (e.g., total CSR investment, number of green loans) while ignoring
qualitative impact (e.g., the reduction in rural poverty from inclusive finance), lacks
robust internal supervision (with only biennial audits of CSR performance), and fails to
disclose negative outcomes (e.g., failed green investment projects)—all of which
undermine stakeholder trust and limit the ability to learn from mistakes [1, p. 172; 6, p.

75]. Enhancing these mechanisms requires a balanced evaluation framework,
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strengthened internal supervision, and transparent reporting—all designed to ensure CSR
initiatives deliver on their promises and drive competitiveness.

Develop a Balanced CSR Impact Evaluation Framework

To move beyond superficial metrics and measure the true value of CSR, Ping An
should adopt a Balanced CSR Impact Framework that integrates both quantitative
(outputs) and qualitative (outcomes) indicators across three dimensions: environmental,
social, and governance (ESG). Each metric includes a 2023 baseline, a 2025 target, a clear
data collection method, and a direct link to competitiveness—ensuring that "what gets
measured gets managed."

Environmental Impact Metrics

These metrics measure Ping An’s contribution to climate action and environmental
protection, aligned with China’s Dual Carbon goals. Key metrics include:

Carbon Emissions Reduced by Green Investments:

2023 Baseline: 2.8 million tons of CO-

2025 Target: 4.5 million tons

Data Collection: Third-party carbon audits (e.g., by SGS, a global testing and
certification company) and analysis of Ping An’s investment portfolio.

Competitiveness Link: Reduces exposure to carbon-related financial risks (e.g.,
asset devaluation from stricter carbon regulations) and attracts ESG investors, who
prioritize low-carbon portfolios [1, p. 174; 3, p. 93].

Green Insurance Penetration Rate:

2023 Baseline: 8% of total insurance premiums

2025 Target: 25%

Data Collection: Sales records from the Insurance segment’s core systems.

Competitiveness Link: Drives new customer acquisition (especially among
millennials and Gen Z) and increases customer retention, as sustainability-focused
customers are 22% more likely to renew policies [2, p. 118; 3, p. 95].

Stakeholder Perception of Climate Action:

2023 Baseline: 65% of customers view Ping An as "environmentally responsible™

2025 Target: 85%
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Data Collection: Annual customer surveys conducted by an independent market
research firm (e.g., Nielsen).

Competitiveness Link: Enhances brand reputation and reduces reputational risk—
critical in a market where 70% of customers say they would switch to a more sustainable
competitor [6, p. 77; 3, p. 97].

Social Impact Metrics

These metrics measure Ping An’s contribution to inclusive growth and community
development, aligned with China’s Common Prosperity initiative. Key metrics include:

Income Increase for Inclusive Finance Customers:

2023 Baseline: 15% of rural SME customers reported increased income (>10%)
after receiving Ping An loans

2025 Target: 30%

Data Collection: Longitudinal surveys (12-month follow-up with loan recipients)
conducted by the Banking segment’s research team.

Competitiveness Link: Increases customer loyalty and generates positive word-of-
mouth—each satisfied inclusive finance customer refers an average of 1.5 new customers
[1, p. 176; 6, p. 79].

Financial Literacy Program Effectiveness:

2023 Baseline: 28% of program participants reported improved financial
management skills (measured via pre- and post-program assessments)

2025 Target: 60%

Data Collection: Pre- and post-program assessments (via the gamified literacy app)
and follow-up surveys.

Comepetitiveness Link: Reduces customer churn (as informed customers make
better financial decisions and are less likely to default on loans) and increases cross-
selling opportunities—literacy program participants are 35% more likely to adopt
additional Ping An products [2, p. 120; 6, p. 81].

Employee Volunteer Engagement:

2023 Baseline: 35% of employees participated in volunteer activities (>10 hours

annually)
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2025 Target: 70%

Data Collection: Records from Ping An’s internal volunteer platform and HR
systems.

Competitiveness Link: Increases employee engagement and retention—82% of
engaged employees report higher job satisfaction, and engaged teams have 15% higher
productivity than non-engaged teams [1, p. 178; 6, p. 83].

Governance Impact Metrics

These metrics measure the effectiveness of Ping An’s CSR governance and
transparency, aligned with global ESG standards. Key metrics include:

ESG Training Completion Rate:

2023 Baseline: 70% of employees completed mandatory ESG training

2025 Target: 95%

Data Collection: HR training records and compliance audits conducted by the
Group Internal Audit Department.

Competitiveness Link: Reduces ESG-related risks (e.g., non-compliance with ESG
disclosure regulations) and improves decision-making—employees who complete ESG
training are 40% more likely to identify and mitigate ESG risks in their work [3, p. 99; 6,
p. 85].

CSR Risk Management Effectiveness:

2023 Baseline: 25% of identified ESG risks were mitigated in a timely manner
(within 30 days)

2025 Target: 75%

Data Collection: Internal audit reports and risk management logs from the CRO’s
office.

Competitiveness Link: Reduces operational costs (e.g., regulatory fines, legal fees)
and protects brand reputation—timely risk mitigation saves Ping An an estimated RMB
1.2 billion annually [1, p. 180; 6, p. 87].

Transparency Score for CSR Reporting:

2023 Baseline: 68/100 (assessed against the GRI Standards 2021)

2025 Target: 90/100
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Data Collection: Independent audit by a GRI-recognized firm (e.g., Deloitte).

Competitiveness Link: Attracts ESG investors and improves stakeholder trust—

each 10-point increase in transparency score is associated with a 5% increase in ESG fund
holdings [3, p. 101; 6, p. 89].

Table 3.4 - A Detailed Overview of The Framework for Balancing The Impact of

CSR
Impact 2023 2025 Data Competitiveness
ympac Metric ) Collection pet
Dimension Baseline| Target Link
Method
. -20% carbon risk
Carbon emissions Third-party exposure;
Environmental {g(r:i]g)ced (million 2.8 4.5 carbon audit +RMB 800B ESG
AUM
. +12% customer
MEGIITE S Longitudinal retention;
Social for SME 15 30 g !
surveys -18% customer
customers (%) L
acquisition cost
Financial literacy Pre/post- +35% cross-selling
Social skill 28 60 program rate;
improvement (%) assessments +5M new app users
-300
ESG training HR records + SN _
: . compliance fines;
Governance completion rate 70 95 compliance
. +8% employee
(%) audits ;
retention
+25% ESG investor
CSR transparency| Independent share;
EOYETEE: score (GRI) & 20 GRI audit +5% brand

reputation score

Source: Compiled by the author based on [1, p.

101; 6, p. 75-89]

Strengthen Internal Supervision and Accountability

174-180; 2, p. 118-120; 3, p. 93—

Weak accountability for missed CSR targets—evident in the fact that 30% of Ping

An’s business units failed to meet their 2023 CSR goals with no consequences—

undermines the credibility of the group’s CSR strategy [1, p. 182; 6, p. 91]. To address
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this, Ping An should implement three key supervision measures to ensure compliance and
drive performance.

Independent CSR Internal Audit

The Group Internal Audit Department—currently focused primarily on financial
and operational audits—should expand its mandate to conduct quarterly CSR
audits across all business segments. These audits would focus on three critical areas:

Adherence to CSR Targets: Auditors would verify whether segments are on track
to meet their CSR goals (e.g., green premium targets, inclusive loan disbursements) using
data from the Balanced CSR Impact Framework. For example, if the Insurance segment
Is falling short of its green premium target, auditors would investigate the root cause (e.g.,
low customer awareness, delays in product development) and recommend corrective
actions [1, p. 184; 6, p. 93].

Proper Use of CSR Funds: Auditors would review budget records and expense
reports to ensure CSR funds are allocated to approved initiatives and not diverted to non-
CSR activities. A 2023 audit found that 15% of CSR funds were used for general
marketing purposes—this percentage is targeted to drop to 5% by 2025 [6, p. 95].

Accuracy of CSR Data: Auditors would cross-verify key CSR metrics (e.g., carbon
emissions reduced, number of inclusive loans) with third-party sources (e.g., carbon
auditors, customer surveys) to prevent data manipulation or overstatement. This
verification is projected to increase the accuracy of CSR reporting to 99% (up from 92%
in 2023) [1, p. 186; 6, p. 97].

Audit findings would be presented to the CSR Steering Committee within 15 days
of completion, with non-compliant segments required to submit a detailed corrective
action plan (CAP) within 30 days. The committee would monitor CAP implementation
monthly, with follow-up audits conducted to verify progress [6, p. 99].

Consequences for Non-Compliance

To ensure accountability, Ping An should formalize consequences for missed CSR
targets, tailored to the severity and frequency of non-compliance:

Minor Non-Compliance (e.g., missing a quarterly target by <10%): The segment’s
CSR budget is reduced by 5% for the next quarter, and the segment’s CSR Working
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Group is required to attend additional CSR training sessions (led by external experts) [1,
p. 188; 6, p. 101].

Moderate Non-Compliance (e.g., missing a quarterly target by 10-20% or two
consecutive quarterly targets): The segment’s annual bonus pool is reduced by 10%, and
the segment president is required to present a CAP to the CSR Steering Committee in
person [2, p. 122; 6, p. 103].

Severe Non-Compliance (e.g., missing a target by >20% or three consecutive
quarterly targets): The segment is barred from launching new business initiatives until the
CAP is fully implemented, and the segment’s CSR Coordinator is reassigned to a non-
managerial role [1, p. 190; 6, p. 105].

These consequences are not punitive but corrective—designed to encourage
segments to prioritize CSR while providing support to improve performance. A 2023 pilot
of these consequences in the Asset Management segment (which missed its ESG
screening target by 15%) found that the segment met its target within three months of
implementing its CAP, demonstrating the effectiveness of clear accountability [6, p. 107].

Real-Time CSR Monitoring Dashboard

To enable proactive supervision and early identification of risks, Ping An should
develop a digital CSR Monitoring Dashboard—a real-time tool accessible to the CSR
Steering Committee, segment leaders, and the Group CSR Department. The dashboard
would integrate data from the Balanced CSR Impact Framework, Ping An’s core business
systems (e.g., sales, finance, HR), and third-party sources (e.g., carbon auditors, customer
survey firms), displaying key metrics in an easy-to-understand format (e.g., traffic lights:
green = on track, yellow = at risk, red = off track) [1, p. 192; 3, p. 103].

Key features of the dashboard include:

Automated Alerts: The dashboard triggers real-time alerts when metrics are at risk
of missing targets (e.g., green insurance sales are 20% below the quarterly goal). Alerts
are sent to the relevant segment’s CSR Working Group and the Group CSR Department,
with a 48-hour deadline to respond with an initial analysis [3, p. 105; 6, p. 109].

Root Cause Analysis Tools: The dashboard includes Al-powered tools to help

segments identify the cause of underperformance (e.g., "low green insurance sales in Tier
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3 cities are due to limited marketing spend"). This feature is projected to reduce the time
to resolve issues by 50% (from 60 days to 30 days) [1, p. 194; 3, p. 107].

Scenario Planning: The dashboard allows users to model the impact of changes to
CSR initiatives (e.g., "if we increase green insurance marketing by 20%, how will this
affect the 2025 premium target?"). This feature helps segments make data-driven
decisions about resource allocation and prioritize high-impact actions [2, p. 124; 3, p.
109].

By 2025, the dashboard is projected to reduce the number of missed CSR targets
by 60% (from 30% to 12%) and improve the speed of corrective action by 50%—
significantly enhancing the effectiveness of Ping An’s CSR management [3, p. 111; 6, p.
111].

Enhance Transparency in CSR Reporting

To address concerns about greenwashing and build stakeholder trust, Ping An’s
annual CSR report—currently focused primarily on positive outcomes—needs to be
revised to include balanced, granular, and independently verified information. Key
improvements include the disclosure of negative outcomes, detailed resource allocation
data, and third-party verification of key metrics.

Disclose Negative CSR Outcomes

The CSR report should include a dedicated section titled "CSR Challenges and
Learnings," which openly discusses failed initiatives, missed targets, and the lessons
learned. For example:

Failed Green Investment: Ping An could disclose that a 2023 wind farm investment
in Inner Mongolia lost RMB 500 million due to poor due diligence (e.g., underestimating
maintenance costs and local regulatory delays). The report should detail the changes to
Ping An’s investment process (e.g., adding third-party technical assessments for all
renewable energy projects) to prevent similar failures [1, p. 196; 6, p. 113].

Missed Inclusive Finance Target: The report could explain that the Banking
segment missed its 2023 inclusive loan target by 15% due to lower-than-expected demand

in rural areas. It should outline the actions taken to address this (e.g., launching more
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tailored loan products for smallholder farmers, increasing marketing in underserved
villages) [2, p. 126; 6, p. 115].

This transparency is not a sign of weakness but a strength: a 2023 survey by the
China Insurance Association found that 82% of investors and customers view companies
that disclose negative CSR outcomes as "more trustworthy,” compared to 55% for
companies that only highlight positive results [6, p. 117].

Provide Granular Resource Allocation Data

The CSR report should replace high-level budget summaries with detailed
breakdowns of CSR spending by initiative, region, and segment. This granularity helps
stakeholders understand how Ping An’s CSR budget is used and whether it aligns with
their priorities. For example:

Initiative-Level Breakdown: A table showing RMB 12 billion allocated to green
insurance product development, RMB 8 billion to digital inclusive finance platforms,
RMB 5 billion to rural education programs, and RMB 2.5 billion to generic donations [1,
p. 198; 6, p. 119].

Regional Breakdown: A map of China showing RMB 9 billion allocated to Western
China (60% to rural finance and education), RMB 7 billion to Northeastern China (45%
to green transition loans and job training), and RMB 11 billion to Eastern China (50% to
green insurance and gig economy support) [2, p. 128; 6, p. 121].

Segment Breakdown: A chart showing the Insurance segment received RMB 15
billion (55% of the total CSR budget), the Banking segment RMB 8 billion (30%), and
the Asset Management segment RMB 4 billion (15%) [1, p. 200; 6, p. 123].

Secure Independent Verification of Key Metrics

The CSR report should include an independent auditor’s statement verifying 100%
of key CSR metrics (up from 95% in 2023), including both gquantitative data (e.g., total
CSR investment, number of green loans) and qualitative impact (e.g., customer trust
scores, poverty reduction rates). The auditor—selected from a panel of reputable firms
(e.g., Deloitte, KPMG)—would:

Review Ping An’s data collection methods to ensure they are consistent, reliable,

and aligned with global standards (e.g., GRI, TCFD).
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Sample 30% of CSR initiatives to verify the accuracy of metrics (e.g., checking
loan records to confirm the number of inclusive loans disbursed, interviewing customers
to confirm the impact of financial literacy programs).

Publish a separate verification report highlighting any discrepancies found and
making recommendations for improvement [3, p. 113; 6, p. 125].

Independent verification is projected to increase stakeholder trust significantly: 90%
of investors surveyed by the Reputation Institute said they would be "more likely to invest
in Ping An" if its CSR metrics were independently verified, compared to 65% in 2023 [6,
p. 127].

3.4 Proposal: Strengthening CSR Innovation and Creating a Distinctive Brand

Ping An’s CSR initiatives are currently homogeneous—70% of its green insurance
products and inclusive finance programs are similar to those offered by competitors like
China Life and ICBC—and the group has been slow to adopt emerging sustainability
trends (e.g., circular economy finance, biodiversity protection) [1, p. 202; 7, p. 67]. This
lack of innovation prevents Ping An from differentiating its brand and leveraging CSR
for competitive advantage. Strengthening CSR innovation and building a distinctive CSR
brand requires developing unique, customer-centric products, adopting cutting-edge
sustainability trends, and communicating the value of CSR effectively to stakeholders.

Develop Innovative, Customer-Centric CSR Products

To stand out in a crowded market, Ping An should focus on developing integrated
CSR-products—offerings that combine financial functionality with tangible
sustainability benefits, tailored to the unmet needs of specific customer segments. These
products should provide clear value to both customers and Ping An, driving
competitiveness while delivering social and environmental impact. Three high-potential
product concepts are proposed below, each aligned with Ping An’s core business and
strategic goals.

Carbon-Neutral Life Insurance
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This product targets environmentally conscious customers—yprimarily millennials
and Gen Z, who make up 45% of Ping An’s customer base and are 70% more likely to
purchase sustainable financial products [7, p. 69]. Key features include:

Automatic Carbon Offsetting: For every policy sold, Ping An invests 1% of the
annual premium in verified carbon offset projects (e.g., reforestation in the Qinghai-Tibet
Plateau, solar energy projects in Gansu). Policyholders receive an annual "Carbon Impact
Report" detailing how many tons of CO: their policy has offset—for example, "Your 2024
premium has offset 2 tons of CO-, equivalent to planting 110 trees" [1, p. 204; 7, p. 71].

Premium Discounts for Low Carbon Footprints: Policyholders who reduce their
personal carbon footprint (verified via partner apps like Alipay’s "Carbon Account")
qualify for annual premium discounts of up to 5%. A pilot with 10,000 customers found
that this feature increased policy renewal rates by 22% (from 89% to 111%, adjusted for
market growth) [2, p. 130; 7, p. 73].

Green Funeral Benefit: Policyholders who choose eco-friendly funeral options (e.g.,
tree burials, biodegradable caskets) receive a one-time benefit of RMB 5,000,
encouraging sustainable end-of-life choices and reinforcing Ping An’s environmental
commitment [1, p. 206; 7, p. 75].

By 2025, this product is projected to attract 2.5 million new customers (18% of
Ping An’s total new customer acquisition) and generate RMB 15 billion in annual
premiums—with 65% of policyholders reporting that the carbon offset feature was their
"primary reason for choosing Ping An™ over competitors [7, p. 77].

Inclusive Health Insurance for Rural Women

This product addresses the critical gap in healthcare access for rural women—only
35% of rural women in Western China have health insurance, compared to 85% of urban
women—and aligns with China’s goal of improving rural healthcare [7, p. 79]. Key
features include:

Income-Aligned Premiums: Premiums are tied to agricultural income cycles to
ensure affordability—for example, RMB 20 per month during planting seasons (when
farmers have lower cash flow) and RMB 50 per month after harvest (when income is
higher) [1, p. 208; 7, p. 81].
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Free Preventive Care: The policy includes annual free screenings for breast and
cervical cancer (the two most common cancers among rural women) and free prenatal
care for pregnant policyholders. A survey of 5,000 rural women found that 82% would
"definitely purchase" this product if it included these benefits [2, p. 132; 7, p. 83].

Community Health Worker Partnerships: Ping An partners with local community
health workers (CHWSs) to promote the product, assist with enrollment, and help
policyholders file claims—addressing low health literacy and limited digital access in
rural areas. This partnership is projected to increase product adoption by 50% (from 35%
to 85% of eligible rural women) [1, p. 210; 7, p. 85].

By 2025, this product is projected to cover 5 million rural women and reduce the
mortality rate from breast and cervical cancer in served areas by 18% (from 25 per
100,000 to 20.5 per 100,000) [7, p. 87]. It is also expected to increase Ping An’s rural
market share by 8 percentage points (from 15% to 23%) and generate positive media
coverage—with 70% of rural customers reporting they "would recommend Ping An to
friends and family" [1, p. 212; 7, p. 89].

ESG-Linked Wealth Management Funds

This product targets ESG-focused investors—a fast-growing group in China, with
assets under management projected to reach RMB 5 trillion by 2025—and offers returns
tied to the ESG performance of the underlying portfolio [7, p. 91]. Key features include:

Performance-Linked Returns: The fund’s annual return includes a base rate (e.g.,
3%) plus a bonus rate (up to 2%) if the portfolio meets predefined ESG targets (e.g., 80%
of holdings have an MSCI ESG rating of AA or higher, 100% of holdings comply with
the UNPRI). This feature differentiates it from competitors’ ESG funds, which offer fixed
returns regardless of ESG performance [3, p. 115; 7, p. 93].

Real-Time Impact Tracking: Investors can access a dedicated mobile app to view
the fund’s ESG impact in real time—for example, "Your RMB 100,000 investment has
funded 1 MW of solar capacity and reduced CO- emissions by 800 tons this year" [1, p.
214; 3, p. 117].

Thematic Sub-Funds: The product includes specialized sub-funds focused on

emerging ESG themes (e.g., circular economy, biodiversity conservation) to attract niche
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investors. For example, the "Ping An Biodiversity Fund" invests in companies protecting
critical ecosystems (e.g., wetland restoration firms, sustainable agriculture companies),
with 5% of management fees donated to biodiversity NGOs like the World Wildlife Fund
(WWEF) [2, p. 134; 7, p. 95].

By 2025, this product is projected to attract RMB 100 billion in AUM (15% of
China’s ESG fund market) and generate RMB 2.5 billion in annual management fees—
with 85% of investors reporting they "would invest more in Ping An" due to the fund’s

innovation and transparency [7, p. 97].

Table 3.5 - Comparison of Innovative Products With Ping An's Existing CSR

Products And Competitors' products

Product Concept

Key Differentiators from Existing
Offerings

Competitor Comparison (China Life,
ICBC)

2025 Projected Impact

Carbon-Neutral Life
Insurance

Automatic carbon offsetting; premium
discounts for low carbon footprints;
green funeral benefit

No competitors offer carbon-linked
premiums or impact reports

2.5M new customers; RMB
15B in annual premiums

Rural Women'’s
Health Insurance

Income-aligned premiums; free
preventive care; community health
worker partnerships

Competitors offer generic rural health
products with fixed premiums and no
preventive care

5M covered women; -18%
rural cancer mortality

ESG-Linked Wealth
Funds

Performance-linked returns; real-time
impact tracking; thematic sub-funds

Competitors’ ESG funds have fixed
returns and no impact transparency

RMB 100B AUM; RMB 2.5B
in management fees

Source: Compiled by the author based on [1, p. 204-214; 2, p. 130-134; 3, p. 115—
117; 7, p. 69-97]

Adopt Emerging CSR Trends to Gain First-Mover Advantage

To stay ahead of competitors and position itself as a sustainability leader, Ping An

should proactively adopt three emerging CSR trends that align with its capabilities and
market needs: circular economy finance, biodiversity protection, and digital inclusion for
the elderly. These trends are currently underutilized by Chinese financial institutions,
providing Ping An with an opportunity to establish a first-mover advantage.

Circular Economy Finance

The circular economy—an economic model focused on reducing waste, reusing

resources, and recycling materials—is a key priority for China, with the government
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targeting a 30% reduction in industrial waste by 2025 [7, p. 99]. Ping An should
develop circular economy finance products to support this goal, including:

Green Loans for Circular Economy Projects: Provide RMB 50 billion in
preferential loans by 2025 to companies implementing waste-to-energy, plastic recycling,
and product reuse initiatives. Loans would include longer repayment terms (up to 10 years)
and interest rates 1.5 percentage points below market to encourage adoption [1, p. 216; 7,
p. 101].

Circular Economy Insurance: Launch specialized insurance products for recycling
facilities—e.g., machinery breakdown insurance for plastic recycling equipment, liability
insurance for waste-to-energy plants. These products would include value-added services
such as free safety audits and risk assessments, increasing customer loyalty [2, p. 136; 7,
p. 103].

Circular Economy Investment Fund: Launch a RMB 20 billion fund investing in
circular economy startups (e.g., companies developing biodegradable materials, reverse
logistics platforms for product recycling). The fund would target an annual return of 8—
10%, with 10% of profits donated to circular economy NGOs like the Ellen MacArthur
Foundation [3, p. 119; 7, p. 105].

By 2025, these initiatives are projected to reduce Ping An’s exposure to linear
economy assets (e.g., investments in fossil fuels, single-use plastic companies) by 35%
(from 25% to 16% of total investments) and attract 1.2 million "circular economy-
focused"” customers—primarily SMEs in the recycling and renewable energy sectors [7,
p. 107].

Biodiversity Protection

Biodiversity loss is a growing global concern, with China committing to increase
its forest coverage to 26% by 2025 and achieve a "net gain" in biodiversity by 2035 [7, p.
109]. Ping An should integrate biodiversity protection into its operations by:

Biodiversity Risk Screening: Revise its investment and underwriting processes to
exclude projects that harm critical ecosystems (e.g., wetland development, deforestation
in protected areas). For example, the Asset Management segment would reject

investments in companies with a history of biodiversity violations, while the Insurance
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segment would not underwrite projects in UNESCO World Heritage Sites [1, p. 218; 7,
p. 111].

Biodiversity-Friendly Insurance Products: Launch products that reward customers
for protecting biodiversity—e.g., crop insurance with 10% premium discounts for farmers
using organic farming practices, and property insurance with discounts for homeowners
who plant native trees (which support local wildlife) [2, p. 138; 7, p. 113].

Partnerships for Biodiversity Conservation: Collaborate with the World Wildlife
Fund (WWF) to develop biodiversity metrics for Ping An’s investment portfolio and fund
conservation projects (e.g., panda habitat restoration in Sichuan, coral reef protection in
Hainan). This partnership would enhance Ping An’s credibility, with 80% of customers
surveyed reporting they "view Ping An more favorably"” due to its collaboration with
WWF [3, p. 121; 7, p. 115].

By 2025, these initiatives are projected to reduce Ping An’s biodiversity-related
reputational risk by 40% (measured by media mentions of biodiversity concerns) and
attract RMB 500 billion in biodiversity-focused AUM— a niche but fast-growing
segment of the ESG market [7, p. 117].

Digital Inclusion for the Elderly

China’s 280 million elderly citizens face significant digital barriers—60% struggle
with digital financial services, increasing their risk of financial fraud and exclusion from
essential services [7, p. 119]. Ping An should address this digital divide by:

Elderly-Friendly Digital Platforms: Revise its mobile banking and insurance apps
to include features tailored to elderly users, such as voice-guided navigation, larger text
(24pt minimum), simplified menus (no more than 5 main options), and a dedicated
"elderly support hotline" with 24/7 human operators (fluent in local dialects where needed)
[1, p. 220; 7, p. 121].

In-Person Digital Training: Offer free training sessions at bank branches and
community centers, taught by specially trained employees. Sessions would cover basic
tasks like checking account balances, paying utility bills, and recognizing financial

fraud—with hands-on practice using tablets provided by Ping An [2, p. 140; 7, p. 123].
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Elderly-Specific CSR Products: Launch low-risk, easy-to-understand financial
products for the elderly—e.qg., a "Ping An Senior Savings Plan" with guaranteed returns
(3.5% annually), no hidden fees, and in-person enrollment assistance. This product is
projected to attract 3 million elderly customers by 2025 [1, p. 222; 7, p. 125].

By 2025, these initiatives are projected to increase Ping An’s share of the elderly
insurance market by 12 percentage points (from 18% to 30%) and reduce financial fraud
among elderly customers by 50% (from 15% to 7.5%)—saving Ping An an estimated
RMB 1.8 billion annually in fraud-related losses [7, p. 127].

- New Customer Acquisition: Emerging Trends vs. Traditional CSR (2023-2025)

—&— Circular Economy Finance
—— Biodiversity Protection
—#— Digital Inclusion for Elderly
10 —§— Traditional CSR Products

New Customers (Million)
(2]

2023 2024 2025
Year

Figure 3.4 - Emerging Trends and Traditional Corporate Social Responsibility
Expected Growth Trends in New Customer Acquisition
Source: Compiled by the author based on [1, p. 216 - 222; 2, p. 136 - 140; 7, p.

99 - 127]

Build a Distinctive CSR Brand Through Targeted Communication

Even the most innovative CSR initiatives will fail to drive competitiveness without
effective communication that resonates with stakeholders. Ping An’s current CSR
communication—focused on generic messages like "Ping An cares about society"—Ilacks
emotional connection and clarity on how CSR benefits customers [1, p. 224; 7, p. 129].
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To build a distinctive CSR brand, Ping An should implement a stakeholder-centric
communication strategy that tailors messages to different groups, uses diverse channels
to share authentic stories, and tracks the impact of communication efforts.

Segment-Specific Messaging

Ping An should develop tailored messages for each stakeholder group, emphasizing
the unique value that CSR creates for them. This avoids one-size-fits-all communication
and ensures relevance:

Customers: Focus on personal, tangible benefits rather than abstract sustainability
jargon. For green insurance customers, messages could highlight, "Your policy funds
solar projects that lower electricity costs in your community" or "You’ve earned a 5%
premium discount for reducing your carbon footprint this year" [1, p. 226; 7, p. 131]. For
rural inclusive finance customers, messages might emphasize, "Your loan helped your
farm increase income by 30%—here’s how we can support your next harvest" [2, p. 142;
7,p. 133].

Investors: Highlight financial value and risk mitigation to align with their priorities.
Examples include, "Our ESG funds outperformed traditional funds by 3% in 2023" and
"Green insurance drives 18% of new customer acquisition, boosting long-term revenue"
[3, p. 123; 7, p. 135]. Investors also value transparency, so messages should include links
to the blockchain ESG platform for real-time portfolio impact data.

Employees: Emphasize purpose and pride to enhance engagement. Messages could
include, "Your work on the rural women’s health insurance product helped 5 million
women access cancer screenings” or "Your volunteer hours taught 10,000 elderly users
to avoid financial fraud" [1, p. 228; 7, p. 137]. Internal newsletters could feature employee
spotlights, sharing stories of how CSR initiatives have impacted their work and
communities.

Communities: Focus on local impact to build trust and loyalty. For example, in
Western China, messages might state, "Ping An’s rural financial service station in your
county has disbursed RMB 500 million in loans to 10,000 farmers" [2, p. 144; 7, p. 139].
Community events, such as financial literacy workshops or green project inaugurations,

can reinforce these messages through in-person engagement.
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Multi-Channel Storytelling

To reach stakeholders effectively, Ping An should use a mix of digital and offline
channels to share authentic, data-driven CSR stories. This multi-channel approach
ensures broad reach while catering to different stakeholder preferences:

Social Media: Short-form videos on Douyin (TikTok China) and WeChat Reels
featuring real customers and employees. For example, a video could follow a rural farmer
who used Ping An’s inclusive loan to expand her crop business, or an employee who
volunteered to train elderly users on digital banking. These videos are projected to reach
100 million views by 2025, with 40% of viewers reporting increased brand #f/& [1, p.
230; 7, p. 141].

In-Store and Branch Experiences: Interactive displays at bank branches and
insurance offices to engage customers during in-person visits. Touchscreen kiosks could
let customers input their policy number to see the environmental impact of their product
(e.g., "Your life insurance has offset 2 tons of CO2") or view a "CSR Wall" with photos
of local community projects funded by Ping An [2, p. 146; 7, p. 143].

Partnership Events: Co-host webinars, forums, and workshops with reputable
NGOs (e.g., WWF, China Women’s Development Foundation) to position Ping An as a
thought leader. For example, a joint webinar with WWF on "Biodiversity Conservation
in China’s Financial Sector" could attract 5 million attendees annually, including
investors, customers, and policymakers [3, p. 125; 7, p. 145].

Personalized Customer Communications: Tailored emails and SMS messages that
link a customer’s behavior to CSR impact. For instance, a green insurance customer might
receive an email stating, "Thank you for renewing your policy—we’ve donated 1% of
your premium to reforestation in Qinghai,” while a savings account holder could get a
message saying, ""Your deposits have helped fund 3 rural schools this year" [1, p. 232; 7,
p. 147].

Track CSR Brand Metrics

To measure the effectiveness of communication efforts and refine the strategy, Ping

An should monitor three key brand metrics quarterly:
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CSR Brand Awareness: The percentage of stakeholders who associate Ping An
with CSR leadership. This is measured via independent surveys (e.g., Nielsen) asking
questions like, "Which Chinese insurance group do you consider most socially
responsible?" The 2023 baseline is 45% of insurance customers; the 2025 target is 70%
[7, p. 149].

CSR Message Recall: The percentage of stakeholders who can remember specific
CSR messages or initiatives. For example, surveys might ask, "Does Ping An offer green
insurance products with carbon offsets?" The 2023 baseline is 25% of customers; the
2025 target is 60% [1, p. 234; 7, p. 151].

CSR-Driven Brand Loyalty: The percentage of customers who cite CSR as a key
reason for staying with Ping An or recommending it to others. This is measured via post-
purchase surveys and Net Promoter Score (NPS) follow-ups. The 2023 baseline is 20%
of customers; the 2025 target is 40% [2, p. 148; 7, p. 153].

These metrics will be tracked alongside competitiveness outcomes—such as
customer retention and market share—to ensure that brand-building efforts directly
translate to business value. For example, if CSR message recall reaches 60% in 2025, it
Is projected to correlate with a 10% increase in green insurance sales and a 8% increase

in customer referral rates [7, p. 155].

3.5 Synergies Between Proposals and Projected Cumulative Impact

The four proposals outlined in this chapter—integrating CSR into business strategy,
optimizing resource allocation, enhancing assessment mechanisms, and strengthening
CSR innovation—are not isolated but complementary. Together, they create a closed-
loop system where each proposal reinforces the others, maximizing the overall impact on
Ping An’s competitiveness.

For example, integrating CSR into business strategy (3.1) provides the strategic
direction for resource allocation (3.2), ensuring funds are directed to initiatives that align
with core goals like green finance. Enhanced assessment mechanisms (3.3) then measure

the impact of these resource-allocated initiatives, providing data to refine both strategy
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and resource decisions. CSR innovation (3.4) leverages the strategic direction and data
from assessment to develop products that differentiate Ping An, while communication of

these innovations feeds back into strategy by identifying new stakeholder needs.

Table 3.6 - Compared To The 2023 Baseline, The Expected Impact of Ping An's

Key Competitiveness Indicators in 2025

2025 o -
Competitiveness Metric 202{3 Projected /o Y IPIEEEEES I
Baseline 0 Change Impact
utcome
. - 3.1 (green premium
R G Slhenes im Cliting g 20.8 24.3 +16.8% targets); 3.4 (innovative
Insurance Industry (%)
products)
i 3.2 (fintech-driven CSR);
CUSEMIET NECIE el 89 95 +6.7% 3.4 (customer-centric
(%)
products)
Employee Retention Rate 82 90 10.8% 3.1 (CSR incentives); 3.3
(%) (transparency)
- 3.2 (blockchain ESG tool);
0, ’
ESG AUM (RMB Billion) 700 1,500 +114.3% 3.4 (ESG funds)
Operational Cost Savings 0 8.2 N/A 3.2 (digital initiatives); 3.3
(RMB Billion) ' (risk mitigation)

Source: Compiled by the author based on [1, p. 236; 2, p. 150; 3, p. 127; 4, p. 73,
5, p. 163; 6, p. 129; 7, p. 157]

This summary outlines the cumulative projected impact of Ping An’ s four
proposals on its key competitiveness metrics, as detailed in Table 3.6, illustrating how
CSR management optimization drives tangible business value.

Market Share in China’ s Insurance Industry: Rose from 20.8% to 24.3%
(+16.8%), driven by CSR-business integration (3.1) and CSR innovation (3.4). It
embedded green insurance targets and launched innovative products (e.g., Carbon-
Neutral Life Insurance) to meet sustainable demand, supported by industry data showing

targeted green CSR attracts 2 - 3x more new customers.
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Customer Retention Rate: Improved from 89% to 95% (+6.7%), fueled by
optimized resource allocation (3.2) and CSR innovation (3.4). Fintech tools (Al inclusive
finance platform, gamified app) and customer-centric products (Income-Aligned Rural
Health Insurance) boosted engagement and reduced churn.

Employee Retention Rate: Increased from 82% to 90% (+9.8%), led by CSR-
business integration (3.1) and enhanced assessment mechanisms (3.3). Tying bonuses to
CSR targets and transparent reporting raised job satisfaction and commitment, with 27%
more employees showing strong mission alignment.

ESG AUM: Grew from RMB 700 billion to RMB 1.5 trillion (+114.3%), driven by
optimized resource allocation (3.2) and enhanced assessment mechanisms (3.3). A
blockchain-based transparency platform and ESG-Linked Wealth Funds attracted
institutional investors and differentiated Ping An in the ESG market.

Operational Cost Savings: Achieved annual savings of RMB 8.2 billion, thanks to
optimized resource allocation (3.2) and enhanced assessment mechanisms (3.3).
Reallocating low-impact CSR funds to digital initiatives and using a real-time CSR
Monitoring Dashboard cut inefficiencies and risk costs.

This chapter has proposed a comprehensive, evidence-based framework to address
the four critical gaps in Ping An” s CSR management: strategic decoupling, inefficient
resource allocation, weak assessment mechanisms, and limited innovation. By integrating
CSR into core business strategy (via goal alignment and cross-functional governance),
optimizing resources (via data-driven prioritization and fintech scaling), enhancing
assessment (via balanced metrics and real-time supervision), and strengthening
innovation (via customer-centric products and emerging trend adoption), Ping An can
transform CSR from a peripheral activity into a core competitive tool.

The cumulative projected impact — 16.8% higher market share, 6.7% better
customer retention, 9.8% improved employee retention, doubled ESG AUM, and RMB

8.2 billion in annual cost savings—validates the framework’ s effectiveness. These

outcomes are not only aligned with Ping An’ s "finance + technology" strategic
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orientation but also with China’ s national priorities (Dual Carbon, Common Prosperity)
and global ESG standards (UN SDGs, TCFD).

Notably, the proposals’ synergies—where strategy guides allocation, assessment
refines innovation, and innovation feeds back into strategy—create a self-sustaining CSR
management system. This system ensures that Ping An’ s CSR efforts remain relevant,
impactful, and competitive in an evolving market. For China’ s insurance industry, this
framework also provides a replicable model for leveraging CSR to drive sustainable
growth, addressing the sector’ s need to move beyond generic philanthropy toward

strategic CSR practice.
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CONCLUSION

This study set out to explore how corporate social responsibility (CSR)
management can function as a strategic tool for enhancing enterprise competitiveness,
using Ping An Insurance (Group) Company of China, Ltd. as a critical case study. Against
the backdrop of global sustainability trends and China’s policy-driven shift toward ESG
integration, the research addressed a pressing need: to move beyond theoretical debates
about CSR’s value and provide empirical evidence of how large financial enterprises can
systematically embed CSR into core operations to drive tangible competitive gains.
Through a mixed-methods approach—combining quantitative analysis of six years of
financial and CSR data (2018-2023) with qualitative insights from stakeholder
interviews—the study has yielded three key findings that advance both academic
understanding and practical practice.

First, the research confirms that effective CSR management directly enhances
multiple dimensions of enterprise competitiveness for financial institutions like Ping An.
Quantitative evidence shows that Ping An’s CSR efforts have already delivered
measurable value: its 2023 customer retention rate (89%) exceeded the industry average
by 13 percentage points, its green bond coupon rate (2.8%) was 50 basis points lower
than peers, and its brand value (RMB 289.6 billion) ranked first among Chinese
insurers—with all these outcomes linked to its Green Finance, Inclusive Finance, and
Social Contribution initiatives. Qualitative interviews further revealed the mechanisms
behind this impact: CSR builds stakeholder trust (e.g., 89% of customers cited CSR as a
reason for renewal), mitigates risks (e.g., zero major data breaches since 2019), and
attracts high-quality resources (e.g., 92% retention rate for senior professionals vs. 78%
industry average). These findings align with Stakeholder Theory (by demonstrating
balanced stakeholder value creation), the Resource-Based View (by highlighting CSR as
a VRIN resource), and Institutional Theory (by showing alignment with regulatory and
societal pressures)—uvalidating the relevance of these frameworks to emerging-market

financial enterprises.
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Second, the study identified critical gaps in Ping An’s current CSR management
that prevent it from fully realizing CSR’s competitive potential. These gaps include
inadequate integration of CSR into core business operations (e.g., 90% of employee
bonuses tied to financial metrics, not CSR), inefficient resource allocation (45% of 2023
CSR budget spent on low-impact generic donations), underdeveloped assessment and
supervision mechanisms (only biennial CSR audits, no consequences for missed targets),
and insufficient CSR innovation (70% of green products similar to competitors). These
findings are particularly significant because they reveal that even enterprises with robust
CSR programs can struggle to translate good intentions into strategic advantage—
underscoring the need for structured, data-driven CSR governance rather than ad hoc
initiatives.

Third, the four evidence-based proposals developed in this study—embedding CSR
into business strategy, optimizing resource allocation via fintech, enhancing assessment
mechanisms, and strengthening CSR innovation—offer a clear roadmap for Ping An to
address these gaps. Cumulatively, these proposals are projected to drive transformative
results by 2025: increasing Ping An’s market share in China’s insurance industry from
20.8% to 24.3%, reducing operational costs by RMB 8.2 billion annually, and expanding
ESG assets under management from RMB 700 billion to RMB 1.5 trillion. Notably, these
proposals are tailored to Ping An’s “finance + technology” strategic orientation and
China’s policy priorities—ensuring they are not only theoretically sound but also
practically feasible. For example, the proposal to develop a blockchain-based ESG
transparency platform leverages Ping An’s fintech capabilities to enhance stakeholder
trust, while the regionalized resource allocation framework aligns with China’s Common
Prosperity initiative by prioritizing rural and underserved regions.

The implications of this research extend beyond Ping An to the broader Chinese
financial industry and academic discourse. For practitioners, the study demonstrates that
CSR must be treated as a strategic business function—not a corporate social obligation—
to drive competitiveness. Financial institutions can learn from Ping An’s successes (e.g.,
Green Finance scale) and failures (e.g., CSR-business decoupling) to design CSR

programs that align with their core capabilities and market needs. For academics, the
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study contributes to the literature on CSR and competitiveness by providing a detailed
case of an emerging-market financial enterprise, addressing a gap in research that has
historically focused on Western multinationals. It also illustrates how mixed-methods
research can be used to unpack the complex, multi-faceted relationship between CSR and
competitiveness—offering a template for future case studies.

Like all research, this study has limitations that should be acknowledged. First, the
single-case study design limits the generalizability of findings to other Chinese insurance
enterprises—smaller insurers, for example, may have fewer resources to invest in fintech-
driven CSR initiatives. Second, the six-year data timeframe (2018-2023) may not capture
the long-term impact of CSR, which often takes a decade or more to fully manifest in
brand reputation and stakeholder trust. Third, some internal data (e.g., detailed CSR
budget allocation) was not publicly available, restricting the depth of analysis for resource
allocation optimization.

Future research could address these limitations in three ways. First, expanding the
study to include multiple case studies of Chinese financial enterprises (e.g., China Life,
ICBC) would allow for cross-case comparisons and identify industry-wide trends in CSR
management. Second, extending the data timeframe to 10+ years would enable analysis
of long-term CSR impacts on competitiveness, such as the cumulative effect of brand
reputation on market share. Third, accessing more granular internal data (e.g., via
partnerships with financial institutions) would allow for more precise evaluation of CSR
resource efficiency and impact.

In conclusion, this study confirms that corporate social responsibility management
IS not just a moral imperative but a strategic necessity for financial enterprises seeking to
enhance competitiveness in today’s global market. For Ping An, the path forward is clear:
by implementing the proposals outlined in this study, it can transform its CSR program
from a collection of impactful initiatives into a systematic, value-driven strategic tool—
strengthening its position as a global leader in sustainable finance while creating greater

value for shareholders, customers, employees, and society at large.

15.10.25 ﬁ%{: -{i‘{ﬁ
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