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Introduction 
 
About this report  
We, Union Insurance company, are pleased to issue our Sustainability report for 
the year 2023. Through this report, we are highlighting our capabilities and 
achievements that comply with the ESG values and objectives.   
 
This report has been issued in compliance with the disclosure guidance set by 
the Abu Dhabi Securities Exchange on Environmental, Social & Governance 
(ESG) Disclosures for listed companies.  

 
About us 
Union Insurance was established in 1998 with a paid-up capital of over AED 330 
million. It is licensed by the Central Bank of UAE and listed on the Abu Dhabi 
Securities Exchange, with its head office located in Dubai. 
 
At Union Insurance, we provide a comprehensive range of retail and commercial 
insurance products to clients in the UAE, as well as the Middle East. Led by 
some of the most experienced and respected professionals in the industry, we 
make it a point to offer innovative, superior-value insurance coverage. 
 
This includes both standard and customised policies to help individuals; small, 
medium, and large enterprises; and government entities, obtain reliable and cost-
effective insurance covers. We offer additional insurance services as well. They 
include risk assessment and gap analysis of insurance coverage, conducted by 
professionals with decades of experience. 
 
Our comprehensive coverage in areas including (but not limited to) health, 
automobiles, life, property, engineering, liability and maritime, frees our clients to 
focus on their core operations, and gives them the surety of having robust 
insurance policies to manage various risks. 
 
We have obtained ISO 14001, ISO 45001, ISO 9001 and ISO 10002 certification. 

 
Mission  
To deliver innovative, high-value insurance products that provide better risk 
management solutions to individuals, companies and governments. 

 
Vision  
To be the trusted insurance provider in the United Arab Emirates and wider 
Middle East region. 
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Values  
Empowerment- Equal Opportunity- Friendship- Innovation- Quality- Reliability- 
Social Responsibility- Teamwork- Trust  
 
 

 
 

A Successful Growth Story 
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Financial Stability 
 
 

Highlights  
 
Management  
Union Insurance witnessed a change in management in 2023. Mr. Abdul 
Muttaleb Al Jaedi who served as the CEO for almost 11 years, has retired in 
September 2023 and Mr Ramez Abou Zaid was appointed as the Acting CEO 
effective December 1,2023.  
 
Following the annual business review, the company has decided to discontinue 
writing Individual Life and Banassurance (Life) overseas to boost profitability. As 
a result, the company has restructured Life, Bancassurance and Individual Lines 
department.  
  
Union management team comprises well experienced and qualified senior 
professionals. All the key positions such as in Underwriting, Finance and 
Accounting, Legal, Actuary, IT and Business are filled with professionally 
qualified personnel. 

 

Reinsurance Arrangements  
Union is supported by a panel of leading reinsurers who have long standing 
arrangements with the company. This has helped in sustaining the financial 
stability of Union.  
 

  

Key Performance Indicators  2022  2023 
     

  AED'000  AED'000 
     

Insurance Revenue  763,286  633,537 
     

Insurance Service Result  15,373  1,214 
     

Reinsurance Ratio  58.1%  58.3% 
     

Net Claims Incurred Ratio  47.3%  57.0% 
          

Profit/(Loss) for the period  2,506  (2,479) 
     

Return on Average Equity  1.21%  -1.20% 
     

SCR Solvency Margin 
Surplus/(Deficit)  20,123  46,623 
     

Solvency Ratio  114.1%  144.2% 
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Solvency and Investments 
UIC’s solvency position remains healthy, with a regulatory solvency margin 

surplus of AED 46,623,000 

 
The company monitors its solvency position regularly.  
 

Rating 

AM Best has recently revised Union Insurance’s outlook to stable which reflects 
improvements in Union’s regulatory solvency position. The Credit Ratings 
(ratings) reflect Union's balance sheet strength, which AM Best assesses as 

strong, as well as its adequate operating performance and marginal enterprise 

risk management. 

 

Claims Management  
As our business is providing coverage mainly in the UAE, we are aware that this 

a population of expatriate majority. Our commitment to ensuring that claims are 

paid quickly and sufficiently is therefore enhanced as an individual or company’s 
financial losses incurred due to an insurable event may force them to leave this 

country. The claims we pay towards Healthcare, Credit, Property and Liability are 

examples of where our company has helped individuals and company’s suffering 
from financial losses by providing them with payments, either on indemnity basis 

or fixed sum assured and contributing to the economy by doing so.  

 

In turn, we have developed products and incorporated coverages that are 

deemed attractive to policyholders given the potential associated financial loss, 

such as involuntary loss of earnings options, whilst ensuring that terms and 

condition are clear and concise, increasing transparency to customers, which 

contributed to the sustainability of the company.  

 

The table below summarises our claims experience over each of the last 5 years. 

Our performance has been consistent across all years, with net loss ratios 

between 45-60%, demonstrating our stability and sustainability.  

 

Our incurred claims represent the total claims expected, including claims already 

paid. Our future estimates are based on recent experience, which are updated on 

a quarterly basis in case of any adverse experience. This is done to minimise 

unexpected claims and ensure sustainability in the long term. This demonstrates 

our continued commitment of ensuring that policyholder liabilities are met 

appropriately. 
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Net Claims Analysis AED'000s 

Loss Year 

Incurred 

Claims  

 Earned 

Premium  Loss Ratio 

2019  154,581   320,123  48% 

2020  131,046   289,401  45% 

2021  166,756   302,064  55% 

2022  162,269   323,538  50% 

2023  139,054   237,935  58% 

TOTAL  753,707   1,473,061  51% 

 

 

Further, our efficient underwriting processes result in healthy loss ratios, ensuring 

that we have sufficient funds to cover the fixed and variable expenses associated 

with the business. This is vital to ensure our business remains sustainable.  
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Corporate Governance  
 
Business Continuity 

Our business continuity plan ensures that we are prepared for any disruption.  
 
One of the key focus in our BCP and Disaster Recover is the recovery of a 
company's IT system after a crisis considering the Recovery Point Objective and 
Recovery Time Objective. In order to achieve this, we have a detailed backup 
policy along and our primary data center is situated in Dubai with Disaster 
Recovery in Abu Dhabi. 
 

Compliance 
The Compliance and Corporate ethics policies have been implemented and 

these are our enabler in sustainability framework. The Regulatory areas are 

given outmost priority and adherence to regulatory Compliance requirements are 

always ensured. The Corporate Code of conduct policy has been revised and 

updated from time to time. We have robust and comprehensive process for 

handling all relevant regulatory and compliance requirements including 

submission to the Regulatory bodies.  The dedicated Compliance team as part of 

UIC line of defense is formed to liaise with Regulatory bodies and responsible for 

Compliance Monitoring framework. Following are the key highlights related to 

UIC Sustainability in Compliance: 

1. UIC Compliance Manual 
2. Anti-Money Laundering Policy/AML Screening system 
3. Effective Corporate Governance Framework 
4. Compliance Management System with Regulatory Repository 
5. Compliance Owners and Compliance monitoring Controls 
6. Compliance Training to Employees 

 

Risk Management 
The goal of UIC Risk Management process is to ensure that the operations which 

expose us to risk are consistent with our Strategy /Business plans and overall 

Risk philosophy while maintaining an appropriate balance between risk/ reward 

and enhance the stakeholders value. The Insurance processes are designed 

within the Risk Management framework to ensure assessment of risks prior to 

underwriting. The Risk Management principles are embedded in UIC Operational 

and Financial Processes and further mitigation/controls are assigned for the risks 

which are having impact on UIC Operational Processes. A dedicated risk 

management department has been formed with a Risk officer which reports 

directly to the Risk Committee. The Risk Committee charter is already approved 
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by the Board Committee and risk committee separated from the Audit 

Committee. The Board monitors the overall UIC Risk Management framework, 

process and practices and approves the overall Risk Appetite. The Risk 

Management Committee of the Board has primary oversight over Enterprise Risk 

Management and Senior Management share responsibility and accountability for 

effective management of Risks across the Organization. The Risk registers of all 

the key processes like Underwriting, Operational, Financial and Regulatory areas 

are developed with the Mitigation/Controls. Further the Emerging risks are also 

monitored for risk exposure and time to time communicated within the Risk 

owners to have adequate controls in their area of Operation. The qualitative and 

Quantitative approach is being followed for assessment of risks and monitoring 

the Risk exposure for each type of risk category. Following are the key highlights 

related to UIC Sustainability in Risk Management: 

 

1. Risk Committee Charter 
2. Risk Committee Oversight Role  
3. ERM Procedures  
4. Enterprise wise Risk Register with Mitigation Controls and Regular Risk 

Assessment  
5. Risk Management (GRC) system 
6. Risk Appetite and Tolerance Limits  
7. Risk Culture with the Functional Departments 

 

Distribution Channels  
Union Insurance has rationalised its network of branches. As the company 
moves forward towards offering more digital insurance solutions, it has closed 
two of its branches, Ras Al Khaimah and Jumeriah Lake Towers, and shifted 
their business to other UAE offices.  
 
The company also utilises a number of diversified channels ensuring 
sustainability, reduction in costs and continued growth. A budding channel is 
social media where we started to engage with our customers through five 
platforms (Facebook, Instagram, LinkedIn, Twitter and WhatsApp). 
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Digitalization & Transformation 
 

• Our digital transformation strategy ensures that our digital transformation 

will enable us to improve customer engagement, streamline operations 

and drive growth. 

• We enable our stakeholders to engage with us through various digital 

platforms which ensures sustainability in the digital era. We believe in 

providing self-servicing capabilities through our various B2C & B2B Portals 

along with automations in the area of Claims, Quote Generations, 

Business Analytics etc. 

 

• With digitization rises the need of data security and customer data 

protection. We adhere to NESA, ADHICS Standards and have a 

comprehensive Information Security policy. We cleared the recent audit 

conducted by ADHICS. 

 

• We also have ISO27001, NESA, SOC Compliant Data Centre. Our multi-

layered security architecture protects from cyber-attacks and Intrusion 

attempts.  

• We have an efficient approach to date backup and recovery. We keep a 

secure storage of data that prevents loss and permits timely restoration. 
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Social Responsibility  

 

Social Initiatives by UIC 
 

 
In 2023, we launched Balsam platform online, our value-added service which 
offers our clients several carefully designed programs that provide relief to certain 
areas that aren’t covered under traditional health insurance policies. This enabled 
our customers to access the programs 24/7.  
 
During the holy month of Ramadan, we organised once again clothes donation 
campaign with Dar Al Ber Society. Collection boxes were placed in all of our 
offices and this year we were able to donate 11 full boxes to the charity 
organisation. 
 
In collaboration with our Health Department, we organised a campaign for 
unused medications to distribute it to the needy who cannot afford the treatment, 
ensure safe disposal of medicine and increases awareness of the importance of 
avoiding medicine wastage to reduce financial and environmental impact. In total, 
we collected approximately: 951 tablets, 31 syrup bottles, 5 nasal sprays and 3 
creams , which were given to DHA or any registered UAE charities. 
 
Employees  

Ensuring employee wellness is an important objective at Union Insurance. The 

management is actively involved in identifying and adopting/implementing policy 

changes that benefit our employees.  

As part of promoting a healthy corporate culture and emphasising the importance 

of physical activity, we have supported our employees who joined the Dubai Ride 

on November 12, 2023 and the Dubai run on November 26, 2023.  

Our health department organised an online session for prostate cancer 

awareness in partnership with Aster Hospitals for our male employees. 

We also took an important step towards supporting Breast Cancer Awareness by 

organising a special event for our female employees. In partnership with Aster 

Hospitals, our health department arranged for reputed doctors to deliver an 

enlightening presentation on breast cancer awareness for our female employees.  
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Under Balsam Wellness and to ensure the well-being of our employees, we 

organised Health check-up camp, where health tests that included cholesterol 

levels, blood sugar checks, blood pressure and BMI assessments were 

conducted and were followed by a consultation with a GP. 

Administration Department has taken the initiative to distribute a First Aid box to 

all our branches. The kit helps to reduce the severity of unfortunate incidents that 

could take place in the office. Customer Service representatives can administer 

the basic first aid until the required professional medical assistance arrives. 

In line with the federal government initiative, we continued to promote a work life 

balance by adopting a 4.5 day work week.  

We have also tied up with Noon to offer our employees and their families 

discounts on their purchases on Sivvi’s websites. We have also tied up with 
Khaleej Times to offer discounts on KTGamez. 

Union also issues a bi-monthly staff magazine, Al Nabaa, to facilitate employee 

engagement where they learn about each other’s achievements and personal 
milestones.  

 
Diversity and Inclusion 
 
Our Diversity and Inclusion framework helps UIC to target initiatives and improve 
diversity and inclusion across the corporate. UIC is committed to developing 
policies, practices, and ways of working that support diversity. Employees from 
over 21 different nationalities are currently working at UIC. 
 
Equal opportunity is offered at UIC and women form 32% the workforce.  
 
All employees are evaluated basis their contribution to their respective teams and 
the organization. The organization also complies with all the statutory 
requirements listed by the Ministry of Labor.  

 
Women in Leadership 
 
As an organization, we help nurture and grow individuals to lead senior positions 
within the company.  The female member of the board make 14% of total 
members.  
 
Emiratisation 
 
Inspired by the UAE Vision 2021 that aims to empower UAE nationals to drive 
economic growth by increasing their participation in the labour market, we are 
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firmly committed to nurturing and developing the local Emirati community for the 
long-term benefit of our business and the national economy.  
 
We take our responsibility towards the Emiratization initiative very seriously and 
aim to always achieve and surpass the set targets. In 2023, 15.5% of our 
workforce are UAE nationals and we continue to develop Emirati talent and 
continue to meet the regulatory requirements. of Emiratisation. We have 
organised two training and career development sessions that were specifically 
crafted for UAE Nationals and were attended by 20 employees.  
 
Our objective is to attract well qualified UAE Nationals to the company. We have 
participated in three Job fairs organized by EIF and Sharjah Government to invite 
talented Emirati nationals to be a part of the company. 
 
 
Training and Career development 
A New Joiner Orientation (NJO) is the first training session that all employees go 
through. This session is aimed to help the employees get better acquainted with 
the organization structure and technical areas/departments.  
 
Post the NJO, each department head puts the employee through a training 
program/period. This is managed directly by the department and is customized 
basis the role and career level of the individual. The objective is to ensure that 
the employees is coached by experienced team members on the tasks and 
process using real life examples and situations. This also allows the employees 
to understand their role, responsibilities, and key performance areas.   
 
We also provide annual online training for AML and IT Security via our inhouse 
training platform.  
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Environmental Responsibility 
 

Energy Efficiency  
We aim to be energy efficient at Union in line with the UAE’s direction to reduce 
emission.  

 
We have LED energy efficient lights in our local offices and the air conditioning is 
programmed to switch off when no one is in the office.  We have also instilled a 
culture where our staff switch off the lights before they leave.  

 

Paper  
We are continuously introducing initiatives that help reduce our environmental 
footprint across our local offices. We also engage employees through eco-
friendly awareness and education to be more environmentally responsible.  
 
We strive to conduct our business in a manner that causes no harm to the 
surrounding living environment. As we are taking significant steps in our digital 
transformation process, we are reducing the use of paper. Our customers can 
buy policies online as well as submit their claims. This has also helped in 
reducing air pollution as fewer customers find it necessary to visit our offices for 
insurance services.  

 
We have tied-up with Greenbox to recycle paper across our offices. In 2023, we 
have recycled 940 kgs of paper. 

 

Ink cartridges 

Our ink cartridges recycling program now includes all types of cartridges. Till 
December 31, 2023, we have recycled 2680 cartridges. 
 
In some select departments, black and white printers have replaced color printing 
for a more environmental-friendly printing as it reduces consumption of ink.  

 

Water Bottles  
We have started recycling plastic water bottles across our offices in 2022 to help 

reduce the impact of our business on the environment by decreasing carbon 

emission and saving energy and water. We recycled approximately 2335 water 
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bottles (500 ml) which is equivalent to 46kgs of plastic. Employees were also 

encouraged to bring bottles from their homes.  

Cans  

We have expanded our recycling program in 2023 to include cans.   


