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Juliana Ang is the Chief Human Resources Officer at NTUC 

Income Insurance Co-operative Limited (Income), the only 

insurance co-operative in Singapore that provides life, health 

and general insurance products. Founded in 1970 by the Labour 

Movement in Singapore to provide affordable insurance to 

workers in the country, Income, today, is the leading composite 

insurer in Singapore. It serves over two million customers with a 

focused intent to make insurance “simple, honest and different.” 

In 2017, Income boasted over S$36.3 billion in assets under 

management. Most recently, Income was ranked overall first, 

beating 24 other insurers, in the Applied Innovation Institute 

Singapore Insurance Innovation and Digital Benchmark1, which 

measured the effectiveness of insurers’ innovations and 

digitalisation. 

 

As technology innovation, higher customer expectations, and 

disruptive newcomers redefine the marketplace, insurers around 

the world remain focused on growing top-line sales, bottom-line 

profitability, addressing challenges, and competing in a dynamic 

industry2.  

 

In this interview with Leadership Advisory Inc, NTUC Income 

Chief Human Resources Officer Juliana Ang, shares how the 

company is often misunderstood by the public. She also talks 

about Income Value Proposition, the business context for 

organisational change, and how a social enterprise like Income 

can stay innovative and nimble. An extended and edited 

transcript of the interview follows. 
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Leadership	Advisory	Inc: What were your first impressions when you joined NTUC 

Income in 2012? How did you begin? 

 

Juliana	Ang: I joined Income after making a conscious decision to join an 

organisation that is driven to deliver positive social impact. Hence, the move to the 

social enterprise made sense. When I joined Income, I found colleagues motivated, 

the systems, as well as, procedures were in place at the HR department. As such, I 

was able to get started straightaway. My boss then and the Income Board were 

also an inspiration to work with so overall for me, I felt that joining Income was a 

step-up in my career, even though the role was Singapore-based, when I had a 

regional remit previously at Philips Electronics.   

 

 

Leadership	Advisory	Inc: To the rest of the world, how is Income misunderstood? 

 

Juliana	Ang: The genesis of income is strongly linked to the Labour Movement in 

Singapore. We were set up by the Union to offer everyday workers, the pioneer 

generation in this regard, basic insurance protection so that they and their families’ 

interests were better safeguarded and they had greater peace of mind.  

 

Today, we remain a social enterprise under the National Trade Union Congress 

(NTUC) and are as committed to our social remit to make basic insurance 

accessible and affordable to people in Singapore. As a thriving social enterprise, 

with $36.3 billion assets under management in 2017, many believe that Income 

receives financial support from the Union or the Government to run our business, 

including funds we disbursed for community development. This is the most 

common misconception that the public has about Income. For the record, Income 

runs its operations independent of the NTUC and the Singapore Government. 

Additionally, we donate $1.5 million to low-income union members annually, 

amongst many other community-based initiatives.  

 

Secondly, the public expects Income to offer the cheapest and best value 

insurance products in the market, since we are NTUC-linked. The public needs to 

understand that it would be irresponsible for Income to do so as the business 

would not be sustainable to cater to policyholders’ long-term insurance and 

financial needs.  

 
 

 

 

 
“… as committed to our social 
remit to make basic insurance 

accessible and affordable to 
people in Singapore…” 
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At Income, we are cognizant of our social remit to offer accessible and affordable 

insurance to all in Singapore. To ensure that we continue to do so, we must first be 

a thriving and sustainable business. Annually, we score our corporate performance 

partly on social impact achievements so that we are kept focused on doing well 

and doing good.  

 

In this regard, we are 

committed to deliver value to 

our policyholders. We do this 

by being an industry price 

moderator, offering 

competitive pricing where we 

can. We also go the extra 

mile to provide value-added 

services to constantly 

improve our policyholders’ 

experience with us. We cater 

insurance products intentionally to seniors and the underserved communities in 

Singapore, whom may have few or no insurance options here.  

 

For example in 2017, we introduced a low-cost term plan, ‘Family Protect’, to the 

under-insured “sandwiched” generation, as they are financially responsible for 

multi-generational dependents. We also offer peace of mind to travellers with pre-

existing medical conditions with our Enhanced PreX Travel Insurance Plan. For 

more information on how we have made a difference in 2017, please refer to our 

Social Impact Report 20173 .  

 

 

Leadership	Advisory	Inc: In your recent article “My thoughts as a woman in 

leadership”, you spoke about offering employees clear value propositions. Tell us 

more about Income Value Proposition - “In With You”?  

 

Juliana	Ang: We introduced the Income Value Proposition (IVP), ‘In With You’, in 

2017 to offer us a common language to share what Income stands for, and to 

clearly define an identity that our employees and future hires can relate and 

identify with.  
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The IVP comprises four attributes namely, performance, growth, innovation and 

impact, which we derived from diverse employee focus groups. These attributes 

are what employees relate to and experience most at Income, and reflect also what 

we aim to sharpen and live up to as an employer. “In” is a play on “Income” and 

represents our commitment to these attributes. 

 

Being able to articulate our distinctiveness as an employer via the IVP is essential in 

today’s competitive environment. The IVP serves as our primary recruitment and 

retention tool. Job seekers research the companies that they apply for and decide 

if the companies offer attributes that they resonate with. Similarly, the IVP guides 

how we hire as we aim to recruit those who can relate to these attributes. This is so 

because we can train staff on skills but not qualities that are important to us. 

 

At Income, to be ‘In with Performance’, we embrace challenges and drive 

collaborative successes by fostering a collaborative environment. To be ‘In with 

Growth’, we strive in culture diversity and seize opportunities to realise our 

ambitions. We also disrupt conventional thinking and are agents for change to 

deliver breakthroughs as we continue to be ‘In with Innovation’. Staying true to our 

roots as a social enterprise, we are ‘In with Impact’ as we seize different 

opportunities to deliver positive social impact in Singapore. 

 

We look to the IVP to inspire Income employees to action and believe that it will 

make Income a stronger organisation and a better company to work in.  

	
	
Leadership	Advisory	Inc: Income went through two major transformations namely 

‘Cultural Revolution’ in 2007 and ‘Orange Revolution’ in 2011. What was the 

business context for the organisational changes that HR had been driving over the 

past few years? 

 

Juliana	Ang: The first Income transformation, which took place more than a 

decade ago, was about brand rejuvenation, people development, talent attraction  
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and retention, as well as, attaining operational excellence. The second 

transformation focused on Income becoming the industry’s game changer, offering 

experiences that ‘wow’ as we stay committed to deliver value to our customers 

while we thrive as a social enterprise. Today, we are on a push for digitalisation and 

innovation, which form the bedrock to scale Income to greater success in a digital 

age, focusing on customer experience.  

 

A culture shift is necessary for such major transformations at Income. In my view, 

the common thread across these phases of change has been the ability to cultivate 

the right mind-set for change via a common language and experiential learning. 

The latter is critical in honing advocates within the organisation to bring about the 

change organically.  

 

In my view, the journey of building the right culture in Income is a continuous one. 

As Chief Human Resources Officer, it is my responsibility to create a high-

performing organisation where Income can continue to be successful.  

 

 

Leadership	Advisory	Inc: In a recent report by Applied Innovation Institute (Air) 

and Quest Ventures, Income was ranked 1st overall in terms of innovation and 

digitalisation efforts. In fact, the report added that Income was “a surprisingly 

innovative and nimble player” in the market. How does a social enterprise like 

Income stay innovative and nimble? 

 

Juliana	Ang: We started our digitalisation journey in 2014 because we knew this 

would be a key business driver for Income in the digital age where customers are 

accustomed to a seamless consumer journey and instant gratification at the click of 

a button. This is why we set up the Digital Transformation Office (DTO) in 2016 to 

sharpen the organisation’s focus on innovation and digitalisation with the goal to 

be a leading digital insurer in Singapore.  

 

Earlier this year, the DTO moved to a new premise to hothouse innovation. It is a 

strategic move to be at arm’s length to the core business so that we have the head 

space to think blue-sky and to reimagine and transform insurance. The DTO is 

intended to operate like a start-up and to explore how we may disrupt ourselves as 

we build a viable digital business model for Income.  

 

The DTO move to a new premise is also symbolic as it demonstrates to the wider 

organisation that Income is serious about becoming a digital insurer and it puts us 

collectively in the right mind-set.  

 

 
“… the common thread across 

these phases of change has 
been the ability to cultivate the 
right mind-set for change via a 

common language and 
experiential learning …” 
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To stay innovative and nimble, we empower the organisation with a common 

language. We will be training all Income staff on the design-thinking approach, 

which holds empathising with customers central to its method of problem-solving. 

By learning to take on the customer’s lens, we empathise, define the problem from 

the customer’s perspective, ideate, prototype and test the solution.  

 

At the employee level, we also ensure that we have amongst us change-markers 

and this is where we have built an ecosystem that comprises the C-suite, 

employees and like-minded partners to champion innovativeness and agility across 

the organisation sustainably.  

 

Through this ecosystem, we leverage cross-divisional projects that aim to solve 

business problems to promote experiential learning amongst staff. Such pilots 

have been critical to Income’s digital transformation as they allow business owners 

to experience what works or doesn’t, to improve with iterations and to scale or 

learn from the pilots with speed.  

 

There were also other platforms such as IdeaSmash, a 36-hour idea hackathon last 

year, where staff were challenged to think and act like a start-up to innovate and 

resolve a problem statement. We are also building an innovation community, 

Future +, within Income to excite staff about innovation through first-hand updates 

on industry developments, invitation to social engagement and networking 

sessions with prominent start-up founders and industry champions. 

 

To nurture the next generation of collaborative innovators and sharpen our 

competitive edge in innovation, Income launched Future-X, a six week paid 

immersion programme curated for budding innovators and entrepreneurs. The 

programme takes the participants through masterclasses and guides them how to 

apply design thinking in order to develop meaningful and tangible solutions. 
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Leadership	Advisory	Inc: With a view for the future, what can CHROs do today to 

help the future workforce?  

 

Juliana	Ang: The key to future-proofing the workforce lies in helping them become 

aware of the changes that are taking place, enable and empower them to make 

sense of and understand why changes are required and how and why they take 

place. This helps to eliminate unnecessary ambiguity and enhance staff 

engagement.  

 

However, leaders must recognise that employees adapt to change in different 

ways, and at a different pace. This is why at Income, I have always advocated 

change through a three-step process: (1) awareness and knowledge of the change 

at hand; (2) hands-on experience or experiential learning about the change; and (3) 

practical involvement in specific change-related projects. This way, we ensure that 

we bring colleagues sensitively along with us on the change and in turn, they 

become influential advocates for others to follow suit. 
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