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“We took a very 
bold move, going 
for a coverage 
which we felt 
would be sufficient 
even in a 20 years’ 
timeframe. Put 
simply, we changed 
the landscape of 
medical insurance.”
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A Transcending 
Revelation in 

Medical Insurance
Your days of worrying about the ever-increasing cost of medical bills are 
over thanks to Great Eastern Life Assurance’s Smart Extender Max, a ground-
breaking product that offers an extension of up to ten times of your existing 
medical coverage annual limit. Nicholas Kua, Great Eastern Life Assurance (M) 
Bhd’s Executive Vice President & Chief Marketing Officer, shares the group’s 
innovative and customer-centric solution in this exclusive interview. By Ariel Chew

Medical care has become a 

costly affair for Malaysians 

in recent times. Early last 

year, Malaysians were hit with a huge 

(and long-overdue) increase in private 

medical costs (Table 1) and yet another 

increase after the introduction of the 

goods and services tax (GST) in April 

this year. Gone were the days where 

a visit to the general practitioner (GP) 

clinic will cost you RM20 and below. We 

now have to think twice before visiting 

a private clinic for minor ailments or 

join the long and growing queue at the 

government clinics. 

Amid the bleak news of escalating 

medical costs, one company had the 

foresight to put themselves in their 

customers’ shoes and created a solution 

that addresses their No. 1 worry: How 

to ensure that their medical protection 

is sufficient to last through their 

retirement years?

That company is none other than 

Great Eastern Life Assurance (M) Bhd 

(Great Eastern), the oldest and largest 

insurer in Malaysia and Singapore. And 

Great Eastern has proven time and 

again to be a pioneer in products that 

fulfil what the customer actually wants 

and uses. 

“The fact remains that medical 

inflation is increasing at a very alarming 

rate and is very much a part of our lives. 

The furore of last year’s news created 

public awareness and forces people 

to look at their medical protection to 

see if it’s sufficient,” said Nicholas Kua, 

Great Eastern’s Executive Vice President 

& Chief Marketing Officer. According to 

Kua, one of their most popular products 

is the annual medical coverage of 

RM90,000. “RM90,000 can probably 

cover most medical eventualities 

today. With medical inflation, however, 

people are beginning to realise that 

the RM90,000 coverage may not be 

sufficient in just a few years’ time. 

In fact, when you talk about cancer 

treatments, it can go way above 

RM100,000 a year.”

A Customer-centric Solution

Great Eastern saw the problem and 

provided a solution by putting the 

customers’ interest at the heart of the 

matter. The insurer launched Smart 

Extender that allows you to top up 

your medical coverage up to ten times 

per annum. “From RM90,000, you can 

Table 1: Private medical fees increase (2014)

Source: The Star
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top up RM900,000, taking you up 

to RM990,000 a year. If you have an 

existing coverage of RM120,000, you 

can top it up with RM1.2 million, taking 

your coverage up to RM1.32 million,” 

said Kua. “We took a very bold move, 

going for a coverage which we felt 

would be sufficient even in a 20 years’ 

timeframe. Put simply, we changed the 

landscape of medical insurance.”

“The product is simple and 

comprehensive and covers all aspects 

of hospitalisation including surgeries, 

medication, and outpatient cancer 

treatments. You can even utilise the 

entire coverage on an outpatient basis,” 

said Kua.

“The coverage amount is refreshed 

annually. Let’s say you took up the 

RM900,000 top up coverage and you 

used up RM300,000 in Year 1. In Year 2, 

you’ll have a new RM900,000 limit. This 

amount is refreshed every year until 

you reach age 80,” Kua explained. 

“We availed this product to our 

customers last year and the take-

up rate of more than 50% was 

phenomenal. Normally, it will require 

an extensive education and awareness 

programme before people begin 

to see the value of such a solution. 

Surprisingly, the consumers were 

actually seeking for such a solution and 

grasped the concept immediately,” said 

Kua. Not only was Great Eastern able to 

offer a solution that is in line customers’ 

needs, they were also the first to do so. 

“We really took the market by storm. 

No one else was actually prepared to 

think in that kind of quantum - the 

RM1 million coverage - then. Industry 

players only started jumping on the 

bandwagon six months later.”

The success of the product launch 

amongst Great Eastern customers 

led Kua and his team to take it a step 

further. “We thought, why limit it to 

just our customers? Why not make 

it available to everyone who own a 

medical coverage and looking for 

a top up? Thus, the birth of Smart 

Extender Max.” Kua added, “Say you 

have coverage from Insurer X for 

RM100,000. Great Eastern can offer you 

10 times that coverage for you to top 

it up to RM1 million. You can maintain 

your coverage with Insurer X and take 

up another policy with Great Eastern. 

The first RM100,000 will be covered by 

insurer X but for RM100,001 onward, 

it will be covered by Great Eastern up 

to RM1 million.” You’ll get to enjoy the 

same benefits of annual replenishment 

of the coverage amount until age 80. 

Kua commented that there are no other 

solutions like this from other providers. 

The Price is Right

A great product offered at an exorbitant 

price will only attract the wealthy 

few. For Smart Extender Max to be 

accessible to the masses, Kua opined 

that it should be offered at a cost that 

is sustainable on an annual basis. 

“We believe that everyone should 

have the opportunity to top up their 

medical insurance and have access to 

this priceless coverage. At the same 

time, we understand the struggle to 

obtain the financial commitment to get 

medical coverage, which is a necessity 

in life. When consumers struggle with 

such decisions for huge payments, 

they will tend to defer their decision 

and say, ‘Ask me again next year to see 

if I’m financially viable then.’ However, 

when we told them the cost of getting 

the RM1 million coverage, their jaws 

literally drop.”

According to Kua, the minimum 

annual premium to start a policy with 

“The product is simple 
and comprehensive 

and covers all aspects 
of hospitalisation 

including surgeries, 
medication, and 

outpatient cancer 
treatments.”
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Great Eastern is RM1,200. A part of this 

will be deducted for Smart Extender 

Max’s portion, which is about RM100 a 

year for a 35-year-old customer. There 

are 4 levels of top-up to choose from, 

which suits most medical policies in the 

market today (Chart 1).

 

So, What’s the Catch?

“There is no catch,” Kua said with a 

smile. As one of the top 3 insurers 

in the country with over 20% of the 

life insurance market share, Great 

Eastern is in a good position to offer 

this solution  by leveraging on their 

sizeable customer base. “Based on 

our research, consumers are actively 

seeking for viable medical insurance 

solutions. In fact, it is the No. 1 seller in 

our product portfolio and 9 out of 10 

of our new customers will add medical 

insurance to their portfolio. The appeal 

of this new product will garner enough 

market response to make it viable for 

both Great Eastern and our customers,” 

he explained.

Similar to other medical insurance 

policies, GST will be imposed on the 

medical insurance cost. “You would 

need to pay RM6 for the RM100 p.a. 

In return, you’ll get 10 times your 

existing coverage plus we will absorb 

all portions of your hospitalisation 

expenses that do incur GST,” Kua 

explained. “When you pay the RM6 

GST on the medical insurance cost, the 

amount is not as significant as when 

paying GST for the hospitalisation cost. 

At the end of the day, the equation is 

very favourable to the consumer.”

For those who are still sitting on 

the fence, Kua has this to say: “You 

should think and plan for the future 

How Smart Extender Max Works:

A 28-year old male buys Smart Extender Max SEM100K with RM100,000 

deductible. He is admitted into the hospital in August 2016, September 2016 

and October 2016 with a medical bill of RM40,000 each, totalling RM120,000 

during the rider’s policy year. The first RM100,000 will be paid by him and/

or his other medical plan and the remaining RM20,000 will be payable under 

Smart Extender Max.

now. At the kind of inflation that we 

are experiencing, you’ll easily need 

RM500,000 to RM700,000 medical 

coverage. Getting access to medical 

insurance is all about making sure that 

you have that protection when you 

are healthy and insurable. When you 

are not insurable, it will be difficult for 

you to have access to that protection. 

If you stay healthy all the way, then 

you are blessed indeed. However, if 

something unexpected happens, that’s 

when you’d be very grateful that you’re 

well-prepared and do not have to dip 

into your hard-earned savings or sell 

your assets,” Kua advised. “It just makes 

sense to transfer your risks to your 

insurance company and keep your 

savings intact.”

To find out more about Smart 

Extender Max, log on to www.

greateasternlife.com or contact Great 

Eastern’s Customer Service Careline at 

1300-1300-88 or e-mail at wecare-my@

greateasternlife.com.

Chart 1: Choose Your Smart Extender Max

Source: Great Eastern

Total Eligible Medical Bill
= RM40,000 + RM40,000 + RM40,000
= RM120,000

Claimable Amount
= Total Eligible Medical Bill – Deductible  
    Amount
= RM120,000 – RM100,000
= RM20,000

1 January 2016
Rider Inforce

15 August 2016
1st Eligible Medical Bill
= RM40,000

15 September 2016
2nd Eligible Medical Bill
= RM40,000

15 October 2016
3rd Eligible Medical Bill
= RM40,000
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