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Agenda

• Navigating the COVID-19 pandemic: 
Key Trends, Concerns and Responses

• Benefits Programs in Focus: 
- Healthcare
- Leave Benefits 
- Adaptive Working
- Regional Minimum Standards

• What’s Next: Returning to work

• Innovative Benefits during challenging times
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Enhanced border control measures:
• Mandatory 14-day quarantine period

• Establishing green channels/travel bubbles in the region 
e.g. AU-NZ travel bubble, SG has implemented a green lane arrangement with specific cities in China

Active contact tracing with technology:
• Digital contact tracing and isolation

e.g. COVIDSafe in AU, Self-Isolation Safety App in KR, TraceTogether in SG

• Check-in systems for public locations 
e.g. SafeEntry in SG

Financial assistance:
• Employee Support Schemes 

e.g. Upskilling and training support measures in HK/SG, Early release of Superannuation/EPF Scheme in AU/IN

• Wage Subsidy Programmes
e.g. JobKeeper payment in AU, Salary Subsidy Programme in MY, Jobs Support Scheme in SG

• Tax and Financial Reliefs
e.g. Tax relief or reduction measures in HK/ID, Deferrals or extension of tax deadlines

Regular communication and updates:
• Official communication channels 

e.g. WhatsApp/Telegram/Facebook

• Press conferences

Navigating the COVID-19 pandemic
What are Governments doing?
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Remote working measures:
• Working from Home where possible

• Staggered shifts for essential roles

• Expansion of leave policies: parental/childcare leave

Financial assistance:
• COVID-19 related allowances 

• Increased premium for employees working through the 
pandemic

Regular communication and updates:
• Increased official email communications

• Employee listening

Navigating the COVID-19 pandemic
What are Companies doing?

Use of technology:

• Telehealth / virtual EAP

• Online collaboration tools
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Navigating the COVID-19 pandemic
How are Employees coping?

64%1 of employees are concerned about the impact of 
working from home on their work-life balance

57%1 of employees feel that the COVID-19 pandemic is 
affecting their ability to get their job done to at least a 
moderate extent

Source: Mercer’s Asia Pacific Digital Focus Group, powered by Remesh technology

62%1 of employees experience stress arising from fear 
of redundancy

45%1 of employees are worried of the possibility of 
wage cuts amid COVID-19 economic downturn
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Now, more than ever, we need to ensure 
that our benefits policies are: 

ADA PTAB LE
S UST AINAB LE
INNOV ATIV E 



BENEFI TS  PRO GRAM S I N F OC US
What should we be reviewing?
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Benefits Programs in Focus
Healthcare Impact due to COVID-19

Overstrained 
healthcare systems

• Surge of manpower and facilities urgently required
• Many healthcare workers experiencing burn-out, fatigue, anxiety and a myriad of mental 

burdens
• Countries with weaker healthcare infrastructure, e.g. India and Indonesia, likely to face 

significant overloading
• Overall cost of healthcare is expected to increase

Reduced patient 
access to 
healthcare

• Less urgent outpatient appointments have been reduced or rescheduled
• Lockdown restrictions have impacted patient’s access to pharmacies for OTC medication 

and other medical products
• Decrease in new patients entering into clinical trials 
• Delays in medical diagnoses and treatment

Disrupted supply 
chain activities

• Delays in manufacturing and distribution for non-critical drugs/supplies
• Limiting export of some drugs and ingredients
• Spike in orders for specific equipment such as masks and sanitizers
• Rapid testing of testing kits and vaccinations
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Strong public 
healthcare system 
e.g. low out of pocket spend, 
strong coverage, good access 
& quality of care 

Weak public 
healthcare system 

e.g. high out of pocket 
spend, capacity issues, lower 
quality of care and coverage  

Supplementary 
Health Policy

Core Private 
Health Policy

Benefits Programs in Focus
Access to Healthcare Benefits
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1Important Notices: In previous years, we have surveyed insurers in mid-Q2 to calculate our rates table, and complemented the table with a
qualitative report. To better accommodate client budgeting needs, this year we are releasing a table earlier in the year by using internal
data. Our local teams in each country reported their medical trend rate using their own internal book of business, country-specific insurer
surveys, or other methods.

2Sources for inflation rates include: For all countries unless otherwise noted: International Monetary Fund, World Economic Outlook
Database, October 2019

COST & 
SUSTAINABILITY 

MARKET 
COMPETITIVENESS

What can employers do to strike a
balance between sustainability and
market competitiveness?

Market 2019 Medical Trend 
Rate Experienced1

2019 estimated 
inflation rate2

2020 Projected 
Medical Trend Rate1

2020 forecast 
inflation rate2

Australia 3.3% 1.6% 2.9% 1.8%

China 9.7% 2.3% 10.1% 2.4%

Hong Kong 9.5% 3.0% 9.0% 2.6%

India 9.1% 3.4% 9.6% 4.1%

Indonesia 10.5% 3.2% 10.2% 3.3%

Malaysia 13.6% 1.0% 13.5% 2.1%

New Zealand 8.0% 1.4% 7.0% 1.9%

Philippines 12.0% 2.5% 13.0% 2.3%

Singapore 10.9% 0.7% 10.3% 1.0%

South Korea 5.0% 0.5% 7.0% 0.9%

Taiwan 6.6% 0.8% 6.4% 1.1%

Thailand 8.5% 0.9% 10.0% 0.9%

Vietnam 14.5% 3.6% 14.5% 3.8%

Benefits Programs in Focus
Medical Inflation and Cost Containment
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<20% of companies across APAC have introduced some form of co-sharing 
of premiums and/or claims. It is typically required for dependents’ 
coverage only.

Benefits Programs in Focus
Cultivating a Sense of Responsibility

Out-of-pocket 
maximum

This is the absolute 
maximum you are 
expected to pay in cost 
sharing within a year.

e.g. If you have an out-of-pocket 
maximum of SGD 500 per year. If 
your medical bills are SGD 2,000, 
for that year you will have to pay 
SGD 500 maximum.

Deductible

With a deductible, you 
pay the entire amount 
until the deductible 
amount is met.

e.g. If your insurance has a SGD 
1,000 annual deductible, you will 
have to pay the initial SGD 1,000 
and any cost incurred in that year 
beyond that will be covered by 
your company/insurer. 

Co-insurance

With a co-insurance 
model, you pay a fixed 
amount or percentage 
of the premium in a 
plan year.
e.g. If your coinsurance is 20% 
and the cost of premium is SGD 
100, you would pay SGD 20 of the 
premium.

Co-payment

With a co-payment 
plan, you will pay a 
fixed amount or 
percentage per 
service.
e.g. If your co-payment is SGD 10 
and your bill is SGD 50, the 
remaining SGD 40 will be covered 
by your company/insurer.
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Benefits Programs in Focus
Transforming from Reactive to Proactive with Health Promotion

P R E V E N T I O N P R O T E C T I O N

E D U C A T I O N

• Health screening
• Vaccinations
• Self-monitoring of 

pulse rate / blood 
pressure

• Talks on health topics 
e.g. healthy eating habits, 
issue of doctor hopping

• Campaigns on health 
challenges

• Mental Health

• Introduce smoke-free policy
• Regular cleaning of work 

desks
• Provision of face masks and 

hand sanitizers

H E A L T H  
P R O M O T I O N

BENEFITS
Your employees will have:
• Improved overall health
• Healthy behavior
• Higher job satisfaction
• Better job performance 



14Copyright 2020 Mercer LLC. All rights reserved.

Benefits Programs in Focus
Acceleration of Digital Health usage

Source: 1.Bain Insights – COVID-19 Accelerates the Adoption of Telemedicine in Asia-Pacific Countries

+ 800%1

Online Consultations 
by New Users

+ 900%1

New Users

+ 40%1

Daily Active Users

Australia
March 2020 vs 2019 Avg.

Singapore
March 2020 vs 2019 Avg.

China
Dec 2019 to Jan 2020

Indonesia
March 2020 vs 2019 Avg.

+ 39%1

Daily Active Users

+ 101%1

Daily Active Users

+ 156%1

Daily Active Users

+ 147%1

Daily Active Users

2.Mercer Global Survey, How are companies returning to the workplace and continuing to manage the impact of COVID-19, Asia Pacific, data as of June 19, 2020

What we are seeing is a step
change in the acceptance of
telemedicine. Having tracked
users in this space for over
seven years, this sort of rapid
adoption is unprecedented.

- Snehal Patel
Co- founder & CEO of MyDoc

Did you know?

28%2

of employers in APAC 
are looking to add or 

expand telemedicine/
digital care in 2021 for 
their health program.
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Benefits Programs in Focus
The Future of Digital Health

Reduction in 
caregiver burden

• Digital care reduces travel 
time and opportunity for 
patients in rural areas with 
limited access to 
comprehensive care

• Telehealth addresses the 
challenge of rising cost in 
treatment of severe 
chronic disease

Advancements in 
virtual technology

• Developing new life-saving 
techniques to training of 
doctors using Virtual Reality

• Wearable technology such as 
Fitbit and smartwatches for 
real-time clinical monitors and 
remote patient monitoring

Telehealth for more 
critical usages

• Adopting telehealth as the 
new norm, also used as a 
measure to lower cost, 
improve productivity and 
minimize human errors

• Telehealth as a mainstay for 
second opinion consultations

• Increased adoption of tele-
consults for specialist care 
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Benefits Programs in Focus
Emergency Leave Policy: 3 Scenarios to Plan for

According to our 
global survey, 12%1

of companies 
mentioned that they 

have implemented an 
emergency paid leave 

policy as a result of 
COVID-19 impact.

Employees who are 
diagnosed with COVID-19

Employees who are not 
diagnosed with COVID-19 
but are worried to travel 

to work due to fear of 
contracting virus

Employees who are not 
diagnosed with COVID-19 

but are not able to work 
due to premises shut 

down for extended period 
of time

Source: Mercer Global Survey, How are companies adapting to the COVID-19 business and workforce environment, Asia Pacific, data as of June 19, 2020
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Benefits Programs in Focus
Designing an Emergency Leave Policy

As an employer, consider the following points: 

What will the emergency leave policy provide?

How long will the policy last?

How does the policy vary by type of employee?

How will emergency leave be administered?
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Unless we’re 
bedridden with no 
hope of staying 
awake or severely 
infectious, we should 
get to work.

Benefits Programs in Focus
Social Stigma of taking Sick Leave I have no choice but to go to 

work because the work has to 
be completed today, and I also 
have fully consumed my 
sick leave entitlement 
for the year.

I have to get to office to show my 
colleagues that I’m working even 
though I’m sick. I cannot 
let my illness affect my 
performance rating!
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• Removing the need of 
producing medical 
certificates for short-term 
medical leaves

• Educating managers to be 
non-judgmental when 
employees call in sick

• Introduce a sick leave policy 
even if there is no statutory 
requirement to do so. 
e.g. Japan and South Korea

• Consider implementing an 
unlimited sick leave policy

Reviewing your sick 
leave policy

Creating a culture of trust

Benefits Programs in Focus
How Employers can fight the Stigma of taking Sick Leave

• Arrange sessions to educate 
employees on issues such as 
workplace infection and how 
viruses can be contagious 
even at its onset

• Educating employees to not 
report to work even with 
mild cough or cold

Educating employees
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It is still important to take 
annual leave even when 
you can’t go on holiday

Benefits Programs in Focus
Taking Annual Leave even when Working From Home
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Benefits Programs in Focus
Flexible Working Arrangements

As social distancing guidelines are being relaxed 
by most of the governments within Asia Pacific:

48% of employers are expecting 
employees to continue  working 

remotely, until it is deemed safe to 
work on site

54% of employers are looking to 
change their working arrangements 
to allow for increased flexibility to 

work both onsite and remotely

Source: Mercer Global Survey, How are companies returning to the workplace and continuing to manage the impact of COVID-19, Asia Pacific, data as of June 19, 2020

Prior to 
COVID-19

During
COVID-19

Anticipated 
Future

< 25% of workforce 25% - 49% of workforce

50% - 75% of workforce > 75% of workforce

n = 100 companies
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Benefits Programs in Focus
Staying Engaged and Productive while Working Remotely

Resources, 
collaboration and 
technology

• Ensure access to tools, technology and training to be productive
• Monitor cross-functional collaboration and take corrective action as needed
• Encourage innovation around how work gets done virtually

Supporting 
holistic needs

• Embrace flexible schedules given competing priorities with school closures
• Equip managers with resources for managing in uncertain times
• Foster a sense of community and connection through virtual engagement

Keeping employees 
mentally resilient

• Keeping team connected virtually with regular connects
• Communicating information by providing employees with trusted sources of information, 

such as local Ministry of Health websites and reputable news sources
• Providing mental health support for your employees, e.g. employee assistance programs, 

mental health apps, virtual yoga sessions etc.

Supporting 
employees’ financial 
wellbeing

• Providing financial wellness resources and tools to employees for guidance
• Communicating support like EAP/financial coaching, short-term loans etc.
• Educate employees to be prepared for the future, such as for retirement and pandemics 
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7%

9%

11%

22%

27%

28%

0% 5% 10% 15% 20% 25% 30%

Benefits Programs in Focus
Expenses Coverage for Remote Working Expenses

of employers in APAC do not provide or reimburse 
their employees for remote working expenses 
incurred during the COVID-19 pandemic45%1

Source: Mercer Global Survey, How are companies returning to the workplace and continuing to manage the impact of COVID-19, Asia Pacific, data as of June 19, 2020

n = 101 companies

Internet Service

Laptops

Mobile Phones

Ergonomic Office Equipment

Printers

Utilities
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Benefits Programs in Focus
Establishing Regional Minimum Standards

• Definition of regional minimum 
standards 

• What is the difference between 
having a regionally aligned 
benefits policy for your 
organization vs establishing 
regional minimum standards?

Exploring the option of 
establishing Regional 

Minimum Standards for 
your organization’s 

benefits policy

What does this mean? Addressing foreseeable 
benefits and challenges

• Going back to the basics: 
What are Benefits really meant for?

• Repurposing your benefits to be

• Adaptable

• Sustainable 

• Innovative



WHAT ’S  NEXT :
RETU RNI NG TO  WORK
What should we be expecting?
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What happens when normal business conditions commence or resume? 

It is critical to balance economic decisions 
and empathy with a longer-term look 

towards what’s the next right thing your 
company needs to do to succeed and build 

a better, brighter tomorrow

What’s Next: Returning to Work
Thinking Points for Consideration
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27%

67%

68%

74%

79%Limiting the size of 
in-person meetings

Limiting visitors 
to the workplace

Limiting the number of 
common areas

Decreasing the no. of 
employees at the workplace

Implementing long-term 
physical layout changes 

What’s Next: Returning to Work
What to Expect in the New Office

Improved flexible 
working

Reinforcing good 
hygiene

Embracing this 
new normal Social distancing 

measures

Restricted/limited 
business travels

45%

77%

Enhanced digital 
collaboration

Preventive measures 
& Active Contact 

Tracing

Administering onsite 
temperature screening

Administering online 
symptom questionnaires

Immunity Screening
e.g. Serology Screening

Virus Presence Screening
e.g. PCR Testing 6%

7%

17%

70%

86% Increasing hand 
sanitization stations

Requiring masks to be 
worn at all times

Implementing 
short-term physical 
protective changes

n = 99 companies

n = 98 companies

n = 99 companies

Source: Mercer Global Survey, How are companies returning to the workplace and continuing to manage the impact of COVID-19, Asia Pacific, data as of June 19, 2020



I NNOV ATI VE BENEF I TS
What are the new offerings in the market?
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Provision of 
additional 
family and 
childcare 
benefits

Delivery 
service perks 

and discounts 
for food and 

groceries

Funds for 
colleagues 

experiencing 
personal 

financial crisis

Complimentary 
COVID-19 

Special 
Coverage 

for employees and 
eligible dependents

Care packages 
sent to 

employees 

Virtual Social 
Group 

Activities
e.g. cooking 
challenges

Extension and 
Expansion of 
leave policies

Innovative Benefits
Practices to support your employees in these unprecedented times
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QUESTIONS & DISCUSSION

Godelieve van Dooren, Partner
Regional Industries & Products Leader, APAC
+65 6398 2630 
godelieve.van.dooren@mercer.com

Tan Hua Teck
Regional Benefits Lead, APAC
+65 6398 2725 
huateck.tan@mercer.com

Questions? 
To submit a question, please use
the floating panel at the bottom
of your screen and click the Q&A
button.

Feedback
Please take time to fill the
feedback form at the end of this
webcast so we can continue to
improve. The feedback form will
pop-up in a new window when
the session ends.

Wong Yi Quan
Regional Benefits Consultant, APAC
+65 6398 2494 
yi.quan.wong@mercer.com

Chan Chu Ting
Regional Benefits Analyst, APAC
+65 6398 2689 
chu.ting.chan@mercer.com




