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Abstract: The research investigates the role of the Business Development Support Unit in 

AmmetLife Takaful among employees at AmmetLife Takaful, Kuala Lumpur, Malaysia. 

AmmetLife Takaful, a partnership between AMMB Holdings Berhad (AmBank Group) and 

MetLife International Holdings, Inc. aims to provide comprehensive Takaful solutions in line 

with Shariah principles. This study delves into the Islamic finance landscape, emphasizing 

Takaful as a Sharia-compliant alternative to conventional insurance. It explores the principles 

of mutual assistance and charity within Takaful, contrasting it with conventional finance. The 

Business Development Support Unit's significance in maintaining accurate business 

information, ensuring regulatory compliance, and supporting company objectives within the 

framework of Islamic finance principles is highlighted. The study employs a qualitative 

research approach, utilizing interview to gather insights from employees of the Business 

Development Support Unit. Data collection and analysis methods are outlined, focusing on 

understanding the role of employees in business support development, maximizing work 

productivity, and addressing Takaful issues and challenges. The research concludes with 

recommendations for strategic enhancements to support AmmetLife Takaful's goals and 

identifies limitations for future research. 
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Introduction  

AmMetLife Takaful, a strategic partnership between AMMB Holdings Berhad (AmBank 

Group) and MetLife International Holdings, Inc., combines MetLife's international expertise 

with AmBank Group's local knowledge to offer comprehensive Takaful solutions in Malaysia. 

Aligned with Shariah principles, the company is dedicated to delivering high-quality services 

and ensuring customer satisfaction through its core values of excellence, simplicity, 

collaboration, and community support. AmMetLife Takaful provides a variety of services 

including protection, savings, education, and term Takaful, tailored to meet the diverse needs 

of customers at different life stages. This research focuses on the Business Development 

Support Unit within AmMetLife Takaful, examining how this unit contributes to the company's 

broader goals and operations. 

 

The Business Development Support (BANCA) unit plays a crucial role in generating and 

verifying campaign reports, ensuring accurate marketing strategies, and maintaining effective 

communication with partners. It manages administrative tasks such as handling appeals, 

preparing reports, and facilitating reward payments, all of which support the company's 

strategic and operational objectives. The absence of a dedicated BANCA unit can lead to 

inefficiencies in strategic management and operational execution, potentially hindering the 

company’s ability to assess decision impacts, optimize operations, and adapt to market changes. 

This research aims to underscore the importance of the BANCA unit in addressing these 

challenges and enhancing overall company performance. 

 

The study seeks to explain the role of business development at AmMetLife Takaful, identify 

the issues and challenges faced by the company, and provide actionable recommendations for 

strategic improvements. It will address key questions regarding the unit's role, the challenges 

encountered, and potential recommendations for supporting the company's goals. 

 

Focusing on the Business Development Support Unit, the research will be conducted over a 

six-month period in Kuala Lumpur, Malaysia, involving interviews with five employees from 

the unit. It excludes other employees from AmMetLife Conventional or other Takaful sectors. 

The significance of this study lies in its potential to provide insights into how the unit impacts 

marketing strategies, partner relations, and administrative functions, while also identifying 

areas for process optimization and enhancing customer satisfaction. The research will 

contribute to the broader field of Takaful operations by offering practical guidance for 

improving business support functions, enriching academic literature, and providing actionable 

recommendations for Takaful organizations. Qualitative methods, including case studies, 

grounded theory, and interviews, will be employed to gather and analyze data, ensuring a 

comprehensive understanding of the unit’s role and impact. 

 

Literature Review 

 

Introduction to Takaful 

Takaful, a form of insurance grounded in Islamic principles, operates on the concepts of 

cooperation and mutual assistance. Unlike conventional insurance, which involves risk transfer 

for a fee, Takaful fosters shared responsibility and solidarity among its participants. 

Contributions are treated as donations (tabarru') to a mutual fund, which provides benefits to 

those in need based on principles of mutual aid and charitable giving (Dusuki & Abdullah, 

2007). The structure of Takaful contracts ensures that both risks and rewards are shared 

collectively, setting it apart from conventional insurance models (Kahf, 2001). Adhering strictly 
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to Shariah principles, Takaful avoids interest (riba) and speculative transactions (gharar), which 

are prohibited in Islamic finance, thereby ensuring that its operations and decision-making 

processes align with Islamic financial ethics (Siddiqi, 2006; Iqbal & Mirakhor, 2007). 

 

Historical Development of Takaful in Malaysia 

The development of Takaful in Malaysia highlights the country's leading role in incorporating 

Islamic finance principles into its financial system. Takaful first emerged in Malaysia during 

the early 1980s, with initial offerings limited to basic insurance products such as life and general 

Takaful. The Malaysian government played a crucial role by enacting the Takaful Act of 1984, 

which provided a regulatory framework for Takaful institutions (Haron & Wan Azmi, 1995; 

Ariff & Rosly, 2013). The establishment of the Malaysian Takaful Association (MTA) in 1988 

further supported the industry by promoting cooperation and setting standards (Haron & 

Shanmugam, 1999). Over the years, Malaysia has expanded its Takaful offerings to include 

sophisticated products like investment-linked Takaful and re-Takaful, enhancing its position as 

a global leader in Islamic finance (Ariff & Hassan, 2008). 

 

Regulatory Framework 

The regulatory framework for Takaful in Malaysia has been instrumental in shaping the 

industry and ensuring adherence to Shariah principles while fostering growth. The Takaful Act 

of 1984 established the legal foundation for Takaful operations, providing clear guidelines for 

the establishment and supervision of Takaful operators (Securities Commission Malaysia, n.d.). 

Bank Negara Malaysia (BNM) plays a key role in refining this framework, overseeing 

licensing, prudential regulation, and the conduct of Takaful operators to maintain financial 

stability and integrity (Bank Negara Malaysia, 2023). Additionally, the Malaysian Takaful 

Association (MTA) works to set industry standards and enhance governance and consumer 

protection (Malaysian Takaful Association, n.d.). This robust regulatory environment has been 

essential in positioning Malaysia as a global hub for Islamic finance, including Takaful, by 

fostering investor confidence and facilitating product innovation. 

 

Types and Structures of Takaful in Malaysia 

Takaful encompasses various types and structures designed to comply with Shariah principles. 

General Takaful provides joint guarantees among participants to cover specified losses, such as 

property damage or liability claims (Ariff & Hassan, 2008). Family Takaful focuses on mutual 

financial assistance and protection related to life events, offering benefits like savings and 

investment-linked policies (Khan & Bhatti, 2008). Both types of Takaful adhere to Islamic 

ethics by avoiding interest and speculative transactions, emphasizing collective responsibility 

and cooperation among participants (Siddiqi, 2006). Takaful continues to evolve, adapting its 

models to meet the diverse needs of individuals and businesses seeking Shariah-compliant 

insurance solutions (Khan & Ahmed, 2013). 

 

Market Overview of Takaful 

The Takaful market involves various participants, including Takaful operators who manage 

Takaful funds and retakaful companies that provide reinsurance coverage. Regulatory bodies, 

such as Bank Negara Malaysia, oversee market conduct, ensuring compliance with Shariah 

principles and promoting stability (Bank Negara Malaysia, 2023). The global Takaful industry 

has seen significant growth, driven by increasing awareness of Islamic finance principles and 

the demand for ethical financial products. Reports indicate strong expansion in regions like 

Southeast Asia and the Middle East, with new market entrants and product innovations 

contributing to this growth (IFN Islamic Finance News, 2023). This growth reflects a broader 
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acceptance of Takaful as a viable alternative to conventional insurance, appealing to both 

Muslim and non-Muslim populations seeking ethical insurance solutions. 

 

Consumer Awareness and Perception of Takaful 

Consumer awareness and perception of Takaful are influenced by public awareness campaigns 

and trust in Islamic finance principles. These campaigns, organized by Takaful operators, 

industry associations, and regulatory bodies, are essential for educating consumers about 

Takaful's benefits and ethical framework. Effective communication strategies and transparency 

are crucial for building trust and encouraging consumers to choose Takaful over conventional 

insurance (Haron & Shanmugam, 1999). Studies show that consumers who perceive Takaful 

operators as ethical and trustworthy are more likely to favor Takaful products, with factors such 

as the operator's reputation, product clarity, and claims handling efficiency significantly 

shaping these perceptions (Dusuki & Abdullah, 2007; Ariff & Rosly, 2013). 

 

Performance and Impact 

The financial performance of Takaful operators is assessed through key indicators such as gross 

contributions, net underwriting surplus, investment income, and profitability ratios, which 

reflect the effectiveness of underwriting practices and fund management (Ariff & Hassan, 

2008). Beyond financial metrics, Takaful has a notable socio-economic impact, contributing to 

financial inclusion and resilience against economic uncertainties. Takaful supports small and 

medium enterprises (SMEs) and stimulates investment through Shariah-compliant financing, 

promoting economic stability and growth (Ismail, 2015; Siddiqi, 2006). The sector's 

performance not only influences financial outcomes but also contributes significantly to 

Malaysia's socio-economic development by enhancing inclusivity and sustainability. 

 

Conclusion 

Takaful offers a unique alternative to conventional insurance by emphasizing cooperation and 

ethical finance. Its mutual fund structure, based on donations rather than risk transfer, and strict 

adherence to Shariah principles set it apart from traditional insurance models. The development 

of Takaful in Malaysia, supported by a strong regulatory framework, has led to significant 

market growth and product innovation. Globally, Takaful's expansion reflects growing 

acceptance of ethical financial solutions, with consumer trust playing a critical role. The 

performance and socio-economic impact of Takaful demonstrate its importance not only as an 

ethical insurance option but also as a contributor to financial and social stability, reinforcing its 

value in both the financial and socio-economic landscapes (Dusuki & Abdullah, 2007; Haron 

& Wan Azmi, 1995; Siddiqi, 2006). 

 

Methodology 

Effective human capital management is crucial for organizational success and sustainability in 

today's business environment. This study explores the diverse roles of employees at AmMetLife 

Takaful, including senior managers, IT specialists, and HR generalists. It examines how their 

varied expertise—spanning economics, marketing, IT, human resources, and finance—

contributes to operational efficiency, innovation, and customer satisfaction. The introduction 

highlights the importance of employees in improving operational processes, customer service, 

and competitiveness. It discusses strategies for enhancing productivity and employee 

effectiveness through time management, professional development, technology use, and 

positive work culture. The study also addresses challenges specific to the Takaful industry in 

Malaysia, such as regulatory compliance and market penetration, and suggests strategies for 

sustainable growth and competitive advantage. Overall, the research emphasizes the significant 

https://creativecommons.org/licenses/by/4.0/?ref=chooser-v1


Copyright © Academic Inspired Network 

- All rights reserved 

 

This work is licensed under  

CC BY 4.0 

 

 

 
 

 

 

273 

 

Volume: 10 Issues: 78 Special Issue [November, 2025] pp. 269 – 277 

Journal of Islamic, Social, Economics and Development (JISED) 

eISSN: 0128-1755 

Journal website: www.academicinspired.com/jised 

DOI: 10.55573/JISED.107823 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 
 
 

Volume: 10 Issues: 78 Special Issue [November, 2025] pp. 15 - 28 

Journal of Islamic, Social, Economics and Development (JISED) 

eISSN: 0128-1755 

Journal website: www.academicinspired.com/jised 

DOI: 10.55573/JISED.107802 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

role of employees in driving organizational success and offers insights into fostering a culture 

of continuous improvement and innovation. 

 

Results 

 

The role of business of development Ammetlife Takaful 

The Business Development unit at AmMetLife Takaful is pivotal in fostering company growth 

and enhancing market presence. It undertakes comprehensive market research to understand 

industry trends and customer needs, collaborates on developing Shariah-compliant Takaful 

products, and builds partnerships with banks and financial institutions to expand distribution 

channels. The unit is also responsible for devising and implementing sales and marketing 

strategies, creating promotional campaigns, and improving customer service and support. 

Additionally, it focuses on training sales teams and partners to ensure expertise in Takaful 

products and educating potential customers about their benefits. These efforts are crucial for 

driving growth, ensuring customer satisfaction, and maintaining a competitive edge in the 

Islamic finance market. 

 

The issues and challenges of AmMetLife Takaful 

AmMetLife Takaful faces several significant challenges, including limited consumer awareness 

of Takaful, which hampers market growth and necessitates substantial investment in 

educational and marketing efforts. Intense competition from established conventional insurance 

providers requires the company to continually innovate and offer competitive products. 

Compliance with Shariah principles and adapting to regulatory changes add layers of 

complexity to operations. The company also needs a robust IT infrastructure to support digital 

transformation and enhance customer experience. Additionally, recruitment and retention of 

skilled talent familiar with both Takaful and conventional insurance is a challenge. Economic 

fluctuations impact investment performance, and the similarity between Takaful and 

conventional insurance products can confuse customers, affecting perceived value. The 

complexity of managing Shariah-compliant operations and ensuring effective risk-sharing 

among participants further complicates the company's operational landscape. 

 

Actionable recommendations for strategic enhancements to   support AmMetLife 

Takaful’s goals 

To strategically enhance AmMetLife Takaful's operations and support its goals, several key 

recommendations are proposed. First, increasing consumer awareness through targeted 

educational and marketing campaigns on digital platforms and social media is essential to 

communicate the benefits and principles of Takaful effectively. Second, the company should 

prioritize product innovation by developing new Takaful offerings tailored to specific market 

needs, which will help differentiate its products from conventional insurance. Strengthening 

partnerships with banks, brokers, and other financial institutions will expand distribution 

channels and improve product co-development. Additionally, investing in robust IT 

infrastructure, including advanced technologies like artificial intelligence and data analytics, is 

crucial for supporting digital transformation and enhancing operational efficiency. Continuous 

training and development programs for employees are necessary to ensure they are well-

equipped to meet market demands and maintain high service standards. Proactively addressing 

regulatory challenges by engaging with regulatory bodies and staying updated on Shariah 

compliance will ensure smooth operations and build customer trust. Finally, adopting a 

customer-centric approach by gathering and analyzing feedback will help refine products and 

services, leading to improved customer satisfaction and loyalty. These strategies collectively 
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aim to drive growth, enhance market competitiveness, and ensure effective operations in the 

evolving Takaful sector. 

 
Recommendation 

To address the challenges facing the Takaful industry in Malaysia, several strategic 

recommendations are proposed. First, navigating the stringent requirements of the Islamic 

Financial Services Act (IFSA) 2013, which imposes significant compliance burdens, requires 

collaborative efforts between regulators and industry stakeholders. Simplifying and 

streamlining these regulations will help reduce compliance costs and provide clearer guidelines 

tailored to the operational scale of smaller Takaful operators. Such measures will ensure 

consistent adherence to Shariah principles, fostering greater consumer trust and credibility 

within the industry. Second, increasing consumer awareness about Takaful and differentiating 

it from conventional insurance is crucial for market expansion. Many Malaysians are still 

unfamiliar with Takaful's cooperative and ethical principles. Therefore, comprehensive 

educational campaigns should be launched to clarify Takaful's benefits, emphasizing its 

transparency and the equitable distribution of risks and rewards. By addressing misconceptions 

and highlighting these unique aspects, consumer confidence in Takaful can be enhanced, 

driving demand and industry growth. 

 

Operational efficiency and profitability are ongoing challenges for Takaful operators. 

Embracing digital transformation is essential for streamlining operations and enhancing 

customer engagement. Implementing advanced digital solutions will improve operational 

efficiency and facilitate the creation of innovative, Shariah-compliant Takaful products that 

cater to evolving consumer needs. Additionally, diversifying investment strategies within 

Shariah boundaries is critical for optimizing fund performance and ensuring equitable returns 

for participants. Expanding permissible investment avenues and using digital tools for fund 

management will contribute to sustainable profitability and market competitiveness. 

Furthermore, developing a skilled workforce proficient in Takaful operations and Shariah 

principles is vital for industry resilience and innovation. Continuous professional development 

programs should be established to build expertise and ensure adherence to global Takaful 

standards. Aligning with international best practices will not only enhance operational 

efficiency but also position Malaysian Takaful operators as competitive players in the global 

market, attracting investment and fostering industry growth. In summary, addressing these 

challenges requires a coordinated approach that includes regulatory refinement, consumer 

education, technological adoption, and talent development. By tackling these issues 

collaboratively and proactively, the Malaysian Takaful industry can leverage its unique 

strengths and evolve into a robust and sustainable sector that offers compelling alternatives to 

conventional insurance while upholding Shariah principles and consumer trust. 

 

Limitations and Future Research 

This study, which focuses on qualitative interviews with five staff members from AmMetLife 

Takaful's Business Development Support Unit, provides valuable insights but has several 

limitations. The small sample size may limit the generalizability of the findings, potentially 

overlooking perspectives from other departments or organizational levels. Additionally, the 

qualitative nature of the data can be subjective, requiring careful interpretation to ensure 

reliability. The time and resource-intensive process of conducting in-depth interviews might 

also impact on the study’s overall depth and breadth. 
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Future research could address these limitations by conducting comparative studies across 

different departments or organizations within the insurance sector, offering broader insights 

into business support unit dynamics. Longitudinal studies could track changes over time, 

providing deeper understanding of organizational evolution. Integrating quantitative measures 

alongside qualitative methods could enhance comprehension, while cross-cultural studies might 

reveal adaptive strategies in various contexts. Evaluating the tangible impacts of business 

support units on organizational performance metrics could also justify strategic investments 

and improve operational effectiveness. These approaches will enrich the understanding of the 

roles and contributions of business support units within insurance companies like AmMetLife 

Takaful.  

 

Conclusion 

This research highlights the pivotal role of the Business Development (BANCA) unit in the 

strategic partnership between AMMB Holdings Berhad (AmBank Group) and MetLife 

International Holdings, Inc. (MetLife), which led to the establishment of AmMetLife Takaful. 

The study underscores how the BANCA unit is essential for optimizing operations, enhancing 

competitiveness, and ensuring sustainable practices in the provision of Shariah-compliant 

Takaful solutions across Malaysia. By addressing potential issues such as inefficient resource 

allocation and lack of accountability that arise in the absence of a dedicated business 

development unit, the research emphasizes the importance of this unit in achieving the 

company’s strategic objectives. 

 

The research, conducted over six months in Kuala Lumpur using qualitative methods, including 

interviews with five business support team members, reveals that the BANCA unit plays a 

crucial role in generating campaign reports, supporting alternative distribution channels, and 

ensuring the accuracy of marketing strategies. Its responsibilities also extend to strategic 

decision-making, administrative tasks, and performance reporting, all of which are vital for 

AmMetLife Takaful’s profitability and market presence. Overall, the study provides valuable 

insights into the significant contributions of the BANCA unit to AmMetLife Takaful’s 

operational efficiency and regulatory compliance. It offers actionable recommendations for 

enhancing the unit's effectiveness and supports future strategic planning and resource 

allocation, reinforcing the unit's central role in the company's ongoing success and growth in 

the Islamic finance sector. 
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