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Looking back:

Top takeaways \
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Digital, customer leader (“DCL")

accelerated execution program has
delivered significant value and
transformed our cost base

Customer experience NPS leader
across the majority of our markets

Driving faster and more innovative
outcomes through our material
investments in cloud, data and Al

Scaling market-leading digital
capabilities

Driving sustained customer
engagement with expanded end-to-end
digital experiences
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DCL has transformed our business

Position in 2018

Position today

Ve

Lagging our peers in customer experience

-

NPS leader in 11 of 16 business lines, up from 41

Ve

Low straight-through-processing (“STP")

-

85% global STP, up from 68%

Ve

Limited digital adoption

69% servicing volume fully digital

Ve

Limited cloud, data platform and data governance

-

Robust global data and analytics platform
on Azure

Ve

Nascent analytics and Al capabillities

A

Globally integrating Al solutions at scale

Ve

Lagging in digital lead generation capabilities

A

In-housed media buying and deployed globally
scaled digital lead generation program

Note: All footnotes are on slide 28.
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We are generating value at an accelerated pace

Global DCL programmatic approach embedded in each business with 2023-2025 roadmaps’

$ 1 85 M benefits delivered in 2023
$ 5 O O M forecasted benefits in 2024

4 Note: See “Caution regarding forward-looking statements” below. All footnotes are on slide 28.
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Transformed cost Reduced operating expenses

base through Total Company STP

digitization and — +17pps
automation 85%
* Eliminated manual work 68%

by digitizing and

automating highest

volume interactions 2018 1Q24
- /

« Now focusing on

automating high-cost, Canada Asia’ Global WAM'  U.S.
less frequent

nteractions 80%sr 80%sr 89%sr 09% s

5 Note: All footnotes are on slide 28.
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Majority of high-volume customer interactions fully digitally enabled

* ©69% of global servicing volume
fully digital

« Enables revenue and cost
reduction opportunities
through personalized customer
engagement with targeted,
data-driven offers and nudges

Note: All footnotes are on slide 28.

Digital servicing interactions (%, April 30, 2024 vs. 2022")

Global WAM
+56 pps

!

73

17
I

2022 2024

Canada
+33 pps

!

90
; .

2022 2024

Asia
+33 pps
53
20
I
2022 2024
U.S.
+14 pps l
48 .62
2023 2024
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Leading mobile app
experiences

Laser focus on mobile
experience to reach
best-in-class app
ratings

Leading peer average
in every segment

Accelerating
deployment of new app
features as mobile
becomes the primary
interaction channel

Note: All footnotes are on slide 28.

Average mobile app rating (stars out of 5)°

Canada

+16 bps

¢

4.51
4.35

=
2021  1Q24

Asia

+66 bps

4.48

3.82

=

2021 1Q24

Global WAM

+105 bps
v
4.50

3.45
=
2021 1Q24

U.S.
+42 bps

4.75

4.33

1Q24
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Innovative experiences driving customer engagement and satisfaction

Digital health leader

» Improves customer engagement from
~1x per year to 24x per month

* Intercept and make compelling offers
and tailored nudges

View your
coverage &
balances

I

‘ Yourjourney View all
Complete assigne:
y

Weekly Target

ENDS SUNDAY ‘ F

*

Health Profile

Get started
Earn 60 more points to achieve your

weekly target

Newsfeed
/\\//\'\ /ﬁ\\
\//\ /r’\K

Canada GB

Group benefits claims
transformation

Fully transparent claims status

92-95% of digital claims instantly
adjudicated

Hello Nicole,
Welcome to your Group Benefits site

Recent claims @ View all claims
Nicole Smith Health Submitted on @ Claim processed 5=
Massage Therapist Sep 7, 2022 — C— —
You Not reimbursed by
plan
Nicole Smith Vision Submitted on Claim being checked -
Optometrist Apr 19, 2024 e m—
You Your claim is being
checked
Nicole Smith Dental Submitted on Claim being checked 5
Preventative Apr 19, 2024 — —
You Your claim is being

checked

Canada GB

Wealth + Insurance experience

Fully integrated wealth management and
insurance in a single app experience

Deepens customer relationship across
businesses

1 O Invest /
MPF / ORSO / Pension Investment-linked

‘ 1G oup Life & Health

w0 4,000,000.00 w0 2,000,000.00

‘\ HKD 40,000.00 USD 80,000.00

kD 40,0000

Hong Kong WAM & Insurance
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Cloud investments driving speed, agility, efficiency and innovation

« Material investments in our global
data and analytics platform have
created a Jetstream,” accelerating Al
and GenAl deployments

* Access to compute on demand
allows teams to scale activities at
pace

 Reduced infrastructure and

maintenance costs can be reinvested
in value-generating initiatives

Note: All footnotes are on slide 28.

Scalable infrastructure’

1 OO% (0% in 2018)

Data lakes and Al models on Azure

71 % (13% in 2018)

Applications in the cloud
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Intelligent customer data platform and
VOICE - foundational data assets for
NPS and personalization, globally
scaling

Comprehensive view of all customer
interactions and transactions,
architected for analytics and insights

Fostering innovation and improving
productivity by democratizing Al to all
our colleagues

Accelerating value delivered through Al
and analytics

Note: All footnotes are on slide 28.

Accelerating Al deployments to outpace peers

Leading edge Al use cases'

103

Deployed Al models

Democratized Al tools’

100%

Manulife colleagues with
GenAl tools

Accelerating value

Doubled

Value enabled by
analytics
(2020 vs. 2023)
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Delivering a leading
customer experience in
the majority of our
business lines

- Integrated NPS ownership
across Manulife, with real time
analytics to surface customer
needs and action pain points

- Driving business value
through reduced cost to
serve, increased persistency
and cross-sell

11 Note: All footnotes are on slide 28.

Leading customer

experience
Relationship NPS (“rNPS”)

—+20—,
23

1
R

2018 1Q24

11 of16

business lines
leading peers in rNPS’

+2 business lines 2" highest
rNPS

39 tNPS

Record high transactional NPS
May 2024
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Looking back: Delivered significant value to date

Summary
Leading in customer experience

Investments in cloud, data and Al
accelerating more innovative
outcomes

— Market-leading digital capabilities
—; driving stronger customer
engagement

High confidence in future
acceleration and performance

42
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Raising the bar in value delivered, customer experience and operational excellence

4 N
DCL benefits'
(C$ millions)
— $1.5B over 3 years
850
500
185 I
2023 2024F 2025F
o /

Note: See “Caution regarding forward-looking statements” below. All footnotes are on slide 28.

Reducing operating expenses

33% sTP

2025 target

Leading customer experience

37 rNPS

2027 target
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2025 financial benefit drivers span a diversity of leading-edge capabilities

Al and data

Leading in GenAl to deliver expense and
revenue benefits, doubling deployments

Digital adoption

Digital as dominant channel for sales and
service interactions

Automation and digitization

Automation of end-to-end processes to
achieve 88% STP

Personalization

Maximizing acceptance rate of personalized
experiences

Digital leads

Revenue uplift from more efficient digital lead
generation
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Deep Al talent pool

Doubled value enabled by analytics
over 3 years

Over 240 GenAl use cases identified:;
[ deployed into production

Embedding GenAl as an
organizational capability

Structured program to capture GenAl
benefits

Combining GenAl with traditional Al
in integrated solutions
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Delivering value from Al solutions at scale

Growing our Al footprint’

Models in production

From 09 in 2021

to 103 in 2024

18 Note: See “Caution regarding forward-looking statements” below. All footnotes are on slide 28.

/

Expanding use case breadth
(% solution type)

Bl Underwriting & product

B Inforce management & portfolio optimization
B Proactive health management

Bl Operations efficiency

Il Fraud detection & prevention

B Personalized & proactive sales

2021

2024F
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We have the ingredients for success to build and sustain leadership in GenAl

» Leadership from the top — to set the priority

« Clear principles about our use of Al — to align with our values

« Data and Al infrastructure — to create scale and value

« Culture change mindset — to maximize adoption

 Cross functional approach — to reflect business ownership at every level

« Transparency by design — to be clear about where we use Al and how we use data

19
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Deployed 7 GenAl
use cases into
production

« 16+ additional use cases
planned for remainder of
2024

* Inventory of 240+ use cases
identified

20

Business use cases

« Sales agent enablement with
personalized scripts

« Complex contract lookup for
agents

* Marketing content generation
«  Multi-language translation
« Analysis of securities circulars

 Automated call and action item
summarization

« Daily call trends and alerts

Employee productivity

ChatMFC
Microsoft 365 CoPilot

Software code generation and
testing



Il Manulife

21

GenAl solutions delivering better customer experience and greater efficiency

Example:

U.S. Annuities receives
~360,000 calls per year

Customer service agents had to
synthesize information from
multiple systems and documents

With GenAl, agents can now
answer questions faster

Increases speed of onboarding
new agents

ChatAnnuity

Question

Optional Inputs
Bl G

Response (D

Frequently Asked Question
Can new money be added?

I/ Manulife




Il Manulife

Embedding GenAl as an organizational capability and democratizing use

Targeted learning paths for all
employees

« Self-service learning

opportunities at every level
« Communities of practice

fl
Cang ty clia
ching ta

m
Tai liéu cho
Nhan vién

2

Danh ba
cong ty

i

Da dang,

Binh dang...

by

Buting day
néng ve d...

22

Innovation and creativity
* Feedback loops, prompt-a-

thons

 Crowd-sourced idea
generation

Program of adoption tactics

Business change champions
Senior executive accountability

Tailored hands-on usage
workshops relevant to each team

Thé hé Al @ Manulife

G ERTING

Ban muon tim hiéu thém ve Al va GenAl? Hay tham khao cdc tai nguyén cé san 24/7 dudi day.

Truy cap Pursuit va kiem Huy hiéu Al Explorer (Nha kham pha Al) cia ban

* Gidi thidu v& Huy hi¢u Al Explorer (Nha khdm phd Al)

« Tri tué nhdn tao vd chidn luge kinh doanh: Nghién ciu dién hinh

* Al cd trach nhiém vd ddng tin cy

* Mt ngly thudng I¢ trong cudc sbng cda nhi khoa hoc di lidu

Ban co y tudng vé Al hodc Gen AI?
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Singapore Advisor testimonial for Sales Agent GenAl use case:

“Forward thinking and immediately
applicable to our work”

Gregory Charles Lawrence
Financial Services Consultant, Summit Planners Xchange
Manulife Financial Advisors (Singapore) Pte. Ltd
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Looking ahead:
Summary

Well-positioned to lead in GenAl

Forecasting a 3x return from 2023-
2025 DCL investments realized over
a S-year period

Raising the bar for leadership in
customer experience and operational
excellence

Continuing programmatic approach
with 2026-2028 DCL roadmaps

Relentlessly executing to scale
leading-edge capabilities that
accelerate our future performance



Manulife
Raising the Bar
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Appendix 4 « Footnotes

 Caution regarding forward-looking
statements
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Footnotes

Slide Footnote

" Based on studies conducted quarterly by lpsos, a global market research company. As of 4Q23.

TIncludes expense saves, growth absorption, revenue benefits (margin businesses) and new business contractual service margin (“CSM”) growth (insurance).

T All segment STP scores are as of March 31, 2024.

TU.S. reflects 2024 YTD vs. 2023 due to data availability.

T Based on App Store ratings (average of iOS and Android ratings), for all apps in the segment; 2024 rating as of March 31, 2024.

© Nl o b~ w

T As of April 2024.

10 T As of May 2024.

1 T Based on studies conducted quarterly by lpsos, a global market research company. As of 4Q23.

TIncludes cumulative expense saves, growth absorption, revenue benefits (margin businesses) and new business CSM growth (insurance), that in aggregate totals $1.5B in

G benefits delivered over a 3-year period.

18 12024 models as of May 2024.

28
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Caution regarding
forward-looking
statements

From time to time, Manulife makes written and/or oral forward-looking
statements, including in this presentation. In addition, our
representatives may make forward-looking statements orally to
analysts, investors, the media and others. All such statements

are made pursuant to the “safe harbour” provisions of Canadian
provincial securities laws and the U.S. Private Securities Litigation
Reform Act of 1995.

The forward-looking statements in this presentation include, but
are not limited to, statements with respect to the Company’s strategic
priorities and targets; and also relate to, among other things, our
objectives, goals, strategies, intentions, plans, beliefs, expectations
and estimates, and can generally be identified by the use of words
such as “will”, “expect”, “estimate”, “believe”, “plan”, “objective”,
“continue”, and “goal”, (or the negative thereof) and words and
expressions of similar import, and include statements concerning
possible or assumed future results. Although we believe that the
expectations reflected in such forward-looking statements are
reasonable, such statements involve risks and uncertainties, and
undue reliance should not be placed on such statements and they
should not be interpreted as confirming market or analysts’
expectations in any way.

Certain material factors or assumptions are applied in making
forward-looking statements and actual results may differ materially
from those expressed or implied in such statements. Important factors
that could cause actual results to differ materially from expectations
include but are not limited to: general business and economic
conditions (including but not limited to the performance, volatility and
correlation of equity markets, interest rates, credit and swap spreads,
currency rates, investment losses and defaults, market liquidity and
creditworthiness of guarantors, reinsurers and counterparties); the
severity, duration and spread of the COVID-19 outbreak, as well as
actions that may be taken by governmental authorities to contain
COVID-19 or to treat its impact; changes in laws and regulations;
changes in accounting standards applicable in any of the territories

in which we operate; changes in regulatory capital requirements
applicable in any of the territories in which we operate; our ability to
execute strategic plans and changes to strategic plans; downgrades
in our financial strength or credit ratings; our ability to maintain our
reputation; impairments of goodwill or intangible assets or the
establishment of provisions against future tax assets; the accuracy of
estimates relating to morbidity, mortality and policyholder behaviour;
the accuracy of other estimates used in applying accounting policies,
actuarial methods and embedded value methods; our ability to
implement effective hedging strategies and unforeseen consequences
arising from such strategies; our ability to source appropriate

assets to back our long-dated liabilities; level of competition and
consolidation; our ability to market and distribute products through
current and future distribution channels; unforeseen liabilities or asset
impairments arising from acquisitions and dispositions of businesses;
the realization of losses arising from the sale of investments classified
as available-for-sale; our liquidity, including the availability of financing
to satisfy existing financial liabilities on expected maturity dates when
required; obligations to pledge additional collateral; the availability

of letters of credit to provide capital management flexibility; accuracy
of information received from counterparties and the ability of

counterparties to meet their obligations; the availability, affordability
and adequacy of reinsurance; legal and regulatory proceedings,
including tax audits, tax litigation or similar proceedings; our ability

to adapt products and services to the changing market; our ability

to attract and retain key executives, employees and agents; the
appropriate use and interpretation of complex models or deficiencies
in models used; political, legal, operational and other risks associated
with our non-North American operations; acquisitions or divestitures,
and our ability to complete transactions; environmental concerns; our
ability to protect our intellectual property and exposure to claims of
infringement; and our inability to withdraw cash from subsidiaries.

Additional information about material risk factors that could cause
actual results to differ materially from expectations and about material
factors or assumptions applied in making forward-looking statements
may be found in our 2023 Management'’s Discussion and Analysis
under “Risk Factors and Risk Management” and “Critical Actuarial
and Accounting Policies” and in the “Risk Management” note to the
Consolidated Financial Statements for the year ended December 31,
2023 as well as elsewhere in our filings with Canadian and U.S.
securities regulators. The forward-looking statements in this
presentation are, unless otherwise indicated, stated as of the date
hereof and are presented for the purpose of assisting investors

and others in understanding our financial position and results of
operations, our future operations, as well as our objectives and
strategic priorities, and may not be appropriate for other purposes.
We do not undertake to update any forward-looking statements,
except as required by law.
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