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@CHIEF

Chief Holdings (H.K.) Limited (Chief Holdings) is a local financial
service provider. It provides trading services for HK & US stocks
and local & global futures and options products. The services
are delivered through channels such as telephone hotline, on-line
system and a network of 20 branches distributed over the territory.

Its key customers are local-based retail clients.

Leadership

Leaders of Chief Holdings proactively communicate the Vision-
Mission-Values (VMV) via various channels to its staff members
and stakeholders. It has evaluated the challenges and identified
reliability and integrity as key considerations for investors
seeking a reputable securities partner. Accordingly, it targets to
offer comprehensive financial service with professionalism and

competitive pricing for its customers.

For corporate governance, it operates the Daily Audit System to
audit the customer’s assets held by Chief Holdings on daily basis.
In addition, it maintains 40 Compliance Manuals on various

aspects of its operation.

On social responsibility, Chief Holdings has organized a volunteer
team to assist the needed and made donations locally and in the
Mainland for various projects to help the needy. It has been
awarded the “Caring Company” logo by the HK Council of Social

Services since 2008.

Strategic Planning

Chief Holdings has clearly identified its market position and
established a systematic strategic planning and deployment process
for short and medium term planning to achieve its long term
goal. Corporate strategies are set by the Management Board with
representatives from various departments. The plans are regularly
reviewed to validate the outcomes and to meet environmental changes.
Key measurements are set on a balanced approach covering quality,

financial, growth, human resources and social responsibility.

Report from
The Board of Examiners
(Special Award for SMEs)

W EZ R TR

(Hr /TR0 i S o T )

HEER (B ARAA () 2 —H
A AR BS  m) o ERARMEAE - RH
FBC SN Al R B~ SR R
B o o m A A R BRI RES o AL B
AT N w1 R 7 o
Ji o B RRAMAST -

JEA e

AL N 2 R A R R A > 1) B T R AR
FARE N AR B SR ~ f An A EE B - ABAS
A SRR PRER - SUH G VS R R PR
SOR M BLAE RS S5 1 > A6 ZH A SEANA AR -
Fp > BUE e e - AR
7 B < IR B o

TERZEER W - BER [ HEWETR
B BRSSP N E AT R M
TE A A T B L F A 7 A T G A o

MBI > BUE AL — S E RN
HohAFE ANt > 48 B A Kb ok R
R RBEE o g BT )\ 4EH#F
FLE RS R R [ R R B | A

Ern
[

SR P 731 )

BOR T E L WTRE > R AR R i
ARSI AL - HBRE A EA M - AR
MR A PR E R Z R G
il > e - RE AL o I A
MRERBT AL o ER A AR E A - A
B M R AERMAE TS
Jr i

HPAE
BRAE W AF — I & S IR A BOR
EERSEARRERETFFNER - #



43

Customer Focus

Other than the biennial customer satisfaction survey, Chief
Holdings collects customer’s opinions, complaints and suggestions
through various channels. It also engages an independent agent
to conduct mystery client visit for its branches to identify areas
for improvement. Furthermore, it joins various local professional
associations in order to acquire and share best customer service
practices.  Upon receipt of customer feedback, it reviews its
operations and roll out improvement measures, such as that for
on-line pre-registration for account opening to shorten the time

taken in the process.

Measurement, Analysis, and Knowledge Management

Chief Holdings has established various Key Performance Indicators
(KPIs) to measure its performance and for fact-based decision.
Internal service quality audit is also conducted to monitor
service standard. Leaders are required under the Performance
Management System to set their annual business goals to ensure
effective cascading of the goals to the line. For knowledge sharing,
best practice sharing session is held regularly and the company’s
IT system provides the required facilitation to store and share

company-wide knowledge.

Workforce Focus

For human resources development, Chief Holdings has established
reference training hours standard for different positions. Under
the Performance Management System, staff members are assessed
twice a year on identified core competence. High performers
are distinguished for further development, and matching career

development programme is offered to them.

Chief Holdings also energizes its staff and promotes teamwork
through the “Company is my home family” concept. Different
cross-functional taskforces are set up. Interest clubs are established
to promote “work-life balance”  Staff are also motivated with
various compensation packages with fringe benefit and volunteering

leave.
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Operations Focus

Chief Holdings has identified its key work systems and work
processes that are instrumental to achieve the goal of providing
customers with fast, accurate and reliable investment service. The
operational requirements of such systems and processes are defined
and they cover both external service delivery and internal support
processes. The outcomes are measured, with audits introduced
as necessary. Compliance, quality control, risk management and

contingency plans are in place.

Results

Chief Holdings has demonstrated rising trends in recent years.
The number of clients and business volume have increased. Its
product and service offering and effort in governance have been
recognized. The results of mystery shopper audit are also on the
rising trend. The outcome of its staff satisfaction survey is above
the norm among the local enterprises. Staff training hours have
also doubled in the past 3 years. It was awarded the “Service
Quality Management” certificate by the HKQAA in 2012.
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