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McDonald’s is the worlds largest quick service restaurant
organization, with more than 30,000 restaurants in more than
100 countries worldwide. McDonald’s Restaurants (Hong Kong)
Limited was established in 1975. The first McDonald’s restaurant
was located at Paterson Street, Causeway Bay. Today there are
over 200 McDonald’s restaurants in Hong Kong, and more than
10,000 McDonald’s staff.

Leadership

McDonald’s Gold Standard (QSCV Winning Formula), relating
to food quality, customer service, cleanliness and value, is well
executed by its senior leaders.  This includes the excellent
deployment of the company’s Vision, Mission and Values, setting
and communicating clear strategic directions and objectives,
promoting transparent, 2-way communication with all stakeholders,
to senior leaders spending time “on the ground,” at restaurants on

a regular basis.

McDonald’s  shows strong commitment to governance and
corporate social responsibility. The company has built a strong
structure for compliance, linking global and local channels. Code
of Conduct training and certification are mandatory for all leaders
and other key positions. Training in Ethics is offered to all staff.
The company is systematically involved in community support,

including the employment of the disabled and the elderly.

Strategic Planning

McDonald’s demonstrates excellence in strategy planning, with
well-executed strategy development and implementation. The
strategic planning process is structured and rigorous and involves
the entire workforce, driven by the leadership team. The
company develops its strategic objectives under a comprehensive
model, called 4As (Affordability, Accessibility, Authenticity and
Appealing). Its strategies are well aligned with its VMV and
are holistic in covering all aspects of the business. Strategies
and actions are fact-based, leveraging on strong research and

consumer insights. Key indicators, such as Key Performance,
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Business Health, Brand Health, etc,, are managed holistically and
updated regularly.

Customer Focus

McDonald’s strongly emphasizes the Voice of the Customer. The
company has created multiple channels to listen to its customers,
both current and potential. These channels cover brand health
monitoring, in-depth focus groups, media/digital, as well as
mystery shopping, enabling the company to quickly evolve product

offerings catering to its customers’ changing needs.

The company engages its customers and builds good relationships
with a range of localized and customized initiatives, such as
various loyalty programmes, dedicated local store marketing,
partnerships with local organizations, etc. In addition, Store
Managers are empowered to respond to customer feedback within
24 hours.

Measurement, Analysis, and Knowledge Management

McDonald’s demonstrates excellent knowledge management. It
effectively uses a variety of tools to collect, track, monitor and
analyze data and information, sharing knowledge and best practices

across various levels of staff as well as strategic partners.

The company is meticulous in measuring and analyzing key
aspects of the business, e.g. sales, product mix, quality, customer
satisfaction, speed and accuracy of service, staff friendliness,
restaurant cleanliness, etc, and benchmarking against set targets,

for continuous improvement and innovation.

The company’s information technology spans an impressive
database of internal and external information, managed with clearly
defined requirements and measurements, and founded on accuracy,
integrity, reliability, timeliness, security and confidentiality. Disaster
recovery plans are thorough and well thought out, with regular
drills. The company’s “glocalization” approach integrates its global

IT resources for the local market.
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Workforce Focus

MacDonald’s has successfully developed an excellent workforce
environment based on “Hiring the Smile; Keeping the Smile; and
Growing the Smile,” and engages its people based on the principles
of “Family, Friends and Flexibility”

Its hiring practices are on-brand, such as emphasizing attitude over
qualifications and offering 3-day on-job evaluation for prospective
candidates. Its various employee incentive and award programmes
are on target. It strategically offers certain benefits beyond market
benchmarks, e.g. longer maternity leave and flexible working hours.
It offers excellent training and development programmes for long
term learning and career development. High performers are
systematically identified and developed. Individual performances
and team performances are backed by a strong company Performance

Management System.

Operations Focus

McDonald’s has built excellent 3-tier work systems, integrating
primary restaurant systems (to monitor customer experience),
support systems (to supply resources to the primary system),
and management systems (to guide the primary and support

systems).

Restaurant operations are customized to store level but are reviewed
cyclically for improvement. Measurable tools are used to drive
operational improvements. Both internal professional inspection

and external validation are used.

The company is well prepared for emergencies, with Emergency
Control Committee at the restaurant level and Crisis Management
Team at the corporate level communicating and working well

together.

The supply chain is well managed, building strong strategic
partnerships with key suppliers. The quality of service from

suppliers is monitored and measured regularly.
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Results

McDonald’s shows excellent business results, year on year. These
include sales performance, return on asset, productivity, operational
effectiveness, customer satisfaction, engagement and loyalty; staff

training and engagement, etc.

McDonald’s has clearly demonstrated its strong commitment to
quality. Its strong leadership, planning, customer focus, workforce
focus, knowledge management and Operations Focus all contribute
to a well-managed organization that delivers on its promise on

food quality, customer service, cleanliness and value.
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