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Hong Kong Disneyland Resort (HKDL) is the largest full-time
employer in the entertainment and recreation industry in Hong
Kong. The HKDL has continued to augment the attractions and
entertainment experiences to their guests. From 2009 to 2013, HKDL
successfully completed major expansion in increasing their footprint
by 23% and turned around business to profit in 2012.

Leadership

HKDL references The Walt Disney Company’s Vision, Mission and
Values (VMV) which are deployed systematically to workforce, key
suppliers, partners, customers, and other stakeholders. The Steering
Committee revisits its VMV and rolls out to the Executive Work
Session, then to the Annual Leadership Event. VMV is incorporated
into on-board training of all new cast members and is communicated
to suppliers, relevant stakeholders etc.

Succession plan for managers and executives is supported by Talent
Management Strategy, aligned with the Disney University curriculum
on leadership and executive development.

Well-established Standards of Business Conduct are applied to all
Cast Members. Various recognition programs are in place with senior
leaders’ participation, for example, The Walt Disney Legacy Award,
Fanatic Cards, and Service Pin for long service Cast Members.

HKDL is committed in environmental protection and demonstrated
good participation in societal responsibilities, for instance, the “Give
a Day, Get a Disney Day” Program, has recognized over 3 millions
of volunteering hours since its launch in 2010.

Strategic Planning

With a virtuous cycle for its organic growth, HKDL is able to
establish clear strategic process and goals for short and long term
development. Innovation is its rich heritage. Its in-house design,
Walt Disney Imagineering, is responsible for the development of new
theme lands.

The creative Project Review Process is consisted of 3 stages, namely:
Blue Sky, Concept & Feasibility, and Implementation. The strategies
are aligned with HKDL’s Vision with a robust design process as the
theme lands are permanent facilities with heavy investment. The next
10 to 15-year growth plan & objectives are in place, including the
world’s first Iron Man attraction and the third resort hotel.

The Lines of Business are fully responsible for implementing
the action plans with clear accountability and ownership. Key
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Performance Indicators and regular reviews are developed to track the
five areas of strategic performance.

Their success stories of the Space Mountain - Ghost Galaxy (i.e.,
the seasonal Halloween overlay of Space Mountain) and their
technological accomplishments have been shared with other parts of
the world as best practices.

Customer Focus

HKDL has a dedicated team to listen to guests through park
interviews and market fieldwork and to collect information from staff
feedback, leaders’ observations and social media. Guest Satisfaction
Survey is conducted daily to collect various indicators within its six
defined categories.

“LAST” (Listen, Apologize, Solve and Thank) model is in place to
handle guest dissatisfaction. “No Strings Attached” Program provides
immediate Guest service recovery to promote guest satisfaction by all
front line Cast Members.

A Customer Relationship Management system is developed to
capture visitation patterns and spending behaviors. Magic access for
frequent visitors (Annual Pass Program) is available together with
a dedicated portal for the annual pass members. The HKDL has
various approaches to nurture, manage and sustain a wide range
of guests: trade partners, institutional guests and consumer guests.
An unconventional marketing team has been set up to move to
new marketing tactics in Facebook, co-marketing programs, media,
interactive marketing, etc.

Measurement, Analysis and Knowledge Management

HKDL has established a performance management system in
assessing operational and organizational performance in brand health,
guest satisfaction, operation efficiency, with high level KPIs to match
its strategies.

High level KPI processes are reported in a monthly Executive KPI
Dashboard with an automatic alert function. Regular meetings are
organized to review, formulate and implement improvement actions
such as Radio Frequency Identification (RFID) Costume Management,
Queue Time System.

A Knowledge Management Platform has been well adopted to transfer
customized knowledge to Cast Members, Suppliers and Operating
Partners. The train-the-trainer program is adopted to equip Cast
Members with competency and expertise.
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HKDL demonstrates outstanding capability in IT application. Data
captured is directly made available to HKDL Consumer Insights
for research, data analysis, reporting and reviewing. E-learning
and e-procedures are available to Cast Members online. Business
continuity plan, disaster recovery procedures and various drills are in
practice to ensure systems and data can be recovered and information
is available during emergency situation.

Workforce Focus

The Human Resources Department works with the Lines of Business
to develop the Human Resources Plan that is aligned with the
organization’s strategies. A comprehensive on-boarding program is
in place to equip the new recruits with the knowledge and skills
required for their jobs. The Career Lattice is an in-house developed
on-line system showing the career paths with job details of most of
the positions. This best practice has been shared with other sister
organizations.

Feedback/suggestions on company policies, benefits and their working
environment collected from Cast Members will be shared by the Cast
Representatives in the monthly Cast Advisory Council Meeting.

With the commitment in promoting the work-life balance culture,
the organization has launched five-day work week recently.
Compensation of Cast Members is linked to their performance.
Employee Survey is conducted every two years.

In brief, HKDL has an effective and systematic approach in
workforce management that is well integrated with current and future
organizational needs.

Operations Focus

Centralized Purchasing Department builds a supply chain management
system for hotels whilst the product quality, durability and after sales
service are checked by the end users.

Firework safety and food safety are monitored and complied with
statutory and international standards. Wide-ranging emergency
procedures including company-wide risk register, disaster recovery,
and call trees are all in place. Facilities maintenance system is also in
place including preventive work orders and failure codes to measure
the performance maintenance operation.

The KPI performance measuring system and process are in place to
closely monitor the operational efficiency and productivity. Process
improvements are also driven by this system.
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Pertinent to process management, HKDL has applied industrial
engineering techniques and time/motion studies for demand
management, as well as key quality standards and training for
operation processes.

Results

HKDL has demonstrated significant improvement in brand preference
and visit intent after its phase one expansion. There are increases
in park attendance and hotel occupancy rate, maintaining high
operational and maintenance readiness.

Good supply chain management results were achieved with annual
savings exceeding US$8M in 2011 to 2013. Halal-certified F&B
outlets in park are unique in its group parks.

HKDL has maintained a high guest satisfaction rating with overall
experience, and sustain high penetration rate in Chinese and
International arrival guests. Guest mix on park is well balanced and
stable. A downward trend was observed in complaint cases from 2011
to 2013.

The launch of Talent Management Program increases internal hires.
There is an upward trend in training and workforce engagement. In
the entertainment industry, HKDL is a pioneer in five-day work for
its 3,700 full time workforce.

The safety index improved which is reflected by the decrease in
workforce injuries under the OSHA frequency rate. In addition, no
material control deficiencies were identified under audits.

HKDL is committed to CSR with an increase in ethical
responsibilities in training and volunteering services. Green Purchase
Policy has been established since 2007 with a pledge to support
environmental protection.

Good progress has been observed in strategy implementation, i.e.,
completion of expansion plan on time & sustaining high guest
satisfaction. Last but not least, a positive trend was observed in
revenue, EBITDA and profit, and turn around business from loss to
profit in 2012.
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