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THE LANGHAM

ong Kong

The Langham, Hong Kong (TLHKG) is the flagship hotel of
Langham Hospitality Group (LHG) in Hong Kong. TLHKG is the
management company of Langham Hospitality Investments Limited,
a wholly-owned subsidiary of Great Eagle Holdings Limited. “Know
Our Guests, Build Great Memories” is the vision for all members of
LHG while “Always in Style” is the mission of TLHKG. The group
as a whole has demonstrated itself as a good TQM example to the
hospitality industry.

Leadership

TLHKG has deployed the Vision-Mission-Value (VMV) to
stakeholders effectively with support of Senior Leaders. The eight
Values (One Team, One Dream; Surprise Our Guest; Be Curious;
Connect from the Heart; Better Everyday; Forever Young; Celebrate
Success; and Communicate, Communicate, Communicate) define
the company’s culture and form the basis for every employee to
follow. The Senior Leaders ensure VMYV, strategies, organizational
performance and innovation opportunities are translated into action
plans and practical projects. Q. League Strategic Team, Innovation
Strategic Team, CONNECT program and Advanced Program for
Executives (APEX) system have been set up to facilitate sustainable
development and succession planning.

A well-structured governance system is in place to achieve
high ethical behaviour. The company has assigned a dedicated
environmental manager to lead the Green Team in implementing
various environmental initiatives and has focused its community
support for underprivileged children.

Strategic Planning

TLHKG has adopted a six-phase strategic planning process based
on a tool for auditing an organization and its environment, SWOT
analysis, and four key business plans are developed to meet the
strategic objectives. TLHKG has formulated the short and long term
actions to address the business needs, which are aligned with the
strategic objectives. Action plans are effectively communicated to its
workforce and are being implemented in all departments. Different
programs and awards are set up to tap innovative ideas, recognize
and link to improvement projects.

Key Performance Indicators (KPIs) have been set to track
performance outcomes. The company has conducted comparative data
and benchmarking studies for performance projections, which enable
the company to develop agile tactical actions.
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Customer Focus

The company effectively makes use of Customer Life Cycle to
reach out to its former, current and potential customers and through
different listening methods to communicate with customers. All the
voices are collected, analyzed and translated into specific actions
for improvement. The MD’s cocktail sessions and a unique loyalty
program that is backed by social media platforms are used to forge
stronger bonds with its customers. A unique Guest Experience
Management System (GEMS) is effectively used for customer
engagement. The company has well-defined response standard in the
complaint handling process.

Measurement, Analysis and Knowledge Management

TLHKG has established a performance management system in five
Key Results Areas, namely Service and Guest, Finance and Market,
Workforce, Process, Leadership and Sustainability. The Departmental
KPIs and the Action Plans are aligned with Hotel Overall KPIs. It
sets “Target” as the goal and “Stretch” to drive for best performance.
Regular meetings are organized to review and formulate improvement
actions. Tracking mechanism is in place and customer feedback and
data are effectively used for management decision.

Knowledge in terms of standard procedures, codes and regulations
are successfully deployed to its workforce, suppliers, partners and
collaborators. The company demonstrates strong capability in IT
application with over 40 IT systems integrated to support operation.
Business continuity plan, back up and restoration strategy plan and
shutdown drill practices are in place.

Workforce Focus

The company has well established recruitment, training and staff
engagement systems. The Strategic Teams and Langham Logic Teams
ensure core competencies are integrated into company culture and
work processes. The health and Safety Committee is established to
monitor related policies and progresses with well-defined parameters.

My Colleague Survey is conducted to analyze staff engagement and
satisfaction level. PRIDE Appraisal System and KPI System support
the workforce performance management and are used to encourage
high performance. A Learning and Development System is in
place to align employee learning and development with company’s
requirements. The company has implemented their succession
planning for management and leadership positions through the APEX
Program.
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Operation Focus

The company’s work processes are in line with the hotel’s Mission.
The work processes are implemented in the form of 280 standard
operating procedures to provide clear guidance to employees. The
compliance of work processes are monitored through a comprehensive
range of assurance exercises and audits.

Cost control is executed with support of Daily Revenue Report,
Monthly Profit and Loss Analysis and KPI Review Meetings. The
Think Pink Portal, a key component of the Innovation Management
Model, saves all ideas for review and winning ideas are implemented,
recognized and rewarded.

Results

TLHKG has exhibited steady business growth in gross operating
profit. It has also shown good results in process effectiveness
and efficiency, supply-chain management and its overall mystery
assessment performance.

For customer-focused results, the company has shown downward
trend of complaint rate and good customer satisfaction results
comparing to its principal competitors. For workforce-focused results,
it has lower turnover rate comparing to other hotel groups and has
recorded increase in compliments from customers and improved
employee satisfaction.

The company has demonstrated a good track record in strategy
implementation results including high-end corporate accounts,
banquet & MICE, having also been awarded a second Michelin
Star for one of its restaurants. In the past three years, the company
has won numerous awards on quality service, green contribution,
customer service, operation and management, which demonstrates its
commitment to excellence in services.
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