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Company Background

Being a family-owned business which has passed through generations,
Sam’s Tailor has successfully emerged and grown into a global
recognition. The Board has found that Sam’s Tailor has done well
on the TQM by reinventing itself to fit for the evolving business
environment.

Leadership

Sam’s Tailor has clearly defined Vision-Mission-Values (VMV).
Senior leaders exhibit robust efforts to create a focus of action to
achieve organizational VMV. The company has a clear organization
structure with a high degree of internal transparency. Directors have
clear division of tasks and accountability while senior management
attends to every aspect of the business and establishes visible support
to company-wide collaboration.

Governance and ethics are practiced in the organization based
on family values with illustration of some good practices. The
company has donated vouches for free suits to support community
organizations. The strong commitment to environmental responsibility
is evidenced by the use of its self invented biodegradable packaging
bags.

Strategic Planning

Senior leaders have integrated perspectives on the strategic objectives
and long-term strategic challenges. To anticipate coming opportunities
and changes, early indications of major shifts in technology, markets,
products, customer preferences, competition, the economy, and the
regulatory environment have been discussed in its industry context. This
practice helps pinpoint more precisely on actionable business initiatives.

The company maintains a very short and responsive planning cycle to
keep up with market movements. The yearly planning cycle is made
with quarterly reviews. The fact-based review sheds light on ways of
boosting performance.

Customer Focus

Sam’s Tailor has a strong customer orientation and strives to provide
the right mix of quality, value for money, and attentive services. To
foster a caring and good in-store experience for clients, the company
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leverages its fitting process to determine customer and market
requirements for product offerings and services. In addition, there is
a fundamental principle of “No customer shall go unsatisfied”. The
company makes quick decision to handle customer dissatisfaction.
This responsive and customizable service always converts unsatisfied
customers into life-long clients.

On its product development, top management breaks out of old ways
of tailoring suits and develops innovative designs. The company
also tracks broader market requirements via multiple channels.
Website, social media, and third party reviews play important
roles in communicating with and collecting feedback from clients.
The company extends personalized customer relationship with an
online Customer Relationship Management system linked to a
market automation system. Through this, the company forges strong
emotional bonds with clients and good words-of-mouth.

Measurement, Analysis, and Knowledge Management

A lean and centralized single-site operation enables Sam’s Tailor to have
a high degree of transparency and accountability on its organizational
performance. The company uses order books as a key information
system for customer relationship management and knowledge
management. The filing system of order books ensures a high degree of
information transparency among the workforce and collaborators. This
also preserves data system quality, reliability and accuracy.

The company has management information frameworks with quality
checklists to track the ongoing client servicing performance and
operation performance. Top management takes a pragmatic step-by-
step approach to tackle performance issues. Continual reassessment
and improvements in daily business routines are instituted. An
implementation plan is in place with weekly or monthly reviews
to launch and reinforce the changes on work process amongst
stakeholders. Knowledge and best practices are shared to workforce,
partners, and suppliers.

Workforce Focus

Workforce shortage always imposes a big challenge to traditional
industries, including tailoring. The Board is impressed by the good
workforce retention in Sam’s Tailor. To relay the tailoring craftsmanship
and experience to new staff, the company also develops a master-and-
apprentice system. Instead of attracting teenagers to enter the profession,
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Sam’s Tailor targets on recruiting middle-aged people by offering a
high-pay professional career without retirement-age restriction.

Family business has been renowned for its life-long personal
relationship with the workforce. Sam’s Tailor has also done very well
on its workforce engagement. The top management takes care about
the health and family issues of all the staff. This engenders inclusive
and open communication, as well as establishes rapport with all
levels of staff.

Operations Focus

Lean operation with centralized control enables Sam’s Tailor to
have good management on its work processes, product quality, and
cycle time. Key quality control process is in place and that key
indicators are identified and some check-points are shared amongst
its stakeholders. The company has a clear work track order process
to respective tailor. In coping with its business growth, the company
also integrates outside contractors with its production operation to
gear the business capability.

The company retains all of the good old things while at the same
time runs the business in a new way. Rather than pursuing long
accounts-payable days, Sam’s Tailor pays off its suppliers at a
fast rate. This creates a competitive advantage on supply chain
management. The company can select high-quality suppliers and enjoy
higher price discount. This in turn enhances its product offerings and
profitability.

Results

Sam’s Tailor is highly ranked as a Hong Kong shopping attraction.
A high level of customer satisfaction result from TripAdvisor is
recorded. Over 50% of customers are repeated customers. The
company has achieved many accolades from business communities.
On operation efficiency, products can be delivered within 24 hours
upon client request. Sam’s Tailor successfully retains its tailors for
more than two decades. Impressive financial results in turnover, profit
margin and pre-tax profits are evidence of its business success.

On the whole, the Board believes that Sam’s Tailor can enlighten
other family-owned SMEs in traditional industries on how they can
improve their management and achieve family business succession.
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