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Company Background

Established in 1945, AMOREPACIFIC Group is Korea’s No.l beauty
corporation, dedicated to presenting its unique concept of beauty —
namely ‘Asian Beauty’ — to the world. As the Asian Beauty Creator,
AMOREPACIFIC Group is devoted to meeting the various lifestyles
and needs of global consumers around the world.

In 2002, AMOREPACIFIC Hong Kong (APHK) introduced the
first Korean beauty brand, LANEIGE, in Hong Kong. Its expertise
in water hydration science has driven the brand's appeal with the
youth market and leading the K-Beauty (Korean Beauty) trend.
The sound start of LANEIGE has built a solid foundation for
the launch of Sulwhasoo in 2004. Featuring Korean traditional
herbal philosophy, Sulwhasoo has gained a solid reputation in
the high-end segment. In 2014, the eponymous luxury brand,
AMOREPACIFIC, made its market debut and has won tremendous
acclaim with its incorporation of precious Asian botanicals and
cutting edge technology. Early this year in 2015, ETUDE HOUSE
has come under the support of APHK, marking APHK’s fourth
brand with unique fast cosmetic business model, and playful and
engaging customer experience.

APHK currently operates and supports a total of 51 retail and service
points, including retail stores, counters, beauty lounges and spas,
for the four brands in Hong Kong and Macau. It continues to grow,
thanks to the unwavering commitment of APHK employees to the
mission of ‘Beautify the World’.

Leadership

Every employee plays a vital role in our success. Our ‘Inverted
Pyramid’ service structure positions customers at the top, followed by
frontline staff; while senior management at the bottom supports and
serves the people they lead.

This structure is underpinned by a business model rooted in
sustainability, which fosters consistency and passion across our
organization by adhering to a ‘Purpose Driven’, ‘Principle-based’ and
‘People-oriented’ philosophy. Our purpose is to serve our customers,
our colleagues and the community; our operations are aligned with
timeless principles to ensure long-term effective growth, and; our
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holistic support to nurture our people for both professional and
personal development, which can synergize with our business growth.

Such a unique workforce culture and CSR mindset are cultivated
by an equally exceptional approach: our colleagues embark on an
orientation program we call Extraordinary Journey for the first two
days since commencement, where they learn how beautifying lives is
at the heart of all we do.

Strategic Planning

Thorough communication between staff and management is vital and
crucial in APHK. Transparency empowers employees to be involved
in steering the course and direction of the business.

All organizational goals and strategies are integrated under our
Wildly Important Goal (WIG) system, an international master
management and monitoring platform which helps employees focus
on the overarching vision while striving daily to achieve brand-level
objectives. This master system comprises a series of smaller modules
that help departments generate action plans on weekly basis to deliver
big picture outcomes.

Customer Focus

Our dedicated Marketing and Customer Relationship Management
(CRM) teams are charged with formulating focused campaigns to
engage and build long-term relationships with customers. Among
their resources is a predictive analytic tool developed by APHK in
collaboration with the Chinese University of Hong Kong and IBM,
which provides visibility across the Customer Management Cycle
by understanding customer purchase behavior. In keeping pace with
the digital age, we also use social media to study and respond to
customers’ needs and aspirations.

We apply our ‘3-R’ principles - Responsive, Responsible and Re-
engage — to achieve customer satisfaction and service excellence.
This framework includes the pledge to address customer queries
within the same day, as well as measures to empower frontline staff
to resolve complaints on the spot, and to channel feedback to the
relevant departments to facilitate product development and ongoing
improvement initiatives.
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Measurement, Analysis and Knowledge Management

Frequent monitoring of our performance keeps us on track to
achieving our goals. Each department shares their annual calendar
with rolling three-month updates to ensure harmonious alignment
of organizational strategies. They are also provided with a weekly
picture of progress so they can stay on top of things at a glance.
Long-term organizational goals and brand business objectives for the
year are translated into executable action plans for all departments.

Besides tracking financial elements such as sales growth and
marketing campaign performance, we assess our performance in
other areas through a comprehensive set of departmental indicators
to ensure healthy and balanced development of the business and the
organization.

Workforce Focus

To put the right people in the right jobs, our Performance
Management System utilizes the ‘“TOP’ model to place each employee
at the intersection of ‘Talent’, ‘Organizational need’ and ‘Passion’.
This is where our people are at their best. As they evolve, we keep
them in that sweet spot through a biannual performance evaluation
that ensures existing staff competencies meet current needs.

A people-oriented company grows when its people thrive. Our
employee development KPI measure both quantitative and qualitative
aspects of employee performance, and are designed to help all staff
work in ways that put our corporate values and guiding principles
from The 7 Habits of Highly Effective People into action every day.
For reward and promotion, the solid delivery of “People”, “Result”
and “Service” is assessed to ensure a balanced development amongst
our staff, and to uphold and sustain vision, mission and value along
the growth of organization. We also offer broad and diversified career
prospects via action learning, job enrichment and job rotations across
stores and departments to broaden employees’ exposure, enhance their
capabilities, and help them realize their career aspirations.

Operations Focus

The Company is supported by WeAmore, a robust, user-friendly
intranet which consolidates a host of functions in one spot, including
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self-learning videos, leave applications, course enrollment, staff
purchases etc., at any time. Detailed standard operations manual is
also available to facilitate standardized workflows and processes, as

well as to ensure compliance with corporate guidelines.

Web based solutions are utilized to support a paperless work approach
to raise operational efficiency and protect the environment. Electronic
materials and platforms are broadly used for meetings, surveys to
collect feedback, various assessments and communications between
frontline and back office. We serve the planet at the same time as we
serve others.

Results

“As we cultivate the roots, we will begin to see the fruits,” said
Stephen Covey. As we strive for excellence in serving customers,
supporting our staffs, collaborating with business partners and
contributing to the community, we have seen tremendous progress
in delivering strong business performance, customer retention and
satisfaction in Hong Kong. Internally, we are also delighted to see
continuous development of our staff’s capability and high level of job
fulfillment.

The success of APHK for the past decade contributed to the uprise of
Korean cosmetics and skincare as one of the top players in the Hong
Kong community, introducing product and management innovations
to the industry. We will continue to commit our best effort in striving
for quality management.
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