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While founded as a company providing basic cleaning services to
residential customers, today Magic Clean has transformed into a
multi-disciplinary environmental service company serving
predominately commercial clients. As a specialized cleaning service
provider, Magic Clean attained ISO9001:2008 Quality Management
System certification and ISO14001:2004 Environmental Management
System certification by the United Kingdom Accreditation Service in
2012. Aside from general cleaning for offices, it also provides more
technically demanding services such as Indoor Air Quality (IAQ), pest
control and disinfection. Housekeeping service for hotels has also
formed a substantial portion of Magic Clean’s business. Despite being
an SME, Magic Clean has invested substantially on an effective IT
platform to control the quality of its business operations and manage
customer feedback. It is their focus on customer satisfaction that has

earned them positive recognitions and a long list of awards.

With a committed leadership and focused business vision, Magic Clean
has shown strong business growth in the past five years since 2011,
reaching new heights in revenue growth of double-digit in recent years.
Supported by a stable workforce managed under a sophisticated human
resources management (ERP) system tailored for its business, Magic
Clean was able to provide reliable and good quality services guided
by its “Professional, Efficient and Attentive” service values with the
4C service dimensions (Constancy, Conscience, Care and Confidence)
to its clients, and accordingly, achieved a high 94% customer
satisfaction, a 90% customer contract renewal rate and a 20% customer
referral rate in 2015. This demonstrates the business has a systematic
approach in management that is scalable and is supported by consistent

emphasis on customer service by its senior leaders.
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As an SME, the leadership demonstrates extraordinary commitment
to corporate responsibility. For example, Magic Clean provides pest
control services to underprivileged communities free of charge. It also
has a strong emphasis on environmental protection through primarily
using eco-friendly products. Magic Clean has a comprehensive KPI
system in place to ensure customer feedback is consistently being
monitored. In conjunction with regular site visits by management, it
forms the basis of evaluation of performance and ensures consistency
in service delivery. Feedback from the staff with respect to customer
is also taken to ensure a well-rounded assessment. Based on these
analyses, varying degree of resources will be deployed for specific
categories of customers in order to control cost. On handling incidents,
a system is in place to determine the level of significance with various
follow-up actions triggered based on its severity. Magic Clean also
recognizes positive performance regularly at its annual company events.
In the area of TAQ service, reports are generated before and after
measurements to allow the customer to understand the value of the
service carried out. Along with the offering of a certificate, it provides

the necessary tool for the end-user to communicate with its stakeholder.

Participating in various external awards and recognition like the
winning of 2015 Hong Kong Awards for Industries: Customer Service
Certificates of Merit from the Hong Kong Retail Management
Association, and the 2013 Excellent SME Award from the Hong Kong
Institute of Human Resources Management, etc., it further supports
the company’s branding which would eventually benefit the company’s
business as a whole.

In general, the company demonstrates effective, systematic approaches
and business strategies responsive to the overall requirements of the
Baldrige Criteria, supporting its healthy and stable growth in the past

few years and the near future.
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