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Company Background

Established in 1972 and employing approximately 150 IT professionals,
Armitage is one of the leading local IT solutions providers and
application software developers in Hong Kong and the PRC delivering
to customers in sectors including the logistics / transportation,
manufacturing, Government and public sector. Other than providing
customized LI.T. solutions system development and implementation
services, [.T. project management and development, maintenance and
enhancement services, system integration services, and I.T. secondment
services, we also sell different I.T. products including our proprietary
application ERP software AIMS; the Fleet Management System;
KONTO 21, an accounting system also developed on our own, as well
as other third party application software packages such as SuiteCRM
and Microsoft Dynamics CRM. We are among the very few local I.T.
companies that possess both CMMI Level 3 as well as ISO 27001

accreditations.

Leadership

Our company vision and values are very important and act as
fundaments to our business strategies and we constantly communicate
these values to our staff through different communication channels.
Because we believed that loyal customers are not simply the result of
great products but of great experiences with the company, meaning
employees play a key role in customer experience, we believed it is
crucial for us to make our staff understand and live the company’s
promise in order to succeed in delivering a strong brand. Our
communications department helps to relay messages internally and

externally and ensure that everything is aligned.
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We also actively promote to engage our colleagues to participate in
our CSR activities in giving back to the community. The Armitage
Volunteer Team and a reward program were established in 2010 to
encourage staff participation in our CSR programs.

Strategy

We identify our strength, weaknesses, opportunities, and threats using
the SWOT methodology and develop a balance scorecard by
categorizing them into 4 categories: Financial Perspective, Customer
Perspective, Internal Process Perspective, and Learning and Growth
Perspective to study their inter-relations and how respective
departments can contribute for better outcomes.

We adopt the Kaizen methodology to help us evaluate our problems.
By applying the visual management procedure, invisible problems are
visualized for easy monitoring. Inspired by 5S methodology and
perform Plan, Do, Check, Act every 3 months to re-engineer our work
operation process and reduce wastage if necessary. Finally, we perform
the “Quick Change Over”.

Customers

For the I.T. industry, the clearer we understood our customers’
requirements, the lower remedial measures and subsequent costs would
be required in the future, therefore we greatly value the process of
getting accurate customer requirements. To do that, we conduct at least
2-3 times face-to-face meetings with our clients to better understand
their needs. Our senior level project managers will also execute a
detailed project walk-through before project kick-off.

Knowing that understanding the voice of customer is key to a successful
business relationship, we conduct a bi-annual customer-service survey
to identify what customers want and to ensure our customer service
quality is up on par. We have also recently launched a 7x24 online
supporting portal for our customers to resolve technical issues.

Customer retention rate is the key to any successful business, thus we
put effort into building customer loyalty and have organized various
loyalty programs from time to time.
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Measurement, Analysis and Knowledge Management

Monitoring is essential to keep track of our performance and to
improve. Our management team will study the company’s balance
scorecard to study our productivity ratio, quality ratio, and cash flow
ratio to identify problems associated with our overall performance and
areas of improvement. Since Productivity Ratio is directly related to
staff’s performance and efficiency and affects our resource allocation,
by studying this figure we can improve staff’s work efficiency. By
measuring the quality ratio, we can quantify our number of rework
needed for projects, number of bugs compared to deliverables, which
all affects project acceptance rate and delivery schedule. Last but not
least, cash flow ratio is necessary to evaluate our overall organizational
performance because it looks at cash flow indicators. These ratios can
give users another look at the financial health and performance of a

company.

Workforce

We strongly believe that providing adequate career advancement
opportunities and career development planning to employees are the
two most important mechanisms for retaining high performers. Other
than the regular self-appraisal program directly tied to pay and
compensation, we also have one-on-one catch up every 6 years between
superior and staff, as well as an annual anonymous Employee Opinion
Survey, where staff is allowed to rate and give opinions on the company
on different aspects including job design, working environment,

leadership, and communications.

We realize that company culture is a competitive differentiator and
that employee recognition programs can promote employee engagement
and create a positive work experience. Throughout the year, we run
different internal campaigns to promote a cohesive and positive working

atmosphere.
Operations

Adopting Kaizen’s methodology, we believe that everything must be
visualized to make an effective evaluation. We use the Redmine software
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platform to record the number of bugs or man-day needed for our
software development process, review figures in every quarter’s Kaizen
meeting, and discuss on solutions to improve work processes. We also
study other figures such as whether our delivery schedule is on time, our
profit ratio, and the return of customers. Following the delivery of our
projects, we also conduct a post-UAT survey (User Acceptance Test ) to
retrieve users’ comments and direct response regarding our service and
product quality and work schedule upon completion of projects. We

study the results to better improve our future work processes.

Results

We have attained CMMI Level 3 certification. Our proprietary product
AIMS ERP system has been awarded Hong Kong ICT Awards 2011:
Best Professional Development (Other Professional) Bronze Award,
and our FMS (Fleet Management System) has also won the Hong Kong
ICT AWARDS 2012: Best Green ICT (Innovation) Silver Award.

We have over 1000 clients and more than 30% of our existing clients
possess over 10 years of work relationship with us, showing that over
the years we have lived up to our promise and successfully delivered
quality work.

Results from our Customer satisfaction survey are pleasing, with 80%
of our existing clients ranking our customer service an outstanding 9

out of 10 points.

Armitage is committed to taking smart and responsible actions to
safeguard the health of future generations. We have been awarded for
the fourth consecutive year the Progress Award and the Participant
Award at the Friends of the Earth’s Energy Saving Contest 2015, as
well as the Caring Company Award, the Partner-Employer Award by
the HKGCSME and Happy Company Award.

We possess ISO27001:2013 certificate for the security management
of information systems, showing that the company’s information risk
management processes’ legal, physical, and technical controls are
working according to the code of practice.
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