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Report from the Board of Examiners

Wellcome (“EE”), founded in 1945, is the longest-established
supermarket chain in Hong Kong. Since 1964, it has been wholly owned
by Jardine Matheson Holdings via its subsidiary, The Dairy Farm
International Group, which also has other supermarket and retail
interests across Asia Pacific. Confronting with the challenges resulting
from modern fast paced retail industry and emerging e-commerce
platforms, Wellcome strives to be the leading supermarket in Hong
Kong, catering for people’s needs and offering greater value to
customers through its edge over product ranges, product qualities,
prices, services, locations and shopping experiences it can provide.

Wellcome’s corporate values take the form of six Pioneers Guiding
Principles, i.e. “6Ps”, on Customer, Innovation, Integrity, People,
Teamwork and Sustainability. Senior leaders promote legal and ethical
behavior, encourage fair treatment and lead by example to reinforce the
compliance with laws and regulations. Code of conduct is taught via
an e-Learning system. A risk management framework in line with The
Dairy Farm Business Continuity Plan and supported by committees is
implemented to prepare for any disasters or emergencies.

Upholding the most important corporate value of ‘Consumers are reason
for being’, Wellcome devises strategies to improve its customer journey
based on in-depth SWOT and PESTEL analyses. Its initiatives include:
upgrading the Wellcome Fresh Food Centre and the work systems to
provide more fresh food available in store; expanding different store
formats such as Market Place by Jason, Jasons, ThreeSixty and Oliver’s
and different clusters within the same store to meet the needs of different
customer segments; enlarging the customer relation team with data
analytics experts to harness insights to serve customers better; acquiring
its own fleet and delivery team to shorten the delivery lead time, and
setting up a dedicated e-Commerce merchandise and logistics team
to provide omni-channel experiences for online shoppers.

Investments in reporting and data infrastructure are continuously made
to enhance the monitoring of organizational performance at corporate,
business units and project levels, thereby facilitating timely response
to changing market situations. Other innovative IT applications include
special mobile device apps to check for products nearing expiry dates
in stores, “e-allocation system” to adjust each store’s required product
volumes, and “flow-through” and “batch picking” supply models to
increase differentiation range. These technologies, along with the
support from the Supply Chain Optimization Centre, ensure an efficient
‘Go-to-Market Process’ of moving the right product from supplier to
warehouse to store and eventually to customer.
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Wellcome actively seeks to identify, nurture and retain talents to maintain
its seamless business continuity. Retention plans are formulated to help
staff grow together with the organization and develop their careers within
the Group, and succession plans are managed via a Talent Central System.
Mentoring system, training programs and talent development programs
are in place to meet the training needs of staff of different posts or at
different career stages. E-library and E-learning system are created for
knowledge sharing and employee learning. An internal Pioneers Hub via
social media is established for circulation of best practices and
encouraging innovation through the Store Efficiency Enhancement Project
and Innovate Jardines.

For the past ten years, Wellcome has been growing its stores and has
become the largest supermarket network in Hong Kong with increasing
differentiation, upscale stores and upgrading ranges. Its brand equity
index and sales per square feet and per store are on an upward trend.
Staff progress together with the company over time with around 2/3 of
Store Managers started their employment as sales assistants. On the
societal front, Wellcome demonstrates good corporate citizenship and is
well recognized for its efforts to reduce food wastage and lighting energy
consumption, recycle heat, fixtures and consumables, preserve historic
sites, and support green groups and communities.

2017 HKMA Quality Award Dinner Souvenir Programme
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