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Report Summary

Provided by Ascensia Diabetes Care Hong Kong Limited

Company Background

Established in 2016 through the acquisition of Bayer Diabetes Care by
PHC Holdings (formerly known as Panasonic Healthcare Holdings),
Ascensia Diabetes Care Hong Kong is the subunit of a global company
dedicated to improving the health and lives of people with diabetes. We
are based on over 70 years of delivering optimal and innovative diabetes
solutions that make a positive difference. As the recognised world leader
in the industry, we are determined to develop our portfolio of products
—convenient, easy-to-use blood glucose monitoring systems and testing
supplies. CONTOUR®PLUS ONE Blood Glucose Monitoring Systems,
CONTOUR®PLUS Blood Glucose Monitoring Systems and CONTOUR®TS
Blood Glucose Monitoring Systems are our key products. Our team covers
sales, marketing, customer service and finance functions in Hong Kong
and Macau.

Leadership

Our core values explicitly define how our employees behave with each
other, with customers and business partners. Here are three ways we can
ensure that employees see the value in their work through a company
vision that is front-and-center in the workplace: 1) reinforce the company
vision by tying it to team and individual goals; 2) promote the company
vision by always making sure it is visible; 3) share success stories that
realize the company vision.
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Strategy

In corporate with short-term and long-term business objectives, we set
strategies according to market dynamics in Hong Kong, which align with
the strategic imperatives of our regional or global office. Our product
propositions are based on the end users’ needs, where we draw customer
insight from various perspectives. Direct to consumer communication,
stakeholder engagement, business partner collaborations and patient
group support are our key strategies. Marketing objectives are set yearly
and are revised from time to time according to the market transformation.
The marketing budget is prioritized and monitored in order to ensure
reasonable ROI. Once the marketing plan is set, action plans are followed
and implemented by the whole team.

Customers

Our key customers are the people with diabetes. End users can be reached
directly with various multi-media, retail sales channel or via our business
partners. Moreover, they can also be reached through referral of different
stakeholders, including healthcare professionals (HCPs), non-government
organizations (NGOs) and more. We collaborate closely with healthcare
professionals and other partners to ensure our products meet the highest
standards of accuracy and compliance to help people with diabetes
manage their condition optimally, regardless of type of diabetes, stage
of disease or frequency of testing required. With regular visits amongst
stakeholders, user survey, educational events, online activities, our
customer service centers, hotline, webforms and frontline staff, we can
listen to, interact with, observe customers to obtain actionable information
for customer segmentation, market identification and response to various
needs of customer groups quickly.

Measurement, Analysis, and Knowledge Management

Our overall performance is tracked and improved in various aspects:
sales report, sales call quality, professional medical information and
marketing expenses. Also, we do carry out market research to further
understand customers, market dynamics and evaluate the successfulness
of strategies. Data, information and essential information are shared
among employees in intranet, email and instant mobile messenger
according to the nature and confidentiality. Monthly face-to-face meeting
is another good platform to share information and learning with in-depth
communication. Within the whole company, we can also learn from other
countries’ best practice through intranet and to seek for improvement of
Hong Kong team.
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Workforce

We have a comprehensive performance management system to make
sure performance management processes are functioning properly
to tighten the link between strategic business objectives, core values and
day-to-day actions. With the three main concepts: 1) determination and
planning of performance targets which include timelines and qualitative
measurements; 2) on-going process checking to provide recognition as
well as adjustment feedback to employees as needed; 3) final review to
sum up half year and full year performance of the employee.

Operations

We value greatly the input from our customers and business partners and
they are invaluable in optimising our operations. We gather inputs from
customers via active review, feedback as well as survey. We also provide
social media platforms for customers to express their opinions and
enquiries. Meanwhile, we hold review meetings periodically with different
vendors and our logistic support. It is vital to understand the concerns
and suggestions so that we can resolve current issues and enhance our
delivery service as soon as possible. Furthermore, in order to control our
work processes and ensure our process quality is up to standard, both
internal and external quality assurance audit are carried out periodically.

Results

In 2018, good uptake of CONTOUR®PLUS ONE new product launch as
well as expansion of customers of CONTOUR®PLUS and CONTOUR®TS
with appropriate internal and external strategies overcome the sales drop
in 2017 caused by public hospital tender loss of Contour®TS. We resumed
positive growth in 2018, the forward looking trend is positive and we can
see the momentum to grow further while applying the aforementioned
strategies.

We can observe the level of customer engagement by viewing the number
of visitors in customer centers per day as well as the digital analysis. We
are now one of the preferred partners with our key stakeholders. Many
users and healthcare professionals are willing to collaborate with us for
education seminars and product updates. The high engagement level
can be seen in high attendance rate of events and from the event
evaluation forms. The results are encouraging and we reassure on the
effectiveness on the current strategies, serving as a foundation to strive
for a better result this year.
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We lead our talents in engaging, compensating, and rewarding a high
quality workforce. We pride ourselves on building relationships with
employees in order to achieve a low turnover rate. Currently, 25% of the
employees have been working for over 5 years and another 25% of the
employees have been working for over 10 years, making us confident to
move forward with the team.
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