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Report from the Board of Examiners

Established in 1969, DHL now operates in 220 countries and regions, offering
express, global forwarding, and logistics services. The company entered the
China market with air cargo service in 2007. In Hong Kong, it is now celebrating
its 50" anniversary.

DHL Express (Hong Kong) Limited (hereafter, DHL Express) has adopted
“Strategy 2025 from its parent group (Deutsche Post DHL Group) whose key
objectives are employee engagement, exceptional service quality, and customer
loyalty. Senior Management has strong commitment to compliance and
governance and fully embraces diversity. Strategic objectives and action plans
are well defined and integrated.

DHL Express has created an environment for success and a culture with focus-
on-action by tracking performance with annual financial audits and biennial global
compliance excellence certification. The Corporate Board’s performance targets
are directly linked with the company’s ESG commitments. Its suppliers’ Code
of Conduct is comprehensive.

The company KPI system is aligned to the Group’s Global Standard Operating
Platform (GSOP) and in line with the global DHL operating offices. The system
facilitates effective benchmarking and comparability, accurately measuring and
comparing performance in different service regions and timeframes, enabling
continuous improvement on work processes. Its Express Shipment Transit Time
has consistently maintained very high standards.

DHL Express promotes digital innovation. For work process improvement, digital
innovation has enabled effective localization. Examples include the new “Inbound
Route Search System” to enhance accuracy in shipment sorting (in the absence
of standardized postal code in Hong Kong); the new “DHL service counter queuing
system” to cope with the recent surge of walk-in customers (for shipping pandemic
accessories and applications for overseas passports); and the new “DHL Lockers”
for convenient, flexible and pandemic-safe delivery and pick-up.

Digital innovation is also key to the company’s strong knowledge management
(KM) system. “Click and Show” online portals are set up for knowledge sharing.
Standard operating procedures, training programmes and KPI measurement tools
are digitized. The email onboard journey and staff occupational health and safety
guidelines are supported by intranet.

DHL Express demonstrates excellent customer engagement, anchored by its
Insanely Customer Centric Culture (ICCC). Online delivery tracking is accessible
to all customers. Frequent customers can integrate DHL’s systems with their own
portal for easy tracking and communication. Staff rosters are aligned with
customers’ varying capacity needs. A 24-hour customer service hotline is manned
by 250 staff, where calls are picked up within three rings (whereas Interactive
Voice Response Systems are still in use by competitors). Customer concerns are
resolved by the Complaint and Claim Handling Team, which is empowered to
take immediate remedial actions.
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The quality of services is monitored closely for continuous improvement.
Measurement is done via market feedback. Satisfaction ratings are collected
through quarterly surveys, which are then analyzed both vertically and horizontally.

The company’s staff development and engagement are well developed and
executed. It maintains an innovative learning platform, and a comprehensive
Certified International Specialist (CIS) programme for senior executives across
the board. In the past three years, its participation rate in training (in compliance,
information security, and data security) has been 100%. Its staff turnover rate is
below market.

DHL has captured an exceptional market position and is increasing its market
share. Its outstanding quality management and continuous improvement are
excellent, an all-round demonstration of the Baldridge Excellence Framework.
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