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Report from the Board of Examiners

Hong Kong Air Cargo Terminals Limited (hereafter, Hactl) was founded in 1971
and has been in full service since 1976. The company was established to support
the import and export of air cargo in Hong Kong and is the sole independent
operator in the industry in Hong Kong.

Hactl’s vision and values are well-articulated. (“Remaining as leading air cargo
terminal in Hong Kong and worldwide” through “Trust, Respect, Professional,
Integrity, and Team Spirit.”) The company demonstrates forward-looking
leadership, being able to prepare and lead the company to meet challenges, with
a focus on “Safety, Security, and Customer Service.” It adopts innovative
technology, develops industry best practices, and trains its staff well. It is an

excellent example of the use of the Baldridge Excellence Framework,

Hactl has established an effective and efficient quality management system,
including PDCA (plan-do-check-act) cycle for continuous improvement; annual
review of direct critical suppliers’ performance by Senior Management; weekly
meetings of Department Heads to review business progress, industry and market
developments; and a quality assurance team to monitor compliance, operational
quality, safety and security. Audit results are published on “HACTL+,” an intranet
platform to further optimize decision-making and improvement planning. The
company’s rate of cargo mishandling is among the lowest among global cargo
terminal operators.

The company upgrades its infrastructure regularly for increased efficiency and
quality. Its automated Super Terminal One supports Hong Kong’s ranking as the
world’s number one in international air cargo throughput, a position held for 11
of the past 12 years. The new integrated HACTL Control Centre provides
centralized monitoring and control of all processes and resources. Aero Engine
Handling Centre streamlines procedures. E-commerce Fulfilment Centre enhances
value-added services. Customer Relationship Management System logs all
customer enquiries and complaints for regular analysis.

Hactl provides excellent customer service by engaging its staff and teams. It is
strong in anticipating customer demands and upgrading service quality by
encouraging pro-active recommendations from staff, which are reviewed monthly
by the Operations Committee; and by facilitating collaborative effort to capture
new business opportunities, for example, crew transportation services and special
cargo such as pharmaceuticals, perishables and live animals. Direct communication
between customers and Senior Management is encouraged.
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Hactl places great emphasis on its staff. On Training & Development, the company
nurtures a strong learning culture by offering best-in-class training programmes
and operating a training centre equipped with virtual reality (VR) technology.
On Occupational Health and Safety, proactive schemes are in place to protect
staff from Covid. The company‘s success is evidenced by its workforce
demographics. More than half its workforce has been with the company for over
10 years and 50% of all management is homegrown, signifying high levels of
loyalty and stability. High team spirit and efficiency were demonstrated during
crises. For example, the company was able to maintain normal operations and
services during super-typhoon Mangkhut in 2018 and the recent peak Covid
periods when a number of staff were in quarantine.

The company practises sustainable community and corporate social responsibility
by partnering with local non-profit organizations to provide job opportunities for
the disadvantaged. For example, the company currently employs more than ten
university students with physical disabilities and special education needs.

Hactl has made a name for itself in quality management. It has achieved excellent
operational efficiency and effectiveness through value-added businesses, new
technologies, and continuous process improvement. The company has a solid
customer base, with some clients walking through history with Hactl for nearly
half a century. Itis, indeed, an admirable example of quality management.
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