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Hactl

Report Summary

Company Background

Hong Kong Air Cargo Terminals Limited (Hactl) is Hong Kong’s largest
independent air cargo handler, processing over 2 million tonnes of cargo in 2021.
Commencing operations in 1976 with a brief to optimise the severely restricted
handling space at the old Kai Tak Airport, supporting Hong Kong’s ambition to
become a major global air cargo hub, efficiency is in our DNA.

‘We have invested heavily in our business; focused on innovation, automation and
new technology; nurtured our talents; monitored and refined our services and
processes; targeted zero carbon; and acquired a global reputation for quality and
best practice that are now the benchmarks for our industry.

Today, Hong Kong is the world’s top cargo hub, and has been for 12 of the past
13 years; and Hactl handles 40% of the airport’s cargo. Throughput at our single
terminal rivals that of global companies with bases in 60 or more locations.

Hactl is proud to have played such a significant role in the success story of Hong
Kong, and remains totally committed to furthering its growth by providing the
highest quality standards in the business.

Leadership

Hactl is led from the front, but also values the active participation of staff at all
levels. The company’s 46-year history of investment and innovation has placed
it in a commanding position within its sector: widely recognised as a benchmark
for best practice and a thought leader, and regularly quoted by its industry’s media.

Hactl staff know they are an essential part of the company’s success, and
management shares its expectations, motivates its workforce and rewards their
efforts. The core values, business goals, service expectations and successes of
Hactl are clearly communicated to staff via multiple channels.
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Hactl is about excellence in all things, and senior management sets the bar high T B Hactl— B WS H o B IEEI LA
for performance, constantly measuring this and seeking ever better ways of AR RERa R A L s R - R
working. Hactl’s ethos is to lead rather than follow, and anticipate rather than W TR 2E R B R AR T oK > HEBh AT M AT
react. B -

Strategy SR

Hactl’s highly-effective business strategy was born of the need to re-invent itself IR A A R A AR B R - R AR
following the opening up of handling competition at the new Hong Kong A% AT MR G B SR > JR 0 Hactl BRHRL
International Airport; and the subsequent imperative to counteract the loss of its [ E A 3
major shareholder and customer which opened its own cargo terminal.

FRAM TR W) I 0 BT 3R T SR BRI
The recognition that quality and scope of service would become key to Hactl’s E T — R 5| SEEE R R B AR
survival and future prosperity, evolved into a set of goals:
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e To be the handler of choice in Hong Kong S 7 gl [ L2 R 2 N A G
. S 2 75 A

* To support Hong Kong’s efforts to remain a global air cargo hub (2

* To be the industry employer of choice o RAEREEET

» To be identified as the benchmark for best handling practice o ML AR BAENE AR
e To be an industry thought-leader o RASHEATIERE RN SR
e To innovate, and seek tech-led solutions to traditional problems o BB oS R
+ To be a champion for sustainability in its industry o HEEDER IR TSR

Hactl continues to place these aims at the forefront of all development plans.

Hactl has invested heavily in innovation throughout its 46 year history. Our cutting-edge Integrated Hactl Control Centre, and
robotic machinery parts dispensing through our Automated Parts Store, are two recent examples. We continue to produce tech-
led solutions to traditional problems.
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A key to Hactl’s success is its unique ability to provide cargo airline customers with a true one-stop-shop service: from
terminal handling, documentation and customer reception, to ramp handling, crew transportation and road feeder services
connecting Hong Kong and mainland China. Our highly-trained, experienced and devoted staff give us the edge.
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Customers

Hactl’s potential market is primarily airlines, only those that carry cargo, and only
those serving Hong Kong. With opportunities to win new customers severely
restricted, retention of existing customers is vital.

Hactl views itself as a partner in customers’ success. Rewarded on the basis of
the quantity of cargo handled, anything it can do to facilitate customers’ business
growth also benefits Hactl. Hactl supports customers by offering a comprehensive
service portfolio; providing facilities for every type of cargo; committing to high
service standards; monitoring performance; continuous improvement in
performance, efficiency and resilience; and responding to every new demand for
compliance, data privacy, environmental care, social conscience and sound
governance.

Hactl’s new business recruitment and customer retention are unrivalled; it enjoyed
100% contract renewal rate in 2021.

Measurement, Analysis, and Knowledge Management

Given the vast scale of Hactl operations, even the smallest deficiency is amplified,
and could impact customer service, overall business efficiency and profitability.
Hactl is obsessive about setting standards, measuring performance, and devising
ways to streamline processes.

Hactl’s Quality Assurance team leads its constant efforts to maintain and improve
service quality, monitoring the company’s operations, measuring performance
against comprehensive KPIs, and ensuring total compliance with the many relevant
quality systems to which Hactl subscribes.

The Information Services department provides the systems to collect and analyse
data, with due attention to data security and systems resilience.
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The Human Resources department ensures the unmatched experience and
knowledge gained by long-serving employees is passed on to successive
generations of staff.

Workforce

Hactl is passionate about being the employer of choice. It provides a safe, happy
and inclusive environment that nurtures talents, empowers them and rewards
them. Half of Hactl staff have served for more than 10 years, and some originate
almost from the commencement of operations in 1976. Workplace injuries have
reduced by 70% since 2014, and staff satisfaction is rated at 99%.

Hactl provides care and support for staff and their families where required. It
hosts sports teams and encourages participation in external competitions, provides
impressive sports and recreational facilities on site, stages social events to which
family members often invited, and supports staff in volunteering and community
fundraising activities.

Operations

Hactl is a 24/7/365 operation handling huge volumes of urgent air cargo. Its
investment of USD 1 billion in SuperTerminal 1 in 1998 was unprecedented,
creating the last word in automation and efficiency. 24 years later, thanks to
constant upgrades and investment, SuperTerminal 1 remains the world’s largest
single cargo terminal and a model of handling efficiency.

Hactl’s drive for continuous improvement is led by a dedicated Performance
Enhancement team whose sole remit is to seek out process inefficiencies, and
resolve these via tech-led solutions.

Hactl provides one-stop-shop services, with constant measurement of performance
against targets. All operations are focused on continuity, and strong crisis and
emergency contingency planning.

Results

Hactl is proud to have achieved:

*  40% market share

* Constant improvement in performance

*  Constantly-increasing productivity

* Accredited under every relevant industry standard
* 100% contract renewals in 2021

e Industry-beating staff retention and satisfaction

*  38% reduction in carbon emissions since 2015; 99% of plastics recycled, 95%
of paper and cardboard recycled
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