CATHAY PACIFIC
CATERING SERVICES

Cathay Pacific Catering Services (CPCS) is a wholly-owned
subsidiary of Cathay Pacific Airways. It is one of three in-flight
catering services providers to international airlines operating out
of Hong Kong International Airport. CPCS serves an average of
55,000 meals daily, 365 days per year, to 35 international airlines.
The company employs over 1,500 staff in a fairly flat organization

structure, with 80% in operations and production.

The company has a 43% market share of scheduled flights and
a 63% market share of all meals supplied, generating an annual
turnover of over HK$ 1 billion. The particular strengths of the

company are highlighted in the following categories:

Leadership

In 2009, CPCS moved from a ‘cost centre” to a “profit centre”’
business model, requiring deep organization and culture change.
Its senior leadership successfully led these changes with active
involvement in many key initiatives, eg. new “Vision, Mission
and Values” (VMV) deployment, new communication channels,
champion team, think tank, governance structure, audit system, Key
Results Areas (KRAs), reward programmes, succession planning,
learning and development, innovation, performance management,
corporate social responsibility, hygiene, health and safety, and

environmental sustainability.

Strategic Planning

CPCS'’s senior leadership and management demonstrate an effective
and systematic approach to strategic planning and deployment. Its
five Key Results Areas (KRAs) sustain organizational growth while
balancing the needs of all stakeholders. Senior managers effectively
manage the company’s strategy development process, reviewing

strategies and planning steps.

Senior managers use situational analysis, SWOT analysis, short term

and long term analysis, etc. Action plans are developed together
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with the departments and are well monitored, with improvement

plans based on customers’ reports.

Customer Focus
CPCS successfully engages its customers using two sales strategies
(customer acquisition and customer retention), based on a

‘Customer Segmentation Model”. The company efficiently collects
and analyzes “voice of the customer,” with active participation from

senior managers of key functions.

It effectively uses a variety of channels to communicate with staff
about the company’s brand values, business results and customer
service results. It has achieved competitive advantage in innovative
product development, including accreditation in Halal and Kosher
kitchen, and ISO 14001.

Measurement, Analysis, and Knowledge Management

CPCS has well-defined management information systems, with
integrated systems to support daily operations, performance
management, balanced scorecards, etc. Its IT systems effectively
capture information for business and operations management.
The company invests in systems control and security. The IT
Department and user groups meet regularly to review requirements,

performance and future projects.

Workforce Focus

CPCS successfully engages its workforce with a “Workforce
Engagement Model” that balances work and quality of life. The
company emphasizes training and development, with multi-
skill training, supervisory training and a ‘Swire Leadership and

Development Programme”.

It creates an engaging working environment with a broad slate
of initiatives, such as “fair basis” recruitment and promotion,

induction/orientation and buddy system for new staff, staff well-

Report from
The Board of Examiners

(Bronze Award)

i & H Wk

(5¢)

P ] e 3% R Sl A A B 4% > TE R PR 2
B AR i wh# o

ERRE

#IEFSBEFE] £ BEMERER
BRI HE A WESEE R (MREF
MREBEF) > BHEEFETRITFH
BR - A RA SRR AT [ & F %
Tl o BEEMRMAMNSHCEEBSHETE
A TAE > FROLH &AL R B T
AT A E R SR EE - RERE
MEF RBHAR - FERIHE MER G
THEFES fln EE] & (K] H
o BLR1SO 14001 FIRRRE »

wEA ~ 2 A Ak 4 B
BEMEREMBE A ERWEN LGS ER
Eil A > B B WEE - EEEEMF
fratr R4 o HEMBH RGO E
HREMEFEREAANGER - AREE
W EERGHERMZE E > GBI
PR 28 g o PR T P A8 T DA R e R R
REM R FHE] -

TAE PR AR

B 2 A 22 AR R IR A 51 [ B THGER
B PEIAEMEEER - ArEER
FIFIEE R - AEZEAITE - B EIIK
Balf R HERERE] - A F
NU—HEBNEEEERE THEBE > 4
T AFR R RE T [HETA
BB ] - BTG
EBEBELEEY R LRE MR SR
¥ LR B THBRH -

V.

P



being campaign, sports and recreation activities, and volunteer, lon
g paign, sp

service and employee assistance programmes.

Process Management

CPCS uses well-structured process management models which
contribute customer value and organization success, e.g. “Plan-Do-
Check-Act” Model, “3 Value Creation Model” (Input, Transformation,
Output), and a Business Contingency Process, managed by the Crisis
Management Team, consisting of senior managers. The company
has well-designed monitoring systems to manage and improve key
work processes, such as menu planning and design. Its Standard

Operating Procedures with ISO 9001 govern work processes.

Its Business Improvement Department monitors performance and
drives improvement using various measures such as customer
feedback, finance and productivity; and demonstrating achievements

in quality, safety, cost savings, etc.

Results

CPCS has demonstrated excellent results in a broad range of
measures, including product, such as improvement in menu
development and a downward trend in food quality complaints;
customer focus, such as rising customer satisfaction and declining
customer complaints; finance and market, such as exceeding business
targets (e.g. operating income and ROI), even during the financial
turmoil of 2007-2009; workforce focus, such as significant decrease
in staff turnover and improvement in work injuries and leave days;
process effectiveness, such as productivity improvement, clear
business contingency and continuity plans; and leadership, such as
full compliance with regulatory bodies such as IATA, FEHD and
Labour Department.

All these reflect the effort of CPCS in striving for continuous
improvement and achieving the highest level of efficiency, fulfillment

and consistency.

Report from
The Board of Examiners
(Bronze Award)

W& Bk

(3¢ )

Rra

EREMEKERERA TERMWARE

B AL 5 EE SR - {ﬁﬂﬁu g
[H#-T-ER-TH] 7R, [Z8E

EAER] (A - B - #d) > L

&EEAﬁ‘*&%«éﬁﬁﬂﬁiéﬁf‘%%ﬂ@%”ﬁ%

5&6 Iﬁnf,&%zﬁlﬁfmﬁi ; mizu*“’“
%ﬁiﬁﬂ FEF o H—E/RE 1509001 HIELE
AR IR AR A 22 | Af TAERAR o

ST UE R FTE R £ M 1k B A ) &R
FHEERR > WHEBHIE > FINEF R
B~ MBSTAEET > WANGEE %42
2 1 0 B AS 2 ) 45 T A ) Y B

BREMERERGERZ T HAEBRENE
B GFEMTE > WHCEREmMEY Y
ERHEAM TR XFHE > WEF W
BEETHRBER TR MBATS @
WP — T L E RN AHE
AR > U BUE R A B AR (I L
AR ROD  TAEEKHE - ﬁﬂ%l‘?;ﬁﬁ%
RKWE T R THEMFERBEEED
FPRERITE > MEERER > WHE ﬂ’rﬁE’J
JES R DI REEE E o MR T R
ERENEEMEERGE - AREMNY
TEREKR -

B LR S B T B AR A S R IR R B
o RETIB R E B S e %% ik
i s



