Established in 1999 as a wholly-owned subsidiary of
City Telecom (HK) Limited, Hong Kong Broadband
Network Limited (HKBN) now provides a full range of
telecommunications services to its customers, and is well-
known for its innovative advertising approaches. The Board
of Examiners recognizes HKBN for its excellence in business
performance and progress made in the company’s competitive
edge. In sum, the Board commends the company for the

following achievements:

Leadership

Since the outset, HKBN has established for itself a clear set
of vision, mission and core values which has evolved over
time to allow the company to flexibly accommodate market
needs and technology changes. The company deploys
Mini-CEO managerial structure to create a sustainable
organization with a goal setting mechanism and Key

Performance Indicators (KPIs).

In accordance with its Corporate Social Responsibility (CSR)
Report 2008, HKBN is committed to improving the well-being
of the local community and it is indeed the first company in the
industry to adopt the CSR initiatives and efforts which can be
summarized in § key areas: Education of Value, Talent's Training,
Enhance Quality of Life, Continuous Education, and Enhances
Stakeholders” Relationship. Strong leadership is evidenced by the

numerous external awards won.

Strategic Planning

HKBN'’s strength can be seen in its strategic marketing
planning for its services and products. To achieve this, the
company has adopted a five-step approach to help decision-
makers in the strategic planning process, where impact
and risk analysis are used to unveil the blind spots. The
company advocates the “Do More with Less’ doctrine in its
action planning with reviews through the use of qualitative

response and quantitative return as measures. There are
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clear performance projections which are weighted against its
major competitors, and its Mini-CEO managerial structure
would address the performance gap with better policies,

methodologies and better personnel.

Customer and Market Focus

HKBN segments the market by group, network coverage,
budget of expenditure, and level of consumption on top
of the segmentation of service type to cover the entire
population. The company has the unique supremacy and
flexibility in bandwidth provision that offers customers of
different budgets and levels of consumption the choice of

service with different service type combinations.

The company uses customer feedbacks (VOC) and
comments for leading the innovation. It proactively
engages the customers and market by 4C (Connect,
Concern, Convince and Continuous Improvement).
HKBN is the first provider in HK to introduce Transparent
Performance Assurance measures to ensure users’
confidence in service quality such as Speed Guarantee

with money back policy.

Measurement, Analysis, and Knowledge Management
Key Performance Measures address the strategic
objectives of the organization. The company learns
from best practices of its competitors for continuous

improvements.

Well-structured mechanism is developed for information
security. A strict rule on information confidentiality is held
within the company that talent is prohibited to download
or distribute materials from or to outside of office and
encrypted USB memory sticks are assigned to departments
for data transfer. Concerning knowledge management,
best practice examples are published in intranet for sharing

among all staff.
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Workforce Focus

The company maintains a well-structured Mini-CEO
managerial mechanism to improve its employee morale, foster
innovation in various processes, and reinforce empowerment.
The company’s Education Partnership Programme echoes
the core value of “Continuous strive for the best as a way of
life" The company deploys the Engage in 4Es through various
medium, for example, CTI Forum, internal emails, internal
video and roundtable to ensure effective and interactive
communication. The Staff Engagement Department is set up

as a dedicated department to promote staff engagement.

Process Management

Core Competencies of the organization are clearly stated
(Business Acumen, Communication, Organization, Relationship,
Continuous Improvement, Service Orientation & Leadership).
The design of core competencies and key process steps within
the work system are integrated with the corporate mission and

organizational needs.

Results

HKBN develops its product and service leadership by
building the largest Metro Ethernet IP network in the world
in 2002, launching Hong Kong’s first 100Mbps residential
broadband service in 2004, and releasing 1Gbps residential
broadband service in 2005. The company introduced local
speed guarantee in 2005 which is still unrivalled in Hong
Kong. Improving trends in turnover, EBITDA and net profit
are recorded. Its gross profit margin and net profit margin
are on the rise. The company has achieved a zero complaint

rate on premium arrangement for customers.
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