Hewlett-Packard HK SAR Ltd. (HP HK), established in
Hong Kong since 1979, is a wholly owned subsidiary of
Hewlett-Packard Company. Hewlett-Packard HK SAR Ltd,
Technology Services (HP TS) provides technical services in
relation to hardware/software support, service and solution
attached business, solution infrastructure practices and

network solutions.

HP TS’s mission guides the company to stay focused on
customer satisfaction and loyalty. The performances of the
company have shown that the company is on its path to be the

industry benchmark for customer satisfaction and loyalty.

Leadership

The senior leaders of HP TS have established and maintained a
multitude of regular channels to communicate with and engage
staff in order to cultivate the company’s culture as well as to

promote ethical behaviour.

HP positions itself as “Global Citizenship, Local Action” to
reduce environmental impacts, running business with utmost
integrity and improving people’s life by increasing access to
IT. Locally, HP HK has offered a product reuse and recycling

programme with remarkable results.

Strategic Planning

HP adopts the Business Performance Chain (BPC) as the
high level guiding principle for strategic planning. The Chain
links the employees in operations to create customer loyalty
which leads to financial performance. Being a customer-centric
organization, HP TS adopts a customer loyalty improvement
process using customers’ feedback as the main driving force

to improve its operations.

Focusing on three strategic objectives including Capital
(the employees), Efficiency (operation and customer)
and Targeted Growth (results), HP TS adopts a Balanced
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Scorecard approach to track the progress of tactical and

operational plans.

Customer and Market Focus
HP TS clearly defines customer segments and establishes,
for each segment, multiple access and support channels for

relationship building and communication.

HP TS implements a highly systematic Total Customer
Experience (TCE) Programme with 4-level survey to collect
voice of customers. In addition to the Compliments and
Complaints Handling System (CCHS), the TCE forms the

backbone for the determination of customer satisfaction.

Apart from the intelligence from the customers, HP also

conducts qualitative market analysis to understand the

battle field.

Measurement, Analysis, and Knowledge Management
With the aid of the Performance Management System, HP TS
reviews its service performances regularly to develop recovery

plans if necessary.

Well deployed IT systems are established to manage
information and knowledge, such as Factory Management
System, Services Access Workbench (SAW) and grow@HP.
IT Resource Centre has been established to facilitate
Knowledge Management with customers. In addition,

regular sharing sessions on product knowledge are arranged.

Workforce Focus

HP TS sets up a well-articulated Total Rewards Framework
covering both tangible and intangible rewards, for example,
Customer Heroes and Consultant of the year. The company
encourages its staff to develop their own career development
plan and sponsors its employees to attend job related Master

and Degree course.
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Riding on an idea from staff, the company has created the
HPeople Club to cultivate employees’ sense of belonging.
HP TS conducts Voice of Workforce survey and a cultural

survey to assess and improve the workforce climate.

Process Management

HP TS clearly defines its key work processes which focus on
addressing customers’ needs and creating customer satisfaction.
All these key process are monitored and improved under the
ISO 9001 system.

HP TS implements a Factory Management System to collect
the data on the performance metrics of the key processes in
order to manage the work processes and identify areas requiring
attention. All new employees are required to attend Business
Process Improvement courses to equip them with skills to

implement Six Sigma projects.

Results

HP TS has achieved good results in various aspects in a
competitive environment. Through various initiatives including
the HPeople, a steady increase in the satisfaction of its

employees has been exhibited.

Moreover, HP HK received the “Best Talent Management” award
of the Hong Kong HR Awards. As Global Citizen, HP HK has
solid performance and won several industry awards in

environmental protection.
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