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Hong Thai Travel Services Limited (Hong Thai) was
established in 1966, and since then, the company has never
ceased to provide their customers with innovative and
diversified products. It has now been the market leader in
terms of market share for eight consecutive years. By applying
an effective TQM system, the company illustrated improved
performance results to the Board of Examiners. Their key

strengths are summarized below:

Leadership

Hong Thai has demonstrated a strong commitment to the Total
Quality Management framework. Apart from a clear Vision,
Mission and Core Values (VMV), senior leaders take an active
role in communicating these values to their stakeholders. The
company promotes a working environment that fosters
ethical behaviour, supported by Code of Conduct, ethics
training and General Manager’s regular review of agents’
compliance. It has developed numerous channels to facilitate
two-way communications, recognition schemes to recognize
high performers, and service standards to create and balance
values of stakeholders.  Effective audit processes, fiscal
accountability and performance appraisal systems are in

place to ensure good corporate governance.

Strategic Planning

Hong Thai adopts a strategy planning approach which aligns its
VMV with the company’s business needs with its stakeholders’
demands and expectations. Strategic planning is done annually
and input from various levels of the company is incorporated.
Departmental action plans are developed with clear targets and

timelines and are effectively monitored.

Customer and Market Focus

Hong Thai conducts effective market segmentation, employs
numerous channels to listen to the voice of its customers, and
regularly reviews its products and services with regard to its

customers’ needs. The company shows excellent achievements
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in customer relationship and satisfaction.

It is the first travel agent in Hong Kong to receive the

ISO 10002:2004 certification for managing complaints.

Measurement, Analysis, and Knowledge Management
In managing performance, Hong Thai has implemented an
effective Key Performance Indicators (KPIs) system with
regular reviews and improvement plans. Through effective
benchmarking, the company has developed many popular

travel products.

The company makes good use of information and related
technologies. It uses e-channels to offer easy access to its
stakeholders. It is the first travel agent in Hong Kong to offer

instant web booking service.

A Knowledge Management Committee is set up and a
Knowledge Management Model is designed to manage essential
information.  Knowledge Audit is conducted regularly to
identify key information for business success. The Hong Thai
Knowledge Centre, a centralized online forum, hosts data for

effective sharing,

Workforce Focus

The company has developed a number of channels to collect
feedback from employees. It also maintains several award
programmes to recognize talented and committed employees,
such as the Best Service Award, which aims to motivate
employees and offers a range of development programmes like
training workshops and job rotations.  In addition, the
company also takes extra care for its employees’ well-being
through various programmes or established mechanisms,
such as the Occupational Health and Safety Council,
Hygiene Charter, Emergency Taskforce (to support frontline
employees working overseas), counseling services, and even

birthday gifts and cards signed by the General Manager.

WRZHE®RE e

ISO 10002:2004 75 A HE IR AT 4L ©

WA ~ MR a4 2L

HEZR B T BTSSR 4 o LA SE T
i B 5 8 > AT A A 7 2%
B B RE A ATRIET 2
{152 IO ) ) 7 s <

DRV IRFE AP EER G o R 26 A B
Bl 25 T L R 5 A
o AR S RSB AT RS
FHIRATAL -

JBE 7% B S8 A kB HE 22 BB R R R A
B DL B ZE N o 2 R E AT
AR R > LA R B A o 1 B S IR
Ty o TREAR A0 ) — v s
I REA Ay A T A B B

TAE B BRA

FRBEBOL T ZHORFRIMERE - e B TH
B o Nl Wy S 2 W 48 0H - G A
RH5 48 - LR B T o 23 R] IR it — 2 &
i J ST > AN RE R L AR B K A i L
Boo WA RELABEETMEBEA T > %
PEARTA] A T # » JH rp 0 458 2 4 4 f B R
7 HEAE - ERERNL (TSR
AN TAERI RIS B ) 55 » LA Rl 3 A
B o H A B DL Bk A RS AR A 10 A
HAF -

Ry L

BT H TR AL S T (R
URRE S Y ES S (L VT Ju
B0 - 24 R4 WM 00RO B R 4 B
R 3 5 R DR B T 3% > TR
AF 25 5 A 1 2 0



a7)

Process Management

Hong Thai has identified six core competencies and
developed an overall work system and key work processes
to create customer value. The company has a clear process
improvement model with structured sharing channels for
continuous improvement, regular input from stakeholders
and cross-departmental teams to facilitate improvements.
New technologies are applied in many work processes, which
has successfully improved work efficiency. It is the first travel

agent in Hong Kong to achieve the ISO 9001 certification.

Results

Hong Thai’s implementation of an effective TQM system has
achieved tangible business results in many areas. As a result,
not only was the company able to sustain its market share
leadership, it has also achieved high ratings and prominent
awards for its outstanding products and services as well as
improvements in the Branch Satisfaction Index, the Customer
Satisfaction Index and the Employment Engagement Index
every year. The company’s achievements are also apparent in
light of the increase in customer compliments and decrease
in customer complaints. In 2008, rising gross profit margins,
positive EBITA and strong liquidity are recorded.  Process
improvement is also evident, such as over S0 new product
launches (2006 - 2008), a decrease in waiting time at the call
centre, a higher rate of tour confirmation, and a lower rate of

loss bookings.

WRRHERE e

W BB E A B TAERT - RREIR
WEZ TR B8R AR R - 5
s TSR - RERGHE HES
1SO 9001 #& Z M IRAT 4L ©

BHEEEARNEHEEEE > REED
8 G SR 4 A B A AR o A RN RERR
AT R - JLHE R dh SR B A
B B AEAE - RBUS 2 AR TE o K [ AT
WS -~ [HFFWERE) K TET
PSR R TSR - HF B Y
oz Bk o B BCER IR B o R R
SEENERBBAER LT BB
LSRRI o B E S ISR A
BeAb o AR TAERR T IRG 2 20 - A F]
ST FT N R DT/ E S T
T SRR b o W O B S % ey
[ A 0 5 kAT R 4R 5 BT A
BRI A BT -



