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Founded in 1849, Pfizer Inc. is a leading research based
pharmaceutical company in the world. Pfizer Corporation
Hong Kong Limited (Pfizer Hong Kong) was established
in 1956 as the selling and distribution arm of the company
to promote and market the Pfizer products to Hong Kong
and Macau. The Pfizer’s spirit of “Working Together for
a Healthier World” has since set the tone for the company’s

operations in these cities since then.

Over the vyears, Pfizer Hong Kong has successfully
capitalized on their global pharmaceutical product
excellence to establish sound partnership with the

Hong Kong government and local medical practices.

The Board of Examiners is particularly impressed by
the company’s strong culture for excellence driven
by well-established vision and mission as well as its
company-wide commitment to TQM. The company’s strengths
are highlighted in the following categories:

Leadership

Pfizer Hong Kong focused on developing the workforce
with the right attitude and the company indeed
possessed the skills and performance quality to improve
Hong Kong citizens™ quality of life. This is supported by
the cultivation of nine Pfizer Core Values:

- Customer Focus

- Respect for People

- Integrity

- Quality

- Teamwork

- Community

- Leadership

- Innovation

. Performance
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Core Value Teams are present to drive application of
these values. The company believes that “Everyone is a
Leader” and out of this doctrine, Pfizer Leader Behaviours
provides a foundation to direct the right course of action.
Managers are constantly evaluated on how well they

exhibit the leadership behaviour.

Robust governance process is in place to ensure
compliance to external regulatory standards and
procedures and internal ethical business practices.
Community is one of the core values of Pfizer Hong
Kong to encourage employees’ social responsibility.
Caring Hands Team was formed by employee volunteers

to support community service.

Strategic Planning

The Strategic Planning Manager leads the yearly Strategy
Planning Workshop. Colleagues are invited to form
leadership teams to review previous initiatives, analyse
business environment and determine new strategic goals.
Four main strategic imperatives (Talent Management,
Business Process Re-engineering, Customer Relationship
Management, and Technology Advancement) were
identified through thorough PEST and SWOT analyses

for short-term and longer-term strategic alignment.

Action Plans are formulated with timeline and Key
Performance Indicators (KPIs) for performance tracking.
Results of strategy deployment are measured against
financial performance, customer value and workforce

engagement.

Customer and Market Focus

The healthcare reform initiated by the Hospital Authority
resulted in severe cost reduction. Pfizer Hong Kong
responded strategically by expanding into the private
market for branded and newly developed drugs. Today,
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Pfizer's customers are segmented into Hospital Authority
(HA), General Practitioners (GP or Private) and Trade.

Professional Healthcare Representatives are trained to
provide healthcare professionals with the most updated
disease information. Continuous Medical Education
seminars are coordinated to enhance doctors’ and
pharmacists” knowledge and to help develop them as
Key Opinion Leaders.

Pfizer Hong Kong works closely with Custom and
Excise Department to fight against counterfeit medicines
to protect consumers. Noticeable example was the
drop of “Viagra” counterfeit rate from 50% to 10%. The
result was achieved through revamping of security labels,
taking civil actions and increasing Direct-to-consumer

promotion.

Pfizer Club Programme was established to serve
end-users, i.e., patients by providing up to date disease

information and product inquiries.

Measurement, Analysis, and Knowledge Management
Pfizer Hong Kong continually invests and develops IT
infrastructure and processes to measure performance and
manage organizational knowledge. A well-established
array of information systems such as Electronic
Territory Management System (ETMS) and Electronic
Learning System are in place to manage information and

knowledge.

The University of Pfizer and the e-Learning System
provide digital platforms for knowledge sharing and
learning management. The Integrated Product Portfolio
Planning Platform is a standardized, centralized system
for Marketing Department to perform marketing and

financial review.
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Clinical research studies are conducted and monitored
by the Medical Department. Results and progress are
updated in the form of case reports in the Remote Data
Capture tool. Results would then be submitted to public
organizations such as the US. National Institutes of

Health for publication.

Data security and confidentiality is centrally controlled
by the use of clearance levels on the intranet. Contingency
measures for hardware and software are in place to ensure

continuity of business operations.

Workforce Focus
CARE (“Communication’, “Aspiration’, “Reward & Recognition’,
“Empowerment & Engagement”) Culture and Pfizer Core Values

form the foundation of workforce management.

Colleagues are commended for taking their initiatives
to innovate. Pfizer Hong Kong has established its role as
a Centre of Talent with continual focus on talent
management.  The University of Pfizer offers regular
training and workshops to facilitate employees” self

development.

Pfizer Wellness Centre is an in-house health screening
facility for use by employees and runs various campaigns
to raise employees’ awareness of healthcare. Boomerang 360°
and workforce engagement survey are systems to evaluate

employee satisfaction.

Process Management

Processes and structures are organized to address specific
customer needs. Four specialized business units (Primary Care,
Specialty and Oncology, Established Products, and Customer
Business Unit) operate with the aim to maximize
product potential and to create key essential partnerships.

Continuous improvement was built on the ‘CAN I
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spirit that stands for Continuous and Never Ending
Improvement. ~ Lean Six Sigma is implemented to improve

business process.

Business processes are managed with the aim to add
value to key stakeholders. ~HR management focuses on
ETMS is used to facilitate

Field Force’s compliance with procedures and performance

recruiting right candidates.
evaluation.  Clinical research process is exercised and
controlled with extreme care to observe patient safety.
Clinical trial has to be approved by the Hong Kong
Ethics Committee to secure confidentiality and respect for

patients.

Results

Pfizer Hong Kong attained market leader in the Trade sector
of ethical medicine with a revenue growth rate of 26.5%
in 2008 (according to HKAPI). Amongst the diversified
product range in the therapeutic areas, “Lipitor’, “Norvasc”
and  “Viagra” are market leaders in their respective
markets. “Lipitor” was awarded “Outstanding Brand Award -
Western Medicine” by Economic Digest. Hong Kong Sales
and Profit CAGR between 2002 and 2008 were satisfactory.
Strategy performance is reflected through numerous awards,

lasting partnerships and a competent talent pool.
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