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With a mission to promote entrepreneurship through “Buy a
Business”, Hong Kong Business Intermediary Co. Ltd. (HKBI) is
the first broker in Hong Kong focusing on small business sales. In
fact, HKBI itself is a very good demonstration of establishing an

SME by introducing an innovative business model.

Leadership

HKBI's top management has set a very clear vision to guide the
whole company —"to become the leading business broker that
transforms customer’s dream into favourable reality”. To achieve
the vision, top management defines the company’s core values as
well as key business objectives, and these values and objectives
are further communicated both internally and externally through
an effective mechanism. “TQM Scorecard” has been developed
to clearly define the expectations of senior management in areas

such as ethical values and high performance.

Strategic Planning

A systematic strategic development process based on external and
internal analysis is adopted for strategy formation and execution
alignment. Resources, command structure, and corporate culture
are well considered in this strategic planning process. A designated
Quality Council oversees the KPIs and performances are reviewed
with relevant employees on a monthly basis to ensure that targets

are put into action by every level of employees in the company.

Customer and Market Focus

Focused Marketing Strategy is adopted to provide professional
one-stop service on business brokerage. Market is further
divided into segments in different aspects, including geographic,
demographic, psychographic, and behavioral to accommodate
different needs of these market segments. Both formal and
informal customer surveys are conducted in every customer
contact point to seek information on quality of services, customer
needs, and recommendations. HKBI grasps every chance to

understand and serve its customers better.
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Measurement, Analysis, and Knowledge Management

A TQM KPI scoreboard consisting of 50 KPIs, which covers
areas including financial, market, leadership, product and
services, process effectiveness, customer-focus, and workforce
focus is established. All these KPIs are designed to align
with the company’s Vision / Mission / Value and strategic
objectives. Analysis of the TQM Scoreboard is conducted at
regular intervals by the Quality Council to seek continuous
process improvement. Measurement results are fully accessible
to all employees through meetings, workshops and trainings.
In addition, a knowledge management system is established to

facilitate corporate learning at different levels.

Workforce Focus

Employee appraisal is based on their contribution to
the 6 TQM scorecard perspectives and S0 KPIs. The
company adopts an ‘Employee Well-Being Programme”
and sets up a committee to ensure employee well-being and
workplace health and safety. A “7Rs Workforce Performance
Management System” (Recruit, Retrain, Refine, Retain,
Retire, Requirements and Resources) is introduced for
human resources development. Moreover, HKBI provides
a strong supporting infrastructure for the staff, including
management support, team support, infrastructure support,

and training and development support.

Process Management

With the “four Cs” core competencies, which include
Confidence, Capital, Computation, and Commitment in mind,
HKBI has developed a continuous improvement management
model. This model is part of the TQM system and 9 KPIs have
been defined to measure the efficiencies of the key business
processes. Process improvement is further put into action
through internal process audit, supplier / customer feedback,

corrective and preventive actions.
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Results

Most of the S0 KPIs of the TQM scorecard show an improving
trend and all the KPIs are meeting 2008 targets. The index
reflecting the satisfaction level of existing customers, that is the
number of customer referrals, increases substantially over the
past few years. In the area of financial and market outcomes,
key indicators including market share, gross revenue and
operating profit margin have recorded healthy growth. HKBIs
management runs a very successful business through adopting
a Total Quality Management approach in every aspect of their

daily management.

RO I A RS 5 o A8 TRRE SRR S 4 T
BHE ALK — 0o > AFEIRHE T
U Bl S 09 AR AR B A T B R
K o T3 8N > B R ERAR 7 AT AG -
B~ B R R s BB > B
PERE S A A s AR B o

2 TH] R BT O3 R R me T R S A
ROHR B R A B BN o o g >
Fiv A1 B SRBCIR IR ER B BT A
FAE o % 5 B BOH A8 B e th BUA
%5 R R B R MU SR T -
A B S > AR &
A B K B R 5F E BAR AR AR R TR
fl BB o 77 9 i B AE H W B A —
] 965 0 3% R B A 4 R L > BN AL
AR E R



