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Hong Thai Travel Services Limited (Hong Thai Travel) is a private
company and was established in 1966. We have been the travel
agent used by the largest number of individuals in the Hong Kong
travel industry for six consecutive years (2001 — 2006) , according to
Nielsen Media Research.

Hong Thai Travel is positioned as “One-stop Travel Department Store”
providing a wide variety of travel products and services ranging from
guided-tour, air ticket, hotel reservation, air ticket plus hotel package,
Your Own Tour (Y02), customized tour, inbound tour, admission ticket
for local attractions, travel insurance, etc. We operate 28 branches
with over 1,000 staff throughout Hong Kong. In 2000, we pioneered
a Call Centre which provides the longest service hour in the industry
and the 3G-hotline service is introduced to the Call Centre in 2004.

Hong Thai Travel’s vision is “to be the customer’s mostly loved travel
agent brand”. In achieving that, we aim to be a company that is
innovative, receptive to change and socially responsible that renders
high quality travel services, while maintaining a high degree of
professionalism and integrity toward the company’s stakeholders.

Owing to keep customers’loyalty and sustain the leading position in
travel industry, the General Manager has identified our competitive
edges and defined our vision, mission, values, strategic objectives
together with six strategic focuses which are the basis for senior
management to develop their action plans. With the commitment
of the top management and according to our service pledge — “We
make it for you”, the “GUEST” service concept (i.e. Greeting,
Understanding, Efficiency, Special Treatment and Thankfulness)
is established to enhance the service quality for both internal and
external customers. Inorder to get staff / suppliers’involvement, the
two-way communication through various channels for all levels are
highly encouraged and widely adopted.

As an innovative and socially responsible organization, we play an
active role in contributing to the community. The top management
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always encourages staff to support social services.

The business environment is ever-changing and dynamic. In
the strategic development process, we identified our strengths,
weaknesses, opportunities and threats. The strategic planning
process is market and customer driven. The top management directs
six strategic focuses which are interrelated to support our strategic
objective — “To sustain our leading position in Hong Kong travel
industry”.

The senior management then based on these aspects to develop
action plans and set measurable objectives and the key performance
will be evaluated reqularly. The key performance indexes include new
products design and establishment, maintain high tour confirmation
and high staff satisfaction rates, low employee turnover rates so as to
increase in revenue and gross profit.

Hong Thai Travel divides the target market into three main segments,
namely guided tours, Your Own Tour(Y02) and Air ticket-plus-hotel
package in order to target different types of customers.

Travel is a service-oriented industry. To be outstanding among the
intense competition, we aim at providing the best services. We have
developed various channels to collect customer’s feedback for product
development and service enhancement, such as customer post-tour
questionnaire, tour leader post-tour report, customer telephone
spot check, customer services hotline, Web Page, Mystery shopper’s
programme, focus group, etc.

We treasure every customer's feedback as it is beneficial to us. All
customers’ complaints will be investigated and evaluated thoroughly.
If corrective or preventive action is needed, related departments will
be informed to take follow-up actions and those cases will be shared
with other departments to avoid repeatable mistakes. If new idea is
generated which is feasible and good for our products or services, we
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will introduce and apply it certainly as maintaining high customer
satisfaction level is vital.

Internally, all departments track and analyze respective data, and
the findings will be brought up for review during various meetings
attended by the top and senior management. Frontline staff collect
and input the customer data into the company’s own computer
system, which helps to measure how diversified Hong Thai Travel’s
customer base and sales are. We conduct employee surveys
to measure employee satisfaction level and evaluate data from
workshops, product briefings and seminars to determine the degree
of effectiveness of the programmes.

Externally, the appointments of marketing research firms for
collecting comparative data allow the company to measure its
performance against competitors, and ensure all internal and
external data collected are properly used to cope with the ever-
changing business environment. To have an effective and efficient
way to share information, intranet is our main channel for staff to
access all valuable information.

We believe staff are our invaluable assets and resources. Recruiting
and retention of suitable candidates in the right job doing the right
things is a paramount of importance for the success of the company.

By providing attractive remuneration and benefits, clear and
attainable career path, recognize contribution and achievement,
plentiful and effective training, staff can be retained, motivated and
satisfied with their job. Transparency of performance management
system is emphasized not only for evaluation and recognition of staff
performance, but also for the consideration of reward system.

In order to have a two-way communication between the
management and staff, various effective channels were launched,
such as the formation of committee of Quality, Services, Marketing
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prestige programme (QSM) and Communication Enhancement Plan
(CEP) successively.

Customer focus and strive for continuous improvement are the
main concerns in our process management. We ensure to provide
quality products and services to our customers by strengthening the
product development process as well as our well-designed service
enhancement process.

Through the six supporting processes, i.e. Quality Control Process,
Human Resources Process, Supplier Management Process, Financial
Management Process, IT Supporting Process and After Sales Service
Process, we can find out and minimize the gaps between our
customers’” expectations for service offerings and the customers’
perceptions of the service received. Apart from identifying our
customers’” needs, comprehensive supplier selection, monitoring
and control, Customer Services Department, Quality Assurance
Department and Operations Department work closely to ensure our
services are conformed to what we committed and make corrective
and preventive actions when necessary.

Apart from being profitable, our significant result of our effective
management could be shown from various awards, “The travel agent
used by the largest number of individuals” for six consecutive years
(2001-2006) , thematic tours, extremely low staff turnover rate,
high customer and staff satisfaction rate and abundant external staff
awards, etc. It further proves that Hong Thai Travel has sustained its
favourable position as a market leader in the Hong Kong out-bound
travel industry.

Continuous improvement is vital importance for running the
business. Hong Thai Travel focuses on three different aspects,
including business, external and internal customers, to make
positive changes continuously.
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