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Being the travel agent used by the largest number of individuals
in Hong Kong, Hong Thai Travel Services Limited (Hong Thai
Travel) has its secret recipe to succeed. Quality service with
explicit guarantee commitment helps differentiate itself
from its competitors. Its innovation and undivided focus on
human resources development also sets the company further
apart. Consequently, Hong Thai Travel has been rewarded for
numerous successes and recognitions in various arenas such
as the marketplace, branding, customer services, quality and
social responsibility since its establishment in 1966.

Hong Thai Travel is very conscientious about fostering an
excellent communication atmosphere in the company. In
addition to setting an example of being open to ideas, comments
and feedback, the senior management has also set up various
formal communication channels such as meetings at different
levels, staff satisfaction survey, annual dinner and reqular service
reviews. A sense of belonging, openness and commitment is
then cultivated among staff which is greatly reflected in the
service they provide. This goes well in line with the “service-
profit chain” concept which stresses that committed and loyal
employees provide better service to customers who will in turn
be more likely to repeat purchase, make referrals and pay more.
The company has also demonstrated its corporate citizenship by
showing commitments in its own community, excellent services
and social responsibility.

The company has clearly identified six strategic focuses,
namely business diversification, social responsibility, business
growth, customer service, people oriented and continuous
improvement. Successful deployment is clearly observed from
senior management to individual departments. Corporate as well
as departmental goals and objectives are set according to these
strategic focuses to ensure that the whole company is moving
towards the same direction with the similar energy level.
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The company has a clear segmentation of the market. Corresponding
strategies are developed to address the needs of specific market
segments as well as the moves from the competitions. Being
proactive and attentive to customers is a pre-requisite of
understanding customers’ needs. Hong Thai Travel is proficient in
using various channels to listen and learn in order to determine
key customer requirements, and to develop and enhance its own
products and services. In addition, the company grasps every
opportunity to measure customer satisfaction so that immediate
action can be done to solve potential and / or existing issues.

Hong Thai Travel has invested heavily on IT systems to enhance
information gathering, flow and sharing among staff, business
partners as well as customers. The company also performs periodic
benchmarking exercises against key competitors with respect to key
performance indicators.

Hong Thai Travel is very people-oriented and a true believer of “Staff
is the company’s most invaluable asset”. It emphasizes staff training
and support by providing a wide range of training for employees
at different levels, and offers continuous education sponsorship
to employees for their skills and knowledge improvement.
Comprehensive retirement protection is also provided to all
employees.

Hong Thai Travel is the first Travel Agency in Hong Kong being
awarded the 1SO 9001 Quality Management Certificate. Being a
quality service advocator, the company plans and reviews every detail
from an end-to-end perspective to ensure that any existing or even
potential issues are properly addressed. Knowing a major trunk of
its business and operational processes relies on overseas business
partners, Hong Thai Travel has paid tremendous efforts to identify,
select, retain and motivate the right Ground Handling Agents.
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Results

As per AC Nielsen Media Research, the company has won “The
travel agent used by the largest number of individuals” since
2001. It also managed to be the market leader in Hong Kong
travel industry for the past five years. The company has also
sustained a very high level of customer satisfaction of over 98%
for consecutive years, and the percentage of repeat customers
is on the increase, which is a solid evidence of customer
satisfaction. All these have contributed to its increasing brand
awareness such that Hong Thai Travel is well regarded as the
Travel Agency for Hong Kong people.
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