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“Change the face of Mongkok forever” by running the Hotel a five-
star champion of Mongkok — an innovative and challenging vision
and mission championed by the senior leaders and management
team of Langham Place Hotel (LPH). The effective and innovative
deployment of Total Quality Management instills the best practices
that embrace quality in all aspects of LPH’s operation, and drives its
commitment to total guest satisfaction. Despite its short history of
operation, LPH has successfully created the differentiated advantage
in the highly competitive hotel market in Hong Kong and has attained
outstanding standard of performance.

The mission of LPH embodies the spirit of creating success
collectively. The culture, characterized by single-mindedness
and openness, is promulgated through “management lead by
example”. Employees of LPH are all addressed as associates. The
entire organization is aligned to achieve their best for the guests
guided through the clearly defined “CHAMPION” values. The focus
of innovation by the senior management ensures that LPH will
continue to improve and generate values to its guests, associates
and to Mongkok.

The fully integrated and highly focused strategic development and
deployment process is the key to accomplishing LPH's vision and
mission in a short time span. The senior leaders identified the
strategic challenges through close examination and monitoring
of both internal factors and external environment. The strategic
objectives embrace LPH's vision and fully align the interests of
all stakeholders — guests, associates, owners, suppliers and the
community. All associates take ownership of the strategic plans
and their individual KPIs to foster a flexible and agile action plan
aiming at maximum guest satisfaction. There is rigorous review
and governance process to ensure the action plans are contributing
to the strategic objectives. LPH has successfully demonstrated the
innovative use of associates empowerment to set a new standard in
strategy deployment.
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LPH successfully designs products and services to meet guests’

requirements, needs and expectations. Every touch point is
employedtolistenandlearnaboutguests'needs. A comprehensive
guest segmentation profile matrix is adopted to match guest
groups with products and services to further enhance guest
satisfaction and to build guest relationship. The rigorous and
thorough approach to guest and market analysis has enabled LPH
to launch innovative products and services that differentiate it
from its competitors.

A diffused and agile balanced KPI Measuring System forms the
backbone of LPH's quality system. The associates take ownership
of their individual KPIs and are supported by a proactive and open
management team. Organizational measurements are supported by
daily measures (over 230 KPIs across 16 departments and sections,
to track daily operational performance). The benchmarking system
is developed to provide competitors’ performance for comparison.
Knowledge Management is an integral part of the Intellectual
Capital and Quality Model. The mix of associates is considered when
designing different sharing methods to ensure the effective exchange
of knowledge. LPH strongly emphasizes IT as the tool for efficient
operation and information access by key stakeholders.

LPH places greatimportance to its stakeholders’collective knowledge
and experience. To reflect this strategy, the name “Intellectual
(apital and Quality (IC&Q) Department” is used instead of the
conventional “Human Resources Department”. LPH has created an
open culture to promote effective communication, and to enhance
self motivation and innovation. Human Resource is managed as a
source of Intellectual Capital that contributes to LPH's competitive
edge. The “IC&Q Model” has effectively fostered an environment
to encourage learning, to nurture success, to excel talents, and to
reward innovations. The concepts of learning and development
focus on “Caring and Intelligence Construction”.
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LPH has developed a comprehensive value creation process
pertinent to the business environment. Process design and planning
emphasize on seamless interaction across functions.  Process
efficiency is optimized for minimum defects and reworks. Plan-
Do-Check-Act cycle and technology are adopted to ensure efficient
process management. By applying the“Langham Logic” system with
associates taking ownership of the process improvements, value
creation process improvementis achieved. Data from international
benchmarking studies are used to support process improvements.
This enables LPH to emerge rapidly as an outstanding Hong Kong
brand attracting a multitude of international guests.

As a new hotel, LPH has achieved outstanding results in guest
satisfaction and loyalty. The benchmarking against hotels of
equivalent grade worldwide has shown better performance in all
areas. All financial measures have far exceeded the targets set by the
management company Langham Hotels International. The Return
per Square Foot in 2006 was 50% above target. The success of the
IC&Q operation is illustrated by the low turnover rate of associates in
this competitive industry. The accomplishment of the BIG 5 strategic
objectives best reflects the leadership results. Senior leaders are
committed to discharging their corporate social responsibility in
three specific areas: art, environment and education, which they
believe will help “change the face of Mongkok forever” LPH has
successfully turned its Mongkok location into a strength.
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