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Pursuing the mission of “Unleashing the potential of our
employees and beautifying lives through superior product and
service quality’, Neo Derm Group (Neo Derm) has grown
from a 3-person distributor and retailer of medical aesthetic
equipments and products to a leading player in the local beauty
industry in 10 years with more than 500 staff. The company’s
persistence in quality and customer satisfaction has pushed
their standards beyond the boundary of day-to-day service

commitments.

Leadership

Neo Derm is responsive to the rapidly expanding market,
opportunities and challenges. Their vision, mission and core
values were timely revamped and clearly defined with input from
employees to guide and sustain the company. The corporate
motto of “The me I see is the me I'll be” and spirit of “Carpe
Diem - Seize the day, make your lives extraordinary” aim at
putting employees first. These support the company’s belief
of happy employees would bring about happy customers and
happy shareholders. A good range of communication channels
including daily sharing sessions is in place to engage the workforce
at different levels. To ensure customer value, the company takes

safety and treatment efficacy as top priorities.

Strategic Planning

Neo Derm has implemented a highly structured planning
process which is conducted by the Management Team and a
taskforce. In-depth market research coupling with rigorous
analytical framework and tools provide insight to the Team to
form “Push and Pull Strategies” for B2B business and “Category
Leadership Strategy” for B2C retail brands. Balanced scorecards
are widely used throughout the company. Quantifiable metrics
in performance perspectives of financial, customer, internal
process, learning and growth are tracked and reviewed on an
ongoing basis to deal with shifts in market situation and guard

against skewed business plans.
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Customer and Market Focus

Neo Derm uses a “Brand Management Framework” for all brands
to derive unique brand value propositions and to develop integrated
marketing communications. Market research, focus group, and
various types of customer satisfaction surveys are used to collect
customer voices for improvement. The “Customer Relationship
Management Team” is established to optimize relationship with
customer through ‘Affiliate Reward Programme’, “Experience

Map’, “Closed Loop Complaint Handling System’, etc.

Measurement, Analysis, and Knowledge Management

BSC and KPI dashboards are established for performance
measurement. Key Performance Indicators are well defined
and reviewed frequently. Six Sigma with a well established
and managed database has been adopted to drive for higher
performance. With the comprehensive long-term IT deployment
plan, it helps to use IT as a strategy enabler and facilitates the

management of knowledge.

Workforce Focus

Neo Derm applies BSC, KPIs, regular reviews and Six Sigma
& work out in managing workforce performance. “Business
Continuity Plan” ensures workplace safety and minimizes damage
and disruptions to the business. To unleash the full potential
of managers, ‘Executive Talent Development Programme’
is implemented. “Employees Engagement Survey” is being
implemented for new employees and results are constantly
reviewed. A clear succession plan is noted with constant coaching
by external consultant and Managing Director. For work life
balance, the organization has Sunday off, 5.5 days work for front
line staff after 1 year of service, 5 days work for office staff, and a

maximum number of client set for all therapist.

Process Management
The organization has a clear work system design for business

process for treatment center with a strong and innovated customer
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and brand management processes. A “Brand Management
Framework” is used to align all their processes. Continuously,
Six Sigma approach is used to ensure that the work processes are
designed to meet customer requirements and the performance

is measured and controlled to sustain improvement.

Results

In an unregulated and fast growing industry, Neo Derm inspires
trust and loyalty with emphasis in integrity and ethical compliance
in all business and operation processes. With high customer
satisfaction and staff engagement, business grows handsomely at
a much higher rate than the industry. Brand portfolio, product
range and service points for consumer business and thus market
share all increase notably. Focusing on continuous improvement
has paid off. Innovation has accounted for around half of the
total revenue in 2006 and 2007. Strong leadership, committed
employees, satisfied customers, quality management, healthy
financials plus no neglect of the under-privileged society are
the success factors of Neo Derm in attaining their vision of

becoming a world-class company.
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