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As the exclusive master distributor of one of the worldwide leaders
of purified drinking water system products in Hong Kong, Richform
Holdings Limited (Richform) has managed to maintain a steady
business growth in the past few years.

“Success through Sincerity” is the main vision of Richform. Clear
directions have been set by senior management to achieve
this vision. They have established six management principles,
namely quality first, customer-oriented, continuous improvement,
employee involvement, supplier partnership and integrity. In these
areas, senior management acts as a role model to ensure the whole
company shares the same core values.

To maintain its strategic position in the industry, Richform conducts
SWOT analysis on its business environment as well as changing
both its existing and potential market segments on a reqular
basis. Marketing plans across “4Ps” (Products, Price, Place and
Promotion) are then formulated with a strong focus on maintaining
customers’satisfaction and loyalty. Markets are further segmented
into commercial product sector and household product sector with
different strategic focuses in place to cope with the different needs
of the two sectors.

In order to build up good customer relationship, Richform provides
unique offers such as lifetime free maintenance, free renewal
scheme and no repairs bonus to its customers. As a result, a
cartridge replacement rate of over 90% has been recorded in the
past few years.

Measuring and monitoring customer satisfaction and loyalty
are the main concerns of Richform and are regarded as the key
organizational performance indicators. Actual performances in
this aspect are reviewed twice a month during management
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meeting to identify possible improvement measures. Moreover, a
tailor-made computer system is installed to capture and analyze
customers and sales data to enhance the overall efficiencies and
timeliness of daily decision-making process.

Both monetary and non-monetary awards are given to recognize
top performers and reward outstanding performance. To further
upgrade its workforce, Richform’s employees are encouraged
to attend training programmes reqularly and are advised to give
inputs on training needs. Richform deeply believes that “satisfied
employees will lead to happy customers” Creative employee-
caring initiatives are exercised to support employees in getting job
satisfaction, such as the “an-orange-a-day” scheme, appreciation
meals and birthday leaves.

Richform is much focused on improving its core value creation
process — offering excellent products and services to its customers.
By creating a shared value of service excellence and customer
loyalty, Richform is able to achieve aligned efforts of different
employees in delivering a consistent high level of customer service
to its customers.

In the area of results, Richform not only records an average of 25%
annual growth rate of turnover since 2001, but also manages to
achieve a high customer retention rate which can be reflected by
the 90% of the cartridge replacement rate.

Due to its active participation and support in the society, Richform
was awarded the “Caring Company 2006/07"logo by the Hong Kong
Council of Social Services. In addition, Richform has received the
“2005 Customer Service Excellence Award for SME - Gold Award” by
the Hong Kong Association for Customer Service Excellence.
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