CATHAY PACIFIC

CATERING SERVICES

Founded in 1967; Cathay Pacific Catering Services (CPCS) is a
100% owned subsidiary of Cathay Pacific Airways.

Our facility occupies a total floor area of over 50,000 m? with the
capacity to produce 80,000 meals per day. In 2009, CPCS produced
an average of 55,000 meals per day for 35 international airlines

operating 150 flights per day.

Leadership
To manage such a challenging business operation successfully can
only be achieved with a strong team sharing a common vision,

mission and set of values.

Our vision “to be the most valued catering services partner in
Asia; we focus on quality and creativity to support our customers
in achieving their ultimate goals” recognizes the importance of

supporting our customers to achieve their aims.

CPCS devotes considerable effort to adopt best practices of
corporate governance. The board is the main governance body
that determines the overall strategies and monitors and controls

operating and financial performance.

As a wholly owned subsidiary of Cathay Pacific, CPCS is subject
to the group internal audit review, insurance audit review and

environmental audit review.

Food safety is always the top priority in CPCS and we comply with
the IATA (International Air Transport Association) Catering Quality

Assurance Programme.

Strategic Planning
Strategy development is facilitated through our annual off-site
management workshop involving all senior and middle management.

SWOT and competitor analysis of the catering industry are conducted
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and Key Result Areas (KRAs) for success established. These KRAs
are cascaded throughout the organization for deployment across all

core business processes.

Department heads then formulate their action plans for submission
to the general manager. As most action plans require cross-
departmental inputs, a project owner will normally be appointed to

ensure cross functional co-ordination and implementation.

Customer Focus

Customer service is too often thought of as fixing complaints
associated with operational failures and too seldom as opportunities
to enhance value. Continuous improvement and value enhancement
are the basics of customer service that we believe deliver customer

relationship development.

Gathering customer knowledge is an ongoing activity and is managed
through a rigorous information handling system supported through
regular customer visits the customer’s own quarterly performance

reports and day to day operational contact.

All information gathered is retained on a client management system
and reviewed at the monthly customer service steering  group
meeting involving senior management from both operational and

commercial functions.

Measurement, Analysis, and Knowledge Management

The balanced scorecard, a strategic planning and management system,
is used to align business objectives to the vision and strategy of the
organization. The focus has three strategic areas, namely finance,
productivity and quality and incorporates 25KPIs (Key Performance
Indicators) at the Corporate level with a further 160 KPIs at the

departmental level.

Governance is conducted through monthly presentations to the

management committee and a quarterly review meeting with the
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board, whilst reviews of departmental performance are conducted
monthly between the relevant department, Business Improvement

Department (BID) and the general manager.

Performance results are shared with all staff on a monthly basis
via notice boards and general manager quarterly business update

briefings.

Workforce Focus

Our workforce goal is to engage and develop our people to
excel and we have organized our human resources infrastructure
into three branches to achieve this goal, namely: work systems,
employee learning and development and employee well being and

satisfaction.

We apply a fair basis policy through our work systems processes
on recruitment, promotion and career development. Individual
performance reviews are conducted twice a year with the emphasis
strongly focused upon competence development which in turn
supports succession planning through a systematic development and

assessment approach.

Workplace health and safety is also an important workforce focus
with the provision of employee assistance schemes, staff well being
campaigns including medical checks, in house communication
magazines, regular focus groups, support for the sports and social
club and safety audits all contributing to ensure a safe working

environment.

Process Management
The food production and logistic handling processes are thoroughly
designed to meet the objectives of customer satisfaction, hygiene

and safety, cost efficiency and environmental friendly.

The operation of the processes is supported with bespoke operations

control and management information systems, automated high bay
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storage, meal cart transportation and storage system, bin conveyor
and vacuum waste disposal systems. These systems provide CPCS
with the flexibility to handle large volumes and production changes

efficiently.

A reliable and quality workforce is also essential to deliver customers’
standards and requirements and investment in people is paramount

therefore.

Creating enduring value for our customers is achieved through
constantly improving our products and services and applying a
long term perspective that new thinking does not have to be ground
breaking or world shattering but it does need to be continuously

better than what was there before.

Quality, safety and environmental awareness are fundamental
operating principles at our facility and CPCS was accredited
ISO 9001 in 1995 and was the first in-flight caterer in Hong Kong
to be accredited 1SO 14001 in 1996.

Contingency plans against operation disruption scenarios include
system failure, manpower shortage, pandemic disease, fire, road
blockage, product recall and utility stoppages. The contingency
plans are reviewed and updated regularly with additional conducted

by the Airport Authority.

Results
Our business results are generally characterized by above target
financial returns, increased value added services and improving

trends in both customer and staff satisfaction levels.

These achievements demonstrate the continual benefits of working
as a team, the quality of our management practices, the focus on
quality and customer service and an understanding and meeting of

customer and market requirements.
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Conclusion

The evolution of technology and logistics is increasing the
competitiveness of the food industry with in-flight catering becoming
less location specific. To sustain our leading position in the air-
catering market; we need to prepare our people and rejuvenate
our culture to face the accelerating challenges: namely the global
economic volatility, changes in the air-catering business model and

intense competition.

Our existing production facility is operating at 80% of capacity
during peak days and a facility planning team has been formed to
plan for capacity expansion to ensure that our expansion plans will
meet our customers needs and we can remain the most valued

catering services partner in Asia.
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