C) Hactl

Headquartered at Hong Kong International Airport, Hong Kong
Air Cargo Terminals Limited (Hactl) is the world's leading air
cargo terminal operator. We started our business in 1976 with a
commitment to providing quality services to airlines, supporting

the position of Hong Kong as an international air cargo hub.

SuperTerminal 1, the US$1 billion facility opened in 1998, is
the largest single air cargo terminal handling the world’s highest
amount of international cargo. It has a potential capacity of

3.5 million tonnes per annum.

In addition to physical cargo handling, Hactl also provides an
extensive range of customer-driven services including air cargo
documentation handling, freighter ramp handling and logistics
support services, serving more than 90 airlines and 1,000 freight
forwarders. With over 34 years of dedicated services at the Hong
Kong International Airport, Hactl's reputation in quality services is

second to none in the industry.

Leadership

As the operator of the largest and busiest air cargo terminal in
the world, Hactl is committed to upholding Hong Kong’s position
as the premier air cargo hub in the region. The company is well
proven in all aspects of operations, providing the highest level of
efficiency, reliability and security throughout its service provision,

adding value to the entire airfreight industry.

The Hactl management team sets very high standards in
continuously enhancing the quality of its services. The company’s
vision, mission, core values as well as business objectives are
clearly communicated to staff, customers, business partners and

the industry.

Being the recognized leader within the industry, Hactl has a

well-established  corporate  social responsibility —programme.
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Commitment to environmental protection and engagement with the
community form a core part of Hactl’s vision for sustainable growth

of the company as well as Hong Kong’s air cargo community.

Strategic Planning

Our commitment to service excellence has earned us the name
of the leading air cargo terminal operator in the region, well
recognized by customers and industry partners worldwide. With
changing industry landscape in the air cargo market which requires
an even higher attention in customer care, Hactl works relentlessly
to streamline processes and enhances efficiency to meet and exceed

customers’ needs.

Corporate strategies are set to support our company mission in
delivering the highest quality of service for customers. Meticulous
strategic reviews and planning on company development directions
are conducted regularly where strategic actions are set for further

business growth.

Customer Focus

Hactl embraces the essence of customer care — understanding
customers’ needs, offering solutions and surpassing their
expectations, ultimately contributing to mutual business success.

A series of customer-focused programmes are in place:

* a well-established Key Account Management System

®a customer satisfaction management system for efficient
monitoring and tracking of comments from customers

e annual customer forums run by Hactl senior management to
facilitate discussions and idea exchange with customers on all
aspects of Hactl services and future development

* On-going customer satisfaction survey conducted by an

independent external research consultancy on Hactl’s behalf

Customer feedbacks are circulated to top management as a useful
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source of reference for mapping out the company’s development
blueprints, ensuring all comments received are gauged for

continuous improvement

Measurement, Analysis, and Knowledge Management

Hactl implements various programmes and activities to strive for
continuous improvements to reinforce a quality customer service
culture. Each department sets relevant quality objectives and
performance benchmarks for each identified measurement area, with

results regularly gauged and reviewed by senior management.

The company has also established, documented and implemented a
Quality Management System in accordance with the requirements
of and in compliance with ISO 9001. Adequate resources are
provided to support, control, monitor, measure and analyze the
Quality Management System processes to achieve the planned

results, and for continuous improvement.

Workforce Focus

Forging stronger employee engagement has always been instrumental
to Hactl's pursuit of quality services over the past 34 years. At
Hactl, effective human resources management plays a crucial role
in bonding the Hactl family members together. The company
takes pride in providing our staff members with satisfying and

enjoyable careers.

Apart from providing long-term career prospects, we also believe
that the positive corporate culture will also enhance job satisfaction

and accordingly performance.

ASPIRE the Culture Project Team: ASPIRE was established in
October 2008 as one of the early initiatives of the company’s
Culture Project. ASPIRE helps cultivate the five core values namely
“Trust”, “Respect’, “Professionalism”, “Integrity” and “Teamwork”

among our staff.
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Process Management

To ensure consistent service quality, efficiency and safety, Hactl
has clearly defined and well documented Company Operating
Procedures that emphasize precision, clear work flow and service
processes. Given the huge volume and high value of cargo Hactl
handles everyday, the systematic checking and maintenance of all
its cargo handling systems and equipment is always a top key

priority, ensuring the highest possible service reliability.

In addition, to preempt possible service interruptions from
happening, Hactl has a Risk Management Working Group
comprising different departmental managers to identify key risks
on all service areas and to activate respective controls to mitigate
the occurrences. Regular drills and Business Continuity Planning
exercises are conducted to test the preparedness of the organization
in all unforeseen circumstances, again ensuring service continuity

and total customer satisfaction.

All in all, the company adopts a holistic approach to ensure
staff at all levels share mutual understanding in terms of risk

management.

Results

As the largest single air cargo terminal operator in the world,
Hactl is well aware of the role it plays in sustaining air cargo and
logistics development in Hong Kong, in particular to enhance the
status of Hong Kong as the premier international air cargo hub. In
2009, Hactl handled 2.32 million tonnes of international air cargo,
continuing to outperform many other key hubs in the world and
contributing significantly to the international ranking of Hong

Kong as the world’s No. 1.

Hactl's SuperTerminal 1 is reputed for its massive operations and
unique design, inter-weaving IT-driven solutions with automated

cargo-handling facilities, driving the growing operational efficiency
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of the terminal and reinforcing its leadership position worldwide. As
a result, Hactl is naturally the preferred air cargo terminal for new
airlines operating to Hong Kong. To date the company is the partner

of choice of majority of the airlines operating to Hong Kong.

Hactl's worldwide status is reflected from its gaining of an array
of awards and accolades, both locally and internationally, in
recognition of its professionalism, quality service and commitment

to Hong Kong. Hactl is synonymous to Hong Kong Inc.

Looking ahead, the company is committed to the continuous
pursuit of quality, partnering with its customers to work towards a
constant uplifting of the industry benchmarks, sustaining the long-

term logistics and economic development of Hong Kong.
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