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Hewlett-Packard (HP) Technology Services (TS) is an
organization under Hewlett-Packard HK SAR Ltd. Target
customers include enterprise, commercial and consumer.
It supports products across HP. HP TS not only provides
support, installation and startup service to hardware (server,
storage, personal computer and printer) and software, but
also “Solution Infrastructure Practice’”, network solutions, and

education services.

HP TS set its mission as striving to be the industry benchmark
for customer satisfaction and loyalty by delivering quality one
stop value-added solution to Hong Kong customers. As soon
as 1992, HP TS was the first IT service vendor in accrediting
the ISO9002 certification in Hong Kong. 1t stated clearly its
determination on providing customer with quality services. In
2008, HP TS is the market leader on the aspect of Technology
Product Services in Hong Kong (According to 2H 2008 IDC

Asia/Pacific Semiannual IT Services Tracker).

Since 1979, Hewlett-Packard HK SAR Ltd. (HP HK) has
established in Hong Kong for 30 years. HP HK comprises of
three groups -‘Imaging & Printing Group’, “Personal Systems
Within  the
Technology Solutions Group, it is further subdivided into

Group” and “Technology Solutions Group’.

EDS, Enterprise Servers & Storage, Software, ProCurve and

Technology Services.

Leadership

The vision for HP TS is to be the industry benchmark for
customer satisfaction and loyalty. As such, the mission of
our senior leadership is striving to deliver quality one stop
value-added solution to Hong Kong customers. To sustain our
quality service concept, on the other hand, we have developed
a series of Talent Management programmes as part of the

leaders succession planning.

Our leadership is not only concerning our customers and
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employees, but also actively giving back to the society
in carrying out our Corporate Social Responsibility. By
positioning ourselves as “Global Citizenship, Local Action’,
the HP Hong Kong Global Citizenship Fact Sheet 2007
states clearly our global citizenship priorities are: reducing
environmental impacts, running our business with utmost
integrity, and improving people life by increasing access to
IT.

Strategic Planning

HP TS believes that with happy employees, aided by tools
and processes, we would be able to delight our customers
which in turn will build customer loyalty and profitability
for the company. This is now embodied in the HP Business

Performance Chain.

Starting with the concept of HP Business Performance
Chain and annual HP Worldwide strategic planning
direction, HP TS applies to its local market with detailed
Hoshin as well as Operational plans. Based on the plan,
metrics are developed to enable measurement to ensure

that we are reaching the goals set out.

Customer and Market Focus

Aimed at understanding more about the customer,
HP TS wuses a multi-channel approach in gathering
raw data from its various segments’ customer experience.
These Voice of Customers (VOC) are collected in the

following ways:

- Systemic customer satisfaction measurement system

« HP user groups

- Some customer visits, and personal interviews through
Relationship Assessment Process (RAP)

- Customers’ compliments and complaints tracking, and

- Regular customer facing staff (sales, service, administration)

roundtables.
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On the other hand, we handle customers’ feedback effectively
through the Compliment and Complaint Handling
System (CCHS), a web-based application linked with related
departments. HP TS colleagues simply input customer feedback
in the system. It will escalate appropriately to the relevant
stakeholders. Also, it provides insights into business or service

improvement opportunities.

Measurement, Analysis, and Knowledge Management
As a technology company, we have exploited technology to
enable us to develop metrics and measure them. We have
developed separate measurement metrics in capturing and
analyzing the performance on operational (which includes more
than 100 metrics), financial, customer satisfaction, and employee
experience. And, we present all these findings from these

metrics in a Balanced Scorecard.

On the aspect of Knowledge Management, on the other hand,
Services Access Workbench (SAW) is a web-based Knowledge
Management tool where HP engineers can go to look up

solutions or add their learning from their fieldwork.

Workforce Focus

Employee engagement is the key in satisfying customers.
As such, the leadership and people managers engage
employees through many channels - one-on-one meetings,

quarterly staff meetings, career dialogues and social events.

Also, HP has comprehensive and systematic talent management
programme. For example, there is a SKY programme for
managers to enhance their leadership skills, RAINBOW
programme for high potential individual contributors and

SOLAR programme for new college hires.

With the aim of providing employees with a meaningful
workplace, we have developed HPeople as one of the programmes

to enhance HP culture and cultivate employee’s sense of belonging,
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On the aspect of employee satisfaction, we have the Voice of
Workforce (VoW) survey conducted annually aimed at measure

employees satisfaction and gather their feedback.

Process Management

Being the first IT services and support vendor to be accredited
with the ISO9002 in Hong Kong, we have continuously optimizing
our processes to ensure quality delivery to our customers. Our

process is documented in “the Quality Management System”.

On the aspect of process management and improvement, we
make use the framework of SigmaPlus - a HP’s version of Six
Sigma Programme. Whenever a serious problem arises, we form

a project team to investigate and develop solutions accordingly.

To proactively avoid process problem, all HP TS employees
have gone through the Business Process Improvement training
course to enhance their awareness. Also, they are encouraged
to pursue “green” or “black belt” accreditation to have further

understanding on quality process management.

Results
For the market share, according to 2H 2008 IDC Asia/Pacific
Semiannual IT Services Tracker, HP TS is the market leader on

the aspect of Technology Product Services in Hong Kong,.

Also, HP TS has won certain number of external awards. On 2008,

for the aspect of service quality, we won the following.

- Customer Experience (B2B) Award (Asia Pacific) 2008 from
Global Customer Experience Management (G-CEM)

- Gold Team Award (Internal Support Service), Customer
Service Excellence Award 2008 from Hong Kong Association
for Customer Service Excellence (HKACE)

We take these winning as confirmations of our service standard

is above average when comparing again the industry.
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