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Hong Thai Travel Services Limited (Hong Thai) was
established in 1966. We are a “One-stop Travel Department
Store” offering comprehensive travel products and services.
Our Managing Director Mr. Jackie Wong, JP is widely
recognized as one of the leaders in the travel industry of
Hong Kong. Our motto, “We make it for you”, is Hong Thai’s
commitment to continuously develop better and more

innovative travel services.

Hong Thai’s determination and ability in developing new
products is the key to our success. We work closely with
tourism boards and ground handling agents worldwide to
bring the newest travel destinations to our customers. We
identify customer groups based on their characteristics and
lifecycle, then tailor make fitting travel products and services
to enhance customer experience and cultivate loyalty. Our
human resources strategy makes Hong Thai a place of open

communication and preferred place to work in.
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Hong Thai internalizes Vision, Mission and Core Values (VMV)
to all levels of our workforce through channels such as senior
management briefing and culture ambassadors conducting

small group sharing with frontline staff.

We are the first travel agent in Hong Kong to provide

concrete service guarantees, namely “Departure
Guarantee”, “Price Guarantee”, and “Itinerary Guarantee”.
These promises make our customers worry-free since they
usually book their trips months in advance. In addition,
we are in full compliance with the Travel Industry Council
of Hong Kong’s regulations. We also conduct regular
external and internal financial audits to ensure proper

Through these

practices we demonstrate our leadership by defining a

organizational governance in place.
reliable and trustworthy industrial service standard.

Hong Thai leverages our expertise in bringing happiness to
underprivileged children communities. In 2003, we established
the “Hong Thai Sheen Hok Action for Love” helping them in
Hong Kong and overseas alike. In addition to frequent visits
to the Evangel Children’s Home, we continuously organize

travel activities for the children in need.

Strategic Planning

Hong Thai undergoes an annual strategic planning cycle
that is led by a taskforce from all departments. They
match up potential opportunities and threats from external
environment with our strength and weakness in internal
competence, forming strategic initiatives in 4 perspectives -
Financial, Customer, Internal Business Process, Learning
& Growth. We can thus derive these initiatives into action

plan, which is reviewed through performance review.

In recent years, we have developed many first-of-its-kind
travel products and services, such as:
- HKlocal tour during SARS period
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- Your Own Tour (YO2) that combines the best in guided
tour and free individual travel

- A series of tour with celebrity as tour escort

- Theme-based travel products: Ski, hot Spring, Sea, Spa
(4S Series) and Flowers & Fruits (2F Series)

Customer and Market Focus

Hong Thai adopts a “Customer Touch Point” approach to
visualize and integrate the collection of customer needs,
enhancing customer experience (before, during and after travel)

and building customer engagement and relationship.

We engage with market research institutes to understand
the demographics and key decision factors of our target
markets. Together with gathering valuable information
from closely allied ground handling agents we develop the
most up-to-date and appropriate travel products to our

different customer segments.

Other ways to capture customer voices:
- Through focus group and post-tour satisfaction survey
- E-newsletter, discount coupons and birthday cards

. Seasonal and thematic travel seminars

Hong Thai adopts a “Cycling Complaint Management System”
to resolve customer complaints and implement preventive
measures. We are the first travel agent obtained ISO 10002:2004

certification.

Measurement, Analysis, and Knowledge Management
Our Key Performance Indicators (KPls) management system
collects performance data from our accounting system to

build accessible performance reports for analysis.

Hong Thai adopts the latest technology to raise operational
efficiency. We are the first retail travel agency in Hong Kong to

launch an online hotel / ticket booking and payment system.
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We have launched a Customer Relationship Management
(CRM) system recently to more effectively provide tailored
travel products. We also establish a Knowledge Center to
share valuable experiences among the others. Contents
include photo gallery, customer travel preferences and sales

and service techniques.

Workforce Focus

We engage our staff through strong teamwork, positive working
atmosphere, worldwide exposure and flexible job nature.
Hence we are proud that more than half of our employees

have worked with us for more than 5 years.

Branch in-charges are invited to join an operational meeting
every two weeks, while the senior management frequently

visits branches and host casual lunches for two-way interactions.

Our performance appraisal is integrated with a competency
based career model and linked with training and development

needs.

We maintain our workforce with a healthy work-life and
obtain a balance with entertainment through family gatherings,

sports, hobby activities, and travelling programmes.

Employee satisfaction survey is conducted twice a year to
gauge staff engagement level in ten different aspects. Focus
group and casual meeting with senior management also
provide additional and timely insights on need and feedback

from workforce.

Process Management

To ensure a happy and memorable trip for our customers, we
strive to manage our process to enrich our core competency as
innovative, flexible, strong network with ground handling agents,
agility and a reliable and leading brand. Each of the key operation

process has well-defined process measurement metrics.
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We established a cross-department Emergency Task Force
(ETF) which is directly headed by General Manager to tackle
any unforeseen emergency. Tour escort are empowered to

contact the ETF for support in case of urgency during the trip.

We adopt a comprehensive process enhancement mechanism
to improve our service by different project teams such as Operation
& Service Enhancement Meeting (OSEM) and Communication
Enhancement Plan (CEP). We significantly reduced the average
minute of waiting time per call at call center by 60%. In 2008, 26

improvement projects were conducted.

Results

According to Nielsen Media we are the travel agent used by
the largest number of people in Hong Kong for 8 consecutive
years. We are able to maintain zero long-term debt and stable
cash flow from 2006 to 2008 and well prepared for the upcoming

challenges.

From 2006 to 2008, 90% of our customers rate our service as
“Excellent” or “Very Good”. Number of compliments received

from customers has doubled, while, that of complaints have

reduced by half.

We keep our innovation as an ongoing practice. From 2006
to 2008, we launched more than 50 new types of product each
year. According to an external marketing survey conducted by
Insights in 2007, Hong Thai was rated as the best travel agent in
all 14 aspects, with particularly higher score in friendly image,
high tour confirmation rate, comprehensive travelling routes

and popularity of travel agent.
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