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"Making our Hong Kong a better place to live" is the Core Purpose of the 
Hong Kong Broadband Networks Limited ("HKBN").  With the support of 
2,800 employees, HKBN offers telecommunication services to commercial 
and residential markets in Hong Kong.  The organization is dedicated 
in providing broadband internet services to over 2 million Hong Kong 
households and over 1,800 prime commercial buildings.  It also owns the 
second largest Wi-Fi network in Hong Kong with more than 7,000 hotspots.  
In 2012, CVC Capital Partners acquired HKBN from City Telecom (HK) 
Limited.  The same year HKBN underwent a management buy-out, and it 
is now majority-owned by funds advised by CVC Capital Partners and 62 
HKBN managers.

Leadership
HKBN's Core Value "TREE" (Trustworthy, Responsive, Entrepreneurial, 
Engaging) is well executed by its senior leaders. The company culture 
is promulgated through the senior leaders by aligning the goals and key 
performance indicators ("KPI") with Core Values and communicating the 
Core Purpose and Core Values with all employees through a wide range of 
activities.

The organization has a comprehensive system to review and achieve the 
key aspects of the corporate governance system. The Legal Counsel and 
Regulatory Affairs Department and Internal Audit Department also play a 
key role in providing advice and monitoring the legal and ethical practices.

Through active participation in social activities, the organization has 
received a number of awards such as "The Hong Kong Outstanding 
Corporate Citizenship Award 2012 - Bronze Award" and "Caring 
Company".

Strategic Planning
To achieve the organization's Core Purpose, HKBN has adopted four key 
steps in Strategic Planning. To support and manage the organization's 
strategies and actions, on-going competitive analysis and benchmarking 
exercises are conducted.  With a balanced consideration towards the internal 
and external environment, HKBN has formulated the short term and long 
term projection addressing the business needs and echoing the Core Purpose 
and Values.

Customer Focus
The senior leaders of HKBN treasure the Voice of the Customer. The 
organization has created multiple channels to listen to its current, potential 
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and former customers in order to identify opportunities for innovation and 
improvement.  These channels cover customer forum, 24-hour customer 
service hotline, and brand manager for corporate customers, as well as 
customer satisfaction survey for former customer, enabling the organization 
to quickly response to its customers' changing needs.  The comprehensive 
approach to customer and market analysis has enabled HKBN to provide 
quality products and services that differentiate it from its competitors.

Measurement, Analysis and Knowledge Management
HKBN has established a performance management system contains three 
key elements (Goal, KPI, and Action Item), and the system is aligned with 
the Core Values "TREE" and Five Perspectives (Financial, Customer, 
Internal Process, People and Innovation).

Comparative data and customer data are collected via multiple channels 
to ensure measurement agility and timely performance review.  Quality 
Assurance Department is also in place to improve customer service 
performance, and an annual interdepartmental assessment is conducted to 
assess departmental performance.

Workforce Focus
HKBN has effectively fostered a culture and built an environment to 
encourage learning.  The organization offers a wide range of training and 
development programmes for long term learning and career development.  
For example, sponsorship will be given to employees to obtain their ýrst 
university degree under the programme named "Next Station University".

The senior leaders are committed to promote work-life balance in the 
organization by establishing 5-day work week, 2-hour early off on Friday 
in every month and compensation for working overtime.  Emails reminders 
about work-life balance (e.g. avoid working overtime) will be sent to 
employees.

To fully engage the workforce in the Core Purpose and Values, various 
communication channels, such as the bi-annual townhall meetings, forums 
on internet, internal videos, etc., have been established.

Operations Focus
HKBN has designed and developed its processes to drive continuous 
improvement.  The work system is built along with 5 core competencies 
(business acumen, customer focus, talent engagement, innovation & 
technology excellence, and operational efýciency), and it is implemented 
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