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As a world-class local telecommunications company, Hong Kong 
Broadband Network (HKBN) stood tall in the past 14 years. We challenged 
the incumbent by building a premium ýber optic network across the city, 
disrupted the market by pioneering the massive deployment of 1,000Mbps 
Fiber-To-The-Home Service, and now become the market leader in 
residential high-speed broadband services (100Mbps to 1,000Mbps), and 
contribute to Hong Kong's current world-leading position in average peak 
Internet connection speed.

79 managers' engagement in the management buy-out in 2012 and 2013 is 
a strong vote of conýdence and collective commitment to excellence and 
growth. As one united team, HKBN's 2,600 Talents strive to achieve the 
company's core purpose - Make our Hong Kong a Better Place to Live.

Leadership
With a passion in business growth and high service quality, HKBN is built 
on a set of core values "T-R-E-E", which not only defines the company, 
but also works as a guiding framework of its business development and 
operationsX
Trustworthy - We are honest and genuine, keeping promises without 
compromising
Responsive - We are visionary and receptive, responding aptly and 
promptly
Entrepreneurial - We are responsible and unyielding, striving for excellence
Engaging - We are devoted and considerate, attracting others to follow suit

According to these core values, HKBN creates sustainability via (i) 
forging an environment for goal alignment and performance improvement; 
(ii) initiating a customer-engaging and Talent-engaging culture; Fiii) 
fostering continuous development, communications and an action-oriented 
culture; FivG formulating a comprehensive governance system which 
builds in clear accountability, transparency, evaluation and improvement 
processes; FvG adhering to legal and ethical practices; and FviG fulýlling 
corporate social responsibilities through various community, volunteering 
and environmental initiatives.

Strategic Planning
When determining strategy, HKBN gives full consideration to its strengths 
and challenges, and the opportunities and threats offered by the market 
and technology advancement.  Goals and objectives are aligned with 
business and stakeholder interestsY fact-based assessments are devised 
and implemented.  Options are duly considered and discussed with the 
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participation of Talents from different levels and function units.  Final 
decisions are made by the Management Committee, with key strategic 
directions endorsed by the Management Board.

Customer Focus
Customer satisfaction and engagement is the cornerstone of HKBN's 
service value propositions. HKBN proactively explores different channels 
to understand customers' needs and listen to their feedback for innovation 
and improvement.

HKBN listens to customers via service-based channels such as 24-hour 
customer service hotline, online forum, emails, retails shops and customer 
service center. For corporate customers, each is assigned with a dedicated 
account manager to ensure best service is offered to ýt its business needs. 
Marketing surveys and customer satisfaction surveys are conducted 
frequently to gauge customer needs and satisfaction levels.  HKBN 
launches crowdsourcing campaigns to invite public to voice their opinions. 
We also keep a close eye on public opinion expressed in the mass media, 
various online channels and social networks.

Measurement, Analysis, and Knowledge Management
Data and information are collected regularly to measure and analyze 
performance in business, financial, operational, customer service and 
strategic areas. They will be used, together with market research ýndings, 
analyst reports, regulatory and governmental requirements, technological 
and economic development information, for product and service 
improvement.

A strategic performance management scheme is developed to ensure the 
process and all key performance indicators are adopted according to the 
following principles:
- �Aligning with the corporate goals and values, and the strategic business 

objectives
- Driving excellent performance
- Being objective and fair
- Rewarding performance

Workforce Focus
At HKBN, "People are people, not assets". HKBN truly believes that it is 
Talents that make a great company. If a company treats its Talents well, they 
will in turn serve the customers well, and the business will be good.
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