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CLP Power Hong Kong Limited (CLP Power) is the principal
subsidiary of CLP Holdings. Operating as a regulated, vertically
integrated electricity generation, transmission, distribution and
customer services business, the company supplies electricity to
more than two million customers in Kowloon, the New Territories
and most of Hong Kong's outlying islands. CLP Power has
demonstrated great commitment to total quality management.
With extremely effective systems in place, it has achieved
outstanding performance in all seven categories from leadership
to business results. The Board of Examiners highlishted some of
the company’s particular strengths as follows:

Leadership

CLP Power adopts a distinctively well-structured
corporate management framework for developing the
company’s vision and formulating directions. Leadership
effectiveness is further enhanced with various inputs
including employee opinion surveys and a 360-degree
staff performance appraisal system. CLP Power is fully
conscious of the changing operating environment
and proactively communicates with customers and
communities. Moreover, it demonstrates good corporate
citizenship by sponsoring campaigns and programmes in
areas of environment, communities, education and youth,
and arts and culture.

Strategy Planning

Thorough and effective strategy planning is evidenced throughout
the organization. A rolling five-year business plan is developed
through a tightly knitted planning cycle each year, taking into
account all internal and external factors. CLP Power also closely
monitors the changing operation and regulation environment and
aims to achieve competitiveness through improved productivity,
enhanced operational performance and quality services. The
deployment process takes place company wide. After the
budset review sessions, action plans are communicated to
staff in different sessions and the Management Road Show. Key
Performance Indicators are tied in with the Key Results Areas
under the balanced scorecard framework and are reviewed
annually.
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Customer and Market Focus

As a utility company, CLP Power has a very impressive customer
and market focus. Extremely effective systems are in place
to determine different customer requirements from different
customer segments. A creative approach is established to
increase customer “stickiness” to enhance customer loyalty.
Different access mechanisms are effectively put together and
utilized to enhance communication with different customer
groups.

Measurement, Analysis, and Knowledge
Management

CLP Power establishes an effective information system comprising
of an Executive Information System, a Management Information
Reporting System and a data warehouse, which enables different
levels of staff to gain access to real-time data and information
to support daily operation and business planning. CLP Power
uses a performance enhancement mechanism comprising of a
top-down strategy communication and bottom-up feedback
mechanism for continuous performance improvement. Sound
mechanisms and well-established channels are developed to
enhance an active sharing of knowledge among employees,
suppliers and partners. Specific policies and procedures exist to
ensure data and information are available with appropriate level
of authorization.

Human Resource Focus

CLP Power’s job and organization structure emphasizes
stewardship and teamwork. It demonstrates CLP Power’s strong
commitment to promoting cooperation, initiative, empowerment
and innovation. The impressive results of the company’s annual
Quality Control Circle convention are a good example in fostering
a creative and innovative culture. It is the only company in Hong
Kong listed in the top 10 companies for leaders in Asia Pacific
(Hewitt Associates 2003). CLP Power analyses the training needs
through a top-down and bottom-up approach to address both
business needs and development programmes for employees
from every level. A sophisticated and extensive training and
development programme is established to provide learning
opportunities for different levels of employees, including
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re-certification, refresher courses, e-induction, buddy

programme, mentoring programme, and e-learmning.

Process Management

CLP Power has clearly identified its six key success factors and
developed 10 value creation processes. Inputs from all of its
stakeholders are solicited to determine the key requirements
and parameters in the value creation process. A proven process
improvement mechanism is used to successfully achieve better
performance and to keep the processes current and in line with
its business direction and goals. Such improvements include
automatic mapping to provide staff with the latest geographical
equipment information.

Business Results

CLP Power has achieved exceptional results not only confined to
financial results, but also to customer-focused results, product
and service results, HR results and organizational effectiveness
results. Benchmarking results show that CLP Power is a cost-
effective and high productivity performer with above average
service levels especially in the operation, maintenance and
transmission functions. CLP Power has a healthy financial status
with improvements in sales, earnings and return on equity in the
past few years. The highly competitive tariff rate demonstrates
an excellent cost management practice as well as a customer-
oriented vision. Obviously, the latter is also observed in the
increase in customer rebate from 2000 to 2002. Frozen tariff
and relbate made CLP Power’s electricity price one of the lowest
among all privately owned utility companies in the world. Its
achievements are also evidenced by the fact that it has received
a number of prestigious customer service and service excellence
awards in the past few years.
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