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In the drive for excellence, Ricoh
Office Solutions has created an
environment and culture for its staff
that allows it to strive for quality
service, efficiency and effectiveness.
Structured and systematic approaches
are adopted to ensure that daily
operations and initiatives are smoothly
implemented. The key strengths of the
company are summarized as follows:

Leadership

The senior management established
a set of clear vision, mission and core
values that reflects its three-year goals
and that synchronizes the changing
needs of all stakeholders. A well-
structured communication system for
strategy execution and review is
established. Senior management also
leads the organization to participate in
various competitions so as to gain
external insight into the strengths and
weaknesses of the organization. The
performance of the organization is also
gauged with best practices to identify
areas for improvement.

Strategic Planning

The strategic planning process is
systematic and well defined. The
analysis process is executed in great
detail and is fact-based, thus enabling
the company to arrive at clear
objectives and to address opportunities
and threats. Action plans are made
effective by being appropriately
resourced and owned. The Key
Performance Indicators (KPIs) and
objectives are linked to staff
performance appraisals.
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Customer and Market Focus

The organization uses purchasing
needs and service requirements to
segment their customers into different
categories. Value-added services are
developed to address the special needs
of different segments. Customer input
is sought in the process of designing
business plans. Different channels are
established to listen to customers and
collect their input. Information
collected is systematically analyzed to
devise solutions for customers.

Information and Analysis

The MAPICS, an integrated
management information system, is
employed to support daily operations
and organizational decision-making.
KPIs are categorized into four types,
namely Financial and Market,
Customer-focused, Organizational
Effectiveness and Human Resources.
The KPIs are regularly tracked and
reviewed. Trend analysis, comparisons
to targets, benchmarking and self-
assessment are used to support the
senior leadersO organizational reviews
and strategic planning.

Human Resource Focus

The flat organization structure
coupled with appropriate
empowerment enables fast decision-
making and innovation. Task forces
and teams are employed to carry out
improvement work. Good

communication systems, both formal and
informal, are established to ensure the
free flow of information, ideas and
comments within the organization.

Line managers and human resources
teams collect information regarding
training needs and formulate training
planning for staff so as to ensure that the
required training is delivered.

Process Management

Seven key processes have been
explicitly defined and documented,
and KPIs have also been defined for
measurement. A Supply Chain
Management Reform Group has been
formed to manage business from
product design to after-sales service
with an aim to enhance both customer
satisfaction and profitability. Different
aspects for new business development
and performance measures have been
defined. In addition, a Strategic
Committee has been set up to regularly
review new business development
initiatives.

Business Results

The Customer Satisfaction level,
compared to major competitors, has
been improving since 1996. Machines
unit sales and total sales revenue have
shown a positive trend over the past
three years. Staff and also customer
satisfaction are improving. In addition
to the aforementioned, the company
received the Best Practice in
People Development award, ISO
14001 Environment Certification
and the Productivity Award for
Service in 2001.
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