Report Summary

Ricoh Office Solutions (ROS), a
division of Ricoh Hong Kong Limited,
is Hong KongOs leading supplier in
providing office automation
equipment and solutions including
analogue copiers, digital multi-
functional copiers, black and white and
colour laser printers, facsimile
machines, document scanners,
shredders, binding systems, multi-
media projectors, related supplies,
support and maintenance services.
ROS provides sales and support
services for Ricoh manufactured as well
as third party complementary products
and offers total solutions in printing
and document management.

Leadership

ROS’s mission is to aggressively build
on the leading position in the market by
continuing to supply the latest
technology, document management and
communication solutions to the
customers. ROS strives to be a “Winner
in the 21st Century” and be the:

* No. 1 Document Solution Provider - by
becoming a total solution provider of
integrated printing and document
management solutions that meet
customers’ needs;

* No. 1 Manufacturer - by achieving
the market leading position and
highest customer satisfaction;

* No. 1 Environmental Management
Company - by advocating and
contributing to conserve the
environment.

To achieve the above, ROS’s
management introduces the “Business in
Action” to employees with three

RIGOMX

RICOH OFFICE SOLUTIONS

Ricoh Office Solutions
BHE 5 ¥ 7 #

dynamic elements:

* Respond fast to customers;

* Provide top-class professional
services and solutions;

* Care for the community and the
environment.

To ensure that the entire
organization is aligned with
management directions, ROS’s culture
emphasizes “FOCAL”: Fluid
organization, Open communication,
teamwork and participation, Customer
oriented decision-making, Add value and
Learning organization.

Staff communication and
performance management are two
important aspects for deploying
directions. ROS adopts a
communication and feedback system
comprising of a top down (e.g. team
briefing system), a bottom up (e.g.
staff focus group studies), a cross-
functional (e.g. Customer Service
Committee), and a multi-directional
(e.g. COO luncheon and evening
gathering) communication
mechanism. To turn strategies and
plans into actions and in order to
ensure arrival, ROS adopts a model-
based Performance Management
System (PMS). Key Performance
Indicators (KPI) of employees are
linked to the Compensation and
Rewards system and both
organizational and staff performance
are reviewed regularly.
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ROS fulfils its public responsibility
and citizenship by addressing issues in
two major areas. First, ROS addresses
the environmental issue as a result of
business activities. ROS sets up an
environmental conservation policy and
the “4R” (Reduce, Recycle, Reuse and
Replace) guidelines. Second, ROS
supports the community at corporate
and individual levels. As a corporation,
ROS promotes best business practices
by sponsoring business activities
including seminars, conferences and
exhibitions. ROS also encourages its
staffs to participate in charity activities
and runs a Volunteer Appreciation
Programme to enlist individual staff
member to perform social services.

Strategic Planning

ROS integrates its medium term
plan, year-to-year forecast, budgeting
and its review mechanism into the
Strategy Development and
Deployment Processes.

The Strategy Development Process
includes:

* Strategic analysis by SWOT and
PEST;

* Setting strategic directions, formulating
and prioritizing plans by collecting
customer needs and incorporating
group missions and goals.

The Strategy Deployment Process
includes:

* Functional staffs are managed under
the PMS and performance are
reported and reviewed monthly;

* Cross-functional task forces report
regularly to the Strategy or Quality
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Committee. The “owner” of the task
force feedbacks the performance
evaluation of the task force members
into the PMS;

* Ricoh Improvement Teams are
facilitated by a small committee and
report directly to the Chief
Operating Officer (COO).

An Executive Conference, attended
by all senior and middle managers,
links the two processes together and is
held bi-annually. The first conference
is held before the new fiscal year and
business plans are presented and
debated. Targets, strategies, action
plans, resources requirement and
timeline are then endorsed and kicked
off. The second conference is a review
of the first half-year performance and
to revise related strategies and actions.

The same process of the one-year
business plan is extended to cover a three-
year period and together with the Basic
Policies and Key Strategies form the Mid-
Term Plan. ROS’s 14th Mid-Term Plan for
2002 to 2005 consists of eight strategies and
fourteen measurements.

Customer and Market Focus
ROS categorizes customers into four
major groups and develops solutions,
arranges organizational structure, systems
and support services according to the
specific needs of each segment. For
example, the Education Accounts Team
is dedicated to serve educational
institutions. Charging solutions (e.g.
SMART Key and Octopus systems) are
developed and customized for them. The
General Commercial Accounts Team

deals with SME for which computer
network cabling and maintenance
services are developed.

Customer satisfaction is ROS’s
highest priority. ROS aims at
partnering and servicing the
“Customer for Life”. ROS believes that
providing good customer service and
competitive products are important to
customer satisfaction and positive
referrals. All front line staffs have
acquired customer satisfaction concepts
and skills.

ROS solicits customer inputs at
each phase of the business processes.
Customer information are collected
from in-house and contracted market
researches, market trend reports,
exhibitions and conferences, and
direct-customer contacts. ROS has an
advantage of having a large scale of
workforce directly interfacing with
customers. In maintaining good
customer relations, ROS organizes
more than half of the total workforce
into account-based salespersons and
service engineers. Other customer
communication means include
marketing communication, Internet
services and seven other key customer
access channels.

ROS conducts various customer
surveys to ensure customer satisfaction
including immediate post-sales survey,
monthly post-service satisfaction survey,

focus group studies, and annual
questionnaire-survey and benchmarking.

ROS also sets up an independent
customer service department and has a
well-developed Complaint Management
System with comprehensive and detailed
procedures, guidelines and service
standards.

Information and Analysis

ROS operates an integrated
management information system
centring on the ERP System - the

MAPICS, of which the key sub-

systems are:

* SMART (Sales and Marketing
Analytical Response Tools);

* Tele-Sales Computer Telephony
Interface System;

* Online Internet System www.
RicohOnline.com.hk (first in the
industry to support online interactive
customer service);

* Simulated Procurement System;

* Maintenance Service Contract
Administration System;

* Call Dispatching and Short Message
Service System for field engineers;
*Automatic Consumable

Replenishment System.

Information management also
supports Performance Management
System (PMS) and is aligned with the
strategic plans. It provides system data
to cover organizational health
indicators and individual Key
Performance Indicators (KPI). KPI are
selected to reflect past effort and
enforcing future performance. Senior
leaders review business results regularly
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and compare them with trends, targets
and other companies.

Human Resource Focus

People are the most valuable assets
and ROS strives for “Excellence in
People Management”. The ROS Human
Resources (HR) System takes strategies
and business plans into account, and
measures staff motivation and human
resources productivity. Annual staff
opinion survey and comparison of fringe
benefits with other companies are
conducted to ensure that employees are
supportive, satisfied and motivated. The
HR results are reviewed in the Strategic
Development and Deployment Processes
cycle. The HR System contains:

* Eight philosophies:

- Line Manager as HR Manager;

- Training and Development as
Catalyst;

- Promotion from Within to Reserve
Culture;

- Performance based Rewarding
System to Reward Excellence;

- Appraisal System as Two-ways
Communication;

- Redundancy as the Last Resort;

- Open Door Policy;

- Business Ethics as Framework.

* Six work systems:

- Organizational Development and
Work System;

- Manpower Planning and Selection;

- Performance Management System;

- Training and Development;

- Employee Relations
Communication;

and

- Compensation and Rewards.

HR managers work with line
managers to develop, implement and
monitor the effectiveness of each work
system for continuous improvement and
meeting the employees’ needs.
Employees, particularly line mangers,
are encouraged to take ownership of
the HR function. Line managers are
involved in staff selection, training and
development, performance
management, reward system
determination and work system design.

ROS recognizes that staff training
and development enhance employee

capability and potential. ROS has an all-
round training and development planning
process which runs comprehensive
training and development programmes
covering attitudes, values and culture,
skills and knowledge, management
development, 360-degree multi-rater
feedback and executive development.

Process Management

ROS has clearly defined the seven
key processes for the organization:

The processes start and end with the
customers. The “owner” and members of
each process are clearly defined with
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measures and targets. Performances are
reviewed regularly. Functional processes
such as human resources, financial and
other administrative processes support
the seven key processes. The
improvement of the functional processes
is achieved by reviewing the Oprocess
standardsO monthly and from the
opinions from focus groups formed by
independent departments. In daily
operations, most staffs are trained with
TQM seven tools (7QC) and Plan-Do-
Check-Act (PDCA) procedures that are
commonly adopted in ROS.
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Business Results

ROS manages its business results in
four main areas: Customer Focused,
Financial and Market, Human Resources
and Organizational Effectiveness. In the
past few years, ROS has recorded quicker
response to customers, increasing
customer satisfaction and loyalty,
growing customer base, growing business
volume and clear No. 1 in market share,
improving employee skills and
satisfaction, and increasing productivity.

ROS was also awarded the Best
Practice Award in People Development,
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the HKPC Productivity Award for
Services and the [SO14001 Environment
Certification. These awards mark ROS’s
achievements in pursuing customer
satisfaction, productivity and
environmental conservation. ROS is
committed to total quality management
and the establishment of the total quality
management system further enhances
ROS’s Customer for Life mission and
drives ROS to continuous success.

SR RAEHRM - B THYFM R
BT £ ZRBISE BRI - I HAR
HE Ry R — BB e -

MO LB G R ET KRR
MARER - B BOLHHIEmMERN
BYELMNERBERR » AT MRERER
EREEATT B B PR BRARAT B4R 51 (D
WE - IG5 AGE - TR b BR AR
R )« 3= BOE BIFE B REA
J@m b7y £ SRt BETREY o 2 IEE
o BOCE B IR R o A - &R
B e R HE B e R E A o HDERE:
BYB T 2B AGETRE) - O #EH 38 TA8E)
stEIAB A T — D BEE TR

RESIEET S
BROGR HHE TR AR - S Rk
A BT <5 R HL S S e e AR

R REFES -
* M HSWOT KPEST #1750 47
*EBREEEPNHFENESAFRINEE
Be VAL > M0 <8 BE R 10 RO BRI o



Report Summary

RIS E R P s -

* AR B B RME - IBRE AT K FE H
RAGRXBAREGNRN AT LT
fERH :

* I S AR /DN R e SR s vt B
LB SO0 INE ARG/ Rk
HRRFTHEIARFEHRHMA ¢

* DR E N EE /N E A e
1 B T B2 FE IO RE o 3 0 E R R R
R H P AR R -

THERESY LRMRER - B49F
B X LRELAIAMET) &
FETR e 25 B o e 7 A PEAE BT I B
B AR AT o H 3B St R
e o ERIGER AREMNEE R
W%~ fTEh T & B PRE H R W R R
FHA Je B R o R & s ik i LR R
KBS - PEMEET A B A B R -

A FMEP RS ZFE F
CEBHAEELE R R M
BALIBAE o 35 A 310 A AL AR G B
FEREFAE B2 — N ES
FrEln R E A IR TR
R T RS, -

ERLMIBER
BHOLE PO RIREZER - R
BEEEANNRNERERR R - Zik
AR A B R e KA SRR S o
plan - S5 & BN E IR B S &
IR ALV E S rE - SEAQ I
WG B B EE S AT AR T b M E
FeoEEEAaRTRMEZE W
HOCR R R & P e i et » KIE
i A B PR MR S+ G 5 B OE Y B

% UTREEE T ©

HOE & P B AR AL - 7oK
BT LA S A AU ARES 5§ o BOEAEAS
$8 I BLAF 25 5 M B B 1B EL R B BE R 2

HERRE - RN EE PN AR
fa - BRI AREFEZEBNA
T - it E 228 A R A ie =& 5 i E
HB% S R 457 -

B EXEBHRETEEESFER - M
BRI AR ER I35 R E R I8 H
WIS s Al G B S
RE R E - BESRHEE P&
il WS HEEPTH - AR
HOEFREGEE BN THER
e BEBEFZER - Hh—fDlEH
B T A0 3 8 RS S B 58 19 B E
HRREMEERY - I EHARNE
I - A AN - LB I RS
Bl R HoAil el £ B PR RS HEAR
WOEE A e

BOCHETT 2 IHE 5 & DR E 5 i
B BN EREE - B HHEER
HimERE - BN - BHEME
EIE R

BE S 5% 3% 0T — {18 9 01 E 1 A & PR
i SRR B H AR R - B
M BNFEMOER - EolR%EE
O HEREPERGIEENE®R -

B2
MOt —E D ERPZ#M - MAPICS
BERNEFESENE R - N
+ B R -
* B RMOHE RIS NTRIETE)
* BB SN EEN R
* i | H 8 2 www.RicohOnline.com.hk
(ZEAFE—FEEN L EHE RS
BRHE)
* BRI R

* HEIZRRGATE IR

* O BHEIZ 500 B A R ME I o $
e fE AR 5 R

* IFE & E B Al TSR o

T AV T [ B 57 4 2 B BE R M A S
FIRES A o IR RMBURDISZIE A A
BT R R L ERBEA - EER
BLIGHL 5 55 SOMtE 25 22 3 00 #E B R 2K /Y
KB o =ik E B R L L R RIS AR
BB B, AT R H il 2y B A H P R
HMgERY -

ANEBRERL

AFTBAFREENEE - IR
JIRT AN FER, - HATTERAM
ASERE R R WS R E A AT A > 3 DA E
BTRERANZRERET - BHEBT
ME THSHERE Tisfl iy h 5t
B MBS TAREMSEAENEE
BT ZHEREE - ANTERKREg
RS BERELRERERFDHE - ANE
RS -
* NEE

- RFANFEER . SNEMEEH

- BHA TR - B

- BIREM > RERTT

- HRAM - SEENE THIE  WE LR
ERHl AR BRI
HEHEENFRENR
- PR RETESRE
P S A AT HE £ O W) ML o

VN TR (3
- BETEAY SR B TAE R
- ANNTBIERE R
- TERBE MR ¢
- Bl ke B
- B LR fREGEN 5
- FiM R EE -



Report Summary

A 1 IR R HE B RS M AL ] 3R
o~ #E1T R B B TR RMATRR K
AW PR R SE RS B TR  2vH
SER T - FrAE S RGEE - BAER
FNFEBENT  SREEE 2N
BTEMEE Bl R#ER . RAY
B~ R MR E R BN AR I R A
& L AE -

BROUHERE B TRYRE AN R SR AT LU T &
TRYREIRITERE » MULET I — B SeEHRES
Al kBt B » 2T HEEEFR
o BA5 « TF B EiEksl » 555
BeHIE ~ ITBRA BB - =5 FE
x5 REET Al B g B

MIEEE

BOER G ERERRFFHEIAT ¢

B R T AF R R 1Y AR 1 B 5 0 2 (&
mEEF - BEEFNEEARKS
H A W e Y AR TR RE A B AR - A1 E
AT o STIRBEFPA AN EWR ~ W B H
MITHERZRE LW EEREF - EH
T H A% B A AT B $ 00 BE/NELB SE AS
FEHRHREEF - EOELED » K
MOBTOREZEMETHLTAR
PDCACKRE » Hh - #&#& ~ 1Z21E)I
oo HEESRIZIER -

E 35997 -
BOE £ AV B R B T 7 8§
B ZEPREE - MBS NBER

Rt G o AR KRB - A E B E
EEHRERCEFWBELRYE  FEPEHE
FE o~ BB ORI R A
B A B 15 T 35 BT o BB R
BIUHERHERE A EN » %

BESk - BOEIRBEETR SR - I E S i
EEBEEE-—BTHR - FubiEn
R A Je e 75 36 A Uy 4B B e 1SO 14001
RBEEMAMES B EAZEFHOLE
FEPRE - EENRRBEEHET EHE
TROKHY BRRE © BHOE PR B0 R 4B A A
BUE-EEETEEY - gDl
TUERAINEE » LHEBFOL B 1o #F
) Z B o

EFRR
iR RAE
1

A\ 4

A 4

—  EHHR

SEENMESE

#iEEH
1 )

5

6

HEER MK
HELHE




