Hongkong Post
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Linking People, Delivering Business

Hongkong Post, established in 1841, is one of the oldest
government departments in the territory. Since August 1995, it
has been operating as a trading fund. This new status provides the
management with a high degree of financial autonomy, enabling
the organization to operate in a more commercial manner with
management accountable for the performance of its operations.
It also presented to the organization the challenge to undergo a
fundamental transformation of its traditional, operationally-driven
culture into one that is forward-looking, customer-focused and
market-oriented.

With a highly diverse and committed workforce of over 7,000
staff, Hongkong Post provides a wide spectrum of modern and
high quality service from the traditional core postal services to
electronic services. Equipped with advanced technologies and
facilities, Hongkong Post is handling about 3.5 million pieces of
mail each day.

Hongkong Post operates in a very competitive environment
characterised by aggressive global competition, increasing use of
electronic communication, and rapidly changing market demand
and customer needs. The corporate strategies are encapsulated
in its purpose statement, “Linking People, Delivering Business”
which defines its twin responsibilities:

To fulfil the public service obligation of providing an affordable
and universal service linking people throughout Hong Kong and the
world through the delivery of correspondence and merchandise.

To create added value to the economy of Hong Kong
by delivering business solutions to the different sectors
and maintaining the viability of Hongkong Post throush
diversification into new business areas.

Leadership

The Vision, Mission and Values (VMV) of Hongkong Post were
formulated in 1996 through a series of seminars and workshops,
involving the directorate team, all managerial staff and staff
representatives to ensure alignment. They were further refined in
2001 as follows:
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Our Vision
To be recognized in Hong Kong as an outstanding service organization
To be recognized worldwide as an outstanding postal service

Our Mission
To be a totally committed and valued workforce
To achieve consistently the highest levels of customer satisfaction
To be a viable business with sufficient resources to invest in our future
To anticipate changes and respond proactively

Our Values

To care about our customers and our colleagues EAEDHNEEETERB L TERARE
To excel through development, teamwork and innovation 288 - Fw - E2 (PVYMV)SHHRE
1285 -
The leadership team guides the organization through a set of 12
Behaviours derived from its Punpose, Vision, Mission and Values (PVMV) - 2 1=l 1
y Llnklng eliverin
' . . L o= s & e People 4 Busines
Through leading by example and intensive communication "mm‘tme’ #4834 2
efforts, the senior leadership team has succeeded ACH %/ l’roductivii
in articulating these shared values and get the whole Teamw‘”y
organization adopting these 12 Behaviours under the 5% 81
. . - . B s B3R Innovatio
following 10 strategic areas through specific committees Open
all chaired by the Postmaster General: o
World Class People o 0 e = -
Customer-focused organization Fe IR A B F Anticipatio
X . - Care for Colleagues
Sustained Profitability from the Héart /
Sustained Competitive Advantage HRS e -

World Class Facilities

Modern Business Management Systems
Commercialize the Post

World Class IT

Innovate for the Future

Leading Postal Administration

Strategy Planning

Hongkong Post adopted three overarching strategies:
To consolidate locally by sharpening our competitive edge for
core services, enhancing yet further our customer service and our
productivity. Capitalising on our extensive retail and delivery network, we
are expanding our service and building up our losistics capabilities.
To attack globally through maintaining closer ties with overseas
postal administrations to improve and expand our international
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business and further strengthen our competitiveness in
the global market. In particular, by leveraging Hong Kong’s
excellent flight connections and our Air Mail Centre’s world-
class facilities, we will promote Hong Kong as a transit mail hub
in Asia and compete for a greater share of the cross-border
mail market.

To invest in the future through diversification of services and
to invest in human resources.

The strategy planning processes starts with the Annual Business
Plan for the following year and a five-year Medium Range
Corporate Plan. The formulation of the plans involves the
whole management team, taking into consideration the market
situation, the resource implications and the interest of our various
stakeholders, that is, the customers, the policy bureaux of the
Government and our staff.

Customer and Market Focus

Hongkong Post is committed to achieving consistently the highest
levels of customer satisfaction and pledge to provide on time, reliable,
convenient and outstanding value for money service to customers.

Placing the customers at the epicentre of all business models and
practising “ Customer Care from the Heart” and the philosophy :
“A Complaint is a Gift” have driven the organization to cultivate
close relationship with them. Hongkong Post proactively listens
to customers. We gather market information and product
feedback through the Customer Liaison Groups, PostalPlus for
SME, hotlines, account management, research and benchmarking
studies, various surveys and over 3,000 frontline staff engaged in
counter and delivery work. We act on the feedoack received to
ensure continuous improvement of services.

Measurement, Analysis, and Knowledge Management
At Hongkong Post, we are meticulous in our use of data,
measurement and analysis leading to the creation of information
and knowledge. There is a comprehensive set of Key Performance
Indicators (KPI) to enable the management team to keep abreast
of the updated performance information in a wide range of
management and business areas including staff, customer,
corporate image, quality of service, work efficiency and business
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viability. Monthly updates on a total of 42 KPI figures with trend
analysis and forecasts enables the management team to respond
effectively to changes in market situation and operational needs.

Building on the capability of the internal Office Automation
System, Hongkong Post has developed the “Corporate Memory”
through the setting up of the Knowledge Management System
(KMS) to facilitate the sharing of knowledsge and information
across the organization.

Human Resource Focus

To fulfil our purpose of “Linking people and Delivering business”,
we need a highly committed and skilled workforce to deliver
world class service to all our customers. We invest in providing
excellent working conditions, developing effective teamwork,
recognizing contribution and achievement, and training for all
levels of the organization. This has resulted in a high level of staff
satisfaction, as assessed in annual staff perception surveys.

With civil servants and contract staff performing largely identical
roles but paid at different salary levels, to achieve work harmony
and instill team spirit is not easy. We promote team work by
drawing analogy to a soccer team where all players are dedicated
to achieving a common goal irrespective of their positions,
background and remuneration package. We call ourselves the
Hongkong Post Soccer Team or the Hongkong Post Family.

We are committed to building a learning culture. The annual
Training and Development Plan sets out the programmes geared
toward leaming at individual, team and organizational levels.

Process Management

“Fulfilling customer needs and exceeding their expectations” are the
driving forces for our continuous strive for quality improvement and
service excellence. The 3Rs (Re-prioritize, Re-engineer and Re-organize)
and 1M (Market) are the core principles in process management.

Apart from the setting up of the Productivity Improvement
Section overseeing the efficiency of all operational processes,
we also adopted a staff participation approach by opening up
a “bottom-up” channel for 23 Service Excellence Teams, each
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representing a major work unit of the organization. The teams
mainly comprise front-line staff empowered to come up with
practical solutions on improving services and products.

Business Results
Through concerted efforts of the whole organization, Hongkong
Post is able to achieve very impressive results. Since operating as
a trading fund in 1995, it has made payment to Government (in
the form of dividend, loan interest and tax) which exceeds the
initial capital injection.

According to annual public perception surveys, we have been
rated as the second best service organization in Hong Kong for
four years in a row, reflecting a remarkably high level of customer
satisfaction in our services. We achieved very good results in the
annual customer service awards organized by the Hong Kong
Association for Customer Service Excellence. We are also the
overall champion of the Customer Service Award organized by
the Civil Service Bureau for government departments since 2001.

We are achieving the highest delivery standards in the World.
Our 98% next day territory-wide delivery standard for local
letters is the highest in the world. On Speedpost Service, we
have achieved the Gold Award 2002 in the Express Mail Service
organized by the Universal Postal Union. In the relatively new
area of electronic services, Hongkong Post is the first public
Certification Authority in Hong Kong and the first economy in the
world to issue mobile e-Cert for community-wide adoption.

The annual staff survey perception survey revealed that staff
satisfaction and morale are high. Compared with the last two
years, the morale indices for civil servants and contract staff went
up from 77% to 96% and from 74% to 94% respectively.

Conclusion

In today’s increasingly competitive market, Hongkong Post will
continue to leverage its extensive retail and distribution network
and reputable brand, to provide a wide and comprehensive
range of services in the logistics supply chain, and diversified
into new markets. We are committed to serving the community of
Hong Kong through “ Linking People and Delivering Business”.
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