BEIEEIRRE2009

Quality Improvement & Experience Sharing Convention

HONG KONG ;.:.. & E jf%
= seRmee %12523" ! pPCcw . o
SYNERGIS #i& @ L) e o mEEE B bg
total management solutions B2 ® 2

8 MTR FUJI XErox @,) S !!izﬂf%%



EBEAELERETRE

Quality Improvement & Experlence Sharing Conven'-.i"

4 e -=':....== o 5




BENEERTABNERRES
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In an ongoing effort to meet the changing needs of customers
and maintain a competitive edge, many businesses are focusing
today on sustaining and enhancing quality service as an important
element of success. In addition to developing and applying
effective quality control systems, they are encouraging their staff
to set up Quality Improvement Teams (QITs) or Quality Control
Circles (QCCs). These teams regularly put forward suggestions for
improvements in daily operations, and have achieved substantial
and tangible results concordant with operational policies that
enhance both productivity and staff capabilities.

ision - Enable win-win situation where all parties can benefit.

‘hod - Experience sharing sessions of successful case studies
on QITs/QCCs.

The vision was first realized in 1997, when the first QIES Convention
was organized. The Conventions have received strong support from
other organizations thereafter and, following the first convention,
which was hosted by Kowloon - Canton Railway Corporation, ten
other organizations have acted as convention host between 1998
and 2008.

Host organizers of the QIES Convention (1997 - 2009)

1997 Kowloon-Canton Railway Corporation

1998 The Hong Kong and China Gas Company Limited
1999  Tuen Mun Hospital

2000 Synergis Management Services Limited

2001  Hongkong Post

2002  Fuji Xerox (Hong Kong) Limited

2003 The Hong Kong Jockey Club

2004 MTR Corporation Limited

2005  Electrical and Mechanical Services Department
2006 Vitasoy International Holdings Limited

2007 PCCW

2008 The Hong Kong and China Gas Company Limited
2009 Synergis Management Services Limited

Synergis Management Services Limited is honoured to host
the 2009 Convention, the thirteenth in the series, while Fuji
Xerox (Hong Kong) Limited will host the event in 2010.
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Ms Christina Lau
Fuji Xerox (Hong Kong) Limited
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Reception

Admission and Opening Ceremony

Keynote Speech
by Dr, CH Fan, Managing Director
Synergis Management Services Limited

Souvenir Presentation to Co-organizers
by Synergis Management Services Limited

Presentation
by Hong Kong Housing Society

Presentation
by MTR Corporation

Presentation
by Vitasoy International Holdings Limited

Game Session

Presentation
by Fuji Xerox (Hong Kong) Limited

Presentation
by The Hong Kong Jockey Club

Break

Presentation
by The Hong Kong and China Gas Company Limited

Presentation
by PCCW

Presentation
by Electrical and Mechanical Services Department

Game Session

Presentation
by Hong Kong Broadband Network Limited

Presentation
by Synergis Management Services Limited

Vote Casting

Prize and Souvenir Presentation
by Synergis Management Services Limited

Closing Remarks
by Mr Steve Chow, Human Resources Director
Synergis Management Services Limited

Convention Hosting Transfer Ceremony
and Speech by the Next Organizer,
Fuji Xerox (Hong Kong) Limited

End of Programme

Synergis Management Services Limited
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Honourable guests and quality management friends,

On behalf of the organizing committee, it is my great pleasure to welcome you to this year’s “Quality Improvement and Experience
Sharing Convention”. The year marks the thirteenth anniversary of the Convention, and Synergis is truly honoured to be the host of
the event for the second time since our participation in 1998,

First of all, | would like to take this opportunity to extend my heartfelt gratitude for the enthusiastic support of the nine co-organizers,
Hong Kong Housing Society, MTR Corporation, Vitasoy International Holdings Limited, Fuji Xerox (Hong Kong) Limited, The Hong Kong
Jockey Club, The Hong Kong and China Gas Company Limited, PCCW, Electrical and Mechanical Services Department, and our new
member, Hong Kong Broadband Network Limited. A special vote of thanks goes to this year’s observer, Langham Hotels International.
The success of this year’s Convention would not have been possible without the hard work of all parties, and of course, your
participation.

Our theme of this Convention is “Quality Fears No Challenge”. Last year, the collapse of financial markets forced all corporations to
face severe challenges. Without comprehensive planning and well-established quality management systems, we might very well have
been engulfed by the financial tsunami. However, by making persistent efforts in providing excellent service to our customers, | firmly
believe we can overcome the crisis and achieve sustained business growth.

Coping with the demands for total solutions of property services in the Chinese Mainland, Synergis, already active in property and
facility management market, has also moved into the asset management services sector to capture these business opportunities.
Thus, our scope of services expands from daily operation of property and facility management to consultancy during the development
stage of a property, sales and leasing, financial management and marketing and promotion. Recently, we have won an asset
management contract for managing a large-scale commercial complex in Zhongguancun, Beijing; an achievement for our continuous
improvement in services.

In Macau, Synergis is also committed to enhancing service quality standards by implementing our “Total Customer Service Model” in
luxury residential properties. We have introduced Synergis’ culture to local staff through a series of training workshops, aiming to
create a customer-oriented mindset. In recognition of this drive for quality, Synergis has been awarded the Silver Award for Excellence
in Training 2009 from the Hong Kong Management Association.

Continuous improvement is key to corporate survival, so quality management is a never ending journey. We continue to uplift service
standards to meet customers’ changing needs and an ever evolving business environment. Synergis has employed Total Quality
Management principles in our operations since 1997, and was one of the first property services companies in Hong Kong to implement
TQM. We have developed a comprehensive management model for the implementation of TQM throughout the organization, from
senior management to frontline staff.

In view of the economic fluctuations resulting from the financial crisis, some corporations may trim down their expenditure in quality
management and service enhancement. In fact, the capital investment involved should be very little. The employees’ participation is
the major factor in pursuing service excellence. To achieve this goal, we should build up an internal quality culture as well as grasping
the opportunity to carry out benchmarking activities with external organizations. Therefore, this Convention provides a valuable
platform for us to share our best practices in quality, learning from each other and striving for excellence.

To conclude, let me express my gratitude once again to the organizing committee, co-organizers, observer, and to all our distinguished
guests. | look forward to a continued productive partnership, taking quality to a higher level.

Thank you.

Dr. CH Fan
Managing Director
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Background of the team
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Easy Installation Lift Car Protecting Board
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P & C Circle
2002

Prosperity Court and Cronin

Garden Management Office . e s B

Lam Cheung Ting Maggie u hﬁ B

Fick A Kwarlg o BREANGE11E - REAEBRFAKIRETRBNES
Ghan Pyl Ying Selly WAL » SETLIHOBEL - ATERSRET AR
Chan Ming Sang BITEF AT - EIR /A AT MRS R AR LA
Ho Tsui Mei DI R BETEOME -

Wong Hak Keung

Lsong tahel Background of the project

Law Wai Man « Cronin Garden has been built for 14 years. Many residents will
Fung Kwok Sau carry out decoration works due to depreciation or newly
Yan Kwok Chiu move-in. According to our record, there are around 40 units in
Chui Chi Lap average per year. To avoid making scrape on lift car when
Siu Cho Yuen transporting the furniture / decoration materials, it is necessary
Lui Ping Hei to install a protection board inside the lift car temporarily as
Wong Lau Yin Kuen protection.

Lam Sik Wing
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Cause of the problem

It needs a lot of manpower and takes time to install the lift protection board
every time.
Suspension of lift service causes inconvenience to residents.

Transport heavy wooden boards is difficult and it is not environmental-friendly
nor pleasant. O FARBEREATURFBRERRAEE

Lift car protecting wooden board was not user-friendly and unpleasant.
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Solution

Use light advertising boards as material instead of heavy wooden boards so
less manpower is needed to transport the protection board and it is easier to
transport.

Modify the design of the lift protection board with pre-made accessories, it is
more flexible to use and can be re-used.

© ZHETHEBRERI SR
Amend the outlook. Tidy and light-weighted Easy Installation Lift Car Protecting Board
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Achievement & benefit O B EE

Tangible Tangible and Intangilbe benefits are achieved.
Save time and cost of manpower for installation every time.

It saves costs when using light materials.

The Easy Installation Lift Car Protection Board can be re-used for many times.

It can be further save cost.

Intangible

To promote the teamwork and create the sense of belongings.

To minimize the inconvenience caused to residents.

To minimize the energy consumption or the chance of injury when transporting the board.

Tidy and pleasant outlook which improves the living environment of residents.
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Team facilitator
Team leader

Team members
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Living out Value Creation and Sustainability through “Green” Use of Computers
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Background of the team
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MTR Graduates Circle

1 APRIL 2008

MTR Corporation - People Development Department
Mr. LAU Chung Sum, Edmund
Mr.WONG Kok Ming, Joe

Mr. WONG Hin Cheong, Henry

Ms. LIU Yi Ping, Penny W) BRER

Mr.YE Peng, Jason o ARERRTHHATTENBRERE - AT ENBTHS
Mr. ZHANG Wen Yu, Max B¥A  BASTHTRERRESLUREETHART
Mr. TSANG Wal Cheuls, Maurice FEMERENERN—E - BRAL - BHCENETH
Ms. LEE Pui Wai, Joey B T/EEIBRA T — B LI —LAREN IR
Mr. LAW Chun Fai, Terry wma, DU EETEERENES -

Ms. LEE Sze Wah, Sarah
Mr. WONG Hon Kwan, Alan

Mr. CHAN Shing Kai, Kelvin Background of the project

Mr. LEE Chung Hin, Lincoln @ Sustainability is one major focused area that MTR puts high
Ms. NG Tin Yan, Charis emphasis. It has been identified that there are rooms for further
Mr. KWOK Chung Weng, Niki improvement towards sustainable development, and one of
Mr. LEUNG Hang Kin, Bosco the effective ways to achieve this involves the contribution
Mr. TSE Wan Yui, Michael from and enhancing the concept of sustainability of each
Mr. CHOW Wing Hong, Kelvin staff. In view of this, the Team has investigated the working

behaviours of staff on which improvement can be achieved
so as to align with the direction of sustainable development
of the Corporation.
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Cause of the problem

@ Every night after work, over 30% of the computers in office are not turned off
but shifted to the "standby” mode. Such practice consumes considerable
amount of energy, and thus electricity cost which does not align with the

Corporation’s sustainability policy. © HEAETEENHER
Electricity Consumption of Computer under Hibernation Mode

i sREE
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Solution

@ To pinpoint the real cause, survey was conducted among colleagues. The findings reflected
that the main reason for not switching off computers after work is the long start-up time.
The team thus proposed making use of the "hibernation” function to reduce the energy
consumption of an idle computer. It has been verified that computers in hibernation
consumed only one-tenth of the energy “standby” computers have consumed.

¢ To launch a comprehensive promotion and incentive programme on encouraging switching
off computers after office hours. O TamsREET
PRIV C

WABE

Electricity Consumption of Computer under Standby Mode

BiEHE
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SEFRTEAEKE - HRIEABMY TNE, b BEREFETREERER -

L 3

Achievement & benefit

Tangible

An annual saving of more than HK$200,000 on electricity.

A 200% internal rate of return.

Reduction in the waiting time for reloading computers, thus enhancing work efficiency.

Intangible

& Saving energy, protecting the environment, aligning with the Corporate policy of sustainability development.

L4

Colleagues could make use of the "hibernation” function at home to help to protect the environment in daily life.
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Improvement of loading bay utilization at Vitasoy Distribution Centre

i EEs

Background of the team
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Team  Space Castle
Date of formation JANUARY 2008
Composition  Customer Service Dept.,
Human Resources Dept., Supply Chain Dept.
Team facilitator Chris Kwok
Team leader Andy Au
Team members Kent Kwok
Gary Lee
Yau Fong Shum
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Background of the project

¢ The loading bays on the ground floor of Vitasoy Distribution Centre (VDC) are primarily reserved for the Customer Service
department and the Supply Chain department for the purpose of the loading and unloading of goods. The rapid growth of
company business, and increased turnover for goods and vehicles, has consequently caused the bays to exceed their loading
capacity. The extended waiting time for truck and the delayed loading time have caused the following consequences on the
Customer Service department. This has resulted in frequent overtime work for delivery staff and has also affected the on-time
delivery service to our customers. A project team was thus set up to review and improve the utilization of loading bays.
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Cause of the problem

Owing to the rapid growth of the company business, existing capacity of loading bays at Vitasoy Distribution Centre no longer satisfied the
requirements of providing high turnover of truck loading and unloading services.

As the loading and unloading times were delayed, on time delivery service to our customers was affected.

As drivers manually recorded their waiting and loading times, the loading situation and arrangement could not be immediately and
efficiently reviewed hence improvements cannot be made promptly.

The priority in the utilization of loading bays has become a cause of dispute between the Customer Service department and Supply Chain
department.

@ (Create a temporary loading bay for goods loading and unloading

BRRA R

BT R B FERE ST -

ST ISER » MR I SRRy -
EARARET TR - IO R -
TP RGNS R T ST S8 - KRS EEPI SR
RS RAERAA RS « (PRI R IRAE R -
EEEATIIRE A SRS SR BT o
Solution

Review and update the guidelines for the utilization of loading bays.

N e O EEEAIRETHT RS - MaRE FERHE

Rearrange the work process of forklift operators to
loading and unloading time. shorten the truck loading and unloading time.

Set up electronic smart card at designated Customer Service trucks to collect the waiting and loading time for management review and
the follow up of the operational performance .
Assign designated supervisors to prioritize the sequence of truck loading when necessary.

Rearrange the work process of forklift operators to shorten the truck

TN -ERFRR R ERRERI 8% -

BEmE

HHHE  EFRBREREASRE DEERRENERE - N EF R

RIEXERY - BA-ATDERFOEPHER -
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Achievement & benefit

Working efficiency - Overall truck waiting and loading time save 38%
Quality of services

External : Shortening waiting and loading time, provide an accurate delivery
Shortening the truck waiting times and making the loading process more service to our customersand help to enhance the company image.
efficient will result in an accurate delivery service to our customers and help to enhance the company image.

Internal :

(1) Eliminate the dispute among departments concerned regarding the utilization of loading bays.

(2) The utilization of smart cards in processing truck waiting and loading time will enable us to have an accurate and prompt response in
problem solving and taking corrective action accordingly.
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Customer Training Productivity Enhancement Project
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Backgmund of the team
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Team  The “Pro” Team
Date of formation 5MARCH 2008
Composition  Department of Customer Service and
Support (Customer Training)
Team leader Wendy Shea
Team members  Alan Chow, Dionne Wong, Joanna Chan, Joanne Chan, Jo Jo Wong, Mandy Sin,
Phoebe Leung, Vincent Chau, Vincent Tse
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Background of the project

« By providing reliable and innovative products, backed up with

excellent service, customers that are doing businesses with us

are getting more than what they expected. In- house Tralnlng on document rnanagement application
o i . all

Customer Training Team believes that enhancing customer SRS TN cxtrien.
knowledge on product not only maintains the product reliability, but also builds up a long-term trust relationship with customers.

Hence, our project team is set up for further improvement to enhance efficiency and our professional image.
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Cause of the problem

Customer Training Team will provide on-site training after the completion of installations and
in-house training classes. The aim is to ensure that customers are able to use our products for
enhancing their business workflows and efficiency. There are some limitations that affect team
productivity and effectiveness.

& Training appointment process involves a number of complicated manual works.

@ The production of booklets not only involves high cost but also has risk to include out-dated © BT FAm O R R E RRE
information. Customer Training Officer explains the

@ Trainers have difficulty to distribute training notes to customers due to security issue. product operations with care.
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Solution

@ Customer training team creates a database for storing and consolidating different training related information. Customer training officers
can provide customized training for different customers based on various situations.The system also allows trainers to capture customer
voices and feedback for continuous improvement.

« By adopting a new web management system, schedule and agenda for customer trainings will be published to the Internet. The information
is available online and will be updated timely. On the other hand, customers are able to submit training enrollments online,

# The training materials for each model are uploaded on company website. The materials are also classified into function-basis that will facilitate
an easy searching for users.This countermeasure significantly reduces the time spent on material transfer. The customers are also allowed to
download these training materials when necessary.
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Achievement & benefit

¢ Tangible benefit -70% of time is saved from consolidating the information for customer training appointment and distribution of training
materials. Material cost for booklet preparation, enrollment form and evaluation form can be saved. The total cost for saving is HK$157,564.
& Intangible benefit - According to our customer survey, the satisfaction rate on “Professional User Training” was increased by 15% and the
total number of compliments was increased by 34% as compared to last year. Trainers can well prepare the training by getting accurate
installation status and customer information. Trainers will also coordinate with different parties such as salespersons or engineers to close
loop the issues or enquires found during customer training. Customers will receive instant feedback for their concerns.
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Team Be One
Date of formation AUGUST 2007
Composition Security
Team facilitator Dorothy CHAN, Edward CHAN, Vincent WONG, Thecla WONG
Team leader Eric FUNG
Team members Security and Human Resources
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Background of the project

@ As a major charity and community benefactor in Hong Kong, The Hong Kong
Jockey Club has always endeavoured to provide excellent racecourse experiences
to all race goers and visitors as well as making our contributions to the society.
Through different on course events and initiatives, the average number of race
goers and visitors can exceed 50,000 for each race meeting. In order to meet the
rising expectation of our stakeholders, the Club believes in putting in place and

maintaining a systematic and comprehensive business continuity management © B2t
system that stresses on seamless coordination for swift and efficient responses Emergence Response Center
should an incident arises in the racecourses.
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Cause of the problem

Due to organisational development and growth, the Clubs sees a rising demand on seamless coordination between Divisions and
Departments in the organisation and management of race meetings.

Rising expectations of stakeholders for the quality of races.

Increasing variety in the nature and extent of on course activities.

i mRsE

e ¢ @

DREPFIEEERER - AEIASNE G EENETENED -
EHEXrEARER:

BITERPIREREES

WAES HEERE

REFER P2 AR VA S &R

TR R A TEREFE SEH| R

Solution

A business continuity management system has been developed to
strengthen the crisis management and business continuity capabilities of the
Club. The system comprises different process including:

Business Continuity Exercise

Conduct a Club-wide and Divisional simulation exercise
Review operational processes for race meetings
Strategic alignment sessions for Divisional objectives
Advanced security operations training
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Achievement & benefit

The system is recognized to be an ongoing process led by a dedicated team to ensure that the business continuity activities effectively
support the business goals and strategic objectives of the Club. The following benefits have been achieved since its introduction:

Well versed crisis management and business continuity processes that stress on seamless coordination.

Minimization of disruptive events to race meeting since 2007.

Mindset breakthrough - enhanced awareness of crisis readiness and business continuity across management levels within the Club.
Majority of the participating colleagues agreed that the process has strengthened their understanding of the operational risks to the Club
and have more confident on the integrity and practicality of the risk control measures.

Enhanced interface between the race meeting Emergency Response Team and operations colleagues.
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Date of formation 15 MAY 2008
Composition  Customer Maintenance Department
Team facilitator  Chan Chi Shing
Team leader  Yeung Pui Ching, Kenny
Team members Chan Ping Man, Cheung Siu Wing, Chim Kwok Cheong, Kwok Tsz Cheuk, Lee Kin Wai

Z B E HEm SR RS

Advanced Gas Detector - Retractable and expandable
visual gas detector for varying angle inspection
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Team  Advanced Gas Detector

Leung Siu Keung, Siu Ka Shing, Yee Kai Hung
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Background of the project

« In Hong Kong, there exists many buildings with service risers installed far away from windows; some even locate at dead
spot, which makes riser inspection impossible only if scaffolding is performed. However, it is costly and time consuming to
wait for the scaffolding completed. Gas suspension is prolonged accordingly that causes inconvenience to our customers.
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Cause of the problem

® Service risers installed far away from windows or at dead spot
« Current gas detector has distance limitations during investigation
& Riser inspection impossible unless scaffolding is performed © AEUBEEEE

Service riser is installed far away from window.
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Solution

« Todesign a retractable & extendable gas detector enabling varying angle
inspection

O TH&KE | RHERGIIEE  TRBEERAENT
Advanced Gas Detector is retractable, expandable with
varying angle positions incorporating a camera facility.

& Toincorporate a camera facility on gas detector so that both the Towngas
technician and the customer in the apartment can observe the riser outside

o HEEIHEREEIEEIR

o HEREBEEARE - SEAHI%E HK$540,000 - HKS9,600* = HK$530,400
* AR aA
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nREE -~ A% ~ RIFHNESETR

Achievement & benefit

Reduced gas suspension time by half from 4 to 2 days
Reduced annual scaffolding costs saving: HK$540,000 - HK$9,600* = HK$530,400 O ERARRMEER "REH  MEFRRES)

* Advanced Gas Detector costs BRRMENER
* Reduced materials for scaffolding encouraged more environmental friendly services ~ 1oWngas technician is showing the customer of the
: il 2 outside riser condition by "Advanced Gas Detector".
@ Enhanced corporate images - Safety, Reliability, and Creativity
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Background of the team

AT EER 2009481H

MERRE T2R =R KRS

BRAAHR  PRAEESE
Team  Help Unit
Date of formation 1 APRIL 2009
Composition  Department ENGINEERING
Team facilitator Lam ChiYung
Team leader TsuiYanFai

Ting Siu Fung, LuiYing Ho, Chu Chun Fai, Chan Lam Pang
Chan Tsui Ping
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address this issue.
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Background of the project

@ PCCW customers may from time to time experience difficulties
using our services. The customers will call PCCW for help.
However, often the problems are not related to our network or

services, but are caused by third party equipment fault or setting O BEXRE AN HEZ
problems. The project sought to devise a simple solution to Quality Improvement discuss improvement initiatives
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Cause of the problem

Customers may not understand that a problem could be caused by a
number of reasons, some of which unrelated to PCCW services or network.
Many customers neglect proper use and maintenance of equipment. © LookCard, {IF#%

Many customers have lost the contact information of third party equipment/ The card is a friendly reminder card to let customer
easy to find out related technical support on their

service vendors/ providers. 2
own equipment.
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Solution

Explain to customers the possible causes of problems.

¢ To supply the customer with a “LOOK Card” - a small card with helpful tips on use of equipment.

The other side of the “LOOK Card” will record the contact information of equipment/service vendors/ providers of the customer so the customer
may contact the appropriate party for assistance when necessary.

R SR £

B AR

RS RARASENTER

BAEF MNRETSRERISRTT - MEFIMEREESIARAT RSV (LETEHRE / R
B CIRTrERRmRERS

o RFSNRENERER

E—SRANERENERIE

Achievement & benefit

Low cost to implement.

Reduce helpdesk and field staff workload.
Reduce complaints due to misunderstanding by customers, who also get faster maintenance/ repair services from our Company and other vendors.
Enhance overall customer experience.

Enhance the professional image of field staff.

Reinforce recognition of the importance of quality improvement.
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Cremated Ashes Selection Cabinet
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Team KwaiFire
Date of formation 28 APRIL 2008
Composition Municipal Sector Division
Team facilitator TO Ka-chung
Team leader LAU Chi-hung
Team members YIP Ka-lee
CHAN Wai-kit
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Background of the project

¢ Colleagues working in crematorium need to carry out sifting of remains after cremation. A lot of ashes and dust are generated
during the sifting process. It is desirable to improve the working environment by reducing the dust, despite the fact that the
staff has already been provided with personal protective equipment. Moreover, the heavy dust has also contributed to increase
fault frequency of split type air-conditioners for the room.
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Cause of the problem

@ A lot of ashes and dust are generated during selection of remains after cremation.
@ There is no effective treatment to control the spread of ashes and duct.

O IEFREETHAEN R BT EIWURE

Enhance Ash-minimizing function and Integrate Portable Ashes Collector Trolley.

¢ INEHRHFERFLESHNHEED » (FREZH -
o BRI E R BN INE NSRS — IHEEE - HERENIE - R ADIRE -

Solution

@ A ventilation system integrated with the cabinet is incorporated to get rid of the duct.
@ (asters are added to the built-in ashes collector trolley to facilitate transportation and
reduce manual lifting.

© BHEEELEH & ETERKE

Renovate Bone Pulverize Room and Re-design Ash Sorting Cabinet.
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Achievement & benefit

e Reducing the spread of ashes by 95%.

& Reduced fault frequency for split type air-conditioners.
« Transportation of ashes collector trolley made easy with addition of casters. Reduced manual lifting.
Increased staff satisfaction, morale and sense of belonging with improved working environment.
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Team Optical Fiber Star Tutor
Date of formation 25 AUGUST 2009
Team facilitator To Wai Bing
Team leader Calvin Cheung
Team members Tracy Ho, Mabel Chu, Sin Siu Pong
Franky Lee, Kevin Tang
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Background of the project

& bbTV Education Channels 1 & 2 are our self-produced primary education
programs, where students revise English, Chinese, Mathematicsand @ S FEIFIFIH A - EEFaSREE O
General Studies through interactive quizzes. HEERIRE0 B ROVRYERIETES 5 CME
Education Channels’ content would be regularly updated so that students Education Channel before WIT - Customers are not able to

can revise different aspects of the subjects. 730 man-hours and 700 GB select the subjects nor the grade of the programs. They have
to follow the Electronic Program Guide (EPG) to do the

suitable quizzes.

server space would be utilized to produce, schedule and store new
videos, quantitatively spending at least $39,200 per annum.

With expanding bbTV platform by adding around 80 new channels from 2004 to 2009, our customers would swap to other channels,
leading to comparatively decreasing viewership and imbalance between investment and return on Education Channels.
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Cause of the problem

@ Leveraging existing video broadcasting mode, 730 man-hours and 700GB server space must be used for updating, uploading and scheduling
programs for Education Channels 1 & 2.

@ If more resources are invested to increase the content’s variety, increasing viewership or other returns on Education Channels cannot be 100%
guaranteed.

i mRsE

HILIATH R H B R SR htmIBy B LIRS BRI
¢ BMPWALTABELFREREHUENELR » @l E SRR ERhtmIg -
o SHBMENEER . EREERE - B NEEE - SOTVALIRE ERA TSRS «
o DIEFEERE  LERSMREREREFERER  RESEACECHERENNE -
ERRSMALENRESBENHERE » FAERPEIHANRSHREE -

Solution

Transform video broadcasting mode into html format

@ Our talents just have to design and write the corresponding programming for transforming
the channel broadcasting mode into html format.

& Whenever quizzes are revised, time for video production and hard disk space for its storage
will be saved. Hence only insignificant resources would be drawn for channel operation.

@ |n the past, students had to follow the Electronic Program Guide to revise different subjects

O ERENHEE - EMAASIRBEFEERD
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Education Channel afterWIT-Our computer system

will arrange the questions according tothe registered
of their own educational levels. Now students can choose to do their suitable quizzes grade of our customers. Customers can alsoselect the

anytime, facilitating their self-designed revision time-table. subjects themselves,
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=($300,000 + $43,160)*55F - $11,520 = $1,704,280
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Achievement & benefit
Tangible benefit
@ Save 730 man-hours (i.e.around $29,000) for video production, storage and uploading annually.
¢ Save 700GB server space (i.e. $10,000) for video production and scheduling annually.
¢ The saved server space would be utilized for storing films and other TV programs, further saving 104 hours (i.e. $4,160) for uploading them

to the server annually.
¢ Hence talents would have more time and hard disk resources to help partners to schedule their television advertisements, with additional

gain $300,000 per annum.

To sum up, assuming the life span of the invested equipment to be 5 years,

Estimated return in 5 years = (Annual advertising increased gain + Annual operation cost saving) * time period — (once-off investment cost)

=(%$300,000 + $43,160)*5 years - $11,520 = $1,704,280

Intangible result
@ Enhanced customer satisfaction: Now students can choose to do their suitable quizzes anytime, facilitating their self-designed revision time-table.
Talents’job enrichment: Talents can have more time to gain exposure to other different tasks.

25
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Date of formation
Composition
Team facilitator
Team leader
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AAE

20024F981H
AR
@A
RER
L
Fag
EE=
;|ERZ
RIH

HiRE
B3R
RRE
RIEWS

=
A
RIE
BRSEE

Tai Wo Circle

1 SEPTEMBER 2002
Tai Wo Estate
Ilvan C.Y. Fu
Patrick K.H. Leung
Janice S.W. Pong
Jimmy K.K. Cheng
Ben P.K. Wong
C.K. Wong

Jacky S.L. Lee
Penny M.T. Chan
AndersonY.C. Lo
Jacky C.H. Yeung
Daniel T.C. Yau
Daniel K.T. Yu
S.H. Leung

Daisy F.M. Leung
Jady T.C. Kwok
Grace T.T. Chui
Polly Y.Y. Chan
W.K. Mok

S.K. Leung
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TAI WO ESTATE  MANAGEMENT OFFICE
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Background of the project

Developed in 1989, Tai Wo Estate is a public housing estate consisting
of 9 blocks with 6,913 residential units. Some units were sold to
tenants under the Tenants Purchase Scheme in 1999.The problem
of illegal bicycle parking is getting serious due to insufficient parking
space in the estate, and the management office staff has to carry out
regular bicycle clearance operations with large shears. The traditional
tool is heavy in weight and difficult to use. More staff is required to
operate the shears together and there is a risk of injury. To uplift
work efficiency and standard of occupational health, Tai Wo Circle
invented the “Super Cutter” by lever mechanism to replace the
traditional shears.
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Cause of the problem

The management office staff encountered lots of problems in
transporting and using the shears because of the weight.

¢ Accidents can happen easily during transportation which leads
to higher work injury rate.

@ High energy consumption in making use of the shears will lower

work efficiency. © BRfFEZ » HEFEH

& More staff required in handling and transporting the equipment.Thus, the cost efficiency is low. Handy and easy to use
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Solution

Through the application of a number of QC tools such as Pareto Diagrams, Force Field Analysis and Gantt Chart, Tai Wo Circle has designed
an economical and practical "Super Cutter”

@ The lever design can reduce energy consumption during usage.

@ |nstallation of wheels at the bottom of “Super Cutter” can facilitate transportation.

& The design of “Super Cutter”is simple and easy to operate, which increases work efficiency.
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Achievement & benefit

Tangible Benefits
¢ Save manpower and increase cost efficiency. O FAOHmblEREERE
@ |Improve productivity as it facilitates transportation and is easy-operated. Apply lever mechanism in designing “Super Cutter”
@ Reduce work injury cases.

Intangible Benefits

@ Uplift management quality and corporate image.
@ Boost staff morale by providing a safe and healthy working environment.
& Strengthen the relationship with the Incorporated Owners and residents as the result of “Super Cutter”is widely recognized.
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LANGHAM Hotels International

LANGHAM HOTELS

International
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At Langham Hotels International, we believe that“Together, we will make things
better.” As a team, we have adopted the TQM concept to signify our wholehearted
commitment to continuous improvement.

Our Vision —"Know Our Guests, Build Great Memaries” spells out our topmost common
aspiration. We aim to distinguish ourselves from our competitors as the ultimate
definition of hospitality.

“Quality” at Langham focuses on three key aspects — Management Quality,
Operational Quality and Quality Culture. Management Quality refers to the leadership
effectiveness and management system of a hotel; Operational Quality refers to daily

service quality, product quality and process efficiency; and Quality Culture refers to the core values that underscore our common belief in

cantinuous improvement.

One of our hotels, Langham Place, Mongkok, Hong Kong, was named the Gold Award Winner of the HKMA Quality Award in 2007. Following

this achievement, TQM was introduced to all other Langham hotels in Hong Kong, Shanghai, Samui, Melbourne, Auckland, Boston, Los Angeles,

and London.
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BEERIAPKERAT

Hong Kong Broadband Network Limited
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BHEADBEER

Company Representatives for Quality Activities

EEEENS e, BEATE
Hong Kong Housing Society @ = MTR Corporation 9 MTR
EEEIEE S LT R0 R E Z il AN REREE S BERENE
29/F World Trade Centre, 280 Gloucester Road, Causeway Bay, Hong Kang MTR Headquarters Building, Telford Plaza, Kowloon Bay, Hong Kong
ERGEEE Tel: 28397888 BB Tel:2993 3986
Mr Romulus Wong romulus@hkhs.com Mr Daniel Fung dfung@mtr.com.hk

http:/Awww.hkhs.com httpy//www.mtr.com.hk
A ER AR AT  EtmEmERLy S
Vitasoy International Holdings Limited Fuji Xerox (Hong Kong) Limited

WA OIS
1 Kin Wong Street, Tuen Mun, N.T.

EFEMAFEAEE B OE =R
8/F, Cityplaza 3, 14 Taikoo Wan Road, Quarry Bay, Hong Kong

BRER/NE Tel: 2468 9366 MR Tel:2513 2338
Ms Kitty Leung likitty@vitasoy.com Mr Henry Chan Henry.Chan@hkg.fujixerox.com
http://www.itasoy.com http://www.fujixerox.com.hk
EARRY s .  EBEPEREERAST [ ) Front
The Hong Kong Jockey Club The Hong Kong and China Gas Company Limited
EERFHETE S b mEIE R38R
One Sports Road, Happy Valley, Hong Kong 18/F, 363 Java Road, North Point, Hong Kong
RS Tel: 2966 8064 Bix/\E Tel: 2963 2937
Mr Joseph Lee Joseph.ftlee@hkjc.org.hk Ms Noel Lau noellau@towngas.com
httpy//www.hkjc.com httpy//www.towngas.com
EAER -.J rocw’ HETESE "‘EIMES'“ )
pccwW e Electrical and Mechanical Services Department -
EEH BN ERAER P LS Uk 3Tt
15/F, PCCW Tower, Taikoo Place, Quarry Bay, Hong Kong 3 Kai Shing Street, Kowloon Bay, Hong Kong
[=g=§Z 1 RViiz] Tel:28881182 AsfeiE i Tel: 2808 3703
Ms Pauline Chan pauline.pc.chan@pccw.com Mr Edward ekhlee@emsd.gov.hk
http//www.pcow.com Kam-hung Lee httpy//www.emsd.govhk
EEEEBEERAT IE sEEEREERAS ~ -
Hong Kong Broadband Network Limited b Synergis Management Services Limited

ERMAZRREE T/ \RERPOTZE+ 2

12-16/F, Trans Asia Centre, 18 Kin Hong Street, Kwai Chung, N.T.

TUER B ZEAT1 071005757 S FRsiE

5/F, Hsin Chong Center, 107-109 Wai Yip Street, Kwun Tong, Kowloon

WEZ/VE Tel: 3145 4960 [l Tel:2579 8095

Ms Winnie Lam winnie@ctihk.com Mr Frankie Cheng frankie.cheng@synergis.com.hk
http://www.ctigroup.com.hk http://www.synergis.com.hk

BREEIESRE ]

Langham Hotels International LANGHAM HOTELS

JUBERT A oE Y EATeSR BASE I B A i S0l

L59, Office Tower, Langham Place, 8 Argyle Street, Mongkok, Kowloon
REFRE ‘

Tel:35523818
rayleung@langhamhotels.com

Mr Ray Leung
http//www.langhamhotels.com
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Questionnaire

SHEBMSRZRE | BTHREXE  TlEE - AFEFTEREHNEERR » F0
LUFFrFIaYIRE @ BEHENFAEREERBRENER -

Thank you for attending this convention! Striving to excellence and continuous improvement,
we need your valuable comments. Based on the following items, please indicate your satisfaction
level by ticking the number and sharing your comments withus.

. JHERYEZE1 Importance

BT ERIIN R R E 2 TRIKEZ RS - FEREENEB
BL1 E-EEMNEARL 2 nitkEH o
Please rank the following elements in the order of importance that a successful convention must consist.

Please puta "1" beside the mostimportant element,a "2" beside the second most important element
and so on for the remaining elements.

R MG RIS (5HERGE - SHE)

Settlng (facilities, decoration of venue)

B. {THRH (B - Ni5RH)

Administration arrangement (date, admission)

C. & (ERERF - BGBRMERIFIER)

Content (program rundown, presentations)

D. XERF L& (MR

Atmosphere of convention (opening ceremony)
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SRR RH

Convention Performance

Very Satisfied Very Dissatisfied

A.&:"iﬁ@ﬂ@%ﬂh Setting EEBH= FEETHE

1. iI5HbEEHE Facilities of the venue 5 4 3 2 1

2. 5B Decoration of the venue 3 4 3 2 1
B. THIZHE Administration arrangement

1. A% HE Admission arrangement 5 4 3 2 1

2 .1Z15% HE Reception arrangement 5 4 3 2 1

3. i %8k Seating arrangement 5 4 3 2 1

C.AZA Content
1. ZAMERPFRERE Duration of the event 5 4 3 B 1
2. B ATRIEZERZIL  Presentation format

a. #E'E £E (1043%8) Duration of each presentation (10 mins) 5 4 3 2 1
b. AEHFH Interesting 5 4 3 2 1

AEEMT Clarity 5 4 3 2 1
d. AAEEH Informative 5 4 3 2 1
e. RNAEMS| Attractiveness 5 4 3 2 1

3. IBFHIRBEE#MREHE Content & arrangement of program book
a. BZFIEEET Design & format

b. EFIREEH Informative 5 4 3 2 1

0}
IS
W
]
—_

D. A& RS E5E Atmosphere of the convention

1. B &2 Opening ceremony 5 4 3 2 1
2. R EE B MHB(REE Selection of My Favorite Presentation Team 5 4 3 2 1
E. S A FRVEERE M EF2E Overall satisfaction of this convention 5 4 3 2 1

F. R T EEE FREEHMILLIZHE Channel of knowing this convention
1. 3842 Invitation card [ 2. #88 Website [ 3. Btz Others (35511l Please state: )

G o EEE (W - WHAFEIRE ZHE)

Suggestion for improvement (e.g. expectation on the next convention)










