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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.

Vision — Enable win-win situation where all parties can benefit.

Method — 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
2010.

HOST ORGANIZERS OF THE QIES CONVENTION (1997 - 2011)
1997 Kowloon Canton Railway Corporation

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

2000 Synergis Management Services Limited
Hongkong Post

Fuji Xerox (Hong Kong) Limited

2003 The Hong Kong Jockey Club

MTR Corporation Limited

Electrical and Mechanical Services Department
2006 Vitasoy International Holdings Limited

PCCW Limited

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

Fuji Xerox (Hong Kong) Limited

The Hong Kong Jockey Club is honoured to host the 2011 Convention, the fifteen in the
series, while MTR Corporation will host the event in 2012.

Quality Improvement & Experience Sharing Convention 2011
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Programme Rundown

A= E# MASTER OF CEREMONY

»wuﬁ.ﬁm gm.o_o:.mxmsm_mwmnqi:%mxoﬂ;s_@_n_%
EEHA%LE Mr. AlexWong B82S MTR Corporation

3:50 PM = FEERR®

E BEEE =9 FT by Hong Kong Housing Society
RECEPTION .
A:0% Pl ERERARALF

145 P ABREEES (VS T by PCCW Limited
ADMISSION AND OPENING CEREMONY .
A6 PN EEREASERAR

m".__m_u_s.ﬁﬂtﬁ. E_._oaxaaumam%msn_z_w_sa;_._ii
: - OPENING SPEECH )
EEEREADEFRINRERAEEeEERT 4:20 pl EEFERESARAF
by Mrs. Mimi Cunningham """ " byTheHong Kong And China Gas Company Limited
Director of Human Resources and Sustainability, The Hong Kong Jockey Club
4:42 PV ERERE

2:30 FM Wdﬁcﬂmﬁw PRESENTATION EE— L s e

EEERSRLESHT B . \ E BEEY
Souvenir Presentation to Co-organizers by The Hong Kong Jockey Club VOTE CASTING

. fEEE HEIE
B 1EE PRESENTATION E PRIZE PRESENTATION

LEESERNRERBELCER .
Prize and Souvenir Presentation by The Hong Kong Jockey Club
2:40 PM FEWBEEEEAR =rr
nergis Management Services Limi -
) i ) E CLOSING SPEECH
2:59 PN EfpEREEERLR EEERE
by Vitasoy International Holdings Limited by The Hong Kong Jockey Club
; ELiEs (55) BRAT . TEER
306 PM o Xerox (tiong Kong) Limiled E TRANSFER CEREMONY
BENEERTHSTEEXR T B RS BEATNESm .
319 PM BEAE ] Convention _._n._mm_..m Transfer Ceremony and Speech by the Next Organizer,
by MTR Corporation MTR Corporation
iSRS = HERE
BREAK E mzuu.aﬂ—" PROGRAMME
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Keynote Speech by :
. r of Human Resources and Sustainabilit

Honourable guests and quality friends

On behalf of the organising committee, it is my pleasure to
welcome you all to the Quality Improvement and Experience
Sharing Convention 2011. The Hong Kong Jockey Club has
participated in this Convention since its second year in 1998,
and we were honoured to host it previously in 2003.

| should like to take this opportunity to extend my heartfelt
gratitude to the eight co-organisers for their support: Synergis
Management Services, Vitasoy International Holdings, Fuiji
Xerox Hong Kong, MTR Corporation, Hong Kong Housing
Society, PCCW, Hong Kong Broadband Network and The
Hong Kong and China Gas Company.

Our theme for this year's Convention is " Creating Value
through Quality”. This ties in very well with the Club's own
internal programme called “CONNECT", which we introduced
last year as a way of strengthening our service quality by
encouraging Club staff to connect with each other, and
with our many different stakeholders across Hong Kong.

Over the past century-and-a-quarter, the Jockey Club has
helped shape Hong Kong into the city it is today through its
not-for-profit business model, which combines the roles of
providing world-class sporting entertainment and returning
the proceeds to the community through charitable donations.
It has proved a consistently effective formula and is much
admired worldwide.

The Club Is a vital part of Hong Kong soclety in so many ways:
* wa entertain millions of people here and around the world.

* we take a _mmn__:w role in ensuring responsible gambling
by providing regulated betting channels and upholding the
highest values of integrity.

* we contribute significant tax revenues, which keep Hong
Kong's tax rates low and helps the city compete globally.

* we are one of the world's most prestigious and best-known
membership clubs.

 we are one of the city's largest employers, with nearly 27,000
full- and part-time staff.

* we return well over a billion dollars a year to the community,
helping hundreds of charities _m_.ww and small, and connecting
the Club with all different parts of society.

But now, more than ever before, the city is undergoing

dramatic change.

Take the Jockey Club as an example. Our customers now
have so much choice in their lives. From cinema to travel,
from karaoke to symphonies, from video games to casinos,
from dance clubs to shopping. We have to compete for their
time in the face of endless entertainment options.

Technology and the speed of life have also had huge impacts
too. Nowadays customers can be very demanding because
they can connect with each other and share information so
easily. Information about other entertainment options is just
a few clicks away — not to mention that online betting sites
are increasingly posing threats to the Club's business, along
with casinos in the neighborhood and illegal and offshore
bookmakers.

That's why we've introduced the CONNECT programme.
Through CONMNECT, we aim to encourage Club staff to
embrace o:m:ﬂmmﬂ in their competitive environment by
reinforcing long-lasting values while creating new ones. For
instance, we continue upholding the value of “Integrity”
to practise the highest standards of ethical behaviour and
processes, and we continue to put * Community” at the heart
of everything we do.

On the other hand, we've created a new value of “Customer-
centricity” to set new standards in how we connect with our
customers, and thereby ensure that we can offer them the
best and most innovative experiences in the leisure and
entertainment market.

New ideas have begun to pour in as a result of our better
understanding customers’ wants and needs, and new potential
has been unleashed to boost Club’s business. The Club's
presentation case today is a good example of how we made
a decision that came from strengthening our understanding of
the young professional set and developing an exclusive fun
place to enhance their racing experience.

By connecting better with each other through collaboration
and strong teamwork, and also by connecting better with our
customers and stakeholders by bringing them relevant and
recognisable value, we can ultimately provide better returns
for the Club. And thanks to our not-for-profit business model,
better returns for the Club translate into more returns to the
community.

In the last racing season, the Club's total charitable donations
set a new record of HK$1.62 billion. These donations are
supporting 114 diverse charitable and community projects,
and will ultimately benefit some five million Hong Kong people.
In other words, around seven out of every ten Hong Kong
residents benefit directly or indirectly from the charitable and
community services supported by the Club.

Since off-course betting was authorised 1973, the Club has
donated a staggering HK$28 billion to support charitable
and community projects. Furthermore, we have constantly
reviewed the nature of our donations over the years to reflect
changes in society and ensure that they are channelled to
the community's current needs in the best possible way,
in particular through timely initiatives to address specific
community challenges. With this value creation culture, we
can continually move forward in our thinking, and be ever
watchful of how we can contribute to the maximum and lasting
benefit of our current and future generations.

Today's Convention can provide a valuable platform for
different companies to share their experiences of implementing
passionate quality improvement projects. By learning from
each other, we can enhance the overall quality of what we give
back to society and encourage others to do the same. Let
us continue our journey of “Creating Value through Quality”
journey by committing to continuous improvement.

On behalf of The Hong Kong Jockey Club, let me express my
sincere appreciation once again to the organising committee,
co-organisers and all our distinguished guests for bringing
En_m_\mw convention to fruition — and, we hope, making it a
huge success.

Thank you !

Mrs. Mimi Cunningham
Director of Human Resources and Sustainability
The Hong Kong Jockey Club
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Organization Advisory Panel Panel of Judges
HEEEBKERAT m% S4 Mr. James Ma %ﬁ%ﬁﬂ%ﬁﬁmﬁ_’mﬂ Frankie Cheng

Synergis Management Services Limited

—RE

Senior Manager, Quality Assurance

Assistant Manager, Quality Assurance

DR EEER A _
Vitasoy International Holdings Limited

ELEH(FE)BRAH
Fuji Xerox (Hong Kong) Limited

REBELLE Mr. Man Cheung
EREHHTEE

Senior Operations Manager

RES/H Ms. ElizaNg
ADERAAEE

Director, Human Resources

ERSE  Mr. Kenny Lee
MeEEE

Senior Operations Manager

2|2 55/ME Ms. Katherine Lau
R EB R I RHEAPREE
General Manager, Corporate Quality & Sustainability

ABE N BE3a%%E Mr. William Chan EIf#5E4 Mr. Weller Chan
MTR Corporati AN BRBE AR — TR
DIpOLaHAT Human Resources Director Planning Manager, Engineering
@ BEERWSE Mr. Jacky | AERIAE Mr. Peter Kuk
EEEREGHE P eI R TreE
Hong Kong Housing Society Director, Property Management Head of Corporate Communications
¥ = BRALFT 54 Mr. Tom Chan BRE ML Mr. Peter Chan
il BAEFER EFeGE BAEPEH B ORTELS SRR
fuie Managing Director, Consumer Group Senior Vice President, Call Center & Retail, Consumer Group
= BEZELE Mr. Henry Yeun ZYZEH/E Ms. vy Lau
BERAMBEMAA - ey 7N T T
Hong Kong Broadband Network Limited ‘Associate Director - Network Development Director, Talent Engagement
ERDERRERAT FDHFLE Mr. Simon Ngo M & ME Ms. Susanna Shen

The Hong Kong and China Gas Company
Limited

WiEE — RE
General Manager - Network

ERR R

Head - Information Technology

EERSFE
The Hong Kong Jockey Club

BISE/ME  Ms. Iris Cheng
BRMASEE (RRASEI)
Executive Manager, Human Resources
(Corporate People Development)

i Mr. Andy P
BT g

Human Resources Manager ( Services)
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Organizing Committee

ZSE CHEIEn

ERESY
The Hong Kong Jockey Club

B8/ 8 Ms. Iris Cheng

| A Memvers 4

MEEEEEERAF AE AT EERRAKERAT

Synergis Management Services Limited | MTR Corporation Hong Kong Broadband Network Limited
BYEEE A AIEARK S REFLEE BIRA 4 BEREE BRREE Ig@E
Mr. Frankie Cheng Ms. Stephanie Tam Mr. Charles Ho Mr. Daniel Fung Mr. George Fung | Mr. Henry Yeung  Mr. Kenny Yeung Ms. Zoe Wong
HEDERRERRAFE EEEEH® ERTEERERAH

Vitasoy International Holdings Limited | Hong Kong Housing Society The Hong Kong and China Gas Company Limited
RERNE BuEEE ERGEE AR NE ERMNE B /NE EARE

Ms. Kitty Leung Mr. M.C. Mok Mr. Romulus Wong Ms. Alice Ho Ms. ShannonWong | Ms. Noel Lau Ms. Eva Tong
ELER(EFE)ERAH BABNERAT EEESE

Fuji Xerox (Hong Kong) Limited PCCW Limited The Hong Kong Jockey Club

fRAEEEE EER/E EpRERT/ A BRAEEEE SrkNE

Mr. Henry Chan Ms. Kerri Wong Ms. Venus Cheng Mr. Takki Chan Ms. Gloria Kam
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Armor Robocorr
@
@ EBEER
Al Background of the team
MEER AN Team Tai Wo Circle
i A8 20020H1A8 Date of formation 1% September 2002
FREB 3PP AFE Composition Tai Wo Estate
BER mEEE Team facilitator Ivan Cheung
W& PR Team leader Alan Chan
hABR vk Team members BenWong
BB E Jimmy Cheng
RiiE Hang Leung
| Jacky Yeung
EEF Anderson Lo
FHE Daniel Yu
RuE Marco Leung
Ve S Daisy Leung
RIEF Grace Tsui
BIE1E Victor Lau
mEE Kenny Lo
H=EE Mok Wai Keung -
RIKE Leung Siu Kei % AN B e
Tai Wo Circle
= X
-_ H .. Background of the project

AMPRIBOFEHRNOHEY - THHBOEKXE - H1999F M « ZHHS
BEEEHESHENS | ARHEREN - TEX - SEXIHEREEIAEE
K- SEASHEBEELRE  EREEASSEM - Bl - AMERHREET
[AFEROER | - SEIS1MIART AER A 0ieE | WETN  FERET
BEmES BREEIEHERE - EEHTERRENESENEREHEE - F

EERHARFENERE -

IR R
Cause of the problem

« SHMRAANE  WEBEE -

o EETAR A FHHEE - LURISRERR -

s ERHARFAEELERE -

Developed in 1989, Tai Wo Estate is a public housing estate consisting of 9 blocks.
Some units have been sold to tenants under the “Tenants Purchase Scheme”since 1999.
During springtime, the estate lobby floor usually gets slippery due to the humid weather
and poses potential danger to residents. Tai Wo Circle therefore designed and produced
a movable signage called "Armor Robocon” with a built-in sound sensor and a floor dryer.

It is a 3-in-1 design which alerts residents of the slippery floor by both text and sound
while keeping the floor dry at the same time.

* The floor gets slippery due to humid weather.
* More manpower is required for mopping the floor.
* Residents are unaware of the slippery floor.




TR EEME TEYE [ AR ER B |
The "Armor Robocon” was produced by our
technical department

[@FREm B | SMNEREET [/UiE | ET
A warning sign of "Caution! Slippery Floor” is shown
in each side of the machine

R

Solution

s TEHHEAT @F S RE | - BLUEEAHETEE * The "Armor Robocon” was designed and produced by our technical department.

s HEFIRIBABEEERSEESF  RENERSEEREELERSE - * |t is made of aluminium with a built-in sound sensor and a dryer.

o I [ HFEE/ BE | R¥ELEDE - AERLEM - * An LED lamp is installed for night time use.

o [ EFEEVBE | SEEEL [ ihE | EF - REEESEIE - & A warning sign of “Caution! Slippery Floor” is shown in each side of the machine to

keep residents informed.

R R it

Achievement & benefit

[HFEEIEE |EEHIERM- * The "Armor Robocon’ is practical and good looking.

s HLBERET TEMEE - * Reduce work injury case of the cleaners.

s EIEAF - BEAANE - * Save manpower and increase cost efficiency.

RARNEEEER ARHERS - » Uplift management quality and corporate image.

s AETRHZRRENIERS  2EEBLRE - * Boost staff morale by providing a safe and healthy working environment.

t & Experience Sharing Convention 2011




R AT LY i)

Vitasoy ga@ﬁnaﬁcﬁﬂ_ Holdings F:B;m&

®
B HEFHT
Compressed air boosting device
@
= = [~
& Bfss=
'.l Background of the team
DHEER SEED Team Lemon Power
i A# 20114818 Date of formation 1% April 2011
FRB PP S£ELN R IR Composition Production Department &
Engineering Department
BER b= Team facilitator Ken Mok
HE s Team leader M.S. Yau
DR fic Team members C.F. Pang
HE® K.K. Yip
vt C.K. Wong
et K.W. Sham
i K.S.Lam

B EERS
._ -_ I_  Background of the project

RETHFEEEES  LRSLTNEEHERR MEWISESR - £2010F [ Vitasoy keeps on her strategic development in expending the production capacity in

RHEMTEENEFRREROETRINE - SEHRNERFHWERABEEERE  order to fulfill the market demand. In 2010, new production line started commercial

ERERETELAR - production. Everyone involved at this production line worked hard to improve the
machine performance.

FRERE
@ Cause of the problem

«HERESENTEEE  TEEGEURSHARMSER  BAEREE  ©FEX  »The new and existing production line is & floors apart, due to such long distance

AR FEIETES SRR R - product is wasted during at the starting and ending of production.
CHETENEERBENASSEAES  SETECHBEEIREAES - * Systern cleaning is require between each lot, however unable to drain out the water
* HEEAHNEBEERASKEERR  BINTERNER - before production.

* The mix-phase need to undergo waste water treatment which creating another kinds of
waste.




‘ [EHRE AEffEREERENRERES A
"Compressed air boosting device” compose of Food
grade filter and a blowing valve

ARARS |
Food Grade Filter —

BRI R

© Solution
: CAEFTHTEETEMRIHEERG  AARDEEESTEAR MK  » Design the "Compressed air boosting device” in order to empty the production system.
o BEREARERAZW - * Select suitable filtering system so as to meet GMP requirement.

« BIBESENBENE  BREENFRGHNREEZFEEERENER - * Establish standard operation procedure for control and monitoring.
T RS RBNREEREFESF - BERE -

4 RIS

um=d Achievement & benefit

u
= EENS: UINEENE PHEREETHINARE0008H  FHEEHEEESE  Economic benefit  : On average, saving 1,000 liter product on each lot of production.
ERAE Environment benefit : Save 8,000 liter water and reduce 10,400 liter waste water, at the
BENE: SHHFEHKE 8 0008H; F S KEESE104008H BSKERFA same time save those chemical consumed in waste water treatment.
- LR - Leaming in team : Encourage sense of achievement and inter-department
98 SRRSHHAESHRHEXER - AETLURTEHESEE - LH communication.

B RETEMES-

Quality Improvement & Experience Sharing Convention 2011 \ \




A%«wvﬁ B A ) FUJI Xerox @)

Fuji NmHoH Amcunm Kong) Limited

@
=
® HERER
ke Background of the team
hEEE BRE Team Go Green
R B nowom&m Ww_mn_w Date of formation 1% April 2010 :
FREBEDFT EFIRERE & Composition Customer Services & Support { ey
BER RE#R Team facilitator WM Chow FUI xero v,
W& Ert—2- Team leader Wendy Shea
DEBRR PRERIE Team members KK Chan
pEES James Chan
EEE Matthew Wong
xE4E Martin Man
wEH Thomas Chang
B Ben Wong
=0 Tommy Li
BT Rockie Yeung
PR KM Leung

S REN i
® m m Background of the project

E+iEH(ELS —ERAEABREATHERENESSEE  HHEHFEL [ EFEL  Being a"Good Company”, Fuji Xerox Hong Kong commit to the realization of a sustainable
% | HAPES - FAXFNEOXE  BARSESEMAEEEADWERES  envionment. As taking the Green leadership role in the industry, a dedicated team is

MERF  TEERANREENFSEERERRER - assigned to manage the entire used item collection process locally before shipping to FX
RMNEEMEFEETERMNESCETNRAE it BANALRERE]  integrated recycling system in Thailand for re-manufacturing.
i PR AR AR AR NI ES BRI NEE - QOur customers are highly appreciated with our Green commitment, and hence, our

project team is set up for enhancing the collection process with better customer
collaboration to make our world better.

O fEEE R A
@ Cause of the problem

AR BERCERRBEY S RBISEN  LTERESESNES: Since used item collection process involves various parties, the following area needs to
« EEPHAERNBBEUBERBBER - be focus:

« BENEWEES FEEBRFEEFNESR EEREFHRTE - * Without specific location in customer site for keeping used item is available.
«BEEERGERERREY - DARFEENEREHEERIGEE - * Current collection process may not capable to cope with all customer requirements that

may cause inconvenience to the customers
* Current tracking system is not capable to contain sufficient information and to update in
timely manner, which hinder to monitor the collection status.




REFARBRERS - b ERR Rk BB

EREAR

WhEESREEE ANRLEAWEUERER

Our delivery crew will collect used items from customers daily

R E

Solution

FXHK staff is capturing retumn record of used items
via bar code scanning

‘p

BE/REHETHREEWEEERE Al
HER

FXHK Collection Bex is used to consolidate
used items in customer site for easy collection

« AEFRHEENE  EREEER -

o (EREER - LI SBET FNEWREER -

* FE RIS RARIE DM L - RS0/ MUl Bl B 1R M7 A9 2R RRLE -

.Wmmummxﬁ s L E AR R RN O E - AR EEERELERD

AT ESEBERMANBERE - ZHMRERI TEMETHEEEN - LRR
BESTIRME — BV ARAS K -

R RN
Achievement & benefit

* Collection Box is offered to customers for consolidating used items for easy collection.

* Under process re-engineering, the collection process could cater various customer
preference on collection schedule.

* Applying a new bar code system, any used item is able to be identified in order to
improve the inventory accuracy.

= With the system enhancement, the part consumption can be recorded accurately,
which helps to develop the various customized reports for checking the collection
status in various perspectives.

* To further promote our Green commitment, our delivery crews and engineers are
trained to ensure the proper work practice and service level to every customer visit.

EBARTEEMASE  OREERSEMY%  UTRAELTREET S NGRS
HE TR -

» RIB2010F B F AT - £ [ BWRHMARIE] A [ ElceE | 88 RS
1B « EF T AWEE L HENEWER - FraEWNEHSESBEE TR
UREENGEEES L - AUEREERELEENIEENE S -

* We demonstrate FXHK Green leadership and commitment in the market. After the
deployment of various solutions, the overall collection rate is improved to 94%.

* Achieve Number 1 Ranking in “Arrangement and Service during the Collection” and
"“Speed of Collection” in Competitor Benchmarking Survey in 2010. Customers are
satisfied with FXHK' s services in used items collection. All our collected used items
will be returned to Fuji Xerox Eco Manufacturing Plant in Thailand which can reduce
the number of landfill in Hong Kong.
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Efficiency Improvement of Site Handover

2

ERR =

Background of the team
DEER UCC + tthiifE Team UCC Land Delivery Circle
ard=} ] 2010648 Date of formation April 2010

FREEERPY ITEEEHLEHEEIEE Composition
EARHE RIS
RBER T Team facilitator William Lam
HE SEW Team leader David Ng
BEH Kelvin So
DEBR E=hE Team members Claudie Keung
HEE Sam Chan
E i WH Lu
Yk Tony Yip
RiFEE Desmond Ng
Bl Henry Lau
pid )i Stanley Yau
Bsk Michael Yim
s tE Joanne Kwok

ERH
Background of the project

ERRTESE  ITETERAZNGEARSEEYABRSEHMRLARE
ML ETERMSETEERETRE - EEETERM® BT E
BEBERELHEFROASEEAS - — AT HEREREESOMAS S
(AHERTFERRERTAEE ) - AOEEMBSSRRENETAANE
HEBLURE T RIEAUR R BB R o

arlades
Cause of the problem

Land Administration Team of Projects
Management Office and Information
Technology Services Department

AEBEEUCC THFEREME
MTR WIT UCC Land Delivery Circle members

In the course of railway projects, the Land Administration Team of Projects Management
Office is responsible to obtain sites from various HKSAR government departments or
private landlords for the contractors to enable their respective construction works. Upon
the completion of the construction, the Land Team is also responsible to handover
those sites back to the owners or maintenance parties. A site handover process usually
involves at least 2 meetings ( Pre-handover and Handover) . All concerned parties will
be invited to the pre-handover meeting to review the site conditions and confirm the
handover arrangement.

< E LT F TERES - EEREETEARNEIERT X, AMABTHRIEE
BHMETERRE -

o BB ENAGE AR TIEAS RSN AR AMENEHEERE - &
WWM%WW&W%HQ&%@H « AR TAE ABE LT REMi S0 - EEMRR

..WW%M&%H&&&  BECHESNEETRAEMEE  FHSSIBEAHN

* Prior to the site handovers, a great deal of preparation work is required such as on-site
photo-taking and groundwork.

* In case of dispute, on-site staff may not be able to resolve the issues and some
decisions may not be made immediately. They normally need to get back to offices and
seek advice from their senior managers. This may require travelling between the sites
and offices several times before the dispute is resolved.

* The disputes usually cause delay in site handovers, hence, affecting the overall project
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HBETEASEE [ BESEARBEESETE | ARfERER
HISHRER  DUEHRTRER

Onr-site staff report to senior managers via UCC the situation at
the site for discussion and exchange of opinions

BREEGETIREEER  SARABERNSTL
AT

Senior manager provides instant support and comments
to on-site staff for more efficient site handovers

R

© ~ Solution
FRESLTBRHN [ BSBEARBRISEES (UCC) | HiTHETEEHRHBE®E  The Unified Communication and Collaboration (UCC) technology was deployed to
MNHsE - EEFARH - BEHSERNER  BRCEANEREEMATATLT  support real-time video conferencing and document sharing. The UCC enables on-site
PEASETEIEEE - THE4MR  RAEAZRBELBHHRE WA KAEE  staff to communicate with senior managers in the office, minimising the travelling time
TRTENEAER - and expenses during the process of site handovers.

FRSR =

Achievement & benefit

o DO Rt it T A Al &5 o * Faster process in resolving disputes. .

* BRI THERRE RIAREE T 63% » * The time spent on pre-handover meeting preparation has been reduced by 63%.
s BHEAE A SN TIERBEERA T 42% * The overall job satisfaction level of on-site staff has increased by 42%.

xperience Sharing Convention 2011 7 .w
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HONG KONG
HOUSING SOCIETY
. . 3 m
Hong Kong Housing Society e
s J
2 J
= =
@ ERER
A#) Background of the team

DEER RiEYmEiSE—E Team Lakeside & TMHC Circle

=t ] 20074 Date of formation 2007

FRB &P BIETEEEEE/ Composition Lakeside Garden Management Office /
HEESTHEE Tui Min Hoi Chuen Estate Office

RER BEE Team facilitator Chan Wai Lin

HE =i Team leader Choi Shi Ki

DERR B E Team members Chan Siu Yuk
ek A Yuen Wing Kit
S Kwok Wai Yee
=30 Choy Ching Lai
RE\E Leung Tak Chi ; . = —
BT Shek Pat Chai - — :
AetE Chow Kin Hang /\\\‘ B —E
SRP Lau Mo Ping Lakeside & TMHC Circle
fAEE Ho Hing Kit
-t Yuen Chi Keung

— = =
| R’ERE®
% = & Background of the project
—a— BNEETEIREREANTEELITH—  TEEEEETTITE/YH - FH At present, tradesmen's toolboxes in different estates are not standardized and do
Bl By BIEESREARETHEEIEY SEESTRIABEEIEN  not have label indication. In addition, it is inconvenient and time-consuming for the
PHEETE TS - EEERRTE - UL BETEYEMNER  EFEAMRE  tradesmen to bring their complete toolbox and the servicing materials to different

—EEAHTITREAMTREEIAMIEEENNIAES L ABITEBTES  work locations. Taking consideration of the advantages of 5S and the safety principle,
SEENEB > LIRARSEENSE. Lakeside & TMHC Circle designed a well-labeled and well-organized “tool-bag”, named

55 Safety Bag to improve work efficiency and effectiveness.
=]
e E
@ Cause of the problem

 EM—AERETER RN TEE « JEXENR - * |t is time-consuming to get ready a toolbox with complate set of necessary tools and
S EERN T AR THR—  THEFRET LA  BE I EEREEFH materials.
78R BENTEAHBERT BIEE - * Tools and materials inside a toolbox is in different standard and with no clear labeling.

It sometimes happens that tradesman hasn't brought along with essential tools and
materials.
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Solution
EEEEBREIET RSN TANE, — R RRES THELNEEEEER

ik o
.Wﬁ%&&%ﬂﬁﬂﬁﬂfﬁ%%HﬁN&W#ﬁﬁ$H?$¥H@WW3H

BRI E
Achievement & benefit
- BEWISRER > ARSE—ExHNTAR

o BN - HERE - (= -
* ETRTMEES TFEEZE R AREEME -

* Emphasis is laid by the Hong Kong Housing Society by providing a safe and efficient
waorking environment for its employee. Work safety and 5-S have been accorded.
* Quality Enhancement Team (QET), aiming at improving workflow, is formed by estate

staff with main focus on efficiency and work safety.

* Time-saving to prepare a complete toolbox with clear labeling.

* Neat outlook and easy for user to carry.

* Work safety and 5

S in place at various work locations.
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PCCW Limited BR ==z

@
== =1
® HES=
) Background of the team
PEER (& | B8 H Team Sensation Experience Force
I A 2011€E3H818 Date of formation 1% March 2011
FRR &8P ENEMNMEAEFSE® — Composition Call Center Sales,
TEIEEM PO Consumer Group, PCCW
RER BEEE Team facilitator Mike Yip
HE AR Team leader Kelvin Ho
PERR FEREH Team members  Laurie Liu
=Y Vincent Wong
g Chun Lau
Egich Alex Hui
SRR Ryan Kwok
mERE Kent Lai
PR Dan Chan
ShisE Ho Kwok

[F | BEEEHEE

EER R
= Members of Sensation Experience Power

< = = Background of the project
ENEMERA—RERFERETIESEEHSCESENME » 083 h THizk  As an organization dedicated to prestigious service and social responsibility, PCCW is

ERPNE  LHEBFRAEFFHEE PIEMR GRS E e - committed to continuously improving its overall efficiency and effectiveness with focus
EERTINEETIEEMAH ANAEBHEFH T REMMAMBEAREE + B on enhancing its interaction with customers and service delivery.
BRIEHZAUVHBLES - AEFRBEBER O R - Given that multifarious tablets are in-vogue together with customers' limited

understanding about the products and their applications, PCCW has introduced
a comprehensive teaching platform to offer support to customers, giving them an
unprecedented experience with tablets and hence benefiting the whole community.

[l e R EE

Cause of the problem
o TREFIHEMRFATE » STHERAFAE - * Insufficient knowledge and understanding about tablets.
e MEHRSNERES—HER  FEZEBHEEFHM - = Incomprehensive knowledge about new and complicated applications.

s EFMEEREER - REESDIERE - = Absence of instant support in case there is any query on products.
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REFRESRETGCNES

A happy team delivers prestigious service to customers

AR
Solution

«EFRABAREFRE-UENE - DASHEEERRENEEAE  IRTREE
2B e0fEPY T INE R E X PR ERARIE ) FEARE - WELHANE
PRERL - 35 REEHMN T RERERRERE -
« BHh EEFHERESE  EAMBRMNEEERED  HHRGEFEERERE
MR RANENE HEFBUBHREINEE -

BRI

Achievement & benefit

*EREHREAETREFEE - RESXEARTE  BREFHTHREMMNE
B AARSEFBRRAEE BRETABEH -

« ZEIRR DM NERNERE  ESEEAHTEEESH  AXEAEM
HTRERNBARER -

* EMAMEHAAMRISRNSHFIRER  UBREFNEE  RHERETE
ARAREMBEERE R -

3 i

‘D

iy

=g M Creating yalue through

EFRBTLERRERE BREFT BN TIRERENIER BIERM
Tablet Workshop at PCCW Customer Service Center offers customer a
platform to understand and fully utilize the functions of tablets

* PCCW is committed to providing comprehensive customer services, ranging
from frontline selling to after-sale customer care. In addition to professional
Tablet Ambassadors at over 60 shops across Hong Kong, PCCW also launches
unprecedented free tablet workshops at all Customer Service Centers to offer
operational knowledge and application support to customers.

* PCCW also makes use of its innovative products to provide remote live video teaching
and answer enquiries, which enhance service efficiency and quality.

* Tablet Ambassadors offer professional advice and product demonstration to meet
individual customer needs, which will remove their concerns towards tablets and
greatly enhance the customer experience. As a result, the turnover will highly
proliferate.

* Hundreds of customers highly appreciate the tablet workshops being offered in
Customers Service Centers, which had enhanced their understanding about tablets.

* PCCW offers a wide range of tablets, from basic to high-end, to cater different needs of
customers from all walks of life and to promote Hong Kong as the ICT hub.
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Hong Kong Broadband Network Limited e = 8

BESARBAND HETHSER

E BB R IE 3R e L i/
Smart & Simple Software for Tackiing infernet
Access Problems . J——

o Background of the team

DEER BHEELA B2 Team Technology as People-oriented
I A 2011545208 Date of formation 20™ April 2011
[ ] EFRaREER Composition Customer Engagement Team
RER BREEEE Team facilitator Kenny Yeung
HE b Team leader Ming Chung
hERR LA EE Team members  Fatas Leung

Himsk Kim Kam

ﬂ\\‘ B U ART
Technology as people-oriented

m EEER .
Background of the project

o EEEEREISEAL I NES RTATETREMTSZBR2MNSEHEEMEM  Having the persuasion of "Service with Heart” , Hong Kong Broadband Network
B EHHEAEFRBEEE - BMAEFET —BEEHREESEEZFRABME  have not only provided stable and ultra high speed broadband services to Hong
# BREIES T REE NG RSEN LARTREES FIRETASRENT  Kong residents, and at the same time boosting the quality of Customer Services. We
YRR - help customers to tackle simple problems on internet access disability simply by a
self-developed software which automatically checks and restores the PC's internet

connection settings. It also improves colleagues’ work efficiency.

@ R

Cause of the problem
« EEHSMRETRESEASFRARTEZENRELER - s Customers are not familiar with computer operations which lengthens technical
- BESERAER  BREAENEREELPSRE  WEASREIER - assistance calls duration.

* Customners request maintenance due to complication which also increases frontline
colleagues’ workload.

24 Guaityimprovemert A E e r e
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Self-repairing tool helps shortens
technical support calls

Briinat B
@ @ @.@

o TR TN F B DM, D RO R
] 558
o AR R T R I R R

[—2= | EXEErFElaEnE
E{sE

One-click tool checks and restores
010 EEETEMES ML REIE — customer PC's internet settings
CTI Group WIT Contest 2011 ==

BRI E

@ Solution
« AR —{EH 2B LENEE |MER - * Develop a "self-help troubleshooting” software.

EBTRAEHES TRIAMBEMEEABRE HEREHZEREFERL - * Allow download from HKBN website or installed at customers' PC during services

sHEFTAU —E#F | BERSESRREMHE - installation or maintenance.
* Checking and restoring of computer setting can be done by just a single-click.

«4h R[S

um=d Achievement & benefit

o St RERERESERST - EERBEE - * Enhance Quality of Service by simplifying entire process on check-up and repairing.
cHAESREEARGEEERITEERE  BESEFRELEE - * Enhance Quality of Customer Service by reducing customer enquiry calls and shorten
call times on technical support assistance.

* FBRAS T A 8 HEVA S - RS A EPIM TEME -
* Reduce no. of on-site visits by our service technicians and hence raise work efficiency.

ment & Experience Sharing Convention 2011 =
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Prevent Worsening of Corroded Risers

@
E5 =k
® BRER
Sl Background of the team
L DEBR EEER Team Riser-Kill Corrosions
Hiir A 20103818 Date of formation 1% March 2010
FRER &8P EF g Composition Customer Maintenance Department
EER s Team facilitator David Tang
HE PREELE Team leader Queenie Chan
hERR EHE ‘Team members  Alan Wong
BEE Kenny Yeung
PR Chan Chi Shing
HFe Kwok Tsz Cheuk
2R Rio Tam

| R#EER

— [RS8 | MaRe

Team members of "Riser-Kill Corrosions”

3 Background of the project

0 T HE2010F  RE20% MY EEHREE  SARENLSHEEHHEE - 218
ENEBT L AASELY EERAEHNLEOHEE - 2L ANRERS
3 ERAERE - 120005 - J68 M ARHENTRALE (WRFA) BRH=
REMFNEHTEEES kS BT A -

Cause of the problem

Up to year 2010, only 20% of Towngas installed pipes were pre-coated pipes. For the
non-pre-coated pipes, some are facing corrosion problems. These pipes are suggested

‘to be replaced with the new pre-coated pipes whenever corrosion is found. However,
‘this induces a great replacement cost for Towngas. In year 2009, 368 company-owned

podium risers with class-3 or class-4 corrosion were replaced and the replacement cost
was about HK$1.5M.

MR E
©

s HEXENE - SIHEEHAREE -
« B\H B RENEEL FEHMERE o

Quality Improvement & Experience Sharing Convention 2011

* The humid weather in Hong Kong creates various corrosion problems.
* 80% of installed risers are not pre-coated pipes.




EffzTE
Corroded Riser before treatment

BERAEE
Solution
o FRA—EATLAMEIE S SEE - BRESESEL  PHIEE—S8 -

R RN

Achievement & benefit

cHELTANEETENER  SFHENEE—FOt+ERT -
CHLERUETE URIHEFHEE -

* LIS RIBM AE A E -

CBULARTNEERER -

REEFREE -
o B ZETEEMNRERAEBRAEREEAT AR - FERERE -

EEFE TR

2 FiEEESEnRRENLE

Riser applied with a rust-preventive coatin

* Stop the corroded riser from further corrosions by applying a rust-preventive coating on
the corroded risers.

* Save up to HK$1.4M each year from material cost and labor cost.

* Eliminate replacement work, minimize disturbance to customer.

* Maintain riser pipes healthiness in a quick and simple way.

* Promote company safety image.

* Increase customer satisfaction.

* Enhance environmental benefit by reducing pipes wastage and energy used for
transportation and recycling of abandoned pipes.
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Background of the team
DHEER HEEE Team Happy Circle
o ardzl | 20084 Date of formation 2008
FREBERPY MRS Composition On-course Betting,
EEREE TS Catering and Marketing
RBER =flE Team facilitator Joseph Lee
33 BRI Team leader Takki Chan
PHEBRR SEE Team members  Kelvin Lo
B Jovi Yan
TE" Jacqueline Yuen
2895 Iris Lui
AR 4 Gary Kwan
X Man Ho
FEEE Fiony Tong

R
Background of the project

EEREENRSEMIFATHIE BRI EROEE  MRE R REM

IR AR IRRGRE AT - T RSN -

SHSH EEARAESHMBAKNER  BRTEY  REBEHETERE

EEBD  GINERES AEMBNERELE - At IABESERNEANE

E TARAESHEA  BRARTSE—AEENLE; tHFRREHREE

M%WN%N&H+& AR EREES ENEENESERAINNREMARS S
=

FRERE
Cause of the problem

The Hong Kong Jockey Club

R

Happy Circle

The Hong Kong Jockey Club’s racing business is facing challenges from offshore and
illegal betting, as well as fierce competition from other entertainment businesses like the
casinos in Macau and other nearby gaming resorts in Asia.

The people of Hong Kong are spoilt with many leisure and entertainment options.
Survey results indicate that the Club's customers are changing their lifestyle pattemns.
For example, more people are going online during their leisure time. Retaining existing
customers and attracting newcomers to racing is a key challenge for the Club, especially
younger customers who are critical to the long-term sustainability of the sport. Reaching
this segment requires innovative channels and programmes.

cFHE-RERIATRASEEATES -
o FE—RERTHERERE  BAASESE—Lag RE TEENEE -
« BRHBWEETRE  REETEERE MR RS2 -

Quality Improvement & Experience Shari

* The younger generations tend to associate racecourses purely with betting entertainment.

* The younger generation generally have long working hours and tend to opt for
entertainment options that provide relaxation and social networking opportunities.

* Unlike casino games, horse racing is an intellectually challenging game of skill that
requires customers to spend time and effort studying the statistics.
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EHEME%JHW%MM%M sBEETBEEER
The atmosphere of the crowd reaches climax through a
variety of top performances at the Beer Garden

R

Solution

RIBHE - miEE

cATEESESINNS  SeOSUMESNATEESRY T BEE - BEK
BISER A0 R -

s WEEME A TER  REHRTS - AEEREEEEMNERE  ARERE
WETERANRESR -

s SETHRSHRMENTE - SRBEMR— BT AR -

« BWSH  BALMIEESEESENG -

s BTREREEMN  BERHASEFEEEAAFENESRIVENEAREE
BERYRRT -

RIS
Achievement & benefit

WEEES S EENERE ' EASHNAE -

BAEE

s BMEASTEL  BIREENEBEE -

BV EFI 2 E MY EAE R o

EERR ;

o EiBR Y —ERTAEEE AT - NEEBEAEBNFLE  RFEEEALAE -
RSN RS AR KWEE -

RENE

s BENE  BREMSEN+HUTEENASR A TEHS 2=+ + BHRS
HEERTFERTRET RAMSHMNT &E -
RBAFEASAHBBEIZ=1 -
RESENEBOEDR THIRDRE - MR -

* BEEEE R SE AL RERE
R AR

& The Beer Garden has become a
i hot spot for locals and tourists

The Beer Garden initiatives

* With the aim of enhancing the racing experierice and atmosphere at Happy Valley
Racecourse, an area located next to the turf track on the public forecourt has been set
aside as a"Beer Garden” where draught beer and matching food are served.

* Surrounded by illuminated flower boxes, the Beer Garden has been set up with cocktail
tables and carpetted with artificial lawn that gives an alluring ambience, especially
during night meetings at the racecourse. It offers a similar atmosphere to Lan Kwai
Fong, where customers can gather and socialise with each other.

* Special performances and programmes are offered at the Beer Garden from time to
time, making it a trendy entertainment hotspot.

* Popular drinks at reasonable prices are available throughout the race meeting.

* Customer Relations Ambassadors are assigned to offer help to new customers who
are not familiar with horse racing and betting, and race commentaries are broadcasted
in the Garden.

The project has created a multiple-win solution as follows:

Individual benefits

* Enhanced staff members' confidence in helping the Club achieve its business objectives

» Developed the cross-functional team's spirit of collaboration.

Customer Benefits

= Created a new racing experience for the young professionals and enhanced their
satisfaction, by providing an exclusive fun place for them to socialise with friends and
other people from around the world.

HKJC Benefits

» Created a nightlife preference for young customers for race meetings held at the Happy
Valley Racecourse as indicated by a 25% rise in customers below the age of 40 over the
past 8 years

* An improvement on the Happy Valley racecourse attendance by over 30 %.

» Strengthened the Club’s growth and sustainability for the benefits of the Hong Kong
people atlarge.
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Master of Ceremony

FEEERLHAE

Refreshment for VIP
RERE

Reception and Guest Escorts

BEREE

Photography and Video Shooting
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Walkie-Talkie Support
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Company Representatives for
Quality Activities

$EEEREERLT TP sweraiswe AEMDEBEERRAR DD =t (=8)ARAT FUJI XErox @)
Synergis Management Services Limited Vitasoy International Holdings Limited Fuiji Xerox (Hong Kong) Limited

BB (R 4 107- 1003557 B F 0 FAE FREMRES 5 HFEMREATHPOE =S FESF

5/F, Hsin _U—._Q.._ﬂ Center, 107-109, Wai Yip Strest, Kwun Tong, Kowloon. 1 Kin Wong Street, Tuen Mun, New Territories. 8/F, O_EU_NNN 3, 14 Taikoo Wan Road, D_._N_.J___ Bay, Hong Kong
Es...i.w._.__:o_.wmmbci. :r. : : www.vitasoy.com www.fujixerox.com.hk

gt Tel: 2579 8095 RERE Tel: 2468 9366 [ ey 3 Tel: 2513 2338

Mr. Frankie Cheng frankie.cheng@synergis.com.hk Ms. Kitty Leung lIkitty.leung@vitasoy.com Mr. Henry Chan FXHK kaizen@hkg.fujixerox.com

FHA 7 mw MTR “FEee e noakows  EHIBAIARAT = -- POCW"
MTR Corporation Hong Kong Housing Society ENRAN PCCW Limited BHEA
EENESEERS SIS EBEAURM TR ERH 212 FEMABASHERRR L2312

MTR Headquarters Building, Telford Plaza, Kowloon Bay, Hong Kong 2/F Dragon Centre, 23 Wun Sha Street, Tai Hang, Hong Kong. 23/F PCCW Tower, Taikoo Place, Quarry Bay, Hong Kong
www.mtr.com. hk www.hkhs.com WWW.PCCW.Com

BEFEE Tel: 2093 3986 BRERE Tel: 2839 7888 55 T Tel: 2888 3583

Mr. Daniel Fung dfung@mtr.com.hk Mr. Romulus Wong  romulus@hkhs.com Ms. Venus Cheng  venus.ns.cheng@pcow.com
EREEERER AT &t EEeEREsRAE QEr. =u=ses pawne
Hong Kong Broadband Network Limited .1..._."_.._.%% The Hong Kong And China Gas Company Limited  The Hong Kong Jockey Club

¥ RS HRE A 185 TR 12- 1642 BRI AEEEIGRK ST RS T ESREERNAR EEESEAE 1R

12-16/F, Trans Asia Centre, 18 Kin Hong Street, Kwai Chung, New Tenitories.  TEA — CT Office, 18/F, 363 Java Road, North Point, Hong Kong. One Sports Road, Happy Valley, Hong Kong.
www.ctigroup.com.hk www towngas.com www.hkjc.com

EEAME Tel: 3145 5743 Bz e Tel: 2963 2937 BEEEE Tel: 2966 8422

Ms. Zoe Wong zoewong@hkbn.com.hk Ms. Noel Lau noel.lau@towngas.com Mr. Takki Chan takki.cf.chan@hkjc.org.hk

Quality Improvement & Experience Sharing Convention 2011 N vd




AR I

Calendar

[ January  (SNSSEEENN February 4

Sun Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sat

1 2 3 4 5 6 7 1 2 3 4 1 2 3 1 2 3 4 5 6 7
®E @A Wt - +=  4E 40 O an @t 4= +— = 4= RWE +F DRERE +

8 9 10 11 12 13 14 5 6 7 8 9 10 N1 4 5 6 7 8 9 10 8 9 10 11 12 13 14
+E  +x +t A+ =+ - B +E +x +t +A +h =+ += WB B +E  +x t+t A N mEEEE =+ #—  H= H#= Hm
15 16 17 18 19 20 21 12 13 14 15 16 17 18 11 12 13 14 15 16 17 15 16 17 18 19 20 21
#=  #= #Bm  HE  H#x AE HA H-  #= HZ  #B  HE s H#E tho =t #=  #= #=  H#HB  #E H#E  #k #E HA #h MWW ©A
22 23 24 25 26 27 28 19 20 21 22 23 24 25 18 19 20 21 22 23 24 22 23 24 25 26 27 28
th EA #= @z A@ WFE @ mk fh =+ =8 @= @z am #= #t &% Hh ZA W= W= @= @M= AW WE Ok At #"
29 30 31 26 27 28 29 25 26 27 28 29 30 3 29 30
at  ap @n @E @x 8t WA am  PE @x gt @n Th B o ot

May (June 4 oy 4 CAugust 4

Sun Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sat

1 2 3 4 5 1 2 1 2 3 4 5 6 7 1 2 3 4
ERE += += +0 m += o B& +H tE ++& Tt +n G +08 +E + +t
6 7 8 9 10 11 12 3 4 5 6 7 8 9 8 9 10 11 12 13 14 5 6 7 8 9 10 11

+& +t +A +h =+ = = +m +5 =¥ ++ +n +h = =4 #+—  H= #+= H#m@\ H&H H= +n +h I #— H= H= +Hog
13 14 15 16 17 18 19 10 11 12 13 14 15 16 i5 16 17 18 19 20 21 12 13 14 15 16 17 18
= R R« 2 S - O A - H— #= H#= B HE Hx  Ht H #h Hr =+ K’A W= n= HE #x  #t  #n Hh R ¥z
20 21 22 23 24 25 26 17 18 19 20 21 22 23 22 23 24 25 26 27 28 19 20 21 22 23 24 25
G mmA W= WS AW PE WS HA #Hh O EA W= EE PN wTE xR #E W WL AN WA W+ n= mm HNE A =E @A @A
27 28 29 30 3 24 25 26 27 28 29 30 29 30 A 26 27 28 29 30 3
nt AN @WR @t - WA ot B8N WA Wt - = = = += o+ +— += += +B 4=

September | October 4 | November 4 | December 4

Sun Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sat Sun Mon Tue Wed Thu Fri Sat

1 1 2 3 4 5 6 1 2 3 1

4 SHUFZA ENER A +h o+ H— +n R =+ +n

2 3 4 5 6 7 T 8 9 10 11 12 13 4 5 6 7 8 9 10 2 3 4 5 6 7 8
ft  HA A =t - BB = #=  E®  Hm  HE  #A  HE  #A H-  f= #= m& H#E Rt +h =+ #— H#= #= A=z H#E
9 10 11 12 13 14 15 14 15 16 17 18 19 20 11 12 13 14 15 16 17 9 10 11 12 13 14 15
#m #E #Ax f#t H#A #A =+ #h AR ®= W= BB WNE  #A #0  #A =+ +8 A= W= IO stk #A #A +-A #=  #=
16 17 18 19 20 21 22 21 22 23 24 256 26 27 18 19 20 21 22 23 24 16 17 18 19 20 21 22
AR B= W= WB EE @~ #9 oe @A omes Wt F-  F= = wE §s~ @t @8 rE @F t- g8 ¥E ¥~ WE @A 22 Bt
23 24 25 26 27 28 29 28 29 30 .3 25 26 27 28 29 30 23 24 25 26, 27 28 28
an  @h @t = += += I8 o = % =E@ e e e s t= 1= sEB mEBER R tR FE




HEFREHARENEERIAEMRT YR "B -—FELAES - Fd LHA
BN SIFARSEERBRUABN S ZNRR - UEHBR Q" RARBBUSITE L
BHEODEEAH - BEARSTSB T EENELRIASRHATEAIRNTE - &
BEEREIZHAHIENEBREBEEERNIHFRR

This logo is especially designed for the Quality Improvement and Experience Sharing
Convention and has been using since 2001. The silhouetted heads and the inverted
commas not only symbolize the sharing among the quality organizations, but also
forming a letter "Q" highlighting of their quality achievement. This logo also represents
that Convention provides an establishment of a learning platform for sharing of their
improvement experience and their achievement through quality management.
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Creating Value Through Quality




