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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 - which is regarded
as an important element of success. In addition to developing and
applying effective quality control systems, they encourage 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. With an aim to
sharing and learning together to reach a win-win situation among
businesses, the idea to organize experience sharing conventions for
successful quality improvement cases was initiated.

The first Quality Improvement & Experience Sharing Convention
was instituted in 1997 by 6 participating organizations. With strong
support from other organizations thereafter, the Convention
has become an annual major quality event with participating
organizations taking turns to host.

This logo is especially designed for the Quality Improvement and

Experience Sharing Convention and has been used since 2001. The

silhouetted heads and the inverted commas not only symbolize

the sharing among the quality organizations, but also form a letter
“Q" highlighting their quality achievements. This logo also
represents that the Convention has established a learning
platform for sharing their improvement experience and
their achievements of quality management.

hWEEIKRAT 1997 (1st) Kowloon-Canton Railway Corporation
EEPEEREKBIRAT 1998 (2nd) The Hong Kong and China Gas Company Limited
PR 1999 (3rd) Tuen Mun Hospital
MEEEREERAT 2000 (4th) Synergis Management Services Limited
EHEIEL 2001 (5th) Hongkong Post
E1iES (FE) BRASE 2002 (6th) Fuji Xerox (Hong Kong) Limited
EEEFT 2003 (7th) The Hong Kong Jockey Club
EBEAT 2004 (8th) MTR Corporation
WETREE 2005 (9th) Electrical and Mechanical Services Department
W EREEBRAD 2006 (10th) Vitasoy International Holdings Limited
ERERARAT 2007 (11th) PCCW Limited
EEPEREFERAT 2008 (12th) The Hong Kong and China Gas Company Limited
HEEEREERAD 2009 (13th) Synergis Management Services Limited
E1iES (FE) BRAS 2010 (14th) Fuji Xerox (Hong Kong) Limited
EEEFT 2011 (15th) The Hong Kong Jockey Club
EBEAT 2012 (16th) MTR Corporation
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Honourable guests and quality friends

| am proud to welcome you all today to
the convention of Quality Improvement
and Experience Sharing (QIES). This is
a platform for the eight co-organizing
companies to expand their knowledge,
heighten their success and help each
other to build a better Hong Kong.

I am grateful to all the sponsors for their
support and to the presentation teams
for taking the time to compose and
share their insight. We should also thank
the organizing committee for their hard
work preparing this convention.

Today we devote ourselves to
excellence. We want to grow our
businesses while offering greater value
to our customers, our stakeholders and
the broader community.

Around the world, companies are
learning to deliver higher and higher
levels of customer satisfaction.
Those international brands, which
invest in improvements to anticipate
stakeholders’ needs, are the ones to win
in competitive environments - in their
domestic markets and on a global scale.
So how do we get there? The theme
of this convention “Quality Excellence
through Proactive Listening and
Responding”can show us the way.

The ideas we share here today have
great potential. They can help us
improve operations and profitability as
well as affect a wider, positive impact on
the community. What QIES represents is
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a’circle of support’ Our eight companies
all have close ties to Hong Kong. We
serve different sectors but each of us
has a special, symbiotic relationship
with this city. That commonality is a
bond between us; anything we do to
strengthen each other also strengthens
our community, which ultimately brings
benefits back to our businesses.

In life’s fast-paced, 21st-century journey,
we cannot afford to stand still - to
remain passive or reactive. We have
to proactively seek improvement.
Our customers are clamouring for
innovation and for new ways to
interact with our companies. We have
to embrace those needs if we want to
move forward.

Without a doubt, MTR is one of world’s
most technologically advanced and
efficient mass-transit companies. That
is what our league tables tell us - 99.9%
on time service. But how do we take
that kind of success and build upon it?
How can we do more?

The people we serve everyday already
have those answers. And the services
they ask for point to our best course of
action. If we listen, the clues to success
are there.

At MTR we have opened our ears;
we listen to stakeholders - to our
shareholders, to our colleagues
and to our customers. We analyse
their requests and strive to cater
to their wishes. It is critical that any
improvements we introduce address

real needs. Filling market demands
is how companies win. MTR’s own
“Listening and Responding” program
is an extension of that fundamental
business rule. The result is a better
customer experience and a more loyal
customer base. But the positive effects
ripple throughout the community.

The eight companies of the QIES
convention are all successful businesses.
But sometimes success can lead us to
become too focused on the way we
do things; and there is a risk we lose
sight of how customers want things
done. It is not always easy to listen. But
that doorway is there and when we
recognize it, we can bring more to our
customers and more to Hong Kong.

Quiality is not just a destination; it is
a journey. And when we pursue it,
listening and responding along the way,
we gain, and so do the communities we
serve.

So let's make a promise to never settle
for second best, to stay hungry and to
keep improving. | wish all eight of the
great companies here today all the best
as we each embark on a journey to
reach higher quality.

Thank you.

Jay H. Walder
Chief Executive Officer
MTR Corporation
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Inductive Device for Hi-Jet Drain Cleaning

BxE=
Background of the Team
INEBTE KREF
Team name Circle Ki Ki
[pavA=E:]
Date of formation 2002
PR &RFS HEZNMNEE
Composition Chun Seen Mei Chuen Estate Office
REE REE
Team facilitator Agnes YU
xR IEs
Team leader Ivy KONG
INERLE F5 - RS - TR - FIRAL - BEE -

Team members ZEK - RER - 2IR6A
Tina WONG, Hugo HUI, Rebecca LI,
FUNG Yu Shing, POON Kwok Cheung, Simon LAW,
CHAN Chun Mo, LAU Chan Ming
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Members of Circle Ki Ki

Background

Blockage at underground sewage main pipe is common.
However, sewage drain is usually located at manhole bottom.
Safety & Risk Assessment is required before tradesman enters
the manhole.

Problem Analysis

Work at manhole should be avoided where possible as it
is a confined space.

It is difficult for a tradesman staying outside manhole to
fix nozzle and hose of high pressure jet cleaner properly
into a drain at manhole bottom.
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Inductive device for Hi-Jet drain cleaning
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Solutions

Risk assessment is required before entering underground
manhole.

For safety, it is better to use tools or equipment to
perform works inside the underground manhole in order
to reduce risk.

With assistance of an inductive device made of uPVC pipe
to support hose and nozzle of high pressure jet cleaner,
it is easier for tradesman to fix the hose and nozzle freely
and properly into the underground drain.

Achievements and Benefits

Low cost, simple design and applicable in different
estates.

Improve work procedure. Lower risk.

Increase work efficiency. Save time.

BEERESEI

It is easy to fix nozzle and hose
to blocked underground sewage
drain
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Developing a System for Providing Alert Messages to Frontline Staff and Support Staff

EE=

Background of the Team
INBETE BME—X
Team name We are ONE Team
FAvd=E 20123 A21H

Date of formation  21st March 2012
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Composition HKT Quality Improvement Team (QIT),
Commercial Customer Services / Engineering

REE BEE

Team facilitator Pirro MA
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Team leader Kaffee LO
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Team members
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Vincent WOO, Rebecca FUNG, Cherry SIN,

Coco CHAN, Kammy CHUNG, Idy NGAN, Lily HO,
Mandy MAK, Nga Ching LIN, Ben PANG, Philip LUI,
Dennis WONG, Ryan CHOI
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TONE, BH/NEHENER - HENEN - HEE
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A BTRETAEEM  LHEWHABNHEER
B - MMEREE—RBIER AN B R IEEM D EE
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BEENTFREFEN , EEE - BRETREMARE
REZHERRANDE - UBKRBEREEFHERS
EMERERHERE  STAREBAR - BIWIFEN
KRS - IS ERIBEFNEREGR - THRUA
FRARMNZSZPHEARFEERETES T8 -

THEN - BT
PCCW-HKT QIT team

# QIT

Background

In processing the orders of “ONE Communications”, order
rejections for re-processing were common due to incorrect
information communication between frontline and back-
end staff, resulting in inefficiency and unpleasant customer
experience.

“ONE"is a very popular product for the SME sector, comprising
the PCCW-HKT Group’s quadruple-play of Broadband, Fixed-
line, Multi-media and Mobile services. The ordering system
for ONE is therefore highly complex. New salespersons in
particular might encounter difficulties in filling in the ordering
forms correctly, risking rejection by back-end teams due to
inadequate or wrong information. This would then trigger
additional workload in order re-taking and customer enquiries.
Even worse, we could not appropriately plan our network
resources to accommodate customers’ business needs,
resulting in possible delay in service provision. All in all, the
problem would create poor customer experience and undue
stress on colleagues. In addition, service order confirmation
letters to customers currently are generated from different
systems, which is also time consuming.

QIT A EFIFA R B B At R AL A
QIT members applied the Ishikawa methodology to identify
and explore the possible causes of the problem

REIETE R EITHR TEEEREIEE
EY

A team member was testing the in-house
“Intelligent Quality Control System”
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Problem Analysis

Complex service offers and application forms increase the
risk of errors especially for new sales staff when placing
orders.

Solutions

By applying the Ishikawa (Cause and Effect) methodology
to identify the problems and possible causes, we selected
the most effective and efficient solution from all feasible
options.

We developed an in-house “Intelligent QC System” for
salespersons to use (without incurring additional IT team
resources).

With the support from Product Marketing, salespersons
made use of the Intelligent QC System as a standard tool
to collate customer needs accurately.

The QIT was keeping track of users’ feedbacks for
continuous improvement.

Achievements and Benefits

Team members gathered together from different departments
of the company with a common goal to improve the ONE service
ordering process. During the process of identifying the root
cause of the problems, we had the opportunity to understand
the work of colleagues in other departments and learn about the
issues they encountered. We aimed at developing a simple yet
effective system which would benefit everyone. We realized that
various departments were like different parts of a watch of which
the movement must be synchronized. The key to success of this
system is coordination and collaboration.

The followings are the main benefits of the QIT process:

Operational effectiveness: Incorrect orders and fallout

cases have been substantially reduced, saving 924.5 man-
hours per month.

Environmental protection: 6,872 pieces of paper were
saved per month with fewer fallout cases.

Professional image: Sales staff are able to collate customer
requirements effectively in the first place. Service
confirmation letters and service provision are timely
delivered to meet customer expectations.

Customer experience: Customer requirements are properly
communicated and therefore service installations can be
delivered timely. Customer inquiries about order progress
updates have also dropped.

Staff satisfaction: With smoother and more effective

operational process, staff efficiency and morale has been
enhanced.

Revenue to company: Billing can commence once service
installation is completed timely. In addition, with fewer
fallout orders, there are savings in the costs of order re-
processing.

1
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Quick Changeover
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BRXE S
Background of the Team BRAE Solutions
INEZTE Y, B "B NOEE , KO EE . REA "N+ Various quality management tools and methodologies,
Team name Transformers BIRSIRAE | ST B (L SR e - ShaE including Lean Six Sigma technique, Single Minute Exchange
ATEN = of Die (SMED) concept, have been applied to optimise the
E 2012 £ 2 N, - . . h , including:
Date of formation ~ February 2012 H%IT’E)}’I‘E?ETE‘—ETE BB EIER - BKEE changeoverprocess incuding
DTEEL - BE - REFESEGED - Standardise the working procedures and reduce the non
FEEE“F_Q' EEEE_IEEK . . value-added activities in order to simplify and stabilize
Composition Production & Engineering Department MEGEREEE . BT EBR e BIExE the procedures as well as shorten the cycle time.
RES KImsR & - BRAERERE - Install an air pressure selector to standardize the range
Team facilitator Andrew CHU - s 5 e of air pressure inputting by the pusher, reducing the
xR 287 T;ﬁﬁ;ﬁ pljf;] ; ;}]IJ?};&I Eii;ﬁg&jlﬁ Ti;féq:ﬁﬁ%"\m necessity of fine-tuning.
Team leader Timmy CHOI F RWERRRZENS Liahd Adopted the newly designed conveyor guides to make
INERE S BZE - BPEE - RIEE - BERE - BSE - the combined infeed guides to be an individual one,
: = = s he number of changeover machines parts was
Teammembers  ZEZR{ DB E AR - 2 VA o

Raymond WAN, T.Y. CHENG, Z.H. LIANG, H.K. LAU,
Florence YAN, Gary CHEUNG
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MEHIRBE  ARIENERIER MERFRET
BENMTIHERR  EREMER -

VIHL WIN Planet Solar Action — Transformers V members

Background

Vitasoy commits to keeping continuous efforts in satisfying
our clients’ needs. So, we have provided our clients with fresh
products in different package sizes, but it is time consuming for
changing the packing machine setting. In addition, it may also
cause product damage and affect the production efficiency.
Therefore, this project aims to enhance the efficiency of
existing work processes.

Problem Analysis

Although part of the processes of changeover may require
highly accurate settings and adjustments, no standard
procedure was provided. So, for the newly employed
technicians, they may take more time to complete the
processes as it is too difficult for them. In addition, if there is
any deviation in the adjustments, some parts of the machines
may be moving during the production, causing to packing
damages. And it sure will prolong the production time due to
cleaning and re-setting.
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KHMGEER 13 4HEE 6 1 - MEEm D 2iiE
MRS - XERVHAFELR  MEMERESE
ETSHEBNED  wET5EE -

decreased.

Achievements and Benefits

With the standardized working procedures, workers or less
experienced technicians can easily understand and pick up
the changeover work.

The average changeover time has been reduced by 46%
from 13 minutes to 7 minutes. It helps enhance the
productivity and the annual revenue of the company.

The accuracy and stability of inputting air pressure in
different types of packing has been enhanced after
installing the air pressure selector. The necessity of
fine-tuning during production has been minimized
as the ranges for air pressure given by the pusher was
standardized. The fine-tuning rate was reduced from 60%
to 0%. As a result, the product damage rate has been
reduced too.

Having adopted the newly designed conveyor guides,
the numbers of parts to be dismantled and re-installed
was reduced from 13 pieces to 6 pieces. It can eliminate
the risk of wrong installation, reduce the tools required
for changeover, and save the space for infeed guides’
storage in the production area, enhancing the workplace
management.

MEWBIEE 6 FFEIRE 1 1 - KEH 2 7 HEHE 30 #
BlA -

The machine parts are simplified from 6 pieces to 1 piece. The
installation time can reduce from 2 minutes to 30 seconds.

HEE  EASHEZE6HMIERF4# -
After the modification, the parts and tools have been reduced to
6 and 4 respectively.

HNENBLZE I3HEHRIEHFIMHIA -
Thirteen parts and 9 tools are required for the 13
changeover before the modification.
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Synergis Management Services Limited

Fil— Toke iR

Oil Barrel Trolley

EE=

Background of the Team
INEBTE BN
Team name Power Circle
[DAvASE ] 2011548
Date of formation  April 2011
Fi B ERPY % i TR M K
Composition Facility Management Team
RES
Team facilitator Petra PRONAY
xR 5 =
Team leader Marco CHAN
INERRE RiE8 - FillEe - RERIE - T, -

Team members

BRI - BIEE - BRARH - BRERE -
Julian NG, Connie WONG, Winnie CHEUNG, K.Y. LI,
Man CHUNG, Phoebe LAU, Niki YIM, Carrie CHAN

>

a5

MEEERPEENRERMREHREEERE  EP
—RIFRERREMNEEEWED - —ERRE
EWRHAHEER 200 AT - SRUER MK IDHFE
HEANEER - TEMRBZGNFERERRER
EETESHHER -

|

Ui

FIRE SR

HEMARBBEETH®RE HBEEBEXEZRRE
ERVRIETIERBE :

WIBEE 200 ATRHER - FAEBTEEAREA
FNRE - ERS5ERTE -
—RNFHRETAERANREREE  #HBEAL

B OMEEEEE  SHTESL - BEEHK
R SIEERERE -

EHEES

The team members of Power Circle

SYNERGIS # &

total management solutions 2 & & 12

Background

Synergis has provided facilities management services for CLP
Power Stations. Collecting used oil barrels is one of the routine
tasks but it requires lots of manpower and time as each fully
filled oil barrel weighs about 200 kg. The manual handling
process also poses the risk of work injuries.

Problem Analysis

Having had the discussion, the group found that the main
cause of the problem is lack of appropriate tools for operation:

It caused to more manpower required and very time
consuming in moving the oil barrels weighted 200 kg.

It also increased the risk of injuries in work. In addition,
the standard trolley was not suitable for long-distance
delivery that imposed high risks of turning over or oil
leakage to the drains along the road, involving legal
liability.

6}’

‘\\) RRAE
ZBAEARETENER  EHBERINLERARS
H—EEEENERNEREFHE  HE85

AlnER B EEEE - REEERT RHREMEEE
B -
EISUEBERS - HEEZXREMNRE -
PR DIER [RIB UL 5 M T -
BT a5 BEEMERTE -

S?) PR SR Ko 3 &k

ERATREFPERH—ERERNLZENERLE
BEENTE#HE  BITEREERBARKE
HEWEZE  SEFRE
ETERRESEYMS IR TEELNRERRE -
ETEMBEMERTE  #HEAF -
ANEEBTHEEEER  BREHAREXRRD
MEERAR  BOHEREENTE -
RAEITHNERESRLR HEIRHE—EZ
EREFENTIRE -

ZEEmBEENBRANIR  REERREEN

s
BE °

ERHERIT5H
A handy and useful oil barrel trolley

BEXESERIRE 2012

Quality Improvement & Experience Sharing Convention

Solutions

Through the application of a number of QC tools, Power Circle
has designed a useful tool for oil barrel delivery at low cost
with the following characteristics:

Install a front plate to prevent the oil barrels from falling
down during delivery.

Install rollers at the bottom to facilitate delivery of oil
barrels.

Use a belt as a lever to collect large oil barrels.

Staff could handle the delivery works individually.

Achievements and Benefits

It provided a win-win solution to both the company and the
client.
The oil barrels can be collected on schedule by the
assistance of appropriate tools.

The risk of injuries caused by manual handling can be
reduced.

Staff can handle the delivery works individually and thus
reduce manpower required.

Corporate social responsibility can be fulfilled by
minimising the risks of oil leakage, preventing pollution
caused.

Team spirit and staff morale can be enhanced by
creating a safe and comfortable working environment.

All members can understand more about the Quality
Tools by participating in the Quality Circle, thus
enhancing their problem-solving skills.

BETRE B EAEmEST A E w1
Staff can handle the oil delivery work individually
with the oil barrel trolley
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The Hong Kong and China Gas Company Limited

2ZBEMNIONTBRNERGR
Solution for the Problem of Choppy Cutting Edge of PE Pipe

Everyday Life 1862-2012

BRE=
Background of the Team
INEBTE 1=
Team name Rising Sun
[DAvASE ] 201148218
Date of formation  21st April 2011
Fi B ERPY hERRTRESR
Composition Towngas Engineering Academy
REE =
Team facilitator CHAN Yee
xR EE
Team leader CHAN Yee
INERRE SR 2EE  REE - UES - SR - o
Team members ;;g'g = "B . NAERE

i . S Team members of “Rising Sun”
WONG Wai Kit, LAU Chi Hong, CHAN Chi Wai,

HO Chuen Cheong, CHOW Kai Ming,
KWOK Kee Pao

\@ 5= Background

ERABOGBEVIOAFEBRIFFRERE - 15 We need to solve the problems of choppy cutting edge and

SEYOEEME 10 HET21R 10 HEIEF - Iong.work pro.cessing time when.cutting the PE pipes, yvhich
required 10 minutes to cut the pipe and another 10 minutes
to rectify the edge.

& LikEL Problem Analysis

VEIEWBRESHE D ENSEHEWMETHE The induced force made the pipe bending, leading to
E - saw blade jamming.

Cutting the thick pipe wall by traditional rotary pipe
cutter was time consuming.

RieEET)IRNEENEEFTREE -
SREETERRR B - FEVERE -
RZEENREESIRESTOARERRAE

p=

High speed sawing heated up the saw blade causing to
pipe materials melting.

Sawing without a proper guiding could not give a
square and smooth edge.

‘9 pERsERZRE 2012

Quality Improvement & Experience Sharing Convention

\‘\) BRRAER Solutions

FEERBERNIEANZRIOGERESES s To make use of the electric circular saw machine and existing
PE coupler to produce a high efficiency and reliable “Coupler-

HOEMTEITE - "EGTER, - ; . y
assisted Pipe Cutter”.

9) P REI S Achievements and Benefits

BIEES - 25 BERANE - Simple and safe operation can improve work efficiency.
EAEUOFE - HOEM  EZEEE - B - Smooth cutting edge is 100% achieved, facilitating
environmental protection by reducing wastage.
TRETEEHIE 184,600 BT - An estimated saving in the first year is HK$184,600.
TERTEEHNERN - It can strengthen the Corporate Intellectual Capital.

bR

FREE A MBI O LEER

Comparison of the cutting edges by new and old methods

BITHFRIIZITE "EFTER
Self-developed “Coupler-assisted Pipe Cutter”
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Fuji Xerox (Hong Kong) Limited

BENESRTHE 2012

Quality Improvement & Experience Sharing Convention

FUJI Xerox g, *

fH EXIETS

iSupport
. pﬁ =13 E

Team members

RER - FTER 5B - RER
Joanne CHAN, KK CHAN, Jason CHUNG,

BmERLE

Team members of i-Win-Win

Ivan KAM, Queenie KU, Jess LAl, Ben WONG,

Matthew WONG, Eric YUEN

[

L

B
ELREEE—OBBELRE R’
FEEN  BEEFELRS  XBAOM
BENENREZELG ARBER -
ME - EERHBUEIREFEREE
ERZEES  BREBXEZHE -
BRERAAEFEETINERRSE
RETFEBBRARMETRE - &
SNAFBRWERNTIERN - B
BEMKBEREENELTE 8
REPRHRENXXHTRER -

A Sl 4R

BT SRS RSB
ERMARE  EFBERE
P22 A B PR -
EERESARRRERITH
P 2 PR MO R B B D R
BuE -

EPWFE T BIRE R 2R
ERGE BEREXFHAE -

Background

Fuji Xerox Hong Kong encourages
continuous improvement for process
simplification and productivity
enhancement so that we can serve
our customers with a more efficient
process. Our previous service mode was
mainly customer-request-based that
miscommunication may sometimes happen
leading to time and efficiency loss of both
parties. In view of this, our Kaizen team
has planned to make a breakthrough out
of the traditional service mode. They used
the advanced iSupport Platform to serve
customers responsively and proactively,
hence customer experiences improved.

Problem Analysis

Traditional customer services and support
issues:

Customers are required to replenish
the consumables by making a phone
call to us.

Customers are required to report
meter readings on time and accurately
but complaint may be raised if the
meter readings and charges cannot be
reflected accurately.

Customers are required to contact our
hotline centre for gaining our service
or device application.

BREBEFZHHERERLE
B L EBERA
FEERETYUAFHILEREK
%A EMETHIEE
1& - MAREZTEHBREERR
BE -

Before the launch of iSupport
Platform, Customer support team
needed to send an engineer to
customer’s office to record meter
readings by hand if there were
issues regarding meter usage and
charges. This required extra effort
from engineers and issues may be
recurrence.

FoRBEREEBRHE TR
BR - WEAIRZHRM AT - B
NSRRI ERE -

MLEHE : REBESHENEE
AERAMBE  HHEFUSES
EREEE

EIREE  XEEEKEA Ht"“‘
THREPREERER B8
Z REBFRERREERIMF
&  UERZE MR E -

MRz

BN
FREARLTE  BAREPRHE
EMENTIERY  BEIEFRE
BRRSEE:  UMAREAEED -
REETE=NEETIER . HWCLMHR
EREHBEBNGE EEFEER
% - B -
RAMSHRBEHONE  BEE
BAERIIGEE  BERBEERZH
R WOBEENTEIE -

B
ZRUSEREENFE LTS B
FEUET BAEFEBENEE
B

REFRHSHEAEENXXHS
RER  RAREXRRNMME -

Platform and hence replacement can be
arranged to ensure customer’s operation
continuity.

eKnowledge: Provide the User-friendly
self-help product knowledge base to
assist customers to trouble-shoot from
multi-channels.

eRecovery: Customer support team
can analyse the operation status of
customers’ devices via iSupport Platform.
Customer workstations are viewed,
shared and controlled on request
for faster diagnosis and resolution of
technical issues.

Achievements and Benefits

Tangible Benefits:
The enhanced iSupport Platform
provides the more efficient support
services and assists customers to resolve
problems quickly, in order to maximize
the productivity.

iSupport replaces ad-hoc fixes with
a comprehensive suite of device
management tools to enable quicker
and smoother operation of customers.

Effective meter reporting process leads
to a more accurate usage counting and
environmental-friendly performance, in
order to enhance payment arrangement
and reduce the administration work.

Intangible Benefits:
The reliable and convenient iSupport
Platform contributes to the relationship
building, letting us to be the trusted-
partner of customers.

The brand of industry leadership is
established through delivering an
excellent customer experience of high
technology and “Peace of mind” service.

Background of the Team i\) RRAE Solutions
INBBIE B RAMALZETE  SFEMUT4EEBER iSupport Platform is enhanced to provide
Team name i-Win-Win comprehensive customer services including:
[BAVA=]- 2011%6H1H EREE  REFRHUBHREN eAdmin: Provide information to
Date of formation  1st June 2011 EFS -BREZIE - #HIBIRIEHE - customers on usage, billing data, service
— - NN = ey — = history, and eco impacts such as power
PRSP EFRE R RS MBBERAT - ARERER_E consumption, paper consumption, and
Composition Customer Services & Support (B S A BB R ENE the CO2 emission of devices. iSupport EB BEF &
B8 B 28R H e eMonitor: Retrieve and report meter ﬁggﬁggﬂg‘i%ﬁgﬁ
Team facilitator WM CHOW ) - . . 2T - ERIISRZHEE R
readings automatically; monitor any = LPIEIE . MRS =
B BT iz . . . o]
BEE SEEEh EIpE R l]-l-f?,,; IS anomalies of the devices by Proactive EE R B R EI R -
4 " v Fault Alert. Once consumables reach f oS IR
Team leader Wendy SHEA s ERERZGAEBRE : iSupport Platform analyses
' TSI pre—detgrmlnec} level, customer support the customer operation status
INARLE FROERE - PRER(E - $8KE - &RIE - &FA - ﬁﬁﬁ‘%iﬁ'} o %*%*Z;&EF:F:I:,\_ﬂ( team will received alert from iSupport via internet. Once issue is

detected, eRecovery or on-
site support service will be
arranged so as to minimize
the impact on customers.

MW ETIETEREHEIR
RIREINEE - EIFEINEERE
RiZiRE - EEOUAME
EATEIFR - BEREE
RIBHHEREIEIRF T
iSupport Platform enables
Green Reporting including
function usage report, eco
report and service report.
Customers can effectively
monitor print usage,
environmental impact of their
devices and service history.
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The Hong Kong Jockey Club

i HihE

Workplace Stretching Exercises

BFE=

HWERG
The Hong Kong Jockey Club

BENESRTHE 2012

Quality Improvement & Experience Sharing Convention

Background of the Team RG= Solutions
INEZIE R is pmmEHEEeLr > HEE TH2R BHE The Club launched a Corporate Safety Day to promote
Team name OSH Heroes PXE%W%%T?EBEMWE%E‘%TEE’]wu’i L@z Workplace Stretchi.ng Exercises, arousing staff’s
[2Ava=E:l] 2011548 o EE ENANE - MR SRR awareness of preventing musculoskeletal disorders. All
Date of formation  April 2011 SIRARIRSS = T participants received an attractive and practical first

HENXHE - aid kit as a souvenir, together with a folder illustrating
FRr /&S &R PY NES: stretching exercises.
Composition Human Resources Department Ry I e SR AR E T TN ERE A registered ohvsioth " vited to teach all ful

= : registered physiotherapist was invited to teach all fu
Eﬁicilitator ?\} f( EE EE - time staff stretching exercises.
233 Sie AEBERETERE  SWMERES - FHRE For enhancing staff's awareness of their physical health
LiREs SRANE, (RITENE  IIIOIO I
= = 2 e o s e .

INERRE RKE - FHE - [WiRee - R - EBEL - EERRMMZ RS FRERENMEOEN - SFEER - /NHT perform stretching exercises there as well as obtain

T T SIEE G - B4  TELE - F2E - The Hong Kong Jockey Club’s team of OSH Heroes.

REER  EHEE - W FES

Winnie LAI, Andrew IP, Kevin HO, Wallace CHAU,
Zico AU, Yannis YU, Jovi YAN, Grace CHENG, Jill LI,
Debbie YAU, Daisy LIANG, Andy WONG,

Melvin HUI, Rita LI

>

A
Bm=

EEEREEEHRERANESHEZ — - BHEH
REE ; REERENHE  BEABE_SANTRETL
ETEM - FERNREREENZZMNITHERE - ¢
AESHEBETIMNRLRE - 0F - FENSIA
HHRBEENANGEHSIERBEAREN 52X
REVFARLIENE - R MRS AR TRENBERER -
BRI Tz SRR L NV BRI LR S SIBIAE
BN TIEER - ERSHT Tz BHE, 518
SERESMBRES - DIFA ARV E -

F A &l 4R
SHEEHBZRNMRELBHTE -
HOTAREEEELSRB(E -

RERWERZRXREENERNAH LB

Background

As one of the world’s top sporting and charitable
organisations, The Hong Kong Jockey Club attaches great
importance to the support of its 26,000-strong workforce.
The Club has a well-defined occupational safety and health
(OSH) framework in place to provide a working environment
conducive to staff and enhance their well-being. Recognising
Hong Kong's rising trend of occupational musculoskeletal
disorders, the Club has proactively taken preventive measures.
The new “OSH Heroes” team has not only helped identify job
categories that carry most risk of inducing musculoskeletal
disorders, but also launched a Club-wide “Workplace
Stretching Exercise” to prevent or relieve such problems.

Problem Analysis

Some newly-recruited employees may lack sufficient
knowledge and understanding of occupational safety
and health.

Some jobs may require repetitive body movements.

Improper working postures and lack of regular exercises
may lead to musculoskeletal disorders.

H 1BRIEEN I BT - BB FIREE -

%Elﬁ‘éﬁ%% .

SFBRESRET R - ZHE BREHER .
RER - THEBEASAMAERAE  HETR
BAFZEEBGENBREF - ETT0ZRE
BEFHEFARER - FH QR THMHET
BEH - BRENEZATREDE -

PSR Ko 3 a8

Tz BHRE . EEE T REEHS ESERIEEE

RN

BAR =
WOBAES  (REREMEE - REXSKS -
RABMMEERTIEME -

HIZEARRAIEN - URAEREEEMES -

SEM=E

BOBENABBSERRGREENBEZZE
% - WERIETTER BB A -

YT EEERETHRRRER -
REESEREFNEILSR  BERE  FOHEMNL

EALTMEREBFTEHET S LERNBELZS
HIRARE -

useful information including leaflets, booklets and DVDs.

Home-made videos of stretching exercises were

shown in the "Stretching Zones" and also posted on
the Club’s intranet and website. Staff could practice
the exercises according to their needs by following the
video demonstrations. Besides, they could download
the exercise videos to their smart phones or tablets by
scanning a QR code, sharing it with their family and
friends at any time.

Achievements and Benefits

The project has provided a multiple-win solution for both
individual staff and the Club:

Individual benefits:

Can reduce muscle fatigue, increased flexibility of joints
and lessened chances of injury.

Can enhance physical and mental health, and improve
work efficiency.

Can heighten the awareness of the importance of OSH
to themselves and their co-workers.

HKJC benefits:

Can reduce occupational health risks arising from

musculoskeletal disorders and injuries and the cost
associated with them.

Can decrease the numbers of work-related injury and
sick leave days.

Can reinforce reputation as a responsible, safe and well-

managed organisation among customers, stakeholders
and the community.

SN BT B A R F 19 KR 15 = B AYAT
2 - BIESRERNAERESREE
QR code R34 -

Staff members participating in the OSH activities
received a first aid kit and folders with stretching exercise
postures and instructions as well as the QR code for

Participants could learn more about stretching downloading the stretching exercise videos.

exercises while having fun at the game booths.
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MTR Corporation
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Enhancing the Working Efficiency of Station Assistants, Cleaning Workers and Security Staff

BEE =

Background of the Team
INERTE ALl
Team name Hongshan Circle
[ZAvA=E-i] 2011%8RH
Date of formation  August 2011
PR & EBFY EEIRIEER
Composition Operating - Station
RES [EEEES
Team facilitator Hugo HU
K& bt
Team leader Stephy SHI
INBRLE BlF - SR TXE - BRN - RB86 -
Team members RE5 - BIFE - BaEl - 8% - 5% -
ER1E AR

LIU Yu, GAO Mingyi, LI Yongjian, ZHOU Yanshan,
WU Juanjuan, WU Meiyuan, QIU Tingting,

QU Jingkai, ZHENG Hao, FANG Haoming,

ZOU Junming

\ |\ 2=
REHEIEE RR RN LIENEMREKE -

EEHERSRENREE  EMEARITE - £R
R T BEERARBKENSE - BEYMEHEA
NEA - BABNEEREEEE 2B EER -

éi)ﬁ%ﬁﬁ
HEE - RE - RELENENMERYESE
B E R EEBERE - 237 - (K IE
AR B R 22 -

EPEEBE AEE-—ENXEEER  ANB
FEREBRBRILZLMABE NS  BRS
HAYSEZ P -

ATLLERES

Members of Hongshan Circle

Background

Improvement of the work efficiency of station assistants,
cleaning workers and security staff has directly enhanced
the satisfaction of passengers and the corporate image. This
project has suggested various ways for improving customer
services, saving labour cost and has effectively narrowed the
cultural gap between the contractors and MTR.

Problem Analysis

Assistants, cleaning workers and security staff have direct
impact upon the station safety and customer services.
Until now, there is still room for improvement of their
motivation and sense of responsibility at work.

To overcome the cultural gap between the contractors
and MTR (SZ), regular communication with the
contractors is required in order to lead them to meet our
requirements and seek continuous improvements as
characterised in our culture.

A BABE

BB EUBEER  UAENERBERNSE
FAER - EREIEEE - RE - REAETHECS
WIFBE WEAETFPEHR -
BUBREE  RBIADMNGIE - BesEkEnE -
RZ - RERFATAERER -
BESRARNEETE MR TFRNBBNR
it - e A R e A BRI -
BRASENERE  BWSHEEE - WEFEX
MB—ESMEWETFRET - IBREIEENE -
RE - REWEBRAMEER -

Q PR RN &=

HARTENERRS  EAFERZTMBAARET
HETAF  ATY—FIJLUHE 48,000 TARE
B (% 58,5368w) -

BIARISKERT - BMRATIS -
EE LB AN E  BREBNUEAES
B WERLRMAED -

BHIRBER RS SR —LHEIAE FRRN
A RESHIERBERIBANAT -
BINEIHENE (R - RLEEPWBNEED - &
FEFHIUR -

BENESRTHE 2012

Quality Improvement & Experience Sharing Convention

Solutions

We defined the job responsibility of each position and

arranged the station controllers to brief the station
assistants, cleaning workers and security staff directly.

We established a strict supervision system by the means
of penalty and reward, aiming to motivate the station
assistants, cleaning workers and security staff to strive for
improvement.

We arranged monthly management meetings with the
contractors for maintaining our communication and
educating them by living examples from our culture.

For enhancing the sense of belonging and morale of the
contractors, we organised recreational activities, such
as dinner gathering and mountaineering, and invited
the contractor management to join the station working
meetings.

Achievements and Benefits

As a result of improved work efficiency, manpower is

saved without affecting customer service. An annual
cost saving of RMB¥48,000 (around HK$58,536) can be
achieved.

The customer services are improved and thereby the
corporate image is enhanced.

With better understanding of our culture, the contractors
are now too striving for continuous improvement in
search for excellence.

Different kinds of trainings related to station operation

are too provided to the station assistants and security
staff. A talent pool is prepared in the long-term.

The contractors have also been benefited by this project
as their productivity is also increasing.

BB BRI RE A E SR E R

REBTRE IR E D RES T EEIAZETERLIE
A security staff was providing assistance to a passenger A station assistant was assisting a passenger to A cleaning worker was conducting cleaning works in
use the AFC machine concourse
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Quality Improvement & Experience Sharing Convention

Honourable guests and quality friends

Good afternoon.

The eight organizations joining the QIESC this year are all leading enterprises
in their respective industries. Today, they have demonstrated their persistence
and quality excellence through different outstanding projects. Once again
they proved that improvements such as enhancing efficiency, strengthening
services, saving cost and upgrading products have become the lingua franca
of all trades in their pursuit of quality excellence. The eight presentation teams
gave stellar performances which showcased their creativity and characters,
while displaying their prowess using quality tools. They certainly added
sparkles and zest to the Convention. Congratulations to all the winning teams.
Let’s give them another round of applause.

Our CEO Mr. Jay H. Walder reiterated the importance of “Quality Excellence
through Proactive Listening and Responding” to stakeholders. Indeed, all
quality-seeking organizations should have embraced the pursuit of quality
as their core value, instead of just seeing it as a business goal. This annual
gathering gives us the chance to “listen” to the improvement projects of various
organizations and share our experience, to which we will “respond” by putting
these quality ideas and proposals into practice. By exchanging our experience
and learning from each other’s strengths, our friends in the co-organizing
organizations will be benefited, as will the Hong Kong people whom they
serve.

MTR Corporation owes the success of hosting this Quality Improvement &
Experience Sharing Convention to the support and collaboration of all co-
organizers, as well as the hard work and devotion of all members of the
Organizing Committee. | hereby extend my heartfelt thanks to them. Now, on
behalf of the Organizing Committee, | will pass the important task of organizing
the next event to Vitasoy International Holdings Limited. I'm sure that Vitasoy
will bring us an even better QIESC next year.

Thanks for coming and see you next year!

Morris Cheung
Human Resources Director
MTR Corporation

2012
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Masters of Ceremony EBHE BT HEARN P 2303 2 BRI RTPIREE %
. Ms. ONG Ai Ai Mr. Chris IP
2303 PCCW Tower, Taikoo Place, Quarry Bay, Hong Kong No.1 Kin Wong Street, Tuen Mun, N.T. Hong Kong
EE%;%% Email  :ai-ai.ong@pccw.com Email  :chrisip@vitasoy.com
Guest Speakers Tel :2888 1286 Tel :2468 9282
. Website : www.pccw.com Website : http://www.vitasoy.com
SR e EEREARAS EBPERRARAT
, hEEERBAERAE BRERRARAE
Presentation Teams Synergis Management Services Limited The Hong Kong and China Gas Company Limited
L 2 N
13- Uy A
=g au (o AL Jdem o N \ . ‘\. o,
BEREBAEA FUBEEIIE(S 24 107-109 TSP 5 18 EBiAEEE 363 3 18 12
. 3 + AN
Company Representatives Mr. Frankie CHENG PERFTIRER - HEEMPRAE
N 5/F, Hsin Chong Center, 107-109 Wai Yip Street, Kwun Tong, Kowloon Ms. Noel LAU

PREBIRHBEIRAL

All those who have been of any support to the event

T HBRAEENIRMEAINER) - BULISH -

Special thanks to the following organizations for the sponsorship they provided for the event.

Mr. Daniel FUNG

Email  :frankie.cheng@synergis.com.hk
Tel 125798095
Website : http://www.synergis.com.hk

Etitd (F#) BRAT

Mr. Romulus WONG

TEA - CT Office, 18/F, 363 Java Road, North Point, Hong Kong

Email  :noellau@towngas.com
Tel 129632937
Website : http:// www.towngas.com

BEEERS

Fuji Xerox (Hong Kong) Limited The Hong Kong Jockey Club
T _ BRAGESEE BBk
) O%%. 150} FUJIXerox @) EBHRARE NP OB 8 18 EENFMBEE 1%
Mr. Henry CHAN Mr. Alan AU
258 m ES A BERAERDH 8/F, Cityplaza 3, 14 Taikoo Wan Road, Quarry Bay, Hong Kong One Sports Road, Happy Valley, Hong Kong
Drink: Refreshment Opinion S d Analysi
rinks clreshmen pinion survey and Analysis Email  : Henry.chan@hkg.fujixerox.com Email  :alan.ky.au@hkjc.org.hk
Tel :25132338 Tel :2966 8228
Website : www.fujixerox.com.hk Website : http://www.hkjc.com
=
XSS
With Compliments

e T RERIEZEEERRE
Organlzer g M R Members of Organizing Committee
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