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DELICIOUS...

COOL!

TRENDY...

Customers and Retail

>> Speed of access between

the airport and the Mainland

of China is key to our

success in building new

markets. Connecting

passengers to and from

Mainland have been plugged

in closer with a new coach

station and direct ferry

connections into the Pearl

River Delta will commence

operations in the summer

of 2003.

>> Miniature gardens and art

exhibitions in the terminal

are together creating a

warmer and more relaxing

environment for customers.

These visual elements are

complemented by audio

offerings with regular

performances of Chinese and

Western music and traditional

songs at festival times.

>> Meeters and greeters now

enjoy a transformed Arrivals

Hall. A major expansion of

the main East Hall shopping

area will soon be complete Ð

with a new food court and

many new shops Ð and other

retail areas will then follow

this programme of rebirth.

>> We work closely with

airlines, restaurants,

retailers and other partners

to respond to changing

customer needs. Arrivals

duty free now allows last

minute purchases whilst

a Boutique Boulevard will

cater to demand for

luxury brands.
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Organisational transition
Most of the elements in a comprehensive framework for development of the organisation

and its people, and for the improvement of overall efficiency and productivity, are now

in place and delivering benefits.

Significant efficiency gain has been made since the introduction of the Business and

Service Unit structure in late 2001. Solid results are being achieved through closer co-

ordination between Units in managing the flows of passengers and cargo through the

airport. Units and individuals have identified real benefits by aligning goals and by working

in partnership to deliver higher performance results. Service and Business Units have

agreed upon service pledges that clearly define how each can contribute to achieving

common business goals.

A newly introduced TQM (Total Quality Management) focus has taken continuing process

improvement to a new height. Some 20 members of staff have already taken on the

responsibility to act as quality leaders following sessions of ‘process’ and ‘assessment’

training. A Quality Council, established in late 2002, has taken on the role of planning

and co-ordination of quality programmes.

The assessment of requirements for talent and management depth is now an integral

part of business planning. A systematic Management Development Review process was

undertaken this year to identify top performing and high potential managers and to

establish processes for their professional development. The professional growth of these

individuals will strengthen the Authority’s competitiveness and improve its readiness to

take on new business opportunities.

The Authority introduced the concept of pay for performance about two years ago. Since

then, the fixed and variable elements of staff pay have been radically repositioned. The

variable element is now heavily linked to the performance of the overall organisation, the

Business or Service Unit and the individual. Both eligibility for promotion and

compensation are now assessed by performance against predetermined criteria within

the framework of management by objectives.

Corporate and Community

BUSINESS REVIEW
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Corporate governance
The Authority is committed to high standards of corporate governance and of disclosure

and transparency in its dealings with external stakeholders. Whilst the Authority is owned

by the Government, it operates with a sense of public accountability to its many stakeholders,

including passengers, business partners, the community and many others.

Our 2001/02 annual report was again awarded a Diamond Award by the Hong Kong

Society of Accountants in its Best Corporate Governance Disclosure Awards, Public Sector/

Not-for-profit category. (This was the top and only award made in this category.)

We have continued to refine our procurement procedures so as to become a business

partner of choice. This matters particularly to the Authority as a facilitator and catalyst

for much of what happens at the airport. We have made it possible for many more

businesses to tender for contracts at the airport by extending the global cover of our

wrap-up insurance policy to cover them. This also benefits us by widening our potential

pool of external contractors.

Air Cargo Forum
In September 2002, the Authority hosted the largest ever Air Cargo Forum with more than

4,000 delegates (twice the number attending the last Forum) and 250 exhibitors. Organised

by The International Air Cargo Association (TIACA), the Forum is the industry’s largest

trade convention and exhibition. The occasion was an opportunity for delegates to learn

about the development of the Pearl River Delta and to understand the key role of HKIA in

providing international air links for manufacturers in the Delta and for the Mainland of

China as a whole.

In February 2003, the Authority’s Head of International Marketing was voted in as the first

woman, the first Asian and the first airport representative to become president of TIACA.

BUSINESS REVIEW
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BUSINESS REVIEW

Communications services
The communications team has leveraged a number of corporate initiatives to develop

greater understanding of the airport’s transformation into a service business. Such occasions

during the year have included the announcement of Customer Service Excellence Awards

and the introduction of Airport Ambassadors. Communications have also focused on new

or redesigned facilities which add to the airport experience.

HKIA’s website www.hongkongairport.com was relaunched in October 2002 with a wealth

of new information and improved help and search functions. Access to the popular real-

time flight information service has been simplified. Virtual tours conduct arriving, departing

and transfer passengers through the passenger terminal whilst shoppers can access online

purchasing services.

Communication within the airport community is also important. An Extranet has been

developed for exchange of information between airport partners including emergency

contacts and operational statistics. Safety campaigns have been a frequent focus for

communication within the airport. This past year, attention has been focused on Ramp,

Baggage Hall and Lift & Escalator Safety Campaigns and on a Safety Quiz Competition.

Environmental care
A community organic garden project launched in February 2003 is the latest in a number

of environmental management initiatives led by the Authority. The project uses composted

kitchen waste from restaurants in the passenger terminal. It involves primary and secondary

school students from nearby Tung Chung in planting and tending a number of vegetable

beds fertilised with this waste. Over the year, the composting will consume about 12 large

lorry loads of waste that would otherwise be destined for landfill. The garden initiative

culminates in a competition in June 2003 when the produce is judged in an inter-school

competition.

Other initiatives in this area include non-compostable waste recycling programmes and

campaigns to reduce energy consumption. Taken together, such projects are helping to

increase environmental and community awareness at the airport.
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Charitable and community
Community projects are valuable in giving the wider community a greater sense of

affiliation with the airport. More than HK$750,000 of charitable donations were

processed during the year through the Donation Box Programme for the Community

Chest and other charities. HKIA hosted flag selling by 11 charities during the year.

The Authority reached out to the next generation through events for local schools

including an environmental programme, Christmas activities and a mid-Autumn festival

celebration. The King of the Road race was again held on the airport island.

Staff welfare
Regular symposiums are organised to share information about employee well being.

Staff activities are also funded through the very active Staff Club. Sporting events

organised by the Club include hiking, dragon boat racing and an annual golf

tournament. The Club arranges such activities as wine tasting, family days out and

health talks and has developed a number of special interest groups such as the

Christian Fellowship. Taken as a whole, these programmes of activities help to enrich

the lives of our staff and their families outside the workplace and to increase their

sense of belonging in our organisation.

A maturing organisation
After five years of airport operation, the Authority is now maturing as an organisation.

Many systems are now in place and operating effectively to increase the impact of all

parts of the whole in creating excellence in all areas of our work. We will continue to

develop as a sharing, learning and caring organisation in the years to come, with

innovative and proactive staff who are conscious of quality and always striving to set

and exceed global standards. We will also continue to build on the strong links that

we have built with the wider community of Hong Kong.

BUSINESS REVIEW


