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| am honoured to present this Annual Report, my first since taking up
my present post in July this year. Amidst keen competition in the postal
and courier market in 2016/17, Hongkong Post continued with its efforts
to manage costs and generate revenue in order to strengthen the financial
performance of the Post Office Trading Fund. | am pleased to announce that
we have continued to achieve an operating profit, of $153 million for the year,
representing a rate of return on the average net fixed assets of 4.7 %.

Although transactional mails are decreasing in the face of advances in modern
communications technology, the role of Hongkong Post in carrying out the
physical delivery of postal items remains as important as it ever has been.
The evolving landscape is very competitive, however, and at Hongkong Post
we have endeavoured to transform our corporate and business strategies in
order to keep up with the rapid changes in the external environment, while
continuing to build upon our trusted public image. This is part of our constant
efforts over many years to serve the community, the public and individual
customers better.
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Postal operations are labour-intensive. In order to enhance our operational
efficiency and reduce our costs, we have been embracing opportunities
for the wider use of information technology and for work process
re-engineering. In all this, however, we never lose sight of our primary
commitment — of working in tandem with our customers. That lies behind
our formulation of various business strategies and new initiatives to meet the
changing needs of our customers in this fast-moving era of new technology,
new competition, and new commercial practices, while also increasing our
competitive edge. For example, we have continued to improve our mail tracking
capabilities by making a number of enhancements to our system. We have
also introduced a new e-signature option at our post office counters, further
improving our customers’ experience in using our services.

Hongkong Post faces keen competition in its service sector. We are fully aware
of the need to provide services in support of the booming e-Commerce industry,
and this has prompted our launch this year of our new "iPostal Station" service.
The iPostal Stations provide a more convenient delivery option for larger items
that would traditionally have been delivered to the door, along with rapid SMS
notifications to recipients. We have continued to roll out more iPostal Stations
throughout the territory, some of which offer 24-hour access, as the popularity
of this service has grown.

We have also been working persistently to help our local SMEs broaden their
sales channels. For example, during the year we have expanded our e-Express
service, which offers end-to-end handling visibility of items with tracking
information, to cover a total of 19 major destinations worldwide. In addition,
to provide e-Commerce platform providers with a better service, we have been
working closely with several of these providers to develop dedicated solutions
for shipping their items overseas.

Alongside all these, we are continuing to ensure that our workforce remains
equipped to respond professionally and effectively to the constantly evolving
business and operational environment, by offering regular staff training and
professional development opportunities. We do ask customers to support
our staff by ensuring that their mail is correctly addressed, a practice that
enables us to better carry out our core postal delivery duties to a high level of
professionalism.

In the year ahead, we will continue to move ahead with projects, enhancement
measures and service innovations that will enhance our operational efficiency
and effectiveness, improve our customers' experience in using our services, and
contribute to the longerterm sustainable development of Hongkong Post.
These outcomes will involve harnessing the collaborative efforts of our entire
team, and working in concert to ensure that Hongkong Post continues to grow
sustainably into the future.

G —

A

Gordon LEUNG
Postmaster General
and General Manager of the Post Office Trading Fund

BBBBEFIR 2016/17
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PURPOSE, VISION, MISSION, VALUES

Our Purpose - Linking People, Delivering
Business

In Linking People, Hongkong Post strives to fulfill our social obligation
to bring people together locally and around the world by delivering
correspondence and merchandise promptly and reliably at affordable
prices.

In Delivering Business, Hongkong Post creates added value for the
economy of Hong Kong by providing business solutions to different sectors
and maintaining the viability of Hongkong Post through innovative service
provision.
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Care for Colleagues from the
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Strategic Learning & Growth

Perspectives
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: Management Succession
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Job Competency
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Career Development
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Cultural Alignment
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Good Employer
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Learning Organisation
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Customers : Financial
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Customer Focused Organisation Sustained Profitability
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Know the Customers : Productivity Enhancement
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Customer Satisfaction ¢ Cost Control
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Customer Loyalty Business Growth
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: Business Expansion
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Our Vision

* To be recognised in Hong Kong as an outstanding service organisation

* To be recognised worldwide as an outstanding postal service

Our Mission
* To be a totally committed and valued workforce

* To achieve consistently the highest levels of customer satisfaction

¢ To be a viable business with sufficient resources to invest in our future

* To anticipate changes and respond proactively

Our Values
* To care about our customers and our colleagues

* To excel through development, teamwork and innovation

IETE# Delivering Business

o EEME o TEIRHEER o fEm kg
Productivity Proactivity Excellence
o HE AR EEER SRR
Innovation Development Anticipation
° MBME
Value for Money
e NBBE
: Internal Processes
 BEAIFRE Do BB RRRIE Do BREEEEGE s MY SFERME
Innovate for the Future : World Class Facilities : Modern Business Reputable Brand
Management Systems
© SREBHE Lo RIBRREM P e BATRNRE . BRALERS
Business Diversification : Cost-effective & Efficient Process Efficiency Local Corporate Image
. PREmAE i Facilities Do SCRAMBHL P EEERRE
Strategic Cooperation Do TERERS : World Class IT : International Postal
o JEEEMGELE i Safe Workplace ~ g e Reputation

Long-term Viability Quality Performance Data / e BITHEEME

Information : Social Responsibility
c2EEEEE Do ETBRREH

Total Quality Management : Environmental

Excellence Responsibility

o EBETIGES
Match Competitors
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e Product Development,
Marketing and Sales

* Speedpost

e Customer Relationship
Management

* Local Mail

e Certification Authority
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e International Business
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¢ International Logistics

EBBHER 2016/17 7



Corporate Overview




a " L o |

K:«Tf'ff'

1Ppstal Stotion
 z7 aElig




0000
Corporate Overview

BBRE

BB BB AMFES - WREBMBR
BRRE - 20161176 E - BEBRNEZBRANE
BRI B 248 .8 1B TTAN47 28188 T » $4151.5318
BTLEERM  DWESETEEETIDFENLT% °

L'ON
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General Mail Services
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FINANCIAL PERFORMANCE

Hongkong Post continued with sustained efforts in cost management
and business development in order to reinforce financial performance. In
2016/17, the total operating revenue and expenditure of HKP were $4,881
million and $4,728 million respectively, resulting in an operating profit of
$153 million. The rate of return on the average net fixed assets was 4.7%.

EIER A
Operating Costs (&% &t HK$milion)

%8 TOTAL 4,728

1,652

360

m EBIERAE
Staff Costs

u —REBEER T

General Mail Operating Expenses

B {THFIX

Administration Expenses

MAIL TRAFFIC

In 2016/17, Hongkong Post processed 1.22 billion mail items (or a
daily average of 3.35 million items).
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1200 1,212 1,197
1,000
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400
200
1 3 3 0 5 W AR E
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Local Mail Traffic
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Local mail accounted for 86.5% of Hongkong Post’s total mail traffic in 2016/17.

EE-1GS
million 1,139
ftems 1,037 1,038 1,058 1,059
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800 =%
Letter Mail
600 W R B IE
Local CourierPost
u EEBBGER
400 5 AR
Hongkong Post
200 Circular Service
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Registered Mail
0 12/13 13/14 14/15 15/16 16/17 FEYear - %rﬁ%rs
BIfREH 2 FEFIHE M
International Mail Traffic Major Overseas Destinations
2016/ 7EE - B E 4B EBHAIHE13.5% °
International mail accounted for 13.5% of Hongkong
3.9%

Post’s total mail traffic in 2016/17.

CE

South America

17.6%

AEs AL seiM

mllllon North America
items
250

200

223
198
175 165
0 139 = 50.7%
Air Mail THREAE
101 o RPE Asia & Asia-Pacific
Surface Mail
u SREIR
5 Speedpost 2 7 . 1 %
Europe

12/13  13/14 14/15  15/16 16/17  F/EYear

o

o

o

EITE 33 RETAIL BUSINESS
HE2017F3A318  EEBHBELRE125H As at 31 March 2017, Hongkong Post operated an extensive network of
HBRE (REZERDERF)  BEHEERM - 125 post offices (including three mobile post offices).
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NEW PRODUCT AND SERVICE INITIATIVES

Service Excellence
We are committed to striving for service excellence, and to this end we
are pursuing the following initiatives:

New Mail Tracking Function and Extension of
Acceptance Offices for EC-Ship Posting

0n 30 June 2016, Hongkong Post enhanced the quality and scope of its
EC-Ship service. EC-Ship users can now obtain the latest status of their
mail items once they have completed the preparation process on the
EC-Ship platform. The network was also extended with the addition of
afurther six post offices on 19 September 2016, with altogether 51 post
offices that now accept EC-Ship posting. We are planning to extend the
EC-Ship Application Programming Interface (API) service to support
all bulk mail services in the EC-Ship platform by October 2017, and to
support local registered mails in early 2018.

Extension of e-Express Service

In response to demand from e-Commerce merchants for new ways of
sending goods to popular destinations as well as emerging markets,
our e-Express service was extended to cover Brazil, the Netherlands,
Switzerland, Sweden, Denmark, Israeland Japan on 14 November 2016,
covering 19 major destinations in the year. We will continue to explore
new destinations to help make this service a strong alternative shipping

solution in addition to the conventional registration service.
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1218 R and the Air Parcel Service

FN - BFREEXPAZAUATZERILER - Speedpost customers were able to enjoy a number of new value-
added services during the year:

° BEEREPMN201659 AR EM HinEeE R
¢ online redemption of gifts for registered customers in September

o [RHFREE] @ - TAnEAREXREMN2016 2016;
FIOAKRARE  AERERTBHANFRER
BPUEMLEBZIRTRE UK * the introduction of an Application Programming Interface (API)

function in the “MySpeedpost” online platform in October 2016,
s BEMBEAMERIBHSEMER [MEel] &£
2016F1 AIER L - [BHel® | BANKRT
FREEBHTEREIEME  FHABEER
[REOBREE] % [R5 5] BLFAERE * the introduction of an “Internet + Mail clearance e-Pass”, which
BEHER  BFREEAETEEBHMNERER
W WAER LSRN BHORK - FR - BEE
MERGREED EREZH e RRY -

helping those of our Speedpost customers who make bulk postings
to conveniently prepare the posting forms online; and

was jointly developed by Guangzhou Customs and Guangdong
Post, and launched in January 2016. This e-Pass is available for
Speedpost items sent to major areas of Guangdong Province

e R EENN I EFRE that are prepared on the “MySpeedpost” and “EC-Ship” online
. . . latforms. The e-Pass enables consignees to check the customs
2016497 - HEMBEBBEADEARAGY P &

b HER S AR R 2o P RRE - L clearance status of their postal items and arrange tariff payments
Hﬂﬁﬁﬁﬁﬁéﬁﬁg%ﬁﬁﬁ S 5% © 2016 online for postal items. This customs facilitation measure was also
F108  RPABERTEIEMFENRIIR 455 extended to the Air Parcel service in the year.

]| F5 - HERAEEE \ MR o
Bl RIRA EEBRORBRERTR Continued Enhancements to Online Customer

Interfaces via Mobile Devices

In September 2016, we enriched the functionalities of our mobile

app to make it easier for customers to order at-door pick-ups for their

Speedpost postings, instead of calling the Speedpost pick-up hotline.

il In October 2016, we provided online shoppers with convenient mobile

E‘:":_"."'.L‘..”:"..":.':‘.:.- f______ accesstothe Sh.opThruPost platfo.rm, thereby enhancing our services
i : ‘ as well as boosting the corporate image of Hongkong Post.

A more convenient way to
arrange pick-up

via mobile APP

pick-up Podl APP o
Ty Speodptet N nced' o b p g ofce

+
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Service Innovations

Some highlights of our service innovations designed to meet the
changing market and dynamic customer needs in 2016/17 are as
follows:

Launch of Mail Collection Number and iPostal
Stations

In May 2016, Hongkong Post introduced a new mail collection service
using a Mail Collection Number (MCN), and installed a network of
iPostal Stations throughout the territory to enable self-service mail
collection. The service requires members of the public first to carry out
a simple registration procedure on the Hongkong Post EC-Ship portal
to obtain a Mail Collection Number (MCN). Once they have registered
an MCN, members of the public can then select a post office and/or an
iPostal Station to receive their larger sized mail items, which normally
would be delivered to the door.

In October 2016, we launched a new model of iPostal Station that
incorporates Radio Frequency Identification (RFID) technology,
developed in association with the Hong Kong R&D Centre for Logistics
and Supply Chain Management Enabling Technologies (LSCM R&D
Centre), to enhance the operational flow of the system. The RFID-
equipped model won a Gold Medal at the 45th International Exhibition
of Inventions — Geneva held in March and April 2017, awarded for the
categories of "Computer Science, Software, Electronics, Electricity,
Methods of Communication”.

As at 31 March 2017, iPostal Stations had been set up at 12 service
points throughout Hong Kong. We aim to extend these iPostal Stations
to more locations in the future.

DI%C)ME
T

CHEMEWT

WESEHAEER B! £ [F45EHNRBEIREAR ]
TREEE-

The RFID-equipped iPostal Station won a Gold Medal at the 45th
International Exhibition of Inventions - Geneva.
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New "Postage Paid by Addressee” Feature of Smart
Post

In July 2016, we introduced a new "postage paid by addressee” option
to our range of local mail services. This new service allows addressees
to pay postage for the mail they receive when they collect it from a post
office. Currently, the service is provided to government departments and
statutory bodies that send documents to members of the public who
request or apply for certain documents.

Fulfilment Services

In September 2016, Hongkong Post launched a new Fulfilment Service
that offers SMEs and merchants a total solution in fulfilling their orders.
Merchants can conveniently place their fulfilment orders online at our EC-
Ship online portal.

Introduction of "e-signature” at Post Offices

An “e-signature” function for customers collecting registered mail and
other items that require proof of delivery was rolled out to post office
counters in November and December 2016. Capturing the signatures
of recipients electronically speeds up the processing time for mail
counter delivery. This e-signature function will also be included in the
new generation of Personal Digital Assistants to be used by our delivery
postmenin early 2018.

New Technologies applied to Direct Mail

In light of the growing popularity of mobile and virtual visualisation
technologies, Hongkong Post has introduced the application of
"augmented reality"and "virtual reality" technology to Direct Mail (DM) so
thatreaders can use mobile applications toview 3Dimages on print copies
of DM. Scents infused into print copies also have the potential to help
target customers associate DM messages with pleasant experiences. In
January 2017, we organised an educational seminar during which invited
industry experts demonstrated the power of augmented reality, virtual
reality and scent printing to a fascinated audience.

EBBHRER 2016/17 15
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Service Management

We continue to strive to serve our customers better, and are investing
in information technology to achieve better levels of service
management.

Mail Bag Tracking Service for Bulk Air Mail

In May 2016, we began offering a new and optional value-added
service, the “Mail Bag Tracking Service”, for Bulk Air Mail (BAM). The
service fee provides two useful pieces of tracking information at a bag
level: the “date of posting” and the “date of departure”.

Enhanced Function of Mechanised Letter Sorting
System

In November 2016, the Letter Sorting Machines in the Mechanised
Letter Sorting System had a Chinese Optical Character Recognition
function added, enabling the sorting of letters bearing printed Chinese
local addresses.

Introduction of the Mail Flow Management and
Tracking System (MTS)

The MTS was commissioned in November 2016 to replace the long-
standing Trackand Trace System,and enhance the functionalities for mail
tracking in phases. Together with the Integrated Postal Services System
(IPSS), which was introduced in 2015 to automate counter operations,
the MTS is enabling instant data exchange in ways that are optimising
our planning and deployment of manpower and other resources.

“Drop & Go” Provides Customers with A Convenient
Service

In January 2017, Hongkong Post launched its new "Drop & Go" (DnG)
service, designed both to cater for developments in e-Commerce and
enhance the posting experience of our customers. The service name
is self-explanatory: “Drop & Go” gives customers the convenience of
handing in their mail for posting in bulk at our counter offices, without
the need to wait during the acceptance process.
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MAJOR COLLABORATIONS

Hongkong Post has developed several strategic partnerships aiming at
further enhancing its competitive advantages.

Launch of "Hong Kong Trusted Product”

A product line of "Hong Kong Trusted Product"”, authenticated by GS1
Hong Kong, have been available on our online shopping platform
ShopThruPost since August 2016. Merchants selling products with
"Hong Kong Trusted Product” status do not only enjoy enhanced
product authenticity from GS1 Hong Kong, but also trusted delivery
through the proven reliability of Hongkong Post, and thus benefit from
"Double Trust in e-Commerce". In October 2016, we launched a mobile
application and a new web version of ShopThruPost. We also joined
the GS1 Hong Kong Summit 2016 held in November 2016, where we
shared some of the ways in which our postal services are supporting
e-Commerce.

Collaboration with Large e-Commerce
Platform Providers

To provide a better service to e-Commerce platform providers, we
have been working closely with large online sales platform providers
to develop dedicated solutions for shipping their items overseas.
These solutions include integrating computer systems to facilitate
data uploading and the exchange of tracking information, as well as
developing a dedicated workflow that is streamlined and efficient. This
initiative has proved to be successful, and traffic generated through this
channelis ontheincrease.

EBBHRER 2016717 17



godudnonoog
The Year in Pictures

BRBEEL (S5 B ERSBESS  LPIAKEEE  DKEED
5 BFES  ARBEMPREBHERLRE [EHBUE] -

Hongkong Post (HKP) launched its network of iPostal Stations, installing iPostal 1 Plastiit $tertin e

M m =] ¥ K
Stations at Tiu Keng Leng Sports Centre, Tuen Mun Public Library, Tin Shui Wai : d g ':’ fﬁ.'f
Sports Ground, Youth Square, Domain, and the Central Mail Centre. 3 F .@

A S —

BABBERTED N ELXEFHERE [2016FF/ MEERERER] -

HKP received the "2016 Best SME's Partner Award" from The Hong Kong General
Chamber of Small and Medium Business.

FIEREBERILEOTELRIES (REGHRAR) EPEATERN
HRER -

All the entries in the 15th Inter-School Stamp Exhibits Competition, including the
winning entries, went on display at an exhibition held in the Sha Tin Town Hall.

RXF[FHEEE  FEBBN2016F8H29A Z0AREEBRAR RIS HTE
BEEHSFIN [BEKRAREN] HORBHEEE - HEBEH I BERS
MAMBEEBRAAREE EEARKEFENTTEM @ WREDEVERTY -

As part of our support for social enterprises, HKP provided avenue at the General Post
Office from 29 August to 3 September 2016 where the YMCA of Hong Kong set up its
Y Multi Pop Up Store. The store, jointly run by ethnic minorities and local grassroots

women, sold handmade ethnic products and provided a henna drawing service.
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HKP launched new Fulfilment Services to help local merchants fulfil their sales orders,
whether placed online or offline, with minimal hassle.

MENERME [RFH] RENERS : RAERR - TIVEBRE - fIREBHE RAEERF - AEA
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Further six post offices were added to the list of post offices

accepting EC-Ship items. They are Tung Chung Post Office, To Kwa f/'l:'_'e---r °
Wan Post Office, Sun Chui Post Office, Lei Muk Shue Post Office, Shek 2 ag @'S h I p
Wai Kok Post Office and Tsz Wan Shan Post Office.

FRBBRFREERE (KE—B) [F/EREZEHBH2016—BEREER
Bl #Ee

HKP's Speedpost service won "The Best SME Partners 2016 — International Courier

Service" award, organised by the Economic Digest.

[HEFEBB] R2016F10A7HRTT  EESERHEEIFEREE([E  SAHA
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“Love Post Day” was held on 7 October 2016, the 13th consecutive year in which HKP \J ﬁ
has organised the event. “Love Post Day” is aimed at bringing a human touch back into ‘N" Pt "ﬁ
personal communication by encouraging the act of letter-writing. g : b
BEBREASABMNAEE  RILEPERFT L - REKREBEEMNEFHR :
BB RAEB GTHEHR BT (RFID) &Y [ &L - : : oy,
: : - : : ) 1Pasint 51 a
iPostal Stations with RFID technology were added in the following locations:  *  >"mEe = |\, *=
Sha Tin Government Offices, Choi Hung Road Badminton Centre, Po Wing . : 9 ‘ :
Road Sports Centre, and Wan Chai Post Office. : s
[SmE ] #H [BEELER] - R AN 10
“Hong Kong Trusted Product” was launched on ShopThruPost. o
. Hﬂ#ﬂ I
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In November and December, HKP introduced a new “e-signature”
collection arrangement at post offices that captured customer signatures
electronically.
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During the uyear, HKP's e-Express service was extended to include Brazil, the
Netherlands, Switzerland, Sweden, Denmark, Israel and Japan, bringing to 19
major destinations covered by the service.
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HKP brought its new Mail Flow Management and Tracking System (MTS) into service. The
new system offers enhanced functionalities for tracking mail items and mail despatches.

[HMBRE R OREBINEPOLEXFHENRE  ATESH I RDEF
SCARHHEAE S o

The Letter Sorting Machines in the Mechanised Letter Sorting System had a
Chinese Optical Character Recognition function added, enabling the sorting of
letters bearing printed Chinese local addresses.

BLOEhEEBRE T MNERBEK 2RSHAEHSHELENTEE - 2FE2016F 1A%
BEABAAZRERIEHETIRYE - AREHRERBPLRABELEBHE -

The PostCare Club, set up for HKP staff and their family members, took part in a number of activities
to show their care for the less privileged in the community, including providing a volunteer service for
the Duchess of Kent Children’ s Hospital in November 2016 and running free regular tutorial classes for PostCare Club
children at the Caritas Centre.
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7] :
A cachet was issued to commemorate HKP's participation in the China 2016 Asian & E;;'-'Eglé §
International Stamp Exhibition, held at the Nanning International Convention and Exhibition e GEhimITIon :
Centre in Nanning, Guangxi from 2 to 6 December.

RERBEEHEBRNNFIEERSERIELE  BABRERERANA
WELFEERELE -LEER R [BRIFEFEHABWERNER - fE
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HKP and the Education Bureau co-organised a letter-writing competition for
young people in Hong Kong in support of the Universal Postal Union (UPU) 46th
International Letter-Writing Competition. The topic was "Imagine you are an advisor
to the new UN Secretary-General; which world issue would you help him tackle first
and how would you advise him to solve it?"

R EB SRR EE IR R B
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HKP was recognised as a
“Consumer Caring Company”
by GS1 Hong Kong.

A RFID iPostal Station was opened
in the On Kay Commercial Centre.

BEMPE (BHE) BT [2016XSHBESER| - URBFEBEIN2016FHE
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ARHR

HKP won the 2016 32 5B 2 % & 5% award, organised by the CAINIAO Alliance. The award
recognises the outstanding achievement of HKP in attaining 88% on-time delivery for Russia
within 15 days during the Double-Eleven period of 2016.

[BABBZR] REABRRIMNELE  KERETEEER  A2BNERIEEN AR bl | ]
B BRI © .

Members of the Friends of HKP, a volunteer scheme organised by HKP, acted as docents for guided
tours and school visits to HKP facilities.
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The Tseung Kwan O Post Office and the Tseung Kwan O Delivery Office

were relocated to the Ming Tak Shopping Centre.

EEEBBEREREFTHUIEERE [FELFEMME2017]
— [FHRERERE @S] 28 BE T FERILE -

HKP’s Speedpost won the Metro Finance
FM104 - "Hong Kong Leaders' Choice 2017
- Excellent Brand of Commercial Express
Delivery Service" award for the tenth time
inarow.

BEBRERETBREEBRERNKREARNERE -

HKP won a Certificate of Merit in the Hong Kong Awards for
Environmental Excellence — Public Services Sector.

FEBRERRERE [RETH] BFAE - 817 [(NEHLEKERKTE] - £FF

B IEERT AR -

BRBBER BT & RIGH SR FHEM2016/17
FE [RLRBE] 5% -

HKP received the Hong

Kong Council of Social

Service's Award of the L.,
Caring  Organisation
Logo 2016/17.

HKP joined hands with environmental group Greeners Actions to organise a Laisee Packets ¥ *ﬁij@

Reuse and Recycling Programme. Reborn laisee packets were distributed at all our post

offices.

ZERTEEFAREESEBRI M [FHus] -

A RFID iPostal Station was opened in the Tsuen Wan Government Offices.
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Speedpost attained the Gold Level of Universal Postal Union EMS
Cooperative Certification in 2016.

EREBRERREERE [2016REXBEMH] 8IE -

HKP received the “2016 Business Partner Award”, organised by Cathay Pacific Cargo.

EARBBREEATEEBETMERARAREMA [2016&E hkMBULEE] F
R [ SIEnREE—RAEPIERIRE] M [KEE hki@uesE] -

HKP’s website was awarded the Silver prize and “The Most Liked .hk Award” under
the Government Departments Category in the “Best .hk Website Awards 2016"
organised by Hong Kong Internet Registration Corporation Limited.

BOgM [BEBRzA] WREIMENEAMIERERSE -

Members of the PostCare Club and Friends of Hongkong Post visited the elderly in
the Chuk Yuen and Wong Tai Sin areas.

EEBEAREEARMRN [2016/17FETEBNREELIEBHAEH R
PHERE= -

HKP ranked second in the Hong Kong Government Service Excellence Index 2016/17,
organised by the Efficiency Unit.

= CATHAY PACIFIC CARGD

2016 Top Agents Award Dinn
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Hongkong Post strives
to serve you better
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CUSTOMER SATISFACTION SURVEY

In 2016/17, the overall level of customer satisfaction with Hongkong
Post’s services, as reflected in our regular customer satisfaction
survey, reached 97.8%. The satisfaction levels achieved were: 97.7%
for our counter service, 98.6% for our delivery service, and 94.8% for
our hotline service.

CUSTOMER LIAISON GROUPS

Hongkong Post gains valuable customer feedback through its different
liaison groups, which include our Customer Liaison Group, Business
Customer Liaison Group and Philately Liaison Group. These groups
are made up of representatives from District Councils, major local
chambers of commerce and SME associations, account customers,
philatelists and members of the public.

We were able to gain many useful comments and suggestions for
improving our products and services by organising regular meetings
and visits to Hongkong Post’s operational facilities.

POSTALPLUS FOR SME

PostalPlus for SME is a very effective communication platform that
provides SMEs with up-to-date market and business information,
thus giving them an extra edge to their competitiveness. Members of
PostalPlus for SME enjoy a dedicated member hotline and website,
regular e-newsletters with the latest postal service updates and
practical business tips, and free topical seminars and customised
workshops organised in collaboration with various SME associations
and government departments. They also receive specialist advice
on e-Commerce solutions, and on the various government funding
schemes available that support local SMEs in developing their 020
business. As at 31 March 2017, PostalPlus for SME had approximately
45000 members.
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From February to July 2017, Hongkong Post organised a roving
exhibition titled "Learn More about Hongkong Post", held at different
community halls across Hong Kong. The exhibition included various
educational topics such as details regarding the correct way to
address mail items, and information about the new mail format
classifications for postage implemented on 1 January 2016. It also
introduced various new Hongkong Post initiatives, such as the new
iPostal Station and Mail Collection Number (MCN) services.

An online Correct Addressing tool was launched on the Hongkong
Post website and the Hongkong Post Mobile App. The tool enables
members of the public to check the correct presentation of local
mailing addresses, thus facilitating prompt and accurate mail delivery.
The tool also enables users to print local addresses on envelopes and
labels directly, and to store the addresses on their mobile devices.
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As at 31 March 2017, 5 171 civil servants and 1 875 non-civil service
contract staff were serving in Hongkong Post.

TRAINING AND DEVELOPMENT

To uphold our service excellence and maintain a team that is readily
responsive to market changes, we provide our workforce with training
in essential professional knowledge and required competencies to
enable them to respond swiftly and effectively to the evolving service
environment. Over the past year, our staff received a total of 38 853
days of training.

The Hongkong Post Staff Training Centre organises vocational training
for staffin many different areas. In 2016/17, courses included:

* aManagement Development Programme for our managers; and

* arange of courses on product knowledge and systems' operation,
occupational safety and health, and customer service skills, for our
staff.

We continued to organise seminars and workshops on such topics as:

* integrity management, staff management, procurement, contract
management and financial management;

* supervisory accountability, in talks and seminars jointly organised
with the Independent Commission Against Corruption;

* a Customer Journey Workshop, held in September 2016, for
managers; and

* emotional health,inan Emotional Wellness Workshop for managers
and frontline supervisors held in February 2017.

In the first half of 2017, we collaborated with the Civil Service Training
and Development Institute (CSTDI) to revamp the training courses we

.- provided to our frontline supervisors. In addition, we conducted

a range of tailor-made training courses on performance
appraisal together with supervisory accountability and integrity
management, sensitivity to issues and crisis management, and
activity-based leadership training.



BRI+ EREMPIED BB - FIASESEL
XRREEEEENREEEE - B

o BIRMERE  BBAEMERRE AR

° ZBE THBEEIIED -

BT REEE

ERBEBESFINBELRE RERBRN (22
ERHE]  BOEE AR BRENIER
R BT ARG ABTLIERA SRR R
BIRE URSEFEELNAHANZARNET
LEER  MRATEAMBREEXN (#2818
HE] WRE EEEERERASHT  HEBK
MiEE B ERA2015F/I195Tm D E2016F 1)
1675 °

We attach great importance to sustaining a learning culture, and have
continued to encourage and support our staff in self-learning and part-
time learning, for example by:

* organising evening English, Putonghua and computer courses; and

* encouraging staff members to apply for a place in the training
sponsorship scheme.

OCCUPATIONAL SAFETY AND HEALTH

At Hongkong Post, we strive to maintain a safe and healthy working
environment in line with our Occupational Safety and Health Policy
and our Safety Management System. We regularly organise training
in occupational safety and health matters for our frontline staff and
managers. We also conduct regular safety audits at our operational
and headquarter units, to ensure that they comply with all regulatory
requirements as well as with our own Safety Management System.
The committed effort by the entire workforce resulted in a decrease in
employee injuries, from 195 cases in 2015 to 167 cases in 2016.
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POST OFFICE RECREATION CLUB (PORC)

The PORC organises a variety of sport and recreational activities for the
staff of Hongkong Post and their families. In 2016/17, these activities
included special interest classes, local tours and sports competitions.
They were all received enthusiastically by staff, and fostered a good
team spiritamong our workforce.

The site of our PORC Clubhouse at Caroline Hill will shortly be returned
to the Government. On 26 February 2017, a series of farewell events
were held at the Clubhouse, including a tug of war and a “Big Bowl
Feast”. The 500 participants took the opportunity to bid farewell to
the Clubhouse and express their gratitude for having such a wonderful
place to make and share departmental memories. The Clubhouse,
which has served the staff of Hongkong Post for nearly 80 years, was
officially closed down in March 2017.

RECOGNITION OF OUTSTANDING STAFF

Hongkong Post continues to excel in customer service. In 2016/17,
the following staff received special recognitions for their outstanding
contributions in customer service:

* Senior Postman Mr. LAU Che-ping’s outstanding performance
earned him the Individual Award (Field & Special Service) — Bronze
Award in the Customer Service Excellence Award 2016, organised
by the Hong Kong Association for Customer Service Excellence;

* Mr. TAM Man-chau, Postmaster of Tsim Sha Tsui Post Office, won
“The 48th Distinguished Salesperson Award”, organised by The
Hong Kong Management Association; and

* during the year, around 1 100
commendations have been
received from the public and
the customers in recognition
of the quality service provided
by some 7 000 Hongkong Post
staff members.




