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CLP Power CLP Power 
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☺☺VisionVision
To be a world class power companyTo be a world class power company
providing excellent services to ourproviding excellent services to our
customerscustomers

☺☺MissionMission
To provide high quality, low costTo provide high quality, low cost
and caring services to meet or exceedand caring services to meet or exceed
customerscustomers’’ expectationsexpectations



Statistical HighlightsStatistical Highlights
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12 Months Ended 31 December 2000

Ø Incorporated : 1901 in Hong Kong

Ø Supply areas : 1,000 sq. km.

Ø Installed capacity : 8,263 MW (35% more than 1991)

Ø Electricity sales : 27,488 GWh (33% more than 1991)

Ø Average price per unit : 87.97 cents (41% lower than 1983)

Ø Customers : 1.93 million (28% more than 1991)

Ø Employees : 3,899 (41% less than 1991)



CLPP Service ExcellenceCLPP Service Excellence
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Customer Service is giving customers Customer Service is giving customers 
what they what they expectexpect..

Good customer service is giving Good customer service is giving 
customers customers a littlea little more than what more than what 
they expect.they expect.

Excellent customer service is Excellent customer service is 
enjoyingenjoying giving customers a little giving customers a little 
more than what they expect.more than what they expect.



CLPP Service ExcellenceCLPP Service Excellence
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EmployeesEmployees

CustomersCustomers

ShareholdersShareholders



Internal 
quality 
systems and 
processes

Productive 
and 
committed 
employees

Customer 
satisfaction 
and loyalty

Profits 
and 
growth

Customer Centric CultureCustomer Centric Culture

CLPP Service ExcellenceCLPP Service Excellence
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StrategyStrategy

ManagementManagement

PeoplePeopleProcessProcess

TechnologyTechnology

Customer focusCustomer focus
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StrategyStrategy

ManagementManagement

PeoplePeople

TechnologyTechnology

Customer Customer 
focusfocus
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ProcessProcess

ØØ VisionVision
ØØMissionMission
ØØ ObjectivesObjectives
ØØ StrategyStrategy
ØØ PlanPlan



StrategyStrategy

ManagementManagement

PeoplePeople

TechnologyTechnology

Customer Customer 
focusfocus
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ProcessProcess

ØØ RecruitmentRecruitment
ØØ DevelopmentDevelopment
ØØ TrainingTraining
ØØ EmpowermentEmpowerment
ØØ PotentialPotential



StrategyStrategy

ManagementManagement

PeoplePeople

TechnologyTechnology

Customer Customer 
focusfocus
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ProcessProcess

ØØ SimplificationSimplification
ØØ FlexibilityFlexibility
ØØ ConvenienceConvenience
ØØ CostCost--effectivenesseffectiveness
ØØ ControlControl



StrategyStrategy

ManagementManagement

PeoplePeople

TechnologyTechnology

Customer Customer 
focusfocus
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ProcessProcess

ØØ Advanced facilitiesAdvanced facilities
ØØ High efficiencyHigh efficiency
ØØ Enhanced serviceEnhanced service
ØØ Reduced costsReduced costs
ØØ Enhanced controlEnhanced control



StrategyStrategy

ManagementManagement

PeoplePeople

TechnologyTechnology

Customer Customer 
focusfocus
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ProcessProcess

ØØ ManagementManagement
ØØ PeoplePeople
ØØ ProcessProcess
ØØ TechnologyTechnology
ØØ Customer focusCustomer focus



Customer ExpectationsCustomer Expectations
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Continuous ImprovementContinuous Improvement
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PlanPlanActAct

DoDoCheckCheck



Continuous ImprovementContinuous Improvement
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§§ ObjectivesObjectives
§§ StrategyStrategy
§§Work planWork plan
§§ Service standards / Service standards / 

performance pledgesperformance pledges
§§Work systemsWork systems
§§Work processesWork processes

PlanPlan



Performance PledgesPerformance Pledges
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Answer 95% of Answer 95% of 
customerscustomers’’ phonephone
calls within 4 rings calls within 4 rings 
(12 seconds)(12 seconds)



Customer

CLP INFO-
LINE (IVRS)

Officer

Yes

Queue
message

No

Customer
satisfied
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Work Process Work Process ––
Handling Customers’ Phone CallsHandling Customers’ Phone Calls

Auto Call Distribution 
System (ACD)

Customer
satisfied

Chooses to talk 
to Officer

Officer
available?

No

Yes

Officer
available?



Continuous ImprovementContinuous Improvement
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§§ CommunicationCommunication
§§ Training and developmentTraining and development
§§ EmpowermentEmpowerment
§§ TeamworkTeamwork
§§ Service deliveryService delivery

DoDo



Customer CommunicationCustomer Communication
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ðð CCG / CCG / LCACs LCACs 

ðð Customer focus groupsCustomer focus groups

ðð ““Electricity And YouElectricity And You”” seminarsseminars

ðð ““DeLightDeLight”” seminarsseminars

ðð Customer feedback cardsCustomer feedback cards

ðð Customer satisfaction surveysCustomer satisfaction surveys



Customer Communication Customer Communication (cont(cont’’d)d)
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ðð Publications / leaflets  Publications / leaflets  

ðð ““DeLightDeLight”” newsletternewsletter

ðð Bill inserts and messagesBill inserts and messages

ðð Press releasePress release

ðð ECOM (Internet)ECOM (Internet)

ðð Customer complaints / appreciation lettersCustomer complaints / appreciation letters



Staff Training & DevelopmentStaff Training & Development
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³³ Cultural changeCultural change

³³ Team buildingTeam building

³³ Customer contact skillsCustomer contact skills

³³MultiMulti--skills, new services...skills, new services...



Staff Training & Development Staff Training & Development 
(cont(cont’’d)d)

““You canYou can’’t make guests t make guests 
happy with unhappy happy with unhappy 
employees.employees.””
(Marriott Hotel)(Marriott Hotel)
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Service DeliveryService Delivery
High quality, low cost serviceHigh quality, low cost service

☺☺ Bimonthly billingBimonthly billing

☺☺ Electronic billingElectronic billing

☺☺ Group billingGroup billing

☺☺ ECOM (Internet)ECOM (Internet)

☺☺ Enhanced Customer Telephone ServicesEnhanced Customer Telephone Services

☺☺ Upgraded customer service Upgraded customer service centrescentres
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Service Delivery Service Delivery (cont(cont’’d)d)

Care for customersCare for customers

☺☺ Concessionary tariff for elderlyConcessionary tariff for elderly

☺☺ ReRe--wiring for elderlywiring for elderly

☺☺ Braille billBraille bill

☺☺ Sign languageSign language

☺☺ Free Free ““Electricity safetyElectricity safety”” seminarsseminars

☺☺ Demand Side Mgmt (DSM)Demand Side Mgmt (DSM)
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Continuous ImprovementContinuous Improvement
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§§ Control / budget / auditsControl / budget / audits
§§ Customer feedback cards /  Customer feedback cards /  

complaints & appreciation letterscomplaints & appreciation letters
§§ CCG / CCG / LCACsLCACs
§§ Customer focus groupsCustomer focus groups
§§ Customer satisfaction surveysCustomer satisfaction surveys
§§ ““Mystery shoppersMystery shoppers””
§§ BenchmarkingBenchmarking

CheckCheck



Customer Feedback Cards (2000)Customer Feedback Cards (2000)

Our quality journey never ends 27

Satisfied/very satisfied

Improvement required

2.5%

95.8%

1.7%

0.1%

3.6%

96.3%
Emergency 
service

Customer 
Telephone Services

0.9% 0.1%

99%
Customer service 
centres

1.0% 0.2%

98.8% Installation 
inspection

No comments



Customer Appreciation / Complaint Customer Appreciation / Complaint 
LettersLetters
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00
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100100
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19981998 19991999 20002000

AppreciationAppreciation

lettersletters

JustifiedJustified

complaintscomplaints

UnjustifiedUnjustified

complaintscomplaints



Satisfying CustomersSatisfying Customers’’ ComplaintsComplaints

§§ A complaint is a giftA complaint is a gift

§§ Treat Treat unresonableunresonable
complaints reasonablycomplaints reasonably

§§ Turn complaints into Turn complaints into 
complimentscompliments

§§ Profit from complaintsProfit from complaints
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Customer Satisfaction Survey (2000)Customer Satisfaction Survey (2000)
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88%88% 90%90% 92%92% 94%94% 96%96% 98%98% 100%100%

Complaint & enquiry handling

Emergency service

Installation inspection

Account termination

Payment arrangements

Application for electricity

Billing

Overall (Target: 95% )



Mystery Shoppers (2000)Mystery Shoppers (2000)
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BenchmarkingBenchmarking
Hotline performance pledge / service standardHotline performance pledge / service standard

Ø Scottish Power 10 sec. 94%
Ø CLP PowerCLP Power 4 rings (12 sec.)4 rings (12 sec.) 95%95%
Ø London Electric 15 sec. 95%
Ø Singapore Telecom 15 sec. 90%
Ø Florida Power & Light 28.5 sec. 80%
Ø Duke Power 30 sec. 80%
Ø Southern California Edison 50 sec. 75%
Ø Singapore Power 60 sec. 90%
Ø Hongkong Electric <10 sec. average
ØWater Supplies Dept. (HK) <15 sec. average
Ø Hongkong Telecom <7 rings (21 sec.) average
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Benchmarking Benchmarking (cont(cont’’d)d)

Best service company in HKBest service company in HK
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Continuous ImprovementContinuous Improvement

Our quality journey never ends 33

§§ Business Process ReBusiness Process Re--engineeringengineering
o Bimonthly billing

§§ Total Quality ManagementTotal Quality Management
o Improvement on Customer 
Telephone Services

§§ Continuous improvementContinuous improvement
o Upgrading of customer service 
centres

ActAct



Bimonthly BillingBimonthly Billing

§§ Convenience to customersConvenience to customers
§§ Saving of money and timeSaving of money and time
§§ CLPP save $60M p.a.CLPP save $60M p.a.
§§ Environmental benefitsEnvironmental benefits
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Improvement on Improvement on 
Customer Telephone ServicesCustomer Telephone Services
Performance Pledge:  Answer 95% of customers’ phone 
calls within 4 rings (12 seconds)
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ISO 9002 CertificationISO 9002 Certification
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ttMeter test, installation,  Meter test, installation,  
inspection and readinginspection and reading
tt BillingBilling
tt Customer service Customer service centrescentres
tt Customer Telephone  Customer Telephone  

ServicesServices



Upgrading of Upgrading of 
Customer Service Customer Service CentresCentres
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Continuous ImprovementContinuous Improvement
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2001 HK Award for 2001 HK Award for 
Services: Customer ServiceServices: Customer Service

2001 HKACE Customer2001 HKACE Customer
Service Excellence AwardService Excellence Award



Summary: StrategySummary: Strategy

ManagementManagement

PeoplePeopleProcessProcess

TechnologyTechnology

Customer focusCustomer focus
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Summary: Continuous ImprovementSummary: Continuous Improvement
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PlanPlan
Objectives Objectives 
& strategy& strategy

ActAct
Continuous Continuous 
improvementimprovement

DoDo
Service Service 
deliverydelivery

CheckCheck
Measure service Measure service 
levellevel



Our Quality Journey Never EndsOur Quality Journey Never Ends
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PlanPlan
Objectives Objectives 
& strategy& strategy

ActAct
Continuous Continuous 
improvementimprovement

DoDo
Service Service 
deliverydelivery

CheckCheck
Measure Measure 
service levelservice level

ManagementManagement

PeoplePeopleProcessProcess

TechnologyTechnology

Customer focusCustomer focus



.
.

.
.

..
.

.
.

.
.

.
.

.

.
.

.

.

.

.

.
. .

.
.

.
.

..

.
.

.
.

.
.

.
.

.
.

..
. .

.
.

.
.

.
.

.

.
.

.
.

.
.

.
.

.

.

.

.

..

.
.

.
.

.
.

.
42

End of presentation End of presentation ––
Thank you for your time.Thank you for your time.

Enjoy giving customers a little Enjoy giving customers a little Enjoy giving customers a little Enjoy giving customers a little 
more than what they expect.more than what they expect.more than what they expect.more than what they expect.


