36 8 3 ISSUE 8 April 2018
|||( CONNEET ——————————

‘,o |

A Cover Story:

D [SREEESH

DGM’s Message HRBERTFIM - |

Bl4SEI2a95E

““Harvest Run 2018
2018 3D ]
Let’s Talk A3)EEEH: L1 i)

Lost & Found ' ' e

*  Let’s Travel

HIRENRIT

Safety First i
R2EEEER %




"DEPUTY GENERAL MANAGER’S .o

MESSAGE

el I NG ’

MENES

1208 E - RERETSEE - HPE
IS(ERPRIRRITERREIE - ARNER(EE
REIE—H - UL - REBRBFIARIS0R
RHRETAHZNHR @ BREBRIATAINX
{6 > DURB{FIEEERBISREFAE

[AE=REHASNEE ! | BERMBN
EFNHRENHHER - EFEADLE Y
Al ERFIERMIDZEE - RITD3E NIY
A1 o EIURE - Bl - B - EEFEE
NI{FRIFER/EE - SuHRAAEES)
A WO TEZENER - EIEERBHR
BFIERELKNE - IR LIBHRSE * 17
fBa L - STERETIEHE - BRRISE @ b
ILSENRET) - HRRBBES -

B EAMBRSASILEENNG - =8
RRFI{ERRUBRAARIGHN — K » SHIHAR !

L 4

‘
A A
o LR
Dear Colleagues, =

As many of you know the company underwent a
significant change of leadership in the first quarter of
2018, this included the appointment of Mr. Benny Chan
as our General Manager, and my appointment as Deputy
General Manager. | would like to thank all colleagues for
their support during this time and express my sincere
gratitude to help me get familiar with the Company’s
culture, challenges and opportunities.

“Colleagues are our valuable asset!” By saying that, we
understand we have limited hardware and software at
this moment. However, “Heart-ware” from each of you
leads us to the path of success. In order to “upgrade our
Heart-ware”, the key elements of Happiness, Fun,
Empathy, Communication and Trust have to be
strengthened in our workplace. These elements create
motivation and fewer work-related conflicts. Managers
would be the driving force to cultivate these traits. If
managers are smiling and positive, employees will feel
relaxed, communicate more, worry less about making
mistakes and ultimately learn more.

I hope all our colleagues can look above and beyond
with their optimistic mindsets and full of sense of pride

and mission, to open a new chapter of our future!

Thank you!

Sean Hui F5c8
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Sean, who enjoys thinking and learning new knowledge,
has worked in the aviation industry for more than 30
years with valuable experience. He joined Benny Chan’s
team in March to become Deputy General Manager in
SATS HK.

In 1987,
enthusiasm. He started from a ground handling agent.

he began his career in aviation with his

With his positive attitude and eagerness to learn, he had
the opportunity to rotate to different positions. He even
“flew up to the sky” to become a flight attendant. It
was until that time, he started to think about his future
career goal.

In 1991, he gave up his high-paying job as flight
attendant and decided to develop his career in ground
handling field. In view of his outstanding performance and
talent, he was invited to take up executive position. At
first, he hesitated since he was fond of the feeling of
“family” with his ground handling colleagues and resisted
to leave them. After further consideration, he eventually
agreed to take up the position of the Head of Business
Development.

Although he was a rookie in executive works, he bite the
bullet and decided to start a new chapter with his
confidence. He kept on learning hard on various areas
included IT, Planning, Operational Standard and Training.
He made great progress in a short period of time and
could manage well.

From Kai Tak Airport to Chek Lap Kok Airport, he had no
fear of bigger challenges and applied his rich planning and
development work experiences learned in past years.
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215 tiEGEIASEEIZEIEE T Later on, he accepted an offer to join the Hong
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Hangzhou. He had revamped operational
processes and workflows for best practices as
well as introduced innovative ways to improve

efficiency and productivity. For example, the
procurement of mechanical robotic arms to
partially replace operators who were difficult
to hire. This solved the problem of
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insufficient manpower as well as reduced
work injuries.

Collaboration and Rebranding

“Looking back on my first day of work at
SATS HK, it reminded me the days when |
worked at the old Kai Tak Airport thirty years
ago.” He considers his role very challenging as

there are many tasks and missions to be
completed in his mind. He does not only want
to help the company to step forward, but to
obtain the sense of pride to go along with the
journey.

Sean hopes to see quick improvement in the
concerned aspects of the Company. The long-term
goals rely on the collaboration between different
departments, working hand-in-hand before the
completion of the Third Runway in 2024.

“A simple greeting and handing the boarding
pass to the customers with two hands can

‘ BERPEZ TR LEAG - Ty b 2 postie company
GRFE D

Although our hardware and
software is limited, we have

“Heart-Ware”. # 4
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Create Happy Work Teams and
Value Employees

“Working is not only for money, but also for fun! All
staff should maintain a happy working mood to
create happy work teams to increase positive energy.”
In order to facilitate a flexible and dynamic Working
Culture, he also encourages transfer of experienced
front-line staff to take up back-office supporting
duties.

“Always value your staff exactly as
you want them to value your customers.”
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Develop Empathy, Strengthen Communication
and Build Trust

Sean emphasizes on Trust, Respect and
Understanding. From small issues such as the use of
lockers and staff laundry services to the design and
comfort of staff uniform, he treasures staff opinions

and wants them to feel respected and involved.

“We
managers should try to be more open-minded and

are working in the same company. The
less bureaucratic in daily operations. For staff, they
should express their concerns in constructive ways
regardless of their grades. All staff should listen more
to each other and managers should promote a Praise
Culture for good acts while always remind and learn
from our past mistakes.”

He is full of determination and enthusiasm for his
new role. He wants to set a good example and
increase the chance of communicating with different

departments and cherish the contribution from one
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another.
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Football and Bowling Fun in spare time

He loves sports and enjoys playing football and
bowling in his spare time. He joined overseas
competitions with airline customers to maintain
friendly relations. He also encourages all colleagues to
participate in staff activities to build a happy team.
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April 22,2018 Sunday Sunny

Today, we joined a charity
“harvest run” which organised by

the Hong Kong Employment
Development Service and
sponsored by Calbee Four Seas

Company Limited. _ _
Our enjoyable journey was full

of laughter and crispy chips.
This event enabled us to
exercise our body and raise

fund to help the people in
need in society.

Although the walk was just 3
kilometres long, it was a
wonderful experience and
very meaningful. We hope to
participate again in next year.
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Keith Au
Customer Services Officer .. o
(7 years of Service) : ﬁ, 5 .
Q.0
AN
Peter Ling

Customer Services Officer
(10 years of Service)

#9
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Lost & Found®Y B & T{EHEE?

What is the daily work of Lost & Found?

eith Au: TBESHTE » RIFTZE LHIREZIR
ot > Bl - BR1TE - BIRITERKN » LURHHE
BEAZORY) > FETESANTRE - BEZSAE
38 BEfEATEE -

Keith Au: Our duties are mainly focus on baggage, handling
problems or complaints, such as lost baggage, damaged
baggage and lost properties, as well as
contacting customers to get back the

lost properties, taking the initiative to

understand the needs of the customers,
~ answering customer inquiries and
communicating with airlines.
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Why are you interested in joining Lost & Found?

Peter Ling: DRI R EE SR OB T
{E > INRABLost & Found BY4EES »
BRWERIRFSIEFY - BEFIBRRK
BUBKEM - AIFUWEIB AR © IR -
SHEBLTENED ' BFIVRRREIE -

Peter Ling: | used to handle boarding gates duty. Later on, because
of my previous experience with Lost & Found, | was assigned to
this section. This section has a lot of challenges. From time to
time, we received complaints and enquiries on lost luggage, and we
need to respond quickly and properly with efficient handling.
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After dealing with unpleasant situations, how do you cheer up yourself?

Keith Au: @EREECAZMBZANEEIEE ST
ANBELE - tPIXIRKSTHEXRSITEARTTRIEER -
EROEIER - BRIE  SAHBHRERBAERMS L
ARBEIEEHAM -

Keith Au: | often remind myself not to take the negative emotions from
customers too personally. Try to wunderstand from customer’s
perspective, it is normal to be upset when their luggage is lost or

damaged during travelling. Actually most customers understand that the
roblem is not on us and they do not really want to blame us.
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Can you share an unforgettable experience? How to deal with difficult
customers?

Peter Ling: [BIBNHEIRE - | B—RESARNER
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Peter Ling: “We do our best.” Once | was scolded by the customer
and he refused to listen to us. The luggage was wrongly taken by
another person and we spent few days to find it. The customer saw
our professionalism and gave his written compliment of appreciation

- for finding the luggage. These are the driving forces of my work. |
gain the sense of job satisfaction to help customer to find their lost
luggage. The most special surprise was once a customer who praised
me by singing and playing his guitar.
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Keith Au
Customer Services
Officer

Agnes Li
Customer Services
Officer

From: Ho Ting Wing
Taking QF29 on 11 Jan 2018

Forgot the kids clothes on the

plane from Melbourne and it

took me less than 30 mins to get

my lost bag from Lost & Found

in 6T100. Lam Wai K

L) am al Keung

Ramp Services Supervisor

John Singh
Customer Services Supervisor

Great job and thanks for the
speed and kindness.

From: Carrie Law From: Joe Kwan
Staff Coordination Executive Ramp Services Manager

. TR 4y B9 T AR - 5 | appreciate that RSS Lam Wai Keung
| appreciate the effort of John I i * | who found the irregularity case when

in handling the diverted flight. = a0 L e | handling_the_flight of HX9365/11Apr

and prevent discrepancy happen.
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Let’s Travel
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In late February, | finally issued a staff ticket to travel to Tokyo.

" AE > BRIRAEHERINERS THRRRRIKT -

Many people told me that Tokyo is a place that everyone should go at least once in their lifetime and I’'ve
always wanted to go to Japan, so this was the perfect time to do it.

RBEASHHE > AEEDEEXZ—RRR * B—EUREBE - ILIERESENRK -

Tokyo, in many ways, is similar to Hong Kong. There are
many delicious food spots and outlets to go shopping.

life. The people in Tokyo were very poli

help when | got lost and asked for di
S -
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Although | wasn’t there for
long, | managed to visit the famous Tsukiji fish market and

the Disneyland of Tokyo.

BEFRIABARRRA > BERNSEHT
ZINRMADIBNRRETBEER -

| had a great time in Tokyo and as a Customer Service Agent,
I’m excited that my colleagues and | get the luxury of
experiencing these travel benefits so we can relax after working
so hard and maybe even learn a thing or two about other
cultures.

BAERRER SERNEE » (ER—BHIZ
BPRFES - RRSEENNNAEZHET
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Staff Meet-Up Session (A IR[@¥i5E

25 Staff comment
MFERIEAEEZ BB NI mER A EE R - RATSMIER
ESHEBIREAR -

Two more spare walkie-talkies should be added for the Flight Operations
Section because of damages or long repairing time.

2}3] @ E Response
BIREBE LR © AT ELAOMFBRIEEHIER
MEBHAT » I SHEEEHIRE -

Due to the arrangement time of walkie-talkies, the company

has added two sets immediately to the Flight Operations
Section and will continue to follow-up.

2% Staff comment
ANIEHNEEFEIE  BRESIIE -
Slow-response computers in the department, which hinder the work

efficiency.

/5] [OIfE Response
BISEFRIBURERIRASER © KU - BRFZIREGE
ENEBIGFRIBEOLEEIRIE - EQENRIESEPIE:RD

=R WELRE -

The slow-response of computer may be due to heavy usage such as

multiple windows operation or computer specifications cannot cope
with the operation. We have consulted the IT Team for follow-up
actions.



R 2EW
%HK CONNECT

Pre-Driving Check

1. Display awalid Airside Vehicle License (AVL) on the windscreen or at a
prominent position.
2. Check the tyres are in good condition and inflated to the correct

pressure.

3. « Check the steering, brakes and electric vehicle snail button are in normal 4
operations.

4. Make sure all lamps and yellow obstruction lights work.

5. Make sure the vehicle or equipment is equipped with a serviceable fire 2
extinguisher. '

6. For electric vehicles, make sure it is sufficiently charged to serve the

usage purpose.
SRRV RIS E
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Passenger Servic Administrative Officer.
: - (Passenger Operations)

Passenger Se' KWANG TAK PING TAKO EfE&5E Customer Servicg%{er

Passenger Services YU PUI YIN JACQUELINE Mg Customer Se(vicés Supe
Passenger Services I&AMNIN@ SUEN.SUSANA 5818 = - Custgrp’ér's el
Passenger Services AU YEB& mer Servyi \gent -

Passenger Servls ’gm o Vi

Passenger Services Customegrvices Agen :

t 7 { ~ TV T, T
Ramp SerVices ‘ / HA/ Training evelopment

WONG KWOK HUNG,THOMAS =E1%

_ /am , , Supervisor
Ramp Services WON’G WING KIU QQ =7a% Flight Operations Officer
Ramp Services YEUNG MAN YINSTEVEN 1ZRZ Flight Operations Officer
Ramp Services LI CHUN YIN KEN Z={8Z Flight Operations Officer
I y 4 \
Ramp Services WONG HOU YAN Di\g\llEL %7%._, Flight Cmgs Riicey
Ramp Services LAM YIN KWAN MAGGIERREAZE Fligh Op?:gitr']ggs it
Ramp Services CHU ERNEST KUNG NGAtﬂs&ﬁ Fligaations Officel
: Trainee
Ramp Services CHAN CHAK YAN JOANNE (25 FligHs Op?;gitr']ggs CiEe
Ramp Services YEUNG HO YAN TERRY %’@ F" perations Officey
B r— - Trainee
Ramp Services KONG HO TING ADRIAN ST i Op?:gitr']gzs Qfficel
Ramp Services " SWUMING CHEUNG #3588 Ramg .
Ramp Services LEUNG WING YUNG 23558 Ramp Services Agent 1
Ramp Services 1 LAU WING TAI 85k 3= Ra es Agent 1
Ramp Services CHOW CHI HUNG KINCENT B&TB Ramp Services Agent 2

Ramp Services MN KWONG CHEONG P&y Ramp Services Agent 2
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