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Aiming for the top in service

As a further service to visitors, in April 2008 the
HKTB was engaged to operate a new Visitor Centre
converted from a 49-year-old de-commissioned Peak
Tram cabin at the Peak - Hong Kong’s most popular
tourist attraction. This new centre provided the perfect
backdrop for visitors to learn more about Hong Kong’s
diverse appeal. The vintage tram, which was originally
donated to Hong Kong Museum of History, has been
refurbished and is now ideally placed to better serve
visitors at the Peak Piazza.

In addition to this new Visitor Centre on the Peak,
the HKTB operates another in-town Visitor Centre at
the Star Ferry Concourse in Tsim Sha Tsui, and two
others at Hong Kong’s two main entry points, Hong
Kong International Airport and Lo Wu respectively.
During the year, information and services were
provided to around two million visitors.

Services provided
to around
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1 Inaugurating the brand-new Visitor
Centre on the Peak.
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2-3 Visitor Centre on the Peak:
A refurbished 49-year-old Peak
Tram cabin.
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Promoting quality service

In 2008/09, the HKTB continued to implement the
QTS scheme, which aims to enhance overall service
standards among retailers, restaurants and visitor
accommodations.

The scheme provides visitors with better quality
assurance and a comprehensive and effective
complaint-handling mechanism. As of March 2009,
more than 6,700 retail and restaurant outlets and 13
visitor accommodation premises covering 850 rooms
received the QTS accreditation.

In order to gauge both the performance of
merchants and expectations of visitors, a survey was
carried out to assess the impact of the QTS scheme.
On the merchant side, a majority of respondents
(84-89%) agreed that the QTS scheme was “very
successful” or “quite successful” in maintaining and
improving standards of service quality, improving
customers’ confidence and enhancing the company’s
image. On the visitor side, QT'S shoppers’ level of
confidence in QTS shops and overall satisfaction
maintained high ratings of 87% and 91% respectively.
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retail and restaurant outlets and 13 visitor
accommodation premises covering
850 rooms received the QTS accreditation.
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Training front-line professionals

In 2008/09, the HKTB continued to work with its
strategic partner, Quality Tourism Services Association
(QTSA), in promoting quality services and enhancing
service quality and standards of the industry. The QTSA
organised a series of training activities spanning a wide
range of professional subjects to meet the business needs
of QTSA members. Around 4,000 people participated
in these training programmes, which included brand
new wine seminars and workshops as well as training
sessions related to the Olympic Equestrian events.

The QTSA and Li Ka Shing Institute of Professional
and Continuing Education of the Open University of
Hong Kong jointly developed two courses —
“Professional Certificate in Quality Service Practice”
and “Professional Diploma in Quality Service
Management”. These continuous professional
development programmes were the first of their
kind in Hong Kong, covering topics such as quality
service concepts, customer relationships and talent
management. More than 50 industry players
participated in these courses during the year.

Raising awareness on the Mainland

Since its launch in 2006, the Quality and Honest
Tours (QHT) programme has focused on promoting
honest and quality travel. During the year, the HKTB
proactively publicised the programme to increase
overall awareness of Hong Kong’s excellent service
levels in the public mind. By the end of March 2009,
the QHT programme had been expanded to 18 cities
with 34 counters across the Mainland. Plans are
underway to further expand the programme to more
Mainland cities to promote Hong Kong as a high-
quality travel destination.

Service and Value Beyond Expectations

B A B

WA R EEN A

TE2008/094F i - jifk % Jo) H ff B L
R P R A MRS o B AR > B
e RS - SR TS 0 B B 3R B
IR o PR e WS T B M — e e o
EHIEE > e mae BN EES
Lo BREALAE ¢ BT B A O
TR > DA BUAE K it 25 2 AR ] B
ARFERE  HILA A 4,000 NHTE -

18 B il A M 5 1h B S BEL A 3 8 B =g
REZE RIS R T 5 1F - W
WITEMNEEREEEEE | R
[ R s A BRSO | m R aiAR
J&§ 2 AL R AR . A RS EE
MBS RES ~ 55 BAR R A HEAE
AN AR S0 AN -G

12 55 7 v T Al 1 TE B

TR Jm F 200648 & 4kt [ 4B s
AL | > 3 RS B L
HEATRE o 4FIA > BRER S o Hf B LI
B o TR A A R R A 1 (L
s o #E20094E3 7S - [ MG
sl | FHECH R 2 18T > 2R
AT 34 M - kIR IE R B R RT
BRI > WL AR o R AR
A 2 BRI R A o

Hong Kong Tourism Board Annual R

1 Hong Kong Productivity Council
serves as one of the assessors for the
QTS Scheme.
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2 QHT operators visit Hong Kong.
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3 QHT counter in Jiangsu's Wuxi.
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4-5 Travel trade professionals take part
in seminars and courses organised
by the QTSA.
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