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Managerial grade staff of The Hong Kong and China Gas
Company Limited were practicing coaching skills in the
workshop.
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SERVICE OVERVIEW

Vital Employee Service Consultancy has been providing services to
the employees of various organisations with the aim of improving their
work productivity and quality of life since 1993. Our major services
include employee counselling, critical incident management, staff
training, work-life balance activities, etc. We have provided services for
nearly 400 organisations including government departments, public
organisations and business companies. Possibly the largest Employee
Assistance Programme (EAP) service provider in Hong Kong, the
existing coverage of our employee counselling service is over 300,000
employees.

RIBREEETERNEE TEHh2ERHGE -
Staff of Environmental Protection Department participated in the problem-
solving game in the Workshop on Stress Management.

NEW OR PILOT PROJECTS

New Customers Using our Counselling Service

Employee counselling and consultation service is one of our major
services to help the staff of our customers to cope with stress and
anxiety arising from work, family and personal problems, which is
one of the family friendly policies. In the past year, we succeeded in
engaging a number of new contracts from different sectors including
Vitasoy International Holdings Limited, Hopewell Holdings Limited,
Hopewell Hospitality Management Limited, Hong Kong Convention
and Exhibition Centre (Management) Limited, Zurich Insurance Group
(Hong Kong), Belle International Holdings Limited, NEO DERM Group
Limited, The Hong Kong and China Gas Company Limited and San
Miguel Brewery Hong Kong Limited. Besides, the Hong Kong Institute
of Education and Department of Health, which have been using EAP
for years, also engaged us as their new service provider.
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Staff of Labour Department experienced mindfulness in Staff

Retreat Day.
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VITAL EMPLOYEE SERVICE CONSULTANCY

New Partners in Training Service

To provide tailor-made training activities for different organisations /
corporations to enhance their employees’ capabilities, Vital would first
analyse their training needs by conducting on-site observations, focus
groups and pre-class surveys. The customised training programmes
would then be delivered through innovative and experiential activities
which were well received by the participants.

Over the past year, Vital provided various topics of training workshops
for different customers. We have 30 new customers using our training
service including Cerebos (Hong Kong) Limited, Miramar Hotel and
Investment Company Limited, Cinda International Holdings Limited,
SANYO Electric (Hong Kong) Limited, Yan Oi Tong, etc. The most
popular topics were Staff Supervision and Coaching Skills, Gen-Y
Management Skills, Team Building and Customer Service.

M E@EEGRARE IR EEHERT TEHTREGLHEACGHE
Staff of Hutchison Whampoa Properties Limited actively participated in the role
play session in the Workshop on Peer Counselling Skills.

Wk EEE THEBBERBEZERIETRA

Staff of Lands Department enjoyed the Day Camp on Team

Building.

HEARBFERRARE TERERE TIED T/ NMEFR -
Staff of Western Harbour Tunnel Company Limited made group discussion in
the Workshop on Quality Customer Service.
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SPECIAL EVENTS

As the largest provider of employee services in Hong Kong, Vital
proactively advocates and assists companies to build up harmonious
working environment, as well as to enhance the work performance
and motivation of staff. Last year, we initiated an employee survey and
organised different open seminars.

Seminar on “Mind Reading X Communication App -
Communication Skills at Workplace 2.0”

Excellent communication skills contribute to career advancement.
Thus, Vital organised a seminar named “Mind Reading X
Communication App - Communication Skills at Workplace 2.0” in
May 2011 to share the knowledge and skills of verbal and non-
verbal communications. Over 150 representatives from government
departments, private corporations and NGOs joined the seminar with
positive feedbacks. Subsequent invitations of providing similar training
workshops were received from various organisations.

Survey on “Managing Difficult Customers”

The behaviours of difficult customers always affect the emotion
and morale of frontline staff in service industry. In October 2011,
Vital interviewed more than 500 employees from service industry to
investigate their views and difficulties in managing difficult customers.
The findings reported the various features of different types of
customers, and also reflected that frontline staff lacked support
from their supervisors. This survey was widely reported by the press
including Apple Daily, Oriental Daily, Mingpao, Hong Kong Economic
Times, SCMP, etc.

BOHERBEHRAVREERSMCEREE/ MEERES
FEER -
Mr. Suen Lap-man, Management Consultant of Vital and Ms. Wicky Ng, Senior
Manager of Vital, announced the result of the Survey on “Managing Difficult
Customers” in press conference.
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[EERA - EEMEBAEZRK|E  Seminar on “Dealing with Difficult Customers”

BRTETEESMEBETNRASIH  BANRKE2 A In February 2012, a seminar on “Dealing with Difficult Customers” was
BREETEA-REMEBZTRE | 5= &  conducted for sharing of corporate strategies and skills of managing
BEEAEBE—SRATENREINAENERE - & difficult customers. Representatives from The Dairy Farm Company
hEERESMERAT - 8% - LBEE+ (1933)  Limited - Mannings, The Kowloon Motor Bus Company (1933) Limited
BRATRERERITHERATINEETHESS  and EGL Tours Company Limited were invited to share their views and
EREZRENSERLE - 220 ®AE  experiences on customer service. We had received around 600 on-line
NIEEER - B LB ASEET 600 A - BEEMNEE  registrations, but only about 300 registers were invited to attend due to
AR » & REERL 300 B2 MEFIS - izt the limitation of venue capacity. Very positive feedbacks were received
ERETTMER + 2INEEGE T - at the end of the seminar.
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KEFTPARAT - BE JLELT (1933)
ARQ R RRREEITHCERAANZE D
S EBERERERAE LG -
Representatives from The Dairy Farm
Company Limited - Mannings, The Kowloon
Motor Bus Company (1933) Limited and EGL
Tours Company Limited shared their views
and experiences on customer service.
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SIEIN1# JOINTLY ORGANISED PROJECTS
WITH BUSINESS PARTNERS

BRRBEZE Caring Company Scheme

HEBLERBHEREEN [HRAREE] K[F “Caring Company Logo” and “Caring Organisation Logo” are
DEBZEIEHEZTERCEMSEMEMNAHE  awarded by the Hong Kong Council of Social Service for recognising
RITA#E - XF - RIMIKINIRE T 53 MgiEE organisations which demonstrate good corporate citizenship and
BHER BERAFBEEBEL—F - BRMAE caring spirit. In the past year, 53 companies and organisations were
LEMRERR S 24 /NI E BB AR - F ERER I sE awarded the logos through Vital’s nominations. We helped these
il THIREEHEE TS  BPEREESERER organisations provide 24-hour hotline counselling service, conduct
ZTEE KABIZEINRT - BEEHETN regular training programmes, produce educational items, etc so as to
EFPEE create a family-friendly workplace for the employees and develop a
caring image of the employers. They included:

Hig Companies / Organisations

B MR AE] - 7-Eleven The Dairy Farm Company Limited - 7-Eleven
BEBRSEER Airport Authority Hong Kong

IREEEFE AR A A] Bank Consortium Trust Company Limited
REBEERAR DA BCT Financial Limited

AEBRIERBR AR Belle International Holdings Limited
EREBRBER AT Canon Hongkong Company Limited

Bl (BE) BRAF Cerebos (Hong Kong) Limited

OK & H)J& Circle K Convenience Stores (HK) Limited
WEARAF] Citybus Limited

FERITREIBEERA A CITIC Bank International Limited
RRERITHBR AR EGL Tours Company Limited
ME=THERAF G2000 (Apparel) Limited
EMFLERBRA A Hopewell Centre Management Limited
BHMMEREBR AR Hopewell Real Estate Agency Limited
SNEEFRAA] Hopewell Holdings Limited
AMABEZEERAA Hopewell Highway Infrastructure Limited
BERAGRRERL (BE)ERAA Hong Kong Convention and Exhibition Centre (Management) Limited
BEBR G NEEFABR AT Hong Kong Exchanges and Clearing Limited
BETREERR Hong Kong Monetary Authority
BEBESHERBD Hong Kong Trade Development Council
BERBEZEESN HKU School of Professional and Continuing Education
M E I EFR A A Hutchison Whampoa Properties Limited
BREEEFR AR Hung Fook Tong Holdings Limited

FEEZER AT Hysan Development Company Limited
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The Dairy Farm Company Limited - IKEA

EREKBBER LA

IT Catering & Services Limited

BROFITER AR

Jebsen & Company Limited

MEAMEE (FE) BRAA

Leo Paper Group (Hong Kong) Limited

L'OREAL Hong Kong Limited

L'OREAL Hong Kong Limited

BEMEATEEAEEER

Mandatory Provident Fund Schemes Authority

EEMATAKER AT

Mattel Asia Pacific Sourcing Limited

FEHBERAT

MTR Corporation Limited

MERE-—EBLRBERLQA

New World First Bus Services Limited

¥R R B Bt F%PIE;%EEEH L S

New Territories East Cluster Alice Ho Miu Ling Nethersole Hospital

BHREXARA Power Assets Holdings Limited
BB RIRR ﬁﬁﬁ QBE Hongkong & Shanghai Insurance Limited
BZStE AR AR Saint Honore Cake Shop Limited

EFRAEEHERZEE

Securities and Futures Commission

HFRBAARITERAR

SGS Hong Kong Limited

EHEE Sino Group

REEE Sony Corporation of Hong Kong Limited
FIHAHR AR The Dairy Farm Company Limited

BBEEBE The Peninsula Hong Kong
BELSELRITERAA] The Hongkong and Shanghai Banking Corporation Limited
BRBHE B The Hong Kong Institute of Education
BEBLIBESFBRAR The Hong Kong Mortgage Corporation Limited
NEEE (1933) AR A A The Kowloon Motor Bus Company (1933) Limited
BEPEHFTBR AT The Hong Kong & China Gas Company Limited
It AR Toys "R" Us (Hong Kong) Limited

MEEER Urban Renewal Authority

MM BEREEAR AR

Vitasoy International Holdings Limited

FIMARRE - FE

The Dairy Farm Company Limited - Wellcome

HPUREREE (BE)

Zurich Insurance Group (Hong Kong)
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Photos taken with our partners at the “Caring Company” NGO Partnership Day:

BREERERER AR EREBEBARAR
Belle International Holdings Limited Canon Hongkong Company Limited

Mt E= Rt ERR AR SMARAR -ERKE
Hutchison Whampoa Properties Limited The Dairy Farm Company Limited - IKEA

S ENTRT] ! 185 i
you for your donation

ST HEBNTE ] BT R
the Caring Company Scheme

BRFITAR AR FLEEE L (1933) BRAF]
Jebsen & Company Limited The Kowloon Motor Bus Company (1933) Limited
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BEEEBERAR] B THBRRR AR A A
MTR Corporation Limited QBE Hongkong & Shanghai Insurance Limited

EEESEER eEM AR EEIRR
Hong Kong Trade Development Council Mandatory Provident Fund Schemes Authority

AEBRERSAENEERGSERNEZD R 0 & To ensure good quality of service, we would continue to

P TE N ZEIR AR Wa ARZHENR improve our service quality and initiate more professional

BE  RERERE TEERBEAFTEE - A service. We would add colour to our customers’ workplaces

BEABTK c BMEE URAIHEELHRK by enhancing their employees’ work performance and quality

ZEIEE  RAOGEAR—FENTEEBEIHEL  of life. We believed that with our staff’s rich experience and

B4R o dedication, Vital would achieve further prosperity in the
coming year.
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SERVICE STATISTICS (AS AT 31ST MARCH, 2012)

BR#$E R Types of Service BR# AX No. of employees served
Bl &L

Training and development activities 24,400
TYEERAFETFEEES 1,800

Work-life balance activities '

e B AR AR RS 90

Crisis incidents debriefing service

W A BAFERFS

Government Departments 13%

B B FRAHE

Non-Governmental Organisations 10%

B crgrE

Public Bodies 6%
= 4= Y D.AREH/EH
% P {j # b 1ﬁ Public Utility / Transportation 4%

DISTRIBUTION l W oc B/ eR/ B8
OF Bank/Financial / Insurance 9%
§

C USTO ME RS " %ofsnpital 2%

B GHBE/ iR
Hotel / Catering 3%
“ T
a Education Institution 18%

0 shE/ B/ pEEE

Real Estate / Construction /

Property Management 8%
Hzs

Retail 11%
N K HM

Others 16%
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iRz2oli/zoi2 FEREMEEHRESRFENEP
OUR CUSTOMERS FOR STAFF COUNSELLING SERVICE IN 2011/2012

[EEL T Business Companies

BEYEHBE The Peninsula Hotel Hong Kong

it RE—EBLRBER AR New World First Bus Services Limited

e BmARE AR AT NWS Transport Services Limited

WEARQH Citybus Limited

BELELRITERAA] The Hongkong and Shanghai Banking Corporation Limited
EBBAAEITERAR SGS Hong Kong Limited

N i /N MTR Corporation Limited

FIEIEEFRAF] Hysan Development Company Limited
MRBERER (BH)BRAA Leo Paper Group (Hong Kong) Limited

EMEE Sino Group

BIRREFR AR Fung Yuen Construction Company Limited
EHNMEERER QA Premium Living Limited

SR EREBRA A Sino Estates Management Limited
FARMEEEFRAA CHKC Building Management Limited
EMERBR AT Sino Security Services Limited
EAEESEEER AR Sino Parking Services Limited
BRBZREBRA A Best Result Cleaning Services Limited

e EDE S City Garden Hotel and Bright Tower
BERFFBEE Island Pacific Hotel

ERKFEFBE The Royal Pacific Hotel & Towers
AERELERBHE Hong Kong Gold Coast Hotel

5o RN AL S Gold Coast Yacht & Country Club Limited
NEEE L+ (1933) AR A R] The Kowloon Motor Bus Company (1933) Limited
EEEELTARAA Long Win Bus Company Limited

REEB Sony Corporation of Hong Kong Limited
L'OREAL Hong Kong Limited L'OREAL Hong Kong Limited

ERIMA T KBRAF Mattel Asia Pacific Sourcing Limited

Warnaco Inc. Warnaco Inc.

BEREEERAA Power Assets Holdings Limited

ERFITAR AR Jebsen & Company Limited

FERITBIBEER A A CITIC Bank International Limited

B THERRRER QA QBE Hongkong & Shanghai Insurance Limited
RBIRITBROBRABIEBE DT Bank of Communications Company Limited Hong Kong Branch
FRITRARIT (M) BRAR Industrial and Commercial Bank of China (Asia) Limited

sk E Shui On Group
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EIERIE Business Companies
M E i EBRA A Hutchison Whampoa Properties Limited
TREARBER AR Canon Hongkong Company Limited
AR EERR Hong Kong Baptist Hospital
=T HRAF G2000 (Apparel) Limited
FHER AT The Dairy Farm Company Limited
HIHBRAT - BRE The Dairy Farm Company Limited - Wellcome
HIHBRAR - BE The Dairy Farm Company Limited - Mannings
FHEMRAE] - 7-Eleven The Dairy Farm Company Limited - 7-Eleven
HIMARAR - BERRE The Dairy Farm Company Limited - IKEA
RREIRIT/ABRA A EGL Tours Company Limited
MEZEARAA Convenience Retail Asia Limited
OK @75 Circle K Convenience Stores (HK) Limited
IrE R 2 Toys "R" Us (Hong Kong) Limited
ERIBEFR QA Saint Honore Cake Shop Limited
BREEEARAA Hung Fook Tong Holdings Limited
HHBEER R E AR QA Vitasoy International Holdings Limited
EMEXERAA Hopewell Holdings Limited
BEEREREEGRAA Hopewell Hospitality Management Limited
BEEGZREDRL (BE) BRARA Hong Kong Convention and Exhibition Centre (Management) Limited
Rt RIEEE (BF) Zurich Insurance Group (Hong Kong)
AEBBRIERER AR Belle International Holdings Limited
AEPEREITBRAA The Hong Kong and China Gas Company Limited
NEO DERM Group Limited NEO DERM Group Limited

BERBENRERBER A F San Miguel Brewery Hong Kong Limited
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BUFERFT | DEME Government Departments / Public Bodies
NBEEEBH Civil Service Bureau

BEGE Customs & Excise Department

RBAE Independent Commission Against Corruption

BEE Department of Health

HER Education Bureau

EBEELZE® Hong Kong Housing Authority

BEEEEHE Hong Kong Housing Society

TR R B A B I B AR T = BB New Territories East Cluster Alice Ho Mui Ling Nethersole Hospital
BEREEHERB Hong Kong Trade Development Council
BEECREER Hong Kong Monetary Authority
BBIRIBEFBRAF] The Hong Kong Mortgage Corporation Limited

B EEBEREES Securities and Futures Commission

BEBR G NEHEFIABR AT Hong Kong Exchanges and Clearing Limited
BHEIMABRFTEEER Mandatory Provident Fund Scheme Authority
BEARBEER Airport Authority Hong Kong

MEREER Urban Renewal Authority

RELZERE Senior Citizen Home Safety Association

BERRKE The Hong Kong University of Science and Technology
BEBBETIRE The Hong Kong Polytechnic University

EmAE Lingnan University

e Vocational Training Council

BERBHEZEESE HKU School of Professional and Continuing Education

BEHE B The Hong Kong Institute of Education






