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Inths poot decads, the Gresmment of Hong Kong Special Adminienativs Region hos
tearnad up with serdics snberpriess and their serdcs prosidens I promods quality
CLIBbOITIET ersicsy.

Fureving similor gooks, the Hong Kong Seecciation for Gustomes s Sersios Exoslenos
woe ssbablshed in 2000, Cur mizsion is o promods oustomes sereice sxcelencs in
Hong Kiong and among our membsne, ¥ hoss thirtesn founding membere and
osicisan corporats membsmn, and up to a tobal of ons hundrsd ard sighty thousand
aaraios prosidens. Wis puta great deal of sffort into promating "Customer Crismietion”
o0 o esrvice culburs, and aim to continualy mproes customer eersice.

Arcording to the officia stotistics of March 2007, thars ans o bundred and
wmsanty-pereen thousand amall ord medium snterprisss (SME) in Hong Kong, whioh io
orwer nirsty-sight percent of al registersd commercial unite, ard fifty percent of Hong
Kiomg's total workioros, Out of thess SMEs, many ars irveclwsd in the ssracs industny
inchuding the whelesals, retod, food ord bevsrogs and hoopitality eectors. I insvitaksls
theart ssreics mcelbsmoswil becoms inorsasingly sigrificant in the contibuion s Hang
Kiong's soonomio sucosas,

Ir order to promots esrsios socellsnos, the Hong Kong Aseo ciation for Customes
Sarvioss arnualy organies "Cualty Custorner Serdos Saminars” in which membsans,
SMEw and other professional eervdos snterpriess gather io ehare bt proctces of
qualiby customesr ssraoss

Globalwotion in thes 21et cantury demande that onganioabons wes the powss of
oynangy ocros warious teame. Comprissd of diveres mlante, sach team reeds o bs
indapsndant ly sffecties but abbs o fluidly adapt ard colabombs with saich okherta
st thes increasingly comples sersice acpectationes and opsrational chalenges.
Thue, building a winning team becomss of paramournt imp ortance oo this loys the
foundation for achissing esrdos acoslenos through eeamises ssrdos aonas al
touch poire.

Ir i iof this ok, cur oo this wear is "Build o Winning Teamn”. Thes oritizal
slements that muet be in plecs for euccessful tsormaork include sffecties manogement;
clear wision ard mission; applcation of karned kil tsam apint and adapties lsadsmhip.

I order to oid ssrsios onganisations inthe building ofwinning teame, and snoourogs
wersios providens becomes better team ployere; we havs produced thie practical
bkt oo @ guide to tsam buiding Building up @ tam i liks argonising a drogon
boat racs tsam. QOur bock wees a Drogon Boat Meds|to coneclidats the sight oritical
slements of succssaful teamaork and checkpoints of tsam dersslopmsnt.

Iwould lkos bo toke this opportunity 1o thank: The Gosernmesnit of The Hong Kong Special

Bdministrative Region, Commence ond Economio Deeslopment Bursau for their continuwsd

suppiort and spansanship, with which we arganised teo Cuality Customesr Ssraos
Seminane in Ssptember ond Ootobesr. |wiould aleo Fie to ssterd my gratituds io ol guest
op=sakosne thart hows eharsd with ue their organications’ beet practices and psnoral
meanagerent speisnos b demoretrote the ey lsaming pointe and oriioal sksment of
taarn building. Somes beet practicss hows alsady been corealidatsd in thie booklst.

Iri facit, this Hong Kiong esrica industry is ons langs ssrdos sam. May | appsal 1 all
of you to units together to srect the concrets foundation of esrdos sxcellanos for
Haong Kiong. Let us tsarn up both intsrnaly and ssternally bo deliesr o total quality
DEMI0S S N 0.

Quince CGhong
Charman of Hong Kong Asscoiation for Gustomer Sareics Exoslance
Jarwary 2008

T fester customer servics secalenca
In Hong Kang ard among members

1. T shars bt customer servics

practices among members and
with other sandcs sactars In Hong
Kiong and overseas

2. To pursus coninuous cushomer
serdcs Improvemeant among
meambers

3. To promete the Denedis of
customer-iocissd culbums in

Hong Kaong

4. To estaolizh and malmtain
relationshipwith sanrdos excellancs
prosoars and aowoCates

5. To act as catalyst of postive

changes and Impmvements In
Horg Kiang sendca cuiture

8. To Interfacs with the Government
ol the Hong Kong Special
Administrathe Regian an
CuEtomer servics mattars and
ressaarch Aindings

7. To adddaethe Governmeant of tha
Hong Kaong Spacial Administrative
Fesglon on customer sandce Baues

FAERETEEOY ~

Hong Fong Asscolstion for Cusbomes Servics Excalere HEACE



MEMBER LIST

BUILD AWINNING TEAM Guide To Customer Senvice Expsllenos 14

LIST OF EXECUTIVE COMMITTEE OFFICERS
YEAR 2006 - 2007

FOUNDING MEMBERS HONORARY Ms Gulns GHONG Drscor Srvcaahery CONTACT
PATRON NFORMATION
M. Buston CHU Genard Manager - Marketing Dislon
0 American nitrmational ASSUmENCS Mr Frecerici & H MA, JP ios-Chalmnan Dah Chong Hang (Motor Servies Cantrej Lmrea 1 |12
| Company {Bamuds) Limitad mm’ﬁwm and M=, Paulre CHAN Asgtstant Vics President - Customer Relatiore Malling address
fram o o g Secretary POCW LUmkad GPO Box 8300 Hong Kong
M. Cally CHAN Genara Managsr - Tekaphone
nmmhm:m Guthay Pacific Alwsys Limitsd HONORARY Tressursr HP Services, Tachnology Solutions Group (852) E100 9878
ADVISORS PRI pRa FE SRR T Fax
ﬂ_‘Tl_ centaline Property Agency Limited o M. Patrick WONG Genard Manager - (852) B100 9905
The Hon Mrs Salina CHOW, Tressursr HP Bervices, Technology Solutions Group el
rQen oLp Hong Kang Limited GRS, nﬁe...m { 2006 - 11.2007 ) ettt -Packar HK SAR Limited ""“nmﬂw
Dah Cheong Hong The Han Mr James TIEN Pal-chun, Executive Commilttes Mamber Webelta
% Motor Sarvics Centre) Limisd ﬁn::nurmmmmmm MF. Jan Zan JIM Vics President, Agency
Amercan Intemational Assurance Compary
. Mr Allan CHIANG, 888 Uirntted
f.j Hadett-Packand HK SAR Umitad GT:H'El_mmm OfMcar, (Barmuda) Lim
Design Cantrs Mr Ak TANG Direcrbar {Extermel Afalrs)
ﬁnﬁﬂr HIKACE [2000-2008) Cantalng Proparty Agency Limitted
A
N it Hongrang Post Mr Patick WONG M. Siman iU Senlor Strategic Planner -
Bt Parirer, KEEP Cansuking Limited Customear Sandcs Planning
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tA THE MAGIC OF TEAMWORK

i, — i, i, —, i —, — — — — — —, i o, " ., i, i, —, —, —, —, — —, i

Vs, you ara. You hove
team plarr parscnalty
rats:

0 Co-opamation sthe
mbilty to work amaothly
with othems;

0 Politenaes kt othes
know that you core about
themy

(1 Patiancs s important
for you to ramambsart hat
rot averyona wil catch on
e roartinge ot the same
s

B Enthusiasm i vy
contagious ksling;

O Interdepandence
where tearmwork is bomsd
on theabiity of one worker
‘o depend upon ancther;

il il i il e N W W i it it i il il il il il il il il il <l =gl il il il il

Professionalizm in Customer Service —
Build a Winming Team

*Many studies show that your abiity bo socesd In e workpl eoe depende Upon how well you get

kg Wit Four aoworkens. O the job, getting the work dors i a team sffort®
Acdapbod from HUR Vealaon and LA Masers Sorsonalny Dnssloomont o P

*Ina jobwiorid In which assessment of @ oarcidabs' abifty to communioats, work In leers,
probiem sobes and ackpt o changes areas Imporent o thalr tachniod kil

Acioptingd Iom Humon Reanues Joumal of i Fong Mong inaffue of Haman

Fnsouso Managomant, Oof 2005

TEAM = TOGETHER EVERYONE ACHIEVES MORE

A temm b & group of people who share common objsattes and who nesd towork fogather o
ik hram”
Aciapbod from AR Falaoo o' LA, Masiers Soersonalny Dnssloomont o Bk

A group el doss not necessarly coretkuts a taam. Teams romally have
members with oo =Hlls and generate synemy through & coordinated
affort which aliows each membar to take full advantage of his of her strengths and
dirmirizh hig or her weskresses,

To b teamn-players, you have to bulkd up the key charactertstics of soclal and
emotional compstances, sfiectve communication and postthve behaviours
within rpe. Group behaviour B mportant becauss whatever you do wil affsct

Py SOUTIEONS Sl58 IN Y oUr Group PR s,

“i bewimi oan ecaamplish much Mo tran e sum of B ndhidual mambsns.®
Aadipive] teoim Pl YWodoode, e Dsasoemian M,

&4 M

ORIGIN OF TEAM

The emergence of the team |dea can be fraced back to the lats 12203 and sanly
194908 with the classic Hawthorme Stucles, Thess Ivoived sares of ressarch
actvites ceslgned to ataming N-depth what happensd to & goup of workers
under vaous condtions. After much analysls, the eeaanchers agreed that the
most sigriflcant tactor was the buliding of & serss of group Identhy, 3 Teing of
anclal support and cohesion that camea with ncreassd worker Iteraction.

Efton Mayo (1833}, ane of the original resaanchers, pointed out certaln crtical
conditions which wens Idantied for develaping an stective waork team.

Thees ressarch indings spurmed companiks 1o sslously corskder the dea of
grouping thelr smployess ko sfctive wark teams. Theorsts In businass In the
Ik 20th cantury papulansed the concspt of corstructing EBams.

Rabornncn -
L L Dyer. Tocsms msmascty ann! R Daiing: A SREo-0-T-aT mims

1.3
WHY TEAMWORK : 1+1>2

134
Serdce |2 8 otal expanence; service excalence Comas after a range of 2ervicss.

Global competiion demands Us to maks today's organizations mors flat and flaxkia,

132
Teams ars sepacially appropats for conducting tasks that ar high In
campledty and hawve many Intardepandent subtasks.

133,
A team can gain the synergy amang a pool of human reeounss with
divarsifed stpatence, sklls and Knowkeoge, The winning fackos ars:

« AEducs costs

« Improve quality of services

« InCraazs amployes Invatvameant

* Reduca absentestsm and mprove continuity
« AEducs conflicts

= mmﬁﬂ'ﬂﬂm’[}'ﬂﬂﬂ Innoeation
- Creats bether adaplabiity and Texbiity In the organtsstion

“Eynamy = the Righast actvity of a; it creates new urtappsd attarnatives;
It waluas and axplotts the mental, smotional, and peychokoglcal differences
betwean peopla.”

- Btephen Corey

1.4
WHY NO TEAMWORK : CONFLICTS

Simuttanecushy, the peal of human resouncss with dversfled mindssts,
charactars and cutturs will have diferent parsonal values and goals. Not every
time are perzon can play al the mies, Baming up wh other partles ans essantial.
Eaich of the taam mamiers has o oontrbuts and Dehave or sl2s the team
eMciancy and effectivancss will be advarsely afeched. Just ana spot of dik can
spoll the whoks pot of clean water,

Common patentsl problems In conficting Bams:

.+ Viested personal Interests — thare may be hikdden agenda In favour of
aressl Fstead of the overal misslon of objectives,

- Lengar coresnsua time -1t may take lnger ima to amye st compmisss,

* Pro-managermeant of anti-rmanagemant — thens may De different standpoints
whars S0me membars agres with managameant dectsions whiks others
will b ageinst.

= Pmmnm—ﬂ'wlanﬁmmmnn rnant-&mtnnt-arﬂ'ra Nk,

- Disregandng contrary svldence —thers may be membsre who are
subjecthe and overcok masonabks but contrany viewpoints.,

- Suppreaskon of disputes — there may be controling atmosphere disaliosdng any
diffemncss N opirions.

-« Informmal gangs — thens mey be groups with high cohesheansss towonk In favour
of thelr oam group objectives Instead of the company objecties.

This 2 atact of e that theme are conflct. Inaorking teams.

= camel wil ba turned Into & horse by 8 committes” when conflicts
ruin tearmaor. Achieving qualty customer serdcss, leaders have to put sfforts
Inbs bulicing & team.

*Corict 12 Inedtable In a team... In fact, to achleve synamistic solrtons,
avarkty of |dess and approaches am nesded. Thase am the Ingredlents
for corfict.”

- B Gerke, IBM, Lesicenshin Devalopmmsnt

1.8.3 BEST PRACTICES:
A L Chan Wing, Commbmicalion
Specatet and Seasoned Mews
Anchor in Hong Kong, infersstingly
enplipnad the conoatd of TeTx2 by
& “noodie” metanfor

A bt of noodals wil

& fisty bl = E500,

A bt of nooals will

& msal baly = Z20; bt

A b of ioodks walh

J of sach vaselp=ER

T pecle g6 bo restarunt,

vt vl Mgt bl oo, e onder
rreed bl roocie, aach cost B
When they avchange 3 Gsh

e b, Bady G v o
ety of sedsctinn and sved E2
Thig % e poiaer of TEAMUDIRN.

1.4 BEST PRACTICES:
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A HOW TO BUILD A TEAM : A DRAGON BOAT MODEL

Team spirt ks called upon when chalanges and competition taks place,
ke In dragon boat races. What & winning team will Tacs:

What If key competitors arlss to challnge your Champlon position?

What If thé weathar changes drastically to jeopardise your Intial pEnning?

21
A DRAGON BOAT MODEL -

EIGHT CRITICAL ELEMENTS FOR
SUCCESSFUL TEAMWORK.

221 BEET PRACTICES:
A Life Mission -

Emergency
and Community

Services

o v Ermexd i TRGE, has a
cvmer esioteistrnend of 3634 ackf
rresmibers and 3 200 Wouths aged
fiem 12 b 17 prowiding aiediany
eSOl and SMegency SEnanas in
Hhes fermilinny. They poereie fo be
cunrsifa of Lrceraing @ Wi range
of ameency duties and helning i
restenas the Bedien an Hong Kong's
Fal-fime emerenoy ovoess.

Thay have @7 ndldng mssion

ey e g ol b,

rrITR VORI

“Tor DA STATENC) e 1D
dhe commbny it e sl of
LT OF - cisaskens
g i gy ot o of senaDes
of on-ErgEnTy nalure n

D B

1. Aunttying MISSIOM statement ke the “Diragon Head™ kading towands

the goal. Dragon boat racers Shavays champ a siogan to cheer up the
morals betom staring the compsttion.

2. spaciic GOALS am towin what types of local contests In the shart tem
and winring what Intemational contest In the long term.

3. The entire crew Iz held ACC OUNTABLE for the racs, Including the
drurmimed, the stesiner and up to ety pacders,
*| am Mobody™ va "Not One Less™
Eweryona hias a ok to contributs the team succses, not ona kas

&, The dnam beats am the comtinuous COMMURNICATION SIGHMALS
with differant meanings.

5. The Tl {the bty shell of the dragan boat) and the team spit i the

SUPPORTIVE inner EMVIRONMENT for the am to facs the
challenging outside srvironment.

&, All racars are THAIMNED with Indeor and on tha fleld roeing,
driks ard practices befare the bod race.

7. Rapport, medals, trophies and FEWARDS al go slong weh achkving
the goals.

8. The drummes, being the LEADER, controls the mwythms of the beating
drums, difsrent riythms at ciferent stages throughout the race.

Rraboruncas -
K. Riwaie. Toamassidh

22
<EY ELEMENTS FOR BUILDING TEAM
Play Eight ‘Magic' to Make Tearmwork Suctessiul

. An Inepiring and uniying misskon
. Conceta and spaciic goels

. Accountabiity of both Individual and Taam
. Communkzaton within and Eﬂl:lﬂ-ﬂtl!ﬂ'ﬂ‘&
. A supparttve team anvonment

. Al'tsam memibers ralned

. Algning rewards with goels

. Ackptive Leadership

03 =] i on b 00D =L

221
Miszion i direction.
“our misslon statement should b a “yandstick! for makdng deciskore and

sstting pricrities. It i the glue that holds disparate paopls together and Inspies
Tthem towok &2 a taam 1o achkEys commaon mIHH-

The mizsion |2 e direction for the taam which sither newly Tormed or
undergoing skgrificant changes, ¥ have & shaned view of ks purposs, also far the
IndhiduE membars to understand how they cortibute towards the shared
purposes or goalks.

TIPS tor forming misskore
= Chaar drecdon
=« shiort and seesk

- 9asy to understand ard mmember by all mambers
222
Gioals bnng clanty.

Specific goals taciitats team membsars to know sxactly what success looks ke D
future and what they nesd to oo to achieve It ight now.

TIPS tor defning goals:

« aligning with the mission statament
. short-term and Immediats

= maEsurabie,

o S

222 BEST PRACTICES:
Aligned mindsets,

common goals
Langham Hotel, Hong Kong has

58T cisar for af empioyess
Thiough Promizss — the

& hz= : My Brand, My Gussiz,
My Colsaguss, Myzaf and My
“Langhamt

2.2.53 BEET PRACTICES:
Working Together
— EBEven When

ke
i 1981, Giovdeno i

v kot for Besing the pionesr

1 customes servie n Asi

anpors retaiing, emplying over
71,000 Bianclly stalf with cver 1,700
shops aperating in 30 terriores
werkdwide, Dvery posifn,
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A HOW TO BUILD A TEAM : A DRAGON BOAT MODEL

2.2 4 BEST PRACTICES:
A Room
With A View

Companias name the conlisence .
mgaling moam as TEAMAWDRK
ROOM" infens avey msaling i
congidened o4 4 communcaioT
s ey Exadig.

2.2 5 BEST PRACTICES:
Talk Safe

e Open I oL and Lal

winrng QNGNS encoUngE
af stalf o becomg Sl leams i
Ll s companyly Drocucls as
wil g% bl relations leams o

et clsiomer feaiiack diichiy

223
Accountability 18 a division of labour

Everyone has a position / mie to play well ard trust other taam members to do
the s=me. Inwinring teams, mambers am acoountablefor both ndwidual
performancs and team goaks. Perlodical perfommance Evisss can messune the
persanal accomplishments agalret thelr contdbutions to the team goals.

Team saff-evalustion ks mportant ¥or team members to know not only how wall
they are doing and warking together &= a team, but also sncourage continuous
Improvement to find better ways bo get the job done,

TIPS tar sharing accountabilty :

= Glaar jab mdes and ndyvioual parionmancs Indicaiors
. speckic team performancs Indicators

= pericdical revisas and Teedback

224
Commumication i3 knowing each other.

oo tearmmork requirs absolitaly good communkcstion within and
among teams. Team membars hold productive mestings, get the jobs done
propsay atter dlacussion and Idea exchianges.

Disdcsing persoral values and goals and checking for congruenca, help the team
membsre o clary each other's parsond values and thelr mutua miatiorshlpin
thelr major business of operational daclsions,

TIPS tar affective communizaton In Eams:

= INftiatives to know' each other's strengtie and weaknessas
- opan to crticisms, focueing on the subject niotthe parsan
« Mght time, peaple ard placs

225
A supportive team environment.

A supportive team ervimnment makes snough mom to tackls new challnges
and mistakss at the zamsa dmea.

TIPS tar bulding a winning working ansironmant

- Reapact and value each 16am membars opinions

. fimaly and accurats Infomiation to Update company status
« Ncreasing levels of st and eapansibilfty

= Claar perfomance Indicatars and achkevameant status

26
All team members are well traned.

The® ks an ok joke aoout how 1 el the difersnce Debassn a tralning E=ue and
& motivational Esus: I you hold & gun to somecna's hiead and sk hilm 1o oo
something and he cannot, then you can bs sure s a traning Esusl

= |'Cl

TIPS torwinning teams to st up:

= ofiantation for each new: mambsr to meet all key taam mamioers
« formal fraining programmes

- coaching from serlortaam embsrs

. parformance fesdback system for Povioual mamber to Improve

227

Abgning rewards with goals.

Training and motvatian go hand In hard. I sucssssTul teams, thare an revands
for bath Indvidual and taam goal attalnment:

- Mnancial Incanthes

« pubiic recogrition

- positive relnfoement

228
Adaptve leadership is how far to let Qo.

To b aiffective In & WINnING team, th leacer fes to adapt his £ her leadership
shylis along he team dewvalopment checkpolnts, from highly diective to highly
participative.

A helpful assessmeant tool for leackrs ks 1he 260 degres Bedback mechanism.,
Team membssrs L thealr wieds abodrt thelr m-l'ﬂﬂﬂﬂ.'l’l'ﬁlhﬂﬁ' In & FATn S
&= to encourage honest feedback 1 help their lsadars to Improve.

TIPS tor kaders of winning teams:

« besing e models and “walk the talk”

- ke U that the team has chalenging tasks to Keep them angaged

= aredre that rewands ane Qeansd towants the team's Incressng contimmions,
nat only Indhidual accomplishment

o S

2.2.6 BEST PRACTICES:
Trainers are
Parents

Traired emplopeas e
himan gssels e L Cfv-Kaung,
il STt O ared Dty
Corminsiong [Doeatans) of Ofd
Adrl Service Sk, W sl our
wOrdaans s i ey v our il
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<A CHECKPOINTS OF TEAM DEVELOPMENT

Euppnt Fongiming:
o Bt Frociss-Ciond Capandmson i

Ralarnine:
B Bk, Dvrasdyomeonisd Seguancs i Sl (Foua
Reabin L. Ehadcigs & Shrwan L. Prilipe. Ry Sulting or fa Rlloss - Bayond fe Sescs,

Tearns romnaly oo rot Tuncton to thelrfull capacity Immesdiatsly or automatically
upan thelr formation. 1t ks natural for beams to graoually develop Into maturty over
a period of tme, very much Tke a humean body,

Bafore the team I3 mature and dynamic, who can contrioute to the development?

Teamn memb=e can. Laadar can.

Bwing & kadar, at which checkpoint ars you standing? To lad your
winning taam, you reed to adapt difesnt lsadarship styles @ong the team
developmeant chackpoints.,

Just Ik & dragan boat racs, tha leader mothatss the team hough the
rhythimes of besting crums and leads this crea’ pazsing all checkpoints In the
developimant Joumey.

Them ars four checkpoints: LIP, DOWHN, ROUND ang GO

3 4
UP : THE FORMING OF A TEAM

m “Mica to maet you, not sune why we're here,
It looks ke a kot ofwork™

The spirt k= LIF ard high when a team starts to fam, but the common goals may
Il b urecksar ar fukl, At this chesckpolnt, the members tend to sesk clarfcation
ot thelr personal identity within tha taam. Commitmant to thelr ks ard team

goals may wary from one parson to ancother

Leader's strateqgy :

Telling=Guidance and Direction

* Be a drective lsader 1o encirags active and equitable paricipation and
begin focusing on project.

Team Mamisrs 1
= mest and leam about the chalenges;

= Egress on misskon and goals;
= Jafine team mdes and accountabiities; and
= bagin o tackle the tasks.

Team Mamisrs [
= tand to behave akones and Indepandanty and fosus on saif only; anad
= tryto Imposs thelr pretemsd ‘approprats’ bahaviours without coreensus.

.Qﬁ

DOWN : THE IDEAS ARE STORMING IN THE TEAM

m *Do | HAVE to work with this team 7

Conflicts may let the team membsrs DOW M when their differsnt Keas compste
far conskderation. & can bs contentious, unpleasant and sven painul to membsame
of the am wha am averss to comicts; but this Is necessany 1o the growth of
this team. The maturtty of some taam mambars can contributs to the procssding
and moving out of this checkgpoint and gelng to the next ane.

Leader's strategy : Selling=Coaching

* Be A leadar i help team focus an team membsars” strengths, not
waakTeeses, Inwarking towanda thetasks at hand and ahsad. The keader
mist be more acceasible buk st need 1o b diective In decklon-making.
I thia aiuation 5 aliowsad o get out of Gontnal, | can become destnuctye D
the teanm’s sffectivensass and lower motivation at this chackpolnt

Tiam Memioers' 1
= addreas problems directly that they ame mally supposad o soke;
« function Intendependenty and Dogathar;

= opsn ot to each olher;

= aazapt Indkidual differsnces and nesds;

* facis on the red l2aue and not the persor; and
« hava B 2enss of humour when facing pressure.

Team Meambers' I

= confront each othar's ideas and parspectves nudely;

= sick to minar Baues and skdetrack without mosing o
=« @t out to persuade and show off; and

« FeEva Mo tolarance and patience.

3.3
ROUND : SETTING NORMS AND STANDARDS

“Maybe we'll ba able to pull this all togethear,
ITwe stop Nighting and start listaning to each other...."

Team membsrz can B OUND up thelr values and bshaviours to each other so
that they can develop noms and standands togethar, Mothvation nceeses as
the tsam gets more acqualited Wit the project. Ndvioual difenences can be
transformed Imto uniqus comtrizutions of the Indvidual team membsrs.

They are able to Idantily ways to reeoive their conficts sffectively, The team

members are gracually sbie to sllgn thelr systems, procedures, rules and
rethosds within themmesives and n conjuncton with other teams.

3.3 BEST PRACTICES:
Benchmarking

- Winaing feanns o benchmak o
s bl Draslioes in amsr o
aciopd, s the Inigd and ey time
ad amive af Checkaoint Thes
CACkEr et s,

For exarmple. banks and fast od
S S el g QUesL fime
by g L the o fums for the
cuslomens mng e queve

=i pood Lee of comriulants who
T Eriuiie e aonag s on
relizrence siandaedls ang beng i fhe
best pracives.

-Fagaaihes o0 prowide adings
il soutions iamed Fonm offer
crpnEafons or feams Wil
ST SelVgs.
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<A CHECKPOINTS OF TEAM DEVELOPMENT

Leader's strategy : Participating =Facilitating
* Ba & kader to faciitate the team membars towands group accountablifty,
colleciive decilon to bahave professionally and agres to noms.

Tearm Mamiers" 1

= dizplay professional behaviours to each othen

= Eress O NUles, values, shared methods and wankoing tools; and
= try to butid up mutual understanding and tnistwith sach other

Team Mamibers' e

= loaa thelr creativitywhen compromising too muc;

« auppreas healthy dissent; and

= try to cherzh Interparsonal accommodation &t the setperses of
better practices.,

3.4

GO : LET GO TO PERFORM (TEAM DYNAMICS)

@ “Wa've got a great plan, and let's go for it

High-perfoming teams are able to function &5 a unit &= they ind ways 1o get the
Job dione smioothily and sffectivaly without Inapproprate conflicts or the need far
eoctemial supervision. Team membars have become nterdspendsnt and mothated,

The membsrs can sl thelr problems creatively and sffectively and generats the
dealred oubcomes. The team has reachsd ful maturky at this chackpoirt.

Leader's strategy : Delegating = Empowerment
* Ba a kader to et e taam msmbers’ enangy and dakedate &= tar a3
poesibk when they am pariomming. This 18 1o snable trus taammark

and co-operation, encourade Individual commkEmsnt and become

muttipla lsaders. Addmss Indidual’s needs property whiks the team i
Sirking far comman goals.

Team Mamers"

= montior thelr osm outputs Indepandentty;

= epect and charnel desents through poaltive means;

= cantimuously Improve to stay compstent, autanamaus and declslve without
undus supervision; and

« evaluEte now Blow mambers heve worked t{lWﬂ' and examine how to
procuce better results.

Team Memiers' I
= [ complacant with the cumant achievamer s without
corkinuous Improvemant

3.6
MAMNAGING BEVER-CHANGING ENVIBOMMENT

Teams, ke everything sizs In the wond, cannot Toreer kesq on e osn way.
All slements of a taam are actually subject to changs, Incldng e gosls,

priomties, systams, as well as iz lsadership and mambership, Whanever thers ks a
need to changs, thetaam has to re-start the team devalopment cycle to e-think

and adapt thelr Banmork slements 5o & to re-poskion the teem appropray,

Even the most hikgh-perfomning teams will revert 1o aarier checkpalnts under Bﬂkw
cartaln dreumstances. Many kng-standng teams wil go through these cyclks c‘“ac.
marry times as they respond to the changing ciiumstances and e challsnges,

o
Bact

361 START
New Mambers Joming

A change of team mbx may revert to LIP and DOW N Checkpoints when rew
IrjpLrts Brd ress CoOMpIRonmRes @ requined.

g2
Mew Team Head

A changs In kaderhip may causs tha team to revart to Checkpaint DOVWER
&3 the new leader might chalengs the wiadom or necesalty of the exkting noms
end query the dynamics of the team.

JE3
Mew Mission
A change In mizskon may sometmes be required dus to the market forces,

such &= menger, acquisitons and other turbulent changes. This may causs the
taamn to Qo back to the INfial chedkpaint oo,

3.6.4
Adjourning and Transforming
When projects ame completed and goals ane achieved, taams may nesd o

adjoum of dissolvec The members may be amakgamatsd with other Individuals
1 T N tams with different sets of geals and pricrites. Fealings of loes or

streas may perskst It not handisd propay.
Team development oycle starts again.

Leader's strategy : Supporting = Understanding

* Leaders of both old and nes taams hewe To recognisa the sentiments of the
Indiiduals and provides adequate support for them to adapt to the changa.
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:A STAR PERFORMAERS AND AVERAGE PERFORMERS

4.1 BEST PRACTICES:
We are all

BIG STARS
M Kiwong Hiu Ming of Hong Kong

B oy Bhe el ar i e Bac-ofice
e e porountatue for the game
sere andl Bhe fnal wiclang

11

I ASTHR L T A R A A LT I. Ta1 il
|- = _ - LTl iy F WM
k AP AV

STAR PERFORMERS
Mary & e, we are facing a team of professionals In thelr oan Tiekds

or disciplings. Somatimes, wa &m fachng a team of star parfomens compsting
among themashves, These will samehow ceats some prablems to the Earmeorks
a2 thees professionals are Wil of uewiifuly sacriicing the teem goals for their
&) aganda.

Making use of the “Charactar Strengte" may ba ane of the soltions.
“Claractsr Strengths” can be defned as habthual smotional eeporess 1 action,
of o Its proapect or continuanca. Like &l habits, they ane by resptition.
Whils charactsr strengths are emotional habits, skl &m memal of physical habits,
To make tearmwork successiul, posftve character strengthe ane identfled and
respectad by the lader who starts playing the slght ‘Magic skments fom
unifying thes taam with missian and goals. This I 1o achievs taam sfectivendss
through muhual respect, |8, leaders can bulld upthe star members” cohesivensss
through treasuring and encouraging ther Indiidusl poaltvs charactar strengths.

Rt ©

W Tiylor:, Sfoctianss i Boration end Taing ; Tha Theory wnd Pecion of Fesons Denbymant,

AT FVEHER LT T AR
I

y ey A
> TE L= 1 =
LA W LA W ) L | _r L L L

STAR PERFORMERS AND AVERAGE PERFORMERS

While star performers sirve to win, average parkrmears may assly ghve up.
Gtar performens meay svan el resantiul af working with the avarage perfommears.

TIPS tor managing this typs of teams

- Batting rewards aligning for bath ndicual and team goals.,

Other than Incivicual's rewands, thers should be resands for supporting
Individual team membsars’ contribubion to the team gosls.

- Imterclepenciant relationship: average parionmers are assigned noks
according to thelr ablites, share the warkload and achleve goals together
with star performars,

« Mutual st and respact: bullding rapport amaong parfommens through statt
activities and gathering.

- Buccession planning: star performarns ans ancouragsd to coach,
train and support sversge peormens, Which might be ==t a2 a pe-requkis
for promotion to higher rank.

)
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A TEAM UP WITH OUTSIDE TEAMS

Tearmaork 12 magic] Succeesiul team work bsomes miore eaand ing.
Euliing teamesamk can e extended outsldethe onganisation &2 wal.

)]

TEAM UP WITH THE PUBLIC -
PREVENTION IS BETTER THAN CURE

Thes Fire Sandces Department acthely teams up with tha community to promiots the
public swareness on ire safety, They st up public co-ordination urits 1o llakss with
this community leaders efsctivily Undar thalr miaskon of probacting e and propsarty
from i, Fire protection can be mans sffsctive than e Tighting. Annualy the
Department strategically Ivoive membsrs from the community to plan difersnt
campalgre and puble education programmes, *Fire Safety Ambassdors’ programime
Is one of the Deparment’s mmakabls that have successtully mobliized the
loszal cHizans In rparting potental fire hazands o them =0 that some preventive
messures can betaken.

- N
= I

TEAM UP WITH CUSTOMERS :
CUSTOMERS AHE ADVISORS

In oiler to encourage al sales BAMS to gat hold of the ever-changing and dversifisd
product knowlsdge of mars than 20 sports brands, the Seine Resounces Lid has
launched the * Giga Sports Spacilst Program™ to accredit employess” knowledgs In
seven categorks of sports products, The Company svan Invokves the customans In the
deaign of raning programmes. This teaming up activities not only NCEass cUstomer
satistaction, but also alow salks team 10 serve better by understanding mom about
thes customens’ needs. This ks 8 win-win taaming proceas that bulds up st and
confidence beatwesn customers and salks team,

6.3
TEAM UP WITH GOVERNMENT BODIES :

A BIG ECHO

To hislp the small ana medium enterpriss (SME) sundve Tom the keen compstition with
the gresat enterprises, Professor Edaard Chen, Tormer vice-Chancslior of the Lingnan
Linversky, encourages them o make uze of the Governmeant's assistancs, They can
taarn up o volca out thelr pecullar needs o the respective departments. Trads and
Inclustry Department (TID) ks In fact ane of the helpful govermment bodies that provides
Irvaluable support 1o the SMES, They heve sat up and sffectvely mn the Support and
Consutatan Cerre for SMEs.
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A TEAM UP WITH OUTSIDE TEAMS A POSITIONING YOUR TEAM

whl'lﬂﬂ teames can EﬂBﬂHrﬂ'Tﬂ'm Favwe achiewed.
Posttianing the team and moving slong the taam development checkpoints.,

6.4

TEAM LP WITH SUPPLIERS AND CONTRACTORS :
Teles B Adjourning &
The succsas of some retall s highly mples on thelr suppiiers 1o replanish the stock B Transfargning
on tme so a3 to malrtain the avallablity of merchancize on sals, thersby keeping the
quality of customer servicss. T mallze this Idea, mutual tust betaesn them 1 the key

of auccass, They have to develop and kesp tmaly communicatian on custamear
rcuirements, awchange statistics over ander history and updated market trends.

Ancther sdample k8 Aock lsland Arsenal's Contracting Cmics In the LK.
It hee establzhed planning ams that Incluck suppliers and contractons who work
together to configure the Tnal supplies contract. The carract development process
Is berssd on the Gowermiment reprecsntatives, highight, project requisments

and corstraints, and supplierss contractors corsider thelr oam capabiiies to mest

thess requirements. If the contract ks successiully swarded, the selectsd suppliers and
cortractors continus to perticipate In the Arsenal taam effort to monftor parkrmance,

By aarly 1997, this teaming apprach covers approdimetsly 60% of all non-routing of
non-standand confracts,

The bensilts achived Include minimissd Inspsction, testing, and acceptance costs;
projects completed ahead of schedule; and projects completed below awanded
cartract prics and government estimate.
Taaming up with customans and suppliers has alfeacly become & commonplacs In the ' i Nely
[a]0 T} warnd. =| 1

fess b’| Team Head

{Back to C

o

B
TEAM UP WITH COMPETITORS :
YOUR FRIENDLY NEIGHBOURHOOD

Compstitars can team up ko share soltions and tackls pobikimes Dosther,
For Instance, hotels solve thelir probilems for Imsgular lams banguets and mestings
within their pre-g=t netaonc, They sst up & *borowing’ netwark among thersakes,
especially within the samse reglon. Each membsr only neads 1o stock up the minimum
quantity of lamge equipmeant, banquet tables and chairs, and even banduet crockery
anal cutlery. The hotel netaonk membars wil check avallabiitty of certan squipment
Iterms &t other hotels betors purchasing.

Also, this can aso solve the problem of cverbooking ol oms. Within the netaoark,
they can secuns seallaiodity of o for customea s, at leeet a dosa subetiuts Inths

2ame |ewel.

14
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FA CONCLUSION

Thers iz nothing magic akout team building; similar approachse have been tried in big and

amall entarprisse, with notable succass, The Dragon Boat Modal asummariaes diffarant models

and practicea that have evolved over decadss, To etay competitive and be a team playear, you haws
sight rragic’ to tum your taarmn inte awinning ‘dragon boat racing” team: an irepiing and unifying
milaaion, concrate and apacific goala, communication within and among teams, accountability of both
individual and team, a supportive team environrment, all tearn mermbers wall traired, aligning revards
with goale as well as adaptive lkadamship thoughout the four checkpoints of team developmant.

Team developrment is practically ssaential for srmooth fransition from company growth stags to maturing
stage. Buch team competsnoy also lays a concrts foundation far continuous cormpany sxpanaicn with
a higher complexity of working rmemibzera both intamally and edernally. Team compstancy s a major
businsas competsncy. Team development enables membera with differsnt capabiliies to mest their
cantinucus challengss in this compstitive and ewer-changing word. This can alao retain valuable hurman
reacurces in our highly mobils working emvironment. Without deubt, team development has bssna
powarful organisational tocl in contemporary snterpraea.

*"Gatting good players | sasy. Getting them to play tegethear ks the hard part.”

=Ly STerpe

“Cioming together 12 a aginning.

Ksaping togetherls progress.,
Waorking together|s sucsess."
Ry Fong

15
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