“Connect” is a word that’s been heard a lot
around The Hong Kong Jockey Club in the past
year. It’s all part of a Club initiative to make
the organisation more responsive and customer-
centric than ever before. By connecting better
with customers, community partners and each
other, Club staff can better understand their
needs and thereby help maximise the Club’s
return to the community through tax payments
and charitable donations.

Through the features and news stories in this
2010/11 Annual Report, we aim to show you
how the Club’s determination to connect brings
benefits to everyone in Hong Kong.
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¢ WHEN WE

CONNECT,

WE CHANGE THINGS
FOR THE BETTER”
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tis one of the oldest truisms in business that

if you stay where you are as an organisation,

you will actually find yourself going

backwards, as your competitors embrace
changes in the market and keep moving ahead.
Change is something that no organisation can
afford to ignore, especially in today’s world where
globalisation and the advent of new technologies
mean that market trends move far more quickly
and tellingly than ever before.

But in an organisation as large and diverse
as The Hong Kong Jockey Club, which has almost
27,000 full- and part-time employees, how can
you ensure that all of them embrace the need for
change and are able to look beyond their own
established roles and responsibilities?

The answer is Connect, a programme
launched by the Club in July 2010 to encourage
its staff members to work more effectively across
functional silos — by, quite simply, connecting
much better with each other and with the Club’s
customers than ever before.

The programme forms a crucial part of
the Club’s initiative to address fast-growing
competition in the leisure and entertainment
market by becoming more responsive and
customer-centric than ever. It embraces a series
of structural changes within the organisation
that redirect resources to support more extensive
customer programmes and facilitate cross-
functional collaboration, so as to develop
facilities and services that can better meet
their needs.

Connect also covers activities that
encourage a change in perspective from
“inside out” to “outside in” amongst the Club’s
employees, so that the organisation can become
truly customer-centric.

“This is a programme that signals our
exciting new focus and energy to push us farther
and faster, and become an even greater team,”
explains Chief Executive Officer Winfried
Engelbrecht-Bresges.

“We are doing well, but we have to keep
doing more because the market environment is
changing so rapidly nowadays. And the Jockey
Club has a particular responsibility to maintain a
sustainable and competitive business, because the
better we do, the more we can contribute to the
community through our not-for-profit model.”

This makes it essential that the Club
keeps well connected with its customers by
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Staff programmes organised
under Connect have included a
creative talent contest (below)
and Connect talks by high
achievers (bottom); while the
Club’s new website provides a
good example of the new spirit of
cross-departmental collaboration.
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delivering products and services that are relevant
and rewarding to them, and will help retain
their loyalty.

However, the Connect initiative is not
solely targeted at strengthening bonds with
the racing and betting fans, given the Club’s
unique role in serving the community at large.
Equally important are the Club’s many different
stakeholders, ranging from Government and
legislators to Club Members, community partners
and charitable beneficiaries.

By connecting better with all parties
involved, the Club aims to build greater
understanding of its community role and meet
their needs of its stakeholders more effectively
than ever.

For example, the Agency Visit Programme,
launched in summer 2010, gives Club Voting
Members the opportunity to visit some of
the community projects funded by the Club’s

Charities Trust and talk to the partners and
beneficiaries concerned, so that they can see
for themselves how the projects are progressing
and what further support might be useful.

Likewise the Club’s CARE@hkjc Volunteer
Team helps serving and retired Club staff
develop the spirit of volunteering and better
understand the needs of disadvantaged groups
in the community, such as the single elderly.

And at the racecourses, meanwhile, the
Club now has a team of Racing Specialists on duty
at every meeting with the brief of connecting
with customers, helping them understand the
finer points of the sport, and finding out what
further enhancements to the Club’s services
they would like to see.

Most of all, one of the key objectives of
the Connect programme is to encourage staff
from different divisions of the Club to connect
with each other better and learn more about
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Here’s how some of the Club’s staff view the need to Connect:
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“Our hundreds of Charities beneficiaries
each year work hard to improve the
lives of millions of people in Hong Kong.
Beyond monetary support, treating
people fairly and with respect is the
best way to encourage them to be the
best at what they do and who they
are.”

Florine Tang, Executive Manager, Charities
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“Today Hong Kong people have endless
choices when it comes to entertainment.
Even though we run exciting races that
have great turnover, things change so
fast. We need to be able to quickly
adapt and offer our customers
experiences that capture their
imaginations, so they want to come
back again and again.’

Jerry Lau, Assistant Sponsorship Manager
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“Every year we handle more online
betting transactions than ever before.
Our customers are looking for new ways
to use the internet and portable devices.
Plus, our internal organisation relies
on technology to get our jobs done. We
have to work across functions and levels
to implement complex projects. This
takes good planning, communications
and management. Ultimately, we have
to take the lead and get things done.”
Terence Lin, Lead Architect, IT Division
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“Our customers are very demanding
- both of the quality and value we offer.
So like a fine recipe, we must balance
these two things to create a perfect
taste. We need to set the highest
standards for ourselves so our customers
can taste the expertise and passion we
put into every dish. If we do that, they
experience the quality touch only we
can offer”

Lam Wan-fai, Executive Chef (Racecourse -
Chinese)
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their colleagues’ work, so that they can better
appreciate the organisation’s multi-faceted roles
and the synergy between them.

To help get this message across to
employees at all levels, the Connect programme
has so far included workshops, seminars, talks
by high-performance speakers, Connect-oriented
training programmes and a “Powered by
Connect” talent contest in which staff were
invited individually or in teams to express
their vision of Connect in whatever creative
way they chose — a dance, a song, a short film,
a painting or a photograph.

Already, one year on from the launch
of Connect, good progress has been made.
A good example is the web team’s roll-out last
year of a new customer website which brings
racing, betting, dining and entertainment
information together under a single portal.
The new website is also more user-friendly to

customers, especially those new to the sport.

The Hong Kong International Races and
the Club’s support for the Guangzhou 2010
Asian Games equestrian events are further
examples of how Club staff from different
divisions have successfully connected with

each other in the past year to deliver excellent
customer service.

Another is the success now being
enjoyed by the Beijing Clubhouse, where the
Clus has had to integrate two quite different
customer service cultures.

“In all these and many other cases, I
want to offer my congratulations to the staff
for being prepared to go the extra mile,” says
Engelbrecht-Bresges.

“This is a constant journey and we will
need to keep on reinventing ourselves in the years
ahead if we want to remain successful,” he stresses.
“What is most crucial is that our employees
appreciate the need to overcome functional
silos, work as a team, reach out to understand
our customers and meet their needs.

“Ultimately, everything that we do is for
the greater good of Hong Kong. And when we
connect, we change things for the better.”
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