EMBRACING CHANGE
THE HSBC WAY

CHALLENGE:
Low staff engagement as a result of the financial crisis in 2008

TARGETS:
6,600 frontline staff members

DURATION:
30 months in 2 phases

NUMBER OF CONSULTANTS:
)
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Achievements

Level 1 Results

Staff Engagement Survey

Staff engagement level bounced back to a record high. 4
among the 6 measurements have exceeded the world-class
standards.

Level 2 Results
Learning / Training

Targets: 6,600 staff members in AMH PFS, mostly frontline
banking professionals including tellers and branch managers.

23,000 30,000

View rate of the website View rate of the education videos

Scores: 92 800

got over 75% correct staff attended the Magic Friday events

1,119

Number of ideas generated
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8,300

Completion of post-video exercise

9

Number of Idea Generation Sessions
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Achievements /

Level 3 Results
- Business

* Media coverage from major newspaper in town

* Received 3 industry awards, one being “Most Innovative Training Program”
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Submit your good ideas and win the incentive award
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Your mizsion is called "AMH PFS Magical Transformation
Remamber to achigve the effect of inspiring new working ideas
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Change...Change.. Change
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We worked with HSBC to produce a series of light-hearted
educational videos to support the program, which were all
casted by PFS staff and senior management. According to
McDonagh, the videos were well-received with very high hit

rate, and the internal promotion objectives had been achieved.

In order to encourage PFS staff to apply the change principles
in their daily workplace and to enhance work efficiency, HBAP
has organised the Best Idea Award earlier for which over 600
ideas have been received. It was noted that the winning entry
was about streamlining the existing passbook replacement
work process by eliminating customer signatures on the inside
front cover.

According to the award winners Hermine Shum, Customer
Service Manager, and Fanny Lee, Branch Manager of Tuen
Shing Street Branch, customer signatures need not be carried
in the savings passbooks as the Bank nowadays verify
signatures electronically. The enhancement can help to speed
up the process of passbook replacement at branches while at
the same time achieve a cost savings of HKD 4 Million per
annum. It was noted that the new initiative can benefit
customers, staff and the Bank. The winning team is able to
share the cost savings involved, up to a maximum of
HKD100,000.

AMH PFS Magical Transformation
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