Innovation Leadership Interviews

BIF B NEED

NGONG PING 360'S
INNOVATIVE JOURNEY —
“PUTTING OURSELVES IN OUR

GUESTS SHOES TO CREATE
ENDLESS SURPRISE”
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Ngong Ping Cable Car is a visually spectacular 5.7km bi-cable
ropeway, connecting Lantau Island’s Tung Chung and Ngong
Ping. It is managed by Ngong Ping 360 Limited, a directly owned
subsidiary of the MTR Corporation. Also, it is the longest aerial
cable car of its kind in Asia.

Since it officially opened in 2006, Ngong Ping 360 has offered an
exciting opportunity for guests to experience a unique natural
and cultural experience on Lantau Island. On the Ngong Ping
Cable Car, guests can visit the Chinese architecturally designed
Ngong Ping Village, where they can enjoy a wide range of dining,
shopping and entertainment options and culturally themed
attractions. They can also continue their journey to other featured
attractions on Lantau Island, including Tian Tan Big Buddha,
Wisdom Path and Tai O fishing village.

In 2015, Ngong Ping 360 welcomed over 1.62 million visitors,
or an average of 5,100 guests per day. It is challenging to deal
with the related technologies and service arrangement for such
a rigorous and complex cable car system, and they need to be
creative in designing guests’ journeys at the same time. “Tourism
is a people oriented business. No matter whether you're hosting
tourist or managing daily communications among colleagues, it
is essential to put yourself into others’ shoes and pay attention to
their needs and feelings’, said Dr Kwan. “Also, we have to believe
in our products and services, and create an unforgettable journey
for our valuable guests.”

Believe in ourselves to overcome difficulties

With more than 20 years of management experience in retail,
property investment and tourism, Dr Kwan joined Ngong Ping
360 in December 2011. Soon after that, she faced a crisis for the
company. On 25 January 2012, Ngong Ping 360 operated at a slow
speed for two hours due to a bullwheel bearing issue, affecting
about 800 guests.

She recalled, “It was the third day of the Chinese New Year, the
coolest day for 60 years. We learnt a lesson from this incident.
Since then, we have committed to improving our procedures.

“As our new service slogan is ‘Creating guest memories
starts with you, it is critical to put yourself into others’
shoes, to create an unforgettable memory for our
guests,” said Dr Stella Kwan, Managing Director,
Ngong Ping 360.
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For example, if there are any issues arising, we will instantly
communicate them with all colleagues and help them understand
the situation through instant messaging. In turn, they will
implement contingency plans and arrange colleagues to different
positions to help our guests”

The company provides all guests with instant updates on issues
through their centralised broadcast system to comfort them.
At the same time, they proactively announce the news to all
media, which stops any rumours. In addition, they have prepared
emergency packs in every cabin, including water, food, paper
toilets and blankets during cold-weather periods. After guests
disembark, staff will give them hot drinks and chairs to rest in, in
order to meet their physical and mental needs.

Invest to improve

After learning this lesson, Ngong Ping 360 decided to replace all
seven of the bullwheel bearing to enhance reliability and carry
out a comprehensive examination. At the same time, Ngong Ping
360 also enhanced its customer service measures by introducing
a range of improvements. They included:

. Enhancing staff guidelines to stop boarding as early as
possible once an irregularity is detected.

. Arranging more coaches to pick up guests at Ngong Ping
flexibly in emergency situations.

. Installing live broadcast capabilities in cabins so that all
guests on board will receive the latest information in the
event of an incident.

. Enhancing manning of the hotline during an incident for fast
and efficient handling of enquiries from our guests.

. Upgrading in-cabin emergency packs to include blankets
and warm pads during cold-weather periods, and paper
toilets.

. Setting up a Guest Care Point at both the Tung Chung and
Ngong Ping terminals during long service disruptions to
provide guests in need with rest areas, snacks, drinks and
travel information.

“The company has invested huge resources in preventive
maintenance, corrective maintenance and situation-based
maintenance. We have set rigorous standards for cable car
maintenance, in order to maintain system stability and minimise
the chance of any incidents’, said Dr Kwan. “We have put a lot of
manpower and resources into regular servicing inspections and
maintenance so that we can achieve the high level of reliability
and availability we have today.”

Enhance promotion with advanced
technology

Nowadays, about 80% of guests at Ngong Ping 360 are from
overseas and they are looking for a different experience. Thus,
Ngong Ping 360 is currently using a lot of technologies, such as
big data, to gather related data about its guests. At the same time,
it is also embracing digital marketing using different social media
channels, including Facebook, Instagram and WeChat, aiming to
provide an unparalleled experience for all guests. All these add
value to Ngong Ping 360.

Ngong Ping 360 was recognised by The Daily Telegraph as one of the top 10 amazing rides around
the world in 2014 and by CNN as among 10 of the world’s most amazing cable car experiences.
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From an innovation perspective, Dr. Kwan believes that we need
to care about people’s feeling in our social interaction. She stated
that “we collect opinions and suggestions from guests, front line
staff, citizens and the media. We listen to their feedback which
inspires us to continuously innovate.”

The company welcomes feedback from their valuable guests
from all over the world and encourages them to share their
thoughts and feelings, thus improving their services and inspiring
innovative new ideas.

For example, after tourists have experienced their first cable
car rides at Ngong Ping 360, how can the company attract
them to visit again, or to stay longer at Ngong Ping Village, or
to explore the greater Lantau? Dr. Kwan has been listening to
the suggestions from staff members, and encouraged them to
develop ideas into executable plans. As a result, the company
has successfully launched a number of eco-friendly tours that
embrace the authentic nature and culture of Lantau. This bottom-
up approach of creating new ideas with management leading
the process is driving the development of Ngong Ping 360 from
strength to strength.

Ngong Ping 360 showed its creativity by introducing the world’s
first Crystal Cabin in 2009. Equipped with a glass bottom, the
Crystal Cabin is designed to feast the guests’ eyes with an
astonishing bird’s eye view and to feel the magic of the boundless
sea and the rolling grassland slopes right beneath their feet.
The new perspective allows guests to look at extraordinarily
uncluttered scenery. This innovative Crystal Cabin has caused
Ngong Ping 360 to be recognised by The Daily Telegraph as one
of the top 10 amazing rides around the world in 2014 and by CNN
as among 10 of the world’s most amazing cable car experiences.

Adjacent to the Ngong Ping Cable Car Terminal, Ngong Ping
Village is an impressive culturally themed village that comes with
three major attractions — Stage 360, Motion 360 and Walking with
Buddha. Stage 360, an action-packed visual extravaganza, is the
first ever crossover project between Hong Kong’s tourism and film
industries — an action packed visual extravaganza at Stage 360
that combines classic scenes from Hong Kong movies with stunts
and smoke effects. There are plenty of opportunities for visitors
to step into the exciting world of Bruce Lee and the White-haired
Witch to do some flying kicks of their own. Motion 360 indulges
all visitors' senses — vision, hearing, smell, touch and all-round
dynamic sensations - in the magnificence of Lantau. Walking with
Buddha in Ngong Ping 360 is an immersive, multimedia attraction
that allows visitors to follow the life of Siddhartha Gautama - the
man who became Buddha - and his path to enlightenment.

In February 2010, 360 Holidays, a subsidiary of Ngong Ping 360
was launched, specialising in the business development of
Lantau-themed tour packages, insight tours, etc. The company
has also integrated other attractions and facilities into their Trans-
Lantau tour, providing an unusual experience for all tourists. In
addition to this, Ngong Ping 360 introduced an Audio Guided
Tour mobile app in 2014 to enhance the 25-minute cable car
experience with lots of information and fun. The “360 Sky-Land-
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In 2009, Ngong Ping 360 introduced the world’s first Crystal Cabin, which is designed to feast the
guests’eyes on an astonishing bird’s eye view.
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Stage 360, an action-packed visual extravaganza, is the first ever crossover project between Hong
Kong’s tourism and film industries that combines classic scenes from Hong Kong movies.
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Sea Day Pass” offers all visitors comprehensive sky, land and sea
transportation access. Visitors can freely explore Lantau with the
one-day pass to unveil the many unique characteristics of Lantau.

Commercial and Customised Services

The whole Ngong Ping 360 project shows the silent, elegant
and cultural character of Hong Kong, which is the other side of
the hustle and bustle of the city. Dr Kwan reaffirmed that every
decision they make will have an impact on the tenants of Ngong
Ping Village, travel agencies, citizens and media. As a leader, she
has therefore set the right direction for the company and leads
the team to achieve its goals.

She has emphasised that it is critical to embrace the VMV (Vision,
Mission and Value) approach. So that they can provide the best-
in-class service to their guests and everyone in the team will be
proud of the results.

“Having people with a positive attitude is key as they create a very
different result’, she said. “We have to show our smiling faces to
every visitor and work happily every day to resolve any difficulties
we face”

With the new slogan “Creating guest memories starts with you’,
Dr Kwan truly believes that even if it is a very small piece of the
business, if they can fully engage in it to enhance the sharing and
interactions among people, this will take them to a good future.
Excellence in service has helped Ngong Ping 360 gained the
recognition in “Hong Kong Service Awards — Tourist Attractions”
by East Week for two consecutive years.
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