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BROADBAND NETWORK

Hong Kong Broadband Networ

« Market leader of residential high-speed broadband service
(100Mbps and above) in Hong Kong

° 3 H Ig hS & 1 LOW HKBN Residential Broadband
Subscribers and Market Share

» High service revenue growth
« High EBITDA growth

« High subscription growth . . .
e Low churn rate

626 660 |

569

HKEBN Residential BroadbandMarket Share ()7

33.1%

662

Aug-11 Aug12 Aug13 i Feb-14

HKBN Residential Broadband Subscribers (“000)
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Who is the Ugly Duckling? \

e CPE-= Rresidential Broadband Installation Technician




Blue-collar
Techniclans

Non-degree Holder

Unpleasant Odor
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Transformat
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Know your

solutions
(IT Consultant)

(Fortune Teller)

(Customer-IN)




Certified Professional
Certification Program
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Objectives— of CPE Certifica
Program (Competency -based)
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e Enable CPE to exceed customers’
expectations

 Engage our CPE

o Establish CPE professional standard for
HKBN and potentially for the industry

» (Generate positive business impact




Achievement Certificate
of
Gold Award

This certificate is presented to

LEE KA WAH

for your achievement in
CPE Professional Certification Program

(Valid from 1 March 2014 to 28 February 2015}



Organize

2 Year -year Validity

Level 3: Professional

 Offer helpful suggestions to “WoW”

customers :
Customer Service

\ Level 2: Advanced

£ Observe and proactively communicate with
customers and exceed
their expectations

Technical Skills

Product &
Selling Knowledge

' Level 1: Sound
» Understand and satisfy customers’ needs




CPE-oriented Training Approact

Engagement

 Role Play




Assessment

* Customer-In post training test score
Customer | 2 ®ILE/ ool
Service * On-site assessment service score
* No. of compliments (40%)

Technical EESNOIE N6l all=IANIVAS o] (SR VAT)
QLo el %k Network post training test score(25%)

Product &
Selling % Product knowledge test score

Knowledge | 0

Assessment period: September — December 2013
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Memorable Graduation

William Yeung, our CEO, presented Gold Awards toth e CPEs who attained Professional Level

578
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HONG KONG

BROADBAND NETWORK

Recognition

\\ We had our first graduation ceremony in April 2014!
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Multi-stakeholder Involvement

HONG

BROADBAND

CPE Leaders — Coaches &
Assessors
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\The higher,the’rates
|performance the

Cargo pants made in strat
— cotton to allow fast and
movements

Lightweight Adidas Climacool running
shoes complete the full gear of HKhh
engineers, giving them maximum com

and enabling themn to w: 1Ik or

run fast
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Outcome of Transformation




Business Impacts

Surge of compliment letters from customers

. 2012:12.3
e 2013: 44.5 (+262%)
e 2014: 67 (+445%)
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and in a friendly, polite and helpful manner and finally successfully
solved the problem of telephone. Especially, he explained to me the
difference between pulse and tone system of telephone. Both systems
also suit for my pulse telephone.

T'would be grateful if you could forward this message to him. Hope your
company keeps up with good customer service and staff training.




Business Impacts

Installation
Completion Rate

2012: 92%
2013: 94% (+2%)

d

«l

Sales Revenue

2012: HK$149,543
2013: HK$172,867
(+16%)

CPE’s Participation in
Learning &
Development initiatives

CPE vs. Infrastructure
Technicians: >24%




Learning Impacts

Easy
Talent management

Recognition drives
motivation for service
excellence
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CPE Is a
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Thank You




