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Hong Kong Broadband Network 

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

• 3 Highs & 1 Low
• High service revenue growth
• High EBITDA growth 
• High subscription growth
• Low churn rate
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Who is the Ugly Duckling?

• CPE= Residential Broadband Installation Technician
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CPE…What Comes to Your Mind ?
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Non-degree Holder

Blue-collar 
Technicians

Unpleasant Odor



Transformation
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HOW?



Expectations to CPE
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Eliminate future 
technical problems

(Fortune Teller)

Know your telecom 
needs

(Customer-IN)

Provide long-run 
solutions

(IT Consultant)



Certified Professional Engineer (CPE) 
Certification Program
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Objectives of CPE Certification 
Program (Competency -based)

• Enable CPE to exceed customers’ 
expectations

• Engage our CPE
• Establish CPE professional standard for 

HKBN and potentially for the industry
• Generate positive business impact
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Approach of Transformation
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Fun Engagement

Professionalism Recognition



Bring up Service Level with Fun!

Level 3: Professional
• Offer helpful suggestions to  “WoW” 

customers

Level 2: Advanced
• Observe and proactively communicate with 

customers and exceed 
their expectations

Level 1: Sound
• Understand and satisfy customers’ needs
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Customer Service

Technical Skills

Product & 
Selling Knowledge

Organize Twice
a Year One-year Validity

Fun



CPE-oriented Training Approach

• Role Play
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Engagement



Assessment 
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Assessment period: September – December 2013

Customer
Service

＊Customer-In post training test score 
＊Quality score 
＊On-site assessment service score 
＊No. of compliments (40%)

Product & 
Selling 

Knowledge
＊Product knowledge test score 
(10%)

Technical 
Knowledge

＊＊＊＊ On-site connectivity score (25%)
＊＊＊＊ Network post training test score(25%)

WoW & Customer-In 
Professionalism



15



Memorable Graduation
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William Yeung, our CEO, presented Gold Awards to th e CPEs who attained Professional Level 

We had our first graduation ceremony in April 2014!

Recognition



Multi-stakeholder Involvement 
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CPE Leaders – Coaches & 
Assessors

Famous Network Consultancy

Quality Management – Product & Selling Retail Marketing – CPE image 



Outcome of Transformation
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Business Impacts

Surge of compliment letters from customers
• 2012: 12.3 
• 2013: 44.5 (+262%)
• 2014: 67 (+445%) 
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Business Impacts
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CPE’s Participation in 
Learning & 
Development initiatives

Sales Revenue

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

Installation 
Completion Rate

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

CPE vs. Infrastructure 
Technicians: >24%



Learning Impacts
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Recognition drives 
motivation for service 

excellence

Easy 
Talent management



CPE is a Swan
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CPE is born a swan 
not an ugly duckling 



Thank You
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