>
Z

\

—

\ g 2

~ 7
N

November 2007, Issue 26

F

2O
P\
10

Y TYND1SS?

\NST ITUTE 0

It 'Y LINK

The Newsletter for Members of the Institute of Training Professionals

AR
BT —EREFERG (2006-2007) EHHE
BB, IR -

SHERE RS U TR AL A > T RS > GE AR ERSRRE S 2 A
SREE > ARG R R T RS TR R > RS AT L TP, - Bl 3K
REREBT TR A > MESEE—ERTIE - 242 2006-2007 4288 B85S > AT

1. e
AEH 2005 £F 12 FJ 5 L » 54 2007 4 6 F1 30 H - PHESFRIE R RS ELLIK - &
1 LAEAT RO e S fie - AN R L L LI 0 2 IR - DRI -

@WQ%7$3Hﬁ%ﬁkﬂiﬁﬁéiﬁWiraA%%ﬁ » FI R e S22
G > BRI R L TR KA B

INAAE R 1 SRR, @4@%%%&6@%%@@

ARG Z RSB E) ~ SRR S L[ P S R T T2 -

ER
ER
a.
b.

3. HEREIN
AR EHA 2007 4F 5 F#EBdE " EEAIMESIFRAE (Train the Trainer) > MERI AR 2
TG -

4. BElE—
a. AFSFEHEE—H "B E 5G| (ITP Scholarship) F— u{%rﬁm&
NI SRR AR < B4 W S S B B e K 5 8w
22007 4 3 H 10 H2 7 HiEf R -

b, AGAEREELL ERRE A 73t 69 (RS H o S TIIBHEACE 2R - AR
2007 £F- 4 1 18 H AR EL 13T TR 5 R B g

ITP LINK, NOVEMBER 2007, ISSUE 26 1



5. SEIEE)
ARG G 5B SRR < 2B > 2NN %
a. 2007 4E 2 J] 24 H : BRAEEEAFERBG.CGH > 287 T AR AR IS
ol o TEHEER R EIR TAREE B 260 > ERVEESESEE BIHERE - SR
A IR B Sl - TR B Ak 20 A -

b. 2007 4F 4 J1 27 [ ¢ i vk ST B R LA L BRI S N T8 JEe R < Rl 2
2L > 2P TAIYEE APM BRI R e fiioe o8 & TR TEERII G o RIS
Z e L Z SR TRIESRI TAF » S XnBH s A 24 A -

c. 200746 H 8 H : F A A BN E LA BRI AT T3 I il AR
S BRI S SR E S 28 B 28 1T (R 2 A AR AR IR Z AR -
TR L PR R L B TR - SRR AR 18 A -

b. 2006 ££ 9 FJ 15 H BRI AEERIBIMRE B ERT T B4, (Happy Hour Gathering )<

c. 2006 4F 10 FJ 22 H * H4f 7—X " BKHERE ; (Autumn Hiking) - & KT TRERSsfeL AR
360 BEILIRHL - Sl PER e > FRRAEEE ST ~ DA R L4 - ARkl
RIS S HIE » 52 7 — KISHIE R~ B OEriGyfikes -

d. 2006 4 12 F 13 H * fHERPIHAE BRI E AT T Bt (Happy Hour
Gathering) -

e. 200743 H 11 H 2495 7 —R " HrFw e AT, (Spring Hiking & Sea Cruise) @ =&
SRR S5 R

7. €85 (The LINK)
& EGERNGT R 2006 47 F ~ 11 H ~ 2007 4 3 FH k2 6 F ki 1 PHIEE B0EER o s@EsHER LIS
T EF TG B - IR BRGNS -

8. HHEHE
AETRL 2007 4F 4 H$esz (Fas H) <R I FEANE B BRI LA
HITEDL > AL HEBNT 728 -

B

RGP R HEEACEr 2 385 - FL00e )] - DRI BER OISR B G - 1]
FR T DA LI T] > SEEHEEIAE G5 EIME AT BT - etk AN
RERGRERE > LR T - B B 2P R - RECLEGH |

T
it
200747 A 27 H

ITP LINK, NOVEMBER 2007, ISSUE 26 2



‘Improving Hong Kong’s Human Capital’ goes much beyond

schooling and craft-level training

By Mr. Sam Ying, FITP

How the Chief Executive may improve the human capital of our workforce, the Policy Speech 2007-08

does not seem to have addressed the issue totally.

The Chief Executive in his policy speech said that
in order to do so, he would continue to raise the
quality of education, spending up to 23% of the
government’s budget to upgrade Hong Kong’s
human capital. Along such line, he mentioned,
among other things, about attracting talents to
study in Hong Kong, the provision of twelve
years of free education, the introduction of small
class teaching, and increasing the graduate
teachers’ ratios. About training provision at the
workplace principally at craft-level, the Employee
Retraining Board will relax its scope to cover
those at ages 15 and above, and with an education
level at sub-degree or below. The rest of the T&D
work, as the Chief Executive said, is the social
responsibility of the private enterprises.

It is true that some of these initiatives aim to
optimize the demographic structure. But it is only
part of his “job” to improve our human capital.
Not long ago, when the other Chief Executive had
advocated most strongly and promoted most
aggressively the idea of life-long learning, the
current policy speech has not detailed on the same
subject.

With the huge volume of T&D work in the
workplace, the Chief Executive may have
neglected the supply of sufficient professionals to
carry out training and development work. While
the government supports teacher’s development
and has a set of plans for it, there is no mention
about the development of those employed in
T&D. What kind of persons is supposed to carry
out the huge volume of the training and
development work at the workplace? What
development do they need?

Who would take on the responsibility of carrying
out T&D for those in the workplace and those
who finish school? The current responsibility of
workplace training and development is
shouldered and carried out by business
organizations that have the means and capabilities
to do so. The Chief Executive said that this is the
social responsibility of private enterprises. Is this
policy good enough to upgrade Hong Kong’s
human capital at the workplace?
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We support life-long learning and workplace
T&D as means to improve our demographic
structure in Hong Kong. But we have concerns
over the supply and quality of those involved as
trainers. We also think that there is not sufficient
government attention being given to trainers to
carry out their T&D work.

Three years ago, the Institute had applied to the
government’s Professional Service Development
Assistance Scheme for the setting up of a
qualifications framework for those working in the
T&D field. The application had been rejected on
the ground that T&D was not then considered as a
profession. It may be true that government had, at
that time, a different dictionary to define
“professional” and “professional service”. But,
today, in line with the government policy about
upgrading our human capital, there must be some
qualified persons to carry out this upgrading work
properly and efficiently.

Upgrading of human capital is more than
schooling and craft-level training. A much larger
part of such work happens at the workplace. We
recommend that the government supports
workplace T&D. As such, we recommend setting
up of a working party to examine practical means
to upgrade human capital at the work place.
Among other things, we recommend:

a) To consider if there is a requirement for
medium to large public and private
organizations to employ specialists to carry
out T&D work.

b) The setting up of T&D resource centre for
those employed in the T&D field.

¢) Similar to the Institute of Education, the
setting up of a training centre for upgrading
those employed in the T&D field.

d) The professional recognition of those
working in the T&D field, and the setting up
of a qualification framework for such
recognition.

e) The funding for those, individuals and
organizations, that have plans to improve
human capital through workplace T&D.



I'TP Visit to Auxiliary Medical Service (AMS)

On 8 June 2007, 18 ITP members and guests
visited AMS HQs and their Training Centre and
facilities. At the main entrance hall of the AMS
HQs, Mr HO Tim-kam, Senior Operational and
Training Officer (SOTO), Mr HO Ho-kam,
Operational and Training Officer (OTO) greeted
the ITP visiting team. Along side of the hall, they
make use of some space to display the uniform
and equipment used in the old days and also
photos of major life saving events. Both officers
explained to the visitors the display items. It was
a good start and certainly impressive to visitors.

We were then invited to gather at their Officers’
Mess where we met their Chief Staff Officer, Dr
CHAN Yiu-wing, Staff Officer, Dr LUK
Wai-hung, and some other SOTOs and OTOs. In
welcoming the ITP visiting team, Dr CHAN
spoke up in a strong, calm and clear voice: “Good
afternoon ITP members, welcome to the AMS
HQs. We would like to take this opportunity to
provide you with some background information
about AMS. We have arranged the activities for
your visit into three parts. The first one is the
introduction of our organization, vision, mission,
performance pledge, roles and functions,
establishment, operations, and training. The
second one is a demonstration on patient care,
and the third one is a tour around our training
centre where you can see various ambulance
vehicles and equipment. Finally, we will have a
session for experience sharing and will answer
any questions you may have.” Dr CHAN
expressed clearly the well-organized activities for
our visit.

With the aid of a VCD show, Dr CHAN provided
the basic information on their vision, mission,
roles etc. In gist, AMS was formed in 1950 as one
of the Essential Service Corps in providing
invaluable supplementary medical service to the
Hong Kong community. Presently they have
more than 4400 volunteer members who are
highly dedicated and committed to the
worthwhile cause of saving lives and relieving
pains for the people in need in Hong Kong,
irrespective of their race, age or occupation. Most
of the volunteer members are professionals
including doctors and nurses.
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By Tommy Choy FSMSM, BHS, GASI, FITP

Following the introduction session, we were led
to their gymnasium where the demonstrations of
patient care took place. In one case, the patient
was unconscious. The AMS team carried out a
thorough patient assessment. When they found
that the patient had no breathing and pulse, they
performed the Cardio Pulmonary Resuscitation
(CPR) and conducted defibrillation with an
automated defibrillator. They eventually saved
the patient who regained heart beat. The team
skillfully checked the patient’s pulse, breathing
and blood pressure, then provided normal saline
to the patient by administering intravenous
injection (IV). In the other case, the patient was
suspected to have been suffering from spinal
injury. The AMS team carefully examined the
patient, applied cervical immobilizer and a pair of
head immobilizing device. In moving the patient,
the team used a spinal board with fastening straps
for tightening the patient in position. On the
whole, both teams displayed excellent knowledge,
skill and caring in treating the patient. The
demonstration fully reflected that AMS members
were well trained and have been able to apply
what they learned in training into real situations.

After viewing the demonstration, ITP members
were guided to tour around the AMS training
centre and with information of those training
facilities given on the way. Thereafter, we were
invited to attend a static display. On the display,
there were town ambulance, ambulance
motor-cycle, first-aid bicycle, and various types
of ambulance equipment. They also set up an air
shelter which was designed as a temporary
accommodation for undergoing patient triage in
case of multiple casualties incident. As shown on
the display of equipment for disaster management,
there were stretchers, wound-dressings, various
bandages, oxygen units, entonox analgesic gas
apparatus, IV set, automated defibrillators and
many others. At the other side of their training
centre, they have set up a simulated hospital ward
for training volunteer nurses in caring patient
admitted to hospital. In the ward, there were
hospital beds, sideboard, oxygen unit and railing
with curtain. The idea was thoughtful and the
simulated ward was very practical and interesting.



Photo showing from left to right: Mr. Sunny Chan, Mr. Tommy Choy (Event Organizer), Dr. Chan
Yiu-wing of AMS, Mr. Fred Kwan (ITP Chairman), and Dr. Denny Chow (GM ITP).

To conclude the visit, an experience sharing
session was held. On behalf of ITP, our
Chairman, Mr Fred KWAN thanked Dr
CHAN for their hospitality and their effort
in arranging the visit. Dr CHAN presented
each visitor a package containing a VCD
and a book about AMS, and requested
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visitors to relay the spirit of AMS to other
people with a view to appealing them to provide
volunteer service to the community of Hong
Kong. The visit was fruitful and meaningful.
(ITP members may obtain more information
about AMS online <www.ams.gov.hk>)
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ITP Experience Sharing:

“People Development Program” of Hong Yip Service Co., Ltd.

Hong Yip Service Company Ltd., the
property management arm of Sun Hung Kai
Properties Group, earlier this year won the
Customer Relationship Excellence Award
2006 of the Asia Pacific Service Consortium.
It is one of the largest property management
companies in Hong Kong with high standing
in the industry and has received numerous
awards and commendations from many
renowned organizations throughout these
years.

ITP was fortunate to have invited Ms Cecilia
Lam, Human Resources Manager of Hong
Yip, to share with our members and guests
her company’s experience in developing and
implementing its award winning ‘“People
Development Program™, a comprehensive
program designed for customer service staff.

Cecilia started off by stating the quality
policy of her company: “We will deliver our
premier services with supreme courtesy,
managing all to the highest quality standards
s L ie3ish— o EEE - JIER5E
Z%).” The presentation covered the program
rationale; objectives; the six stages of the
program; achievements; and conclusions.

The rationale behind the program, according
to Cecilia, was to align with Hong Yip’s
quality policy as above-stated, making
quality service a competitive edge of the
company.

The objectives of the
four-folded:
= Enhancement of property image and

program  are

value

= Provision of value for services and
facilities

» Improvement on customer service
skills and quality

= Positioning as market leader

To ensure success, top management’s
commitment is always important. That’s
why in implementing the program the first
stage of the six stages was to gain the
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endorsement by top management.  Mr.
Alkin Kwong, Vice-Chairman & CEO of the
company, who has been actively serving on
training and manpower development
consultative committees relating to the
industry, readily rallied his support, laying a
firm foundation for the program’s success.

Three kinds of activities were adopted to help
identify the training needs, which is the
second stage of the scheme. Monthly
evaluation, service audit and annual surveys
helped provide a broad-covering and
representative picture of the overall staff
performance. Manager’s visits to service
sites provided first-hand impression and
helped collect direct feedbacks from
customers. Focus groups involving staff
and customers yet help management capture
otherwise unaware-of needs in open and
free-form dialogues.

Through the above exercises, seven training
areas were identified in stage three:

» Customer service

» Value added service

» Emergency/crisis handling

= Security measures

» Maintenance acquaintance

» Cleansing knowledge

» Building redecoration

Stage four of the program was Training
Delivery. Besides using training workshops
and field coaching, there were also program
reinforcement and  refresher  activities
arranged for the trainees.

Training without evaluation is never
complete and we all know it well. By stage
five, an integrated set of evaluation exercises
was organized to find out the effectiveness of
the program and to obtain information for the
way forward. These included: performance
evaluation on the apprentices; sending quality
checking group to the various units; and
making site visits and conducting surveys (by
Hong Yip’s internal audit department).
Moreover third parties’ assistance and input
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were sought. The company commissioned
the City University of Hong Kong to conduct
management service opinion surveys to
gauge customers’ responses. Mystery
customer surveys were carried out. And, as
part of the company's quality management
initiatives under the ISO 10002 system,
customers’ grievances were also captured
through practicing the prescribed guidelines
for complaints handling.

Stage six — reinforcement and refresher
activities — rounded up the program.
Reinforcement sessions were conducted at
the Hong Kong Convention Centre. During
annual dinners, rewards like the “Staff of the
Year” were presented to the outstanding
performers who had passed five rounds of
screening processes for recognition and
motivation purposes.

winning awards in a row and continuously
upholding and enhancing its market
leadership, the company's dedication in
people development further opens up new
business opportunities. Recently Hong Yip’
repute in quality service won it a contract for
provision of facility management service to a
renowned group in the food and beverage
industry with over 30 outlets in Hong Kong.

We are grateful for Hong Yip’s management
for its wisdom in sharing its valuable staff
training experience with the Institute. The
awards that Hong Yip won clearly
demonstrate its commitment in delivering
quality services to their customers as well as
providing development opportunities for their
staff. Hong Yip’s experience certainly sets
benchmarks for enlightened and far-sighted

employers in Hong Kong.
Achievements - Besides helping Hong Yip

This experience sharing event was held in the training room of Hong Yip on October 4
Thursday in the evening. The event attracted around forty members, guests and managers of
the Sun Hung Kai Property Group and other players in the property industry. Photos taken are
available at the Photo Gallery of ITP website.
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ITP - Hiking in Fall 2007

It is timely in Fall to enjoy a leisurely walk and network with fellow training
professionals at the famous and beautiful trail along the section 8 of Hong
Kong Trail in Shek O Country Park. Starting from the footpath beside To
Tei Wan pavilion on Shek O Road, the route goes up to Shek O Peak,
thence to Big Wave Bay. Walking along the ridge top, you will have a
stunning view over the sea, looking to Waglan Island, Tung Lung Chau,
Tai Tam Bay, Shek O beach, etc.

DETAILS:

Date : December 2, 2007 (Sunday)

Duration : 10:00 — 17:00 hours

Place of Assembly : Exit A3, Street level, Shau Kei Wan MTR Station.
Time of Assembly : 10:00 hours.

Route & Attractions:

+ To Tei Wan (1)
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- Shek O Peak (F]/HiE)
- Dragon’s Back (&)
- Pottinger Gap (&)
- Big Wave Bay (AiR7H)

Distance and difficulty level: 8.5 Km, 3 hours walking. 1.5 star of a 5 star
level.

Lunch and Tea: The team will take lunch/tea at Big Wave Bay / Shek O.
All expenses will be on equal share basis.

Enquiry: Dr Denny Chow, GM ITP at Tel: 6100 0123, Mr. Tommy Choy,
Organizer at Tel: 9038 1976.

Join us by filling the REPLY SLIP and fax to ITP Secretariat on or before
Nov 26, 2007.
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To: Institute of Training Professionals

REPLY SLIP (Fax: 2309 2799)
Re: ITP — Hiking in Fall 2007 — December 2, 2007
Please enroll me/us for the captioned event.

Name/s of Member:

Contact Number: Email:

Date:

ITP LINK Editor : Sunny Chan
EHlEREE
Web Site : www.itp.org.hk
INSTITUTE OF TRAINING PROFESSIONALS
s JLBE R 1 107 BRESIEEZEAE 2507 &
Rm. 2507, Richmond Commercial Building, 107 Argyle Street, Mongkok, Hong Kong.
Phone: 2393 3377 Fax: 2309 2799 www.itp.org.hk Email: info@itp.org.hk
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