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Welcome to the latest update on Project AIMS. Our inten-
tion is to give regular feedback to the Alliance team, includ-
ing all our valuable LOD’s. In fact this is not a new project for
Alliance; but has actually been in play for many years. It
started with the replacement and upgrade of all our batching
systems with Command Alkon. This was followed by the
replacement of our Technical system with Command QC;
with the latest system delivering significant improvements
for our team to analyze and adjust our concrete mix designs
on a continual basis to ensure our customers receive only
the best quality concrete. The results are truly staggering.

However we have left the best till last. In the attached arti-
cles you will start to get a picture of what Alliance is looking
to achieve. We are targeting to be “best in class” in cus-
tomer service; by providing our customers with a “state of
the art” Customer Service Centre that will attend to all order
enquiries and arrange for the deliveries to be made ac-
cording to our customers time requirements. We have no
doubt this will revolutionize our ability to more efficiently
service our customer in Hong Kong.

Both of our Shareholders, CKI and Heidelberg Cement,
have been involved with this project by providing support in
the areas of “change management” that is to assist us in
preparing Alliance staff and its dedicated team of LOD’s and
company drivers prepare for the day to day changes that
may occur and its impact on them. In some cases, it's just a
case of sharing information in a transparent way to ensure
everyone understands what we are trying to achieve. In
other cases, there may be new lines of communication that
need to be followed to ensure the Customer Service Centre
is updated on delivery information. One thing for sure is “we
all need to work together as a team” to be successful.
Teamwork has always been an essential part of Alliance’s
guiding principles; and we need to draw on that during this
project.

Heidelberg Cement has been very generous in seconding
Tony Pearson to our project. Tony has a wealth of experi-
ence with the same system in Australia that incorporates
first class logistics and a National Customer Service Centre.
Our transition from Project Plan into reality has been a lot
smoother as a result of Tony’s contribution. On his next visit
we will introduce him to some of our concrete plants and
customer sites to get first-hand knowledge of Hong Kong
practices.

Please feel free to ask any of our Project team any ques-
tions; we are more than available and would like nothing
better than to answer any queries you may have. Rumors
can sometimes abound in these projects; rest assured we
will put them to bed immediately so please contact us.

David Hogan
Chief Executive Officer
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The core of Project AIMS —
Customer Service Centre

In May, the Board has given the “green light” to
implement the core of Project AIMS by integrating
and automating most of the business processes.
This will include the establishment of a Customer
Service Centre to provide efficient and superior
services to our customers similar to the function
of a professional call centre. The aims of the cus-
tomer Service Centre will include the following :-
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calls quickly

Handle customer calls
effectively

Negotiate order times

Maximize on-time
delivery
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To Alliance, this is a big project

S AT SRS
R A

K i ppEiEn

I 4e 5 A Gcrlf g i

S FEED e
F

involving improvement and
integration of major business
and systems.

Senior Management, Project Team and
Consultants in the project kick-off meeting
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To ensure we can successfully implement the
project, a work team with carefully selected mem-
bers responsible for major areas of the project is
established. In addition, the management has
appointed professional consultants to assist the
project team in planning and developing systems
and change management. What's more, Tony
Pearson, the current Customer Service Manager
of Hanson Australia also participates to provide
the team with his professional knowledge and
invaluable experience in the establishment of the
Customer Service Centre. The project has been
kicked off on 29" June and we look forward to
seeing a new page for Alliance with the success-
ful implementation of the project.

Karen Lam
Assistant HR Manager
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Our CEO, David Hogan, shows his support
and appreciation of the contribution of
Tony Pearson, CSC Manager of Hanson
Australia (2" from the left in the picture)
and the System Consultants to the Project
AIMS.
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Experience Sharing on how to develop a successful Customer Service Centre

Learning from successful organizations is one of the ways to help us grow and excel. Our Project Team
is grateful to have the opportunity to discuss with the ex Senior Customer Care Manager of a very suc-
cessful bank in Hong Kong and the managers of Hutchison Telecom’s Customer Service Department on
the establishment and management of their call centre. They are very professional customer service
managers with years of experience in managing call centre and were very helpful during the discussion
meetings. It was interesting for us to learn how successful companies manage their customer service
centre in a very competitive and dynamic business environment. From their sharing on how they run
their call centre, train and motivate their staff and maintain excellent customer service performance, we
have got some relevant and insightful information which will help us plan and develop our project.

Karen Lam

Assistant HR Manager
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Our HR Team discussed with the Managers of
HWL Training Centre on how to plan and imple-
ment change management for the project.
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Effective communication is becoming a key success factor in running our daily opera-
tion. Other than voice and fax, what other media can you think of for exchanging business
data every day? The answer is our data network. Each day, customer order information,
deliveries and production information are sent to our servers in head office via the fixed data
links at the plants. If there is any issue with the network connection, data will not be syn-
chronized to head office for further processing, thus affecting our production process. For
example, a network connection failure will prohibit a delivery ticket from sending to plant
which may cause a significant delay of delivery to our customers.

With the introduction of new systems, network efficiency becomes more important as those systems are re-
quired to communicate directly in a real time approach. However, there is no 100% uptime network connection
in the market. Therefore we use 3G wireless communication which provides us good backup solution to en-
hance our network connection efficiency. Special equipment will be installed to every plant with 3G network
connected. When there is problem with the fixed data link, the network equipment will be alerted and starts the
alternative connection to our head office via the 3G network automatically. On the security side, all data sent
via this connection are securely encrypted. This solution helps to reduce the potential downtime to the minimal.

In the coming releases of our newsletter, we shall disclose more information to you. | am sure you are inter-
ested to know the setup of our new Customer Service Centre. Stay tuned with us.

SC Chan
Project Manager
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~"\ Alliance is always striving for improve-
ment. Besides enhancing systems, we
have also upgraded our new 3-axle
trucks which have arrived in August |
(see photos) and the upcoming 4-axle i
trucks with fuel-efficient engine and & A —N
=2 higher loading capacity.
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