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In Adversity We Cultivate Goodwill. With Perspicacity, We Became a Top Brand.
Huen S
EGL Tours Co. Limited, Hong Kong

In the past decade, tourism has experienced several major shocks, including the Severe Acute Respiratory Syndrome (SARS)
outbreak in 2003; Hainan Island Accident in 2009 and the Fukushima nuclear disaster in 2010. These issues brought certain
difficulties to EGL, however the crisis management capability and converse thinking of EGL management turned crisis to
opportunities.

The SARS crisis in 2003 resulted in anti-Hong Kong tourist policy set by many countries. Facing with the crisis, the
management launched a number of sales, new local travel tours and developed tours in Southeast Asia and other booming
town within one month. The management even went for outdoor promotion together with staff. With the new policy of
minimum salary, all these drove a great performance to that year.

The Hainan Island incident was happened in 2009. Two tourists were drowned at the beach of Hainan. The management
contacted the tour guide immediately to find out what had happened. A press conference was held within 24 hours after the
accident. A week later, condolence statement was made in various newspapers. The immediate reaction of the management
level settled the issue instantly.

As a company having long-term cooperation with Japan, the management showed great support to Japan after the
Fukushima nuclear disaster. After one month of the crisis, EGL was the first travel agency to re-promote Japan tourism. The
management also arranged a media tour to Osaka in order to prove the safety of Japan. This laid the foundation of future
cooperation.

The above issues incarnate EGL motto of “striving for consistent improvement of high quality service, with customer in our
heart and sincerity in our practice”, which is the key to success.
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