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Survey Results: Customer and Staff Satisfaction Going Up
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Customer Satisfaction Index
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The overall Customer Satisfaction Index increased from
6.01in 2010 to 6.12 in 2012, furthering the upward trend.
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Client and staff feedback are always important
for us in planning service enhancement. Two
surveys were conducted by independent
consultants in early 2012 to solicit client feedback
as well as gauge staff satisfaction level, thus
identifying areas for continuous improvement.

Encouraging results were recorded in our biennial
Customer Opinion Survey. With the support of
client departments, the survey was successfully
completed in 2012 with a record high response
rate. The results showed a stable and steady
growing trend in both the customer satisfaction
and service competitiveness indexes in which the
former one recorded 6.12 and the latter one
recorded 5.87 on a scale of 8 - an improvement of
0.11 and 0.29 respectively as compared to the
previous survey in 2010. To enhance our service
quality continuously, we shall reinforce
communication with clients to ensure that
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The overall Service Competitiveness Index (5.87) is
slightly higher than 2010 (5.58) and indicates improvement
compared to 2010 and the years before.

their needs and expectations are fully taken care
of and the progress of the works is well informed.
At the same time, we shall also strengthen our
contractor supervision and management to
ensure appropriate contractor services are
provided. We would like to thank our clients for
their valuable support and input, and shall follow
up on our improvement measures with clients.

The Staff Satisfaction Survey, also completed in
2012, reported an overall satisfaction rate of 6.5
on a scale of 10. This is an improvement of 0.2 as
compared to the previous survey in 2009. The
survey also revealed staffs growing sense of
commitment as the overall performance and
public image of the department have become one
of the most important elements from the staff point
of view.
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Buildings Energy
Efficiency Ordinance in
Full Operation
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New Lifts and Escalators
Ordinance Commenced
Full Operation
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Smart Solution for
Runway Lighting
Maintenance
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Partners in Hospital
Extension
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