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Ombudsman’s Award for High Flexibility and
Responsiveness in Project Management
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The escalator at Kowloon City Market after the replacement.
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Thanks to our professionalism, our client and the public were satisfied with the arrangements of the escalator
replacement works, and the engineer responsible for the project was presented with the Ombudsman’s Award as

recognition of our performance.

Our professional team always shares
the concerns of our clients and the public
and addresses their pressing needs, as
well as helping them solve their problems
with proactiveness and professionalism.
The replacement of escalators at
Kowloon City Market is one of the
examples. Despite numerous
constraints, we relentlessly searched for
suitable solutions and addressed the
needs and requests of different parties
with flexibility. The project was finally
completed successfully and earned us an
Ombudsman’s Award.

We worked with the Food and
Environmental Hygiene Department
(FEHD) on the replacement works for the
aged escalators at Kowloon City Market.
In the course of our discussion with
FEHD and the tenants about the project

commencement date, we received
complaints concerning the project
duration and the hoarding arrangement.
Having looked into the issue and
understood the concerns of the affected
tenants, we proposed a solution by
rearranging the work processes in order
to minimise the impact on the tenants
and the public. The new plan could
shorten the business cessation period
and was well accepted by both FEHD
and the tenants. However, shortly after
the commencement of the project, a fire
broke out in the neighbouring warehouse
of our contractor's warehouse in Tuen
Mun and destroyed the new escalator
being stored there. We immediately took
follow-up action by requesting the
manufacturer of the escalator to
expedite the production of a new

escalator for delivery to Hong Kong as
early as possible. Meanwhile, the
hoarding was temporarily removed and
the platform of the previous escalator
was backfilled in order to reopen the
area as a way to minimise the impact on
market operation. We also urged the
contractor to complete all the
preparatory work before the new
escalator was delivered. Upon its
arrival, additional night shifts were
scheduled to speed up the replacement
works for early use by the tenants and
the public.

To achieve effective communication, we
frequently met and discussed with the
tenants and explained to them the
working procedures with the aid of
charts and diagrams. The biggest
challenge of this project was to maintain
work quality while flexibly addressing
tenants’ requests and finding out
solutions that could satisfy all the
stakeholders and the public in order to
ultimately achieve a “win-win-win”
situation.

Throughout the entire process, we
maintained constant communication
with the District Councillors, the
representatives of Legislative
Councillors, FEHD and the tenants.
With the team’s dedicated effort and
flexibility in project management, we
succeeded in solving the problems
faced by our client and the public and
earning commendations from all the
stakeholders. The project engineer was
presented with the Ombudsman’s
Award as recognition of our
performance.



