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Thanks for Customers’ Support

e,
= 6, e
A

4

R

4
BFEE - IR ES o The year of the Rooster ushers in a beautiful

spring!
BETEERES (DBEE) HIEH The Electrical and Mechanical Services
BEFZHXE  RESUBEFHEUNE Trading Fund (EMSTF) would like to take this
Iﬂ;mg*u ] %Egﬁﬂﬁﬁ§5:+ﬂsm A opportunity to thank all our clients for their

support over the years and wish them a happy
—HEMMREEFNER - 0T and successful new year. For two decades, we

BENEE , BIREMEENERE 5 have listened to our clients’ opinions to

i understand their needs, and

REEFRIEYAEFR =8 = implemented various improvements
EEREIERENS

EHIRTE - B Record High Customer Satisfaction Index 0 give them value-for-money

o d services. Close communication

MEEREF#EA 6.45 with clients is the cornerstone of

IREEEZEE our continuous service

_ improvement efforts, and we
B 75 #5548 8 &= R shall continue to do so in future.
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6.22 -
\/ The EMSTF commissioned
Quantum Market Intelligence

20164F » &5
& o HE (QMI) to conduct an

BEEZaHERT independent Customer Opinion
BSHEBRAS Survey (COS), a biennial

exercise, between June and
August in 2016. The findings
Market Intelligence 202 | 2014 | 2016 show that our clients have

Limited (QMI)) #£6 3 consistently high regard for EMSTF

- gy o . services. Both the scores in customer
ESRMREET rME—ENBIERR satisfaction and service competitiveness

RIS - AEERETERHEEEEMN reached record new highs. On a scale of 8, our
IRFE 5 B4 BB HEEE o USH BES Customer Satisfaction Index scored 6.45,

and our Service Competitiveness Index was

&t BERREERARHERS NIENI 5 6.37. The survey results are a great
7,%.6,456}%[]6.376} , geeE| I s, B encouragement to all levels of staff in EM_STF\.

SN H7/77 = We shall continue to listen to our clients, make
BESTELETHHHRE - RNSEEE 2| S —
=2 — continuous improvements, and provide clients

HREJE%‘/%’E RENE  REFRHEE with comprehensive, quality and
1) % EE&@ﬁFﬁ{EH’\JIEHEﬁ% o value-for-money engineering services.
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Gratitude for Clients’
Support

QMI issued 2,029 questionnaires for the
survey and successfully received 1,111
replies, with an overall response rate of
54.8%. We would like to thank our clients
for their support. Respondents’ feedback
gave us a better understanding of client
needs so that we may tailor our services to
precisely address those needs. QMI also
interviewed 101 client representatives
through  phone calls,
meetings, and group discussions. We
sincerely thank these clients for taking time
from their busy schedules to tell us their
views. Collecting these views has been
very useful for us to explore various factors
contributing to customer satisfaction, in
order to formulate measures to further
enhance our services.
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Clients Prefer EMSTF

Among the respondents, 79% indicated
that they "always", “very often” or "often"
chose EMSTF as their preferred service
provider, a 4% increase from the last
survey. The result shows that most of our
clients have great confidence
services. This also shows that EMSTF has

become a reliable partner for most of our

in our

clients.

Listening to Clients,
Making Pro-active
Response

EMSTF appreciates and treasures the
valuable opinions of our clients. After
listening carefully to their views, we have
incorporated the resultant improvement
initiatives in our five-year strategic plan,
and pro-actively implemented the
enhancement measures to strive for
excellence. Responding pro-actively to
clients’ views and suggestions in various
COS in recent years, we have already
implemented many improvement initiatives
by stages to address clients’ needs as
soon as possible. Major improvements
include the following:
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Service Quality

SEBFRBHREBNIEH
EMSTF Service Competitiveness Index
( gl;fc?i?wﬁi’f}ull mark )
7.00
6.37
6.19

6.00

5.87
5.00

2012 2014 2016

RISRBHIERE2016FEFERBEAHS ©

Service Competitiveness Index attained a record high in COS 2016.

Keeping Clients Informed

To keep our clients informed of work
progress, EMSTF incorporated the
initiative to  “Revamp the Existing
Information Service Centre” in its five-year
strategic plan in 2013, including the
establishment of a “Customer Centric
e-Platform”, to be launched in 2017/18. The
platform will provide our strategic business
units and clients with a more efficient
information communication platform to
facilitate work information updating so as to
increase transparency for clients. It will
improve the efficiency of maintenance work
assignments and job progress tracking,
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allowing clients to access work progress
information more easily.

Applying New Technology

EMSTF has been exploring the feasibility of
applying new technology to E&M facilities.
We have also worked hard to introduce
new technology to operation and
maintenance of client's E&M facilities as
well as staff training. After introducing
highly energy-efficient equipment such as

oil-free chillers, and adopting infrared
thermal scanners for power system
inspections, we are now promoting

technologies including “integrated Building
Management System”, “Building
Information Modelling” and “Virtual Reality
Technology”. Our objectives are to improve
the performance of E&M facilities, enhance
the operation and maintenance efficiency
of E&M facilities, and build a reliable and
efficient engineering team to support our
clients.

Enhancing Contract
Management

For more effective contractor monitoring,
EMSTF has developed in-house a
web-based  “Performance  Monitoring
System for Maintenance Contracts” which
started its pilot run in 2014. The system
gives our colleagues timely access to our
contractors’ maintenance work progress
for more effective monitoring of their
performance and work quality. After many
trials and improvements, the new system
is expected to be fully adopted in 2017/18.
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Providing Accurate Contract
Price Estimates

Contract prices are affected by many
factors including wages, material costs,
characteristics of E&M equipment and
quality

estimate

requirements of projects. To
prices  accurately,
EMSTF has been systematically collecting
such price information from its strategic
business units since 2014. The information
covers those for the maintenance, repair,
alteration, addition and improvement
services for electrical equipment, fire
services equipment and air-conditioning
equipment. Our target is to build a
long-term database with
improvement of its data so as to generate
a price trend index based on up-to-date
data. It will help our colleagues work out
accurate project budgets and price
estimates, on the basis of which our clients
can make more timely decisions and
conduct follow-up.
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We attach great
opinions. Apart from conducting customer
opinion surveys, we shall reach out to clients
through multiple channels to collect their
precious views, so that we may improve
continuously and deliver a pleasant
customer experience.

importance to client

EMSTF will continue to operate with the
“slim-profit” model, so that clients may retain
more funds to better their services for the
community. We shall do our best to reinforce
our service values, so that while we provide
value-for-money and quality services for
clients, we shall also be working closely with
our clients to create greater public value for
the community.

Nothing is “the best” ,

anything can be
“better”
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Your opinion is very important to our continuous improvement in VoiceLink! If you have any comments or feedback for
the newsletter, please do not hesitate to let us know anytime. If your colleagues are interested in receiving our newsletter and
want to subscribe it, feel free to e-mail or fax us at bssd@emsd.gov.hk or 2882 1574, and we will add them to our list. In case you wish to remove
your name from our newsletter mailing list, or to update your information in the future, please e-mail to bssd@emsd.gov.hk.
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