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The Link

The Link Management Limited (The Link) is the manager of
The Link Real Estate Investment Trust (REIT). The Link REIT
is the first REIT in Hong Kong. The Link REIT’s portfolio
consists of 181 properties with an internal floor area of
approximately 11 million square feet of retail space and around

80,000 car park spaces.

Leadership

The Link’s vision is to become a world class real estate investor
and manager serving and improving the lives of those around its
properties. Its Vision-Mission-Values (VMV) is clearly defined and
propagated to all stakeholders via multiple channels. It also defines
the focus of its corporate culture and the guiding principle for their

decision making.

Continuous efforts are made to create a sustainable REIT via Asset
Enhancement Initiatives (AEls) and workforce engagement. It has
established five committees: audit, finance and investment, human
resources and compensation, nomination and remuneration to

strengthen its corporate governance.

Strategic Planning

The Link adopts a systematic strategic planning process to
develop its 3-year business plan and longer term strategies on
asset management, acquisition and enhancement with inputs
from its senior management and the Board. Work goals
and priorities of individual mangers are established to drive
workforce of each department towards its corporate strategic

direction.

Customer Focus

Systematic customer engagement measures are in place for
customer segmentation, identification of specific needs and
collection of feedback. Customer satisfaction survey information
is linked to its AEIs programme. It has established The Link
Tenant Academy to keep tenants abreast of the latest market
trends and business skills, and provide technical support and

better customer service.
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Measurement, Analysis, and Knowledge Management

Its performance measurement system is linked with the corporation’s
strategic directions and operational guidelines.  The Link also
benchmarks with performance of world-class REITs, which become
their Key Performance Indicators (KPIs) for future performance

targets.

Workforce Focus

The Link endeavors to foster sense of belonging and staff morale
through various communication channels, including Town Hall
meetings, team meetings, cross-departmental meetings and
YourVoice.com. Employee Assistance Programme is also implemented
to provide one-stop service in assisting staff to prevent, identify and
resolve concerns or problems in their personal, family and work
lives. Independent service provider has been appointed to provide

information and solutions to those in need.

Operations Focus
The Link’s 3 key business processes, Leasing, Carpark and Corporate
Development, are well defined with major key processes in place.

Emergency readiness system with training support is established.

Staff members have their own KPIs based on a balanced scorecard
approach with four quadrants, namely business & financial;

organization process; people management and customer focus.

Results

The Link has developed a comprehensive schedule for Asset
Enhancement Initiatives (AEIs), since its listing in 2005, to transform
its properties and create a more enjoyable business and shopping
environment for its customers and tenants. Its retail shops occupancy
continued to show healthy improvement together with unit rent
steadily increasing supported by improving shopping environment
and its 22 completed AEls.
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