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The Link

The Link Real Estate Investment Trust (The Link REIT) is the first
REIT in Hong Kong and currently the largest in Asia in terms of
market capitalization.  Wholly owned by private and institutional
investors, The Link REIT has been listed on The Stock Exchange
of Hong Kong since November 2005.

Owned and managed by The Link Management Limited (The Link),
The Link REIT’s portfolio consists of 182 properties, including
retail facilities, car parks, fresh markets, cooked food stalls and

recreational facilities.

These properties cover an internal floor area of approximately 11
million square feet of retail space and include around 80,000 car

park spaces.

The retail facilities, located on the doorstep of over 40% of Hong
Kong’s households, primarily serve the daily needs of people in Hong
Kong. The car parks mainly serve tenants and customers of the retail

facilities and residents of the surrounding neighbourhoods.

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.
The Link’s mission is to build relationships with its stakeholders by

* Providing value and quality service
* Partnering with local communities

* Delivering sustainable growth

The Link’s values are managing and operating its business with
Respect, Excellence, Integrity and Teamwork. The Link employs
around 850 employees, all in Hong Kong,

Leadership

The Link’s Board received the Directors of the Year 2011 award
from The Hong Kong Institute of Directors, which commended The
Link for its best practices in corporate governance, high degree of

transparency and integrity.
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The composition of the Board is reviewed regularly to ensure that

it has the appropriate mix of skills, expertise and experience to lead

and guide The Link.

The Board has established five committees to assist in discharging
its responsibilities in relation to audit, finance and investment,
human resources and compensation, nomination, and remuneration

matters.

Strategic Planning

The Link’s strategic development process comprises several phases,
incorporating directives by the Board, business strategy meetings,
goal setting guidelines, SWOT analysis, an internal monitoring
mechanism, and reviews of Key Performance Indicator (KPI)

achievements.

Strategic objectives are driven by The Link’s key strategic challenges
and competitive advantages. Once these goals are finalized, steps

will be taken to convert strategic objectives into action plans.

Our long-term business strategy hinges on The Link’s three main

growth drivers:

* Asset Management: focusing on leasing and property management;

* Asset Enhancement: rejuvenating and/or repositioning  The
Link’s retail, car park, fresh market and
cooked food facilities; and

* Asset Acquisition:  targeting community retail malls, leveraging
on synergy and economies of scale,
expanding geographic coverage, and improving

competitiveness.

In addition to our asset-related growth drivers, we are guided by the

following long-term strategies:

* Financial growth
* Tenant growth

* Staff growth

Report Summary

(Bronze Award)

L 1l 19

(3¢)

[ ZF AR ERE] > UREH
ME 7E A 3B VA HEAT 9 RAFAE A - RiE
WY BE e DAwlA5 IR B 38 3 & 2 AL 1
Wtet o HEORIL B B W 2 Hhe - &
SE R M KE B o DU A BN B oy R AR
gl e

EHERGML T HAEFLZ A o HEET
Wi - ZEGUMELZAR T - M R
HERB® ANNERLHFMEZEES - £4
ZEGLHMERSR -

SR W P L 3

4 REE P SR ) A R A IR B B > AR
EFFRL T AT WK E
o il E BRG]  ER B W
HS B PR T~ I B ) A AT Al A A
S5 o SRS PR F AR IR R A0 SR 1 Bk
B R AR B i ) G B o FRAM DAAT 2 Y 4 B
P57 R i ol fE I E AR > &
— AT E BT -

FAM 19 1= T S5 SR s B SR A S = {18
=3P

o HREEM  BANHERR LY EEM
TR

o BRI HEEMPE - (T - 1
R R AT IS L B E
HEN 3 K&

o HEIE  HERMEEEREY - FIH
i [ri] 5050 JE B KRS8 568 3 >
Ko 78 % R _TH T
9 o



31

Customer Focus

Customers of The Link’s shopping centres cover a wide spectrum,
including residents of nearby public housing estates; other residents;
a ‘moving population” of workers and students in the local
community; cross-district shoppers; shoppers from Mainland China;

and tenants.

To meet the diverse needs of these customers, we have established
a customer engagement system of regular meetings and interviews
with top tenants, a newsletter, and festive celebrations at different

shopping malls.

Detailed market segmentation ensures focused product and marketing
features in property management and leasing, as well as customer-

focused services.

Regular surveys such as customer satisfaction surveys by independent
agencies before and after asset enhancement works ensure best-
fit product and service offerings and customer support for each

customer segment.

Measurement, Analysis, and Knowledge Management
The Link’s performance measurement system is tied to the

corporation’s strategic directions and operational guidelines.

Our performance measurement starts with an annual goal setting
exercise during which important KPIs and action plans are formulated

along key strategic directions.

Information management is handled by an integrated set of systems
to facilitate and support business operation and management

decision-making.

To ensure maximum availability and security, our systems are
monitored around-the-clock by our data centre vendor and internal
team. We also have a comprehensive disaster recovery site at a

separate data centre with a full backup of all core systems.
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Workforce Focus

We engage our workforce through a culture of open communication,
fair and objective performance assessment, and an emphasis
on learning and staff development, as well as various employee

relations initiatives.

Our goal-oriented, behavioural-based performance appraisal system
aligns the performance of individual employees with the corporate
vision, mission and values. Staff with outstanding performance are

recognized and rewarded through bonuses and other incentives.

Operations Focus

The Link currently outsources certain labour-intensive functions,
such as cleaning, security, car park operations and building
maintenance. To ensure service providers are in line with our
vision, we make use of a comprehensive assessment and selection

process involving different operational levels.

To provide timely and effective emergency responses, we have
developed a manual with 18 common emergency scenarios. The
manual was implemented in 2011 to ensure The Link is well

prepared to deal with any emergency.

The Link also has a business resumption plan to sustain its business
operations during critical periods, maintain public confidence and

preserve the company’s reputation.

Results
Our services, commitment to corporate social responsibility and
branding are well recognized in the reputable local and international

awards we have received.

According to independent surveys, overall customer satisfaction
ratings have risen by more than 60% following The Link’s
enhancement projects. More than 80% of customers interviewed
voiced support for similar enhancement works at other properties
of The Link.

Report Summary

(Bronze Award)

RUR P

(3¢)

R AL > LA AE AN SR B A I B
R o I TR RSN L 2VEMAGE ROk
AR o FRAM A T /N B >l ARG
R RO B TR T B [ LA T o B A AT
BOA T — RS E R L R AR A E
TR EEAM0 > 15 Iy SRR Y 2 181 1%
R -

A PR A

FAM ZRE A B~ A R B R BT
i e BEECRI R > DLRRAE BT 5 0 R i B
BRITH > AR TR - R LR
PR o WA BRI T — R [F] R E A AR
LAT R B TR RS > LR R H
BITHRBEAENILE - EalEE—
oo RBVES R B TEHEARRE A SEH) -
LA I3 AL S HoA T 9 -

B

SHRE H AT C R — Lo 55 T3 R > ShF
AT S A AR S (I R o T SRS BL AT ¢ Y
B R FHEIGEE > DRSS THE
16 o Ty T e DR AR5 144 HE i B M i s B —
B TR BT T AT R AN AR
fie 2 75 AR L AR -

o] 2% S A I > A E R S E 4
SE I A 3z B 4 1B — ES R AT - /R R
TR TAERR Y > LA OR 45 HE AT i
ZEFHRA M - HESRCHE &
ARV [0 45 S B 1 R A LA A A B e R
SR MRAUSETTEAR  HERE A R
TIEAR D o DA B Al A ) f i A o



33

The Link has delivered consistent and healthy growth in turnover.
For the financial year ended 31 March 2012, total revenue reached
HK$5,932 million and net property income rose to HKS$4,185
million. The full year distribution per unit increased by 17.3% to
129.52 HK cents.
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