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As a property management arm of Great Eagle Holdings Limited, Langham

Place Management Office is devoted to serving thousands of visitors and
hundreds of tenants in Langham Place. The company demonstrates a good
TQM example to the property management service industry. The Board

would like to highlight the following attainments in its quality journey:

Leadership

The Management Office has in place a clear Vision and Mission. Its CREST
acronym codifies the 5 core values (Customer Focus, Responsibility,
Excellence, System Compliance, and Team Work) that the company
passionately strives for. Senior management has proactively played
role models in articulating the company's commitment to its VMV.
Mentoring Program and Recognition Scheme are proven to be essential
ingredients of the VMV deployment. Through establishing various
taskforces, the company has successfully made the management hold
collectively accountable for high performance, ethical behaviour, and
continual improvement. Environmental protection is observed. Integrated
Management System (IMS) for Quality, Environment and Occupational
Health and Safety is ingrained in its operation system. The company's
voluntary team has actively participated in various community activities,

exhibiting a strong commitment to societal responsibilities.

Strategic Planning

In setting out the strategy, the Management Office has conducted SWOT
analysis to help identify and exploit which performance variables drove
the value of the company. Quality Service Team and Quality Focus Group
have drawn on information from all kinds of stakeholders. This enabled
the company has an integrated perspective to understand the practical
implications of the strategy. Designated task forces have been deployed to
step up the efforts to carry out action plans. IMS meetings would regularly
review the performance progress. Equally important, there is a Quality
Assurance Team to devise improvement plans based on the CREST core

values.

Customer Focus

The first letter "C" in CREST stands for Customer Focus, which in itself
accents the importance of customer orientation within the company. The
company has assigned dedicated teams to serve its two groups of customers:
mall visitors and tenants. This arrangement ensures that different customer
groups all enjoy attentive and responsive services. To forge stronger
bonds with its tenants, senior management would conduct regular visits

and gatherings, as well as a yearly tenant satisfaction survey. For the mall
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visitors, LP Card is one of the cornerstones of customer engagement. All
the voice of customers is centralised for analysis, this ensures that all the
findings could be translated into specific actions for customer relationship
management. Best customer service practice sharing is proven to be an

effective catalyst for driving continual improvement and innovation.

Measurement, Analysis, and Knowledge Management

Within Langham Place Management Office, overall operation performance
is set under ISO key objectives and is reviewed in daily morning briefings.
The Board is impressed by the company's determination to strive for
performance improvement. Two specific departments (Quality Assurance
Department and System Compliance Department) have been set up to
enhance its service quality and organisational performance. The company
has embarked on a well-structured KPI system. To review performance
objectively, internal audit and independent third-party audit are conducted.
On the IT management, the company manages a customer database.
Specific personnel, such as System Coordinators, have been assigned to
ensure the data accuracy and timeliness. Customer data and feedback are
effectively used to support operational decision making and forecast the
needs of future customers. Combined with emergency drills of extensive

scenario, the business continuity plan is well addressed.

Workforce Focus

The company has made considerable effort on recruitment, training, and
staff engagement systems. In order to communicate important information
and engage the staff at the early stage of the employment, the head of
human resources would meet every new joiner on the first day of work.
To intensify the effort on staff engagement, a 10-day mentoring program
is organized for new joiners. As a part of training programs, the company
manages an education subsidy scheme to encourage lifelong learning.
High performers are developed with a recognition scheme and a succession
plan. Staff caring and staff recreation taskforces are in place for staff
engagement. Staff could voice their feedback in an i-forum, which in turn
is a good assessment tool for workforce engagement. The company's effort
in pursuing a healthy and safe environment is proven by the attainment of
OHSAS 18001:2007 in 2011.

Operations Focus

Mongkok has its unique hustle and bustle. Property management in
this particular location context would face enormous challenges in
crowd control, security management, cleanliness management, repair &

maintenance, and indoor air quality management. The Board is delighted
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to note that the company's work systems have done very well. Critical
work processes are shown to be fit for property management features in
Mongkok. Service pledge is well placed. The IMS could effectively drive
the work process improvement by integrating corrective and preventive
actions with the existing operations. Through the contests of Fun@Work
and Be a Green Eagle, ideas for work process innovation would bubble
up from the operation levels. For the supplier and contractor management,
Property Management Information System has been set up to monitor

contracting, quotation and payment process.

Results

The results are encouraging. There is an upward trend of appreciation from
tenants and shoppers, whereas the number of complaints is in a downward
trend. Moreover, Langham Place was rated as one of the most favourable
shopping mall in 2012-13. The office tower charged the lowest management
fee among Grade A buildings in Kowloon. In the areas of workforce
management, staff retention rate is over 75% since 2008, while new staff
retention is over 85%. Over the past few years, the company has received
several awards and accreditations on quality service, property management,
green contribution, security standard, training and social service. All these
proven that Langham Place Management Office has succeeded in making

solid progress in its TQM journey.
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