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The Langham Place Management Office is part of The Great Eagle

Properties Management Company, Limited, a wholly-owned subsidiary
of Great Eagle Holdings Limited. Serving visitors and retail /office
tenants, the Company manages the operations of the 60-storey A Grade
office tower and 15-storey shopping mall of Langham Place, comprising
a total floor area of 1.29 million square feet in the very heart of

Mongkok, Kowloon.

The Company's core values are summarised as 'CREST' - Customer Focus,

Responsibility, Excellence, System Compliance and Team Work - which

represents the pillars and culture of its daily operations. Quality is at the

forefront of everything Langham Place does, and the Property Management

team adheres to this Mission Statement:

1. We are dedicated to providing a premium property management
service with a commitment to social and environmental responsibility.

2. We are committed to contributing to the brand value of The Great
Eagle Holdings Limited through the provision of a premium property
management service in our portfolio.

3. We are dedicated to serving and caring for our customers with passion
and professionalism.

4. We are committed to providing a working environment in which every
team member is valued, treated with respect, trust, fairness, and given

support. They can let their talents flow and flourish with pride.

Leadership

The Company's vision is to 1) create long-term value for its customers,
partners, investors, employees and community; and 2) maintain its
premium position in the property industries by continually growing and
improving operations in order to achieve excellence in every facet of
its business. Under the guidance of its top management, the Company
achieves its vision by setting specific missions for each group of
stakeholders.

To provide the best possible service to customers, a Quality Assurance
Team, consisting of Quality Compliance, Estate Facility and Quality
Service teams, has been set up. The top management meets frequently and
regularly with ten active task force groups to encourage high performance,
ethical behaviour, and continual improvement in all aspects of operations.
Living by its mission statement, the Company is dedicated to its social
and environmental responsibilities; hence, it has implemented a series of
environmental management systems and community caring schemes such

as 'Green Programme' and 'Caring for the people in need'.
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Strategic Planning
Langham Place implements the best development strategies for achieving
excellent quality and customer service by adopting the Integrated

Management System - Plan, Do, Check, Act - in all operations.

At Langham Place, designated Task Forces carry out strategic plans,
with constant assessment by senior management. For effective strategy
implementation, execution quality of staff is of paramount importance, thus
the Quality Assurance Team identifies specific training needs and formulate
tailored training plans for the entire workforce. Based on the CREST core
values, the Quality Assurance Team develops strategic and improvement
plans. Senior management also review staff performance to ensure

continuous improvement for all staft.

Customer Focus

Langham Place always puts customers first to achieve excellence in quality
and service. As customers and tenants have different needs, two separate
teams - Tenancy Services Team and Customer Service Officers' Team
- have been set up to provide attentive, tailor-made services to tenants
and customers respectively. The Company puts great emphasis on its
relationships and communication with tenants and visitors through a wide

variety of events and engagement activities.

A comprehensive and centralised customer feedback system manages,
analyses and follows up all appreciative comments, enquiries, and
complaints raised by customers, ensuring all directives are managed under
the CREST core values.

Measurement, Analysis and Knowledge Measurement

Langham Place treasures the opinions of its customers; thus, data
and feedback are collected through various channels, and analyses of
such information are thoroughly reviewed by the top management. To
forecast future needs of customers and continually upgrade services,
trends and data are analysed monthly during Integrated Management

System meetings.

The effectiveness of the Company's operations is assured by regular in-
house process audits by the Quality Compliance Manager and by the
Corporate Internal Audit Team. Langham Place also invites external parties
such as Hong Kong Quality Assurance Association to conduct annual audits

and accreditation.
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Workforce Focus

Langham Place believes people are the key to success of a company. It
provides a working environment in which every team member is valued,
treated with respect, trust, fairness, and support. Staft are carefully selected

by the recruitment team to meet specific job requirements.

The Company strives to nurture its staff's talents and fully engage
them in its vision through different programmes and Task Force.
These include a mentoring programme for new joiners and a variety of
training programmes. Staff-caring and staff recreation task forces are
created to improve working conditions and staff engagement. Moreover,
the Company deploys a Recognition Scheme to reward and motivate

outstanding staff at all levels.

Operations Focus

To manage Mongkok's complicated environment and Langham Place's long
operating hours, innovations in work systems have been implemented, many
of which are firsts in the property management industry. Comprehensive
work systems have been designed and carried out to achieve the highest
quality of services in different aspects - from crowd control, security
management, cleanliness management, repair and maintenance to indoor air

quality.

Key work processes strictly follow the Integrated Management Systems
structure, and their success is determined by the ability to meet legal
requirements, customers' expectations and company standards. Corrective
and Preventive Action Record and thorough evaluation procedures for

contractors and suppliers have also been established.

Results

Langham Place sees quality management as vital to fulfilling its mission. As
a result of the Company's comprehensive strategies and effective measures,
its efforts in quality management is recognized and valued by its tenants
and customers. Langham Place's continuously high occupancy rate in both
retail space and office tower is a solid proof of its exceptional quality. In
2012, Langham Place received numerous awards and accreditations in
recognition of its performance in the areas of Quality Service and Property
Management, Social and Green Contribution, Security Standard and
Training. In addition, annual surveys in 2011 and 2012 indicated an average
satisfaction rate of 99.25% in the areas of cleanliness, securities, facilities,
customer services and environmental measures. Staff retention rate has also

been maintained high since 2009.
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Given its circumstances of geography and population density, achieving
success in all areas of Langham Place's operation is particularly challenging.
However, the Company's success is reflected in its customers' voices and
the position of its market shares. The Langham Place Management Team
has a strong determination to continuously provide premium property
management services, and a high commitment to social and environmental

responsibility.
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