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Island South Property Management Limited (ISPML) has established 
an enviable quality system to ensure that reliable, efficient and 
professional services are provided at the Bel-Air development.

Leadership

The ISPML’s Vision, Mission and Value are ingrained with 
strong emphasis on core values. A clear framework is adopted to 
communicate the values to the workforce. Commitment to legal and 
ethical behavior is shown via focusing on integrity.

The organization provides a comprehensive training program to 
nurture corporate industrial talents and thus creates a sustainable 
model. Also, senior leaders participate in internal communication 
training and mentoring scheme. 

Management transparency is enhanced through bi-monthly Owners’ 
Committee meeting. In addition, ethical behavior is emphasized in 
tendering process and staff handbook.

Through partnering with various green organizations and charity 
bodies, the ISPML shows good support for key communities and 
strong corporate social responsibility. Compliances with ISO14001, 
ISO9001 and OHSAS18001 are attained.

The ISPML has annual strategic planning supported by SWOT 
analysis, with clear process involving all department heads. Strategic 

on values, stakeholders, longer-term and short-term action plans. 

The action plans are developed with mutual agreement between 
ISPML and Owners’ Committee. The Company has a detailed 3-year 
action plan covering external and internal communications.

Key workforce plans are in place to support the strategic objectives. 
Identified KPIs and regular meetings are adopted to track the 
achievement and the effectiveness of the action plans. 

Multiple channels are established to interact with customers e.g. 
website, hotline, mobile apps, email, satisfaction survey, newsletters, 

new services from residents’ opinions and suggestions.
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Glitch report and complaint handling procedures are in place. The 
Company works closely with its Owners’ Committee and various sub-
committees for improving services and engagements. 

There is evidence on its success in resident engagement such as 
paintings for club house decoration from its residents.

Measurement, Analysis, and Knowledge Management

The ISPML conducts Customer Satisfaction Survey and Home Visit 
to measure, analyze, and review its organizational performance. 
A systematic complaint handling approach is embraced, with the 
Community Relations Department as a monitoring party to track the 
progress of performance improvement. Performance measurement and 
review data are used to develop improvement plans in alignment with 
management targets and Owners’ Committee Mission Statement.

To spur inter-departmental cooperation and fully exploit organizational 
expertise, special working committees are set up in major operation 
areas encompassing participants from relevant units. Staff training and 
workshops in a range of areas are scheduled in the yearly plan and 
conducted regularly. Staff bulletin board, internal publications, and 
online server are in place to share and transfer workforce knowledge 
and best practices.

The ISPML focuses on creating a risk-free and protective working 
environment. Clear ethical standard is shared. For example, a note is 
sent to all employees one month before Chinese New Year to remind 
them of the declaration requirement of “lai see” or other gifts.

The Company has conducted employee satisfaction survey to 
determine key elements that affect workforce engagement, and 
developed follow up actions accordingly. Clear career plan with 
various benefits and staff engagement activities are used. Annual 
performance system is applied. 

Training programmes and drill plans are implemented. The ISPML 
allows staff to make certain decisions that relating to workforce 
environment such as the design of canteen. 

Systems are in place to determine key work processes and services 
requirements by taking into consideration the inputs from key 
stakeholders including residents, owners, visitors, and workforce.
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Service Recovery Process and Business Continuity Plan are available 
to improve services and performance and to reduce variability. KPIs 
in various operational areas, including customer service management 

improvement of work processes.

The ISPML uses Vendor/Contractor Assessment Form and Mystery 
Shopper Survey as in-process tools to measure supplier service 
performance and to provide feedback for improvement.

Results

The ISPML is certified under the standards of ISO9001, ISO14001 
and OHSAS18001. OHSAS18001 is adopted in governing occupational 
safety and health management with low level of injury cases noted. 
Trend analysis of injury cases is reviewed periodically to identify 
appropriate preventative measures. 

To ensure operational performance, a structural Vendor/Contractor 
Performance Assessment is in place with a scoring system in key 
aspects and disciplinary actions for non-compliance issues if needed.

Good KPI results in customer satisfaction survey are shown 
with improving results in 2014. Survey design, reporting, and 
recommendations are comprehensive. Hotline service and customer 
satisfaction survey results are recognized by external ISO auditors. 
Positive auditor feedback is found on its ISO audit report.

Reduction in customers’ complaints is noted between 2012 and 

and included in “Bel-Air 3-Year Plan” for action and monitoring. 
Besides, increased year-over-year compliment and improved figures 
for most attributes in its Customer Satisfaction Survey are noted. 
The decreasing trend from injury sick leave between 2011 and 2014 
indicates an improvement in workplace safety management. 

Both in-house and external training modules are offered to staff 
each year in accordance with its training plan. KPIs are available in 
measuring workforce capability and employee development.

Good environmental protection results are recorded. Effective carbon 
emission reduction is achieved between 2011 and 2015. The company 
obtained various corporate social responsibility awards and engaged 

competitiveness is noted and more than 25% of its revenue is 
reinvested to improve life experience at residence.
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