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Company Background

The International Commerce Centre (ICC) is the tallest building
in Hong Kong and currently the 6th tallest in the world. The 484-
m tall building, with 118 storeys, is a Grade-A building developed
and owned by Sun Hung Kai Properties Limited (SHKP). It offers
2.5 million sq. ft of office space, an observation deck (skyl00), top
class restaurants (Sky Dining 101) and a hotel (the Ritz-Carlton).
Now in its seventh year of operation, and with so many world class
financial companies in residence in the building, ICC has stretched
the traditional financial district from Central, Hong Kong to West
Kowloon and is a towering landmark visible from most part of the
Victoria Harbour.

In 2005 when the building was still at its planning and construction
stage, Kai Shing Management Services Limited (Kai Shing, a wholly-
owned subsidiary of SHKP) was appointed the Building Manager
of ICC (Kai Shing—ICC). Established in 1978, Kai Shing manages a
combined total of over 130 million sq. ft. of commercial complexes,
residential estates, industrial buildings and club houses in Hong Kong
and has a workforce of over 7,000 staff. Kai Shing’s chief objectives
of managing ICC are to provide high quality, reliable, and sustainable
property and facility management services for the tenants and owner
of the building. It runs the building with 180 full-time staff. It also
uses the services of specialist contractors from the outside on a day
to day basis.

Leadership

Kai Shing has well established missions and goals. These missions
and goals have formed the guiding principle of ICC’s team operation.
Firmly established as a provider of premium property and facility
management services in Hong Kong and China, we always puts
customers first and strive to be environmentally friendly. These
missions and goals also constitute the company’s core business
objectives. Kai Shing’s senior leaders believe that progress is
everybody’s business. With the hard work of leaders and their
subordinates, we continue to improve our business process and sustain
our leading position in the market. These missions and goals are
made known to the company’s customers, staff and service providers
so that various different expectations are managed and aligned.
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Strategic Planning

By instituting this core strategic value, Progress Is Everybody’s
Business in staff’s mind, we believe, action plans regardless of their
scope and scale will be more readily taken up by staff as a personal
pursuit. This goes without saying that it is a daily drive to make
sure staff would put their hearts and minds at work. The company’s
strategy for this is make sure that each of its staff is well informed
of our main objectives and the action plans respectively since valued
staff are the one responsible for implementing the plans and thus
making the progress.

We benchmark our operation against the newest and the leading tall
buildings in the major cities of the world and shape its operation front
and back of the house accordingly and do everything within its means
to stay at the leading edge of the property and facility industry.

The company’s short term strategic planning sessions with different
divisions and external parties are conducted on an annual basis and
all parties are asked to review the plans prepared previously in order
to refine the plan into a more comprehensive one for the coming
year. Kai Shing-ICC’s Best Practice Committee is set up to meet
weekly. The working progress of repair and facilities maintenance,
and updates on contingency measures and customer feedbacks, etc.
are critically reviewed during these meetings.

Kai Shing’s long term strategic planning aims to enhance the stability
and quality of ICC’s facilities and to provide a round-the-clock,
customer-oriented, high standard working environment for tenants
of the building. These include instituted procedures on business
continuity and quick turn-around after emergency situations as well
focus on joint-drills such as evacuation and multiple backup systems
including automatic oil pipe delivery and manual fuel delivery for
backup on backup generators.

The property management industry is half hardware maintenance
and half customer services. Looking from the inside, it’s all and all
a people business, with staff servicing machines and building and
customers. The company’s strategies are always about how to raise the
standard of its staff. Besides the guiding principles highlighted in Kai
Shing’s missions and goals and in our strategic training and recruitment
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policies, managers and staff at ICC are instilled with a set of easily
practicable common values in the form of the PACMEN model.

P — Progress is Everybody’s Business
A — Attention to details

C — Check, check and double check

M — Management by walking around

E — Excellence is not an act but a habit

N — Nothing’s too small to make a difference

Essence in the PACMEN model is strategically injected into various
work processes and improvement programs for staff development and
service improvement work in the building.

Customer Focus

Efficiency and excellent facilities management and technical support
matter most, but all these qualities must eventually be seen by and
communicated to the end-users. Attention to details embrace all facets
of Kai Shing’s operation in ICC. With the top of the market tenants
who often have distinguished guests visiting their offices, attention to
details can mean close communications with our tenants concerning
nearly every aspect of the building’s daily operation. Attention to
Details is followed closely by another proven management concept
in the service and building management industry, and that is,
Management by Walking Around. This helps staff spot on real time
the state of the building and staff performance on the one hand and
the other creates more casual meetings with building’s occupants and
for the managment team to listen to them. Management by Walking
Around also contains an element of emotional correspondence
between customers and managers and managers and staff. This
gives rise to another practiced concept that of Lead by Being Seen.
This management philosophy works on both side of the fence too.
Customers would feel comfortable seeing top managers around and
frontline staff appreciate seeing and passing on their fresh personal
observations of customer’s expectation to the top managers. Personal
and abstract connections between staff, top managers and customers
are important to ICC’s team development.
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Measurement, Analysis, and Knowledge Management

Team members observe and follow various established management
systems in ICC including ISO 9001 Quality Management System,
ISO 50001 Energy Management Systems and ISO 22301 Business
Continuity Management Systems to ensure that the company gets the
best of time-tested management models and that the work processes
are standardized and the team’s systems are audited yearly by ISO
auditors. The team is performance oriented. The performance level of
the team is measured methodically based on a set of Key Performance
Indicators (KPI) including customer satisfaction rate, property
condition, running efficiency of facilities and overall achievements.

On the other hand, entering external programs gives the team the
chance to benchmark against its peers in the industry as well as a
learning experience for the team having to comply with the judging
criteria set up by an outside examining authority. Combined, internal
and external assessments, they together give the ICC’s team a good
idea as to where it stands professionally and areas to improve in
terms of performance within Kai Shing, within the industry, and on
various industry and environmental standards.

Workforce Focus

In Kai Shing-ICC, we believe there is a positive correlation between
staff’s satisfaction and his/her productivity and work performance.
Establishing all these systems and endeavors will only be working
well with the dedication of a team of professionals and enthusiastic
staff members. We care about what they think regarding their work
load, work environment, job satisfaction, job benefits, supports from
co-workers and superiors as much as we care about their service
quality and productivity suggestions.

We have given each individual with opportunities to develop
themselves. Trainings and sharings are highly regarded in our
organization. Through these trainings and sharings, we are hoping to
let our staff members know that no matter big or small, their efforts
in providing reliable services to customers have made a difference to
the results of the company.

Staff Education and Training Sponsorship is a Kai Shing programme
to encourage continuing education and to empower the company’s
workforce and build up an all-round manpower base. Seminar and
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workshop learning opportunities are also offered to staff regularly
as are health and mental training such as outward bound training,
stress management workshop, we also run a monthly training with
officers and managers discussing the latest management concepts
and practices every month in the hope to enrich their knowledge and
problem solving skills based on proven and systematic approaches.

Operation Focus

To ensure effectiveness in delivering customer value to our tenants,
we pay great emphasis on Attention to Details and Frequent Customer
Communications with our Account Manager system. Since most
of our tenants are international and regional investment bankers,
naturally an uninterrupted working environment is vital. We have
various business continuity plans to assure that all systems’ failure
modes and effects are properly analyzed with responsive measures in
place and practiced regularly.

We focus on maintaining an image-conscious building with state of
the art facilities, excellent security and top class customer service at
the front of the house and excellent maintenance of all our facilities
and a happy workforce at the back of the house.

Plan Do Check Act is the all-embracing work flow process of our
management operation. For instance, we have rigorously looked at the
energy management aspect of the building. ICC is tall building. As we
aim high for a low carbon operation, we have sought for many different
ways to properly control the use of energy. We build on the company’s
long established Plan-Do-Check-Act framework and implement the
ISO 50001 Energy Management Systems in our operation. We are
grateful to be one of the first companies in the industry to establish and
implement this new management system in 2011.

Besides, knowing that our customers are involving in the finance,
investment and real estate industries, we also know that their
businesses are dependent upon having a stable and reliable supply
of electricity, air conditioning and water. Apart from maintaining
a disciplined routine of maintenance regime, we also explore and
establish the ISO 22301 Business Continuity Management systems.
We were proud to to invite the Hong Kong Quality Assurance Agency
(HKQAA) to audit our BCM systems and achieved the very first
certification from HKQAA. The drive for excellent protection for our
customers is now our habit and we conduct regular drills on various
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different scenarios so that our staff and tenants as well as other
stakeholders are always prepared to handle unexpected situations.

Results

We believe that the implmentation of quality management is the key
to improve our business results. With clear missions, goals and values,
we continue maintaining our competitive advantages in providing
premium property and facility management services to occupants of
ICC.

Through the continuous improvement spirit, we have delivered
impressive results in terms of maintaining a high level of occupancy
rate, customer satisfaction level, significant energy and carbon
reduction as well as enhancing property values. We are also
grateful that the international community recognizes of our quality
management standard and continously encourges us through presenting
us with different recognitions and awards including the 2014 CTBUH
Performance Award as well as 2015 CIBSE Building Performance
Award — Facility Management Operations Award.

We shall continue to follow our missions and goals and seek for
continuously improving our operation striving to maintain ICC as an
international icon representing the prosperity and economic success of
Hong Kong.
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