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Company Background

Hong Yip Service Co. Ltd (Hong Yip) is a member of Sun Hung Kai
Properties (SHKP) whose vision is “Building Home with Heart”. Hong Yip
upholds the core value of SHKP by “Serving Our Customers with Heart”,
by offering premier management services with high professional
standards, and creating ideal homes for people living in properties under
our management. With more than 50 years solid experience in property
management, we are a market leader in our industry.

Leadership

In refining our corporate vision, mission and values (VMV) in 2014, we
decided to change our strategy to technology driven in order to tackle
the problem of labour shortages and to pave the way for the long-term
development of the company.

Senior leaders have created a wide spectrum of platforms allowing staff
to express their ideas freely and creatively. For instance, we organise the
Innovative Suggestion Scheme Competition every year to encourage all
levels of employees to offer ideas for enhancing workplace safety and
improving the quality and efficiency of our operations.

We have adopted a stringent governance system to ensure senior leaders
fulfill all compliance requirements. We have established a well-structured
mechanism to review fiscal accountability and transparency in our
business operations to protect our stakeholders’ interests.

Hong Yip has proactively integrated CSR into our strategy for sustaining
our business in the long term. With great support from senior leaders, we
have leveraged our core competencies and engaged our customers and
business partners in contributing to the society. As a socially responsible
company, we aim to engender total commitment in customer services,
CSR, health and safety and environment.
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Strategy

The whole process of strategic planning is led by senior leaders who work
closely with different levels of staff to gather their inputs for analyzing
both the internal and external environment. This includes conducting
business reviews, market analysis and risk assessment, developing a
three-year Strategic Plan and Annual Strategic Plans, and defining action
plans and KPIs. The company’s strategic direction and plans are cascaded
to all levels of the workforce annually. KPI results are checked by our
Internal Audit Department and reviewed by senior management on a
regular basis.

To stimulate and incorporate innovation into our strategy development
process, we adopted a bottom up approach to gain support from staff
and to create a sense of ownership for different levels of staff in our
company. Through interactive management meetings and internal
competitions, we proactively engage our functional staff to submit service
innovation and process improvement ideas to senior leaders.

Customers

Hong Yip is always devoted to listening to the voice of its customers in
order to understand their needs and service expectations. To keep pace
with our technology-driven Strategy, we have self-developed an interactive
mobile application “SoProp”. It has a number of user-friendly features.
Examples include: smart card access, visitor registration, management
fee payment, facilities reservation, “SoMall” online shopping, feedback
submission, energy saving tips, updates of important notice and latest
activities, and “Soleisure” social enterprise information sharing platform.
This application enables us to deliver services in a more efficient and
effective manner.

The New Owner Communication Team has been established since 1997
for collecting new buyers and customers’ feedback on desired facilities
and services. The team will summarize the findings and provide advice
to the management for future improvement of facilities design. During
the property handover process, new buyers can make use of the mobile
app “Intake Easy” to enjoy one-stop handover services.

Measurement, Analysis, and Knowledge Management

We developed an all-rounded performance measurement system in
accordance with Eight Corporate Performance Objectives by defining
KPIs at a corporate level and department level during our Annual Strategic
Planning Meeting.
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We have also developed an interactive mobile app, WeCom, which allows
for multi-dimensional knowledge and information sharing instead of
organizational knowledge management and knowledge transfer from a
single top-down direction as was the case in the past.

Workforce

To equip our staff with essential skills for achieving our strategic objectives
and action plans, we established our pioneering Hong Yip People
Development Academy (HYPDA) in 2007. It consists of seven training
centres with respective specialties and is the first in the industry being
accredited to run government-recognized QF training programs. We are
currently operating 15 QF recognized in-house training programs,
accounting for over 50% of QF programs offered by all companies in the
industry. We are the first company among all industries that has entered
into an agreement on Credit Accumulation and Transfer with tertiary
institutes, which allows our staff who had completed our in-house QF-
accredited programs and / or RPL certificates to have credit exemption
from relevant programs run by these institutes.

We are committed to developing talent through our four-tier Talent
Development Program to support the growth of our business and to
maintain a qualified pool of successors through well-structured training
programs that are tailored to suit their respective development needs.
These programs include the Elite Development Program provided by the
Institute of Advanced Management of Hong Kong Management
Association and Advanced / Leadership Development Programs by the
Peter F. Drucker Academy.

Operations

Property management is a labour intensive industry that relies on a large
workforce to deliver a range of services to our customers. Optimizing
operational efficiency and effectiveness are important ways to control
and minimize overall business expenses. Since 2014, we have deployed
our self-developed technologies in operations and communications to
improve process reliability, efficiency and labour cost control. For instance,
Nitrol is one of the in-house operational tools for frontline staff. It
demonstrates the efficiency and effectiveness in property management
checking and security patrolling.

In particular, our e-Procurement system which consists of two portals,
an internal portal for our staff and an external portal for vendors, has been
developed to monitor the procurement process, enhance communication
with our business partners and improve the vendors’ quality.
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Results

With the implementation of technology-driven strategy since 2014, Hong
Yip achieved outstanding results including the following:

e 80% of our properties have applied Nitrol for daily property
management operation.

e As the pioneer in launching in-App PPS in the property management
industry, we have achieved cashless management fee settlement at
97% of our residential properties and 100% in our non-residential
sector.

e 85% of our staff utilizes the WeCom platform to communicate and
share work experience.

e Through the Recognition of Prior Learning mechanism under QF, we
have obtained the most RPL certificates (over 5,000), more than any
company in all industries, accounting for 11% of the total number of
RPL certificates issued.

e To support our core competency of innovation, over 85% of staff (by
division) has participated in the Innovative Suggestion Scheme.

e Achieved over 96% satisfaction rate on average through annual
Customer Satisfaction Survey.

e Carbon emission from buildings decreased by 22% over the past 10
years.

e Over 480,000 hours of professional and technical training were
provided to the entire workforce from 2015 to 2017.
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