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Report Summary

Provided by New World Facilities Management Company Limited

Company Background

New World Facilities Management Company Limited (“NWFM”) is a
professional facilities management company dedicated to the successful
management and operation of Youth Square. Youth Square is a youth
development project, aimed to be the hub of diversified youth development
activities for youth to develop their potential and commissioned by the
Home Affairs Bureau (“HAB”) of Hong Kong Special Administrative Region.
NWFM'’s service scope includes Hostel Management, Property
Management, Leasing Services, Venue & Facilities Management and
Events & Marketing Services. Among all youth development area, Art &
Culture, Music & Dance and Community Engagement are the three pillars
that we are focusing while our facilities are fully matched and support
these purposes.

Our vision is to develop Youth Square as the focal point of Hong Kong’s
territory-wide youth development activities, and our mission is to provide
quality management and operation services to ensure Youth Square is a
relaxed, reliable and safe environment that is full of fun and surprises for
youth to explore every possibility of their potential.

We stick on our Guiding Principles of 6G model in developing strategies
and plans for Youth Square and youth communities:
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Leadership

With a goal to make Hong Kong a better place and contribute to our
society, NWFM is supporting and participating in different youth
development activities and setting up platforms to provide every
opportunity to groom and grow them. Management is committed to drive
and support youth development through different means. Goals and key
performance indicators are aligned to the key Guiding Principles, it is
embedded in our strategies and operational plans, and will be reviewed
as part of our company and departmental performance.

Strategy

In developing the strategies, NWFM takes full considerations of its core
competence, challenges, competitive advantages, government policy for
youth, stakeholders’ interests and our Vision and Mission. Short term and
long term plans are developed to set the route for future development.
Our key strategic focuses will be on youth development projects for
nurturing youth; uplifting the voice of youth and enhancing the brand
image and awareness.

Customers

NWFM values customers’ feedback on service quality. As the key target
segment of NWFM is the youth aged 10-29, digital platform is one of our
main channels to obtain feedback from our existing and potential
customers. In addition, we also adopt traditional ways such as hotlines
and surveys to collect information from customers for identifying
opportunities and improvement of service qualities. An annual customer
satisfaction survey is conducted to gain customer feedback on different
services and products of NWFM.

Different kinds of activities focusing on Art & Culture, Music & Dance and
Community Engagement are arranged to engage with our target
customers. Apart from different kinds of activities, we have different media
such as e-newsletters, website, Facebook and Instagram post as major
means of customer engagement and relationship management.
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Measurement, Analysis, and Knowledge Management

Information and data are collected from different channels to measure,
analyse and improve the performance in different aspects. Remedial
actions will be arranged to identify inadequacies of current process, to
review the impact and develop plans with considerations of resources &
budget and to prepare modification proposal.

Local and overseas news and best practices related to youth will be
shared to staff for service benchmarking on daily basis.

Workforce

NWFM supports high performance work and promotes work-life balance.
To increase staff’ sense of belongings and to equip them with suitable
skills and knowledge, a wide range of training and development
programmes are launched and target at different levels of staff. Apart
from internal training programmes, NWFM also encourage staff to life-long
learning.

Aiming to provide training or activities on recreational purpose in a relaxing
and fun environment, bi-weekly TGl activities are arranged for all staff for
relaxation purpose. On top of regulatory annual leaves, NWFM also offers
examination leaves, birthday leave, family care leave and voluntary work
leave to help maintaining staff’s work-life balance.

Operations

In determining the requirements, NWFM takes our core focuses,
department’s KPIs, customer and other stakeholders’ demands into
considerations in order to ensure processes’ smoothness, effectiveness
and efficiency. For each operational process, KPIs are set for measuring
the performance according to the departmental goal and execution plans.
Regular monitoring and reviews are performed for checking and identifying
gaps according to the Policies and Procedures of departments,
modification of plans would be made accordingly when necessary.
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Results

With full operation since 2010, Youth Square has been holding over 6,500
youth events and served for more than 1.5 million participants. In addition,
with participants came from more than 50 countries or regions, Y Loft
has been providing accommodations for more than 50,000 youths who
participated in various exchange programmes in Hong Kong. All these
figures are reflecting the customer and social value we have created and
the progress for approaching our goals and mission.

The overall satisfaction towards Youth Square is very high, over 95%
customers are satisfied with our performance, interested in visiting Youth
Square again and willing to recommend Youth Square to others, according
to the Annual Customer Satisfaction Survey.

NWFM strives to provide a platform to youth and youth development is
one of NWFM’s key initiatives. NWFM grooms youth talents in different
aspect through self-run activities or joint programmes with other youth
organizations. Throughout the process of learning and experiencing at
NWFM’s activities that echo with the 6G guiding principle, young people
have developed their career and/or direction accordingly. Youth Square
dancing team “Youth Step’, acapella team ‘Youth Vocal’, and modelling
and dance team ‘Cheongsam Angels’ are the testimonials showing how
NWFM successfully provides a platform, not only to held youth activities
but also groom the young people to give back to the community by
leveraging Youth Square as a platform.
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