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Employed with more than 2,000 working associates, Kum Shing (KS) is 
a Hong Kong engineering and construction business group with expertise 
in the provision of services for power system, electrical, building, civil, 
mechanical and lighting works. "Aspire to play a leading role in the 
management, operation, construction and maintenance of the city's critical 
infrastructure to enable sustainable development of Hong Kong" is the 
current vision of KS. With its presence in Hong Kong for 50 years, the key 
values of KS's business operations lie in its ability to deliver a wide range 
of value-added technical and client-centred services.

Leadership
KS has developed and refined corporate culture for various stages of 
company development in past 50 years. To deploy the Vision-Mission-
Values (VMV) to the relevant stakeholders effectively, different 
policies have been set including code of discipline, safety and health, 
environmental and quality and equal opportunities.  The three core values 
(Integrity, Sincerity, Commitment) are reiterated in internal and external 
communication channels to align different levels of staff members to fulýl 
their duties and goals as well as the sub-contractors.

Group Executive Management Committee (GEMC) meets every six weeks 
to review the company's performance and the achievement in terms of 
mission and strategic objectives. A Corporate Social Responsibility Unit 
(CRU) is established to set up the direction and strategy on implementing 
the environment, community, education and charity initiatives.

A well structured governance system is also in place to achieve high ethical 
behavior. Regular review mechanism on succession planning is also in 
place to ensure the supply of talents in different levels.

Strategic Planning
KS demonstrates strong commitment to strategy planning, with well-
executed strategy development and deployment. The strategic planning 
process is structured and involves all levels of management.  Different 
committees/working groups are set up to determine the long and short term 
priorities and action plans. In particular, the Group Executive Management 
Committee (GEMC), Strategic Steering Committee (SSC) and Business 
Plan Task Force (BPTF) work in close hand to lead strategic planning.

Key Performance Indicators (KPIs) have been set to track the performance 
outcomes. These indicators are developed based on balanced scorecard 
together with safety, health and environmental perspectives.  The strategies 
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and business objectives are well communicated to the workforce and 
various stakeholders, enabling the company to manage its performance with 
great agility.

Customer Focus
KS adopts the Customer Management System to engage the customers 
actively for long term and market place success.  The information obtained 
from various means is well-recorded and distributed to relevant staff for 
follow-up and recovery actions.

Its customer service strategies inculcate a customer-focused culture, 
fostering customer engagement and positive customer experience. In 
particular, a yearly customer satisfaction survey is conducted with 
appointment of a Customer Account Representative (CAR) per each 
customer to collect the survey questionnaire. A Product and Service 
Offering Matrix has clearly illustrated the customer segmentation and 
requirements.  A set of standard procedures for handling complaints 
has been established with a well-deýned time frame to take follow-up 
action.

A Corporate Image Committee (CIC) has established to analyze the data 
obtained from the satisfaction survey and report the findings to senior 
management for review. Different relationship activities are organized to 
build and maintain the relationship with customers, Innovative methods are 
in place to reduce the public disturbance and dissatisfactions such as tree-
protector, no-dig method and hoarding decoration.

Measurement, Analysis, and Knowledge Management
KS has developed a Key Performance Indicator (KPI) Measuring 
System based on 5 Balanced Scorecard perspectives, namely Financial, 
Customer, Process, Learning & Growth, and Safety, Health, Environment 
aspect. Corporate KPI manual and Operations KPI manual are developed 
respectively to ensure the successful deployment. For performance tracking 
and analysis, KPI processes are reported in a Dashboard format with an 
automatic alert function.  Regular meetings are organized to review and 
formulate improvement actions.

KS demonstrates outstanding capability in its IT application.  Information 
is available to the workforce and other stakeholders via a number of tailor-
made platforms and portals. Business continuity plans and various drills are 
in practice to ensure the emergency availability of information resources 
and technology.
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