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Jones Lang LaSalle Ltd - Property Management Division

Since the merger of Jones Lang
Wootton and LaSalle Partners in
March 1999, the property
management arm in Hong Kong, Jones
Lang LaSalle - Property Management
Division (JLL-PM) has aligned its
corporate direction with the group’s
vision of becoming the real estate firm
of the future, and also the mission to
provide truly integrated, high value-
added services for real estate investors,
owners and users worldwide. The
Board of Examiners highlighted some
of the company’s particular strengths in
various categories as follows:

Leadership

To attain its corporate objectives,
JLL-PM organizes itself around three
core values namely “Support Our
People”, “Serve Our Client” and “Aspire
to Leadership”. In doing so, clear target
market segments have been defined,
appropriate corporate structure and
internal communication channels have
been set up, and information technology
such as the e-Tendering System is used.
The company also encourages a green
culture and supports the community
through participating in environmental
protection campaigns, assisting the
properties under its management to
apply for the government’s Energy
Efficiency Certificates, and hiring
disabled persons and re-trainees as part
of its workforce.

Strategic Planning

JLL-PM adopts a systematic
strategy development model in its
planning process, using market and
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customer information collected through
a comprehensive list of channels. The
company also has a well-structured
framework in deploying, reviewing,
evaluating and adjusting its strategies
with quantifiable targets in key areas.

Customer and Market Focus

JLL-PM targets the high-end
market segment and the facilities
management business. It endeavours to
understand customer needs and
expectations, and builds and maintains
customer relationships by continuously
communicating with them through
multiple channels. There is a 24-hour
Customer Service Centre and a
prescribed complaint handling
procedure, providing immediate
attention to customers.

Information and Analysis
JLL-PM has defined its
performance measures and identified
sources of information to address its
different business areas. Through
analyzing the company’s internal
benchmarking data, it creates the
fee-earning “Cost Audit Services” that
provide information on building
management fees of developer
companies. Its web-based Building
Portal facilitates information flow
between itself and building owners
and occupants. All staff can access
the company’s electronic library
through their desktop computers for

operations guidelines, best practices
and procedures. The group’s global
“Delphi” intranet system enables all
Jones Lang LaSalle offices around
the world to share their best practices
and ideas.

Human Resource Focus

JLL-PM advocates the philosophy
that every staff is the leader of his/her
subordinates and adopts a Leadership
Engine Programme to develop the
leadership skills of staff at all levels.
Employee compensation and
recognition are performance-based.
Various in-house awards are
introduced to motivate and recognize
staff members’ contribution to the
company. The company has established
different training committees to
oversee the continuous education and
training of employees, and another to
ensure a healthy and safe working
environment.

Process Management

Being the first property
management company certified with
the ISO 9002 quality system for its
entire portfolio in Hong Kong, JLL-
PM widely applies technology in its
communications with customers and
staff, such as the Building Portal, the
24-hour Customer Service Centre, the
Personal Digital Assistant to be used
by building staff, and tailor-made
software systems for major support
functions. The company also puts high
priority on supplier and partner quality
and a management system is in place for
pre-qualification, selection, tendering
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and performance monitoring purposes.

Business Results

Over the past three years, JLL-PM’s
customer satisfaction rating has
improved gradually. The lower staff
turnover rate coupled with higher
employee satisfaction has helped to
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raise productivity. This has contributed
to the company’s steady growth in gross
income, portfolio size and portfolio
number under management. The industry
accident rate of building staff has also
fallen in recent years. In addition to the
aforementioned results, a strong
commitment to environmental
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protection, a marked reduction in
supplier management costs, together with
receiving various external awards and
certificates depict JLL-PM’s continuing
quest for quality.
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