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Savills Property Management Limited (Savills), a wholly owned
subsidiary of the Savills Group, currently manages over 320 million
square feet of commercial, residential and industrial property throughout
the Asia Pacific Region. Key strengths of the company are highlighted
in the following categories:

Leadership

The company has established a set of very clear Vision, Mission,
Values and Management Philosophy, which are communicated
effectively to all members of the team. The company is committed to
a clear objective of positioning itself to be the best high-end property
manager. Savills has also identified eight key areas for organizational
governance and established eight different focus committees to ensure
proper compliance. For safety and social responsibility, the company
closely adheres to the “Neighbour Principle’ (Good Samaritan Principle)
coined by Lord Atkin.

Strategic Planning

Savills has adopted a very comprehensive strategy development
model which typically starts with a SWOT analysis to identify the various
strategic alternatives. Invariably, Return on Investment is being applied
as the key overall overriding strategic objective. Systems and processes
are in place to ensure that the chosen strategies are being translated into
detailed action plans and deployed in an effective manner.

Customer and Market Focus

Savills has a very strong customer and service orientation culture
in place amongst staff at both the managerial as well as the operational
levels. Multiple channels have been set up effectively to listen to the
voice of customers under different market segments. Effective systems
are in place to monitor changes in customer requirements and various
‘sensors’ are established to solicit customer needs. On top of that, the
company also maintains a system of internal audit to continuously
measure the results of customer satisfaction.

Measurement, Analysis, and Knowledge Management

Savills has adopted the Balanced Scorecard approach for the
measurement of organizational performance. The Pivotal System, which
provides a seamless integration of finance and property management
systems, enhances the quality and the timeliness of the organizational
performance for senior leaders’ review. In addition, statistical and
quality tools are used for analyzing problems for improvements.
Knowledge is captured and shared within the company, resulting in
better service quality.

Human Resource Focus

The company has clearly set out detailed policy and procedures
related to work. Employee training has been identified as a key
success factor of the company and all employees have to go through
the mandatory training of at least 30 hours a year. Along with a wide
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spectrum of job related training courses, team diagnostics (starting with
personality testing instruments: Myers — Briggs Personality Types) are
adopted to help employees understand themselves and others in order
to depersonalize the conflict.

Process Management

The company has adopted a highly customer oriented approach in
establishing its management and business processes. Value creation
processes are being classified into critical processes and customer
service processes. This indicates that a system of process identification
is in place.

Business Results

With all the good systems and processes in place, Savills has managed
to achieve a high level of customer satisfaction. This has resulted in
an increase in new contracts won and a reduction of contracts lost for
the year 2004. All the key indicators, including sales turnover, profit,
growth in business volume as well as return on assets, have shown
good improvement.
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