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Chevalier Property Management Limited (CPML) is the
property management arm of Chevalier's Group. Since the
company's establishment in 1988, CPML has been providing
customers property management services in residential,

commercial, and industrial buildings.

Leadership

Envisioned to provide better and safer living environments,
CPML seeks to improve its quality of service through the
adoption of Total Quality Management principles and

practices.

In quest of providing the best services, CPML has based its
operations and practices upon a customer-oriented vision
which the company has systematically communicated to its
staff. Furthermore, to maintain sustainable growth, senior
leaders pay close attention to network building, continuous
improvement, integrity as well as strict adherence to
regulations. To protect customers’ and stakeholders’
interests, efforts are made to establish procedures and
guidelines for purchasing and contract-out works. To
position itself as a good corporate citizen, CPML regularly
participates in community services and provides special

care to its estates through its corporate “Caring Team’”.

Strategic Planning

With thorough analyses and understanding of its own
strengths, weaknesses, opportunities and threats as well
as systematic strategy development procedures, CPML
has been able to develop suitable strategies to diversify
and globalize its operations for a niche market specifically
identified for property management. As a result of these

efforts, CPML has been able to develop a three-year
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business plan by incorporating key performance measures
and human resources plans. The company also reviews
its action plans at various levels regularly to ensure that

strategic objectives are met.

Customer and Market Focus

CPML has developed a number of channels to gather
customers' feedback to continuously improve its quality
of service. Customer retention is strengthened by
well-defined strategies, such as close relations with
Incorporated Owners and Estate Owners' Committee and
the offering of value-added services. Learning from past
experiences is something CPML strongly encourages, and
reasons behind lost tenders are promptly investigated
and analyzed for future actions. Grievance-addressing
procedures and workflow are also thoroughly
communicated to all estate staff and complaint
analysis reports are submitted regularly to the senior

management as a source of input for policy review.

Measurement, Analysis, and Knowledge Management
CPML often takes reference of outstanding management
practices from competitors by encouraging staff to
collect property management information in the
competitors' residences. The company has also developed
various channels for employees to share information
and experience with each other. To maintain service 2
commitment and performance standards, CPML puts
in place site service pledges and conducts performance

reviews at site, head office, and corporate levels.

Human Resource Focus

Job relocations and re-designations are means that CPML
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maintains to provide career-development prospects for
promising staff, since lifelong learning and continuing
professional training are valued and encouraged by the
company. An education programme is provided to
sponsor property management professional courses for
staff. With a thorough training approach, the in-house
staff training covers Basic, Quality, Safety and Technical
Modules. Furthermore, an Emergency Plan is devised
to ensure business continuity in times of emergency
situations. CPML also maintains a recreation center to
provide staff with the essential balance between work

and life.

Process Management

To CPML, it is an important task to clearly define its value
creation processes — namely, the establishment of a
well-recognized brand, enhanced communication and
responsiveness, a harmonious living environment, and
a financial improvement for the estate. In placing an
emphasis on brand building, CPML has been able to
establish close communications with customers, and
consequently improving reserve of the estates. Frequent
unannounced site visits and inspections are also

conducted to ensure improvement in process quality.

Business Results

Over the past few years, CPML has given itself a
competitive edge by focusing on improvement in its
client estates’ financial status. The company’s success can
indeed be seen in the rise of contract retention ratio and
in the number of new contracts awarded in the small-
size residential segment. CPML has also succeeded

in increasing profits and returns on equity in the past
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three years, while maintaining low work injury and staff
turnover rates. Most significantly, CPMLs zero conviction
record demonstrates that the company is able to
succeed while complying with regulatory and legal
requirements. In fact, the company’s consistent drive
towards excellence is rewarded with many awards and
commendations, including the prestigious Merit Award
in Best Property Management Companies Competition
2004, the Certification of Commendation in the Good
People Management Award 2004, and the privilege to
use the “Caring Company”logo from 2005 to 2006.
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