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With strong commitment and leadership from its senior
executives, the Electrical and Mechanical Services Trading
Fund (EMSTF) has successfully transformed itself from a
conventional government department into a competitive,
market-driven and customer-focused organization. EMSTF's
ability to adopt innovative approaches continuously has
resulted in its facility to meet challenges in a competitive
and dynamic operating environment. As a consequence
of its leaders’ efforts, the entire organization has been able —
to work as a team and materialize its vision — To be Hong
Kong's most-favoured electrical and mechanical engineering

service provider.

Leadership

Through a solid demonstration of leadership, EMSTF has
been able to maintain accountability consistently at all
levels. The senior management’'s determination to take
innovations, together with its commitment to deliver the
best, have helped fulfill the organization’s visions and
missions. In keeping its operations fully transparent, the
management has been able to produce satisfied results

appreciated by both customers and employees.

Strategic Planning

Being highly focused on strategic thinking has
been its key ingredient for success. Through careful
considerations of development and deployment, the
organization’s strategic outlooks are kept up-to-date with
reference to business needs and challenges. To identify
its needs and challenges, it has established a number of
Strategic Business Units that are tasked to devise long-
term and short-term action plans with specific focuses.

The organization has also put in place an Action Plan
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Review System to ensure successful implementations of
the action plans. To ensure best results, it consistently
maintains the four key steps of planning, guiding,
coordinating and monitoring throughout its operations.
As a result, an environment that encourages mutual
understanding among staff as well as their participation

and contribution is created.

Customer and Market Focus

EMSTF maintains well-researched and carefully-defined
customer segmentations to provide good quality and
efficient customer service. Bearing in mind the business
service wisdom, ‘customer always come first, EMSTF
has adopted a “listen and learn” approach to ensure that
customers will always receive the full attention they
deserve and that resolution of issues will always be
conducted through a two-way communication portal. On
a frequent basis, the organization conducts surveys and
customer visits to measure satisfaction levels in order to

develop action plans in a timely manner.

Measurement, Analysis, and Knowledge Management
A Triple Bottom Line performance measurement system
is established to measure the organization’s performance
in strategic, managerial and operational fronts. All
current and past performance results are made available
to all levels of staff for their benefit. Moreover, a web
based Balanced Scorecard System is maintained for data
collection, and a comprehensive analysis is conducted to
identify gaps for improving actions in the future. EMSTF
has also developed a knowledge management model to
provide multiple channels for staff to capture and share

best practices and knowledge.
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Human Resource Focus

Since human capital is the key to success for any servicing
business, EMSTF is determined to foster a caring and
learning culture for its staff. A series of staff management
systems, such as the Performance Management System, the OHSA18001
Staff Appraisal System, and a Departmental Training and
Development Plan have been well established to boost work
incentives. Through a sponsorship scheme for continuing
education, job rotation, and exchanges of experience among
staff, a culture of lifelong learning is promoted. At the same
time, EMSTF has implemented OHSA18001 to ensure health,
safety, contingency and disaster recovery. To measure staff
performance, it has developed a Staff Satisfaction Survey

that is conducted on a biennial basis.

Process Management - - -
EMSTF has established a set of very comprehensive
procedures to validate processes and this involves the
participation of all business units concerned. Following
these procedures, value-creation processes are first
identified, and then applied throughout the Plan-Do-
Check-Act cycle, which is then sustained by five clusters
of key support processes. To measure product and service
outcomes, a variety of key indicators are adopted to ensure
that all service attributes have achieved above-average
performance. EMSTF continues to improve particularly
in the area of customer satisfaction, and as a result, the
organization is able to maintain a 100 per cent client
retention rate with extended duration of service level

agreements and zero legal non-compliance rating.

Business Results

As far as financial and market results are concerned, the
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organization is now the best performer amongst the five
government Trading Funds that now have the highest
returns. As a matter of fact, EMSTF's revenue return and
return on average net fixed assets have both exceeded
target by wide margins since 2002. The new services
revenue has also increased significantly through the offer
of facility management. Lastly, EMSTF maintains its own
corporate culture and performance indices to ensure
that the organization fully complies with the Framework
Agreement as well as the Trading Funds Ordinance.
The organization is a keen supporter of environmental
protection through its promotion of energy efficiency

schemes.
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