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Jones  Lang  LaSa l le  L td -

P r o p e r t y  M a n a g e m e n t

Division has successful ly

b l e n d e d  c u l t u r e s  a f t e r

m e r g i n g  i n  1 9 9 9 .  T h e

company has fostered an

environment to provide fully

i n t eg ra t ed  se rv i ces  and

solu t ions  for  rea l  es ta te

owne r s ,  o c c up i e r s  a n d

investors worldwide.  The

Board of Examiners highlight

some  o f  t h e  company ’s

p a r t i c u l a r  s t r e n g t h s  i n

various categories, including:

Leadership

In order to set a clear direction for the

company, the vision, missions and core

values were revised in 2002. The core

values clearly spell out the three key

elements, namely Clients, People and

Shareholders. Individual directors have

the i r  own  ac t i on  p l an  t o  ensu re

company objectives are achieved and

performance indicators are adopted for

rev iew and  measurement .  Sen io r

m a n a g em e n t  i n v o l v em e n t  a n d

commitment are reflected through the

setting up of functional committees for

improvement work.

Strategic Planning

A very comprehensive mechanism for

S t r a t e g y  D e v e l o p m e n t  a n d

Deployment  has  been es tab l ished.

Executive and senior staff  formulate

long- te rm and shor t - te rm s t ra teg ic

p l a n s  i n  a n n u a l  B u s i n e s s  P l a n

Meetings. SWOT analysis is adopted

i n  t h e  f o rm u l a t i o n - p r o c e s s  a n d

p r o g r e s s  r e v i ews  a r e  c o ndu c t e d

regularly. Target bonuses are part of

the  incen t ives  scheme to  mot iva te

senior staff to achieve pre-set targets.

Customer and Market Focus

Market segments are clearly defined and

occupants ’  needs are ident i f ied for

quality service delivery through various

types o f  surveys.  Va lue for  money

services such as the introduct ion of

E l e c t r on i c  Pa t r o l  S y s t em ,  O f f i c e

Technical Support Service and Laundry

Service have been created to meet

c u s t o m e r ’ s  n e e d s .  A  C l i e n t

Communication System is established to

maintain efficient and effective two-way

client communications, which include

Informal Gathering and daily contact, by

frontline staff.

Information and Analysis

Key information is categorized and

performance indicators are set for

measurement. Relevant and useful

in format ion are co l lected through

internal and external benchmarking

t o  a s s i s t  d a i l y  w o r k .  O p e n

communication and active co-operation

are advocated. Various channels are

establ ished to al low corporate and

d i v i s i on  i n f o rma t i on  t o  cascade

down to various levels of employees.

Case S tudy  Sha r i ng ,  D i scuss ion

Fo r ums  and  t h e  De l p h i  S y s t em

h a v e  b e e n  a d o p t e d  t o  e n s u r e

e f f e c t i v e  c omm u n i c a t i o n  a n d

knowledge sharing.

Human Resource Focus

Employees are treated as valuable

h uman  a s s e t s  a n d  o n e  o f  t h e

company’s core values is ‘People ’. It

is the company’s objective to attract,

develop and retain the best people.

A  lea rn ing  cu l tu re  i s  fos te red  to

encou r age  s t a f f  t o  t a ke  up  j o b

ini t iat ives in job management and

i m p r o v e m e n t .  A n  ‘ I n d i v i d u a l

Performance Monitoring Plan (IPMP)’

i s  d e v i s e d  f o r  s t a f f  a n d  l i n e

managers jointly to set performance

objectives.
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Process Management

Per fo rmance  ta rge ts  and  p rocess

specifications are set on the basis of

c u s t ome r  n e e d s  a n d  c o r p o r a t e

strategies. Measurable objectives for

each key processes are identif ied to

ensure effect ive operat ions.  Tai lor

made emergency suppor t  serv ices

and customer services such as the

24-hour Centra l  Customer Serv ices

Centre are designed and del ivered

to cl ients. Well-establ ished suppl ier

and partnering processes have been

pu t  i n  p l a c e  t o  e n s u r e  s u p p l i e r

performance.

Business Results

The company has put great effort into

mak ing  improvemen ts  i n  va r i ous

c a t e go r i e s  a n d  t h e  r e s u l t s  a r e
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encouraging. The satisfaction levels of

both clients and occupants have shown

signi f icant improvement.  Customer

compla int  rate,  retent ion rate and

customer referral show an improvement

trend.  Both revenue and profit margin are

improved as well. All these reflect the

con t inuous  e f fo r t s  i n  s t r i v ing  fo r

continuous improvement.
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