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Kai Shing Management Services Limited

Kai Shing Management
Services Limited. (‘Kai Shing’)
was established in 1978. It is a
wholly owned subsidiary of
Sun Hung Kai Properties
Group. It is also one of the
largest and most wide-ranging
property management
companies in Hong Kong, with
presence in Shanghai,
Shenzhen, Changping and
Dongguan. Kai Shing’s
mission is to provide excellent
service to its property owners
and occupants. Its particular
strengths that have been
highlighted by the Board of
Examiners include:

Leadership

With a clear organizational structure, Kai
Shing adopts the simple yet effective
PDCA (Plan-Do-Check-Act) and MBWA
(Management By Walking Around)
approaches in its operations. Its primary
objectives are to pursue service
excellence and to do business in an
environmentally friendly way.
Comprehensive monthly review reports
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on key services, operating results, green
efforts, and non-conforming matters are
used to monitor performance closely. The
Cost Control Committee and the
Environmental Protection Committee work
hand in hand to ensure a cost-effective
operation and minimal hazard to
environment. Their “Modern Re-Seller
Scheme” for recycling second hand
products such as sofas, electrical
appliances and computers helps promote
a green habit in the communities.

Strategic Planning

After taking into account all external and
internal factors, Kai Shing has identified
its short-, medium- and long-term
challenges and different levels of
objectives, and planned to diversify into
different property sectors and
geographic areas. In fact, a sister
company was spun off in 2001 to target
the increasing markets for luxurious
estates and intelligent offices. In addition
to launching the Service Excellence
Programme, Kai Shing also actively
takes part in external award competitions
for self-improvement.

Customer and Market Focus

Kai Shing has classified its market into four
categories. Throughout the year, it
conducts customer satisfaction surveys
and the Lizard Programme, which requires
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middle managers to proactively collect
customer feedback through friendly
chats, to understand changing customer
needs and expectations. On an ongoing
basis, site staff service performance is
measured through a mystery-shopping
programme, while residential
development / shopping arcade service
quality is assessed by the parent
company. Kai Shing takes ‘customer
care’ very seriously. It has a set of
procedures to handle customer
complaints or requests for assistance
within the shortest possible time
supported by the Super e-Management
(SEM) system, through which
management can check the cases in real

time and at all sites.

Information and Analysis

To ensure data quality, Kai Shing’s
Internal Audit Department makes
frequent checks on the company’s
operations and compares them with its
competitors’. Findings are directly
reported to the Managing Director. Site
managers have to observe company-
wide benchmarks that are proposed by
cross-region working committees and
approved by directors. The company has
the custom-designed SEM which is a
web-based management system
aligning with the company’s business
models. In addition, the Mobile Building



I Report from The Board of Examiners

Management System (MBMS) assists
patrolling staff members to file incident
reports in real time using PDAs. This
high-tech device also facilitates printing
of work orders directly from the site
office PCs.

Human Resource Focus

Kai Shing embeds the ‘By the Book and
More’ philosophy in its human resource
work system, application of which
requires strict discipline, staff initiatives,
and zero tolerance checks and reports on
operations. The corporate training board
oversees the company’s training plans
and programmes. Every Property Officer
Trainee has to complete the Property
Competence Training Tutelage System
within ten months before being
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confirmed. Monthly staff opinion surveys,
the QHSAS 18001 compliant Safety
Management System and the Staff
Welfare Committee are in place to ensure
staff well being.

Process Management

Kai Shing is ISO 9001: 2000 and
ISO: 14001 certified. Performance
pledges are provided to customers and
monthly targets are set for site teams.
Through the Process Audits Programme
and the Quality Systems Audits
Committee, Kai Shing continues to
identify drawbacks and make
improvements. On the individual level, all
its site managers are required to establish
and implement at least one quality
improvement programme each year.
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Business Results

For the past five years, Kai Shing's before
tax profit grew healthily. In the last three
years, all site managers met the budgets
approved by customers. In 2002, the
company saw higher levels of customer
satisfaction with lower turnover of staff.
Its web-based systems effectively
reduced the time for issuing work orders
to a great extent. Its green efforts also
had good results. In 2002, Kai Shing
received the Hong Kong Eco-Business
Grand Award, the Hong Kong Housing
Star Award and the Outstanding
Retrainees Award. The company has
embarked on a quality journey that will
certainly sustain its record of not losing
a single management contract due to
poor performance.
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