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Our company, Kai Shing Management

Services Limited., is a wholly owned

subsidiary of Sun Hung Kai Properties

L t d .  We  m a n a g e  c omm e r c i a l ,

residential and industrial properties as

well as club facilities. Currently we have

around 4,300 staff in Hong Kong and 180

in mainland China.

Our Mission
We are totally committed to quality. We

mee t  ou r  cus t ome rs ’  needs  and

expectations by:

* C o n t i n u o u s l y  i m p r o v i n g  t h e

e f f e c t i v e n e s s  o f  o u r  q u a l i t y

management system.

* Implementing stringent cost control

system.

* Applying user-friendly technology and

equipment to improve our efficiency.

* Providing well-trained teams for front-

line services.

* Promoting environmentally friendly

measures in order to meet a growing

communi ty need and to lead our

industry as a caring corporate citizen.

* Complying with the legal and regulatory

requirements of our industry.

Our identity
Established in 1978, we have become

a  p r o f i t a b l e  c ompan y ,  a  q u a l i t y

management company, a responsible

employer and a caring corporate citizen.

We have a Compound Annual Growth

Rate of 7.5% in area managed and 9% in

profit before tax in the past six years. Our

business growth was attained by going

after different market segments and by

keeping on-stream a good supply of value-

added services. We maintain a strong

profit even in a sluggish market because

1. We implement strict cost control for

ourselves and for our customers. (In the

past three years all our site managers met

the budgets approved by our customers.)

2. We have diverted our business in time

to include auxil iary services such as

cleaning, catering, club and facilit ies

management, and 3. We have successfully

captured different market sectors ranging

from Government Housing Estates to

super-luxury properties.

We have been a commit ted Qual i ty

Management company since the early-90s

and  are the first in our industry to obtain

ISO 9002 (Quality Management) and

IS0 14001 (Environmental Management).

Our Vision
Our long-term goal is embedded in Our

Vision statement: we seek to maintain and

grow our brand name as the leading

customer-oriented and environmentally-

friendly property management company

in Hong Kong and to attain a similar

position in mainland China.

In seeking to real ize our vision, we

have successfully launched Customer

Ambassador Services in most of our

managed shopping malls, and one-

stop Concierge Service in some of

our residential properties. For public

awards, we have won the Eco Business

Grand Award  (organised by The

C h i n e s e  G e n e r a l  C h amb e r  o f

Commerce ,  Hong  Kong  Gene ra l

Chamber of Commerce and Hong Kong

Productivity Council) twice in the past

three years. We won over 20 awards

in 2002. Many of these awards recognise

our management standard and our

caring corporate attitude, such as the

Hong Kong Housing Authority Best

Property Management Award, and

the Employer ’s Gold Star Award &

Outstanding Retrainees Award.

We are an organization of teamwork

and strong leadership. We believe in

Work and Play and in building a strong

and vital organization together. On

every level, our team spirit is reinforced

by a policy of promotion from within and

we have a single digit turnover rate of

managerial grade staff.

Kai Shing Management Services Limited
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Our management
Our senior leaders not only map out

act ion and communication plans but

a l s o  supe r v i s e  m i dd l e  manage r s

on  imp l emen ta t i on .  We  p rac t i s e

Management -by-walk ing-around

d i l i g e n t l y  a n d  w e  em p l o y  t h e

management p lat form of  Plan-Do-

Check -Act  i n  eve ry  l eve l  o f  ou r

leadership. For independent check and

review, we have our own Internal Audit

that monitors our standards and reports

directly to the Managing Director.

In operation, we run Customer Surveys

and Audits year round, some of these

a re :1 .  Mys te ry  Shopper  /  V i s i t o r

Programme. 2. Customer Satisfaction

Survey.and 3. Residential Development /

Shopp ing  Arcade Serv ice  Qua l i t y

Assessment.

In building customer relationship, we

conduct : 1. Regular meetings with

customers. 2. Adopt Meet and Greet

Program. 3. Surveys / questionnaires.

4. Site visits by Senior Managers. 5. Visits

to shop tenants and 6. Suggestion Boxes.

In setting targets, our leaders make sure

that the targets are measurable and

have a high quality component built in.

An example of the measurability of our

targets is the Performance Pledge

mentioned below. Look at our frontline

staff  and you wi l l  observe this:  “ A

PROACTIVE MINDSET, A SMILING

FACE ,  A CAR ING ATT ITUDE ,  A

PLEASANT APPEARANCE AND A

READINESS TO GREET.”

In systematic reports and reviews, we

have a monthly report system of no

fewer than 12 reports classi f ied by

types of  serv ices we offer  and the

types of properties we manage. For

dai ly  secur i ty  repor ts ,  we have an

hourly,  24/7,  Tele-protect ion report

system that serves as a central ized

alert system control.

In the deployment of action plan and in

benchmarking, we have seven cross-

regional Committees by special focus.

They are chaired by senior managers.

These are 1. Risk Management. 2. Cost

Control. 3 .  Q u a l i t y  M a n a g em e n t .

4 .  Landscaping.  5 .  Env i ronmenta l

Protection. 6. Information Technology.

7. Staff Welfare.

Our staff
Our staffs get regular training courses.

We have a Training Centre in Sheung

Shui for mainly frontline staff. For officer

grade staff, they get outside courses as

we l l  a s  educa t i on  subs i d i e s .  As

incentives, we have quarterly and yearly

performance bonuses. For Property

Ass i s t an t s  and  P r ope r t y  O f f i c e r

Trainees, we have a 10-month Property

Competence Training tutelage system.

Communicat ions between staff  and

managers are through daily briefings,

monthly meet ings of  managers and

r e g i o n a l  m a n g e r s  a n d  t h r o u g h

n ew s l e t t e r s ,  e -m a i l s ,  m e s s a g e

b o a r d ,  m em o s  a n d  o r g a n i s e d

a c t i v i t i e s .  O u r  s t a f f  c o m m i t

t h em s e l v e s  t o  a  P e r f o rm a n c e

Pledge and customers grade us with

th i s  by  ou r  t ime  o f  response ,  ou r

efficiency and their satisfaction level

of  our  serv ice.  On record,  our  s i te

teams constantly score 100% on their

pledge.

Our staff’s own initiatives are of
utmost important
On top of  company-set  ob ject ives,

each o f  our  S i te  Managers  has  to

d e v i s e  a n  A n n u a l  Im p r o v emen t

Programme for his property. He must

c rea te  one  o r  more  imp rovemen t

plans on his own init iatives. He then

has to carry it out with his immediate

superior monitor ing his progress at

q u a r t e r l y  b a s i s .   T h e s e  s t a f f

in i t iat ives make up one of the most

important improvement contributions

to the company.



Report Summary

�=�=�=�

36

Our competitive edge
In keeping our competit iveness, we

regu la r l y  co l l ec t  f eedbacks  f r om

customers by keeping frequent contacts

with them.

The disseminations of findings take the

forms of memo, e-mail, Web-cast, bound-

up report, billboard notice, site daily

briefings and site, regional, or head-office

level meetings.  Since 2000, more and

more data are stored on our website for

scalable level assess. Usually, after initial

analys is  and absorpt ion by senior

leaders, the relevant information, data

and creative ideas are incorporated into

our Plan-Do-Check-Act action and review

cycles. The creative and measurable

ideas and f indings are immediately

applied for benchmarking.

Our hi-tech efficiency gains
T h r o u g h  o u r  We b - b a s e d  Sup e r

e-Management (SEM) system, rank and file

staff, managers and directors can get

pan-sites, real-time information. SEM

makes it possible for managers and

senior leaders to check on our many

sites in real time, read incident reports,

r e commend  so l u t i ons  and  sha re

findings. Senior managers and senior

leaders can also closely monitor and

offer help for any customer complaints.

This is extremely important because we

are a customer-oriented company.

Besides our SEM, our Mobile Building

Management System (MBMS) is another

hi-tech device we use to equip our staff.

This is for patrolling staff to do incident

repor ts  us ing  PDAs w i th  p re -se t ,

localized program. The new Watchman

Tour System being gradually installed

now adds a mini scanner to the PDAs. It

allows the patrolling staff to scan chips

built into strategic locations of buildings.

The improved MBMS help to render

more accurate records while it allows for

better patrolling control.

For our customers, we have Kaishing.

com.hk ,  sup reme-mgt . com.hk  fo r

p r ope r t y  h andove r  b ook i n g  and

subsequent defects checking. For home

services, our customer can assess our

parent company SHKP’s superhome.net.

In  some of  our  newer estates,  we

operate devoted websites for estate

news and services.
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