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Chevalier Property Management Limited (CPML) was ( )
formed in 1988 and has actively explored the property
management market since then. CPML has been on a
dedicated ‘total quality’ direction since 2002. The initiative
is carried out among all levels of staff — the estate level,
the CPML Head Office level and board of directors of the

parent company Chevalier Group.

Leadership

Leadership in CPML is envisaged on three levels: the estate
management offices, the CPML Head Office, and the senior
management of parent company Chevalier Group. Running
through these three levels are a strong commitment to
quality and public responsibility. “Quality excellence’,
“teamwork” and “doing things right at the first time” are

deeply rooted in the corporate spirit.

The daily operation of the estate management offices is
under the supervision of the CPML Head Office. For key
decisions and policies, CPML Head Office reports to the

senior executives of Chevalier Group.

A two-way communication channel, which allows top-
down and bottom-up exchange of ideas, is maintained.
Values and key decisions are communicated from senior
management to sites through monthly site in-charge
meetings, which are held in different sites on rotation to
allow staff to visit other estates to learn from each other.
Quarterly staff newsletters are also distributed to all staff

to dispatch news of the group’s latest development.

As a listed company, the accounting and audit systems

of Chevalier Group comply with the highest international
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standards, and internal audit reports are submitted to three
independent non-executive directors. Such governance is
extended to CPML.

Strategic Planning

The strategy development process includes 2 stages:

* A thorough SWOT (Strength-Weakness-Opportunity-
Threat) analysis to evaluate the company’s position ;

* A strategic development procedure involving the Group's
top management, CPML management, CPMLs senior

managers and Area Managers.

After the above steps, long term and short term goals are
set to achieve greater business growth and higher level of
customer satisfaction. These goals are then translated into
action plans and are communicated to all levels of staff,

with clear guidance given on how to achieve them.

The action plans include key performance measures
to help evaluate performance. Performance measures
include the number of tenders submitted and awarded,

renewal of contracts, results of customer survey, etc.

Customer and Market Focus

Given the fierce competition of the property management
market, CPML has defined its niche market segment to be
small-scale residential developments where there is less

competition from the major players.

CPML provides ample communication channels for customers
to express their opinions, such as suggestion box, customer
hotline, regular meeting with Incorporated Owners (I0)

and Estate Owners’ Committee (EOC). Hence trusted and
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harmonious relationships have been established between

CPML staff and the residents and 10 of the estates concerned.

Subject to approval from 1O in individual estates, customer
surveys are conducted regularly to provide an indication of
customer satisfaction level on each aspect, and areas where
improvement is needed. Complaint handling procedures
and workflow are made known to all site staff and monthly

complaint analyses are submitted to the Head Office.

CPML values learning from failure. In cases where we
fail to secure a tender, we will talk to the IO members to
find out our inadequacy vis-a-vis our competitors, so as to

improve our competitiveness.

Measurement, Analysis, and Knowledge Management
Performance analysis and review in CPML are performed
on three levels: site level, Head Office level and corporate
level. On site level, the site in-charge of each estate is
responsible for the performance review of his/her staff at
the site, as well as the operational aspects of the estate
concerned. On Head Office level, some Head Office staff
(both managerial and general staff) conduct regular patrol
during daytime and sudden check at nighttime to ensure

the performance of our staff.

The atmosphere, channels, as well as technical
requirements for information-sharing are constantly
upgraded. We request every staff to pay attention to
the property management services, especially newly
implemented services, of the buildings or estates they
live in, and share the strengths and weaknesses of other

management companies with other staff.
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CPML also encourages staff to join elections to be EOC/
IO members in the estates they live in. Through such
participation, we obtained very solid experience of how to

cooperate with |0 in the estates we manage.

Human Resource Focus

In CPML there is a well defined system of job design,
performance review, recognition and career progression.
Staff communication is much emphasized in work
management as a cohesive working team is an effective
working team. Staff meetings are held once a month in
estates to review and discuss issues related to estate
management operation, policy implementation and
customer feedback. Frontline staff can also take this
opportunity to voice out their work problems and

grievances during the meeting.

Life-long learning is encouraged and training programmes
of specific focus are available, namely Basic, Quality, Safety
and Technical modules. Customer service is given special
emphasis for CPML staff.

Process Management

Process management focuses on adding value to
customers in today’s market of fierce competition. In recent
years, CPML has geared up to provide value-added elements
in addition to its high quality service. These elements
include a recognized brand, enhanced communication, a
harmonious living environment and substantial savings
for the estate. Through a series of cost-saving and energy-
saving measures, CPMLisable toachieve substantial reserve
for the estates without any increase in management fee,

and this is well appreciated by the residents.
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A strict monitoring system for contracting and procurement
adds confidence to the residents of estates under CPMLs
management. The company has established an “Approved
Contractor List” and standard procedures of procurement of
goods, services and projects. To ensure good performance
and proper arrangement of contract-out maintenance
works, we pay special attention on the supervision of
contractors and carry out the “Contractor Performance
Audit’, whichinclude attendance forms, regular meetings

and inspection by qualified professionals.

Business Results

Putting together the above strategies and efforts, CPML
has witnessed steady growth in business scope, obtaining
new business, customer satisfaction and brand recognition.
Customer retention rate in year 2005 was highly encouraging.
Customer survey results showed significant improvement in
maintenance and cleanliness. Among the new contracts
won in the past 3 years, 80% are small-scale residential
developments. This shows that our market segment focus

is correct.

Staff satisfaction and loyalty are demonstrated through
a very low 1% turnover rate throughout CPML. High
staff motivation is also witnessed by various awards and
accreditations won by CPML in the areas of occupational
safety, cleanliness, energy efficiency and horticulture.

These awards also add to higher brand recognition.
CPML will continue to learn and improve in the “total quality”

direction, and build on its experience to achieve sturdy

growth on all fronts.
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