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Urban Group

�� !

As one of the leading local

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

companies ,  Urban Group

(Urban) has demonstrated

outstanding per formance

results by the adoption and

deployment of an effective

Total  Quality Management

S y s t em .  T h e  B o a r d  o f

Examiners highlighted some

of the company’s particular

s t r e n g t h s  i n  v a r i o u s

categories including:

Leadership
Through a well-defined organisational

structure and different communication

channels, Urban creates an environment

of innovation, organisation agility, and

o r gan i s a t i o na l  l e a r n i n g .  V i s i o n ,

missions, directions and values are also

clearly defined and reasonably deployed

through these channels. Moreover, the

company adopts a comprehensive

management model to chart  yearly

d i r e c t i o n s  a n d  p e r f o r m a n c e

expectat ions,  including a focus on

c rea t ing  and  ba lanc ing  va lue  fo r

cus tomers  and  key  s takeho lders .

Regarding public responsibi l i ty, the

company p laces a  h igh pr ior i ty  on

conducting its business in a manner that

i s  compa t i b l e  w i t h  env i r onmen ta l

protection, and it participates in various

green campaigns.

Strategy Planning
The company adopts  a  sys temat ic

approach in order to take into account all

internal and external factors in developing

its short-term and long-term strategic

objectives with different focuses. It also

has identified 15 core competencies and

invested over HK$20 million in developing

its information system that supports its

day- to-day operat ions.  St r iv ing for

excellence, various quality tools are used

in enhancing the company’s performance

in  cus tomer  sa t i s fac t ion ,  f inanc ia l

strength,  process improvement and

corporate learning.

Customer and Market Focus
The  company  pu rsues  sys temat i c

methods to bui ld in-depth customer

re la t ionsh ips  th rough va lue-added

services, meeting and functions, social

and recreational activities and voluntary

services. In addition, convenient channels

a r e  a v a i l a b l e  f o r  c u s t ome r s  t o

communicate with the company and

complaints are handled with a two-level

procedure.  Market  in format ion and

customer needs are determined through

comprehensive channels such as annual

customer satisfaction surveys, home

visits, regular HQ cocktail receptions,

e-channels, the bilingual i-Urban Portal

and also the 24hrs Customer Service

Center. Competitor information is also

collected through various means such

as newspaper clippings and by attending

road shows held by competitors.

Information and Analysis
T h e  c o m p a n y  e m b r a c e s  a

managemen t - b y - f a c t  c u l t u r e  b y

adopting a well-knitted process model

centered on its internally developed

‘Sm@rtUrban ’ system and uses it to

s u p p o r t  d a i l y  o p e r a t i o n s  a n d

organizational decision-making. The

Qual i ty  Management  Depar tment

consolidates the results of KPIs and

shares the summary and analysis of

KPI performance with the relevant

departments and / or estates on a

regular basis. Moreover, an information

system map and a rolling three-year

forecast are in place to plan for IT

development.

Human Resource Focus
 A “360 degree performance appraisal

system” is in place to motivate and

measure staff performance. Service

Enhancement Teams are formed to

promote cooperation within the entire
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company. A training needs analysis is

conducted every year with inputs from

various sources, which includes the

results of 360 degree performance

appraisal, company’s goals and business

plan, and considerations of external

requirements. Results are then used as

input for formulating the training and

development plan of the following year.

Apart from classroom training, other media

are also used to deliver training, such as

the ‘Urban Learning Center’, which is an

interactive web-based training platform

incorporating professional expertise with

skills specific to the company’s service

goals. To foster employee welfare and

satisfaction, URBAN supports employee

through clear policies on benefits such as

awards, different activity celebrations and

sponsoring membership fees and study

allowances. Different channels have been

established to listen to employees, such

as the employee opinion survey and exit

interview.

Process Management
Urban incorporates changing customer
requi rements in  serv ice design by
act ive ly  do ing s i te  inspect ion and

resea rch  on  cus tomers ’  i ncome-
expendi ture records.  Tota l  Qual i ty
Enhancement Conferences are held
with contractors on a monthly basis to
ensu r e  k e y  c on t r a c t o r s  p r o v i d e
app rop r i a te  se rv i ce  s tanda rd .  I n
addi t ion,  Urban employs Business
Process Reengineering initiatives to

drive down cost.

Business Results
Urban has shown profitable growth in

all aspects regarding turnover, net profit

and ROI over the past three years

despite the economic downturn and

increasing competition. Moreover, the

company has retained 100 per cent of

its contracts in the previous three years,

which is a strong evidence of customer

satisfaction.  Employee satisfaction

levels improved from 2000’s 90 per cent

to 2002 ’s nearly 94 per cent and the

number of professional membership

and in te rna l  p romot ion  have  a lso

inc reased .  Moreove r ,  t he  ove ra l l

ope ra t i on  e f f i c iency  resu l t s  have

shown posit ive improvement for the

past few years.
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