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Urban Group -

Rejuvenation through TQM

Commitment with

Hearts and Minds

The legend of Urban Group dates back

to 1965 from the management of Mei Foo

Sun Chuen and continues today as Urban

Group. Urban Group flourishes within the

strong quality culture and visionary

leadership provided by its parent NWS

Holdings Ltd. - a Hong Kong Exchange

listed service, infrastructure and ports

conglomerate actively involved in Asia.

Urban Group is Hong Kong’s Premier

Property and Facility Management

Company, managing 160,000 residential

property units (17.6% of the market

shares) and offering a ful l  range of

professional services including; ( i )

Property Asset Management;  ( i i )

Facility Management; (iii) Security and

Sa f e t y  Managemen t ;  a n d  ( i v )

San i t a t i on  and  Env i r onmen t a l

Management for residential properties,

commercial and industrial complexes, car

parks, shopping centres, recreational and

public spaces and facilities.

Over its 38 years history, Urban Group

has developed through the embryonic,

infant, growth and maturity phases of

the Corporate Life Cycle in step with

t h e  p r o g r e s s  o f  H K ’ s  e c o n om y.

Today Urban is undergoing “Corporate

Rejuvenation”  through “ 21st Century

TQM Commitment” .

Leadership
Urban Group is positioning to be “ the

P r em i e r  P r ope r t y  a nd  F a c i l i t y

Management Group in Asia; offering

customer value, a better quality of life

and professional management of its

property.”  Urban Group’s strategic goals

include:

(i) prov id ing compet i t ive  and cost -

effective services

(ii) being innovative in design

(iii) enhancing value

(iv) employee commitment

Urban Group’s strong quality culture is built

upon Core Values of customer first, respect

of individuals, innovation, professionalism,

team work and care for the community.

To achieve these goals and values, Urban

Group’s management has developed a

unique cutting edge  “ Urban Premier

Management (UPM) Model”  in 2002,

driven by 7 Core Operational Drivers:

(i) visionary leadership;

(ii) six-star service;

(iii) exceeding customers’ expectations;

(iv) asset management;

(v) continuous improvement;

(vi) green lifestyle; and

(vii)community care.

UPM Model’s 3 Gear Forces are:

First Gear Forces (People) integrates

the wor ld c lass Malcolm Baldr ige

National Quality Award Criteria.

Second Gear Forces (Process) is the

$20M investment in Sm@rtUrban™

system which digitises core business

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

opera t ions ,  p rov ide  va lue-added

services to customers, and improve

overall efficiency.

Third Gear Forces (Performance)

monitors performance via a Balanced

Scorecard (BSC) approach.  A suit of

managemen t  t oo l s  a re  u t i l i s ed ,

including; Activity Based Costing (ABC),

Activity Based Management (ABM),

Business Process Improvement (BPI),

Business Process Re-engineering (BPR),

Corporate Social Responsibility (CSR),

Customer Relations Management (CRM),

Five S (5S), Knowledge Management

(KM), and Six Sigma (6σ).

Urban Group is founded on strong

Corporate Leadership. Its Managing

Director Dr Edmond Cheng was the

President of The Hong Kong Institute of

Housing (HKIH) in 2000-2002 and the
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current Vice Chairman of the Housing

Managers Registration Board. Urban

Group was also the Founding President

of the Hong Kong Association of Property

Management Companies in 1990 and

was one of the Founding Members of the

Hong  Kong  I n s t i t u t e  o f  F a c i l i t y

Management in 2000.

Urban believes that “ Everyday is a

TQM Commitment Day” ;  13 TQM

Commi tment  Days  fo r  over  3 ,500

employees have been organized for TQM

value cloning.

Urban Group actively pursues corporate

social  responsibi l i ty and corporate

cit izenship through its “Green Care

Committee” for environmental issues and

“NWS Volunteer Alliances - Urban Team”

for volunteerism. Urban Group strongly

promotes communi ty  par t ic ipat ion

including environmental protect ion,

caring company, volunteering services,

m o r a l  e d u c a t i o n  p r o g r am  a n d

afforestation schemes.

Urban Group was named 2003 Best

Employer in Hong Kong.

Strategic Planning
Urban Group’s planning comprises: (i)

Focus Strategy (ii) Differentiation Strategy

and (iii) Cost Leadership Strategy.

The Strategy Planning Process includes:

(i) Strategic Positioning Plan derived

from NWS Holdings’ Group Plan.

(ii) Three-year  Rol l -over  P lan wi th

bus iness  ob jec t i ves  based  on

Corporate Scorecards, VMV, using

tools such as SWOT, PEST, Value

Chain Analysis, Ansoff Matrix, BCG

Mat r i x ,  GE Mat r i x ,  pos i t ion ing

mapping, gap analysis together with

1 5  c o r e  c o m p e t e n c e s  a n d

Competitors Analysis.

(iii) Annual Business Targeting which

evolves into a tactical operational plan

including Divisional Annual Plan, Unit

Level Quality Enhancement Plan and

Departmental Plan.

(iv) Bi-annual Group Level Strategic

Planning Forum and other internal

reviews and feedback.

Urban Group implements a full scale

Strategy Dep l oymen t  Mechan i sm

comprising:

(i) 1 8  Q u a l i t y  I m p r o v e m e n t

Commi t t ees  and  60  Se r v i c e

Enhancement Teams (SET).

(ii) Supply Chain Partnership Quality

Improvement Circle (QIC).

(iii) Key Performance Indicators.

(iv) TQM Commitment Days.

(v) NWS Sports Fun Day.

(vi) 21st Century TQM Launching Day.

(vii) TV commercials.

(viii) Press Releases.

(ix) Bi-Annual Strategic Planning Forum.

(x) Var ious Internal  Meet ings and

Re g u l a r  M e e t i n g s  w i t h  t h e

Customers.

(xi) Corporate newsletter, E-mail, faxes,

memos and intranets.

Customer and Market Focus
Urban Group aims to exceed customer

expectations by offering Six-star service

in al l  market segments:  ( i )  Pr ivate

Residential Property and Facility; (ii)

Private Commercial Property and Facility;

and (iii) Public Property and Facility.

Urban Group had changed the industry’s

philosophy from Property Management

to Asset  Management to add value

for customers.

As the industry’s market leader, Urban

focuses on: (i) First Hand Research

(marke t  in te l l i gence) ;  ( i i )  P rompt

Utilization (implementation); (iii) Creation

of customer relationship and satisfaction

(strong delivery); and (iv) Encouraging

Feedback (listening and communicating

effectively).

Urban Group implements a wide range

of value-added concierge services aimed

at exceeding customer expectations.

Urban’s pioneering industry firsts include:
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(i) Customer Ambassadors to win heart

share of customers and provide role

models for fellow employees.

(ii) “Chain Operations Mode” to lower

cost of operat ions and enhance

efficiency.

(iii) Complimentary 24-hour, high-speed

p r ope r t y  e s t a t e  “Po r t a l s ”  f o r

customer brand-building and instant

communication.

(iv) Compl imentary  60MB customer

e-mail storage for added value for

their residential users.

(v) Building pride with “Urban Warriors”

concept for security guard services.

Information and Analysis
Measuring of Urban’s Organizational

performance utilizes pre-determined Key

Performance Indicators (KPI), Financial

Budgets, and Non-financial Indicators such

as Service Level Agreement (SLA), Quality

Policies (QP), and operational guidelines.

All Indicators can be analyzed either

organizationally via daily operational and

customers ’  channel mechanisms or

statistically; using the unique state-of-art

Sm@rtUrban™ system. This web-based

system delivers unrivaled efficiency,

reliability and accuracy of information

flow within Urban Group.

With the aid of corporate level information

systems, information can be collected,

analyzed, utilized and aligned through

reports, e-mail alerts, audit reports, special

visits, special review meetings, forecasts,

win-loss reports, analysis reports.

Human Resource Focus
Urban Group pioneered the paradigm-

shift from Personnel to HRM in 1980s,

then to Human Capital Management

(HCM) in 2002. Urban believes that good

HCM systems can motivate employees

for h igher performance; “Al l  3,500

employees are Urban’s Capital.” Urban’s

key  HCM focuses  a re  ( i )  qua l i t y

enhancement and (ii) knowledge mastery.

To ensure employees are satisfied, motivated,

perform and are rewarded equitably, 10 HCM

sub-systems are implemented:

(i) HCM Acquisition - uses a set of

Mann i ng  Gu i des ,  Mas t e r  J ob

Description and In-group transferal

opportunities to set up clear career

ladders.

(ii) Work Flow - improves efficiency by

using renowned CiF HRIS, SET, P&P

and HCM operating guidelines.

(iii) Pe r f o rmance  Managemen t  -

monitors and measures performance

by KRAs, 360-degree appraisals, and

traineeship programs.

(iv)CSR - participation in Employer Gold

Star, Hong Kong Best Employer’s

Nomination, One Company One Job,

Youth Program, ERB.

(v) Organizational Development - uses

mult i -media Urban Professional

Learning Center,  Urban Human

Asset Value Creation Cards, and e-

Learning programs.

(vi)Knowledge Management - focuses

on “ Learn, Unlearn, and Relearn”,

balancing tacit and explicit knowledge.

(vii) Career and Succession Planning

- offers SEEDS, SUPERB and Career

Path for individual career development.

(viii) Legal Obligations - Urban strictly

follows MPF, EEO, OSHC and EC

regulations.

(ix) Employee Recognition - recognize

O u t s t a n d i n g  E m p l o y e e s ,

Outstanding Leaders, implement

I nnova t i on  Awa rds  and  Mos t

Creative Awards, etc.

(x) Employee Relat ions -  Urban

implements  the 2002 Code of

Conduct (formulated with assistance

f r om  ICAC) ;  a r r anges  G roup

Activities, disciplinary actions and

employee sat is fact ion surveys

(satisfaction rate is at 92%).

Process Management
Urban Group was the FIRST Private

Property and Faci l i ty  management

Company in Hong Kong to award the

ISO 9001 Quality Assurance Certification
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in full scope in 1997, which has been

successful ly converted to the 2000

version in 2002. Urban also obtained the

ISO 14001  Qual i ty  Cert i f icat ion in

Environmental Management and the

OHSAS 18001 Quality Certification in

Occupa t i ona l  Sa fe t y  and  Hea l t h

Management in 2003 respectively.

In Urban Group, there are three main

categories of processes:

(i) Services Processes, which include

service delivery. These processes

originate from the property asset

and facility management process,

e-process, BPI / BPR, benchmarking

and customer driven to facil i tate

designs and deliveries.

(ii) Business Processes including marketing

services process and innovation process

e.g. market intelligence, key process

review by Executive Commi t tee ,

business losing defend mechanism

and tender (KSF) process.

(iii) Support Processes for daily operations

such as financial control, service

contractor and human capital support

process. These include department

P&P, ISO policy, QSP and IQA.

Business Results
In the past three years, Urban’s strategic

objectives have been achieved through

a series of significant results.

(a) Customer Focused Results

(i) Improvement of services performance

-  increase in performance rating from

73.5% to 94%.

(ii) To t a l  c u s t ome r  s a t i s f a c t i o n  -

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

management contracts.

(iii) Number of complimentary letters

increased from 127 in 2000 to 203

in 2002.

(b) Financial and Market Results

(i) Increased business portfolio size from

100,000 residential units to 160,000

residential units.

(ii) Gross revenue by market segment

increased continuously.

(iii) Increase in net profit, return on investment,

liquidity and debt to equity ratio.

(c) Human Resources Results

(i) Ove ra l l  emp loyee  sa t i s fac t i on

reached 92.3% in 2002.

(ii) Turnover reduced from 1.7% to 1.43%

in 2002.

(iii) Accident rate to staff ratio decreased

to less than 2% from 3% in 2000.

(iv) Sharp increase in staff training time.

(v) Urban retains the greatest number of

Registered Professional Housing

Managers (RPHM) among property

management companies.

(d) Organization Effectiveness Results

(i) Record number of 139 public awards

in 2002 including:

Web-Care awards (46);

Best  Envi ronmenta l  Fr iendly

Property Managers (4 from HK

Housing Authority);

Cer t i f i ca te  o f  Mer i t  in  Good

House k e ep i n g  P r omo t i o n a l

Campaign; and

Hong Kong Eco-Business Awards.

In 2003, Urban obtained:

The Hong Kong Quality Circle

Award,;

Safety Technological Achievement

Awa r d  o f  T h e  H o n g  K o n g

Occupational Safety & Health Award;

The Best Employer in Hong Kong;

and

The Overall Winner of the 2003

HKMA Quality Award.

(ii) Significant Improvement in response

time and security arrival time.

(iii) Number  o f  emp loyee - i n i t i a t ed

improvement proposals increased.

(iv) Sharp decrease in crime rate and

arrear rate.

(v) Increased number of waste collections,

fund raising activities and improved

communication with suppliers.

On behalf of the 3,500 Urban staff, we

sincerely thank HKMA for giving us the

oppor tun i ty  to  share  our  s tory  o f

“Rejuvenation Through TQM Commitment

with Hearts and Minds”. Urban remains

committed to pursuing the goal of quality,

and strives to be No. 1 in Asia soon!
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