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66 With a growing number of long term SLAs we have
signed lasting three years or more, we can enjoy a
healthy level of stability on which we can build a
platform for further growth. 99

Every cloud has a silver lining, so the saying goes, and
that indeed was the Electrical and Mechanical Services
Trading Fund's experience of the financial tsunami.
Apart from the allocation of over $200 million for
energy saving projects as part of the Government's
plans to boost the economy, the implementation of a
number of mega infrastructure projects also spurred an
increase in business opportunities for the Trading Fund,
resulting in a very healthy rate of return on revenue of
11.8% for the year.

Projects and Service Level Agreements

Some of the renowned mega projects we commenced
during the reporting period included the Guangzhou-
Shenzhen-Hong Kong Express Rail Link, for which we
are acting as an independent checker for the railway
systems; and the Kai Tak Cruise Terminal, for which
we are managing the implementation of the design,
supply, installation, testing and commissioning of E&M
facilities inside the terminal as well as on the apron.
In addition, we have also been engaged in providing
related engineering and professional advisory services
for some major projects which included the design
and build of the Fire Services Department Diving
Training Centre, the new Civil Aviation Department
Headquarters, the Water Efficiency Labelling Scheme
and project management for the retrofitting of
plumbing appurtenance with water saving devices in
government buildings and schools. Due to the scale
and specialist nature of the work involved, these
projects have provided excellent opportunities for the
development of new expertise and capabilities as well

as a source of sustained revenue for the coming years.
We have also continued to support the district minor
works programme for the Home Affairs Department.
The works, which were spread across all 18 districts,
ranged from improvement works for lighting and air-
conditioning systems to upgrading of CCTV and audio-
visual equipment.

| am also happy to report that we have secured further
agreements with various government departments for
the provision of E&M maintenance and engineering
support and monitoring services. The major Service
Level Agreements (SLAs) obtained during the year
included the technical advisory services on testing
and commissioning of E&M facilities at the Lo Wu
Correctional Institution for the Correctional Services
Department; operation, maintenance and emergency
support services to additional sewage treatment
facilities for the Drainage Services Department; and
technical advisory and monitoring services with regard
to the Management, Operation and Maintenance
Contract of the Route 8 Tsing Sha Control Area for the
Highways Department.

With the trust and support of our clients, we have once
again renewed all the existing SLAs with our customers.
Among these are the Hospital Authority, the Civil
Aviation Department and the Highways Department.
The willingness of some of our client departments to
renew SLAs on longer terms is a reflection of successful
partnership and they bode well for the sustainable
future of the Trading Fund.
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Continuous Improvement

To deliver better and more responsive services to our
clients, we carried out an internal restructuring in April
2010. By centralising all development and support
functions under our Corporate Support and Business
Development Branch, we have strengthened our
corporate support, while leaving the two engineering
services branches to focus on their core business
operations in providing quality project, operation and
maintenance services to our clients.

The re-shuffling of responsibilities among the strategic
business units has also fostered communications
between the project and maintenance teams, thus
enabling us to swiftly respond to customer requests
and efficiently provide customer-centric services.

Furthermore, we have started to critically review our
operation, outsourcing and internal skill development
strategies in order to better utilise our manpower and
capital as well as sustain a healthy development of the
Trading Fund.

The effectiveness and efficiency of business processes are
also vital for our continuous improvement. In the year,
we have upgraded our corporate computer system to
facilitate better monitoring of work progress. We have
also reviewed and enhanced our store management
system for higher efficiency in procurement, distribution
and storage. On the other hand, project managementis
one of our core business areas and we have conducted a
thorough review to update, streamline and standardise
our project administration procedures. A new Project
Administration Handbook will be launched in mid
2010.

Application of Technologies

In support of the Government’s green initiatives, we
have developed specifications for green procurement.
A working group was set up in March 2010 to promote
the use of green materials and green technology in our
projects. The working group will also conduct trials on
green technology to ensure that new technology can
be adopted effectively to benefit our clients and the
public.

The Government’'s drive for energy efficiency has
given us the impetus to introduce a range of green
technologies that will achieve cost savings for our
clients and contribute towards a better environment for
Hong Kong. An example is the installation of chillers
with oil-less centrifugal compressor at the Kowloon
East Government Offices and the Lands Tribunal. This
kind of chillers uses magnetic bearings and variable
speed drive to achieve better energy efficiency.
Moreover, the replacement of old lifts at the Sheung
Shui Police Married Quarters with new lifts having
power regenerative features helps the building to
reduce energy consumption. Other initiatives on green
technology include the procurement of environmentally
friendly refuse collection vehicles for the Food and
Environmental Hygiene Department, the procurement
of electric vehicles for various client departments, the
design and build of the Waste Electrical and Electronic
Equipment Recycling Centre in Tuen Mun EcoPark
Phase Il and the improvement works at the Kowloon
Bay Pilot Composting Plant.
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Apart from green technology application, we have
also employed new technologies of other domains to
improve the quality of life for our community. One
example is the installation of the new generation of Red
Light Camera System, which in addition to capturing
digital pictures, also captures digital video of red light
jumping vehicles, enabling effective law enforcement.
Another example is the renovation and expansion of
the Journey Time Indication System (JTIS). Using traffic
modelling algorithms and geographic information
system with data provided by roadside sensors and
image processing detectors, the JTIS allows drivers to
make an informed decision on the route to be taken
based on the latest traffic condition.

Our staff are constantly monitoring emerging
technologies and equip themselves with new
knowledge and skills. They also pro-actively identify
appropriate opportunities to apply the latest
technologies to enhance our clients’ facilities. This
will ultimately benefit the community as clients will
be better equipped to provide public services with
higher quality.

Our Staff

Staff is our most valuable resource. Training tailored to
the specific needs of different personnel was conducted,
such as railway engineering and cruise terminal E&M
facilities as well as soft skills in communication and crisis
management. A customer service booklet was launched
to offer guidelines for frontline staff to enhance their
customer service skills. To encourage staff’s innovative

thinking in work and process improvement to enhance
workflow efficiency and service quality, a Best
Improvement Project Competition was organised, which
attracted 52 submissions from Works Improvement and
Business Process Improvement Teams.

Safety at work has always been our top priority. Through
continuous safety training and close supervision of
works, we have been able to reduce our accident rate
by 25% from 2008/09, in line with an encouraging
downward trend which has seen the accident rate
dropping by more than 70% over the past decade.

To help staff recognise the importance of striking a
balance between work and family life, two seminars
entitled “How to Cure Stress and Relieve Your Working
Pressure” and “Work and Family Harmony” were held.
We have also encouraged our staff together with
their family members to participate in various sport
and community activities which included dragon boat
competitions, civic activities in support of the Action
Blue Sky initiative and partnering with Yan Oi Tong
to offer voluntary services for families in need. These
activities have attracted high participation from our
staff.

A survey was conducted last year to gauge our staff’s
level of satisfaction and to identify their needs and
expectations. Staff’'s feedback will guide us to make
improvement measures, with a view to enhancing staff
satisfaction, morale and competitiveness.
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Our Customers

Customer feedback is important for us to improve our
services. | would like to thank our clients for their
enthusiastic participation in the Customer Opinion
Survey conducted earlier this year. The overall customer
satisfaction score maintained at the same high level as
our previous survey in 2008. Each and every suggestion
received will be carefully studied and translated into
appropriate measures for improvement actions.

We would also like to express our gratitude to our
clients for their unfailing support over the years. We
take pride to serve as a trusted E&M engineering service
partner, dedicated to providing quality services for our
clients to meet the rising public expectation.

Outlook

The return on revenue for 2009/10 was impressive
given the signing of major projects like the Kai Tak
Cruise Terminal, the Guangzhou-Shenzhen-Hong
Kong Express Rail Link and energy efficiency projects.
Potential projects in the pipeline include a new hospital
in Tin Shui Wai, the Hong Kong-Zhuhai-Macao Bridge,
the Liantang/Heung Yuen Wai Boundary Control Point,
the West Kowloon Cultural District, and the Central-
Wanchai Bypass and Island Eastern Corridor Link.
However, we must be mindful that many of these
projects are one-off projects from the Government to
foster the economy.

Still, we expect our future business performance to
be stable due to our successful retention of major
clients. With a growing number of long term SLAs
we have signed lasting three years or more, we can
enjoy a healthy level of stability on which we can build
a platform for further growth. Three areas in particular
offer considerable revenue potential in the coming
years: the drive towards a low-carbon economy,
which will see the introduction of green initiatives; the
application of the Replacement Prioritisation Model for
client-based and venue-based asset replacement; and
the development of ICT services such as data centre
hosting.

Last year was undoubtedly a fruitful year for us, thanks
to the hard work of our colleagues who strived to
meet our clients’ needs. With the new Vision, Mission
and Values, our teams are committed to providing
customer-focused services and will gear up for the
pursuit of new business opportunities that lie ahead.
The outlook for the Trading Fund is positive. Rising
staff and equipment cost plus inflation will have an
impact on our performance, nevertheless, we expect
healthy and stable return for the coming years.

A

Helius K M Ng
Deputy Director/Trading Services, EMSD
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