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The International Commerce Centre (ICC) is currently the tallest 
building in Hong Kong and the sixth tallest in the world. The Board 
has found that a high quality and reliable system, which is pivotal 
to sustaining the 24-hour management of this super skyscraper, is in 

building.

Leadership

While Kai Shing–ICC references the Vision of the Holding Company, 
Kai Shing, the company has its own well-defined Mission & Core 
Value. Regular meetings are attended by the Senior Management 
to deploy the Vision, Mission and Value (VMV). There are annual 

directly. Regular meetings with tenants, on-site contractors, and 
partners are conducted for VMV alignment.

To ensure continuous improvement, the Kai Shing-ICC creates a 
PAC-MEN notion for their colleagues which stand for:

Progress is everybody’s business

Attention to details

Check, check and double-check

Management by walking around

Excellence is not an act but a habit

Nothing’s too small to make a difference

Quarterly Incentive Scheme for innovation is held which links to the 
annual Holding Company innovation award. Communication channels 
established with workforce, in particular using management by 
walking around to create candid exchange of thoughts.

Different teams of the Kai Shing–ICC review the building operation 
together on a weekly basis. In addition, there is monthly large scale 
building inspection and checking to reinforce its PACMEN concept 
down to details. KPIs are employed to monitor organizational 
performance.

ICC is one of the lowest energy utilization indexes among the super 
tall buildings in the world and it received several international 
accolades for its building performance.
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To upkeep the service management, there are short-term strategic 
planning sessions on an annual basis, a 3-year building improvement 
plan and a longer term 5-year rolling plan for maintenance. Several 
channels are in place to collect information for setting strategic 
objectives. There is transparency in the process as the key strategic 
objectives are shared with the customers.

Dedicated committee conducts weekly reviews on the working 
progress of repair, facilities maintenance, update of contingency 
measures and customer feedback. There is a Business Continuity 
Management Recovery Team to execute action upon incidents, 
followed by reports and regular meetings to track the progress. A 
lot of effort is put in business continuity and contingency measures, 

Kai Shing–ICC well understands its tenants’ requirements and 
has developed respective action plans in critical areas. There are 
comprehensive workforce plans with training sessions, including 
Engineer / Property Graduate Trainee Programs. 

Different channels including the Account Managers, “Talk to Us” 
program, surveys and hotlines are used to collect customer voices. 
SWOT analyses are conducted by the Best Practice Committee. 

Kai Shing–ICC has clear determinants by using top 2 and bottom 
2 on its 6-point scale indicating satisfaction and dissatisfaction 
respectively. The dedicated Best Practice Committee looks into 
customer feedback and gives rise to new services. Moreover, the 
Account Managers use various means such as SMS, computer apps, 
to engage with their customers. 

The concierge shows high commitment to increasing value added 
services. The company attempts to exceed customer expectation by 
providing ad hoc services like organizing tenants’ wellness seminar, 
assisting minor in-house maintenance and providing event support.

Measurement, Analysis, and Knowledge Management

By measuring the performance level methodically, KPIs are selected 
with reference to various established ISO systems. Performance 
targets in water, air, and hygiene are more stringent than statutory 
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requirements to ensure achieving a high-level of estate management 
service standard. Kai Shing–ICC benchmarks its performance against 
prestigious tall buildings in the world to support operational and 
strategic decision making and innovation.

Continuous improvement frameworks like PDCA (Plan-Do-Check-
Act) and PEMI (Planning, Execution, Monitoring, Improvement) 
are deployed. ISO 22301 Societal Security – Business Continuity 
Management Systems is adopted with contingency procedures 
and regular drills. Best Practice Committee, which comprises 
representatives of management services, technician services, and 
customer services, is established for engaging knowledge transfer and 
leveraging advanced technology.

For external communication, multi-media interfaces are used to 
enhance the timeliness and user-friendliness of information. For 
internal communication, digital devices are used to achieve data 

Building Management System to monitor and enhance its facility 
maintenance capability, whereas the corporate SuperE Management 
System facilitates the information sharing and alignment.

and specialized training centres. Job rotation and secondment are 
available for staff to grow and understand their career aspirations. 

of the staff wellness and safety. Stress Management Policy is in place 
to educate the staff the importance of physical and mental health. The 

Class granted by the Environmental Protection Department.

Staff focus group collects feedback related to work environment, 
adequacy of working equipment and tools, work satisfaction and 

Employee Satisfaction Survey is also conducted to collect staff 
feedback. Good correlation between productivity and happy workforce 
is observed.

To encourage open discussion and foster a casual-formal organizational 
culture, the “walk management” is adopted. Regular training with 
questionnaire surveys is performed to evaluate the effectiveness of the 
training materials.
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A “Check, Check and Double Check” culture and the “Plan-Do-
Check-Act” framework are observed in its work process design. 

Business Contingency Management System is deployed. Business 
Impact Analysis helps identify key work processes and their 
requirements. Risk Assessment process is utilized to characterize key 
measures to control and improve its work processes and performance. 
Regular drills with tenants are employed to improve work processes 
and reduce variability. Safety and Emergency Preparedness are highly 
regarded with extensive programmes, procedures, drills, and training 
programmes.

Cost control process is tightly managed with a 3-year plan for 
enhancement work and a 5-year plan for major replacement/maintenance 
work. A comprehensive supply chain management is deployed with clear 
document management and systematic scoring systems. 

Results

The design of the emergency preparedness program is impressive 
with extensive number of drills conducted. Between 2011 and 2014, 
the annual tenant survey showed that customer satisfaction has been 
maintained at a high level, and the numbers of commendations from 
tenants have been increasing.

Good employee satisfaction survey results and retention rate are 
observed. Around 50% of the workforce has been working in the 
company for at least 2 years and 32% of it has joined over 4 years. 

Several internal assessment frequencies of Kai Shing–ICC have 
surpassed the current regulatory and legal requirements. Various 
green initiatives are employed with fruitful outcome. ISO22301: 2012 
Societal Security – Business Continuity Management Systems was 
obtained in 2013. 

features in both hardware and software. Kai Shing–ICC has 
implemented over 70 energy saving measures since opening in 2012 
which have saved over HK$ 8 million.
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