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Established in 2003, Island South Property Management Limited 
("ISPML") is a wholly owned subsidiary of Pacific Century 
Premium Developments Limited ("PCPD") specialising in residential 
property management services. PCPD is principally engaged in the 
development and management of premium property and infrastructure 
projects, as well as investment in premium-grade buildings in the 

The ISPML team comprises around 300 experienced, customer-
oriented and committed staff, providing an around-the-clock intensive 
management service to safeguard the best interests of clients at the 
managed properties. Over the years, ISPML has fostered a mutually 
respected working relationship with clients, and shared a mission 
to maintain the prestigious brand image that enhances value of 
the properties. The No-Compromise in service quality of security, 
cleaning, maintenance, dining services plus high-end lifestyle themed 
clubhouse facilities and services has set a new standard for the luxury 
residential accommodation sector. 

ISPML aims to become the preferred employer for outstanding 
performers in the industry. 

Leadership

ISPML's mission is to provide "Premium Management for Quality 
Living" to our customers. To achieve this ultimate goal, we adopt 
the core values of "Integrity", "Commitment to the environment", 
"Focusing on employees" and "Developing talents for the industry". 
In this regard, we take practical approaches to communicating our 
values to our staff, so they can be comprehensively realised.

ISPML's management philosophy is more sophisticated than is typical 
for the property management industry – which is perhaps stereotyped 
as limited to security management and daily upkeep of facilities, and 
implies little enhancement or progress. Bel-Air, as ISPML’s prime 
managed property, is a place of insight. 

Management of Bel-Air does not rest on the laurels of its world-
class building design and facilities. For our customers, ISPML is 
determined to provide a holistic “Lifestyle Experience”, supported by 
premium-quality service and, critically, including the promotion of 
environmental awareness throughout the neighbourhood. For employees, 
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ISPML offers the best career planning, which not only aims for the 

management services industry, with the ultimate goal of nurturing the 
best talents for the property management sector in Hong Kong. 

Our vision and mission are integral to the company's goals, and 
communicated to the employees through all possible channels. 

ISPML emphasises succession planning, by developing employees’ 
fullest potential. 

For sustainability, ISPML establishes partnerships with other green 
organisations, to promote environmental awareness among customers 
and uphold our corporate social responsibility. 

ISPML carries out SWOT analyses with all department heads, as a 
clear process for identifying the current standards and positioning 
of the company, which are crucial for future strategic planning. 
Therefore, we have adopted a three-year plan to outline the 
company’s objectives to meet and exceed our customers' expectations. 
Coupled with the company mission, this process also sets forth the 
Key Performance Indicators (KPI) for service enhancement in every 
individual management domain; these enhancements are subsequently 

then analysed and developed into an achievable action plan indicating 
short- and long-term targets. We also encourage regular reviews with 
stakeholders.

ISPML maintains close connections with key stakeholders as well 
as our working partners. Collaboration has been proved effective by 
mapping out the Mission Statement for Bel-Air that prioritises the 
focus areas. It creates a reliable framework for future management 
planning.

ISPML also adopts “Walk Management”, in which the management walks 
to the front to continuously monitor our actual performance in all areas. 

ISPML upholds the service standards equivalent to internationally 
renowned hotels, and adopts every feasible mean of listening 
to residents' voices, by setting up the Bel-Air Hotline, which is 
administered by an independent department to facilitate efficiency. 
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the Glitch Reports that are discussed from the residents’ perceptive at 
the monthly Operation Meetings. 

In addition, ISPML has optimised the Duty Manager and Silent 
Shopper System to enhance quality assurance system. The Duty 
Manager walks around all departments to ensure the working 
processes are seamless, thus enhancing productivity and team 

of Silent Shoppers. Furthermore, the performance pledge of 24-hour 
complaints investigation and a stellar reporting system have important 
roles for the continuous enhancement of service standards.

Communication channels include not only the traditional ways of 
notices and letters, but also special publications, such as, Bel-Air 
Magazine, Newsletters and other booklets. 

The implementation of the major annual Customer Satisfaction 
Survey is the most comprehensive within the industry. An action plan 
is developed based on the collected data, for incorporation within our 
three-year plan. 

Measurements, Analyses, and Knowledge Management

ISPML operates in accordance with ISO 9001, ISO 14001 and 
OHSAS 18001 certification. Staff training courses and workshops 
including work safety, servicing, operation procedures, and complaint 
handling are scheduled in the year-plan and conducted regularly.

Cross-departmental cooperation is encouraged by setting up working 
committees with representatives of all departments, to achieve synergy 
in group decision-making.

ISPML adopts and adjusts career planning which best benefits 
employees. A mentoring scheme is implemented. Re-development is 

in switching positions to work in different departments. 

In preparation for succession planning for company and even property 
management practitioners, ISPML utilises resources for employees to 

ISPML promotes and empowers innovation by employees. We adopt 
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meaningful ideas by allowing the contributing employees to lead the 
implementation. Employees’ suggestions and initiatives are also taken 
into consideration in their annual performance reviews. 

ISPML upholds the mission of PCPD, to maintain a safe, secure 
and respectful workplace delivering a high level of service, integrity, 
quality, and performance. Drills and training courses are scheduled 
and frequently conducted to equip employees with the latest 
knowledge on dealing with emergencies. 

Business partners, such as, service contractors are selected through 
a strict and fair tendering system, with better control than is legally 
required. Stakeholders’ participation will be invited through the 
tendering procedure, for higher procurement transparency. While 

ISPML imposes additional assessment criteria in environmental 
protection, and waste reduction etc. 

Principally, ISPML stresses “Process Reengineering” by regularly 
reviewing the workflow of the current operations and striving to 
further boost productivity. 

Results

With all the efforts integrated into an effective management system, 
ISPML successfully achieved improvement every year in overall 
customer satisfaction in the annual survey. Compliments tripled 
in 2014 compared with 2013, whereas complaint figures dropped 
consistently from 2011–2014. Employees' workplace satisfaction has 
remained consistently high, exceeding 90% from 2012–2014. 

due to injury dropping by 68% from 2012–2014, while an ongoing 
decrease in staff turnover rate was recorded in the same period. 

ISPML received the Family-Friendly Employers Award, in recognition 
of our in-house training, 10-year Long Service Award and special 
arrangements focusing on employees. 

environmental factors, the management fee levels of Bel-Air are 
among the most market-competitive among benchmarked residential 
developments, while properly maintaining excellent quality of life. 

2014 2013
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2012-2014 90%

2012-2014 68%


	QA2015_SouvenirProgramme 35
	QA2015_SouvenirProgramme 36
	QA2015_SouvenirProgramme 37
	QA2015_SouvenirProgramme 38

