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Hong Yip Service Company Ltd is
a wholly-owned subsidiary of Sun
Hung Kai Properties Ltd. The
Companys vision is To Become the
Hong Kongs Best Quality Property &
Facilities Management Company and
To Create an Ideal Home for our
Customers. Also it is the companys
mission To Deliver Our Premier
Services with Supreme Courtesy
Managing all to the Highest Quality
Standard. Superb cooperation among
staff and deep trust and support from
clients have helped the Company to
establish itself as one of the leading
property and facility managers in Hong
Kong. Today, Hong Yip manages a
portfolio of more than 900 residential,
commercial and industrial building
blocks throughout Hong Kong Island, the
Kowloon Peninsula and the New
Territories. In terms of floor areas, Hong
Yips management portfolio covers more
than 80 million sq.ft.
The Company has over 4,000 welltrained staff providing true service
excellence. Whether for management
or value-added services, Hong Yip has
achieved exceptional results, winning
numerous industry awards and wide
recognition from professional groups.
This highly-esteemed organization is
also now quickly expanding its scale of
operations.

Leadership
Hong Yip upholds its policy of
offering the very best in courteous
s e r v i c e e v e r y d a y. T h e s e n i o r
management of Hong Yip always sets
a good example in leading staff to build

an innovative environment throughout
the organization. All staff members are
encouraged to contribute new ideas for
service improvement.
In addition, senior management
regularly conducts clear and
comprehensive reviews on
organizational performance and
progress, as well as revises both long
and short-term strategic plans, then
identifies solutions on how to improve
the Companys business performance.

Strategic Planning
H o n g Yi p h a s f o c u s e d i t s
organizational policy on all aspects of
quality management, occupational
health and safety management and
environmental management. Based
upon these policies, Hong Yips top
management has developed its long
and short-term strategies accordingly.
For instance, to achieve the very finest
in people-oriented services, the
company has developed a unique
Service Excellence strategy,
emphasizing core values in four key
areas: Initiative, Smiling, Greetings
and Friendliness. The strategy is
deployed in all relevant parts of the
Company. For example, employees are
trained to deliver efficient, professional
service with sincerity and enthusiasm.
To ensure that long-term strategies and
operational plans are able to accurately
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s e r v e t h e C o m p a n y s b u s i n e s s
development, senior management
conducts regular evaluations of
different policies. They also gauge the
appropriateness of their core values and
conduct systematic analyses of
information gathered from different
aspects of their business.

Customer and Market Focus
Hong Yips main mission, of course,
is to provide professional property and
facility management services. Apart from
daily requirements such as security,
maintenance and repair, environmental
management and financial management,
the Company is also committed to
satisfying the unique requirements and
needs of individual customers.
Therefore, Hong Yip categorizes its
customers into four groups: central
management, low-population residential
estates; industrial and commercial
buildings; Home Ownership Scheme
housing estates and large housing estates.
They then categorize the market
according to property types and
geographic locations. This allows Hong
Yip to gain an in-depth understanding of
its customers requirements and needs in
order to tailor the most suitable
management solutions and maximize
resources for optimal management
efficiency.
To ensure satisfactory services for
all customers, Hong Yip must have
a complete understanding of
everyones requirements and needs.
Therefore, the Company regularly
conducts many different types of
customer surveys, including the
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Management Service Questionnaire
Survey as well as home visits to better
focus on customers needs and level of
satisfaction. Moreover, the Company
also provides different communication
channels to customers so that they can
give their comments and opinions, as
well as access timely information
through means such as the Intellinet
Management System, Superhome.net
service platform, web sites, customer
hotlines and meetings with owners,
etc.

efficiency performance. In addition, the
mechanism also covers a series of
performance measurement indicators
so that management can analyse
performance results of different aspects
of the organization, and thus formulate
improvement solutions and strategies.
These solutions and strategies can then
be communicated to all staff members
at all levels within the organization to
ensure that they understand the
performance requirements and
measurement mechanism.

Information and Analysis

Human Resource Focus

H o n g Yi p h a s a n e f f e c t i v e ,
integrated organization performance
information management
mechanism. Using this mechanism,
the Company can ensure that
different staff members in different
posts are able to access relevant
performance information in order to
evaluate and improve the operational
p e r f o r m a n c e o f t h e o rg a n i z a t i o n .
The mechanism comprises four
major parts: the organizational
performance measurement
mechanism, organizational
performance analysis and reporting
mechanism, organizational strategic
planning and management
mechanism and information
communication mechanism.

High-quality management service
cannot be achieved without highquality human resources. Hong Yip
achieves outstanding performance and
is the industry leader in human
resources training, development and
allocation. Every new employee whose
job is associated with security or
property management must undergo a
Security and Property Management
Tr a i n i n g C o u r s e  , t h e n p a s s a n
examination and obtain a valid licence
before he or she can report for duty.
H o n g Yi p a l s o e n c o u r a g e s s t a f f
members to undergo continuous
training to enhance the depth of their
knowledge and level of
professionalism. This gives them more
confidence when coping with any type
of emergency. Moreover, in order to
meet qualifications for bidding on
management contracts from the Housing
Department, all Hong Yip property

Wi t h i t , H o n g Yi p i s a b l e t o
measure and collect organizational
information on key aspects of its
business like: (1) daily operations (2)
customer and market performance (3)
financial performance (4) contractor
performance and (5) organizational

23

managers are required to get professional
qualifications, including M.H.K.I.H. and
M.C.I.H certification.
Hong Yip is active in training and
developing staff members potential. The
company also uses different types of
incentive programmes to encourage staff
members to achieve outstanding
performance in customer service
e x c e l l e n c e . I n 2 0 0 0 , H o n g Yi p
obtained OHSAS 18001 certifications,
reflecting the Companys commitment to
improving the work environment for its
staff. In addition, it is also concerned
about staff benefits and job satisfaction.
Different channels, like questionnaires,
staff meetings and recreational activities
have been set up to collect staff
members opinions and gain relevant
information to improve conditions for all
staff.

Process Management
To ensure that the CompanyÕs
operations comply with all
requirements, Hong Yip has developed
an international management system.
As evidence of its commitment to
environmental protection, in
December 2001 Hong Yip received
ISO 14001 Certification. Before that,
in December 2000, the Company
upgraded its quality system to ISO
9001 (year 2000 version) for all the
properties it manages. This was also the
first of its kind in Hong Kong. At the
same time, Hong Yip was also awarded
the OHSAS 18001 certificate for its
achievements in occupational health and
safety management systems in the major
properties it manages. In order to
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enhance service excellence further and
meet its business goals and strategies, the
Company conducts regular evaluations
of every process and its appropriateness.
Ta k i n g a d v a n t a g e o f i t s s t r i c t
outsourcing system and efficient
resources allocation, Hong Yip has also
been a leader in successfully controlling
costs and achieving the benefits of
economies of scale. The key factor in
this success has been the establishment
an excellent cooperative relationship
with the Companys contractors. The
result has been that Hong Yip is able to
monitor effectively contractors
performance and carry out close
communication with them. This has led
to working together to formulate

improvement solutions for enhanced
service quality and improved
competitiveness for both parties.

Business Results
To enhance competitiveness, Hong
Yip has adopted a policy of
strengthening its internal advantages
and external development through the
principles of service excellence. This
is coupled with the Companys excellent
process management and a solid
commitment to enhance customer
satisfaction. Therefore, Hong Yip has
achieved excellent results and
outperforms its competitors in various
dimensions, and has earned wide-spread
recognition from within the industry and
from the public at large. Among these
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outstanding results has been winning the
title of Best Property Management
Agent by the Hong Kong Housing
Authority for eight consecutive years. In
2000 and 2001, Hong Yip was also
named Most Environmental Friendly
Property Management Agent by the
Hong Kong Housing Authority for its
exemplary performance in waste
recycling. In addition, Hong Yip also
actively practices good citizenship
through its participation in many major
charity activities and other goodwill
contributions to society.
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ISO14001

2000
ISO9001

M.H.K.I.H.

M.C.I.H.

TM

Superhome.net

2000
18001
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OHSAS

2000
OHSAS 18001

