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ETRRS Electrical & Mechanical Services Trading Fund

The Electrical and Mechanical Services Trading Fund (EMSTF)
was established on 1 August 1996 by a Legislative Council
resolution. We have since lived the trading fund spirit
which requires us to operate on commercial principles of
financially self-supporting and facing competition, despite

our government department identity.

Our team of 4,500 devoted and competent employees
coupled with our partners offer one-stop engineering
support and peace-of-mind services including 24-hour
emergency response to over 100 government departments
and public organizations in Hong Kong. Our services
cover project consultancy and management, operation
and maintenance services in electrical, mechanical, air-
conditioning, building services, electronics, Information

Technology (IT) infrastructure and vehicle engineering.

Each of our six Strategic Business Units operates regional
servicing centres, in addition to resident teams at key
venues, such as major hospitals and the Hong Kong
International Airport, to take good care of over a million
systems and equipment at 7,000-plus locations scattered

all over the territory.

Guided by our mission, we strive to support our customers
for their better serving the community. Capitalized on the
latest technologies, we create values for our customers
as in the case of the WTO Hong Kong Ministerial
Conference as well as to enhance our productivity. We
have our own data centre, departmental network and a
recently commissioned Enterprise Resources Planning
System. Our Headquarters building, featuring a number of

the latest energy efficiency technologies and the largest
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photovoltaic installation in Hong Kong, is an excellent

example of sustainable development for the community.

Leadership

The story of EMSTF is a story of change. In nine short
years we have re-invented ourselves from a conventional
government department to a market-driven organization
with a customer-focused culture. Our cultural change has
all the elements for a successful change management:
vision and commitment from top leaders, good
communications, motivation and reinforcement for staff
to sustain change efforts, and the institutionalization of

changes into organizational systems, culminating in TOM.

Ever since the inception of the EMSTF, our senior leaders
have always had a blueprint in mind about the intended
organizational identity. They have initiated a number of
quality initiatives including Total Quality Management and
proactively communicate with staff to ensure that an
agile, innovative and socially responsible organization is

built and sustained.

Strategic Planning

Our operating environment is competitive and dynamic.
Since 2002, we have enriched our service offerings with IT
and Facility Management services, after strategic analysis
of the market and customer needs. The new services have
provided us with impetus for innovation and growth, and
represent another breakthrough in exceeding customer

expectations.

Our strategic planning process is market driven. Since 1996,

we have conducted annual planning to develop a rolling
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5-year plan exercise, as we are serious about charting
our course for future growth. To ensure that the future
directions are understood and shared throughout the
organization, we maintain a good level of involvement of

staff in the strategic planning process.

Customer and Market Focus

Both explicit and tacit customer needs must be satisfied
at the specified times and places. We provide both “hard”
services such as plant maintenance as well as “soft”
services such as energy saving talks via reaching out to
customers to create extra value to customers, resulting in

win-win for all.

Limited by the defined pool of public sector customers
under the Trading Fund Ordinance, our core strategy in
customer and market is to retain all existing customers
and business, to regain any business loss through
improvement, and to develop new services appealing to

existing customers.

Measurement, Analysis, and Knowledge Management
We strongly believe that people have enormous
potential in innovation and productivity enhancement,
given the right environment. Ever since 1991, we have
adopted a series of measures to unleash this potential in
our staff, including Staff Suggestion Scheme, the Process
Improvement Schemes, Technology Day and TOM Days, all

in the spirit of “Quality Improvement through Team Work”.

We are a firm believer in “what gets measured gets done”.
The core of our performance measurement is a fact-

based Balanced Scorecard (BSC) system encompassing
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the six key result areas in the TOM Model. We use
advanced computer tools extensively to manage data

and information, and also our knowledge.

Human Resource Focus

EMSTF is a melting pot for staff of different professional
skills, with a good mix of civil servants and non-civil service
staff. Despite the diversity, we have orchestrated a well-
coordinated system to ensure the equity and good care
of different human resources aspects, implementing staff
appraisal systems to gauge staff performance and career

development potential.

We believe that our staff would readily contribute when
they are given a chance to learn and grow. Despite the
constraints of the governmental bureaucracy, we are
committed to be flexible and innovative to groom and
utilize our people; and to create incentive schemes within
the system to reward high performance. We are determined
to foster a caring and learning culture for enhancing the

agility of both our organization and our staff.

Process Management
Commitment, one of our core values, is practised by
our staff everyday to secure customers’ total reliance for

equipment availability and uninterrupted service.

We adopt the Plan-Do-Check-Act (PDCA) Cycle and the
Integrated Management System which comprises 1SO9001,
ISO14001 and OHSAS18001 to manage our processes.
We encourage our staff to employ new technologies
and exploit their innovation, and also to adopt process

benchmarking to foster continuous improvement.
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Business Results

Our business results are characterized by above-target
financial returns, high standards of service, longer contract
period of Service Level Agreements, tangible savings for
customers and consistently rising trends in both customer
and staff satisfaction levels. The results demonstrate our
effective strategies in meeting our business objectives and

creating sustaining value for our stakeholders.

Everything that EMSTF has set out to accomplish and
accomplished in the past few years is encapsulated in
our Vision, Mission and Values. The VMV sets the scene for
our cultural change and is the common thread weaving
through all of our management initiatives. We treasure
the EMSTF that we have built today and are pleased
to see that our management and staff are devotedly
marching towards the accomplishment of our Vision -
the most-favoured E&M engineering service provider

in Hong Kong.
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