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Professional Diploma in Housing Management (3-year part-time)

e Professional Recognition: Corporate Membership
Chartered Institute of Housing (CIH)
Hong Kong Institute of Housing (HKIH)

e Academic Advancement
Graduates will be able to articulate to top-up Bachelor degree programmes offered at local and
overseas universities.

Closing date for application: May 15,2013

I\) Enquiry: 2508 8819 / 8821/ 8818
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Advanced Certificate in Property Management (1-year part-time)

e Access Course to Professional Diploma in Housing Management

Closing date for application: June 14,2013
Enquiry: 2508 8816 /
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HKU SPACE is a non-profit making University company limited by guarantee.
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Chairman’s Report
T REmE

Fellow members,

Time flies and my 2nd year term as the chair of
CIHAPB will soon be over. With the full support
from members of the Executive Committee,
substantial advancement in various aspects of
work have been observed.

| would like to convey my heartfelt appreciation
for their unfailing support and commitments to the
Institute over the past two years.

Details of the works done by various sub-
Committees over the year have been incorporated
in their respective reports and here, | will highlight,
the major areas of our work for your information:

1) Membership

In 2012, we are able to maintain a steady
membership growth and the average number
of members (for all categories) remained over
2,200. There has been a continuous increase
in the number of members in Mainland China
which is at par with the training courses
organized by the 2 partners, namely CBRE
and Venci. Now we have a total of 251
members and we anticipate that the numbers
will continue to grow in Mainland China in
future due to (1) the increasing demand for
better PM services with the rapid economic
development over these years and (2) the
formal launch of national examination for
Certified Property Managers since 2010.

In order to maintain better services coverage
to the members in China, we are now
planning to set up a permanent representative
office in Mainland China which will serve as
a central point of contact for all members
and to handle their enquires and applications
just like the Administrative Office in Hong
Kong. On the other hand, we will also plan
for setting up a few contact points in various
locations in North, South and Central China to
facilitate the easy contact with the members
in the various regions. We will expand further
to Sichuan and Macau as and when situation
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allows. The primary objective is to build up
our own membership network in China in the
near future.

On the contrary, it is observed that over 2012,
the number of members in Taiwan has been
reducing due to one reason or another. The
EC will look into proactive ways to enhance
our services for the Members thereat and will
maintain cooperation with our partner Hwa
Hsia Institute of Technology for development
and accreditation of new professional courses
and to recruit more new members from the
property sector. It is expected that more new
members can be recruited with the concerted
action from our Representative Office at
Taiwan.

Continuous Professional
Development (“CPD”)

With effect from 1.1.2013, all Registered
Professional Housing Managers have to
fulfill the CPD requirement of 20 CPD
hours upon renewal of their registration
with Housing Managers’ Registration Board
(“HMRB”). Currently, CIHAPB does not
run an independent CPD Programme for
our Members and their CPD will be vetted
by Hong Kong Institute of Housing before
HMRB will approve their application for
renewal of registration. In order to keep
abreast with the changing market demand
and to prepare for the forthcoming Licensing
Regime for property management companies
and practitioners, The Professional Practice
Sub-Committee has drawn up the an initial
plan for the implementation of CPD for our
members. It is proposed that our members
have to fulfill 20 CPD hours/year for
membership renewal. The IT Sub-Committee
is now working hard on the necessary
computer registration system. We are
optimistic that the whole CPD system can be
launched in mid 2013.
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Training

As mentioned in Paragraph 1, the number of
Members outside HK has been increasing
after the signing of the cooperation
agreements with CBRE & Venci in mid 2010.
In view of the growing demand of property
management professionals in PRC market,
preliminary contacts has been made with
CBRE and Venci to extend our cooperation
in professional training in the coming 2-3
years. Apart from the training courses, the
setting up of 2-3 contact points in PRC is
also under consideration with the support
of our partners. The ultimate target is to
further extend our membership base through
approved professional training courses
organized by our partners locally. Our
General Manager (Professional Development)
will keep monitoring on the courses organized
by our partners to ensure candidates taking/
passing these courses have fulfilled the
admission standard laid down by CIHAPB.

In addition, we have also organized seminars
and forums with other local institutions in
Chengdu (6/2012), Shenzhen (9/2012), Beijing
(7/2012 and 11/2012) on contemporary
management theories and practices on
different types of valuable assets. The
attendance is by far very satisfactory and
attracts over 200 for each occasion.

Up to the end of 2012, we have over 250
members recruited through this routing.
Mr WONG Hin-nang is now liaising
with other interested Institutions and
multi-national Companies to explore the
possibility to extend our training programme
further to other locations like Chengdu.

4)

Qualification Framework (“QF”) for
Property Management Industry

Over the past few years, | have been
participating in The Industry Training
Advisory Committee for Property Management
Industry for the promotion of qualification
framework for industry wide, especially the
reciprocal recognition of prior learning for
the frontline practitioner who possess years
of experience in their work but hold no
recognized academic qualification. The result
is encouraging and up to end of Nov 2012,
3457 applications have been processed by
VTC (the appointed organization to handle
RPL applications), covering a total of 4,581
units of competency. On the other hand,
Education Bureau has also launched recently
the use of credits and Implementation of
Award Titles for the QF. Henceforth, the road
map for individual practitioners to attain truly
recognized qualification under the QF will
be clear and definite and be recognized by
Industry as a whole.

To allow these practitioners whose
qualifications have been recognized through
RPL to join the Institute as our Members,
Membership Sub-Committee is now working
on the details of a new Membership category
so that these practitioners can be admitted
as our Members. Details will be circulated for
information of Members once it is ready.

Last but not the least, | have to thank you
once again for the very strong support from
you over the past two years. | sincerely
call upon your continual support to the new
Executive Committee to make their work a
more successful one in the coming two years.

Wishing you all a happy and prosperous
2013!

Cliff WONG
Chairman
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About CIH & APB
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About CIH & APB

The Chartered Institute of Housing (CIH),
with headquarters in the United Kingdom, is
a professional body for housing managers.
Throughout the years CIH actively advises
governments on housing management policies,
promotes the code of ethics amongst housing
practitioners, educates and nurtures housing
professionals, and works to advance the
development of the profession.

With a primary aim to promote the art and science
of housing, CIH offers training programmes,
provides professional advice and disseminates
technical information to its members and the
public. Moreover, it serves as a common platform
for members of its 13 branches to exchange views
and to share experience on housing management
with other housing organizations.

The Hong Kong Branch of the Institute was first
constituted in Hong Kong under the Societies
Ordinance in 1966. In 1988 it registered under
the Companies Ordinance as an overseas
representative office of CIH and was later renamed
as Asian Pacific Branch in 2001 to reflect the
wider spectrum of services it renders.

CIH has over 22,000 members worldwide, with
over 2,000 from the Asian Pacific Branch. Its
members work predominately in government
housing authorities, educational institutions, private
corporations and non-government organizations
in both the UK and the Asia Pacific Region.
Professional qualifications validated by the CIH are
widely recognized by both the public and private
sectors in the UK and Hong Kong.

The Asian Pacific Branch has been involving
actively in professional training on housing
management in Hong Kong since 1968. It
validates academic programmes that lead to
professional qualifications in housing management.
Upon completion of the Practical Experience
Requirement, graduates of validated programmes
are eligible to apply for CIH membership. CIH
has engaged in partnership with the University
of Hong Kong, City University of Hong Kong,
The Hong Kong Polytechnic University, Hong
Kong Institute of Vocational Education as well
as Wuhan University in Mainland China and Hwa
Hsia Institute of Technology in Taiwan in offering
programmes accredited by CIH.
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CIH promotes steadfastly professionalism of housing
management in the Asia Pacific Region and organizes
regularly seminars, conferences and professional visits in
Hong Kong and major cities in the Region. The Asian Pacific
Branch is active in setting up working relationship with its
counterparts in the Region to promote the Branch as the
hub of the Region for professional exchange.

CIH welcomes people interested in pursuing housing
management as a career and also those in participating the
activities of CIH.

The Mission of CIH is “To maximize the contribution
that housing professionals make to the well being of
communities.” through the following means:

o Promote the art and science of housing;

o Enhance the image of the CIH and its Asian Pacific
Branch as a reputable professional body, thereby
promoting the excellence in property management by
well-trained and qualified professionals;

o Adapt to the ever-changing housing industry and share
best practices amongst housing professionals;

° Provide training opportunities for acquisition and
dissemination of technical information and professional
knowledge for the purpose of upholding professional
standards;

° Offer advice on public consultation papers on housing
and ally with Hong Kong counterparts to maintain
partnership;

o Strengthen collaborations in the Asia Pacific Region;

o Develop the CIH Asian Pacific Branch as a regional
hub, thereby enforcing the membership drive in the
Region;

o Organize conferences, forums, technical visits and
symposia as discussion platforms for experts and
industry leaders to gather and interact on topical
housing issues; and

° Publish newsletters, books and publications to let

members stay abreast of the latest development in
housing management.

2012 £

DANEHRBHERBEDAMER - YRE
7B N g K& ) 3 Bk T I 9 S 19 B2 AT SO
Eife& - ng *ﬂﬁt%a B NEHEE
I?*m&ﬁﬁﬁﬁ FEMEK UMBY K
DEKASEANERREAL -

THEFEEEEXENME

BEE0A;
EEBREHEBHOALRBRNREE -

¥ E

BefBaA TRBEEASES(REREE
BEEABHUBEEHEAERNTE

s HERETEZEXMNMBEEM -
s RAEBEMIVENIEXTR  BBTE

XRIFNIRNEBEXRERNEEE R
ANBHEREFEEERS

s HEERTHRBNEEEERTERNEZR
EERER

s AETERHEBRMEABEI - UESE
RKF o

s EABRRHEEEFBHHNAEMIE  R=H
i%%‘ﬁ CUREERRERNEES

e IMBESAREEBRNASFREE -

s ZRTADEMBIEARIXAENE
e YREAEREERE -

. ﬁi#ﬂ#iﬁﬁﬁ‘]‘@ FEe%  EEER
HMEAN®mE  BEAERLRERER

wmEHTa ﬁ HERAMBHR

o  HRTIMERERE

 FEREGHEREE
EE%"JELE—%EE”],%EI °




SERVICES TO
MEMBERS

=il




RBERFEEREEETANE

Services to Members
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CIH member’s services include:

CIH Members Bulletin (e-zine)

o The APB Housing Express magazines

o The APB e-Housing Express

o Careers and Professional Development Service
. Practice Online

° Housing Law Services

. Members Credits

. CIH Yearbook and Membership Directory

o Events and Seminars

° A searchable online directory of CIH members and a
facility for members to update their details online

° Discounts on a range of products and services
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The Executive Committee
HITEE=Z

Chairman
Mr Wong Kai Sang, Cliff

E
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Vice Chairman Immediate Past Chairman
Dr Yip Ngai Ming Mr Poon Yuen Fong, Sanford
BERE HEERE
ERHF LT EIRM &

Honorary Secretary Honorary Treasurer Training Officer
Ms Kwok Pik King, Theresa Mrs Li Lam Chin Ching, Rita Mr Ng Kwong Ming, Paul
RBEUWE & AE EIEE
RERLZ LT EMREZL RFEEEE

2012 F i}




Chartered Institute of Housing Asian Pacific Branch

Chair of Activities Committee
Ms Wong Siu Ling, Linda

Membership Officer
Mr Ng Mei Chuen, Frederick
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Chair of Professional
Development Committee
Dr Yuen Wai Kay, Ricky

EXRREEETE
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Chair of IT Committee
Mr Fung Ping Yan
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Chair of Publications Committee
Mr Chan Wai Kong, Frankie

Co-opted Member
Mr Lee Kwong Yiu, Ernest

HMEEEEXE BEES
BREEN E4E TRBEE
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Chair of External Affairs
& PR Committee
Mr Luk Wai Lun, Stanley

HHEBRALBREZEEER
ERMEE

Chair of Professional Practice
Committee
Mr Chiu Sin Hung, Bonny

EXBERZEEEXZE
HEELE

Co-opted Member
Mr Fung Po Kwong, Paul

BEES
BEXEE
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Co-opted Member
Mr Wu Yi Cheng
wEES
KRB L

Co-opted Member
Mr Chui Ming Man, Jackey
BEES
B KL

Co-opted Member
Mr Wong Ying Kit, Romulus

BEES
BRGRE
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Co-opted Member

Mr Tong Wing Ho, Edmund

BEES
BRERRE
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Co-opted Member
Ms Fan Chui King, Agnes
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Co-opted Member
Mr Ho Chun Nin, Edwin
HEEE
MEFEE

Co-opted Member
Mr Kwong Lap Shun, Keith
BEZS
BIiEEE

Co-opted Member
Mr Chow Chun Ling, Kenny

BIERS
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Co-opted Member
Mr Lai Yuk Tim, Tim
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Hon Advisors

HEEM

Honorary Legal Advisors

BELEREE

Honorary Advisors

BEEM

Administration Support
General Manager
Fopcg]

Administrative Officer
THEME

Administrative Assistant
1TEBHER

Mr Chung Pui Lam, GBS, OBE, JP
EHMEE

Mr Lam Kin Hung, Patrick
MR EE

Mr Chan Ping Woon, SBS, MBE, JP
BRIA IR e &

Mr Lee King Chi, Joesph, BBS
TWERE

Mr Li Pak Ho, MBE, JP
FERERE

Mr Tsai Chin Lung
HRELE

Miss Wong Lai Chun, BBS
ITEY /A

Mrs Wong Ng Wenh Ky, Julia
ERAkELZ LT

Mr Wong Hin Nang
EERELE

Ms Yung Po Kwan, Patsy
SHEHELZL

Ms Kwok Yik Che, Elise
WRZLZt
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Activities Committee
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Committee Members

Chairperson
Vice Chairperson
Members

Ms Wong Siu Ling, Linda
Mr Kwong Lap Shun, Keith
Mr Chiu Sin Hung, Bonny
Ms Fan Chui King, Agnes
Mr Fung Ping Yan

Ms Kwok Pik King, Theresa
Mrs Li Lam Chin Ching, Rita
Mr Luk Wai Lun, Stanley

Mr Wong Kam Tong, Vincent
Ms Wong Siu Lai, Nora

Mr Wong Ying Kit, Romulus
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Missions

To arrange logistics and support on local & overseas
Conferences / Seminars / Talks / Study Tours and Technical
Visits for members and Executive Committee.

Achievements in the Year
Overseas

e Study tour to Seoul in April

e Manchester Conference & Exhibition in June

e Housing seminars in Chengdu / Beijing / Macau /
Shenzhen in June / July / September / December

e International Property Management Conference in
Taiwan in December

Local

e Monthly Branch Executive Committee Meeting

e Branch Annual General Meeting in January

e Branch Executive Committee Brain Storming session in
January

e Spring Cocktail Reception of the Hong Kong Professional
Property Services Alliance

e Joint Annual Dinner with HKIH in November

e Receiving Mainland China, Macau and overseas visitors

e Various seminars / talks / workshops / local visits
organized by External Affairs & Public Relationship
Committee and Professional Practice Committee
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Education and Training Committee
HEKREIEZES

Chairperson
Vice Chairperson

Committee Members ZRg
Mr Ng Kwong Ming, Paul *ZE
Mr Fung Po Kwong, Paul BlEZ
Mr Wu Yi Cheng
Mr Cheung Shu Yan, Edmond ZB8

Members

Mr Chiu Pak Lung

Mr Chui Ming Man, Jackey
Mr Lau Ping Wah, Steve
Mrs Li Lam Chin Ching, Rita
Dr Lin Kwan Wah, Valentino
Ms Tang Po Yee Polly

Mr Tong Wing Ho, Edmund
Dr Yuen Wai Kay, Ricky
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Missions

To implement educational and training policies
formulated by the Institute’s headquarters in UK.

To assist the Institute in validating / re-validating
housing / property management courses in Asian Pacific
Region.

To liaise and work with the universities and other
academic / vocational institutions in Asian Pacific Region
for the provision of housing / property management
training courses.

To arrange / assist educational and training activities
with other committees and institutions as and where
required.

Achievements in the Year

Participating in the Academic Committees of the
following courses:

— Master of Housing Management (Professional
stream) Department of Urban Planning & Design,
The University of Hong Kong

— Master of Arts in Housing Studies, Department of
Public and Social Administration, City University of
Hong Kong (City U)

— Professional Diploma in Housing Management,
School of Professional and Continuing Education
(SPACE), The University of Hong Kong (HKU)

— Bachelor of Arts with Honours in Housing Studies,
Department of Public and Social Administration, City
U

— Diploma in Property Management, School of
Continuing and Professional Education (SCOPE),
City U

— Bachelor of Arts in Housing Management, School
of Professional and Education and Executive
Development (SPEED), The Hong Kong Polytechnic
University (Poly U)
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Participating in the selection on admission of students
to:

— Professional Diploma in Housing Management by
HKU SPACE.

— Bachelor of Social Science with Honours in
Administration and Public Management Housing
Studies Stream by City University of Hong Kong

Briefing of Practical Experience Requirements (PER) to
students of the following courses and vetting of PER
Booklets:

— Master in Housing Management (Professional
Stream), HKU

— Master of Arts in Housing Studies Programme,
Department of Public and Social Administration, City
u

— Bachelor of Arts with Honours in Housing Studies,
Department of Public and Social Administration, City
U

— Professional Diploma in Housing Management, HKU

— Diploma in Property Management, SCOPE, City U

— Bachelor of Arts in Housing Management, SPEED,
Poly U

— Bachelor in Housing Management Studies
Department of Management Science & Engineering,
School of Economics & Management Wuhan
University, China
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External Affairs and Public Relations Committee

HINEHF R AHKBREES

Committee Members

Chairperson : Mr Luk Wai Lun, Stanley
Vice Chairperson : Ms Fan Chui King, Agnes
Mr Chui Ming Man, Jackey
Members . Mr Chiu Sin Hung, Bonny
Mr Fung Po Kong, Paul
Mr Fung Yan Ping
Mr Ho Chun Nin, Edwin
Ms Kwok Pik King, Theresa
Mr Lai Yuk Tim, Tim
Ms Li Lam Chin Ching, Rita
Mr Ng Kwong Ming, Paul
Mr Ng Mei Chuen, Frederick
Ms Wong Siu Ling, Linda
Dr Yip Ngai Ming
Dr Yuen Wai Kay, Ricky

Missions

The mission of External Affairs and Public Relations
Committee is to endeavour to promote the Arts and Science
of Housing Management in Asian Pacific region. To foster
links with real estate and housing management academic
and professional institutes. To liaise and work with
government department and public authority on housing
management related social subjects.
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The Committee is to work and coordinate with other branch
committees towards enhancement of professionalism
in housing management practitioners. To achieve a
professional expertise and competency status in different
societies and communities in Asian Pacific region.

Achievements in the year

In the light of sustainable growth in real estate and property
development in mainland China Hong Kong and Asia, the
need for licensing for professional housing management in
mainland China and Hong Kong is a hot debate of the year,
Asian Pacific Branch developed Continued Professional
Development Scheme ahead of the launching of Statutory
Licensing Control in the forthcoming years.

With close liaison between various branch committees, Asian
Pacific Branch launched a series of thematic symposium,
conference and experience sharing workshops on dominate
housing management subjects in Beijing, Shanghai,
Guangzhou, Shenzhen, Taiwan and Macau.

From strength to strength, we continue to step up our efforts
in further developing the professional image of Chartered
Institute of Housing, and most of all, benchmark recognition
of the nation-wide leading professional expertise status of
our chartered members in the society.

The Committee would like to express thankfulness to fellow
committee members for their unfailing contributions and
supports towards the successful accomplishment of the
missions of the Institute.
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Information Technology Committee
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Committee Members

Chairperson : Mr Fung Ping Yan
Vice Chairperson : Mr Chow Chun Ling, Kenny
Members : Mr Chiu Sin Hung, Bonny

Mr Ho Chun Nin, Edwin

Mr Ng Mei Chuen, Frederick
Mr Pang Kwok Wah, Derek
Mr Sze Wing Luen, Wesley
Mr Wong Kam Tong, Vincent

Missions

° To uphold and promote the professional image and
status of the Chartered Institute of Housing Asian
Pacific Branch (CIHAPB);

° To leverage the use of Information Technology and the
Branch website to strengthen our communications with
our members, housing professionals and practitioners,
Government officials, other professional institutes and
the public;

° To provide IT support to CIHAPB; and production of
promotional materials to facilitate housing professionals
in Asia Pacific area, Government officials, other
professional institutes and the public to have a better
understanding of CIHAPB.
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Achievements in the Year

With the dedication and support of the Committee Members,
we have been keeping on promoting the use of email,
electronic newsletters, and website to communicate with
our members. Furthermore, content of the website are
updated regularly to keep members abreast of the latest
development of the Branch. Members may be aware of
the Branch has increased the use of electronic message/
notice to communicate with members updating members on
the latest development of the Branch and to disseminate
information. The increase of use of electronic newsletters,
message and communication had successfully reduced the
cost of postage of circular and contributed to environmental
protection. Also, it has provided an efficient communication
channel between the Branch and its members.

To facilitate members updating their personal profile in
the Branch’s website, early this year, the Branch has
launched a new webpage “CIH Member”. With the new
webpage, members can easily amend his/her personal
profile, including employer, corresponding address, contact,
personal email address etc. Members can log in the said
webpage using the password of his/her CHIAPB email
account given. Members are urged to update their personal
profile in case there is any change of their employment,
contact, corresponding and email address etc.

This year, we have used “e-housing” to replace the
traditional Housing Express so as to save the environment.
Furthermore, to facilitate members’ professional
development, a new webpage “Continue Professional
Development” is now under construction and will be
completed in April 2013. After launch out the new webpage,
members can easily record down their Professional
Development achievements and submit to Branch Office for
record.

Our website is an important means of communication
between the Branch Office and its members as well as
dissemination of information, such as visits, seminars,
news, announcement etc. Publications including Year Book,
dissertations, e-housing will be uploaded onto the website
regularly to facilitate members to get access of it on-line.
Members are encouraged to visit the website of the Branch
at www.cih.org.hk.
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Membership Committee
“= 55 NI 2 &
e HERLED
Committee Members ER®
Chairperson : Mr Ng Mei Chuen, Frederick ESES D REREAE
Vice Chairperson : Mr Tong Wing Ho, Edmund BlEZ L BARKE
Members : Mr Chan Wai Kong, Frankie B3] C BRENEE
Mr Chiu Sin Hung, Bonny HEERE
Ms Fan Chui King, Agnes BRI+
Mr Fung Ping Yan IS IRAR 5 &
Ms Kan Wai Si, Silvia BEFRE
Mr Lee Kwong Yiu, Ernest FHBEAE
Ms Li Man Chi, Wendy FHEZ L
Mr Liu Wing Tai, Harvey BEoK RS A
Mr Ng Kwong Ming, Paul RI;EFTAE
Mr Tam Wai Po, Jerry REELE
Ms Tang Sau Ching, Regina BHEELLT
Missions THBE
e Recruit members from Asia Pacific region. e RIEABAHREEZSE -
. Vet and approve Membership applications for . ERRMZEEeES  BEENEREF
Chartered member and ordinary member, vet and SEECZHBTEADEHITZESE
recommend Fellow Membership applications to the #e o

Executive Committee of APB for endorsement.
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° Vet Chartered Membership applications through the
Direct Final or Distinguished Professional Routes and
recommend to the Executive Committee of APB for
further recommendation to the CIH Headquarter for
final endorsement.

° Liaise with CIH Headquarters from time to time and
keep members updated regarding membership affairs.

o Update membership database and monitor membership
subscription collection.

° Work closely with the IT Committee on setting up
of communication platform at website for members’
convenience.

° Work with Training and Education Committee in
membership drive.

Achievements in the Year

o Membership Recruitment and Applications
Processing

In 2012, we worked with the Training & Education
Committee and the General Manager in membership
drive locally as well as in Mainland China, Taiwan and
Macau. During the year, we have vetted about 356
applications including 216 Direct Final and 7 Affiliate
members from China, 3 Direct Final members from
Macau. Members of the sub-committee have taken part
in the interview panel for applicants through Direct
Final Route in Mainland and Taiwan.

o Membership Drive

We liaise closely with CIH Headquarters in order to
updating our APB members on membership issues from
time to time. In the year, our members are advised
regarding the review of membership grades and
designations as well as the time frame on fellowship
applications through bulk email and Housing Express.
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Membership Update

Our number of members has been growing steadily
to exceed 2,200 by the year end which comprises
local members and members from Mainland China,
Taiwan and Macao. In 2012, with the utmost effort of
the Executive Committee and the General Manager,
recruitment of members outside Hong Kong has been
increasing significantly. CIHAPB and the Membership
Committee will keep on working strenuously with a view
to recruiting more members in the region as well as to
providing more services to our members.

The First China Members’ Meeting in Mainland

With steady growth of members in Mainland, the
CIHAPB has organized the First China Members’
Meeting in Beijing in early December 2012. The
meeting was successfully held with representatives
from CIHAPB Executive Committee whereby members
took the opportunity to understand more about CIHAPB
and exchange contemporary property management
experience.
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Professional Development Committee
EXURLESE

Committee Members

Chairperson
Vice Chairperson
Members

Missions

° To promote professional housing management practice

Dr Yuen Wai Kay, Ricky

Mr Wong Ying Kit, Romulus
Mr Chan Wai Kong, Frankie
Mr Chow Chiu Hung, Victor
Mr Ng Kwong Ming, Paul

Mr Ng Mei Chuen, Frederick
Mr Poon Yuen Fong, Sanford
Mr Wong Hin Nang

Mr Wong Kai Sang, Cliff

Dr Yip Ngai Ming

o To recruit members in Asian Pacific Region

o To enhance the professional image of Asia Pacific

Branch
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Achievements in the Year

2012 has been another fruitful year for the Professional
Development Committee. Through tremendous efforts, our
membership network has been established and is taking
roots in various parts of mainland China.

During the year, CBRE and VENCI continued to collaborate
with APB as its training agencies in China. Housing
management courses were and will continuously be
launched by these agencies in major cities of China. As of
today, more than 150 CBRE managers have become CIH
members. Two training classes were also conducted by
VENCI in Beijing with over 70 participants.

Five housing management seminars were held outside
Hong Kong in Chengdu, Beijing, Shenzhen and Taiwan
with different themes and these all ended up with excellent
results and feedback.

The Institute also played host to two professors from the
Guangzhou University and seven students from Wuhan
University during which they visited several housing
organizations for experience sharing.

In collaboration with the Housing Bureau and the Labour
Bureau of Macau, the eighth Professional Property
Management Practitioners Training Programme was
complete. The series of courses have been successful in
training more than 200 property management practitioners
in Macau.

APB has established high reputation and a solid foundation
for our membership drive in China. We will leverage on our
existing network to further promote professional housing
management in the region.
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Professional Practice Committee

E

Committee Members

Chairperson . Mr Chiu Sin Hung, Bonny
Vice Chairperson : Mr Ho Chun Nin, Edwin
Members . Mr Chan Wai Kong, Frankie

Mr Cheung Shu Yan, Edmond
Mr Fung Po Kwong, Paul

Mr Kwong Lap Shun, Keith
Mr Lee Kwong Yiu, Ernest

Mr Luk Wai Lun, Stanley

Ms Ng Bik Yan, Betty

Mr Ng Mei Chuen, Frederick
Mr Ng Kwong Ming, Paul

Dr Yip Ngai Ming

Mr Wong Ying Kit, Romulus

Missions

To promote professional and high quality housing
management in Hong Kong and Asia Pacific Region and
strengthen the professional image of the Institute:

° To exchange best housing management practices with
counterparts in Asian Pacific Region.

° To provide professional comments to various
government authorities on housing policy and related
issues.
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° To promote good housing management by actively
participating in government and local community
activities.

. To collaborate with relevant professional bodies
and other committees of the Institute for organizing
working and seminars on topics relating to housing
management.

Achievements in the Year

In the year of 2012, with the support and enthusiasm
of committee members, we maintained an active role
on housing professionalism. Through the linkage and
participation with relevant housing, academic and
professional institutes in the Region, we promoted the
continuous development on housing practice in the following
different areas.

° A Talk regarding implementation of MBIS & MWIS was
arranged in March.
° Response to the public consultation on strengthening

waste reduction in Hong Kong was sent in April.

° Response on the public consultation regarding review
of Minimum Wage was submitted in May.

° Visit to EcoPark at Tuen Mun was arranged in June.

o Talk relating to discrimination & sexual harassment was
arranged in September.

° Visit to the Zero Carbon Building was arranged in
October.

° Co-organized with the HKIH, a legal talk on current

issue regarding housing management was held in May
& December.
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Publications Committee

ke =

Committee Members

Chairperson . Mr Chan Wai Kong, Frankie
Vice Chairperson : Mr Lai Yuk Tim, Tim
Members : Mr Chiu Sin Hung, Bonny

Mr Chow Chun Ling, Kenny
Mr Fung Ping Yan

Mr Ho Chun Nin, Edwin

Mr Ho Siu Kin, Francis

Ms Kwok Pik King, Theresa
Mr Kwong Lap Shun, Keith
Mr Lee Kwok Man, Calvin
Mr Lee Kwong Yiu, Ernest
Mr Ng Mei Chuen, Frederick
Mrs Wong Ng Wenh Ky, Julia
Mr Wong Wai Yin, Steven

Missions
o To enhance our professional status via publicity.

° To publish articles written by the members for sharing
through our electronic platform.

° To disseminate and promote best management practice
to Asian Pacific Region.

° To promote more readership of e-publications through
dispatching e-copies to all members in support of
environmental protection.

° To liaise with members/partners in the Asian Pacific
Region via e-Housing Express.
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Achievements in the Year

Our e-Housing Express of October 2011 focused on
several hot topics including amendment of Building
Management Ordinance as well as Minimum Wage
issue etc. Our Hon. legal advisor, Mr. Chung Pui Lam,
GBS OBE JP and relevant scholars were invited to
share their views.

In order to let our members understand more about
Qualifications Framework (Q.F) and its future trend,
we invited Mr. Stephen Yuen MH, the Chairman of
Industry Training Advisory Committee (ITAC), and Mr.
Patrick Pang, the Chief Manager of Q.F. Secretariat, to
elaborate on details of development.

The Publications Committee has arranged to produce
2012 year book with the theme “Striving for Excellence,
Expanding Horizon” and has also invited various
experts from Asia Pacific Region to contribute articles
so as to enhance our members’ knowledge regarding
the housing issues of other regions.

Several issues of e-Housing Express had been issued
& published in this year.
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CIH Presidential Message

Looking back over 2012, | am delighted to note that CIH Asian Pacific Branch has enjoyed another
successful year.

The support we provide to housing professionals in the region has continued to grow over the last 12
months. Last year, CIH accredited new qualification programmes launched by Wuhan University and
Guanghzhou University in China and Hwa Hsia Institute of Technology in Taiwan, hosted housing seminars
for professionals in Shenzhen and Beijing, and saw sustained growth in membership — which is expected
to continue.

| acknowledge the effort and determination of CIH Asian Pacific Branch, and all members in the region,
which I'm sure will be sustained throughout 2013. There are plans for further work to collaborate with
educational institutions, training organisations and property management companies to ensure housing
professionals are equipped to be the best they can be. There will also be a focus on improving our
membership services, including the introduction of a continuing professional development programme; there
will be a drive to promote CIH membership and to raise awareness of the important contribution housing
professionals make to the wellbeing of society.

CIH remains a strong and influential voice for the housing sector in the Asia Pacific region, and this is
thanks to the commitment and dedication of our members — in the UK and internationally — who are united
in their belief that everyone is entitled to a decent, affordable home in a thriving, safe community. With this
foundation, CIH Asian Pacific Branch is set for continued success in 2013 and beyond.

Robin Lawler
CIH President 2012
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Voluntary Building Assessment Scheme

Voluntary Building Assessment Scheme Team
Hong Kong Housing Society
January 2013

Building neglect has been a long-standing problem in Hong Kong. As prevention is better than cure,
the HKSAR Government has determined to amend the Buildings Ordinance after two rounds of public
consultation conducted in 2003 and 2005. Finally, the Buildings Department (BD) has implemented the
Mandatory Building Inspection Scheme (MBIS) and Mandatory Window Inspection Scheme (MWIS) on 30
June 2012 after LegCo’s endorsement to tackle the building neglect problem in the long run.

To support the two mandatory inspection schemes, the Hong Kong Housing Society (HKHS) undertook to
develop the Voluntary Building Assessment Scheme (VBAS) from 2006 with the support and assistance from
the building related industries. VBAS has been fully implemented on 17 July 2012. It aims to provide an
alternative for the owners of well managed buildings without having to undergo the mandatory inspections
and, through positive recognition of the VBAS, owners will be motivated to take their own initiatives to
properly manage and timely maintain their properties, thereby raising the overall quality standard of building
management in Hong Kong. To enhance the credibility, acceptance and transparency of the VBAS, HKHS
invited representatives of BD, Home Affairs Department (HAD), professional institutes and organizations of
various disciplines including Architects, Surveyors, Engineers, Environmental Professionals and Property
Managers to actively participating in the development of the VBAS assessment mechanism.

HKHS conducted 3 trial assessments before the VBAS was formally implemented. With the help and
support of the Hong Kong Association of Property Management Companies (HKAPMC) and its member-
companies, there were 78 buildings participated in the trial assessments. After a number of revisions
and enhancements, HKHS started promoting the VBAS in May 2012 by arranging training programmes
for related building professionals and inviting applications for registration as VBAS Assessors. VBAS has
started accepting applications for building certification since July 2012. All private domestic buildings
and composite buildings (domestic & commercial) in Hong Kong, of any building age and with building
management, are welcome to join the VBAS.

Through the comprehensive and rigorous building assessment of the VBAS, buildings with quality building
management and maintenance will be awarded with Premium Certificates and Quality Labels, including the
“Building Management Quality Label”, “Building Maintenance & Repair Quality Label”’/“Building Maintenance
& Repair Excellent Quality Label” and “Environmental Awareness Quality Label”. The buildings which
have been awarded with the Premium Certificates will be recognized by the BD as having fulfilled the
requirements under the MBIS and MWIS (for windows in common parts only) and will not be selected as
target buildings in the respective inspection cycles under the MBIS and MWIS for undergoing mandatory
inspections.

The building assessment under the VBAS consists of two main categories, i.e. Building Safety Category
and Building Management Category. Assessment of the Building Safety Category covers 6 Elements namely
“External Elements and Other Physical Elements”, “Structural Elements”, “Fire Safety Elements”, “Drainage
System”, “Unauthorized Building Works” and “Window Elements (for windows in common parts only)”. As
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for the Building Management Category, the assessment covers 4 Elements namely “Building Maintenance
Elements”, “Building Management Elements”, “Environmental Protection Elements” and “Value-added
Elements”.

The VBAS Assessor shall conduct a one-off building inspection and assessment of the past records on
building management and maintenance in accordance with the condition of the building at the time of
assessment. Although there is no assessment cycle set for the VBAS, HKHS encourages owners to conduct
regular assessment to their buildings in order to ensure the buildings are continuously maintained in good
conditions and to maintain the prestige of the Premium Certificates and Quality Labels awarded under the
VBAS.

For buildings aged 30 or above, if owners would like to gain BD’s continuous recognition as having fulfilled
the requirements of MBIS and thus will not be required to undergo mandatory inspections in the respective
inspection cycles, building assessment under VBAS shall be carried out at least once in a period of
10 years. For maintaining BD’s continuous recognition as having fulfilled the requirements of MWIS (for
windows in common parts only), building assessment under VBAS shall be carried out at least once in a
period of 5 years.

VBAS is operated under the supervision of the Hong Kong Quality Building Assessment Panel (Panel) and
its three Sub-Committees set up by the HKHS. The Panel Secretariat is responsible for the daily operation of
the VBAS.

Voluntary Building Assessment Scheme (VBAS)
Administrative Structure

HKHS

VBAS Hong Kong Quality Building Assessment Panel

\ 4 ¢ y ¢

H K lit i i
ong Kong Quality Technical Advisory Registration &

. Appeal & Disciplinary
Build A tP | ificati
uilding ssessmen ane Sub-Committee Certlflcatpn Sub-Committee
Secretariat Sub-Committee

* Representatives of Panel & Sub-Committees coming from HKHS, BD, HAD, HKIA, HKIE, HKIH, HKIS, HKGBC &
HKAPMC
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For implementation of the VBAS, the HKHS held two large scale seminars in May and June 2012
respectively for introducing details of the MBIS/MWIS and VBAS jointly with the BD to practitioners of the
building related industries and encouraging the related building professionals to seek for registration as
Registered Inspectors and VBAS Assessors. The two seminars attracted attendance of some 600 related
building professionals.

HKHS held a number of the 1-day training sessions for registration of VBAS Assessors in the past months
which were attended by a total of more than 500 related building professionals. Up to end of December
2012, there were 394 qualified building professionals, inclusive of a considerable number of Registered
Professional Housing Managers, registered on various lists of VBAS Assessors after completion of the
training.

To motivate the owners in joining the scheme at an earlier stage, HKHS announced on 17 December 2012
an offer of Early Bird Discount of 50% for the Certification Fee on “first-come-first-serve” basis. Each of the
four categories of buildings/estates (according to total number of domestic units) will be allocated a quota
of 10 for this special offer without time limit.

For more details of the VBAS, please make reference to the leaflet and the website of the VBAS (http://
vbas.hkhs.com). For enquiries, you may contact the Panel Secretariat on hotline 8108 0108 or by email to
vbasenquiry@hkhs.com.

2012 £




Chartered Institute of Housing Asian Pacific Branch

. @

BRAEEHS
BREETFEEMA
201341 H

BFRERBFE—BERBFENMHE - BHBROGE - BUTR 2003 F & 2005 F L BM I A REAE - REEF(E
LGP - REBTEHETRBIGE  URERRETRERE - RIWESEZMNABE ETBECN2012F
6 A 30 BB R blsEat 8l R atlREatal -

BeEEHE(BR FH")REEBUTHEITRESH A E - #2006 FRIER - LRI EANHMHE - K 2012
F7RA17TRENETIERETHENE(GHE)  AEARFEENETERHBTREIMEHRS —EE  UHEE
BIEEMER  ZBETTHZ=FERERRELEEYE  <TEEBBFTERERGUES - BTEMASN
REN  REXUNERE  FHBFETEAR RERFHASARLIRESEEE AE IR RRKVEEE
FAMBESEMEBAREHR2EHER M FERS -

FEHITRIEIR - BB ARET T ZRERNE ERIFEVEEERAAHEREGEEEATNIF T BXA
78EBFLERENE - KBLZREFTREBIL - BHR 201245 AFKHERETE - £ Qﬁﬂiﬂ:%% 8 IFFER
BIREREZTEEEM  YR7 AERIEFRERS 2AABTEENLAEERGARAZ(AE)ET - T
[RIEE - HRI2M -

AFABEBEZERBEENETIER  ARFBRETEMENETRECUIELZHEELRE  BREIBTEEE
ERE | [BFREACELERE ]/ BFRELCALELERE IR REREIELERE] - MISEUEENE
F o AEEFERANAI@BRETS I R RHRETS I (ARMONER ) ER - AR EEERERRRRE
Al ea BRI R asREE M ERRFTETENRE

AHEINBTHEL RHET t%&%*“iﬁﬁﬁ*ﬁ E% ENFEREBREI DB REMEREMS - BB
B R BB - KRG - EPREVREFPBHE(ARARED)EFNATER - EXEFTERENE  FEREREEZTR
® BFEE REREREEFHATE -

FEAARBTEFERORR - BT REORRRFRECETERREEEH0E - BRHOTRIBEY
EEGHBETEIENRFETETIE  HURRETENE BEE REMEEORE - LTERH NS LR
EREHEFOLE -

AN - B iSOE&MLE’J%+EXUJ§%JJﬁT§ EEIFERFBRETERANTERHBEAD INER  FAKD

tﬁmoiﬁfﬁ%ﬂ‘— —RFIE NMEREERFERUMNAIBHBETZ [(2AXRS)NER - AARIBRFE
— IR -

HEEEMRN EEEEEFIELZEY I RET=AMVAZESeBRETERE  VHEESWERAENTHEN

TiE-

2012 YEAR BOOK




RBERFEEREEETANE

BAREEHE
4
BREEFFEE EEEERTIELZES

\ 4 ¢ \ 4 ¢

s BT i R
FIETRTOE REEMMEEES || BRRREMEERE || LRRee aEEE

* ZESRXAXBEAEERHS ETE REFHAE TERENPBE FETRENES FEFELRSg  FHHEM
Bg BEGCRERGLEBNEETEARMHE

RFAREETS - FHR2012F5 AR AKKETTMAREEN G  BMAEFTERRAERERHETEHTH
[RHIsEEt 8 | R RHIRENS ] RaFHETHI ARETHETE INFARND  UBEEARNETERXALEM
A EMERRAR IR BRBFHEREIFER - MABNERXE600ZRMHNEEALRM -

FEHaEREZEATARER T ZIAH—RMEIIRE - |3l THBESZHEXALTLE - HEF2012F 12 AK
Bl DA3MABEBHBEERERNALTEMR A EZTRBENFEER BRAMTINEMEXRFELIE -

REPFETEFL2EANGE BHER2012F 12 A17HEMR - U EIAFIOFR - RERZLEES - OEAS
MARE/Br(NEEEMEEED)ZRTERE  TRER -

BERATHE-—FTRFE  IEHFENMNERREHE (http://vbas.hkhs.com) « INBE A EH - AIHEEHLR
8108 0108 X EH X vbasenquiry@hkhs.com [ BB L IEFIELE T IMEEHL -

2012 F




Chartered Institute of Housing Asian Pacific Branch

[ BRARFPRGEERENEETEZH 2 KPR BEE]
Achieving Customer Relationship Excellence through
Customer Service Quality Standard (CSQS) Review —
A Case Study of Property Management Industry

Jason Chu
Chairman, Asia Pacific Customer Service Consortium, Hong Kong
Email: jason@apcsc.com

ABSTRACT

The Customer Service Quality Standard (CSQS) has been developed in conjunction by the Asia Pacific
Customer Service Consortium (APCSC) and researchers from the University of Hong Kong to assess the
overall service quality, best practice compliance and performance of customer service operation. It is a
comprehensive certification dedicated to a robust customer service world class framework awarded to
organizations that excel in customer relationship excellence (CRE). The main aim of the CSQS is to establish
a practitioner-based, user-driven set of best practice guidelines that can be followed to manage the service
operation systematically and effectively so as to provide excellent services consistently to meet and exceed
customer requirements and expectations.

This study intends to present a CRE strategic review of property management sector through case studies
and examples on how customer relationship excellence can be achieved through implementing a series
of checks and actions based on CSQS, in a world class framework composed of four main areas, namely,
management responsibilities, resources management, process management and performance management.
The Customer Service Knowledge Management (CSKM) under the CSQS framework was established
to increase the overall organizational effectiveness, capabilities, performance metrics and customer
relationship management system.

Keywords: CSQS, CSKM, the Balanced Scorecard, Leadership, Performance Management, Customer Relationship
Excellence, Property Management

1.0 Introduction
1.1 Challenges in the modern property management
The housing managers and property managers are facing greater challenges today than ever

before as the size of the housing development projects and the scale of the urban real estate
planning grow larger in Asian Pacific countries.
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1.2

These larger scale housing projects and real estate need to address and comply with more
complex issues relating to government policies and regulations; health and safety, environmental
standards; new ordinances on labor, facilities maintenance, security, and personal data privacy
and protection; and last but not the least, increasingly higher expectations from the housing
residents and property owners. The last group is generally referred to as “customers” today.
These “customers” have invested a major part of their savings to acquire their houses and
properties. In most cases, they will continue to pay monthly management fees and annual
government tariffs in return for good quality of management services and enjoyment of life style
and comfort.

Maintaining a high level of customer satisfaction from our customers, namely, housing residents,
tenants and property owners, today have become not only more challenging but also one of
the most important business objectives for housing and property managers in order to retain
customers and renew the management contract upon expiration.

Customer Service Quality Standard (CSQS)

Asia Pacific Customer Service Consortium (APCSC) has identified that customer relationship
excellence (CRE) is an essential part of corporate strategy to ensure sustainable business growth
and development. Jointly with Professional George Huang from the University of Hong Kong,
APCSC has researched and developed the Customer Service Quality Standard (CSQS) to support
the development and implementation of CRE strategy with guidelines and best practices for
service organizations including the housing and property management services.

The main aim of the CSQS is to establish a practitioner-based, user-driven set of good-practice
guidelines that can be followed to manage the customer service operation systematically
and effectively so as to consistently provide excellent services to meet and exceed customer
requirements and expectations. These guidelines are arranged as a Standard specific to customer
service organizations including Customer Service Centers, Technical Support and Call Centers/
Contact Centers.
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This review paper intends to present a comprehensive review of Property Management
Service Industry on how it can achieve customer service excellence through implementing a
comprehensive set of best practices and guidelines based on CSQS customer driven service
framework in meeting and exceeding customer expectations and enhancing customer relationship
excellence.

In the following sections, the paper reviews and points out some specific gaps that are common
areas of attention for creating more added value and building better relationship with customers
for property management firms from CSQS perspectives. The four perspectives of CSQS include
management responsibilities, resources management, process management and performance
management where the performance management KPI's are measured and integrated through
the Balanced Scorecards. With this framework provided by CSQS, property managers are able
to periodically review their business operations and performances, and make improvements in
management, resources, processes and performance in a coherent way, focusing on developing
excellent customer relationship.

2.0 Management Responsibilities
2.1. Organizational Leadership and Structure

“Has the senior leadership of the organization set a clear customer relationship excellence
strategy, performance goals and measurements of the organization, and communicated them
effectively?”

If your corporate strategies and mission statements are still missing a clear customer centric
philosophy, your organization will be focusing more on other operational issues base on
your mission versus focusing essentially on “customers” or customer’s need and satisfaction.
Consequently, there is a lack of awareness and focus of such core value in the corporate culture
and policy alignment with the service level agreements, pledge and commitment of quality
standard to the level of customers’ requirements and expectations.

On the other hand, property management firms with a clear CRE strategy will focus much more on
customer needs and requests to make continuous improvements and identify innovative services
to fulfill and exceed customer expectations as a competitive advantage. It is therefore essential
for reviewing your strategy and mission carefully with CRE strategy included.
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2.2 Management Review and Management Action

Effective CRE leadership will review and solicit staff suggestions to recognize and motivate
employees for customer compliments received and to implement best practices by listening
to customer suggestions. Employee recognition scheme for staff who receives compliments
from customers creates customer focus culture. The successful CRE strategy and leadership
effectiveness together will create a sustainable service business model for higher customer
satisfaction and loyalty.

In correspondence to the result of management review, management should be taking corrective
and preventive actions to sustain the continuous improvement and development of the company,
and setting up steering committee to review Root-Cause Analysis and carry out follow up action,
and measure KPI's before and after continuous improvement action for comparison.

Furthermore, investigating cross-functional issues, root cause for the corrective and preventative
action and deploying the PDCA system as the quality management system, staff performance is
assessed by the corresponding KPI's and linked with clear performance incentive programs for
the staff.

3. Resource Management
3.1 Resource Planning and Deployment

“Are resources determined and provided to establish and improve operations and align with the
customer relationship excellence strategy, corporate vision, mission and pledge?”

Most property management firms are able to manage the cost and budget well. However, there is
not a strong emphasis focusing strategically on identify areas to invest for higher return.

With increasing energy cost, electric bills during winter and summer time, the world is becoming
more environmental conscious to save energy, reduce carbon emission, and go green. Investing
in energy saving devices and replacing old high energy consumption electrical appliances,
light bulbs, machines, etc., can create a long term saving with good return on investment
(ROI). Further investment on automation for light saving, temperature, water, energy saving and
environment friendly systems will reduce a lot of manual work, reduce cost and create higher
appreciation by the owners committee with a sense of pride for both the staff and customers.
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3.2 Resource Utilization, Maintenance and Upgrade

Measuring resources utilization can also help the property managers to identify areas for better
usage. For some facilities and areas, like the Karaoke or special purpose function rooms, with
low reservation and customer usage; property manager can work with the customers to redevelop
the existing facilities and common areas to change their purposes for more practical and even
innovative development and renovation to match the lifestyle and changing lifecycle for the
current owner, residential families and tenants. These regular reviews of resource utilization,
maintenance and upgrade can help to increase the customers’ usage of the property and more
importantly satisfaction of the housing management.

Above all, have an effective customer feedback channel to listen, collect, review, strategically
identify and proactively implement sound ROl projects to make continuous improvement and
upgrade to the housing and real estate will create a stronger win-win-win customer relationship.

4. Process Management
4.1 Process Planning, Standard Operating Procedure and Operation Management

“Is there a CRE strategy to improve key customer experience management and service delivery
processes with associated channels and touch points?”

A systematic process should be established to provide feedback from the customer service
unit in order to improve the delivery, channels, development and introduction of new products
and services.

Today, different customers have different purchase and spending behaviors including payment
method preference which will impact how they want to make payment for the management fees.
It is necessary that housing managers consider offering additional alternative payment methods
including online, credit card, electronic payment system, check deposit to facility the increasing
customer/consumer spending habits and the market trend to improve the operational efficiency,
financial performance and increase customer satisfaction.

Regular customer satisfaction survey and period customer focus groups should be conducted to

establish areas of improvement and follow up actions to monitor process performance and related
key operational performance indicators.
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4.2 Process Analysis and Process Improvement

Key customer service processes and activities should be periodically checked, analysed and
reviewed to identify opportunities for process improvement and innovation so as to improve
business and operational performance

With more innovation and customer oriented technologies available, property management can
take advantage of these innovations to bring convenience to customers and bring a better
customer experience management to benchmark with market trend and customer expectations.

For example, in additional to personal visits or phone call to the clubhouse, customers can
make reservations of sports and leisure facilities via internet or mobile apps to offer 24-hour
access. Special notifications, reminders and facilities maintenance can be done via SMS, Whats
Apps, or email, etc. These self service channels and process automation not only create more
convenience, accessibility, higher utilization to fit with customer’s personal lifestyle and time,
but also reduce the staffing level and workforce required to cover long operational hours at the
clubhouse. The above examples have greatly improved the efficiency of different processes to
improve customer experience.

Opportunities for process improvement should be proactively identified and implemented with
consideration of information system and technology enhancement and support to improve
customer experience management and satisfaction.

5. Performance Management
5.1. Performance Management System, Service Level Agreements, Analysis of Data

“Is there a CRE strategy for customer satisfaction management, benchmarking and performance
management on customer, financial, service and staff performance for management review and
action?”

Managing a large housing property is similar if not more challenging than managing a 5 start
hotel and resort. The daily and weekly monitoring of a comprehensive balanced scorecards
key performance indicators (KPI's) relating to customer, financial, service operation and staff
performances is mandatory to ensure customer relationship excellence.

Achieving high level of customer satisfaction and loyalty, managing judicious budget and
investing in sound ROI projects, keeping the service promises and service level agreements,
offering professional service delivery with motivated and competent staff, maintaining a world
class customer service, all make up our balanced scorecards with both quantitative and
qualitative KPI’s.
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5.2. Performance Benchmarking, Managerial and Operational Uses

Benchmarking with other properties and listening to our customers’ complaints and compliments
can offer property managers the best future development directions.

APCSC has organized the International Customer Relationship Excellence (CRE) Awards since
2002 where property management companies amongst other cross industries have taken part
and benchmarked with one another to identify best practices from property and cross industry
leaders.

Leading property management firms have also been assessed through CSQS, the CRE
Awards standard, to identify gaps and improvement opportunities. These gaps, opportunities,
best practices can help property managers to create strategic initiatives in order to improve
performance relating to customer, financial, service and staff performance.

Strategic initiatives and action plans should also be implemented throughout the organization
to improve benchmarking gaps in product and service delivery, and customer expectations to
achieve further CRE successes. Building a customer centric organization, with closer relationship
with customers, initiating a personal greeting and conversation, listening to their feedback and
suggestions, caring enough to make continuous improvements are all necessary to keep our
customers delighted.

6.0 Customer Service Knowledge Management

Another important area that can contribute greatly to customer relationship excellence is the Customer
Service Knowledge Management (CSKM). The CSKM is a centralized database and information
system containing customers, products and services information to facilitate the efficient and accurate
responses, and service delivery to achieve customer satisfactory with first time resolution without call
back or escalations. Through effective CSKM, all and our staff and property managers can provide
more personalize services meeting the needs of our customers and create a strong friendship with the
residents and tenants.

Some companies are not fully aware of the importance of online customer service knowledge
management (CSKM) which can support the frontline staff with professional knowledge and information
to give first time resolution satisfactory to customer requests. This is another area for higher ROI
programs to uplift the balanced scorecards KPI’s.

With mature cloud and mobile computing devices, more companies from cross industries are deploying
mobile devices, apps and tablets to extend the enterprise CSKM to where the customers are physically
located to improve customer interaction and experience management to further empower their
supervisors and frontline staff to offer timely feedback and provide personalized services.
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7.0 Conclusion

The strategic review using CSQS guidelines applied to the property management industry has
identified gaps and opportunities that are relevant and effective for auditing and benchmarking with
both within and outside of the property management sector. Some of the strategic initiatives realized
in the property sector are to enhance customer service best practices, to encourage organizational
focus on customer needs to improve their business performance, to align the approach throughout the
company and industry and to improve interdepartmental co-operation, customer and staff engagement.

The CSQS sets forth a set of Customer Relationship Excellence (CRE) guidelines that assists the
organizations in instituting best practices and compliance and to empower the customer service and
operation to greatly uplift their capability to improve the overall success, Voice of Customer quality
system and performance.

The systematic annual CSQS review and implementation reinforce the corporate CRE strategy to:

° Drive Customer Relationship Excellence as core business value throughout the organization with
endorsement from the top management cascading to the frontline operations;

° Improve organizational performance, Quality Management tools for continuing development of
people, processes and systems;

o Audit and evaluate your service organization and systems with a World Class Framework for
Strategic planning, Implementation, and Organization Integration;

° Identify gaps and opportunities to develop and establish customer service best practices;

° Drive Enterprise Customer Services Knowledge Management to improve staff performance,
knowledge sharing, professionalism, and empowerment to serve customers better.
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The Value of Property Management Services in

Housing: An Experiment
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Master of Housing Management (Professional
Stream)

The University of Hong Kong

Introduction

Real estate property, like other market goods,
reflects its value in terms of market value — price.
Characterized by its fixity, durability, sensitivity
to spatial externalities and requisition of relatively
large amount of capital, residential property is
a complex commodity. The value is dynamic
and largely responses to the macro-economic
environment because the political, economic,
geographic, and social-demographic factors
essentially alter the market demand and supply
(Mackmin, 1994). In microcosmic perspective,
Roulac (2007) concludes on a conceptual level
that “a property’s value is determined by its use,
specifically what people will pay for the right to the
use of the property”. Micro-determinants including
location attributes, structural attributes, and
neighborhood attributes of a residential property
are considered as the major criteria to reflect the
value of such multi-dimensional heterogeneous
commodity (Butler, 1982; Chau et al., 2001; Mok,
et al, 1995; So et al., 1996; Tse and Love, 2000).
Apart from that, property management attribute
should never be overlooked.

Property management is crucial to the residential
environment of high-rise and high density in Hong
Kong. The tragedy of commons (Aristotle, 350
B.C.) can be solved by property management
when the property owner inclines to neglect the
duty which he expects another to fulfill. Lack
of care to the property is hence avoided and
depreciation in value is minimized. The importance
of property management services even rises in
recent years due to the SARS outbreak in 2008.
Not to mention the role of day-to-day property
management in maintaining and improving
the physical condition of the properties and
economizing the expenses in long term, the benefit
from upgrade of quality of life, the psychological
pleasure via relationship building with the residents
and problem-solving among the co-owners is
beyond measure.

In order to capture all determinants and attributes
in valuation of residential property, the hedonic
prices model is commonly used. Initially developed
by Rosen (1974), the model is to measure
product differentiation based on the hedonic
hypothesis that goods are valued for their utility-
bearing attributes or characteristics. Technically,
the Ordinary Least Square (OLS) regression is
run for the housing transaction prices against
a list of all possible partial determinants of the
house prices. The relationship between housing
price (dependent variable) and the determinants
(independent variables) is thus revealed to see
whether a specific factor contributes, and by how
much if it does to the property value. The hedonic
formula demonstrates the consideration of the
implicit prices of individual attributes written as:

n

p(z) = Z p(z)

i=1
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where,

p(z) = the known (observed) price of a
differentiated composite good

p(z;) = the implicit price of the jth attribute present
in the composite good

Though being widely applied, the hedonic
regression model has a number of practical
difficulties as summarized by Leishman (2003).
First is data intensive. It requires several
thousand observed housing transactions which
usually consist of many years’ sales records.
Consequently the second problem lays in the
treatment of time, for that the physical, locational,
neighborhood and other attributes are permitted to
change. Thirdly, whilst macro factors should never
be neglected in examining the housing price,
difficulties are brought about to the application of
hedonic pricing model as some external factors
such as government intervention and fluctuation
of global economy are hard to measure. When
quantitative measurement is not applicable to
reveal the intrinsic relationship precisely, one way
to improve is to use experiment for data collection.
For this research with the purpose to reveal the
value of property management service in housing,
experimentation manipulates the implicit magnitude
of property management attribute. By simulating
the information processing environment of
designated residential premises for potential home
buyers, the controlling power over the macro- and
micro-determinants are greatly strengthened.

Methodology

The study focuses on the property management
services for private residential properties, and
residential property segment of small to medium
size which occupies a large proportion of housing
stocks and generates many transactions. Besides,
property management companies either under
real estate developers or of property management
agency firms are included.

2012 £

The aim of the experiment is to test whether there
is any impact of the property management services
on the residential property value from the user’s
perspective. It is worth investigating the influence
of property management throughout the dynamic
life cycle of a property, bearing in mind that new
residential properties generally require less care
but then depreciate over time with contribution
from property management becoming important.
More concisely, the hypotheses are formulated:

Ho: different qualities of property management
services make no difference on the value of
same grade of properties

H,. different qualities of property management
services make difference on the value of
same grade of properties

And,

Hy': for properties in general, different qualities
of property management services make no
difference on the property value

H,: for properties in general, different qualities
of property management services make
difference on the property value

The independent variables of quality standard of
property management services and the grades of
properties and the dependent variable of property
value are hence identified.

Formulating Property Management Services
Variable

In Hong Kong, the Government has set up a series
of laws and regulations for the practice of property
management, which in a sense standardized
the basic provision of property management
services. Other institutions in the industry also
develop various certifications and recognitions
to measure the quality of property management
service from aspects of quality management,
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service supervision, environmental protection, and
occupational health and safety, based on which
the property management services variable is
measured and formulated.

Being the benchmarks for the market participants
with large management portfolio representing
different service qualities, four real property

management companies (PMCs) are selected to
reveal the impact on the property market in value
terms (Table 1). They are differentiated by nature,
perceived service quality, reputation, recognition
of ISO standards, and approbation of industrial
awards. To better facilitate the experiment, a
feigned property management company, PMC-V, is
created to serve as the control group.

Table 1. Formulation of property management services variable

m PMC-I PMC-II PMC-III PMC-IV PMC-V
Criteria
Developer Property Developer Property
Nature Subsidiary Management Subsidiary Management
Agent Agent
Perceived Higher Higher Lower Lower
Service
Quality
Reputation Higher Higher Lower Lower
— I1SO 9001 — ISO 9002 — 1SO 9002 Nil
1SO — ISO 10002 — ISO 14001
Certification B ISO 14001 — ISO 18001
— 1SO 18001
— 1SO 5001
— Hong Kong — Hong Kong — Security — Hong Kong Nil
Eco-Business Environmental Services Best Green Mark
Awards Excellence Training Award Certification — Feigned
Awards Scheme PMC as
— Indoor — Indoor control group
Air Quality — Indoor Air Quality
Industrial Certificate Air Quality Certificate
Award Certificate
(in 2011) — Business
Superbrands — Power Smart
Contest
— Sing Tao’s
Excellent
Services Brand
Award

Management
Portfolio

Comprehensive portfolio of various residential properties across the

territory
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Formulating Property Grading Variable

Criteria of both location and property age are used
to differentiate the grade of property. Generally,
newly built residential properties at favorable
locations such as those closer to Central Business
District are perceived to be superior and those
aging residential ones built in less desirable
district are inferior. Five feigned residential
properties are created with their location and age

Table 2. Formulation of property grading variable

designated especially to match with the actual
development of real estate residential properties
since mid-1980s. Other criteria are considered
over locational, structural, and neighboring
perspectives (Table 2). Most of the attributes are
identical across the five properties to minimize the
influence from other factors other than property
grades. Unit layout is presented by the drawing
of the floor plan, and real photos are attached to
visualize each premise.

w A B c D 3
Criteria
Good Vi Sunri
Property Name Grand Garden ooc View unrllse Pleasant Court Trend Villas
Terrace Mansion
Location Mid-levels Tsuen Wan Tseung Kwan O Tuen Mun Sham Shui Po
Age 5 Years 10 Years 15 Years 20 Years 25 Years
Type Estate-Type Estate-Type Estate-Type Non-Estate-Type | Non-Estate-Type
Private . . : . .
Available Available Available Not Available Not Available
Clubhouse
Car Park Available Available Available Not Available Not Available
Area — GFA 558 Sqg. Ft.
Floor Level 18/F

Orientation

Walking
Distance from
MTR

Nearby
Facilities

Layout

Interior Design

2012 £

Facing South

5-10 minutes

School, Super Market, Public Sports Centre

Drawings of Floor Plan

(One living room, one dining room, two bedrooms, one kitchen, one toilet,

Real Photos

and view from the window)




Chartered Institute of Housing Asian Pacific Branch

Formulating Experimentation Groups

A matrix of 25 residential premises are then
generated, in which every of the five properties
from Grade A to E (defined by location and
property age) are designated to be managed by

each of PMC-I to V (Table 3). Twenty-five sets
of leaflets could then be designed for the 25
premises respectively, showing all the information
in Table 2. The property management company for
each property is also displayed, by showing both
the name and logo of PMC-I, II, Ill, IV and V.

Table 3. Formulation of categories of tested residential premises

Premises PMC-I PMC-II PMC-IlI PMC-IV PMC-V
?n;?i?eCells) o o e e
?I’rsa::nBWanh 0) i e o e
?rr:::ng Kwan O/15) Fs e e e
?I’r::: 3un/20) P i " e
g:::‘ ihui Po12%) P-5 P-10 P-15 P-20 p-25

Formulating Dependent Variable

The scenario of residential property sale and
purchase is then simulated by showing the
participants 5 leaflets and asking them to give a
price for the premise. For the 5 premises given
to any one of the respondent, they are not to
repeat in terms of property grading or managed
PMC so that each respondent is equally access
to premises of 5 grades and managed by the
5 companies. In this way, there would be 120
possible combinations for the grouping of 5
leaflets. Besies, random sequence of the leaflets
further achieves internal validity of the experiment.
Finally, participant is required to answer about
his/her age, education level, monthly household
income, and number of property owned.

Data Analysis

The experiment was carried out during the period
from 15th February 2012 till 30th March 2012.
Each participant was randomly assigned to one set
of experiment questions. A total of 162 responses
were successfully collected. The mean property
value is HK$3.313 mil with standard deviation of
HK$1.571 mil. The highest price at HK$7.520 mil
falls into P-1 category which is a Grade A property
managed by PMC-I while the lowest price goes to
P-25 category, a Grade E property managed by
PMC-V, with the value of HK$1.588 mil.
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Indications between Management Services and
Property Value

In a hybrid representing the 25 premises, the
mean and standard deviation of estimated value
for each premise are generated (Table 4). When
viewing by grade, properties of higher grade
have higher value as people treasure more for
residential properties that are relatively new and
located at better site. A descending pattern is
thus formed in the means of estimated property
value across property grades while they are
managed by the same PMC, which supports such
grading criteria in property differentiation. When
viewing by company, better quality of management

services contributes more to property value. PMC-I
is always on top, successfully building a good
image to the customers who are confident in the
properties it manages. For PMC-V, it represents
a basic value of property management services
to the property. People have no idea about its
service quality but knowing at least the property is
under management. That the mean estimated value
of properties managed by PMC-V is at all times
ranked the last indicates the four real companies
contribute to the property value exceeding the
basic level. If to assess them based on ISO
qualifications and industrial recognition, such
ranking is identical with the respective means of
estimated property value.

Table 4. Matrix of means and standard deviations of the estimated value

All Premises PMC-I PMC-II PMC-III PMC-IV PMC-V | By Grade
Mid-level 6.515 6.368 6.392 61.198 6.016 6.300
(5 years) (0.418) (0.498) (0.497) (0.444) (0.4832) (0.495)
Tsuen Wan 3.233 3.139 3.051 2993 2898 3.063
(10 years) (0.223) (0.227) (0.232) (0.228) (0.216) (0.251)
TKO 3.100 2912 2841 2787 2701 2.869
(15 years) (0.226) (0.189) (0.196) (0.219) (0.220) (0.249)
Tuen Mun 2520 2.410 2210 2123 2.063 2.264
(20 years) (0.226) (0.211) (0.1967) (0.213) (0.182) (0.263)
2.329 2162 2.042 1.961 1.867 2.070

Sham Shui P
A SHELES (0.182) (0.209) (0.196) (0.219) (0.185) (0.254)
o' Comnan 3.555 3.415 3.299 2.465 2376 3.313
y Lompany (1.561) (1.565) (1.610) (1.566) (1.529) (1.571)

Note: (1)  Value is in HK$ million.
(2) Figures in parentheses are standard deviation.
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Statistical Significance and Test of Hypothesis

The revealed relationships are then testified
via statistical means. To judge the validity of
the first null hypothesis, the T-Test result is
consolidated by grade in Table 5. For each
property grade, property value varied for the
five property management companies are
compared by pairs, showing the mean difference
in percentage and indicating an asterisk if the

Table 5. T-Test Result Table by Grade of Property

difference is statistically significant. The first null
hypothesis is therefore partially rejected. It is
testified that if properties are of good grade the
property value does not vary much even though
they are managed by companies of different
service qualities. For Grade A properties, the
property value tends to be inelastic to property
management services attributes. Only when the
grade of property declines, property management
services factor becomes prominent according to
the tables for properties of Grade B, C, D and E.

*8.28%

2.31% / -0.38% 2.74% * 5.84%
1.92% -0.38% / 3.13% *6.25%
511% 2.74% 3.13% / 3.02%
*8.28% * 5.84% *6.25% 3.02% /

Grade B

PMC-I / *11.54%
PMC-II 3.01% / 2.88% *4.87% *8.29%
PMC-III *5.97% 2.88% / 1.94% *5.26%
PMC-IV *8.03% *4.87% 1.94% / 3.25%
PMC-V *11.54% *8.29% *5.26% 3.25% /
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/ *9.12% *11.23% *14.80%
*6.45% / 2.50% *4.49% *7.84%
*9.12% 2.50% / 1.94% *5.21%

*11.23% *4.49% 1.94% / 3.21%
*14.80% *7.84% *5.21% 3.21% /

Grade D

PMC-I / *14.03% *18.70% *22.19%
PMC-II *4.59% / *9.03% *18.49% *16.83%
PMC-III *14.03% *9.03% / 4.09% *7.16%
PMC-IV *18.70% *13.49% 4.09% / 2.95%
PMC-V *22.19% *16.83% *7.16% 2.95% /

Grade E

PMC-II

PMC-IV

PMC-I / *14.04% *18.76% * 24.76%
PMC-I1I *T7.72% / *5.87% *10.24% *15.81%
PMC-III *14.04% *5.87% / * 5.06% *9.40%
PMC-IV *18.76% *10.24% *5.06% / 4.13%
PMC-V * 24.76% *15.81% *9.40% 4.13% /

Note: * Means the difference of the means of estimated value is statistically significant at 0.05 confidence level.

For the second null hypothesis, the T-Test is
applied to testify the mean difference of value for
all properties managed by different companies
regardless of property grades. Grade A properties
is dropped because they are so highly priced
that it boosts up the mean value of property no
matter managed by any company. A selected
T-Test between means of non-Grade A properties
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managed by same company is carried out (Table
6). Consequently, the second null hypothesis is
also partially rejected, in that higher qualities of
property management services can significantly
alter the value of the property. However, if the
quality of property management services is not
satisfactory, the value it adds to the composite
property price is slender.
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Table 6. Selected T-Test result on the mean difference of value for non-grade A properties with
different property management services levels

Non-Grade A PMC-II

PMC-I / *5.21% *10.26% *13.52% *17.78%
PMC-II *5.21% / * 4.80% *7.90% *11.94%
PMC-III *10.26% *4.80% / 2.96% *6.81%
PMC-IV *13.52% *7.90% 2.96% / 3.75%
PMC-V *17.78% *11.94% *6.81% 3.75% /

* Means the difference of the means of estimated value is statistically significant at 0.05 confidence level.

Note:

Justification of the Experiment Result from Hedonic Pricing Model
This experiment is set on the base of hedonic pricing approach and the result from the experiment shall
be justified by the hedonic pricing model in return. Definitions of the variables with description of the data

deployed are shown in Table 7.

Table 7. List of variables and descriptions

Short form ‘ Explanatory variables [expected effect] ‘ Definition of variables

PRICE Estimated value (dependent variable) Price in HK$ million

GRADE Grade of property [negative] Property grading classified into 4 levels
ranking from best to worst (Grade A
properties excluded)

PMC Property management companies | Companies managing the properties with
representing various management services | service quality classified into 4 levels
qualities [negative] ranking from best to worst (feigned PMC-V

excluded)

SUBSIDIARY | Property management companies being | 1 if property management company is real
real estate developer subsidiary [positive] estate developer subsidiary,

0 otherwise
EST Estate type of property units [positive] 1 if it is estate-type, 0 otherwise
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The literature of hedonic pricing model assumes
that the property price can be described by
a vector of continuous and dummy variables,
formulating as:

PRICE = B, + B; (GRADE) + B, (GRADE)® + B,
(PMC) + B, (PMC)® + Bs (SUBSIDIARY) + B (EST)
+ow

where B, is the constant, g, (for i = 1, 2, ..., 6) are
the regression coefficients, and p is a random
element that reflects the unobserved variations
in the property price. More comprehensively,
squared-(GRADE) and squared-(PMC) are

introduced, in that the effect of grade of property
and level of management company service quality
may not be linear.

Tests of the hedonic regression model (OLS1) are
shown in Table 8. The two formulated variables in
the experiment, GRADE and PMC are tested to be
significant, making the experiment design justified.
The explanatory power of the model is close to
75 per cent of the variation in estimated property
value. A note should be taken that the explanatory
power of the regression equation decreases to less
than 70 per cent (OLS), indicating the importance
of property management services.

Table 8. Analysis of hedonic pricing measurement

oLS OLS1 oLS2 OLS3

(Constant) *** 3.850 *** 4,163 *** 3,988 *** 3.649
(0.132) (0.135) (0.130) (0.131)

Grade ***.0.372 ***-0.383 ***-0.384 ***-0.351
(0.081) (0.075) (0.0711) (0.067)

(Grade)® **0.046 **0.043 *0.041 *0.039
(0.014) (0.016) (0.013) (0.010)

[ e ***-0.180 ***-0.140 ***-0.167
(0.054) (0.051) (0.050)

(PMC)? — *0.029 *0.028 *0.025
(0.011) (0.010) (0.010)

Subsidiary — — **0.073 **0.079
(0.023) (0.022)

Estate Type — — — **0.094
(0.030)
Adj. R2 0.697 0.746 0.768 0.790
SSE 1.761 0.842 0.829 0.817

F-statistics. Sig. ***0.000 ***0.000 ***0.000 ***0.000

Note: (1)*, ** and *** indicate significance at the 0.1, 0.05 and 0.01 levels.
(2) Figures in parenthesis are standard errors.
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As expected, the coefficient of GRADE and PMC
variables are negative, whereas the variables of
squared-GRADE and squared-PMC are positive.
This means when the property value decreases
as the grade of property or level of management
service quality declines, it reduces exponentially.
The SUBSIDIARY variable is also found significant.
By adding it, the equation explanatory power
increases to almost 77 per cent (OLS2), and the
independent variable PMC becomes less profound
as the coefficient changing from -0.180 to -0.140.
It indicates a glory from property developer
that people give more credits to the property
managed by developer subsidiary than that by
property management agent. Consideration over
the attribute of estate type (dummy variable EST)
further improves the explanatory power of the
model to 79 per cent (OLS3). The impact of PMC is
strengthened at the same time, meaning for estate-

type property with private facility provisions the
service quality of property management company
is greater emphasized as it requires higher level
of skills to take care of the daily operation of that

property.

Demographic
Segmentation

Impact and Customer

The significance of each type of demographic
influence is testified (Table 9). It finds that only
home ownership alters people’s consideration
of property management services for individual
property grade and in aggregate. Property
owners better realize the importance of property
management services and are willing to pay more,.
Besides, people from the elder age group value
more about property management services than
the younger one, but income and education level
do not make a difference.

Table 9. T-Test results for demographic characteristics

Ownership Age HouHId Income (M) Education
(yes/No) (>34/<34) (>37.8k/<37.8k) (higher/lower)
Grade B *5.66% * 3.30%
Grade C *8.13% *3.32% 2.66% 0.23%
Grade D * 4.53% 2.71% 2.32% 0.65%
Grade E * 3.96% 2.39% 2.11% 0.13%
General *5.41% *2.90% 2.49% 0.23%

Note: * means the mean differences between the two samples is statistically significant at 0.05 confidence level.
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Conclusion

The purpose to determine the influence of
property management services on the value of
private residential properties in Hong Kong is
achieved. Successfully and creatively, the value
of property management services adding to
the owner-occupied housing is measured from
the customer’s perspective by experimentation
methodology, based on the hedonic pricing model.
Real time data are collected in more economically
and efficient way and macro influencing factors
is minimized so that impact of the property
management services attribute is directly measure.

Property management practitioners should gain
confidence from the result as the hedonic value
that property management service adds to the
property is justifiable. The service quality of
property management, however, is critical to
make such value realized. It proves that criteria
such as achievement of ISO certifications and
industrial capabilities and good reputation among
the public are indicators of higher service quality
to property management companies. Demographic
characteristics also determine how people value
management services. Real estate developers
shall then focus its marketing resources for the
after sale management services at a longer term.
With development portfolio including both old
and new buildings, good performance from the
management subsidiary for the aging properties
can increase the aspiration of potential buyers for
the new ones. Such findings can provide reference
to the players in property management industry
to better identify its market segment and achieve
strategic pertinence.
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Introduction

“An elder in a family is likely a treasure on hand”
is a popular proverb in traditional Chinese society.
Our population keeps dramatically aging as those
post-war “baby-boomers” reach their retirement
age. It is estimated that by 2039, 40.17% of
our total population will be over 55 years old.
Furthermore, we doubted if there were any specific
housing policies designated upon the elderly
though these elderly people have contributed the
prime time of their life to their families and our
society in years past.

Most researchers mainly investigated the
affordability, social care services and housing
preferences as essential elements on a long term
of focused and comprehensive housing policy
for the elderly. In this project we concentrate on
housing attributes and to investigating the factors
that might affect housing preferences of the elderly

especially the differences between two groups,
aged 55 to 64 (“soon to be old”) and 65 or above
(“the old”).

The objectives of our research are as follows:

1.) To identify and investigate the factors
affecting the housing preferences and
attributes of elderly.

2.) To compare the housing preferences and
attributes of two age groups (the old and
soon to be old) and examine any variance
among three districts representing the elderly
of different socio-economic status.

3.) To review and evaluate the existing elderly
housing conditions with the current housing
policy in our living environment.

Our housing attributes are targeted at non
monetary factors such as quality of life, kinship’s
care, social networks, community supporting
services, health conditions and aging in place,
which might significantly affect the housing
preferences of the elderly. This study will
explore and investigate the housing preferences’
differences between the “soon to be old” and the
elderly affected by the severe socio-economic
changes with the speedily ageing population.

“Tin Shui Wai” is the home of many new
immigrants from the Mainland; which are mainly
the lower income group with higher numbers
of Comprehensive Social Security Assistance
(CSSA). “Sham Shui Po”is the home of many
local low income families, and “Taikoo Shing” has
middle class income families. Through studying
the people in these three districts we can see
the characteristics of elderly in different income
groups in HK.
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A Review on the Existing Housing
Situations

The Hong Kong Government is aware that housing
is the most important issue among all elderly
services. Before making any evaluations and
recommendations on our current housing policy
and community care and facilities services, we
look into our existing elderly housing policy, senior
citizens housing scheme for middle class income
group and the Public Rental Housing (PRH) for
the lower income groups. With regard to these
reviews, we can identify with the elderly housing
needs and demand finally.

Indeed, the elderly housing issue or policy is
only superficially touched on and even lightly
mentioned in the past policy addresses as there is
no blanket government policy for elderly housing
at all. Elderly person flats and senior housing
under different schemes and types are provided
by Housing Society (HKHS) and Housing Authority
(HA) respectively.

In the short to medium terms, only various
subsidized elderly care services such as revised
old age allowances and Guangdong scheme will
be brought up to cope with a surging elderly
population. Finally, in the medium and long run,
the Government has strategically introduced the
projects of Mandatory Provident Fund (MPF) and
Reverse Mortgage so as to assist the elderly at
retirement age financially. Last but not the least,
the Government offers in lack of variety of housing
products for different income groups or classes of
elderly in Hong Kong.

To gear up the development of quality elderly
housing for financially better equipped seniors,
the HKHS has been launching a new elderly
housing project, “Joyous Living,” via Tanner Hill
Residences in North Point and Wetland Park Road
Project in Tin Shui Wai. Therefore, in one of our
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studies is to gather the comments of these new
SEN scheme projects by our respondents so as
to evaluate if the projects are demanded in this
particular elderly housing market.

The primary role of the Hong Kong Housing
Authority (HA) is to provide public rental housing
(PRH) to eligible low-income persons who cannot
afford private accommodation with housing needs.
(Corporate Plan 2011-2012 HKHA) Approximately
30% of the Hong Kong population is now living
in public rental housing units. (HKHA web site
retrieved on 7/3/2012) Obviously, the PRH is
regarded as the most popular housing tenure and
in-kind subsidy of the elderly by our government in
Hong Kong.

A number of elderly households are provided with
public rental housing, but there is still a large
demand for elderly housing. However, as the well
educated retirement group of middle income class
and the new Mainland immigrant elderly group
from lower class are seeking housing options
and self determination, it is necessary for our
government to identify the housing preferences for
these different income classes of elderly before
trying to stimulate any elderly housing supply in
the market.

As a matter of fact, we have been requiring various
housing products to meet with the needs of higher
income, middle income and lower income class
of the elderly within different districts in Hong
Kong. As discussed, SEN scheme are designed to
tackle the housing problems of higher or middle
income elderly group and the PRH is catering
for the lower income elderly housing need. With
existing services gap in elderly care and support
services to facilitate the community living, we have
to comprehend the elderly housing preferences
upon their housing attributes due to our intensive
growth of ageing population and projections of
elderly housing demands. Apart from the old aged
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over 65, we emphasize on the group of “soon to
be old” age group mainly because elderly housing
policy and community care services are taken
timely to accomplish the changes and revision
constantly. In short, we have to prepare for not
only the ageing boom of different cohorts but also
different districts in particular so as to allocate our
resources effectively and efficiently.

Literature Review

Growing old is a normal occurrence which
affects every living being. It is believed that the
psychological, physiological, and social effects
of the ageing process have impinged on different
people at different age with different paces. To
examine and identify the main housing attributes
of elderly housing preferences we must have
more understanding about gerontology and the
associated social theories on aging such as
role theory, disengagement theory, exchange

theory, activity theory and age subculture theory
as well. Apart from theories, quality of life and
environment needs are scrutinized for the elderly
life satisfaction.

The concepts of “Community Care” and “Aging
in Place” are always the main concerns of
the housing policy makers and community’s
facilities and care services providers of Hong
Kong Government. In general, the above issues
examine the feasibility of our community care and
supportive facilities upon our existing housing
policy. Meanwhile, some other factors (i.e. kinship
care, social network, financial situation, health
conditions, living arrangements, and housing
aspiration) affecting housing preferences will be
explored in the end of the literature review. With
reference to the above factors, we shall also
investigate if there are differences of respondents’
housing preferences among the three districts,
apart from age cohorts, due to the socio-economic
status.

Table 1 Hong Kong Projections of the Population Aged 55 — 64 and 65 and above by sex for the period
2010-2039

Age / Year 2019

432,900 585,800 539,700 468,100 442,400 446,300
432,500 631,200 639,200 605,500 599,300 640,300
424,500 616,700 779,700 936,000 1,015,300 | 1,049,900
490,600 713,400 907,200 1,125,900 | 1,296,200 | 1,435,700
1,780,500 | 2,547,100 | 2,865,800 | 3,135,500 | 3,353,200 | 3,572,200
25% 33% 36% 38% 39% 40%

Data Source: Census and Statistics Department 2012:26
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The number and the proportion of elderly
population will continue to increase. With the
success of our economy and societal change,
the status of the elderly in the family is gradually
declining and the younger generation is becoming
less capable of taking care of their elders.

In addition, the existing retirement protection
scheme (MPF) may not be sufficient, especially
for those who are now aged among 45-59 may
not benefit from the MPF when they retire due to
their short contributory period. Furthermore, an
actuarial analysis shown the MPF will provide only
a minimum floor income to retirees if contribution
made to the MPF is at the minimum amount. So,
the aging population could inspire the housing
problem into the society in Hong Kong.

For the study of care for the elderly, the two
important concepts — “Community Care” and
“Aging in Place” are reviewed and regarded as the
common approaches for the care of the elderly.
With reference to these concepts and the social
theories on aging, they are the entire theoretical
basis for our study on housing attributes upon
elderly housing preferences.

Preference, taste and past experiences are other
personal factors which are also volatile and can
change. Quality of life and environment needs
are so closely inter- related that we have to pay
more attention. Besides, the economic factors,
especially affordability, are also difficult to be
grasped and crucial factors of housing preferences
though the housing affordability is not our major
discussion. In our literature review, we study the
most convincing factors (i.e. kinship care, social
network, financial situation, health conditions,
living arrangements, and housing aspiration) which
do affect the housing needs or preferences of our
designated different district population in Hong
Kong.
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Methodology

The prime methodology of this research is, with
the aid of quantitative surveys, to analyze our
understanding of (1) the satisfaction of their
existing living conditions, (2) the four housing
attributes and preferences of Kinships’ care, Social
Networks, Communities Facilities and Staying in
Familiar Place (aging in place) and (3) the five
importance issues of Finance, Quality Life, Health
and Self Care, Kinship’s Care and Government
Supports in elderly life between retired and soon
to be retired elderly age groups and among three
selected districts of Taikoo Shing, Sham Shui Po
and Tin Shui Wai and evaluate whether the Hong
Kong Government has considered in her housing
policy or not, especially the recent revised SEN
scheme which aims at satisfying the needs of
retirement life and further on housing aspiration as
well.

Totally, 180 respondents were successfully
interviewed, in which the sex distribution was
rather even (96 respondents were female and 84
respondents were male). 51% of the respondents
have primary education level, 30% secondary level
and 20% tertiary level. The respondents in Taikoo
Shing with over 80% of higher than primary level is
the highest education level among three districts
which is in line with the impression of middle
income class district.

Statistical Analysis and Findings

Most respondents of Taikoo Shing are living with
a spouse only. Respondents of Sham Shui Po
are living with a spouse, spouse with children or
children only evenly. And most respondents of
Tin Shui Wai are living with a spouse and children
which may be due to many nuclear families in
this new town. But the older the age tends to live
alone.
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During the spare time, all respondents will gather
with neighbours or friends or stay at home. Over
80% respondents expressed that their family
members of all districts will visit them occasionally
or above and over 70% respondents of Sham
Shui Po and Tin Shui Wai expressed that their
neighbours or friends or relative will visit them
occasionally or above, but more than 80%
respondents of Taikoo Shing expressed that their
neighbours or friends or relative will not visit them.
So the elders are easy to fall into the negative side
of ageism.

More than half of all respondents will first approach
their spouse, children or relative when they
encounter daily problems. It has also reflected that
family ties were still important and deep-rooted in
traditional Chinese value.

In our overall data analysis, we find that most
elderly of our sample population are not very
satisfied of their living conditions, more than
half of the overall elderly were not satisfied with
their living status, and the majority of our sample

population is living with spouse or spouse and
children potentially caused by some family tension,
disagreement and/or generation gaps.

Elders were not satisfied with the housing type
and living environment properly due to the
insufficient elderly facilities in the building and
surrounding. It is contrary that our government
has placed an important target on the aging in
place in her elderly care and housing policy.
The least important of the Government Supports
factors implied that the elderly might be used to
the insufficient supports from the Government in
the past and didn’t have any expectations of the
Government.

According to the table 1, most elderly has rated
Kinships, Social network as their important housing
preference. Kinships is even the most important
housing preference and Staying in familiar
place is not important which may be due to the
dissatisfaction of living conditions. Most elderly of
our sample population rated Finance, Health & Self
Care and Kinship’s Care are important issues in
elderly life for them .

Table 2 — Housing Preferences & Elderly Life Important Issues (Overall)

Housing Preferences (Overall)

Kinships

Mean

Standard deviation

1 - 2. Least Important
3. Average

4 - 5. Very Important

Total
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Mean

Standard deviation

1 - 2. Least Important
3. Average

4 - 5. Very Important

Total

Mean

Standard deviation

1 - 2. Least Important
3. Average

4 - 5. Very Important

Total

Mean

Standard deviation

1 - 2. Least Important
3. Average

4 - 5. Very Important
Total

Mean

Standard deviation

1 - 2. Least Important
3. Average

4 - 5. Very Important
Total
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Housing Preferences (Overall)

Social networks

Community facilities

Staying in familiar place

Important Issue In Your Elderly Life (Overall)

Finance
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Housing Preferences (Overall)
Quality of Life

Mean

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total

Health and Self Care

Mean

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total

Kinship’s Care

Mean

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total

Government Supports

Mean

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total
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In our two elderly age groups data analysis, we
find out that elderly of both age groups of our
sample population are not very satisfied of their
existing living conditions, more than half of the
elderly did not satisfy their living status, 64% of
elderly in the age group of 65 or above and 51%
of elderly in the age group of 55-64 dissatisfied

with their existing housing type. According to the
table 2, only Kinships of housing preferences are
statistically significant with age. Therefore, older
the age tends to be more dissatisfied with their
existing housing type and to rate Kinships as a
more important housing preference.

Table 3 — Housing Preferences & Elderly Life Important Issues (Two Elderly Age Groups)

Housing Preferences

T-test

e P value
Statistics

65 or above

Kinships

Mean

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total

Social networks

Mean

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total

Community facilities

Mean

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total
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T-test

Housing Preferences 55-64 65 or above . ..
Statistics

Staying in familiar place

Mean

Standard deviation

1 - 2. Least Important 72 80%

3. Average 10 11%

4 - 5. Very Important 8 9%

Total 90 100%

Important issue in your T-test
P ’ y 65 or above .. P value
elderly life Statistics

Finance

Mean

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total

Quality of Life

Mean

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total
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T-test
65 or above P value

Housing Preferences 55-64

Statistics

Health and Self Care

Mean

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total

Kinship’s Care

Mean

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total

Government Supports

Mean

Standard deviation

1 - 2. Least Important

3. Average
4 - 5. Very Important

Total

P value:

2012 F

91%

87%

6 7% 8 9%
2 2% 4 4%
90 100% 90 100%

1.26

Statistically Insignificant & > (0.05)
Statistically Significant ¥ < (0.05) MM < (0.01) MMM < (0.001)
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In our three districts data analysis, the
respondents in Taikoo Shing district have different
ratings when comparing with other two districts on
the satisfaction of their existing living conditions. It
is found that only the Taikoo Shing elderly group is
generally pleased with their existing living status,
housing type and the community supporting
services or facilities within their district.

Regarding the community supporting services
or facilities overall in Hong Kong, the elderly of
Taikoo Shing and Tin Shui Wai are dissatisfied,
and elderly in Sham Shui Po gave average rating
at it. According to the table 3, the elderly in Taikoo

Shing and Sham Shui Po rated Kinships and Social
network are the most important housing preference
and the average rating at community facilities.
However, the elderly in Tin Shui Wai rated Kinships
and Community Facilities the important housing
preference and Social network the average
preference only.

The elderly in all districts rated Finance, Health
& Self Care and Kinship’'s Care are the important
issues in their life, among them while Finance is
the most important issue, but the Quality of Life
and Government Support are rated as the least
important.

Table 4 — Housing Preferences & Elderly Life Important Issues (Three Districts)

Housing Preferences

Taikoo Shing | Sham Shui Po

) Significant
. . . Chi 9
Tin Shui Wai test
Square . L.
statistics

Kinships

Mean

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total

Social networks

Mean

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total
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Housing Preferences

Mean

Taikoo Shing

Community facilities

Sham Shui Po

Tin Shui Wai

Standard deviation

1 - 2. Least Important

3. Average

4 - 5 Very Important

Total

Mean

2.20

Staying in familiar place

2.35

1.37

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total

(of ]
Square

Significant
test
statistics

Important issue in your
elderly life

Mean

1.09 0.90 0.49
42 | 70% 38 | 63% | 60 | 100%

54.41 e
12 | 20% 14 | 23% | o0 0%
6 10% 8 13% | 0 0%
60 | 100% | 60 | 100% | 60 | 100%

hi ignificant test

Taikoo Shing | Sham Shui Po | Tin Shui wai | _CMi  [Significant tes

Square statistics

Finance

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total
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Chi Significant
Housing Preferences Taikoo Shing | Sham Shui Po | Tin Shui Wai Square test
E statistics

Quality of Life

Mean

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total

Health and Self Care

Mean

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total

Kinship’s Care

Mean

Standard deviation

1 - 2. Least Important

3. Average

4 - 5. Very Important

Total
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Housing Preferences

Taikoo Shing | Sham Shui Po

Significant
. . . Chi .
Tin Shui Wai test
Square L.
statistics

Government Supports

Mean

Standard deviation

1 - 2. Least Important

3. Average

11

4 - 5. Very Important 0 0%

0% 6 10%

Total 60 100% 60

100% 60 100%

Degree of Freedom

4

Significant test statistics:

Statistically Insignificant i > (0.05)
Statistically Significant ¥ < (0.05) MM < (0.01) MMM < (0.001)

According to the Table 4, the results of the SEN
scheme data analysis revealed that the scheme
is not very popular by the elderly of any elderly
age group, only the Taikoo Shing district shows
their interest on SEN scheme. The most reason of
not favoring this scheme is too expensive and not
affordable. This result also supported our finding

Table 4 — Purchase of SEN Scheme

SEN Scheme

Taikoo Shing

Yes

Sham Shui Po

that the important issue of elderly life is “Finance”.
Also if the location of the scheme in North Point
and Tin Shui Wai would be the factors that they
prefer to live close to their children, relatives
or friends, because of the important issue of
Kinship and Social Networks in the elderly housing
preferences.

Tin Shui Wai

No
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Recommendations and Conclusion

Over the past decade, the Hong Kong Government
has initiated a variety of social policies and
services accompanied with housing policies to
cater for the increasing number of the elderly
people as the population of Hong Kong will age
at a fast pace in the middle of next decade with a
very high life expectancy.

Elderly of both age groups of our sample
population rated Kinships, Social network and
Communities facilities are important housing
preference for them and among all, Kinships
is the most important. Both age groups have
similar rating of Staying in familiar place as the
least important. Finance, Health & Self Care and
Kinship’s Care are important issues in elderly life
for both age group and among all, Finance is the
most important issue in elderly life.

Elderly in Taikoo Shing and Sham Shui Po rated
Kinships and Social network are important housing
preference and rated Communities facilities is
average, but the elderly in Tin Shui Wai rated
Kinships and Communities facilities are important
housing preference and rated Social network is
average.

Elderly in all districts rated Finance, Health & Self
Care and Kinship’s Care are important issues
in elderly life, among them, Finance is the most
important issue, highest score in Sham Shui Po,
and lowest score in Taikoo Shing which seen to be
Sham Shui Po is regarded as the poorest district
in Hong Kong. The elderly of all districts rated
the issues of the Quality of Life and Government
Support as least important.

After finishing our study, we have found that most
elders are not satisfied with their existing living
conditions and environment. Also, it is believed

that our Government should not only provide a
dwelling for the elderly but also a caring home
with quality of life.

Although the HS has declared to tailor-make the
SEN scheme for middle income elderly, the SEN
scheme seems not so popular and it is well-known
that most elders cannot afford to buy as the entry
contribution is too high. Thus, the above findings
of our research could be made general references
to the policy makers and services providers of
social security, retirement, health care, community
care support and residential care services for the
elderly.

Based on our findings, some recommendations to
help government devise a holistic housing policy
planning for the elderly are as follows:

1. According to policy address 2011-12, we
should speed up the annual construction of
15,000 units or not higher than 20,000 units
of PRH.

2. Higher tax allowances should be imposed
to encourage adult children to live with
their parents as kinship’s care and financial
situations are most important issues in the
heart of elders.

3. According to our survey outcomes, SEN is not
welcomed due to affordability. However, SEN
can be subsidized in other ways catering
for this middle income elderly group who
contribute a lot for the society in the past
days.

4.  To examine all types of community support
services for the elderly so as to accommodate
various needs of elderly people while living in
the community and attention should be paid
to the special needs of the frail elderly.
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5. To meet the housing demand of the elderly
and soon to be old group in the near future,
the housing aspiration and consumption
patterns of the elderly and soon to be old
cohorts have to be investigated because of
intensive infrastructure cross-border networks
between Mainland China and Hong Kong in
the recent years.
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Courses to Membership

E/EI\ Fl/jLzJ\Fl_l_ ﬂ%%ﬂi

Hong Kong &i#

Institution

Bk

Programme

RiE

Duration

F 58

Completion of

Practical Experience

Requirements

ST AR BRI

Type of
Membership

SRER

School of Professional and Professional Diploma in 3 years (Part-time) | Compulsory for Chartered
Continuing Education (SPACE), |Housing Management membership Member
The University of Hong Kong

BRERBHEEESR FEEBHEER 3F(GRHE) NPy L FHes
Department of Urban Planning | Master of Housing 2 years (Part-time) | Compulsory for Chartered
and Design (DUPAD), The Management (Professional membership Member

University of Hong Kong

Stream)

EAERBH TR RHRFAR EEERELT (FERE) 2F (GRE) NP7V FHE8
Department of Public and Social | Bachelor of Arts with 4 years (Part-time) | Compulsory for Chartered
Administration, City University Honours in Housing Studies membership Member
of Hong Kong

EEUTABRAARHETHER | FERREXE L 45 (FE ANE BAGM FAHEE
Department of Public and Social | Bachelor of Social 2 years (Full-time) | Compulsory for Chartered
Administration, City University Sciences with Honours in membership Member

of Hong Kong

Administration and Public
Management Housing
Studies Stream
THEALEREELGRIE
2t

F(2BH)

A8 AR

-
b=1113
o
8
0

Department of Public and Social | Master of Arts in Housing 1 year (Full-time) Compulsory for Chartered

Administration, City University Studies 2 years (Part-time) | membership Member

of Hong Kong

EERTABAARMETHER | FEEXZEEL 1F(2HEH) ANE WA FHEE
PESE 1))

School of Professional Bachelor of Arts in Housing | 1.5 years (Full-time) | Compulsory for

Education and Executive Management membership

Development (SPEED), The (i) completion of (i) Member

Hong Kong Polytechnic
University

BERBITRBHEEEEDR

1.5F(2HH)

attachment type of
PER during study

(i) completion of two
years on the job PER
after graduation

ANE DR

(i) FERREZR[INREE] | (i)
k[ EIER]
REEEBTK -_FHNE
[ & #5548

(if)

(ii) Chartered
Member
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Institution

B R

Programme

RiE

Duration

£

Completion of
Practical Experience

Requirements

SER B4R

Type of
Membership

a25ER

BREHEEBRBREERE ISR

School of Continuing & Continuing Education 1 year (Part-time) Compulsory for Member
Professional Education Diploma in Property membership
(SCOPE), City University of Management
Hong Kong
BERUMTAREEERES MEERBEYE R 14 (Fi) NPy L g8
Hong Kong Institute of Higher Diploma in Real 3 years (Full-time) | Compulsory for Member
Vocational Education — Estate Management 1.5-6 years membership
Morrison Hill, Vocational (Part-time)
Training Council
BEEEHF LR EEEBSRR 3FE(2HH) NPy L 28
IR B IR 1.5 — 6 F(F#)
Institute of Professional Professional Diploma in 240 hours (Part- Compulsory for Member
Education And Knowledge Practical Property and time) membership
(PEAK), Hong Kong Institute Facilities Management
of Vocational Education —
Morrison Hill, Vocational
Training Council
BEIREEEEESR — BERMERRBERFE R | 240/ N5 GRE) NP7 10 S 28

Macau #P

Institution

57

Hong Kong Institute of
Vocational Education —
Morrison Hill, Vocational

Training Council
EREEHBEREREILDR

Programme

e
Professional Diploma in
Property Management

for Macao Housing
Practitioners

MPEMEEEEERMAR

A2

Duration

£

310 hours — about 7
months

310/ — W7 @A

Completion of
Practical Experience

Requirements

5E R B4R

Compulsory for
membership

Type of
Membership

SRER

Member

iz
o

\
/
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Mainland China HhEIE A

Institution Programme Duration Completion of

Practical Experience

Type of
Membership

Requirements

5E AR BRI 4R

(5 s F 1

Department of Management Bachelor in Housing Compulsory for

Science and Engineering School| Management Studies membership

of Economics and Management (i) completion of

Wuhan University, China attachment type of
PER during study

(if) completion of two (ii) Chartered

SRER

4 years (Full-time)

(i) Member

years on the job PER Member
after graduation
PEREASLEERERSREE |EREESS L 4E(2BH) IN DY UL
MERTEZR (i) TREZRINKEE] () 88

[ B ]
(i) REERZTHR_FOE | (i)
BT BB
Construction Management Compulsory for
Department, Guangzhou membership
University, Guangzhou (i) completion of (i)
attachment type of
PER during study
(ii) completion of two (ii) Chartered

s
g
il

v
A

Bachelor of Management 4 years (Full-time)

Member

years on the job PER Member
after graduation
BMAREHERTRERR EEREEEL 4F (2 A A& WA
(i) TEREZRBINEEE] () &8

k[ B4R ]
(i) REERZTHRZFHE | (i)
B[ EIER]

Not necessary

¥
b:1113
s
8
il

CB Richard Ellis About 40 hours Chartered

Member

Property Management
Training Course for
Housing Professionals

(For Corporate Membership
through Direct Final route)

China

EREEREEREEH DL

Housing Professionals

(For Corporate Membership
through Direct Final route)

BREII(ETE B EER

=)

#) 40/ (GRAE)

HHRIBLFRA R AR EEERR | 940/ FGRE) BE FHes
@)
CB Richard Ellis Property Management About 80 hours Compulsory for Member
Training Course for membership
Housing Practitioners
HHRBBLEBER AR MEEIBIEE BRI #4780/ N (G iE ANE BAGM g8
Beijing VENCI Standard Property Management About 40 hours Not necessary Chartered
Construction Culture Center, Training Course for Member

-
k=113
o
s
"
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Taiwan 8i#

Institution

Bk

Graduate School and
Department of Assets and
Property Management,
Hwa Hsia Institute of
Technology, Taiwan

BEEERMBREERYEEE
REHRPT

Programme

By
Bachelor of Commerce in
Housing Management

EEEE/mEtL

Duration

£

4 years (Full time)

4F (284

Completion of
Practical Experience
Requirements

5E AR BRI 4R

Compulsory for

membership

(i) completion of
attachment type of
PER during study

(i) completion of
two years on the
job PER after
graduation

A& WAGY

(i) TTRRIEZER[IMNKE
BIx[E®
AR

(i) REERTH_FH
e B aIER ]

Type of

Membership

=855

(i) Member

(ii) Chartered
Member
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Joint Legal Talk on Recent
Court Cases
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CHINA OVERSEAS PROPERTY SERVICES LTD.
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Real Estate Administrateors
EHEMETHNGI 28

Fax: 07 0875
P.O.Box 4126 ,GPO HK

Email: info@hirea.org.hk
Website: www.hirea.org.hk
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). N Hong "I'|p Service Company Ltd.

S EE-E YN EY
A member of Sun Hung Kai Properties

BERTREMELERS  EEERERENYERIHEEATZ—
BRIFFEEZYEEE 1,50008 @ LIEMEEEB 1.28FHR

MEEHNIDIELAARS - SRET  BEKRE BYEIS x r % %
G 1%

BRMERRES  BREERERENLEAS -

Established as a member of Sun Hung Kai Properties Group, D

Hong Yip is one of the largest property and facilities management companies in Hong Kong, x IIJ\ 17.1. g
managing over 1,500 individual building blocks,representing more than 120 million sq.ft in

total ranging from private estates, luxurious houses,commercial and industrial buildings,
shopping centres to government properties.

LI BEERBERA D 5
P Hong Yip Service Company Ltd. 0 o ° ° o

- ] SIS 868 SG5 SGS "
NEEEIETGEAHET 95 SRitHEDP L 16 18
16/F, World Tech Centre,
95 How Ming Street, Kwun Tong, Kowloon
Tel: (852)2828 0888 Fax: (852) 2827 6300
Web Site: www.hongyip.com
E-Mail: hongyip@hongyip.com
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(r:-) HOUSING MANAGERS REGISTRATION BOARD
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www.mtr.com.hk
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Property Management Business Association Macao

BERTFEMES N T EtHRAREEE 2
Travessa da concordia No.97 A 1-and
Tel : (853)2838 1791 Fax : (853)2838 1792
E-mail : pmba1985@hotmail.com




BRBTBEE8 #HE Website : www.hkapmc.org.hk
ImRHR0274#82709-2711% EH E-mail . office@hkapmc.org.hk
Units 2709-2711, 27/F Shui On Centre, B Tel: (852) 2186 6101

6-8 Harbour Road, Wanchai, Hong Kong EH Fox: (852) 2189 7245
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The Hong Kong Institute of Housing

IRAVMKER

HERETD

A M T 8 MiEe-8E TP 02709-2711F  Units 2709-2711, Shui On Centre, 6-8 Harbour Road, Wanchai, Hong Kong

WEE Tel: (852) 2544 1IN

M Fax : (852) 2544 3112

BT EH4 E-mall ! info@housing.org.hk

#ht Website

www.housing.org.hk




School of Professional Education
and Executive Developmant

Qb THE HONG KONG LYy
?t POLYTECHNIC UNIVERSITY

B T A A S PEE%

School of Professional Education and Executive Development (SPEED)
of The Hong Kong Polytechnic University (PolyU) advocates lifelong
education by offering professionally-oriented and multi-disciplinary
programmes to meet the changing needs of society.

Undergraduate Programmes
(including Top-up Degree Programmes)

¢ PolyU, PolyU-SPEED and Overseas Awards
* Full-time and Part-time Study Modes

Collaborative Overseas Universities

¢ University of London International Programmes,
United Kingdom

* Newcastle Business School, Northumbria University,
United Kingdom

O 00 00 o
SN B RoN N RON NO
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School of Professional Education and Executive Development [SPEED)

A Aoom ORBL2. AF, Core A The Hong Kang Polytechnic Unmersity, Hung Hom, Kowloon, Hang Kong

B 3400 2528 specdsponc polyu edu Hk

2363 0540 . WWW Spsad-polvu.edu hk
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m =EINEE www.urban.com.hk
I Urban Group

WEMEE A
Member of Fung Seng Enterprises

A Sustainable Focus in
Property Asset and Facility Services

Urban Group, pioneers in the introduction of internationally recognized management
models to its services, is positioned to be the Premier Property Asset and Facility Services
Group with businesses covering 230 locations and servicing 1 million customers,

We engage in managing all kinds of residential,
commercial, industrial and other
purpose-built assets embracing
professional property asset
and facility management,
engineering, project
consultancy, securit}r
and environmental
services.

=0y
i A

3

‘Q‘j\‘. e\ *-.
\\

L]
Ll
sl
b
l \
i

. L A5 | %
'] *)l.t?]

_ | ‘1\
[ & f |

D S




COLLEGE OF *i%tﬁ;mj(%i
LIBERAL ARTS AND iV 2T x
SOCIAL SCIENCES | C"y il

A 3¢ B R BB of Hong Kong

www.cityu.edu.hk

AH R ETHE % Department of Public and Social Administration
Profassional degrees recognized by the Charterad Institutaof Housing and the'H o H 'E‘humnyyf}mmm

BSocSc (Hons) in Administration and
Public Ma nagem ent (Housing Studies Stream) ( Fallh Whuile)

MA ir'l HDUSI“g StUdiES (Combimed Mode)

Enquiries

Telephone: +852 3442 8917

Email: sa@cityu.edu.hk

Departmental Website: www.cityu.edu.hk/sa

Our Services :
® Property Management ® Asset Management
® Facility Management ® Security Services
® Specialist Cleaning ® Building Consultancy

® E&M Engineering Services ® Waste Management
® Non-clinical Hospital Support

ISS Group is the leading provider of Facility Management
Services globally. We have over 535,500 employees operating
in more than 50 countries. ISS Group is the 3rd largest
employer in the world, and is ranked 5th in “The Global
Outsourcing 100" review of service companies. ISS Hong Kong
enjoys a predominant position in the local market, has a
quarter century of experience in this industry, and uniquely
provides management plus self delivery of all services. Our
success, our heritage, is that we understand your business needs
and excel in their delivery. Contact us for more information on
reducing business costs through integrated outsourcing.

FACILITY SERVICES

Tel: (852) 2869 8188
Fax: (852) 2869 1441

Email: info@hk.issworld.com
Website: www.hk.issworld.com
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Guardian - your next right move"
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An Owtpmndmﬁ Coating Supplier fmf

Remarkable Projects

Dot (AT

materials: Grqnipi_erre

10/F, Dah Sing Financial Centre, 108 Gloucester Road, Wanchai, HK.
T :2529 3968 F :2527 0299 W : www.skkhk.com.hk E : enquiries@skkhk.com.hk

SH=1 o AR
EMoLIRSES

30+ years and growing,
we can do much more
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*» FIEEN Assets Management I HEE M FRR AL E AWmmERER §
» BERIAERS Invesiment and Finance Winson Gruup Huldings Ltd Member o Winsan Group Heldings —
» A A Development Valuation T TS 3 M 1 TR P EYCER TR RN L
- .ﬁEﬂE Hotel Management One Midtown 10881-858 8 Lask JV Facility Managemer] Services Lid Shenzhen Lask JV Property Managsment Lid
: ; " Uniit-8, 10/F, One Midiown ERRE (DM) HRLE FNNEEAERREEAARSR
» M4 #E Enviranmental HFEW“E Services H:I” Hoi Sing ;;d T:.:ﬂ Wan. BT Winson Industrial [Asia) Co Lid Shenzben Lesk Vigers Assel Managemant Lid
= I{EAE S Environmental Products & (852 2156 3388 AN RERNEEAE RGN RN RL S
1 (B52) 2.7-51 SEB1 ‘Winson Cieaning Service Co Lid Shenthen Wenaon Cleaning Service Co Lid
= T SR EREEESHRSE RFEMEAERME2002 0 EE L NS5
—~ s Winacn Professional Pest Control Co Lid Bl - 518001
ﬂ WL winsongroup.nel 518 Carrisnna Friendshsp Squsce, 2002 Renmirnan Aoad

Luau Desfrict, Shenzhen, PRLC

Post code: 518007
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Winson Group Holdings Lid
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Megastrength Security Services Co., Ltd.
(lEEE@EH B2 I ASubsidiary of Henderson Group)

AL TERU T2 EER:
SRAREHKEERY
SEHARRRGRIE

SBBERERYE
SRTRER

oRE, RERMBREZEE o ANRRTREZRY
SREEIIFH-AS RE

FBENERERBERBBEBEC + AR+ N\ E
18/F., 78 Hung To Road, Kwun Tong, Kowloon, Hong Kong.
WEE Tel: (852) 2752-8833 {HEIFax:(852) 2752-8088
#M@itWebsite : http:/ www.msshk.com Pl R Ay e vt A

With compliments of
SN

General Security

X R ® 2

qote!

Unit 1, 1/F, Kai Fuk Industrial Centre, 1 Wang Tung Streel, Kowloan Bay, Mong Kong
SAARAERE-RERIRSVME
Tel 20010222 Fax; 2H000TTT  www.generalsecurity.com.hk

w #l 3 & G R & A

HIP LEE INFRASTRUCTURE LIMITED

BERRF LM N AR AR 1~ 1T R T &6

[7K T2 Epoxy Flooring — IBEMIHSHE

Concrete Repair ~ FAFR4EE Crack Injection T8t/ g

Waterproofing

Fire Protection (57K TH#2  Decoration Paint  #EfiHIZE

Flat 13, 20/F., Block C, Wah Lok Industrial Centre, 31-41 Shan Mei Street, Fotan, Shatin, N.T.
YORDK BRI 31-41 SREESE T30 C S 20 14 13 %
Tel: 2947 7075 Fax: 2947 7975
Email: hipleeinfra@yahoo.com.hk

Sun First International Limited

REEGRAT
Flat A, 4/F., Kwai Sh Ind. Centre, 51-63 'Container Port Road,
Kwai Chung, N.T.
FREFAEBHESICCHMERIRILIBAE
Tel: 2807 7888 Fax: 2759 8362
Web Site: www.sunfirst.com.hk  Email: info@sunfirst.com.hk
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WING MING ENGINEERING CO.
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FAFREMTEERE
BEREBEETE
BEEMMETE

BTRTE
BFENEETE
BFETKARTE

FEEE 0 27510338 {HE - 2751 0336
FEE © wmengco@netvigation.com

Hibk - JUHE JUEEE e T 9% BU TR 4 /420
RoOM 20, 4/F., KINETIC IND. CENTRE, 7 WANG KWONG ROAD,
KowLooN BAy, KowLooN, HK

\;— #® B I 8 § B 4 7
B . \GA LUEN CONSTRUGTION & ENG, co., LTD.

M B £ & B # (RGBC) : GBC 36/2011
BN E T &R BB (RMWC) :MWC 127 / 2010
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1809001:2008 1S014001:2004 OHSAS18001:2007 N _
Certificate No.:CC408 Certificate No.:.CC409 Certificate No.CCato B /oRRLHEBEER

EABANEFNBEEAIFTHI2N R EXRIBRAE7FZFEBE

B5E: 2427 3788 BE: 2427 3700 E-mail: nlce@ngaluen.com.hk
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Your Partner in Pro nal Developme

Professional Certificates (PC)
Outcome-based learming piiched 1o tha Cualification Framework of Hong Kong
Flaxible modular-based programme to meet your specific rining needs

PC in Building Maintenance Management
Laws, management approaches, disgnosis & testing inchnologies

105-hwr, WK 12 700
PC in Green Lighting Technology and Application

Lumingére mabarials, sysism design, enengy managemer
G-, HKID 10500

PCin Green Building Technology

Inlemal bl emvionment, energy usa, green bulding sysiem
108-her, HKD 14 400

i
Member of VTC Group
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City University of Hong Kong — Department of
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BEREPMARE — AHEERHETHER

General Security Group
ARBLZEEE

Henderson Land Group Property Management
Department — Hang Yick Properties Management
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BEIKXMESEVEEELN — BEamEel
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Hong Kong Housing Society
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Association Macao
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cih.org.hk

Chartered Institute of Housing Asian Pacific Branch
KERTEEREZGLASE

Units 2709-2711, Shui On Centre,
Nos. 6-8 Harbour Road, Wanchai, Hong Kong. -
BREBEEC-8R IR LT P 2709-27T11E

¥

Tel E5E :(852)2356 8680
Fax  {#E :(852)2356 7332
Website #3t : www.cih.org.hk
Email EZ : apb@cih.org.hk

All rights reserved. No part of this publication may be reproduced without prior written
permission from the Chartered Institute of Housing Asian Pacific Branch.

Whilst reasonable care has been taken in compiling this yearbook, the publisher
cannot assume liability for any error or omission it contains. Views expressed in the
aring articiesi-and speeches on the Annual Dinner are that of the authors and not

eflect hose of the Chartered Institute of Housing Asian Pacific Branch.
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Master of Science in Urban Planning

Master of Urban Design
Master of Housing Management

Bachelor of Housing Management
P

Admission Talk

o - . Date : 12 January 2013 (Saturday)
S : ' = 3 Venue : Rm 820, Knowles Building, HKU
Ny Time : 10:00am

osing/Date:}318January;2013
= R

Enquiries:
Telephone: 2859 2721
Email: dupad@hku.hk

e Address: Rm836, 8/F Knowles Building
L 3 ‘ The University of Hong Kong
n Pokfulam Road, Hong Kong

i VS Departmental Website:
m SR http://fac.arch.hku.hk/upad
< 2 ] Master Degree Online Application:
. http://www.asa.hku.hk/admissions/tpg
| "4 | Bachelor Degree Application Form:
|®& | http://fac.arch.hku.hk/upad/bhm/admissions




