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To improve the quality of life for our
‘community through continuous
enhancement of our electrical and

mechanical engineering services. ‘ %}5 CUSTOMER
REBENIEIR  UNEEFPHFEE o
Providing quality engineering solutions to satisfy our
customers’ needs.

=_1 STAFF

By S EMHBINE - WAFNRENIERSE -
Developing a competent workforce and maintaining
a harmonious environment.

309 ORGANISATION

EREMBEERMBENES - WEEEERE °

Keeping pace with technology development and
process improvement for service enhancement.

= INTEGRITY
HMRFHEAMS @ i3 R FEEIRT -

We uphold honesty and integrity to embrace an ethical culture.

HE RS SERVICE EXCELLENCE

HTMEBRLEAE X ERNARSNEL R

We provide safe, reliable, efficient, cost-effective and quality services.

£9/22 CARING

HEE T  EEAMRAR @ WERIRR °

We care for our staff, customers, community and the environment.
r—‘ﬁ\

PR CUSTOMER FOCUS

RMEEFPHNERTE  HMABLE - BEEHIESR  UER
BEFHEEMIZH

We focus on the needs of our customers and provide engineering
solutions in a proactive and responsible manner to win their trust and
support.

#IE CONMIMITMENT
BMSIT 2 (55T °

We do what we promise.
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The Electrical and Mechanical Services Trading Fund performed
well with a revenue of HK$4,643 million in 2012/13. Revenue
growth achieved 7.5% and return on revenue based on
operating profit after tax was 6.9%. On top of these financial
results, we prided ourselves in excelling at customer service
and scoring an all-time high customer satisfaction rating. On
an independently conducted customer opinion survey of 75
government organisations, customer satisfaction increased
from 6.01 in 2010 t0 6.12 in 2012 on an eight point scale.

EMBRACING THE CHALLENGE

Notwithstanding with such level of performance, we
understand we cannot be complacent. We know there are
challenges ahead. As new venues and additional installations
of our clients are completed, demand for our operation
and maintenance services will continue to grow. With
some clients’ infrastructure projects in the pipeline, we are
expected to take on greater project management roles and
responsibilities. Against these increasing service demands, we
have to constrain the growth of our staff, operate at a lower
profit margin, and enhance the quality and cost-effectiveness
of our services. Our business model will need changes too.
We require a new staff mindset, a new knowledge based
platform, a new broader view of engineering services, a new
operating culture and a new approach to delivering services
to our clients. We see this as a turning point and a new era in
our development.

To this end, during the Strategy Formulation Workshop in
2012, we formulated the new five-year corporate goal of
“creating public value for community betterment through
partnership with our clients”. This corporate goal is to be
achieved through the implementation of five strategies,
namely: (1) delivering service excellence through measures
such as enhancing outsourcing and contract management;
(2) becoming a trade model; (3) building staff capacity and a
caring culture; (4) enhancing knowledge management; and
(5) sustaining green operation.

The corporate goal and associated five strategies will guide
our work in the coming years with a view to bringing EMSTF
to new heights.

BUILDING UP THE MOMENTUM

On delivering service excellence, our new mode of service
delivery comprises focusing on work of high public value and
outsourcing mundane tasks, while we are moving towards a
supervisory and managementrole. In2012/13, we outsourced
the maintenance services for 300 general purpose vehicles,
under which the contractor works at our Kowloon Bay Depot
under our direct supervision. For the first time in a performing
arts venue, we let out a contract providing services for the
electrical, mechanical, air-conditioning and stage equipment
at the Yau Ma Tei Theatre. In-house supervisory staff are
deployed on site, with the daily operations outsourced to a
contract team. Riding on these successes, we extended this
new mode of outsourcing to Cape Collinson Crematorium
and Wo Hop Shek Crematorium, whereas outsourcing of
the operation and maintenance services for the Central-Mid-
Levels Escalator and Walkway System and our headquarters
is underway.

EMSTF Report C§5
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As part of our efforts in becoming a trade model, we
promote the electrical and mechanical industry. In 2012/13,
we organised the “Electrical and Mechanical Manpower
Forum” in collaboration with other organisations in the E&M
industry to explore ways to attract young students to join the
technician training scheme and the industry. We convened
the Hong Kong E&M Trade Promotion Working Group and
organised the “Hong Kong E&M Trade (Technical Personnel)
— Career and Development”, a joint publicity function
attracting young blood for the industry, which was well
received by 2,700 visitors.

In line with the strategy of building staff capacity and a
caring culture, we invested heavily in developing our most
valuable asset — our staff. Our training budget increased
from about $4M in 2011/12 to $6M in 2012/13, and the
expenses in staff development would continue to grow. We
enhanced our staff’s incident responsiveness by conducting
two Incident and Media Handling Forums in which real cases
were examined and with experience shared. In addition, we
strengthened staff communications with more visits and
meetings, revamped the employee Group Voice newsletter
with an employee-oriented style, and started organising
farewell tea parties for retirees.

Moreover, a number of measures were put in place to attract
more young people to join our technician training scheme.
Further to changing the post title from apprentice to technician
trainee in 2012, we launched a new four-year technician
trainee Il programme in 2013. It targeted at secondary school
leavers without prior technical education. We increased the
salary of trainees by about 30%, promoted the scheme during
school visits, published leaflets and coordinated with trades
to organise career exhibitions. Compared with the preceding
year, a higher number of applications is expected and we will
offer about 180 training places in 2013 which is about twice
of that of 2012.

On enhancing knowledge management, we were establishing
a community portal as a single access point to search, retrieve
and share engineering knowledge. This was our first step to
developing and promoting a sharing and learning culture
for knowledge transfer and building up expertise. We were
also encouraging staff participation in open platform interest
groups and forums led by chief engineers.

We are committed to sustaining green operation. In 2012/13,
we commenced using tablet computers at meetings in our
headquarters for achieving paperless meeting environment
and reducing paper consumption. Moreover, to set an
industry example of converting an existing building to a green
building meeting the latest standard, we started planning
to transform our headquarters with latest green building
technologies for Building Environment Assessment Method
(BEAM) Plus certification with the target to obtain Platinum
grade.

LOOKING FORWARD WITH ENTHUSIASM

Noting that it is a five-year plan and building on the work
in 2012/13, we will see wider and greater implementation
of the five strategies in the coming year. For example, on
delivering service excellence, while we will continue to
enhance outsourcing and contract management, we will
explore the application of new technologies like integrated
building management system (iBMS), implementation of
asset management system for our services and enhancement
of our quality management system to improve service
efficiency and reliability. Various initiatives on each strategy
are in the pipelines. After all, we will strive to work towards
our corporate goal, to create public value for community
betterment through partnership with our clients.

In 2012/13, we received some 160 appreciation letters
from our clients. We cannot thank them enough for their
encouragement, giving us impetus to driving for further
improvement. Our sincere thanks go also to all of our staff,
clients, stakeholders and Executive Board members for their
support, advice, trust and commitment, without which EMSTF
will not be of such success.

e
o

Woo Kin-ming
Deputy Director/Trading Services, EMSD
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Creating Public Values
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Our electrical and mechanical engineering services cover
mainly operation and maintenance as well as specific
project management. These services create public value
for community betterment in different domains, including
health and public hygiene, security, transport as well as
leisure and culture.
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The year 2012/13 marked the renewal of our five-year SLA with the
Hospital Authority. We maintain most of the engineering equipment in
operating theatres to ensure surgery can be carried out smoothly.
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We assisted the Prince Philip Dental Hospital in setting up a new
Central Sterile Supplies System. Major sterilisation processes can be
carried out more effectively while meeting the latest standards.

e W

BMBEREBERE TERNRHE  =RAMEM RS - /AmEMAE
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We maintain the lighting, air-conditioning and fire service systems
in hospitals under the Hospital Authority to provide a safe and
comfortable environment for citizens and health care workers.




HEALTH AND PUBLIC HYGIENE

The year 2012/13 highlighted our continued commitment to
public health. It marked the renewal of our five-year Service
Level Agreement (SLA) with the Hospital Authority (HA). The
SLA covered the operation and maintenance (O&M) of the
electrical, mechanical, air-conditioning, building services,
electronic and biomedical systems in HA hospitals. During
the year, HA further entrusted us to provide O&M services for
the new North Lantau Hospital, which enables the island’s
growing population, tourists and airport workers to gain
access to a comprehensive medical facility in closer proximity.

Apart from delivering O&M services, we will continue to
provide HA with professional advices (from O&M and users'’
perspectives) to facilitate their development projects such
as the new Tin Shui Wai Hospital and the new Centre of
Excellence in Paediatrics, as well as the upgrading of existing
facilities such as the expansion of United Christian Hospital,
and the redevelopment of Queen Mary Hospital and Kwai
Chung Hospital.

In the past few years, we have been supporting HA in
the successful accreditation by the Australian Council on
Healthcare Standards for phase | hospitals. We will continue
to assist HA hospitals in the accreditation programme for the
remaining phases and the revalidation process. Furthermore,
we assisted Pamela Youde Nethersole Eastern Hospital in
setting up the new renal centre. We helped them manage
the design, supply, installation, testing and commissioning of
various engineering facilities. Equipped with paperless patient
information management system for streamlining clinical
process, the new renal centre aims to cope with the increasing
demand of renal service in the community. We also assisted
the Prince Philip Dental Hospital in setting up a Central Sterile
Supplies System for centralising the sterilisation service in
the hospital. With the introduction of advanced automatic
facilities, major sterilisation processes can be carried out more
effectively while meeting latest standards. The new system
not only improves the throughput, but also minimises the
chance of cross contamination through implementation of
the new work flow system that completely segregates the
clean and dirty equipment.

C11
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In terms of public hygiene, to safeguard the public from threats such as
Avian Influenza and Middle East Respiratory Syndrome, we assisted the
Department of Health (DH) in strengthening its port health enforcement
capability through installation of additional thermal imaging systems.
We also reactivated the engineering systems in the isolation wards and
fever clinics in HA and DH to prepare for the possible intake of patients.

In addition, we have been providing operational and technical support
| to crematoria under the Food and Environmental Hygiene Department
B ORTRBREZG - GBI EE ) o to ensure that cremation is carried out in a dignified and comforting
We assisted the Department of Health in strengthening manner. Furthermore, we rendered strengthened support during the
its port health enforcement capability through period shortly before the Lunar New Year to cope with the drastic
installation of thermalIMIECINEES. increase in demand for cremation service.
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The project team of your department has been responsible for the renovation works of three blocks
at the fifth floor of the Centre for Health Protection, which were completed in three phases over
a period of less than seven months to our entire satisfaction. This would not have been possible
without your able leadership and the team members’ professionalism and tremendous hard work.

We are glad to have worked with your team members and we are highly impressed by their
devotion and working attitude. We look forward to continued support from your team.

EBREERSREE (TR
BEEERE

Mr Banny Wong,
Senior Manager (HO Administration), Hospital Authority
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| would like to convey my deepest appreciation to EMSTF colleagues for the ad hoc support service
provided to the Hong Kong Red Cross Blood Transfusion Service to facilitate the access control
system repair work.

With the kind arrangement and urgent support from your colleagues, the control cable was replaced
and the problem could then be fixed by the access control system service provider. We thank you
for the unfailing support provided by your team members and we trust that your department would
continue to support our service.

ERATFERMEHEP OB RITHAE
HEARE

Dr Lin Che-kit,

Chief Executive & Medical Director,

Hong Kong Red Cross Blood Transfusion Service
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With the strenuous operational and technical support of EMSTF, a considerable number of the
overtime cremation sessions were specifically provided by both the Fu Shan Crematorium and
the Kwai Chung Crematorium during Pre-Lunar New Year period 2013. It is recognised that the
professionalism and the commitment have been fully exhibited by your devoted work teams and
these are definitely a key to the efficient and effective operation of both venues. | would like to
take this opportunity to express our sincere gratitude and heartfelt appreciation to your work teams
for the continuing support, which are undoubtedly of the vital importance in the provision of the
quality cremation service to cater for the overriding public interest.

RYBRFLEENAESRFTLEER (BERAES)
MEAR KL

Mr Kwok Ming-gon,
Senior Health Inspector (Cemeteries & Crematoria) New Territories,
Food and Environmental Hygiene Department
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e Customs and Excise Department to meet rapid boundary vehicular traffic growth by introducing into Hong Kong a mobile x-ray
system.The system can be flexibly deployed as and when needed to any boundary control points to search for smuggling goods.
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esigned and built a modern fence protection system for the
Kong Police Force to support the reduction of the Frontier

2d Area for releasing lands for other uses to cope with the

omic development in Hong Kong.
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An EMSTF engineer is testing the sophisticated equipment for control and monitoring of the scanning process
and real time image display. A colored x-ray image shows clearly different materials in the scanned vehicle.

SECURITY

During the year, we took on the maintenance of the Digital
Radio Communication System and the Digital Trunked Radio
System from the Customs and Excise Department (C&ED) and
the Fire Services Department (FSD) respectively. We ensured
that the two systems equipped with Terrestrial Trunked Radio
(TETRA) technology could at all times offer high voice quality,
effective bandwidth utilisation and encrypted communication
for secure voice and data transmission. Our services
empowered frontline public officers better manage resources
to cope with emergency situations. We also renewed a six-
year SLA with the Hong Kong Police Force (HKPF). Services
covered include project management, as well as maintenance
of police vehicles, speed enforcement cameras, red light
cameras, radio sites and other engineering systems, which are
indispensable to HKPF in maintaining public order.

Moreover, we designed and built a modern fence protection
system for HKPF to support the reduction of the Frontier
Closed Area (FCA) for releasing lands for other uses to
cope with the economic development in Hong Kong. The
new fence protection system provides a high speed central
processing system, new intrusion sensor cabling network and
powerful video analytic system that enhance security control
and detection of intruders at FCA. We also supported C&ED to
meet rapid boundary vehicular traffic growth by introducing
into Hong Kong a mobile x-ray vehicle scanning system,

TN S B RE it 75 B 225 ) 5T B0% 5 B A/
LATRFHE AR EE 78 = 40 B RO AR © . .
Antennas for Fire Services Department'’s Digital Trunked Radio which can be flexibly deployed as and when needed to any
System were installed at various locations, for example the boundary control points to search for smuggling goods,
Kowloon Government Offices, to enhance radio coverage and

communication efficiency.
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In2012/13, our services for FSD's ambulance fleet successfully
obtained PAS 55 Asset Management Certification. We
leveraged on the PAS 55 “Cradle to Grave” asset management
to excel our services in ambulance procurement, maintenance
and modifications. We were also entrusted by FSD to provide
project management services for the construction of a
= range of live fire simulators at the new Tseung Kwan O Fire

Services Training School. These simulators will include full-
G+ B PR T e B B 5 R 4 ~ 75 o size mock-ups specifically constructed to resemble fire and
IR R G A RENE  SHER AR : rescue situations in places such as high-rise buildings, aircrafts
i , - and railway stations. Firefighting instructors will be able to
During the year, we took on the maintenance of the Digital e L .
Trunked Radio System from Fire Services Department. We ensure set up training scenarios in the simulators through computer
the system operate efficiently so firefighters can better manage controlled systems, thereby enabling firefighters to train in a

resources to cope with emergency situations. realistic but safe environment.
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Correctional Services Department (CSD) has long been working closely with the EMSTF and the working relationship is
well-established. The EMSTF has a track record for providing comprehensive and high standard electrical and mechanical
services and consultancy. We believe EMSTF has the technical know-how for this Integrated Security System project at Lo
Wu Correctional Institution, and we have confidence in the EMSTF team’s work.

The EMSTF team gave us full cooperation and matched up with our required work programmes, achieving very smooth
workflow during the installation work. Security is the CSD’s paramount concern. Throughout the process, the EMSTF
team fully understood our concern and complied with all our requirements for the safeguard of security control, which
often involved extra work and resources. We were most impressed by these extra contributions.

RAZBSREES (IERKE)
EfmEt

Ms Chung Chi-lan,
Senior Superintendent (Works and Planning), Correctional Services Department
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The EMSTF has contributed great effort to monitor the performance
of most of the sub-systems in Third Generation Mobilising System
and the Digital Trunked Radio System in Fire Services Department
(FSD).

As FSD will round the clock respond to any emergency incident, the incessant operation of these
mission critical systems is so crucial to the operation of the Department. The EMSTF, with affluent
electronic engineering expertise, is a competent maintenance contractor to ensure effective and
efficient operation of these mission critical systems at all times. It is very important that the EMSTF
team always attends quickly to any critical emergency maintenance.

HEESHHEMER (AMBKEEA)
HEHRATE

Mr Mak Kwok-sum,

Senior Divisional Officer (Information Technology Management Unit),
Fire Services Department

EREFNITHEBF1SAFEASIMAE  —REZZREHE

BOER - HRPABNBERLZE2RHATNER - 2EESHABRR

BB RIREM I - BRAGAREXBR - LA R - FPINEBE
p X AR B ITERDEST  BURER -

ERABILRIEEE @ REEIFELL  BRBFMEXRRRERR
SPHOEIFR R — T o

Having a well-maintained and operationally ready fleet of vehicles was critical to the efficiency and safety of
the officers involved during the HKSAR 15th Anniversary Celebrations. It is clear that EMSTF staff worked
relentlessly behind the scenes to enable the front line to achieve these objectives. This achievement is testimony
to your collective professionalism, resourcefulness and dedication to duty.

As Lantau District Commander, | feel assured that | have colleagues of your determination and dedication
working alongside the Police Force.

EREREXNE LEAEEEE

HEErE

Mr Kwok Yam-yung, Frank,

the then District Commander (Lantau), Hong Kong Police Force
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We closely monitor the performance of the baggage handling system
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SERGRITTRIEZGIRHE DT 365 RNELSHIRELERE - IREHRGRBITTHRERIRE -
Travellers are satisfied with the efficiency of the baggage handling system, for which we provide a 365-day on site fault attendance service.
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TRANSPORT

For the airport, we won in 2012 through tendering for
critical airport infrastructure maintenance contracts, including
airfield ground lighting, baggage handling, wastewater
treatment and air-conditioning systems. The airfield ground
lighting system which we maintained comprises over 11,000
runway lighting and taxiway lighting and provided clear and
robust visual guidance for 352,000 air traffic movements in
the airport in 2012. The baggage handling system for which
we provided a 365-day on site fault attendance service,
maintained a destination flow of 16,000 bags per hour. Our
winning of these maintenance contracts reinforced our service
quality and impeccable reliability together with the trust of
our client, Airport Authority, bringing Hong Kong’s public
and visitors an unparalleled airport experience. Moreover,
we played a part in enhancing aviation safety and began to
BMECRERSEFRL - BIRERWUEERST - provide comprehensive operation and maintenance service to
We maintain th(=T airport air-conditioning system to give travellers a the new Civil Aviation Department Headquarters on Airport
comfortable environment.
Island as it became fully operational in 2013.
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At the new Kai Tak Cruise Terminal, our staff conducts testing and commissioning of the Seaport Passenger Boarding Bridge operation through a
control console inside the Bridge.
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We provide a one-stop-shop operation and maintenance service to
the Central-Mid-Levels Escalator and Walkway System. Connecting
Des Voeux Road Central and Conduit Road, the system has been
indispensable in serving pedestrians travelling in the district.

C20 HBEIRLEESHRS

Besides, our engineering services made progress in the
development of sea transport infrastructure. During the year,
at the new Kai Tak Cruise Terminal, we ensured the timely
completion of our work, including the installation of the
Seaport Passenger Boarding Bridges (SPBBs) on the apron,
in preparation for the inaugural berthing of the Mariner of
the Seas in June 2013. These SPBBs, each with five tunnel
segments with a total length of 90 meters, were the largest
movable SPBB ever manufactured in the world. With the full
operation of the cruise terminal in 2013/14, we will begin
providing maintenance services for the engineering systems
at the terminal for the Tourism Commission. Furthermore,
we signed a SLA with the Marine Department (MD) during
the year for the replacement and upgrading of the Vessel
Traffic Services (VTS) System. The new VTS system can
detect and track up to 10,000 vessels, as compared to the
existing capacity of 5,000 vessels. When it is completed in
2016/17, the new VTS system will strengthen MD’s capability
in providing reliable vessel traffic services for vessels visiting
Hong Kong.

As for land transport, to ensure tunnel road users can enjoy
uninterrupted Digital Audio Broadcasting (DAB) services,
we completed the implementation of DAB re-broadcasting
system at four government tunnels by December 2012. These
re-broadcasting systems will provide seamless radio services to
motorists inside tunnels and allow voice break-in messages to
be broadcast through DAB programme channels in emergency
cases when real-time traffic and safety information needed
to be conveyed. Also, to ensure a stable and reliable tunnel
ventilation system for safe and efficient tunnel operation,
we provided project management services to the Transport
Department (TD) to replace the tunnel ventilation supply fan
system in the Lion Rock Tunnel. The project was completed
in December 2012.

In terms of pedestrian traffic, with the renewal of a SLA with
TD that commenced in April 2012, we continued to provide
a one-stop-shop operation and maintenance service to the
Central-Mid-Levels Escalator and Walkway System. With 18
escalators, 3 travellators and covered walkways connecting
Des Voeux Road Central and Conduit Road, the system has
been indispensable in serving pedestrians travelling in the
district, especially during rush hours every day.
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We were particularly impressed with the professional attitude and the strong sense
of responsibility shown by the EMSTF staff working at the Cruise Terminal. When it
was inaugurated in June this year, the EMSTF maintenance team volunteered to be on
standby to provide full support and help the captain dock the vessel, Mariner of the
Seas, quickly and safely, ensuring a joyful travelling experience for the cruise passengers. As a matter of fact, we
were spared some moments on the berth inaugural occasion where we encountered some problems operating
the passenger boarding bridge door. Thanks to the on site —
EMSTF team that the hiccup was resolved quickly and the
passenger flow was not affected.

http://www.emsd.gov.hk/emsd/

BEEKEERBRESKESRZE (Kkiz) P L EMSTFar/1213/1.htm
BRIEAREE S ELE omer snus
Mr Thomas Chan, =

Senior Manager (Tourism), Tourism Commission,

and view our video

Commerce and Economic Development Bureau
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The EMSTF team members, by deploying their excellent professional expertise and

valuable experience in overcoming various hurdles, technical and time constraint,

have assisted us in setting up the Radio Re-broadcasting System for Digital Audio
Broadcasting. | am glad to learn that the system has been successfully tested and put into operation for four government
tunnels in the first phase of the project.

It has been a pleasure to work with your team throughout the project period from planning, tendering, installation to
operation. | look forward to working with your colleagues again in the coming future, in anticipation of their continuous
quality services.

ERnBERAEGTE/FHAAR
Mr Yuen Hong-shing, Honson,
Chief Transport Officer/NT South West, Transport Department

EMSTF Report (/]
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At the new Ping Shan Tin Shui Wai Public Library, a young boy
is returning his borrowed book by dropping it into the express
check-in box. The book will then be handled by the book
sorting machine designed and installed by EMSTF.
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An efficient book sorting machine enables books to be made available
library patrons quickly.
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The newly established Tuen Mun North West Swimming Pool where we contributed our engineering services offers a pleasant swimming €

the public.

LEISURE AND CULTURE

At public swimming pools across the city, from the Sun Yat
Sen Memorial Park Swimming Pool in Sai Ying Pun to the
new Tuen Mun North West Swimming Pool in Tuen Mun,
we provided maintenance services to the pools’ electrical and
mechanical systems, including the filtration systems. These
are examples where our engineering services are contributing
to the enjoyment of top class leisure facilities by Hong Kong's
residents of all ages, genders and race.

The new Ping Shan Tin Shui Wai Public Library book sorting
machine was our response to the community’s request to
reduce waiting times during peak periods. The machine also
facilitated a larger number of books returned for clearing
and sorting within a shorter period. In addition, we made
proposals to the Leisure and Cultural Services Department
(LCSD) for possible enhancement of air-conditioning systems
at libraries with a view to improving air quality.

EEZEBE TEEREEIREARI =S
f 5 SRERIBCE T RBMETF °
A librarian at the Ping Shan Tin Shui Wai Public Librar
book sorting machine. Using bar codes, the machine wi
into different boxes according to the category of each boc

EMSTF Report (/3
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staff is conducting regular inspection of the filtration s
new Tuen Mun North West Swimming Pool.

To commemorate the 15th Anniversary of the Establishment
of the Hong Kong Special Administrative Region, LCSD
presented two major events titled “PICASSO — Masterpieces
from Musée National Picasso, Paris” and “The Majesty of All
Under Heaven: The Eternal Realm of China’s First Emperor”
in 2012 at the Hong Kong Heritage Museum and the Hong
Kong Museum of History respectively. It was a prime concern
to maintain suitable temperature and humidity for holding
invaluable relics on display. Moreover, as the design of existing
air-conditioning systems in the two galleries would not be
sufficient to cope with the anticipated crowd, we provided
extensive supports to LCSD in upgrading and modifying
the existing air-conditioning systems. The value of our work
was to provide a comfortable environment for the public to
appreciate the exhibits.

We collaborated with the Planning Department on its initiative
in exploiting internet technology to let the public obtain latest
information of the City Gallery exhibitions and events. We
constructed a mobile application and an interesting website
to encourage smoother public interaction with the City
Gallery.
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We were entrusted by the Planning Department to implement a mobile application and an interesting website to introduce
encourage smoother public interaction with the gallery.
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I would like to express our sincere gratitude for the provision of professional support and maintenance services
by EMSTF team for the Sun Yat Sen Memorial Park Swimming Pool. The team’s expertise advice and generous
supports contributed much to the maintenance strategies and smooth operation of the system.

Your esteemed professional assistance and the efforts delivered for the urgent maintenance work is indeed
an engraftment of the best, excellent and quality swimming pool services to members of the public in Central
and Western District.

BRI ERETOENERLESHERE
mBEELLT
Ms Siu Sau-king, Michelle,

Assistant District Leisure Manager (Central & Western),
Leisure and Cultural Services Department
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In the fall of 2012, we conducted a series of strategy formulation
workshop to define the new five-year corporate goal of “creating public
value for community betterment through partnership with our clients”.
We will achieve this goal through the implementation of five strategies,
namely: delivering service excellence, becoming a trade model, building
staff capacity and a caring culture, enhancing knowledge management,
and sustaining green operation.
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In January 2013, over 200 staff attended two seminars on integrated
building management system to explore wider adoption of technology.
to achieve service excellence.
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EMSTF engineers visited state-of-the-art real fire simulators in Australia
in preparation for project management services to be provided to
Fire Services Department’s new Tseung Kwan O Fire Services Training
School.
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In early 2013, we set up the E&M Trade Promotion Working Group
and organised a joint publicity function “Hong Kong E&M Trade
(Technical Personnel) — Career and Development” to attract new
blood to join the industry.



DELIVERING SERVICE EXCELLENCE

The result of the 2012 customer opinion survey conducted by
an independent consultant revealed a steady improvement
for customer satisfaction, recording a score of 6.12 out of 8,
up from 6.01 in 2010. Nevertheless, we also identified some
areas for improvement.

A working group chaired by a chief engineer was formed
during the year to formulate action plans for customer
service improvement. To reinforce communication with
clients, we increased the publication frequency of our client
newsletter, Voicelink, from two to four times a year. We
also started to distribute our staff newsletter, Group Voice,
to client departments to foster a closer relationship. As for
strengthening contractor supervision, we are developing
an online platform to better monitor the progress of
maintenance tasks done by the contractor. A pilot use of this
platform is expected in late 2013. Technical audits of works
contracts were enhanced and guidelines for work supervision
and contract management were prepared as reference for
service divisions to develop. Moreover, two working groups
chaired by assistant directors were established to review our
outsourcing contract documents with a view to enhancing
contract work quality and supervision.

Furthermore, we are actively exploring the wider adoption of
technology to achieve service excellence in terms of efficiency
and reliability. In January 2013, we organised two seminars
on integrated building management system (iBMS). Nine
suppliers were invited to share their experience to an audience
of over 200 staff. Subsequently, we identified 22 sites for
pilot implementation of iBMS in the coming years. We also
organised a seminar on mobile technology application in
February for enhanced job reporting. Moreover, we reviewed
our information service centre operation for better customer
communication.

BECOMING A TRADE MODEL

To attract more teenagers to join the E&M trade, we renamed
our apprentice to technician trainee | and Il for our 2012
intakes (formerly technician apprentice and craft apprentice
respectively) with substantial salary increases from 2013. In
the 2013 intake, a new four-year technician training scheme
with competitive salary and fringe benefits will be launched
to target secondary school leavers without prior technical
education. Moreover, in mid-2012, we set up the E&M
Trade Promotion Working Group comprising 17 related trade
organisations and major utilities companies. We organised a
joint publicity function “Hong Kong E&M Trade (Technical
Personnel) — Career and Development” in March 2013 to
attract new blood to join the industry. The function was well
received with over 2,700 attendees.

“Emsd
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We designed a number of animations on lessons learned from past
accidents to promote safety awareness.
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The Family Gala 2013 was a new initiative this year, where staff from different divisions, toge

participate in a total of ten games in a fun and relaxing atmosphere.
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Our colleague sprinted to the finish line in a game at Family Gala
2013.
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r with their family members, formed teams to
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In the area of enhancing work safety, we initiated a zero
accident award scheme, and designed a number of safety
animations on lessons learned from past accidents. We also
conducted a programme to identify and display “top safety
risks” and the associated mitigation measures at various
venues during the year. For our contractors, we implemented
safety vigilance initiatives. Examples included dedicated
directorate officer safety visits to high risk sites, sharing
lessons learned for accidents, reviewing contractor safety
plans and work procedures and monitoring contractors
with unsatisfactory safety performance under our Steering
Committee on Occupational Safety and Health. Furthermore,
a working group was formed for enhancing E&M safety in
works contracts.

BUILDING STAFF CAPACITY AND A CARING
CULTURE

We invested heavily in developing our staff, our most valuable
asset. The training budget in 2012/13 was about $6M, up
from $4M in 2011/12. We encouraged our staff to learn new
engineering technologies and innovative technical solutions
by attending conferences, seminars and courses, local and
overseas as appropriate. Furthermore, in April 2012, we
organised a management forum on how organisations
could turn complaints into compliments. Four heavy-weight
speakers were invited to share their experience on complaint

handling and management. Moreover, in June and July
2012, two forums were organised where EMSTF senior
management was invited as speakers to share their insights
on incident and media handling. Also, with the amendment
of the Construction Workers Registration Ordinance and the
Construction Industry Council Ordinance came into operation
in January 2013, we arranged about 1,000 of our frontline
staff to become Registered Construction Workers.

In terms of fostering a caring culture, we conducted more
visits and meetings with staff representatives and revamped
our staff newsletter with a more employee-oriented style.
Moreover, in January and March 2013, we organised a
long and meritorious service award presentation ceremony
and a farewell tea party for 412 staff and 37 retiring staff
respectively. Attended by senior management, these parties
were our way to thank the staff, at the presence of their
family members, for their contributions made in the past
decades. Also, another new initiative took place in March
the same year. This was the organisation of the first Family
Gala, where 500 staff and family members from different
divisions formed teams to participate in a total of ten games
in a fun and relaxing atmosphere. As usual, we organised
our yearly Director’s Briefing in November 2012. With about
1,800 staff attended, this briefing provided a platform for
top management to brief staff on the direction and recent
developments of the department, and for staff to raise their
concerns and opinions directly to top management.
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The winning team for the Best OSH Enhancement Project
Competition shared its project in a lively manner at the Quality and
Safety Day 2012.
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Attended by senior management, the farewell tea party was our way
to thank retiring staff, together with their family members, for their
contributions made in the past decades.
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ENHANCING KNOWLEDGE MANAGEMENT

To foster a culture of learning and sharing among staff of
different ranks and engineering expertise, we devoted
resources in 2012/13 to consolidate our past efforts on
knowledge management in setting up the Knowledge
Communities (KC) in the department. Targeted to be
launched in April 2013, the first phase of KC aims to provide
a single access point online for staff to search, retrieve and
share E&M knowledge relevant to their work. Furthermore,
in support of KC, interest groups and forums led by chief
engineers are being established to encourage staff sharing in
an open platform. Another knowledge management initiative
in the pipeline is the compilation of a policy manual, which
provides ready references to promote staff’s understanding
and rationale of policies. The manual is scheduled to be
published in mid-2013.

Moreover, the EMSD Quality and Safety Day 2012 was
organised in November 2012. With safety, quality, customer
care and environmental protection as its theme, two
speakers were invited to share their insights on the subjects.
Afterward, eight winning teams from the Best Improvement
Project Competition, Best Customer Engagement Project
Competition, Best OHS Enhancement Project Competition
and Best Green Project Competition were invited on stage
to share their projects in a lively manner. With over 160 staff
attended, the event was a success.

SUSTAINING GREEN OPERATION

We sustain green operation through conservation, protection
and improvement programmes. For instance, there is a
world-wide trend towards paperless operation. We trial ran
a paperless meeting system in 2012/13, with directorate
officers taking the lead as our first group of users. The system
will be upgraded based on the feedback of the trial.

Furthermore, we are planning to transform our headquarters
to meet the latest green building requirements in order to set
an example to the industry. Thus, we conducted a consultancy
study on gap analysis based on the requirements of Building
Environment Assessment Method (BEAM) Plus certification.
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Much effort was devoted in 2012/13 in the setting up of the
Knowledge Communities (KC). Targeted to be launched in April
2013, the goal of KC was to foster a culture of learning and sharing
among staff of different ranks and engineering expertise.
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We set up a trial paperless meeting system during the year as part of
our commitment to sustain green operation.
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