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The degree of
customer’s satisfaction
is an indication of our
service level.
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Responding to Support
Even as we continue to receive the
highest public recognition and
support for our work, we never cease
in our efforts to find new ways of
improving our services.

One of these has been the
development of a computer system
for use in converting into electronic
form documents previously processed
manually, as a part of the Customer
Care and Billing System (CCBS).

The entire system is being developed
in stages and will eventually handle,
among a range of other things, meter
reading, billing and data warehousing
and mining.

As a total concept, it will greatly
enhance our aim of providing quick
on-line, one-stop-shop service to
customers.

Roll-out and
Commencement of CCBS
Along with the roll-out of the new
CCBS, which commenced in
December 2004 and reached full

swing in January 2005, a newly
designed water bill was introduced
and put to use. In order to make the
public more familiar with the changes
under the new water billing method,
a good deal of public relations work
was undertaken in the form of
advertisements and other
announcements in the news media,
on television and radio, as well as on
the WSD web site.

Customer Liaison
A more direct way of interacting with
customers has been through our
Customer Liaison Group.

In operation for the past twelve years,
it is made up of some 30 members
drawn from domestic and trade

customers, as well as various
government departments, with the
Deputy Director on the chair.

Among the matters made known to
members at its thirty-eighth meeting,
held during the year, were the pilot
scheme for treated effluent reuse in
Ngong Ping, where tertiary sewage
treatment process was incorporated
in the proposed sewage treatment
plant there.

Telephone Enquiries
The Customer Telephone Enquiry
Centre, operating round-the-clock,
continued to serve our customers on
fault complaints, changes of address,
service termination and account
enquiries etc.

The front page of CCBS.
◗

Customer Liaison Group Meeting.
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Performance Goals
Since the start of the Performance
Pledge Scheme in 1993, its
achievements have been made
known through publication of a
booklet and leaflets as well as on the
WSD web site. The performance
targets shown in the publications are
reviewed every year and then
published so as to reflect the ability
of the department to achieve the
goals but also the timely response to
the changes in public expectations.

Publicity Efforts
Water is taken as a matter of course
in the daily routine of people, and
little thought, if any, is given to its
importance in their daily lives.

In order to encourage an awareness
of the value of water, in a world in
which this vital resource is rapidly
diminishing in its natural stage of
purity, the WSD has launched a new
publicity campaign called “Save

Water for the Future, Every Drop
Counts” to make known the
importance of water conservation of
this increasingly scarce vital resource
and all aspects of water production
and supply. People are told of the
role they can play in protecting the
environment and protecting our
water resource for the future,
through a variety of ways.

Various means are adopted so as to
give the widest publicity to the
campaign, including television and
radio broadcasts, videos, use of the
internet and through advertising and
poster displays on the public
transport system, such as trams,
buses and the MTR.

There are also poster displays,
outdoor advertisements, roving
exhibitions, visits to schools, talks at
housing estates, seminars, tours of
water treatment works and open
days for young and old.

Amenities
Where feasible, amenities are
provided for the public in water
services facilities, and these include
licences for fishing in impounding
reservoirs during the normal season
from September to March.

Thought is still being given also to
developing Pok Fu Lam Reservoir,
which is no longer used for the
supply of potable water, into a
recreational attraction that will
include a restaurant and facilities for
water sports.

Ombudsman Award
In recognition of his service over nine
years in running five Customer
Enquiry Centres, a senior clerical
officer was given an Ombudsman
Award for 2004.

Open Day for Ngau Tam Mei
Water Treatment Works.
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