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We have developed a capable and committed workforce across all
disciplines within the Department. In depth training programmes for
our 4 404 staff ensure we continue to meet the needs of customers
effectively.

INVESTING IN TRAINING

Increased training opportunities to upgrade technical knowledge
and management skills, particularly in the area of water treatment,
safety and emergency handling, have strengthened operations and
day-to-day management. Our $2.9 million budget produced 9 143
training man-days. In addition to professional development work, this
also included vocational and language training for artisans.

Our partnerships with academic institutions and private sector
companies on research and development projects has led to
collaboration on technological developments and newly created
applications. Our culture of innovation has strengthened confidence
at all levels and many ideas proffered by staff during the year

to improve aspects of our work have been explored and, where
practical, introduced.
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REW -_ZE—FFRIFI/NAE - LAE A training group, formed in 2010 to facilitate the transfer of

BEEmAZSEEREMN 25 &ME g technology from our consultants to the Department, has held

KRB Zat BIERRF  EERRE 15 seminars on the planning, design, treatment processes, operation

wEBRRTISAASNE - ZRHEFR  and maintenance of water treatment works. Workshops held by

EEfE TE{TH TIESh JN:EE M customer service staff successfully enhanced work knowledge and

NEMBETEARATEM# R skills amongst staff members who have a direct interface with the
public.

BMEEM TP IEE BEHETE

TN TR ERELERM 5 #5T A programme involving the voluntary cross-posting of engineers

2 -NEEETITHNTELRR LKA EA between the Department and other related departments of the

BR-BRMAEN_ZT—_F¥IK:7EE  Government continues to broaden staff exposure to the work

e 2HETREMMERAE Eme of others and enrich professional experience. A review of the
programme was conducted early in 2012 and feedback from

participating engineers and their peers was generally positive.

TERT RS R REA BT

. WSD Football Te I
Colleagues celebrate 160 Years of Water Supply in €am participating jn an invitationa|
o

Eogrn;ament Organised by CLp |

Hong Kong with a 10 km Run. . —
B BOS B D TEAM BUILDING
FRN 500 ZE TRHKAEEESE More than 500 staff participated in a range of sports events held

(BET/EHEAFE 7R FEEomte®E  during the year to foster work-life balance. These events, together
HoHERTEEHEHNEIIFES with inter-departmental tournaments and events held by industry
—HEEMAERL X EEREHE partners, continue to help build a cohesive team. To celebrate
o BEMEEBMHKIE "R -F 160 years of public water supplies in Hong Kong, the Department
— —FEEAMEKKAEITIONEE  also organised a 10 kilometres run at Plover Cove Reservoir in late
B I8 5]400% 44 3% [ B AT 2R PY F0 B2 44 2011. More than 400 elite athletes from Government departments
BRI and our partner organisations participated.
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VOLUNTARY WORK

Staff volunteers continued to show their commitment to the
community by participating in more than 130 charitable events
during the year including fund raising, visits to homes of the elderly
and assisting the disabled. A record number of service hours were
recorded and 11 staff members received individual gold, silver and
bronze awards in recognition of their work.
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CUSTOMER SERVICE

Over the past year, we have undertaken a range of opinion surveys to
better understand the needs of our customers.

A survey on the quality of water in buildings revealed that 92.8 per
cent of domestic customers are satisfied with the quality of tap water
while private property management companies surveyed believe
that 97.9 per cent and 94.1 per cent of their clients and residents
in residential and non-residential buildings respectively have similar
levels of satisfaction. Almost all domestic customers understood

the importance of cleaning water tanks regularly and to replace
deteriorating water supply installations and facilities.

74



EFOE

Year in Review

KBERIIRHT
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KENAEBLERKS WT SHELRE{ESE Our Quality Water Recognition Scheme for Buildings was well
BEYHE TREYXERATEENE supported by domestic customers and there was a general
sIRIFKE o acknowledgement that the scheme could improve or maintain water
quality.
RENE P EFEBATOEERE24/)
H—y ARG RIG B AHBEES The Customer Telephone Enquiry Centre continued to provide a
EEEAZNRFPIRIGRREELE 24 hour hotline service. Customers can choose to speak with
%Hﬂﬁz%;ﬁiﬂ CSEBEEREEER  acustomer service officer, listen to prerecorded messages and
ERIBIKBER|IAN - HLEKBERIZE information or obtain application forms, duplicate water bills and
TERHAREA B EENESFE information on certain topics by fax. Customer service officers are
EBHRBERMANZTERGLK K  available for direct contact both on-line and by telephone during office
P A f ARG B TR REKEE hours and water meter readings can be logged in through a hotline.
2o
The Customer Liaison Group (CLG), which met with senior officials
PR/ NVEARNERNERNZSHABERE  of the Department three times during the vear, is an effective
T=rem 2NN EREE P communication channel. The CLG visited Ngau Tam Mei Water
B /N2 B T B EBKE  WEEEY  Treatment Works and received presentations on issues such as
HHERE REHENRKEEFE RS facility expansion, radiation monitoring and the results of our
EHEBEEEBERE - AEBESHRBEJE  customer opinion survey on water quality. Senior staff from the

G emE NmYEEEBIEE  Department also met District Councils to discuss current and
K ErIRTTMETEHE/KIER - planned supply programmes that affect their districts.
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In line with e-government initiatives, we are committed to continuing
to provide and enhance various e-billing and e-services to
customers. During the year under review, we launched e-services
that enable customers to make water account and water bill
inquiries and to renew, apply and pay for a fishing licence online.
We plan to introduce other e-services, including bill summaries and
comprehensive water suspension notices over the coming year.

WATER BILL PAYMENT MADE EASIER

Customers have been able to pay water bills using autopay, online
banking services, automatic teller machines, PPS (by phone or
Internet), by post, or in person at post offices or the Water Supplies
Department’s Customer Enquiry Centre in Mong Kok. In February
2012, the payment channels were extended to more than

1 000 convenience stores across Hong Kong as part of a Treasury
Department initiative. The Water Supplies Department is the first
department to use the convenience stores as payment channels and,
with an average of over 110 000 transactions per month at the stores
since the project’s full implementation, we are confident that the
significantly enlarged payment network and the extended business
hours offered by these stores is welcomed by the general public.
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Meeting of Customer Liaison Group members.
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COMMUNICATING CRITICAL MESSAGES

We have continued to promote our Total Water Management
Strategy, including the Water Efficiency Labelling Scheme (WELS),
to customers focusing on particular sectors of the community

— schools, building owners, property developers and estate
management companies. Our publicity campaigns to promote
conservation are proving particularly robust and awareness among
customers continues to grow. Communication tools include
customer newsletters, annual reports, our departmental web site and
newspaper supplements.
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The staff newsletter “Droplet”
circulates departmental news.
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Dutstanding Award

‘Water Supplies Depanment

RIFBNEFF AWARDS AND RECOGNITION
TR - CFEKBEBEEMEME  Awards received by the Water Supplies Department in 2011-2012
TEHBHE: include:

1. 2011FERFHEEZHFHEABAE 1. The Ombudsman’s Awards 2011 for Officers of Public Organisations
HIKBER,/BFEREHIHE — Waterworks Inspector/Customer Services, Ng Sik Wah

2. 0115 "B EEERFER TS 2. Civil Service Outstanding Service Award Scheme 2011:

[HEEB P& EE A AKETEl] — Inter-departmental Partnership Award — Gold Prize for the entry
PG ERES 48 Kk [TER/KE R “Promoting Inter-departmental Cooperative Water Saving Project”;
RE) — B IR AR TS B (T 8 42 and Team Award (Internal Service) — Bronze Prize for the entry

“On-line Water Monitoring System”
3 MHERMNEBEIRB R IKBEE
el 3. Social Welfare Department’s Gold Award for Volunteer Service
— WSD Volunteer Team
4. EEAMgRBEHEE T ——Z2—=
FE[RLEBE] 2% 4. Hong Kong Council of Social Services’ Caring Organisation
2011-2012 logo
5. BB A memEMEESERE B
BEIBTEMFEL = 5. The Community Chest Corporate & Employee Contribution
Programme: Outstanding Award
6. F25[EBIRF L EIE (IEERN K&
BT RS ) — 7K 7% F & #§2009/10 6. 25th International ARC Awards Bronze Award (non-profit making
and governmental organisation) — WSD Annual Report 2009/10
7. 2011 BBRREWETE (REHRER
NEEE)-AREELE 7. 2011 Hong Kong Awards for Environmental Excellence (Public
Organisation and Ultilities) — Certificate of Merit
8. BAELmEEEREESRSE &

=

BB 8 (BUTHM) — a5 &R 8. The Community Chest Corporate & Employee Contribution

BE= Programme: CARE Scheme (Civil Service Category) — 3rd Highest
Donation
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