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- _Focusing on Customer Service
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a‘ As:a customer-focused organisaﬁk}i“n{ we at\yVSD n\1ake ourselves as accessible as possible to t
public to ensure that our customers can reach us quickly and, in turn, are clearly informe
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water-related developments in their distriéts.\ "
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EREFUABEAER Mobile App for Smartphones

EPHELER [KEEBREEREN IR R  After the launch of the “WSD Mobile App” service for users to
HAFEMKBENEZEN  UEEB = view important information from WSD, and to make payments
EEEBNEH T/ KEmMEEHR/AKERE  at convenience stores by using the QR code provided without
BoERARATHE IR B18E#— the need to present their paper water bills, the concerned
SED A43EDE - BB EEWAER  districts in the mobile app have been subdivided from 18
DEAFERKE c APt LAFEBEEAFIE  districts into 431 subdistricts in order to help users to receive
NERBELREENERET A B FETIE I o \Water suspension notices of the
FERERXAFEXZMERE Digonsldd N15- Fung Tau relevant sub-district. Users can
FA A LAME A 4 2 FR G5 (2 =2 A 7K sl also obtain Water Supply Pipes

B FR/KEBE) ° “ and Fittings Product information
and submit online applications
( for change of consumership (for

-

domestic or flushing supplies in a
personal capacity).
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e-bill Service

Our e-bill service has been streamlined and enhanced to
improve user friendliness and convenience, including sending a
reminder to e-bill customers before the payment due date and
allowing users to view their water consumption and payment
records over the last two years online. As of 315t March
2017, 66,400 customers have opted to receive their water
bills electronically, representing an increase of 8,200 or 14%,
compared with the same period last year.

Facilitating Bill Payments

We are one of the participating merchants that provide
Electronic Bill Presentment and Payment (EBPP) service
effective from 15t September 2015. EBPP is a one-stop platform
launched by the Hong Kong Monetary Authority for users
to receive, manage and schedule payments for electronic
bills through internet banking accounts. We will also accept
e-cheques for payment of water bills starting in mid-2017.

Meters and Readings

The Department has been actively replacing water meters that
have reached their designed service lives. During 2016/17, we
replaced about 207,000 small and 6,500 large aged meters
respectively. As a result, there will only be 3.3% of small
meters and 1.9% of large meters with ages that exceed their
designed service lives remaining in operation by the end of
the financial year. As a consequence, the percentage of those
meters now operating at their desired accuracy has risen to
97.3% from 97.0% for the 2016/17 period.
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Keeping Customers Informed
The Customer Liaison Group

The Customer Liaison Group (CLG) was formed in July 1993
and comprises 30 members from different sectors of the
community. CLG meetings are held once every four months.
Many constructive views and suggestions concerning water
supply services have been put forward by Group members
and this has served as an effective communication channel
between the Department and our customers. During the
past year, members visited Ma On Shan Water Treatment
Works. Presentations were also given to members on “New
payment function in WSD Mobile Apps (including registration
of Electronic Services Account)”,

“Quality Water Supply
“Water Treatment
Seeking permission from the Water Authority for the
Installation, Alteration and Removal of Inside
“Handling of Ceiling Seepage in Buildings”
“Mandatory Use of Designated Products registered under
Water Efficiency Labelling Scheme (WELS)".

Scheme for Buildings — Fresh Water (Plus)”,
in HK™, "
Construction,

Service"”, and
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@ Quality Water Supply Scheme
. for Bulldings — Fresh Water [PLUS]
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Water Quality in the Home

Quality Water Supply Scheme for Buildings - Fresh
Water (Plus)

The scheme has been launched since 2002 to encourage
building owners and property management agents to maintain
the internal fresh water plumbing systems of their buildings
properly. The scheme has been re-named “Quality Water
Supply Scheme for Buildings — Fresh Water (Plus)”. As on 31
March 2017, the WSD has awarded 1,665 Gold, Silver and
Blue certificates under this scheme to building owners and/or
property management agents in recognition of their efforts to
maintain the internal fresh water plumbing systems.

Quality Water Supply Scheme for Buildings — Flushing
Water

The scheme has been launched since 2013 to encourage
building owners and property management agents to maintain
the internal flushing water plumbing systems of their buildings
properly. As on 31 March 2017, the WSD has awarded 1,290
Silver and Blue certificates to building owners and/or property
management companies in recognition of their efforts to
maintain the internal flushing water plumbing systems.
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Quality Water Supply Scheme
for Buildings — Flushing Water
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