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Focusing on Customer Service

Fee collection servic8
available at this centre, yol
the fees at designated conve
stores or any post offices.
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As a customer-focused organisation, we at WSD make ourselves as accessible as possible
to the public to ensure that our customers can reach us quickly and, in turn, are clearly
informed of any water-related issues in their districts.

REFBE Staying in Touch

BEREFHABEAER Mobile App for Smartphones
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The "WSD Mobile App"” service enables
customers to view important information
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receive water suspension notices of the
relevant sub-district, the districts in the
mobile app have been subdivided from the
previous 18 districts into 431 subdistricts.
Customers can also obtain product
information of water supply pipes and fittings
with general acceptance of WSD from the
mobile app.
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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 31t March 2018,
77,100 customers have opted to receive their water bills
electronically, representing an increase of 10,700 or 16%,
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 also accept e-cheques
for payment of water bills since June 2017.

Meters and Readings

The Department has been
implementing a water meter
replacement programme in
order to maintain the meter
accuracy. During 2017/18,
we adjusted our water meter
replacement strategy and
focused more on those meters
that have reached the designed
throughput. In the period,
we replaced about 39,000
small and 5,600 large meters
with excessive throughput
respectively.
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Keeping Customers Informed
The Customer Liaison Group

To facilitate exchange of ideas and solicit suggestions from
customers of different spectrum, the Customer Liaison
Group (CLG) has been revamped in early 2017. After the
revamp, residential members are invited from the residents’
organizations in 18 districts. Non-residential members are
representatives from different industries. The first meeting
of the revamped CLG was held in May 2017 and meetings
of the CLG are held once every four months. Members are
appointed for a fixed term of two years. During the past year,
the members visited Ma On Shan Water Treatment Works and
Meter Testing Laboratory at Lung Cheung Road Mechanical
& Electrical Workshop. Presentations were also given to the
members on “Overview of Water Supplies Department”,
“Dongjiang Water Supply”, “Customer Account and Water
Charges”, “Plumbing Works of Minor Nature”, “Water
Treatment and Water Quality Monitoring in Hong Kong” and
“"WSD Mobile App"”. Various views and suggestions concerning
water supply services have been put forward by the members
and the CLG has served as an effective communication channel
between the Department and our customers.

Water Quality in Buildings

Quality Water Supply Scheme for Buildings - Fresh
Water (Management System)

WSD has invited expert consultants to assist in developing a
set of guidelines and templates for the Water Safety Plan for
Buildings (WSPB) in accordance with the recommendations
of WHO. The guidelines and templates encompass the
identification of potential contamination risks in internal
plumbing systems and the formulation of corresponding
control measures to safeguard the quality of drinking water
in the buildings. To promote building owners’ and property
management agents’ adoption of WSPB for their buildings,
WSD has combined WSPB with “Quality Water Supply
Scheme for Buildings — Fresh Water (Plus)” to form a new
scheme, entitled “Quality Water Supply Scheme for Buildings
— Fresh Water (Management System)” (QMS), which has been
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launched on 6 November 2017. As on 31 March 2018, WSD
has awarded 81 certificates under this new scheme to building
owners and/or property management agents in recognition
of their efforts to maintain the internal fresh water plumbing
systems to safeguard the quality of drinking water in their
buildings.

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 2018, WSD has awarded 1,591 Gold,
Silver and Blue certificates to building owners and/or property
management agents in recognition of their efforts to maintain
the internal flushing water plumbing systems.

Number of Accounts (as at 315t March 2018)
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