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Leverage Technology
Serve with Heart
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WSD
Is dedicated to providing
high-quality, and user-friendly
service to our customers. 79
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Customer Service
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A Dedicated, Responsive,
and Customer-Oriented
Approach

KBEEROBEFFREXEZH - BEHR
BELRE -

WSD is dedicated to providing
customers with effective,
comprehensive and communicative
services.

BARANE L #HA T 0R24/) b EFRBERE - P
WA REES e

There are five Customer Enquiry Centres in Hong Kong,
Kowloon and New Territories, and a 24-hour customer service
hotline to provide dedicated services to our customers.

%}5 %ﬁ( H 3,500,000
2,907,100 2,955,400

Number of Accounts 3,000,000 2,881,800 07.1 2>

2,988,700 3:042,700
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customers receiving e-Bill Service
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SERVICE IMPROVEMENTS
Faster Payment System

By the end of 2019, customers will be able to pay water bills through
the Faster Payment System (FPS).

WSD Mobile App

This financial year, WSD upgraded its Mobile App to provide better
services. The free-of-charge App allows customers to view important
information of their water accounts, use a QR code to make payments
at convenience stores, receive water suspension notices relevant to
their sub-district, and also retrieve information on the directory of
plumbing products that have the general acceptance by WSD.

RETH [KEEBRBEMAIEA
Download the WSD Mobile App
for free

Android version

iOS version

e-Bill Service

As of 315t March 2019, over 90,000 customers have opted to receive
electronic water bills. Apart from being more environmentally
friendly, the e-Bill service also offers value-added services including
receiving new bills by e-mail instantly, receiving e-mail payment
reminders, viewing water consumption records and payment history
for the last two years, etc.

..‘.k 1 90/0

flaa ===

annual growth

Meters

To maintain meter accuracy, aged water meters are replaced on a
regular basis. In this financial year, WSD adjusted the replacement
strategy to focus more on meters that have reached their designed
throughput whilst taking into account their years of usage.

3,600

E-NEFERER
large meters replaced in 2018/19
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ETRERFHBE CONNECTING CLOSELY TO CUSTOMERS
HkIRIEERFAE2018 Opinion Survey on Water Supply Services 2018

RN-ZE—NE AEBEHF B #Ez  In 2018, WSD commissioned an independent organisation to
REHBRBREE RS ERTERAS - conduct an opinion survey on our services and levels of customer
HELRTIE BREPREES  SA satisfaction. The results were positive and encouraging with a high
S . EE B YA BT PRSI rate of customer satisfaction, and will serve as a useful reference

BOKIRTS - 1A% FRTE Al — 5 ok 2 IR IS Y for us when revieyving current water supply services and identifying
areas for further improvement.

H75 °
MEEFRD
Satisfaction Rate
13E%§F' ﬁa’%@ﬁ
Domestic Customers Commercial Customers

ey 96.6% 90.8%

89.8% 92.3%

BRR%

Overall Services

® 90.9%
. EEHADTE [EBmEEBZim=

customers rated “quite to very satisfied”
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Customer Liaison Group

The Customer Liaison Group (CLG) solicits suggestions from
customers and facilitates the exchange of ideas between customers
and WSD. In the last year of their appointment term (May 2017
to January 2019), the CLG visited the WSD North Point Building
to learn about the emergency repair of water mains. During this
financial year, the CLG also attended presentations and was
briefed on e-billing, water conservation, procedures for handling
water main bursts or leaks, reducing leakages in private mains,
and avoiding and handling of water quality incidents in internal
plumbing system. The CLG finished their duties with a meeting in
January 2019. To express gratitude for their participation, Chairman
of the CLG presented certificates to the members on behalf of WSD.

Do you know?

BEFBENER_FBT-—1LFUETKE S ETHEM
F EEHEHAHIDZEBEISZ - [EFEEFEZTE] K
BB 1 BEBERMAMNNEX M FEETEEF] SE5HIR
BTHEAX  -SFPEZ/NISHEHRHRFEE - -

The organisation of CLG was revamped in early 2017. Members are
appointed for a two-year term and the number of seats have been
increased from 30 to 35. “Residential members” are representatives
invited from the residents’ organisations in 18 districts in Hong Kong,
while “non-residential members” are representatives from various
sectors. The CLG meets once every four months.
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WATER QUALITY IN BUILDINGS

Quality Water Supply Scheme for Buildings -
Fresh Water

Since 2017, WSD has issued certificates to recognise participating
building owners and property management agents under the Quality
Water Supply Scheme for Buildings - Fresh Water (Management
System) (QMS). This scheme was developed from the previous
Quality Water Supply Scheme for Buildings — Fresh Water (Plus)
with incorporation of the requirement of implementation of the
Water Safety Plan for Buildings (WSPB). The scheme has proven to
be effective in enhancing the public awareness of safeguarding the
quality of drinking water in the internal plumbing system in buildings.

To assist in formulating and implementing WSPB, WSD has developed
WSPB templates suitable for general buildings, schools and
residential care homes for the elderly respectively. WSD is currently
working with several hospitals to develop a WSPB template for
hospitals.

1,110

RS = E
certificates awarded

Quality Water Supply Scheme for Buildings -
Flushing Water

WSD has awarded Gold, Silver and Blue certificates to building
owners and property management agents since 2013 in recognition
of their efforts to maintain the internal flushing water plumbing

systems in their buildings.

1,612
]

SR Re = IR ok

certificates awarded
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Staff Development
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Outstanding Service,
Outstanding Staff

KBEBRIBREERKKE  EF
FEA i 3R B9 B -

WSD is dedicated to ensuring
high-quality water supply services
by developing staff with excellent
capabilities

RERED 2018 ZEREHEEZER P
HHEANLMELE

WSD participants in the indoor rowing
competition in the Construction Industry
Sports Day and Charity Fun Day 2018.

BAIERD ENHANCING COMPETENCIES
EERPIEE I Inter-departmental Trainings

N ERE - NBUSESRR TIZAIERE - This financial year, WSD continued to participate in ENGINEER Talks,

AT B G R EET NSRS a weekly knowledge-sharing programme with a view to building

EEASHL ATRIERES  BEHE -« 5K up a culture of mutual learning with the other engineers in Civil
B EG BN TR R RSB Engineering and Development Department, Highways Department,

(b o 8 4 BT S b PSR gy Drainage Services Department, Transport Department. The speakers
¥/\;: ] TRESAEAT TS include professionals with valuable knowledge and specialised

experience.

WSD e« Annual Report 2018/19 « 81



D =fARFE Service Excellence

= 7K F g B /) 2 Training Group on Water Treatment Works (WTW)

R-TE—NE—HLEE  EIINAETT The training group held five seminars in 2018/19 to equip staff with
FIBHRE - B T E IR EKE the latest knowledge about design, construction, water treatment
;b EOKIE FALEEZS HEH A processes and operation of WTW. More water experts will share their

o RPEAK  BABeRETLAEE advanced technical knowledge with WSD staff in future.

RBAEANEDZRENTMAZ -

H{th &3 TAE Other Comprehensive Trainings

AREAEZRNTZERMMEEEE@AOLES WSD staff members participated in various technical and managerial
H=tE o BURFHB IR EEE - B RI2E R training programmes to enhance their skills, particularly in the areas
KEER - BKEE - B - fkEREEE of water treatment, drinking water safety, leak detection, water

SRS S o supply network management and information technology.

Seawater
Lower-grade water source

» Seawater for flushing
= Since 1957
* Network covers 85% of
the population
* Conserve 270 million m*
fresh water per year

* Inland areas [ Areas located at high altitudes or
sparsely populated
= Mot cost-effective for seawater flushing
= Use of fresh water for flushing

— e K ..
fiﬁ%EIﬁﬁﬁiﬁ@ﬁ?E%}%Z@ﬁﬂgfﬁﬁﬁ?%ﬂﬁﬁ;&ﬁ

A WSD colleague shared his knowledge and experience on the
use of recycled water in Hong Kong in an ENGINEER Talk.

EHIlTH
Training Man-days

8,483

(E=En =
(ZZE-NEZE—NEFE)

man-days of staff training
(in 2018/19)

[0 12,567
e 10,324
12,000 2
' 8,356 8,290 8,483
8,000
4,000
0 . ] L] |
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Accident Rate in Waterworks Contracts 2018/19

SiHARTS Service Excellence G

BUILDING A COMMITTED WORKFORCE
Occupational Safety

WSD has maintained a consistently low accident rate in its
waterworks contracts, well below the Government’s limit for public
works programme contracts.

0.6
HBANERRESTEIRNEINEE - 0.6 BINEME
0.5 EREFE1,0008 8 TEE22REIN ©
Note: Accident rate is the number of accidents per 100,000
0.4 man-hours worked. The accident rate of 0.6 is equivalent to
22 accidents per 1,000 workers per year.
0.3
0.2 ::;aéﬁ/,///x //ilg
TT——
0.1
00 1 1 1 1 1 1 1 1 1 J
WA Apr - BEH May  7<A Jun Al NAAug HNASep THOt +—HANov +=HDec —HlJan =HFeb =5 Mar
2018 2018 2018 2018 2018 2018 2018 2018 2018 2019 2019 2019
——
FATHH =ERBETHE T EABE T BUR s TR TI2A 4RTER ER
Monthly Average 3 Months Moving Average 12 Months Moving Average Government Limit prescribed for
Public Works Programme Contracts
BERE Channels of Communication
BHE THHARBEYNEIEEHER A2 WSD’s Departmental Consultative Committee and sub-committees

VR EEEE RE N EZEERMT
HFE AZBINGHEE T T2RTRER
2EAERE  MeaRBEEEABINE
HK%$F IKFE e R THb - LA ED
C THRETNEEM@BEMMEINE
18 E$Wﬁifﬁ% REW ABRITED
ReEalEBEEABRMABETRA -

BYROINIIERE -

uml—l-émﬂi'rﬁfE*rJﬁ
REEE

s E]
Staff Establishment

5,000

provide a useful forum for open communication about issues of
common concern with the staff. In addition, ad-hoc consultative
meetings and briefings are held with staff unions. WSD senior
management also regularly visits individual offices, installations and
work sites to boost staff morale, understand the needs of the staff
and address their concerns. Starting from this financial year, tea
gatherings were held for the WSD senior management to meet the
new recruits with a view to building a friendly work environment.

4,408 4,407 4,446 4,467 4,513
4,000 | | 443 [T 400 | | 41 ! | 411 " 411
3,000 1| ?ﬂ?&/\é\
1,611 1,616 1,621 1,634 1,649 Junior Staff
2,000 —RRLBBAAS
' General & Common Grades Staff
1000 1,996 2,021 2,043 2,048 2,074 1 BRERIMAS
! Inspectorate & Technical Staff
0 358 361 371 374 379 [ IEEYN-=
Sl Sl S ! Professional Staff
2014/15 2015/16 2016/17 2017/18 2018/19
BB fZ Financial Year

WSD e Annual Report 2018/19 « 83



D =fARFE Service Excellence

BTRIFEREF

AERLGHENE T AZXELREEE -
BRABEEHRBREFMEBHFREER
FarRBAB RS -

R-Z—N\E—NFE ABRESES
B BIE018R BB AMARS
PR3 STEL GEtE TP 1 E S
E-REISHE

Staff Recognition and Awards

WSD recommends outstanding staff to complete for service-wide
awards, including The Secretary for the Civil Service’s Commendation
Award and The Ombudsman’s Awards for Officers of Public
Organisations, etc.

In 2018/19, WSD was recognised by multiple awards, including the
Ombudsman’s Awards 2018 for Officers of Public Organisations and
the Construction Industry Council Sustainable Construction Award
(Project Owner - Public Sector) Gold Award.

CIC SUSTAINABLE

CONSTRUCTION AXARD
REEXHSUFHEBRERR
:nce and Presentation Ceremony

Marriott Hotel

A ZRBEREEGREEFZ G IFEARTRAGRF(BART —LE)FHI 2 BT KBEEER -

Mr Michael WONG, Secretary for Development presented the Gold Award (Project Owner — Public Sector) to Director of Water Supplies in
the CIC Sustainable Construction Award Presentation Ceremony.

25 0 8 55 A Al
BERIFL
ABETSAMBE B 508 TR

B ABE R AR TEERE - o
AENKRHEMEEAEFE - ETHE
NMBERIER - BEZHNBRMABRILAIF
XAt - BTiRHAIFERE @ WIEHHITR

'E -
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UNITED FOR ADVANCEMENT

Nurturing a Culture of Innovation

WSD has introduced multiple motivation schemes that encourage
staff to contribute ideas and opinions about improving services
and enhancing operational efficiency. In addition, WSD frequently
partners with academic institutions on research and development
projects. The result of these efforts is a culture of innovation where
new ideas are generated, tested and implemented.
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Do you know?

AENMFEREEBESTEENR _FT—AFHNY - BENERBEEEZE
it i i S {F - 4% 7N 2 7 5 7K 5 il 73 E 69 A 58 4% &g Bd 22 55 0O 98 ST tH 5%
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The WSD Steering Committee on Research and Development was established
in 2016. Its mission is to encourage innovative solutions in water supplies by

combining WSD’s knowledge and experience on water-related technologies
with academia’s leading research work through collaborations with institutions.

W@

A —ENFZAZSF ZAXEETT TKBENRE  HEZR 0B - HREE -
A tea gathering on research and development with fruitful exchange of views with academia was held on 22" March 2019.

EERvAL e
LA ) hn 38 BE R
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BUILDING TEAM SPIRIT
Bonding through Sports

WSD staff frequently compete in teams in various external sports
competitions to strengthen the bonds between staff, Government
counterparts and industry partners. Remarkable results were
achieved at a number of sports events in 2018/19 such as the
inter-departmental tournaments held by the Development Bureau
Sports Committee, the Construction Industry Sports Day 2018 and
Construction Industry 2019 Happy Run organised by the Construction
Industry Council, the 415t Hong Kong Rowing Championships, the
Hong Kong Dragon Boat Festival 2019, the Oxfam Trailwalker 2018
and many others. In addition, WSD regularly hosts a wide variety of
sports and recreational activities to foster a healthy lifestyle among
all staff members.
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SHEBZBITFEFEHLE Giving Back Through Volunteering

ARENH B ENFEMBEE - A2%  Toaffirmtheir ongoing commitment and concern to the community,
ETBEFQR~ELELEETE  AIEERE WSD Volunteer Team participated in charity events, including fund-

B S EARNMBBERATE « R raising, visiting elderly homes, assisting the disabled, etc. This
BREERN  HeEf2nETiEgSE financial year, the Steering Committee on Promotion of Volunteer
EECHASROMETEETS 45 Service of Social Welfare Department has recognised dedicated
S 4k o staff volunteers of WSD with Gold, Silver and Bronze awards.

4 O
s >115 24 &%

EZE 58— nz-—n5E) VEITEBAEMRce-—nz-1rss)
charity events (in 2018/19) staff awarded (in 2018/19)

5,217 @V

AR LRERFE 22— z—hem)
volunteer service man-hours (in 2018/19)

KEEE TR
WSD Staff Volunteer Service Man-hours
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Service Excellence
Event Highlights
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Transforming Dedication
into Action

IBEETERENEE  SUTZEELY
RKIRBEGLE—L BT  URERE
TIEHR24/FFZH -

WSD constantly seeks new
opportunities to enhance reliable,
quality water supply services, and
provides round-the-clock support
under emergency situations.

AEBREHEE - B Ea) KR > P

WSD is dedicated to braving all difficulties to maintain
reliable water supply services.

BHEEM/KEBEFHER ENHANCING EFFICIENCY IN PROCESSING WATER
SUPPLY APPLICATIONS

RABIEE - ABHHET —ELEBE  This financial year, WSD launched a pilot scheme that involved a

2 EmERT—STEEFKEM %;%ﬂg;ﬁ 72 - dedicated team and streamlined procedures to accelerate the process

IR B2 R HKES - B4 - B and approval of water supply applications for the catering industry.
FA R — [ B (7] B 28 g 30 Bt 853 5 9 26 ) it In the past, these applications might experience delays affecting the
K SERERMMKESEELE business of the catering industry because they were processed by the
TR %ﬁﬂ P Ls . 5B TN - AS same team that also handled applications for other more complicated
b B T TR AR B SR K B S cases. In the light of the above, the pilot scheme created and trained

a dedicated team to handle the water supply applications by the

B - %Z%E\Ihﬁi\ﬁﬁ m il o WSk - $ catering industry. It also featured a host of initiatives to accelerate
FINVETT — R 51 HE R HE e DA DN R AR B K
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the process efficiency. In addition, WSD devoted effort to promoting
the scheme to stakeholders and monitored timeliness, workload and
efficiency of the dedicated team.

As the pilot scheme has been proven to be successful and effective
and has received positive feedback from the trade, WSD has set up
another dedicated team and similarly streamlined other types of
simple water supply applications.

LAUNCHING A NEW DATABASE SYSTEM ON
RESEARCH AND DEVELOPMENT

In August 2018, WSD’'s Steering Committee on Research and
Development (R&D) launched a new database system on the R&D
work in WSD in our Intranet homepage. This centralised database
system provides a co-working platform to facilitate the work of
various Branches and Divisions in WSD. The new system is open to all
colleagues to browse, download and explore all of the information
within. Other information is also available in the system including
good practices, technological advances and other various matters
in 16 subjects pertinent to water supplies in different parts of the
world, as compiled from journals, websites, conference papers and
reports, and other channels.

IMPLEMENTATION OF KNOWLEDGE MANAGEMENT

In addition, WSD is implementing a Knowledge Management Portal
for knowledge sharing. The Portal consists of six knowledge hubs
which allow colleagues to share working tips and tools, while users
can input keywords to search useful documents. The Portal will also
be posted with tips generated from knowledge harvesting events
such as experience sharing by retirees, challenges shared by frontline
colleagues and, etc.

DEDICATED EMERGENCY MAINTENANCE AND
REPAIR WORKS

WSD is dedicated to braving all difficulties to maintain reliable
water supply services. In September 2018, Hong Kong was hit by
Super-typhoon Mangkhut, the most intense storm in Hong Kong’s
history. Before it landed, WSD activated two regional emergency
coordination centres, which coordinated speedy responses to
emergency incidents, with staff and contractors on standby for quick
deployment.
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Multiple waterworks facilities were damaged or suffered power
outages because of Mangkhut. Well before the alert dropped to
Typhoon Warning Signal No. 8, WSD staff already started to make
urgent repair to resolve water supply disruptions, such as a tree-
damaged pipeline in Cheung Chau affecting the water supply. By
operating the valves to isolate the damaged pipes under Typhoon
Warning Signal No. 10, WSD minimised the extent and duration of
the water supply disruption to the island. In remote areas such as Tap
Mun, Kat O and Ap Chau, repair works were delayed due to fallen
trees that blocked the access. To ensure that those residents had
continued access to water, WSD made arrangements for temporary
water supply such as deploying water vessels, delivery of water tanks
and bottled water until the repair works were completed. Through
a concerted team effort, water supply to all areas of Hong Kong
quickly resumed to normal soon after the typhoon.
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