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Treasuring water is everyone's responsibility.
We are dedicated to strengthening synergies
with our stakeholders by enhancing our teams’
competence and recognition, enlisting public
support through publicity and educational
programmes, and cultivating collaboration with
our regional and international peers.
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Providing outstanding service starts with encouraging our
staff to continuously enhance their skills and knowledge. We
oversee multiple initiatives to improve core competencies,
promote well-being and encourage exceptional performance.

KNOWLEDGE MANAGEMENT
A One-Stop Platform for Core Improvement

We actively promote knowledge sharing, which enables our staff to
easily access and incorporate new understanding and best practices,
while encouraging them to take the initiative to help their peers
build capabilities. Our internal Knowledge Management (KM) Portal
offers a one-stop platform where documents and videos featuring
information, research and technological developments related
to waterworks can be stored and shared centrally. To encourage
continuous learning and capacity development, we are developing
a Training Channel for the KM Portal. This channel will consolidate
all upcoming training events and facilitate staff to enroll in courses.
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Sharing Knowledge through Organised Events

We regularly held themed events throughout 2019/20 such as
our KM Cafés which were facilitated by real-time broadcasting.
In one KM Café, Ir Dr Hon LO Wai-kwok, Chairman of the Public
Works Subcommittee (PWSC) of the Legislative Council’s Finance
Committee, shared his insight regarding “Better Preparation for
PWSC"”. We broadcast this lecture live to six of our offices, allowing
more than 200 professional staff to participate.
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Staff Establishment
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OCCUPATIONAL SAFETY

Occupational safety is of utmost importance to us. We are proud
that our waterworks contract accident rate consistently remains
significantly below the Government’s limit for public works
programme contracts, and we are dedicated to lowering that rate
even further in the future.

Accident Rate in Waterworks Contracts 2019/20
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Public Works Programme Contracts

STAFF ACTIVITIES AND RECOGNITION

At WSD, maintaining a positive work-life balance is central to our
work culture. In 2019/20, our staff actively participated in various
sports competitions, including the Swimming Gala and Basketball
Tournamentorganised by the Development Bureau Sports Committee,
the Construction Industry Sports Day and Happy Run organised by
the Construction Industry Council, as well as a number of charity or
open events such as the Lifewire Run, the New World Harbour Race
and the Hong Kong Streetathon. Our Volunteer Team also expressed
our commitment and care for our community by visiting and assisting
the elderly and disabled, helping with fundraising, and more. Despite
the challenges posed by the epidemic, we were able to dedicate
over 3 000 man-hours to volunteer work. For their efforts, our
staff volunteers have been recognised with Gold, Silver and Bronze
awards by the Social Welfare Department’s Steering Committee on
the Promotion of Volunteer Service.
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BEAN HAAERRE R LB NGRS In addition, our hard work on environmental management was

752019 [BARREB AR | At &Zi[ﬂlﬁ‘k recognised with a Silver Award at the Hong Kong Awards for

SR MRS o ﬁzﬁ'ﬂﬁﬁ@ﬁﬁﬁlﬁ SRIEM  Environmental Excellence 2019 — Public and Community Services.

TTE&EE@#&W&;&W{‘ NIEEFKFEHEESE  We were also pleased to have our outstanding staff awarded with

PR KR 2019FREFEE RATRABA SR the Chief Executive’s Commendation for Government/Public Service,

LR AIR R TE The Secretary for the Civil Service’s Commendation Award and The
Ombudsman’s Awards 2019 for Officers of Public Organisations.

HAER 2 B 52 S AR 1 18422019

The Ombudsman’s Awards Presentation Ceremony 2019

TR B A F R R g E=
Chief Executive’s Commendation for Government/Public Service
Awards Presentation Ceremony

—E-NEZEFEEAKEEBEEIRK
WSD Staff Volunteer Service in 2019/20
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Ve WSD Staff Volunteer Service Man-hours
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5005 4930 4902 5217 3153*
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*Note: A lot of activities were cancelled in 2019 due to social events in Hong Kong, and in 2020 due to the COVID-19 epidemic.

WSD e Annual Report 2019/20 ¢ 65



EBHE Our Community

RS

Our Community

HAIEIKAR IR
Sharing Our Dedication

K —ERAUERANEOIES - 1§
e BT ~ B RO RIRES - L
T EE PR [FIEE R SRR AR o

RIBBLIAEEFAR

B TS A TR R R TS TRR
B P B KA - N B —NFE
—BEE RIRERREET A RAES
o R ARPREEEUNRIBR Y
A RIS BRI PR -

66 ¢ KBE o “T-NE_TFFR

As one of our core values, Customer Satisfaction measures our
success in delivering responsive, effective, customer-oriented
service and in empowering our customers to construct a
reliable, resilient future.

ENHANCING SERVICES TO MEET
CUSTOMER GROWTH

As the population and business environment in Hong Kong continues
to expand, so does our customer base. To meet the growing market
demands and enhance our customers’ satisfaction, we explored new
ways and improvements to offer better customer experiences in
2019/20.
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Faster Payment System

To bring greater convenience to customers, we further diversified the
modes of payment for water bills. Starting from 15t November 2019,
customers can use any supported mobile banking app or e-wallet to
pay their water bill via the Faster Payment System (FPS), simply by
scanning the FPS QR code on the bill.

WSD Mobile App

We regularly improve our mobile app to take advantage of new
technology and better meet our customers’ needs. In 2019/20,
we updated the way our app handles water suspension notices
for sub-districts in accordance with the new District Council
election constituencies. Customers can now choose to receive water
suspension notices from among more than 400 different sub-districts
of the selected concerned districts.

iOShRZ

iOS version

Androidhft A
Android version

RE T H KBERDEMARERN
Download the WSD Mobile App for free
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e-Bill Service

Our e-bill Service offers customers a more convenient and
environmentally friendly water billing management service. As
of 31t March 2020, more than 100 000 of our customers have
switched to electronic billing. This service includes numerous value-
added benefits, such as instantly receiving new bills by email, getting
email payment reminders, and viewing water consumption records
and payment history for the last two years.

19%

BR (HB=ZE-NEZE-NFE)
growth compared to 2018/19
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Pre-approved designs
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WHETHE

Electronic applications

Streamlined Water Supply Applications
for Village-type Houses

To further enhance the efficiency and flexibility of our services,
we have adopted a range of new initiatives for village-type house
construction. In September 2019, we pre-approved 11 standard
plumbing designs and five standard meter box arrangements, and
created an electronic channel where customers can submit plumbing
proposals that use these standard designs. These arrangements
have significantly reduced the time needed to process and approve
proposals, allowing projects to commence construction earlier. We
also introduced a new arrangement in November 2019 that allowed
applicants to propose the location of Government supply points, to
ensure that the alignment of connecting pipe is feasible.

SRR R H
Flexible supply points
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Sometimes, village-type house projects must amend their approved plumbing
proposals with an alternate connecting pipe route because an adjacent landowner
has refused permission for the connecting pipe to run through the adjacent land to
reach the designated Government supply point. Our new arrangement in 2019 helps
reduce the chance of modifying approved plumbing proposals due to the designation
of infeasible supply points during approval.

\_
HilgBFERHE CREATING SYNERGIES WITH OUR COMMUNITY
“E-NETFEHE RMESWRET In 2019/20, we organised and joined a number of events and
IR ERE KK ERE)EE) activities related to water conversation and water preservation.
[&7K ¢ 17 2019] Walk for Living Water 2019 13 BAAPR 2079

EBREEESS T EEAPREAMREE  The Amity Foundation held this event to raise funds for building
EEEE ERHKEE - BIFIREE water supply facilities in remote mountainous areas in the Mainland
WG RBIREA SBAREBREAEE  of China. We participated in this event and set up game booths to
ISR ETA KA BB promote good water saving habits in daily life.
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Clamanery,

Hong Kong Water Race 2019 BEAPR 2019

This city orienteering event was co-hosted by Wofoo Social
Enterprise, the Open University of Hong Kong and our department.
Our Water Resources Education Centre — H,OPE Centre was one
of the checkpoints. The aim of the event was to promote water
conservation in daily life through funny racing activities. Besides
hosting the event, we also joined the race and set up game booths
to promote water conservation.

> 4 OO 2 Mm%
participants
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JC-WISE Water Fun Fest 2019 19 P—WA'PR 2019
01 ZAMAY 2019

We participated in the JGWISE Water Fun Fest 2019 at Ocean
Park’s Waterfront Plaza, which was a public education campaign
on reducing water footprint and protecting our local rivers. It was
initiated by the University of Hong Kong's Faculty of Social Sciences
and funded by the Hong Kong Jockey Club Charities Trust.
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Walk & Run for Water 2019 (05 2AMAY 7575

Our Deputy Director of Water Supplies Mr CHAU Sai-wai officiated
this event, which was organised by A Drop of Life. It helped raise
funds to build water storage and sanitation facilities in the Mainland
of China, Nepal and Cambodia. Our Volunteer Team joined and
operated game booths to promote water conservation.

(21 58MAv 7679
Kwai Tsing District Council’s Visit to

Ngau Tam Mei Water Treatment Works (WTW)

Kwai Tsing District Council Chairman Mr LAW King-shing led a
group of council members and Home Affairs Department staff
to visit Ngau Tam Mei WTW to gain more understanding on the
water treatment process and water quality monitoring procedures.
The group was received by our Director of Water Supplies,
Mr WONG Chung-leung.



EHiBZEH2019

BHARPDRNIR2EEHEKED R
BHET [(BE&ER] 2019081 KR
BE ] R B HREREEENT
15 BB AREBRARELTE -

EBHE Our Community

05 /*\HJ‘UN 2019
2275AJUN 2019

Hong Kong Green Day 2019

This event promoted the importance of cherishing water in society.
We joined the Kick-off Ceremony and the Closing Ceremony cum
Green Mission Challenge to show support to the Green Council in
encouraging citizens to “Go Green, Act Green!”
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29 5EJUN 2019

“Cherish Water Ambassador” Scheme:
“Water Speaks Video Competition” and “In-School
Promotional Activities” Awards Ceremony

We held this event, which was part of our “Cherish Water
Ambassador” Scheme, in collaboration with Hong Kong Federation
of Youth Groups Jockey Club Media 21. At the event, participants
joining the competition debuted their short videos themed around
“Water Speaks"” to promote the message of water conservation. The
event also presented awards to winners of the Inter-School Water
Conservation Promotional Activities aiming to raise public awareness
on our precious water resources by promoting a water-saving lifestyle
in campuses and the community.
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Wan Chai District Council’s Visit to 28 £AJUL 2079

the Tai Tam Waterworks Heritage Trail

Wan Chai District Council Chairman Mr NG Kam-chun and other
members accompanied by the Home Affairs Department visited the
historic waterworks structures at Tai Tam and learned the history of
water supply. Some of the structures have been declared as statutory
monuments. The group was received by our Director of Water
Supplies, Mr WONG Chung-leung.
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"Excursion with Water Save Dave”
Visiting Programme 2019/20

We provided guided individual and group tours of our WTW facilities
through our “Excursion with Water Save Dave” Visiting Programme
2019/20. Designed to illustrate the effort in producing every single
drop of Hong Kong's water, these tours had three different themes,
and each theme included two visiting locations. Through the
programme, participants could learn more about the daily work of
WSD, the importance of water conservation and the development of
our water supply system in a leisurely way.

Guided tour themes:

e QOur Water Resources and Nature
e \|Waterworks Heritage Trails
e Fresh Water Treatment and Quality Control

Visiting locations:

e Plover Cove Reservoir

e High Island Reservoir

e Tai Tam Waterworks Heritage Trail
e Kowloon Waterworks Heritage Trail
e Ngau Tam Mei WTW

e Ma On Shan WTW
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: 13 T2ADEC 2079
H,OPE Centre Opening Ceremony cum

“Let’s Save 10L Water 2.0” Campaign Kick-off

To step up our efforts in promoting and educating the public on
cherishing precious water resources, we opened a new education
centre named H,OPE Centre at Tin Shui Wai in December 2019. We
hosted a ceremony to mark its opening and also took that opportunity
to launch our “Let’s Save 10L Water 2.0” Campaign in one go.

20 +=ADEC 2079
“Cherish Water Campus” Award Ceremony

[

We held an award ceremony at the Hang Hau Community Hall
to commend the primary schools that actively participated in our
2018/19 “Cherish Water Campus” Integrated Education Programme
(IEP), and to present the awards for the IEP-Kindergarten “Save
Every Drop” Parent-Child Colouring Competition 2019.

MEET
Presented

>’| 7 (RESE
awards
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Green Carnival 2020 12 -BJAN 2070

As a supporting organisation, we joined the carnival organised by
Green Council at the Kowloon Park Piazza with an aim to promote a
green and low-carbon lifestyle.

-
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Finding Inspiration through Regional
and International Cooperation

As part of our vision to excel in providing quality water services
in Hong Kong, we regularly seek out our peers in the industry
to explore the latest innovations, technologies and best
practices through regional and international conferences.

8™ IWA-ASPIRE CONFERENCE AND
EXHIBITION 2019

We actively promote communications and collaborations with water
professionals, practitioners and academics around the world through
various events. One prime example was the 8" International Water
Association Asia Pacific Regional Group (IWA-ASPIRE) Conference
and Exhibition, which took place in Hong Kong from 315t October
to 2" November 2019. It was organised by IWA, IWA-ASPIRE and
the IWA Regional Committee of Hong Kong, China (IWAHK), and
co-organised by WSD, the Drainage Services Department and the
Chartered Institution of Water and Environmental Management
Hong Kong (CIWEM HK).
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PR 5 Our Global Network

The conference theme was “Smart Solutions for Water Resilience”,
with topics ranging from water supplies, wastewater and stormwater
management to total water management, greening, energy
saving and sustainability. Throughout the event, international and
regional delegates came together to share best practices, acquire
new knowledge, and get inspired to find smart solutions to water-
related challenges. An exhibition ran alongside the Conference, with
enthusiastic participation from different organisations.
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INTERNATIONAL DESALINATION ASSOCIATION

In order to keep abreast of the latest developments and advanced
technologies in desalination for the construction of our Tseung
Kwan O Desalination Plant, we joined the International Desalination
Association (IDA), the world’s leading resource for information and
professional development in the desalination industry. Mr LAM
Shing-tim, our Chief Engineer who embraces the use of advanced
water supply technologies, was elected to the IDA Board of Directors
for Term 19, which runs from 2019 to 2021. In October 2019, Mr
Lam attended the first Term 19 board meeting at Dubai during the
IDA World Congress 2019, connecting Hong Kong and the Mainland
of China to the international desalination community.
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IDA develops and promotes the appropriate use of desalination and desalination
technology globally for water supply, water reuse, water pollution control, water
purification, water treatment and other water sciences and technology. The
association comprised more than 3 000 members from 60 countries around the world,
including scientists, engineers, corporations, government consultants and researchers,
end-users and academics.

\_
[HEEERKEEKERIEE 15" GUANGDONG-HONG KONG-MACAO
F+=ERBRRRMEK TR GREATER BAY AREA WATER FORUM CUM
Tl 13™ SHENZHEN, HONG KONG, ZHUHAI AND

MACAO SEMINAR ON WATER SUPPLY

RAHER-Z—AFNLATN\BE=-F+H®  This forum was held in Zhuhai from 18" to 20" September 2019,
HERIT TR [EEZRE HEBBRX under the theme “Collaborating for Success: Creating a New Era for
ERKISERTRFR] o HiniE A BER A& the Water Supply Industry in the Greater Bay Area”. The event created
BKFEEBBREITES  UETAEHE a common platform for water utilities in the Greater Bay Area (GBA)
TRKEREFKEE FEINEIFTEL MK to explore collaboration opportunities, exchange innovative ideas and
FRE A MREEB R AR KGESRA  the latest technologies in water and wastewater management, and
FERRE wmiE b BRI ZEKEIEEEE  foster the continued development of the GBA's water sector. At the
DETEBLOE BREBESEESR  [E  forum, we shared our experience and insight on various water-related
EH - BEEEREERZ] So-RMINER/  topics, including on-site chlorine generation and our Water Intelligent
EiECHR/NDEF R CBHERE N CEK Network and Water Intelligent Network Management System. We
BERAKEEARES AR also initiated fruitful discussions with GBA water professionals through
presentations, expert panel discussions, and site visits.

KEEEREMR LT BBEGLERRimE

Director of Water Supplies, Mr WONG Chung-leung
led a team of our staff to attend the Forum
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Our booth at the Construction Innovation Expo 2019.

82 o KBE o ZET-NE-TFFRH

CONSTRUCTION INNOVATION EXPO 2019

We showcased our latest developments in waterworks facilities at
this Expo, which was jointly organised by the Development Bureau
and the Construction Industry Council, and co-organised by the
Centre of Science and Technology Industrial Development of the
Ministry of Housing and Urban-Rural Development of the People’s
Republic of China. The Expo was held from 17t to 20" December
2019 at the Hong Kong Convention and Exhibition Centre, and was
the construction industry’s largest technological exhibition ever in
Hong Kong. At our booth, we introduced how we have adopted BIM
technologies throughout the design, construction, daily operation
and maintenance stages of our projects’ life cycles. Using video
animations, virtual reality (VR) and augmented reality (AR), we
offered visitors an interactive experience where they could appreciate
how BIM benefits every stakeholder in the project.

EHEX L 1HELEE) -

Firm support from the
Management.

TIEABBZEE I EBIMEA -

Introducing BIM technology to visitors.
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Using a tablet to apply AR technology.

FAVRE M2 BB KR o
Virtually touring our WTWs
using VR technology.

A

B FHARFET B EEH JEE R M EVK B B E ©
Applying AR technology to manage underground and surface
waterworks assets.

BB BERIE R ARFA ©

Demonstrating AR technology with smartglasses.
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