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To excel in services for our customers,
we have always put them at the core of
our work and have been reshaping our
organizational structure and strategies
to meet their growing expectations

and needs.
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Customer Telephone Enquiry Centre being handed over to Customer
Services Branch.
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[EINE |2 [FFRERH B TAH A FFIES B THHES -
Members of the “ Trust and Caring Club”, an informal staff club

formed by Customer Services Branch staff.
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BIEFRBERETEHETE -
Brainstorming workshop for Customer
Services Branch staff.

BIRERE FEBKEZR -
Staff eagerly expressing views at the
brainstorming workshop.




NEW CUSTOMER SYSTEM
As a critical component of our overall
strategy to achieve excellent customer
services, the contract for the new
Customer Care and Billing System
(CCBS) was awarded and commenced
in February 2003. The CCBS is being
developed in three phases and is
scheduled for completion by the end
of 2004. Work on the first two phases
is being carried out concurrently and
includes installation of hardware and
network, system development,
document migration, business
process analysis and design, data
conversion, etc.

The Electronic Document Management
System (EDMS), being the central part
of phase I, will be used with the
existing customer database by
December 2003. With the completion
of phase Il in July 2004, CCBS will be
fully operational and provide a new
and integrated customer database as
well as mobile computing capabilities.
Work on additional features such as
data warehouse and data mining under
phase Il will begin in November 2003
for completion by the end of 2004.

CUSTOMER-FOCUSED
STRUCTURE AND

CULTURE

To realise the full potential and benefit
of the new customer care system, we
have embarked on major reforms in
our structure and culture to improve
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the efficiency and quality of our
services. We have made fundamental
changes in the ways of meeting our
customers’ needs by business
process reengineering. We aligned our = Conducting change management
organizational structure with the new workshops and training for all levels
system and business processes by of staff to meet the major

creating a new branch, Customer challenges brought about by the
Services (CS) Branch, in September new system, processes, structure
2002. and culture.

= Entering into Service Level
Agreements with its internal
customers.

The CS Branch oversees all customer
service functions including Y
customer account matters, ¥
meter reading and billing,
handling of complaints and
enquiries, and day-to-day
operations of the Customer
Telephone Enquiry Centre and
Customer Enquiry Centres.

In an effort to reinforce

our customer-oriented

culture and tie in with the
roll-out of the CCBS, the

CS Branch has

implemented many new
initiatives including:

= Setting a new vision for the
CS Branch with input from all
staff in the Branch.

= Adopting a new set of targets and
objectives.

H1 [ % IRIE R R 6 8 T af [ R -
Staff newsletters issued by Customer
Services Branch.

= Forming an informal staff club and
publishing a branch newsletter to
foster internal communications.
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Group discussion for setting the vision of
Customer Services Branch.
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Display of staff views and suggestions after
brainstorming session.
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Enthusiastic discussion on ways to improve
customer services.



We are well on track to achieve
excellence in service provision and
expect a quantum leap in
improvement of service delivery and
efficiency gain when the new CCBS is
rolled out in phases from the end

of 2003.

IMPROVEMENTS OF
SERVICES

Improvements of services introduced
during the year included:

= Applications for refixing of water
meters after disconnection can now
be processed at Customer Enquiry
Centres and demand notes are
issued to customers for payment
immediately.

= Additional portable water tanks have
been acquired for improving
temporary water supply
arrangement at times of supply
interruptions.

= The lead time required for providing
water supply to new customers has
been reduced by streamlining the
procedures for issue of water
meters to licensed plumbers for
their installation in new buildings.

= Previously only limited to the North
Point Office, contractors can now
bring their portable meters to other
WSD Depots for confirmation of
meter readings.

= The WSD homepage has been
redesigned and transformed into a
one-stop shop, customer-focused

and user-friendly vehicle for
providing diverse range of online
services to customers.

= Customers can update their
address online with WSD and other
government departments through
the “Easy Change of Address”
service provided by the government.

= An online programme entitled
“Estimate My Next Bill” has been
provided on our homepage for
customers.

HANDLING OF
COMPLAINTS AND
ENQUIRIES

In a bid to further improve the quality
and efficiency of handling complaints
and enquiries, a Quality Management
System has been introduced in
compliance with the ISO 9001:2000
standard. Internal audits, maintenance
audits and customer opinion surveys
are conducted to provide continuing
improvement of the system. In
addition, improvement teams have
been formed to review a number of
business processes such as handling
of complaints on high charges, water
quality, noise from pipes and meter
defects as well as application
procedures for water supply. This has
helped to enhance service efficiency
and customer satisfaction.

CUSTOMER SURVEYS

We keep up with customer opinion of
our services by conducting regular
surveys to ensure that we do what
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EFERRAE
Customer Opinion Survey Results

ERMAKRE

Water Supplies Services
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customers want. Results of these
surveys consistently reaffirm the high
public recognition for our work. The
latest survey on overall water supplies
services carried out in July 2002
showed that most of our customers
(99 per cent) are satisfied with our
services. The next such survey is
scheduled for 2004.

PERFORMANCE PLEDGE
We continue to improve our standards
of service, ever since we published
the first annual Performance Pledge in
1993 to set out clearly what the
public can expect of us. For the year
2003704, four existing targets have
been enhanced and two new targets
added.
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Mr WONG Ka Kuen, Call Centre Manager of CTEC, receiving the Ombudsman Award 2002.
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Customer Liaison Group Meeting.
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CUSTOMER LIAISON
GROUP

In the ten years since it was
established, our Customer Liaison
Group (CLG), chaired by the Deputy
Director, has become a central

element of our public communications

programme. The thirty-member CLG
consists of 18 domestic customers
and 7 trade customers selected at
random, and 5 representatives from
property management companies and
government departments. Meetings
are held regularly every four months,
usually on a working Friday evening in
January, May and September.

CUSTOMER ENQUIRY
CENTRES

Our six Customer Enquiry Centres
(CECs) located in different areas of
the territory offer a wide range of
direct services to customers. These
include answering enquiries, handling
applications for change of
consumerships, meter tests,
reconnection of supplies, as well as
issuance of fishing licences. Through
the convenience of a suite of services
and payment methods available on
telephone and Internet as well as
provided by the Hong Kong Post
Office, it will be possible for us to
close the less frequented centre in
Tsuen Wan from April 2004 for saving
operating costs.

CUSTOMER TELEPHONE
ENQUIRY CENTRE

The Customer Telephone Enquiry
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Newly renovated Wan Chai Customer Enquiry Centre.

Centre (CTEC) has been providing a
24-hour hotline service on water
supply and account matters ever since
it began operations in its present
mode in 1999. It also processes
applications for changes of mailing
address and termination of
consumership. This year CTEC dealt
with more than one million calls and
the percentage of calls resolved in the
first call was 96 per cent.

OMBUDSMAN AWARD

2002 o
In recognition of the professionalism s
in handling public complaints, FEFEEEAT L °

Customer Telephone Enquiry Centre.
Mr Wong Ka Kuen, Call Centre Manager P auiny

of the CTEC, was presented with an
Ombudsman Award for the year.



