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We are constantly finding better
ways to serve
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Answering a customer’s telephone enquiry.
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Responding to the strong support
of our customers, we are
constantly reaching out to find
even more ways to improve our
services to them.

Their almost total satisfaction with
the overall water supply services —
99 per cent is shown in the survey
regularly conducted by
independent firms to determine
what the people want. The results
reaffirm the high public
recognition of our work and
service.

For the better delivery of quality
customer service, the first of
three phases of a new Customer
Care and Billing System — called
the Electronic Document
Management System — has been
in use since December 2003
whereby documents previously
processed manually are now
converted into electronic form for
transmission by computer
networks.

The two later phases, now
undergoing fine-tuning and users
acceptance tests, will involve
among other things, the migration
of 600 million records to the new
system and the development of 2.3
million designated computer codes
to interface with computer
programmes and data base
transactions.

The key part of the system will be
operational by late 2004, ushering

in a new working environment for
its users. It will put into place a
versatile, futuristic and integrated
system for the Customer Service
Branch’s business processes, such
as billing, meter reading, customer
contact management, field order
management, data warehousing
and mining.

The total concept will go a long
way towards promoting the goal of
quick on-line, one-stop-shop
service to customers.

Performance goals
Ever since the first annual
Performance Pledge was published
in 1993, we have been continuing
to improve the efficiency and
standards of service as set out in
our goals.

Improvements of service
more recently, for
instance, have made f
it easier for

refixing of water
meters after
disconnection, for
contractors to
confirm portable \
meter reading, and for
licensed plumbers to \
provide water supply

system in new buildings. \

A range of services \
provided in a redesigned
homepage includes, among
other conveniences, a
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programme telling customers how
to estimate a water bill and an
easier way to update addresses.

Complaints

To deal more effectively with
enquiries and the handling of
complaints, a quality management
system has also been introduced.
At the same time, staff teams have
been organised to look into ways
to improve a number of business
processes, such as: handling of
complaints about high charges,
water quality, noise from pipes,
meter defects, as well as
application procedures.

The latest survey carried out in
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Booklet detailing our pledge to perform.
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Open Day for Ma On Shan Water Treatment Works . At the presentation ceremony of Ombudsman Awards.

A KBEN - NEFBBNEREN -

Water Link — an important media for communicating with the customers.

64 KIEE 2003-2004 F iR




June 2003 showed that most of
our customers (91%) are satisfied
with our complaints handling
service.

Liaison work

Direct contact with the public is
also maintained with the help of
a Customer Liaison Group
established 11 years ago with
the Deputy Director serving as
Chairman.

The 30 members of the group,
which is at the core of our public
communications efforts, are
drawn from domestic customers,
trade customers, as well as
government departments.
Meetings are held every four
months.

Telephone enquiries

The Customer Telephone Enquiry
Centre, operating round-the-clock,
dealt with more than one million
calls per year for fault complaints,
changes of address, service
termination etc.

Ombudsmen Awards
Three WSD staff were given
Ombudsmen Awards in 2003 for
their excellent services in dealing
with public complaints.

Publicity efforts

An on-going publicity campaign is
carried out to stimulate public
awareness of all aspects of water
production and supply as well as
the vital role the people can play in
protecting our water resources for
the future.

Posters are prominently
displayed, publications
distributed, talks given, and
roving exhibitions arranged at
housing estates and schools.
Open days and tours of water
treatment works are held for
young and old and seminars are
frequently organised.

For the benefit of interested
persons, licences are issued for
fishing in impounding reservoirs
during the normal season from
September to March.

As a further amenity,
consideration is being given to
developing the Pok Fu Lam
Reservoir, which is no longer used
for drinking water supply, into a
recreation attraction that will
include a restaurant and facilities
for various sports.

A EFRIKBHBIAMBESH -

Talking things over at a public forum with the Director.

A ERWZEIEEE-
Customer Liaison Group Meeting.
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