 RANRARERAE2EES TELS
SEXE STERMNSESNEE -

Department. People are o

EBE—F - ELRBUDR4 482N - BEFHEG -

The staffing headcount over the past 12 months has remained
at the same as the previous year.
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The technical knowledge and management skills of staff are to be upgraded from time to time.

BFINRARERAZZBE T HNER - Our success is founded on the commitment, service and professionalism
ZIVRHEREFERKIR - ET2RMRBSEN  of staff across the whole Department. People are our greatest asset.
BE  SBHIMNERBMN TP RILE  Theirinteraction with our partners, customers and the community is vital
OGE - HEBEMSNRBIEEEZSEE  tothe well-being of Hong Kong's society.

ER -

5L Bl SR BB Identifying Strategies

FBE—F  ABESRESEAEFMSIHEA  Over the past 12 months we have involved senior management staff
Z2HRIRT QR RIFBELIL  BRIBERAHMLK  in detailed discussion on the future direction and service profile of the
RN BIPINARRBE R RME - DIK department. In addition to identifying future water supply needs, we
ERREIYESHORBNZEM - € havelooked af service targets and efficiencies and service improvement
MR ESEPIE TIESIEATmERBIkE - L inifiatives that can be implemented both in the short and long ferm.
PEIRERIRS BEE WK « BRE(L  Challenges have been identified across all aspects of our business.
KE  DIEmEZEHRIAE - ETREE  Thesechallenges range from pressure to increase operational efficiency,
Z2BERFIUEERNE NS - BBEIBTLT  replacing aging water mains through to high customer expectations
Eth - S ABTIREEENMRRTZERE  and stress staff may face when handling emergencies. Management
EEFER - workshops have been charged with identifying solutions and best

practice initiatives.

= PR Customer Service

ER=FPHNERFR —AEEB/EMAPL  Understanding the specific needs of our customers — whether
ERAEAHL — RETHBURBEED  commercial or residential —is integral to creating appropriate standards
ESTI of service.

60 kBE | —==tZz\FE5



BERKKESEFRBRERRRE (RTBE/N ' STFEET)
Customer Survey on Tap Water Quality (conducted in 2006/07)

HEEms LESSSE/NS|

=Pl Bot

percentage percentage

©® /W= Satisfied 67.3 ©® imE Satisfied 67.2
©® & Average 24.1 ©® & Average 273
“RimE Not Satisfied 8.6 Rim&E Not Satisfied 55

ErNZBAHRERERRASHBIETENEZS  Customer forums and surveys over the past year have focused in
RIKKE - SAEBTNA%ETHPE SR particular on the improvement of the quality of tap water. This survey
KOKERTWME © BB IO MAYZEATHME  revedled that 91.4% of domestic customers are satisfied with the quality
BN ZEEBERRREMRIT - MiBASY  oftap water. Over 90 % of private property companies believe that their
DN ETHALPABRBUNESRE#Z(C  clients and residents have a similar level of satisfaction while almost
BEKEERRE - BRER - ABAS+  dll domestic customers surveyed believe that it is necessary to replace

DRRFAEN [ KEBERKABISE] (Z  deteriorating water supply installations and facilities. The Department's
EEN\FCRIBR [BICAMEBEMIZART  Quality Water Recognition Scheme for Buildings (previously known as the
BEDE Fresh Water Plumbing Quality Maintenance Recognition Scheme before

2008) appears to be well supported by domestic customers.

RN =B IBEES— -

Teamwork is one of our core values.
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@O FZAE Professional Staff
BREF AE Inspectorate & Technical Staff

© —RFFBBAAE General & Common Grade Staff
DA E Junior Staff

KBE | _EFZCES/\FER

A more general survey on whether the Department is meeting customer
expectations showed that 98.8% of customers are satisfied with the
service they receive. This is a slight improvement compared with
the survey results recorded in 2002. We have contfinued to cultivate
communication channels between the Department and local groups,
including district councils, to clarify issues surrounding planned work
in different districts.

Staff Relations

The staffing headcount over the past 12 months has remained at
4 482, the same as the previous year. A clear communications strategy
continues to form the basis of effective staff relations. Key channels used
include the long-established departmental consultative committee and
its sub-committees, coupled with the annual and ad-hoc meetings with
individual staff unions. In addition, the Director of Water Supplies and his
senior staff have undertaken “ambassador” visits fo regional offices and
outstations to discuss with frontline staff their work and concerns.

HABRESEFRARERRRE

Customer Survey on Water Supplies Services

[Epal

percentage

©® W= Satisfied 93.3
©® —® Average 55
WA Not Satisfied 1.2

KHE _FBENFREFEREETE
BBIRAE DR [T RELXEF
ROVEEER -

WSD’s 2005/06 Annual Report was awarded
a ‘Gold Award’ at the 10th Hong Kong Print
Awards for its production quality.
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KEFENEETY -
The publications of Water Supplies Department.

ABZEETZHESRRASE  SBETHR
SWOURSEENRUBRBER - XF
WBRETRRENEFHTERREESS
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SRR BUXRBERILSPRB LY

=18

RARERES

SB35 ROET BB #SIHIEY 929
AB - REREBK2308T - ETHEIIE
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BRI BRSSP RBELRIIEEM
ZE[E - AZEZFRIERPRE - #BAS
TE#RBEANERRERENN IR K
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Staff members are encouraged to think about productivity enhancement
and improving service delivery through the Staff Suggestions Scheme.
During the past year, 10 staff members received the Department's
awards for their meritorious suggestions. Separately, a clerical officer
was honoured with an Ombudsman’s Award in recognition of her
dedication and commitment to quality customer service.

Training for Performance Improvements

Staff training, involving training man-days totalling 9 929 and a budget
of HK$2.3 million has focused on enhancing or upgrading technical
knowledge and management skills. Training courses have targeted front
line customer service staff and issues of work-place safety. Courses to
improve the level of use and application of information technology across
the organisation have continued through out the year, along with new
integrity management training sessions. Seminars on topics such as
energy management, replacement and rehabilitation projects across
the supply network, leak detection and issues management have been
held to enrich staff knowledge in their respective fields of expertise.

Occupational Safety

Despite an increasing workload faced by staff at construction sites,
safety performance continues to improve. The in-house accident rate
remains low at 20.25 accidents per 1000 employees. On the other hand,
the overall accident rate for public works contracts administered by the
Department dropped from 0.39 last year to 0.28 accidents per 100 000
man-hours worked this year.
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TERC EN\FEXBIREHNRINE
Accident Rates for Waterworks Contracts 2007/08

Raising Public Awareness

We believe a water conservation culture among customers is critical to
our efforts to maintain and protect future water resources. The water
conservation campaign continued throughout the year with talks,
seminars and roving exhibitions staged in housing estates and schools
and across print and electronic media.

At the same time, public open days were held at three water treatment
works. Several thousands people, including members of the Legislative
Council, participated in guided tours that highlighted the technical
aspects of water treatment. Exhibitions on water science, our metering
system and the mains replacement and rehabilitation programme were
also staged to attract public interest during open days.

The "Save Water for the Future — Every Drop Counts” seminar, organised
annually by the Department, drew representatives from property
management companies, owners’ corporations, hotels and academic
institutions. Speakers focused on both the quality of water and the
systems that distribute it as well as the Department’s official Water
Safety Plan.

BT TEES No. of Non-fatal Accidents Per 100 000 Man-hours Worked
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I ABBRKBKIG (—RELEEY) -

Left: Tai Tam Tuk Raw Water Pumping Station (Grade | Historic Building).

G GREBKE (=RELEEY) -

Right: Shek Lei Pui Water Treatment Works (Grade Ill Historic Building).
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Caring for the Community

The Department and its staff take their commitment to the community
seriously. Staff members play an active role in serving the community,
even outside working hours. Teams of volunteers participated in 47
activities during the year including flag days, tree planting endeavours
and visits to homes for the elderly. They also organised tours of historic
waterworks installations for secondary school students. In recognition
of these contributions, the department was awarded the Silver Award
for Volunteer Service by the Social Welfare Department's Central Office
for Volunteer Service. Two staff members were awarded individual silver
and bronze awards.

In a separate recognition of this ethos of community service, the Hong
Kong Council for Social Services awarded the Department its Caring
Organisation 2007/08 logo.
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KBEBEITIRHHF

No. of Man-hours for WSD Volunteers
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Upper: A clerical officer was honoured with an Ombudsman Award in recognition of her
dedication and commitment to quality customer service. A group photo of all awardees taken
after the Ombudsman Award Ceremony is shown.

I T : KBEEETHRMNBEBHBBRF PEBRFHR -
Upper left: Our volunteers' representative receiving a Certificate of Appreciation from the
Secretary for the Civil Service.

GF : REE—NN=ZFRI [BEHH#EHE] - BREHESSHHE - NRBUILOVEE -
FUE—HIRBIRFZNE -

Upper right: In order to provide a regular venue for better communication with its customers,
the Department has set up a Customer Liaison Group in 1993 with a view to further improving
its services.

4

FR - BFEBZHAPINEER
850 000 6& 55858 -

Some 850 000 telephone
enquiries were handled by our
Customer Telephone and Enquiry
Centre in the year.
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