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The new Customer Telephone Enquiry Centre (CTEC).
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CUSTOMER SERVICES AND RELATIONS

One Stop Centre
A 'one-stop' enquiry centre dealing with all types of enquiries and complaints has been put
into service.

Built at a cost of $12 million and using the latest telephone equipment, the 'Customer
Telephone Enquiry Centre’ combines the various enquiry services hitherto offered to the
public.

Calls about water mains bursts, pipe leaks, interruption of water supply or poor water
quality, as well as general enquiries are now received through 100 telephone lines at the
Centre located at Headquarters.

The new telephone system integrates some of the earlier services known as the 'Enquiry
Hotline', 'Water Infolink', among others. The new centre is another measure aimed at providing
a better and more convenient service.

Customer Enquiry Centres
Customers seeking other types of services may call at the eight Customer Enquiry Centres
located at different areas of the territory.

Staff at the Centres deal with applications for change of consumerships, meter tests and
fishing licences, as well as for water supply.

The full range of payment services are handled at the Hong Kong Island and Kowloon
centres, while the others provide facilities only for payment of water deposits by Easy Pay
System (EPS) cards.

Meter Testing

A testing service for the accuracy of water meters is provided at request. A fee deposit is
required for the test, depending on the size of the meter, and the work is carried out within
three weeks.
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For most tests, the fee is $460. However if the accuracy of the meter is found to exceed
three per cent either way, the fee is refunded.

Through accreditation by HOKLAS the WSD is now capable of testing water meters of up
to 200 mm in diameter in accordance with international standards.

Customer Liaison Group

As it enters its seventh year, the Customer Liaison Group continues to serve as an effective
channel of communication with the people. A great deal of information - and constructive
ideas as well - have been received on a

diversity of matters which have been a valuable

help to the work of the WSD. Benchmark Customer Opinion

. . . Surve
It is one of the earliest such groups in y

government services and has increased in
number to 60 members to include more
The Customer Liaison Group being briefed on WSD work. representatives from domestic and trade

Overall Water Supplies Services

account representatives. Members are Ag;ge Not
0 .

separated into two groups and each group Satisfied
1%

meets every four months.

Matters concerning the water supply are
frankly discussed and three meetings were held
for each group during the year.

Matters discussed at the meetings and

60 other information are published in the
newsletter 'Waterlink'.

To keep members up to date, arrangements are made to take them on visits to
see waterworks installations, such as treatment works, and the Customer Telephone
Enquiry Centre.

Satisfied
56%

Benchmark Opinion Survey

Customer services stood out among the various waterworks activities, in the opinion of the
public.
96% While this section of the WSD services won almost total approval with 96 per cent of
95% respondents giving it top priority - a close runner-up in the customers' opinion was the
2 500 supply and quality of fresh water, which got 95 per cent approval.

These views were obtained from nearly 2 500 domestic and commercial customers
surveyed by a market research company for views on services provided by the WSD and four

Staff at work at the new other public utility companies in the private sector. Another view of the new
CTEC. 100 75 Views were sought on six of the services provided by the WSD, and there was overall  CTEC.
satisfaction with all of them, with customer services and water supply and quality heading

the list.

The third place ranking of the WSD - which gained a score of 75 points out of 100 in
the scale - was seen as encouraging in that it showed a high public regard for the
government department.

It would serve to further the efforts of the WSD, which always welcomes public views of
its work.
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Customer relations and services are an important part of the WSD work.
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The Director and other staff participating in the production of the customer service video.

Internet Services

Online customer service forms an integral part of the WSD Internet home page. In addition to
the routine information on application procedures and water accounts matters, new services
including online applications for taking up and closing of water account, change of mailing
address, new water supplies and plumber licences are also being provided.

This will allow customers the convenience of applying for the various services from their
homes. Additional online services will be offered in the next few months, such as a directory
of water supply fittings, pipes and fittings, water heaters and materials accepted by the Water
Authority.

Complaints and Enquiries

Most complaints and enquiries relate to accounts and technical matters, such as high water
bills, poor water quality or interruption of water supply. Computer systems are widely deployed
to deal with them. Some 930 000 enquiries were handled in 1999.

New Services
Since August 1999, customers have been able to terminate their water accounts and request
change of water bills mailing address by telephone.

As for settlement of water bills and deposit, in addition to the current payment methods,
such as in person at Customer Enquiry Centres, by phone and autopay, payment can also be
made through some 1 700 Automatic Teller Machines (ATMs) in Hong Kong. Consideration is
also being given to allowing online payment through the Internet and making use of the bill
payment collection service offered by the Hong Kong Post Office.

Customer Service Award

The WSD gained the highest recognition during the year as a provider of public service by
winning three top Civil Service Customer Service Awards organised by the Civil Service Bureau.
The prizes were, Champion and Winner of Excellence Awards for telephone enquiry service
(individual) and Winner of the Team Excellence Award for application processing.

Customer Service Training
A ten-minute video entitled“ The Art of Customer Services” has been produced for the
training of frontline staff.

Aimed at improving staff courtesy in customer relations, and thus providing better service,
the video brings into focus through case studies the importance of customer satisfaction, and
the proper approach in achieving this.

Group discussions are held after each screening session and actual experiences are shared.
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