Making enquiries at the Customer Enquiry Centre.

FINANCIAL MANAGEMENT

New Services
To provide better service to the public, the Wan Chai and Mong Kok Customer Enquiry Centres
under the Financial Management Branch extended its working time by one hour to 6:00 pm on
weekdays and to 1:00 pm on Saturday.

The Branch has also introduced a telephone service for closing water accounts and change
of mailing address.

Meanwhile, a feasibility study on the Customer Care Programme has been undertaken with
a view to improving services to customers and replacing the existing Water Billing and
Information System and other sub-systems with an integrated Customer Care and Billing
System. The study was completed in May 2000.

The Branch is responsible for six areas of activities - finance, customer accounts,
management accounting and systems, supplies, customer enquiries and meter reading.

Direct communication with the public is effected through eight Customer Enquiry Centres
which are equipped with computer terminals providing on-line data about water accounts and
are located throughout the territory.

One other communication channel is the Customer Telephone Enquiry Centre equipped with
an Interactive Voice Responding System, which offers information in Cantonese, Putonghua .
and English. ;

Organisation
The Branch is headed by a Business Manager, who holds the rank of an Assistant Director of
Accounting Services, and is directly responsible to the Deputy Director. Assisting the Business
Manager are two Senior Treasury Accountants and a Chief Supplies Officer. E.

The Finance and Consumer Accounts sections are headed by a Senior Treasury Account: : ,
who is responsible for their overall administration and co-ordination with senior management
on departmental resources allocation and annual draft estimates and the review and monitoring
of departmental expenditure. He reviews and streamlines financial systems and procedures on
departmental finance and water accounts operations.

Another Senior Treasury Accountant oversees the operation of the Management Accounting
and System Section, Customer Enquiry Section and Meter Reading Section.

The Management Accounting and System Section is headed by a Treasury Accountant who
is responsible for the overall operation of the water and sewage charge billing system. The
Section co-ordinates between the Treasury and all user sections on system revision and
modification, conducts feasibility studies on new projects, and reviews both computer and
manual systems. It also prepares costing statements for the review of fees and charges as well
as the operating accounts and the five-year projections submitted each year to the Waterworks
Accounts Committee for review and consideration of water tariffs.

The Supplies Section, headed by a Chief Supplies Officer, is responsible for the overall
administration and management of supplies activities, provisioning and procureme
types of stores.
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Analysis of Operating Cost
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At the Collection Office of a Customer Enquiry Centre.
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