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Lakeside Garden and Tui Min Hoi Estate both located in Sai Kung are the

Hong Kong Housing Society's housing estates which are managed by this team.

To enhance the quality of property management, the Housing Society has
launched the “Service Enhancement Campaign —To Serve with the
Heart" programme for staff in July 2013.

One of the major areas in property management is to provide repair and
maintenance services to tenants, in order to maintain an ideal living
environment for the tenants and give them peace of mind.

With the aim to avoid misunderstanding with tenants in maintenance
issues due to language problems, and to enrich staff's practical
knowledge, a tutorial disc has been produced and converted to a software
teaching kit, in order to help our staff learn the correct names of sanitary
wares and parts respectively in Cantonese, Mandarin and English.

Causes / Root Causes Analysis and Validation
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e The Mainland new immigrant population in the estates continue to
increase. Due to the naming differences of housing equipment
between the Mainland and Hong Kong, especially about the sanitary
wares and parts, misunderstandings may easily occur between
tenants and staff in some maintenance cases and cause
unnecessary delay.

e Unfamiliar with the various names of sanitary wares and parts in the
market may easily result in making wrong purchasing order.
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* Photos of all the sanitary wares and parts in the estates were taken .

e Aresearch was conducted via internet and on publications from Hong
Kong and the Mainland, finding out the correct names of sanitary
wares and parts in both Hong Kong and the Mainland.

e Consolidating the information generated from the research and
basing on the opinions from technicians and engineers to come up
with the different naming of sanitary wares and parts in the mainland
and Hong Kong.

e Adisc has been produced as a teaching kit containing photos as well
as sound recordings in Cantonese, Mandarin and English. A computer
application has been developed as a useful teaching kit for staff.

Achievements & Benefits
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Software teaching kit demonstrates the comrect names of the sanitary wares and parts

e The communication problem has been addressed so that repair
requests will be handled more quickly and more efficiently.

e The software teaching kit is userfriendly and has been already
started to promote to other estates which are managed by Hong
Kong Housing Society for use.

¢ Communication between staff and tenants has been enhanced.

* \Wrong purchasing orders causing by communication problems have
been avoided.

e Technical knowledge for staff has been enriched.

e Professional image of the company has been enhanced.
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With the aim to avoid misunderstanding with tenants in maintenance issues due to

language problems, a tutorial disc has been produced and converted to a software
teaching kit, respectively in Cantonese, Mandarin and English.
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