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The Core Drivers of the “Urban Premier Management Model"” are:

Every manager should exhibit the best "Visionary Leadership”;

Every employee should adopt a "Six-Star Standard” as their prime work goal;

Every customer should receive a premier service that "Exceeds their Expectations”;

Every property managed by Urban should benefit from our "Asset Management” Philosophy;
Every day should reflect our commitment to “Continuous Improvement”;

Every environment under Urban's care should demonstrate our concern for a "Green Lifestyle”;

Every business partner should have their heart set on Premier “Community Care”.
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‘Urban Premier Management Model
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2GR0 Visionary Leadership

Commitment to TQM leads to
Corporate Rejuvenation

Urban Group, emerged from Mei Foo Investments, has since 1965 experienced 38 years of dynamic growth and
development. Comparing to other young enterprises, Urban has a more comprehensive corporate life cycle. Our
competitiveness would have been stagnated if we had not confronted to the reality and re-engineered the
whole organization structure.

Moving into 2003, the Hong Kong society has experienced the ups and downs within just a few months of time,
which generated much resonance and actions, from the impact of the “SARS” epidemic through to the recent
“Regaining Hong Kong's Dignity and Confidence”. We faced a similar dilemma when implementing Total
Quality Management in Urban and we were inspired by our journey of Corporate Rejuvenation.

In Hong Kong, according to government statistics, less than 4 percent of the enterprises have been established
over 25 years. Many classical brand names lost their business directions under fierce competition in the market-
place. In Urban, while we are encountering increasing demands from our 3,500 internal staff members and
600,000 external customers, on the one hand; we also have to confront with the competition from some 400
rivalries in the market, which have been targeting the leading position of Urban as well as our market shares. As
a market leader, we have been aware that our counterparts will always challenge us. We must be continuously
improving ourselves so as to exceed the expectation of our “Quality Partners”. Hence, we became the First
Property Asset and Facility Management Group in Hong Kong to obtain the ISO 9001 Quality Assurance
Certification in full scope in 1997. Since then, our corporate directions and operation approaches have been
copying by our competitors. How can Urban explore its Quality Journey to “Rejuvenate” a property Asset and
facility management group with 38 years of long standing experiences?

By joining the 2003 HKMA Quality Award, we have presented what we have done, achieved and excelled, which
have been subdued in the past, through actively participating and improving in course of the competition to
obtain the encouragement and affirmation from the Panel of Judges. Ultimately, we would like to share our
precious experiences with those enterprises, which have to “rejuvenate” their corporation to attain the thinking
of undertaking and overcoming difficulties.

We truly believe that in the Year of the Ram, Hong Kong must win. However, Hong Kong enterprises must be
self-sustainable to explore a new horizon. More importantly, Hong Kong people have to regain their confidence
and courage to tackle the challenge of adversity. Our Board of Directors is actively committed to Total Quality
Management to dignify the efforts and perseverance of our 3,500 staff and the support and patronage of our
600,000 customers over the past years. After the accreditation as the Overall Winner in the 2003 HKMA Quality
Award, we promise to carry on with our endeavours in continuous improvement so as to propel more Hong Kong
enterprises to the journey of Total Quality Management.

On behalf of the 3,500 staff members and 600,000 customers of Urban Group, | would like to express my most
sincere gratitude to the Hong Kong Management Association (HKMA), Dr The Honourable David Li, GBS, JP, Dr T
Y Lee of the University of Hong Kong, Chairman of the Panel of Judges Mr Alfred Chan, distinguished judges
and examiners for affirming our endeavours in quality management. Please rest assured that we would strive to
contribute to the Rejuvenation of Hong Kong! | very much expect that the Hong Kong economy will take off
again and all of you will excel in the Year of the Ram.

With Best Regards,

N

Dr Edmond Cheng
Managing Director
Urban Group
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Dr. Edmond Cheng, Managing Director
PhD, MBA, BSc, FHKIH, FCIH, RPHM,FHKIS, FRICS,
RPS(GP}, FHIREA, FPFM, CFM, MCILT
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Dr. Edmond Cheng attained a Diploma in
Housing Management at the University of Hong
Kong in the late eighties. Within a 10 year
period he went on to receive a Bachelor's degree
(Hons.}in Estate Management at the University of
Reading in 1992, a Master of Business
Administration at the University of Hull in 1995
and a Doctor of Philosophy in Business and
Management at the University of South Australia in
2000. Dr. Cheng is the first Doctor in the Hong
Kong property management industry.

Dr. Cheng was the President of The Hong Kong
Institute of Housing from 2000 to 2002. He was
appointed by the Hong Kong SAR Government
and is the Vice Chairmanship of The Housing
Managers Registration Board. He is also a mem-
ber of The Real Estate Services Training Board of
the Vocational Training Council, a member of The
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Contractors Registration Committee of the
Building Department and a member of The Review
Committee of the Urban Renewal Authority.

Regarding professional qualifications, Dr. Cheng
is a Fellow of The Hong Kong Institute of
Housing, The Chartered Institute of Housing, The
Hong Kong Institute of Surveyors, The Royal
Institution of Chartered Surveyors, The Hong
Kong Institute of Real Estate Administration and
The Hong Kong Institute of Fadlity Management.
Heis also a member of The Chartered Institute of
Logistics and Transport in Hong Kong. Moreover,
Dr. Cheng is a registered Professional Housing
Manager, a registered Professional Surveyor
{General Practice), a Certified Facility Manager
and a licensed Estate Agent.

Dr. Cheng has over 23 years experience in prop-
erty management, facility management, strategic
management, sales and letting of real estate
properties in Hong Kong. Dr. Cheng joined
Urban Group in 2000, As Managing Director of
the Group, he plays a key role in administration,
formulation of strategies, development of busi-
ness opportunities, application of information
technology and business process re-engineering
of the Group.
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Mr. PC. Lau, Deputy Managing Director
MBE, ED, FCIH, FHKIH, RPHM, FPFM
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Mr. Lau served the Hong Kong Government for
mare than 37 years, starting his career in 1956 as
a civil servant in the Resettlement Department
and, responsible for managing a large number of
Public Rental Housing units. The Resettlement
Department and the Building Section of the
Urban Services Department were merged to form
the Housing Department in 1973 and Mr. Lau
continued his contribution to the Department
until his retirement as the Assistant Director in
1993. Mr. Lau was awarded the Efficiency
Dedaration (ED} in 1974, Moreover, he was award-
ed Membership of the Order of the British Empire
(MBE) in 1987.

Mr, Lau is a Fellow of The Chartered Institute of
Housing and The Hong Kong Institute of Housing.
His 40-year working experience in property manage-
ment, land use control and land use administration
has leveraged a wealth of knowledge to Urban
Group, Moreover, Mr. Lau is a strong advocate of
premier customer service and of staff's continuous
learning to improve industry standards and profes-
sionalism. He has participated in education induding
teaching housing management at Hong Kong
University's SPACE programme for more than 3
years. He has also delivered a presentation,
"Customer Service in property management indus-
try”, in an international housing forum in Hong
Kong Convention and Exhibition Centre,

M Lau joined Urban Group in 1993, responsible for
the Group's operation and business promotion. He
leads a professional management team incuding
maore than 100 senior managers and over 3,500
staffs. Under Mr. Lau's leadership, Urban Group has
won a large number of Government tender con-
tracts, and provided premier and professional servic-
&5 to the Government's fadlities and housing units.
With his wealth of experience and leadership, Urban
Group has become the largest property manage-
ment company in Hong Kong, managing more than
160,000 housing units.
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Mr. K.M. So, Director -

Facility Management

MSc., MASHRAE, MACostE, PMHKOSHA,
MHIREA, MBSOMES, CFM
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Mr. So graduated from The Hong Kong Polytechnic
University and obtained certificates in environ-
mental engineering, building facilities, industrial
safety, project management, fire engineering and
quality management. |n addition, Mr. So achieved
his Master of Science degree in Engineering
Business Management with an 'outstanding’
grade from Warwick University in the UK.

nn'H&.

Mr. So is the Vice President of the Building
Services Operation and Maintenance Executives
Society and a member of several professional
associations such as the International Facility
Management Association, The Hong Kong
Institute of Real Estate Administration, the Hong
Kong Occupational Safety and Health
Association, the American Society of Heating,
Refrigerating and Air-conditioning Engineers and
the Association of Cost Engineers. He is desig-
nated as a Real Estate Administrator and a
Certified Facility Manager.

Prior joining Urban Group, Mr. So worked in a
number of famous Hong Kong engineering com-
panies, and participated in the design, tendering,
installation, testing, operations and maintenance
of housing facilities for different properties such
as residential estates, industrial and commercial
complexes, hotels, education institutions, hospitals,
MTR stations and depots and a variety of
Government properties. Mr. So was also author-
ized in his previous company to issue mainte-
nance certificates for fire systems, fire facilities
and air-conditioning systems.

Mr. So joined Urban Group in 1992 as the Group
Technical Manager and was promoted to Director
of Technical Services in 2000. He is responsible
for projects in technical and facility management,
quality and safety management and [T systems.
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Ms. Paula Yuen, Director - Finance
'BBA (Hons.)
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Ms. Yuen holds a Bachelor's degree (Hons) in
Business Administration from the Chinese
University of Hong Kong. Before joining Urban
Group, Ms. Yuen worked for Pricewaterhouse
Limited, one of the five largest accounting firms
in the world and was promoted to Senior Auditor
in 1984. She had worked as an independent
auditor for listed companies such as New World
Group, Swire Group and Television Broadcasts
Limited. She joined Hong Kong Islands Line
Group, a shipping subsidiary of New World
Development, as Assistant Financial Controller in
1986 and was promoted to Financial Controller
in 1988. Ms. Yuen was responsible for the man-
agement of 30 professional accounting person-
nel. She organized site visits to multi-national
companies to exchange ideas on improving the
performance of accounting systems.

Ms. Yuen joined Urban Group in 1989 as Group
Accounting Manager. She leads a team of 30
professional accounting personnel, responsible
for all financial operations of the properties man-
aged by Urban Group. With the assistance of
parent company, NWS Holdings, the HK$20M
Sm@rtUrban™ System is initiated in 1999, Ms.
Yuen has developed a unique system to speed
processing of data input for services and man-
agement fees from the numerous and often large
scale properties managed by Urban Group. She
also spearheads the PPS Management Fee
Payment System initiative. This efficient IT
based payment service provides yet another
convenient and value added service for
Urban customers.
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My. Francis Chiu — Director -
Corporate Services

MBA, MIHM, BA(Hons), ADipMA, MCIM,
MHCIMA, MIEx, MIHRM, CHRE
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Mr. Francis Chiu is responsible for the
Corporate Services Division of Urban Group.
Mr. Chiu holds a Bachelor's degree in Business
and Finance from the University of
Partsmouth, U.K., a Master's degree in
International Hospitality Management from
ESSEC Business School, France and Cornell
University, U.S.A., and a Master's degree in
Business Administration from the University of
Surrey, U.K. Mr. Chiu is a Hong Kong winner
of the French Government Scholarship for
postgraduate studies. He holds an advanced
diploma in Management Accounting from the
Chartered Institute of Management
Accountants, U.K., and has completed a post-
graduate diploma in Marketing from the
University of Hong Kong and the Chartered
Institute of Marketing, U.K. Mr. Chiu is cur-
rently a full member of the Chartered Institute
of Marketing, U.K., a member of the Institute
of Export, U.K., and a corporate member of
the Hotel and Catering International
Management Association, U.K. Mr. Chiu is
the FIRST executive in Hong Kong's property
and facility management industry to have
awarded the certified Human Resources
Executive (CHRE) designation by the rep-
utable American Hotel and Motel
Association.

Over the past 18 years, Mr. Chiu has served a
number of Hong Kong, Asian and multinational
corporations in the capacity of general manager
and director. Mr. Chiu gained outposting experi-
ence in key commercial cities in China. Mr. Chiu
served as Director of Human Resources

of a five-star international hotel,
general manager of a bou-
tique hotel, general manag-
er of a food group, assis-
tant general manager,
North China Operations of
a major subsidiary of a listed
corporation, Director and
Operations Controller of a
renowned FMCG Multi-
national corporation
etc., responsible for
business operations,
marketing, import
and export, distri-
bution network,
product design and
development,
business process
re-engineering,
corporation re-
engineering,
brand building,
brand manage-
ment, human
capital so on
and so forth. —

Mr. Chiu joined Urban Group in the year 2000,
and is responsible for marketing services, supply
chain management, corporate administration,
human capital and organizational develop-
ment. Mr. Chiu has blended his wealth of
management experiences to excel with col-
leagues, with business partners and in enter-
prise alike, pursuing continuous improvement
and innovative development initiatives.
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Mr. Bevis Leung is a graduate in Journalism (majoring in
Publlic Relations and Advertising). He obtained his Master's
degree in Business Administration at University of Kegle, LUK
and his Postgraduate Diploma in Mass Communications at
University of Leicester, UK in 1931 and 2000 respectively.

Mr. Leung has over 15 years of proven experience and
exposure in public relations, corporate communications,
marketing communications and brand building activities.
Mr. Leung has worked with major property developers in
Hong Kong, and since joining Urban in 1994 has been
actively particdpating in all public relations and corporate
communications, integrated marketing communications,
customer relationship management and brand building
aftairs of the Group.

Mr. Leung leads a team of professionally trained customer
service, corporate communications and marketing personnel
in the Marketing Services Department striving to build up
Urbans brand name as Hong Konas Premier Property and
Fadility Management Group through organizing various cor-
porate communications and marketing programs.

In addition, Mr. Leung is responsible for the management,
operations and promations of the Urban Groups 24-hour
Customer Service Center to provide round the clock
services to customers,
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Cheng - Senior Group
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Ms. Janna Cheng obtained a Bachelor's
degree(Hons) in Economics at a British
University in the early 1980% and started her
career by working in a home electronic appli-
ances company. Ms. Cheng has gained work-
ing experience in administration and human
resources in a number of sizable companies. In
1992, Ms. Cheng achieved her Master's degree
in Commerce, Accounting and Business
Administration from New South Wales University
in Australia. She also became a trained Internal
Auditor for 1509000 guality systems in 1994, She
is an associate member of the CPA Australia and an
active member of the Hong Kong Institute of Human
Resources Management.

Ms. Cheng joined a US electronic company, with
responsibility for the financial, administration and
human resources management of the Hong Kong
Office. She has also worked as a Personnel Manager
in a Japanese-French Construction company, respon-
sible for the Central Reclamation Project of the Hong
Kong International Airport Core Program.

Ms. Cheng joined Urban Group in 1996 as Group
Human Resources Manager, a role encompassing
persannel planning, salary administration, recruit-
ment, training and development and labour relations.
The Human Capital Department also acts as a com-
munication channel with the Hong Kong SAR
Government to promote the best HR practices within
the industry.
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Ms. Chu obtained her Bachelor’s degree in Business
Administration from Coventry University in the UK in
1992, In 1999, she further acquired a Master's
degree in Business Administration from the City
University of Hong Kong. Ms. Chu is currently an
associate member of the Institute of Chartered
Secretaries and Administrators, UK and the Hong
Kong Institute of Company Secretaries.

Ms, Chu possesses an impressive track record in
working experience and academic excellence within
Urban Group. Prior to joining Urban Group in 1994,
she headed administrative and |ogistics departments
of several sizable Hong Kang companies.

As the Senior Group Manager — Administration and
Supply Chain, Ms. Chu plays a pivotal role in assuring
the smooth day-to-day operations of Urban Group.
Since joining Urban Group in 1994, she has led the
Administration and Supply Chain Department in pro-
viding professional support throughout the Group in
critical areas such as contract administration, insur-
ance arrangements, logistics and centralized procure-
ment activities, in addition to daily routine office
functions.

As an active member of Urban Group's Total Quality
Management Committes, Ms. Chu contributes sub-
stantially to the implementation of 109001, Quality
Management Systems, in the areas of: procedures for
assessment of contractors, performance rating, ten-
dering, contract review and central procurement.
Mareover, as a member of the Committee, she is also
heavily involved in the certification of 15014001 and
OHSAS180071. Ms, Chu contributes significantly to the
evaluation of job related hazards and environmental
risks, and the development, stipulation and implermen-
tation of rectifications and preventive measures.
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Mr. Anthony Cheung graduated from the University
of Manitoba in 1989, majoring in Computer Science

Mr. Cheung has over 10 years' experience in
Information Techrology. He joined a Chinese bank as
Senior Programmer after his graduation, responsi-
ble for the design and maintenance of banking
systems. In 1995, he joined Pricewaterhouse
Limited, ene of the top 5 accounting firms, as Senior
Manager — Global Risk Management. He had
responsibilities for systern process re-engineering,
integration of computer systems for clients in
banking, manufacturing, shipping, port opera-
tions, construction and public sectors. He par-
ticipated in a number of business information
technology application projects. In addition,
he was responsible for the setting and Integra-
tion of SAP Systems for local, overseas and
public facilities companies.

Mr. Cheung joined Urban Group in 2000, in the posi-
tion of Information Technology Manager and was
promoted to Group Manager - Information
Technology in 2002, He is responsible for managing
the smooth operations of the IT Department and
coordinating the i-Urban website and the HK$20M
sm@rtUrban™ system.
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Mr. Wang joined Urban in early 2000, He has respon-
sibility for the overall operations and management
services of the Commercial Management
Department, which includes supervising the industrial

and commercial portfolio of the Group, a total port-
folio exceedings 7 million square feet, and including
premiere properties such as Grand Millennium
Plaza in Sheung Wan and New World Tower in
Central.

In mid 1980s, Mr. Wong joined a property manage-
ment company of a famous Developer in Hong Kong,
responsible for management services of a variety of
properties. He also worked for 2 famous surveying
companies from 1990 to 1999 and was promoted to
Director of the China Property Management Division
in 1994, responsible for the business promotion and
monitoring the operations of the department. He
has also worked in property management services in
Shanghai.

Mr. Wong has acted as a Council Member for the
Hong Kong Property Management Companies
Association and the Guangzhou Property
Management Association. He is currently a Council
Member of the Hong Kong Institute of Housing and
a Certified Facility Manager authorized by the
International Facility Management Association, and
provides premier property management services for
customers.
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Mr. Wu Chak Kuen Jack was awarded a Certificate in
Housing Management by the University of Hong
Kong in 1978 and was enrolled as a Corporate
Member of the Chartered Institute of Housing (Asian
Bacific) in the following year.

Mr. Wu has been a Council Member of the Hong
Kang Institute of Housing since 1998 and has contin-

uously served in the General Council since then. In
2000, Mr. Wu was approved by the Housing
Managers Registration Board as a Registered
Professional Housing Manager (RPHM), He was also
elected a Fellow by the General Council of the Hong
Kang Institute of Housing and Chartered Institute of
Housing (Asian Pacific) in 2002,

Mr. Wu worked in the Housing Department of
HKSAR for over 24 years gaining extensive experi-
ence in the management of public housing and
housing facilities. During this period he was appoint-
ed as Housing Manager of large public estates and
shopping centres.

After leaving the Hong Kong Housing Department,
Mr. Wu joined Urban Group as Senior Estate
Manager in 1995 and was promoted to Group
Marager Asset Management in 2001. He is respon-
sible for the management of various types of proper-
ties and is assisting our Group in the development of
new business. Mr. Wu possesses a great diversity of
experience and knowledge of all aspects of property
management, including public rental housing, private
residential buildings, shopping centres, car parks,
commercial buildings, HOS and PSPS. Such experi-
ence helps Uraban Group to continuously develop
business and upgrade service guality.
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Before joining Urban Group, Ms. Susanna Liu worked
tor over 10 years in the Housing Department, man-
aging rental estates and Home Ownership Scheme
courts, Since joining Urban Group in 1993, she has
supervised a diversified portfolio of projects including
Home Ownership Scheme courts, luxury properties,
high and low rise developments, public housing
estates and other government properties. In her
career at Urban she has participated in a number of
successful tenders for property management. She
currently serves as Chairperson to the Luxury Property
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Development Committee, which explores not only
expansion of this market segment but also the devel-
opment of new customers’ needs.

With her hands-on approach to management, Ms.
Liu's assistance in developing the Group's quality sys-
tem and the 1509001 certification process has been
invaluable. She is also a key committee member for
the design of waorkflow systems for the
Sm@rtUrban™ business model.

Ms. Liu has been a member of the Chartered
Institute of Housing since 1991, She joined the Hong
Kong Institute of Housing in 2002 and became a reg-
istered Professional Housing Manager in 2003.
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Mr. Wan holds a Master’s degree in Engineering
Business Management from the University of
Warwick and is a member of the Hong Kong Institute
of Real Estate Administration and the Institute of
Maintenance and Building Management. Mr. Wan
has over 15 years' experience in building main-
tenance including shopping centers, residential
properties, industrial buildings and commerdial com-
plexes.

Mr. Wan joined Urban Group in 1989 as Senior
Technical Officer. Previously he had worked in a
reputable real estate developer responsible for
the maintenance of many prestigious commer-
cial properties.

Mr. Wan participated in the maintenance servicing of
various properties and facilities in the Urban Group.
In 1994, Mr. Wan participated in setting up the
Technical Department and its technical management

systemn for Urban Guangzhou; and he assisted with
the China business section developing a Hong Kong
style of management practice for New World
Riverside Villa in Er Sha lsland, Guangzhou and the
Fortune Garden in Tian He Area.

Mr. Wan was promoted to Group Manager —
Technical in 2001. The major scope of his work is to
oversee all service quality of the properties and facili-
ties managed by Urban Group.
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Mr. Carlton Kwan graduated from the Faculty
of Business, Monash University, Australia in
1995, and acquired his Master's degree in
International Accounting from the City
University of Hong Kong in 1939, He is an
associate member of the Hong Kong Society of
Accountants and a Certified Practicing
Accountant of the CPA Australia.

Mr, Kwan has had over 10 years experience in
the Finance and Accounting industry, and has
been in charge of the finance or accounting
departments in renowned multi-national com-
panies, including a NASDAQ guoted high tech-
nology manufacturing firm and a China affiliat-
ed logistics and transportation management com-
pany.

As the Deputy Group Manager — Accounting, Mr.
Kwan joined Urban Group in 2001, He plays a key
role in the Finance and Accounting Division to ensure
smooth running of the financial activity of Urban
Group. He has also played a central role in the
department’s re-organisation and has been responsi-
ble for the strategic development and deployment of
the Smart Financial Management System of the
sm@rtUrban™ System, promoting the advancement
and professionalism of the Group and the Property
Management industry as a whole.
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Having joined Urban Group in February 2001, Mr
Law has acted as Deputy Group Manager -
Asset Management with respensibility for man-
aging a property portfolio including PSC estate,
HOS courts, private property and carparks
under Urban Property Management Limited and
Internaticnal Property Management Limited
respectively.

Since 1982, Mr. Law has gained sound working expe-
rience in the property management industry. He
worked for the Hong Kong Government and a num-
ber of well-established private property management
organizations including the Hong Kong Housing
Society, and other reputable property management
companies in Hong Kong

Mr. Law possesses a number of professional gualifica-
tions including; being a Hong Kong Registered
Professional Housing Manager, a Corporate Member
of the Hong Kong Institute of Housing, a
Certified Facility Manager of the International
Facility Management Association in the USA
and membership of a number of other local
professional institutions.

Mr. Law also possesses a number of academic qualifi-
cations including a Higher Certificate in Civil
Engineering from the Hong Kong Palytechnic, an
Honours degree in Estate Management from the
University of Reading in the LK., a Master's degree
in Housing Management and Diploma in Housing
Management from Hong Kong University, and
Master's degree in Business Administration from the
City University of Hong Kong.
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NWS Holdings' Quality Leadership
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Urban Group excels in the property and facility management industry
under the guidance of our parent company NWS Holdings Limited
("NWS Holdings", Stock code: 0659), the flagship services company of
New World Development Company Limited (Stock code: 017), which
embraces a diversified range of businesses in Hong Kong, Macau and
Mainland China.

The businesses of NWS Holdings can be broadly grouped under three
main divisions: service, traditional infrastructure and ports. Its service
arm comprises Facilities (Urban Group and the management of the
Hong Kong Convention and Exhibition Centre), Contracting (Hip
Hing Construction and NWS Engineering), Transport (New World First
Bus and New World First Ferry), Financial and Environmental services.
The traditional infrastructure portfolio includes energy, toll roads,
water and sewage treatment projects, bridges and tunnels. In the
ports division, NWS Holdings is principally engaged in container and
cargo handling, logistics and warehouse management.

As a major conglomerate , NWS Holdings Limited endeavours to pro-
vide excellent services and produce good returns for investors.
Through synergy among its subsidiaries, it pursues further growth
and leadership in the Greater China region.

The mission of NWS Holdings, however, is not confined to creating
good returns for shareholders and investors, but also caring for the
community, which it considers to be one of its ultimate stakeholders.
Like many global corporations which take commendable initiatives to
bear corporate social responsibility, NWS Holdings Limited integrates this
spirit into its corporate culture and transforms it into action.

With the strong support from NWS Holdings together with the syner-
gy generated from other strategic business units of our parent com-
pany, Urban Group maintains the leading position in the industry and
provides a Six-star service standard to exceed our customers’ expecta-
tions.
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Our People = Our Brand
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The legend of Urban originates from 1981. Urban’s history
could be traced back to 1966-67 when we managed Mei
Foo Sun Chuen. Mei Foo Investments Limited was the pred-
ecessor of Urban Group (Mei Foo was in the 2002 Top 100
Brand). Urban repositioned its brand in 2000. Changes
were made from a US style management culture to a com-
bination of Eastern and Western styles. Urban strives to be
sensitive to individual needs and to exceed customers’
expectations. So Urban's new visual identity was born.

The brand of Urban is the brand heritage of 3,500 employ-
ees. The promise to provide a high quality of service is our
brand personality. The brand dimension of the logo “UP”
represents “You're Professional”. The corporate color,
Urban Jade, represents vivacity, viability and progressive-
ness. The Right-incline direction of the logo represents
energy, speedy and the brand loyalty.
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A unique 21st Century TQM Approach
The Urban Premier Management Model
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Urban Group has stipulated 4 strategic goals to enhance our
leading position in the marketplace (i) providing competitive
and cost-effective services; (ii) being innovative in design; (iii)
enhancing value; and (iv) employee commitment.

To achieve these goals and values, Urban Group’s manage-
ment developed a unique cutting edge “Urban Premier
Management (UPM) Model” in 2002, driven by 7 Core
Operational Drivers:

(i) visionary leadership;

(ii) six-star service;

(iii) exceeding customers’ expectations;
(iv) asset management;

(v) continuous improvement;

(vi) green lifestyle; and

(vii) community care.

The UPM Model is a convergence of 3 Gear Forces: People,
Process and Performance.

First Gear Forces (People) integrates the world class Malcolm
Baldrige National Quality Award Criteria.

Second Gear Forces (Process) is the HK$20M investment in
Sm@rtUrban™ a system which digitizes core business process-
es to streamline daily operations, provide value-added services
to customers, and improve overall efficiency.

Third Gear Forces (Performance) monitors performance via a
Balanced Scorecard (BSC) approach. A suit of management
tools are utilized, including; Activity Based Costing (ABC),
Activity Based Management (ABM), Business Process
Improvement (BPI), Business Process Re-engineering (BPR),
Corporate Social Responsibility (CSR), Customer Relations
Management (CRM), Five S (55), Knowledge Management
(KM), and Six Sigma (6c).
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Urban Group was actively supported and participated in various
kinds of community services over the years. The Group is taking the
lead in encouraging its staff members to join a number of commu-
nity and voluntary services to help people in need. The Urban
Group Community Care Committee was established in June 2002
with the support of top management. The ultimate goal of the
Committee is to encourage the spirit of volunteering within the
Group to reflect the Core Driver of "Community Care”.

In year 2002 and 2003, Urban Group actively participated in the fol-
lowing activities:

® In November 2002, our “Urban Premier Walkers" participated in
“Trailwalker 2002" organised by Oxfam Hong Kong, the only property
and facility management company represented at the event.

® In December 2002, over 200 volunteers of the “Urban Group
Community Care Team” initiated a "Scarves-knitting Campaign”, which
distributed scarves collected from staff and residents to elderly
people living in the Housing for Senior Citizens (HSC)

® On the 31 of December 2002, “Urban Premier Walkers” joined
the “Run with Your Heart” event jointly organised by the Friends
of the Hong Kong Sports Institute (HKSI), the Hong Kong Sports
Development Board and the Social Welfare Department.

® On the 22 of February 2003, “Urban Premier Walkers” took part
in the Green Power Hike organised by the environmental protec-
tion advocate Green Power.

® Over 100 staff and their family members participated in the New
Territories Walk 2003 organised by The Community Chest on the
2 of March 2003 to raise funds for the “Services for the Disabled”
supported by the Chest.

The Urban Group Community Care Team is also an active member
of parent company New World Services Holdings' volunteer organi-
sation — NWS Volunteer Alliance. The Team has participated in
activities such as visiting the elderly, planting, green walks, and
rehabilitation campaigns for the psychiatric patients.

We take our “Corporate Social Citizenship” very seriously, and do
our utmost to support and participate in any activities that make
Hong Kong a more friendly and pleasant place. Hong Kong is our
home and we aim to help to make it an even better living environ-
ment for future generations.

ENEE T 2
2?3:&":“" el









E Cpat 5

RIS MR




024

Urban Group Annual Report
= EmEH | 2002-2003

ic Plannin

22002458 - Wik H LA e

CAERHE + 5 HEBE T

EREMENH !

From 2002, Value Cloning Promoted the New Ideal -
‘Everyday is a
TQM Commitment Day”
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The company's staff are committed to the
notion that “Urban leads the way in Total
Quality Management(TQM) in the indus-
try”. For all 3500 employees to understand
TQM, communication is vital, and Urban
implemeted a series of 13 TQM
Commitment Days to achieve this goal.
Urban is the first mover in the industry to
organize such TQM Commitment Days on
this scale. This milestone symbolizes Urban
Group's commitment to boost service quali-
ty as well as to cultivate a new service cul-
ture within the company.

The strong lead taken by NWSH and
Urban’'s management has encouraged all
3,500 staff to “commit with hearts and
minds”, and to move forward together
towards the goal of providing six-star serv-
ice to exceed customers’ expectations.
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Bi-annual Strategic Planning Forum -

Convergence of our Best Talent to set
New Targets and Share a New Vision,
the First Step to Towards Success
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The Strategic Planning Forum is one of
Urban'’s traditional forums for all leader man-
agers to meet bi-annually in a comfortable
and relaxing environment. The goal is to join
forces to brainstorm strategies, and to set
clear goals and directions for the company.
The format and style of the forum reflects our
culture of openmindness and teamwork.

The first Strategic Planning Forum of 2003
was held on 17" & 18" Jan, at the Shatin
Clubhouse of the Hong Kong Jockey Club.
Under the theme of "TQM: Information
Analysis and Process Management”, our best
talent particiated in group discussions and
presentations to review corporate perform-
ance, share market intelligence and commu-
nicate corporate direction. To enhance our
managerial competitiveness, an expert in one
of the latest management tools, Six Sigma,
was also invited to share experience with our
leader managers. All participants enjoyed the
weekend which combined strategic planning,
corporate learning and individual relaxation.
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Professional Facility Management
Urban Group’s
New Strengths
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In Urban Groups’ three-year-plan, 2003 is Facility
Management Year. To be the “Premier Property and
Facility Management Group in Asia“, efforts have been put
towards advocating quality practice in the management of
the built environment and towards the promotion of facili-
ty management as a prime profession. In 2002, Urban was
registered as a Professional Facility Management
Establishment (PFME) by The Hong Kong Institute of
Facility Management (HKIFM). Our Deputy Managing
Director is the founding member of the HKIFM and a cur-
rent member of the Council. Traditionally, the property
management industry has only been associated with man-
agement of property in the public and private sectors.
Today, Urban Group also focuses on facility management.

Urban has been appointed by the Government Property
Agency to manage 48 different types of properties and
facilities including government offices, quarters, helipads
and ferry piers. A diverse range of facilities, including the
depots of New World First Bus and the Fanling plant of
New China Laundry (the biggest linen laundry and dry-
cleaning centre in Hong Kong) are managed by Urban.
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Hotel style CONCIErge Services

Providing Luxury Services; Enhancing Customers’ Value;
Ensuring an Enjoyable and Convenient Living Environment.

In 2003, Urban Group has launched the hotel
service — a premier concierge service for luxury
property. The Concierge concept, which orig-
inates from France, could hitherto only be
experienced in five stars hotels. Available
now in Urban’s luxury properties services
include; enquiries services; restaurant reserva-
tion; ticket reservation; secretarial services;
travel information; mailing services; trans-
portation arrangement and baby-sitting.

Urban’s carefully designed and implemented
Premier Quality Services, whose delivery is
optimized via quality staff and tailor-made
: training programs, ensure that we meet and
TE2003%F @ BHEEE L HETTEBAE [EER®E] (Premier exceed our customers’ expectations.
Concierge Service) TEEMHEAMERF - EFREEEE ZEIE =
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Exploring a New Vision of Business

Consultancy Services
The Quality Leader in Property Asset Management
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Urban Group entered the China property management field in 1994
by setting up Guangzhou City Urban Property Management Limited.
Providing professional management consultancy services is one of our
major focuses. In the 21st century, the PRC property market is boom-
ing and Urban’s expertise allows us to explore this market for busi-
ness opportunities.

In 2002, Urban organized three familiarization programs with New
World China Land and famous property management companies from
major PRC cities including Shanghai and Guangzhou. These programs
were designed to help participants to enrich each others’ skills and
knowledge. Urban Group subsequently received a complimentary let-
ter from Hong Kong - Shanghai Economic Development Association
Limited that recognized Urban’s professionalism.

The senior executives of Urban Group have also taken part in a 4-day
familiarization trip to Shanghai to witness modern residential devel-
opment in the mainland. The relationship between property man-
agement companies from Hong Kong and China is greatly benefiting
from this kind of familiarisation program and our participation in this
exchange ensures that Urban can keep ahead of the field in its knowl-
edge of developments on the mainland.
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Christmas Bell Programme 2002 -
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93% of Customers Satisfied

Between the 10th and 22nd of December
2002, Urban Group carried out an annual
Customer Satisfaction Survey Programme
named “The Christmas Bell”, covering 164
estates. Questionnaires were sent out to solic-
it feedback from customers, owners, residents,
tenants and customer representatives.

Customer Satisfaction Survey Parameters

® Questionnaires Distributed: 137,690

® Response Rate (overall return rate for
Urban Group):
9.73% (from Owners / Residents)
29.62% (from Customers Representatives)

This survey covered a wide array of attributes
including: (1) staff attitude, (2) maintenance, (3)
security, (4) cleaning, (5) environmental care, (6)
community service, (7) value-added service and
(8) overall property and facility management
standard.

Results — 93% Satisfied

(i) Ranking from Overall Performance of
Urban Group
Around 93% of the respondents rated Urban
Group satisfactory or above.

(ii) Score from Tenants / Residents / Owners

In the survey of this customer group, indi-
viduals were asked to score our service on
a scale of 0 to 100. 84.83% of estates sur-
veyed gave an average score of 70 or
above. The average score of Urban Group
reached 80.1. 13 of the 164 estates sur-
veyed scored Urban's service at 90 or
above and the highest score was 99.5.
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2002 Christmas Bell Programme -
Customer Satisfaction Survey

Overall Performance Results of Properties under
Urban Group’s Management
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‘Starry Starry Night”
with Valued Customers — Communication
without Frontiers
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In 2002, Urban Group organized a series of “Starry
Starry Night” evenings. Our Special Duty Unit
(SDU), Customer Ambassadors (CA) and top man-
agement were pleased to welcome our valued cus-
tomers to Urban Group’s head office.

Urban respects and treasures the customer relation-
ship and regards our valued customers as our strate-
gic partners. “Starry Starry Night” evenings are a
hospitality based communication channel between
Urban and our value customers, organized during
the Mid-Autumn, Christmas, New Year Eve and
Chinese New Year Festivals. The event give our top
management an opportunity to demonstrate how
much we value the customer relationship.

These unique hospitality events therefore enhance
Urban’s customer relationship as well as providing a
relaxed atmosphere for our VIPs to express their
opinions freely. Such opinions are highly valuable,
allowing Urban to provide improved premier servic-
es to our customers, beyond their expectations.
Through these enjoyable events, the reciprocal com-
munication between Urban and our customers leads
to a deeper mutual understanding.

Urban promises to provide the best premier services
to our customers and reassure them as to our com-
mitment to continuous improvement.
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Customer Ambassadors as Role Models -

Enhancing Customer Relationship
Management (CRM)
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In 2002, Urban's Customer Ambassadors have
pursued their mission to mobilize the compa-
ny's strategic goals. Each Customer
Ambassador has a mission to set an example
to encourage the self-improvement of other
Urban staff to exceed customer expectations.
As role models for front- line customer servic-
es employees, they also share their experi-
ences during corporate training occasions,
encouraging others to review their own serv-
ice standard.

Actions speak louder than words, and the
Customer Ambassadors are devoted to
enhancing Urban’s customer relationship
management (CRM). They have also actively
participated in business development activi-
ties and have significantly boosted business
results.

As brand representatives of Urban, Customer
Ambassadors represent Urban’s commitment
to community caring activities. They not only
visibly represent Urban’s
commitment to the com-
munity but also produce
real results with through
service straight from
their hearts. This is
reflected in the compli-
ments we reliably receive
from customers wherev-
er the customer ambas-
sadors have served.
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2,400 Urban Warriors
Protectlng Customers 365 Days
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of the Year

In 2002, Urban Group aimed to increase the self-
identity of our security staff — our “Urban
Warriors"” — by changing their mindset and their
work attitudes. Urban strongly believed that all of
the 2400 Urban Warriors constitute the Human
Capital of Urban Group. Their role is to protect the
assets of our customers and to prevent crimes; a
task of extremely high importance. If Urban
Warriors lived in the times of Roman Empire, or in
Zijincheng of ancient China, we believe they
would be wearing full suits of armor to protect the
nations, citizens and the families.

To realise our vision, Urban Group tailor-made a
series of training programmes for our Urban
Warriors that include; (1) Premier Customer
Services; (2) Supervisory Skill; (3) Occupational
Safety & Health Knowledge; (4)Security Laws and
Regulations; and (5)Crisis Management.

By completing the comprehensive training pro-
gram, Urban Warriors gained a full set of skills and
comprehensive knowledge to perform their job
duty with confidence and commitment. “Urban
Warriors” are now a team of armed forces of
excellent quality, strong team spirit and high self-
esteem. Through them, Urban Group successfully
demonstrates our commitment to “Premier
Security Services” for our 600,000 valuable cus-
tomers.
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800 Quality Partners witness the launch of the

Urban Premier
Management Model
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Urban Group launched the 21st Century Integrated TQM
Model — The Urban Premier Management Model at the Hong
Kong Convention and Exhibition Centre on 13th September
2002 as a showecase for its latest developments and achieve-
ments. The “Urban Premier Management Model” is an inno-
vative approach in the property management industry of
Hong Kong.

The Launch Ceremony enjoyed support from members of gov-
ernment departments overseeing housing affairs, and it was
officiated by Mr C M Leung, JP, Permanent Secretary for
Housing, Planning & Lands (Housing) of the HKSAR
Government; Mr K L Chan, Managing Director of New World
Services Limited; Mr Andrew Wong and Mr Patrick Lam,
Executive Directors of New World Services Limited. More than
800 guests attended the launch to witness the success of
Urban Group.

Urban Group presented awards to over 150 representatives
from the Owners Incorporations and Owners Committees,
establishing their status as long term “Quality Partners” of
Urban.

The launch of the “Urban Premier Management Model” pro-
vided a platform for Urban's working partners and staff mem-
bers to contribute their greatest efforts to achieve the highest
customer satisfaction rate.

Urban also established its "Six-star Standard” corporate cul-
ture emphasising quality process and services aimed at exceed-
ing customers’ expectations.

EREE T 2
2?3:&’2“" FElE



N e e s O W i« TRl T

[

EX
71

21st Century Integrated







-l;
;W'ﬂ ﬁ?
u’

”,""”5




TQy

gl\c

)

EVERYDY,
T ﬁi
E‘_lli'_II!IT\_‘\!_H

ok A




B | 2002-2003



ISR D IRAT b8 1Lty wivg S5k

ut b AE M PR D
£ P UIET R 27

Demonstrating Corporate Social Responsibilities

Urban Group Crisis

Communication Centre
provides round - the - clock services to customers
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Urban Group's Crisis Management Committee has been
established to assist all staff members both to work towards
preventing crises occurring, as well as to be prepared to best
handle and respond to occasional unpredictable events.

Crisis Management Policy: Preparation and Prevention
@® Reduction

® Readiness

® Response

® Recovery

® Resilience

The Crisis Communications Centre has also been set up to
centralise information flow within the Group.

The Crisis Communications Centre : Communication Channel
® Implement Crisis management policy

® Establish operational guildelines

@ Internal Communication

® External Communication

@® Customer services

® Community Relationship

® Press /| Media Relationship

Urban Group has carried out a number of preventative
measures since the outbreak of Severe Acute Respiratory
Syndrome (SARS) in Hong Kong. We were the first property
and facility management company in Hong Kong to set up a
" Crisis Communications Centre” to consolidate and coordi-
nate all activities and measures towards fighting the epi-
demic.
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Urban Group Crisis
Communication Centre

provides round-the-clock
services to customers
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Coffee Evening

Urban Group believes that comprehensive two-way communi-
cation with our customers is the way to maintain good cus-
tomer relationships. In order to achieve this goal, we organ-
ised a number of “Coffee Evenings” from 6pm-9pm in our
properties. During these informal meetings, customers are
able to discuss their needs, and make comments and sugges-
tions to us openly. Their valuable comments are beneficial to
us in our quost to design and provide a more comprehensive
and premier service to our customers.

Estate Activities

In order to achieve our values of “Green Lifestyle” and
“Community Care”, Urban Group organised a series of value-
added activities for our customers in 2002, such as; Burglary
Prevention Seminars and Exhibitions (with the cooperation of
the Hong Kong Police Force); Fire Drill and Fire Safety Talks
(with the cooperation of the Fire Services Department); and
Clothes and Used Materials Donation Campaigns with cooper-
ation from Voluntary Agencies. Such activities can encourage
our customers’ positive participation in environmental protec-
tion, burglary prevention and community enhancement. In
addition we organized numerous community care events,
including Christmas Parties, New Year Traditional Chinese
Potted Food Parties, Snake Soup Dinners, Picnics and
Barbeques, Flower-giving on Mothers’ Day, Afforestation Day,
and Mid-Autumn Festival Gatherings.

When SARS attacked Hong Kong citizens’ lives, our property
managers actively responded to the government’s calls for action.
On the 19th of April 2003, we organized “Keep Hong Kong Clean”
Campaigns in many of our properties. We invited a number of
members of the Legislative Council, Councilors of the District
Councils and Professional medical practitioners. They actively
participated in the campaigns alongside our customers.

EHER T 2
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Sm@rtUrban™

Pioneering “Best Practice” in the Industry -
Gaining Efficiency through Latest e-Processes
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Sme@rtUrban™ is a symbiosis of 21st century property
asset and facility management, information technolo-
gy, quality management processes and talented profes-
sionals; a ground-breaking combination which matches
the needs of our customers and the market. We have
used advanced technology in the development of this
system, tuned it to the specific requirements of the
property management industry, and designed it to
powerfully enhance Urban Group's service quality.

Since its launch in 2001, Sm@rtUrban™ has continued
its efforts in service development and enhancement in
order to meet both our operational and customer
needs. As of June 2003, the number of estates
equipped with Sm@rtUrban™ information services has
reached over 100, serving over 70,000 residential units.
The Sm@rtUrban™ Committee aims to further deploy
the system in more estates in the coming year.

To illustrate the benefits from Sm@rtUrban™, the
Accounts Receivable System and Point-of-Sales System
modules deployed in 2002 re-engineered the fee collec-
tion process. The new systems allow payment transac-
tions and account records to be updated on a real-time
basis to reflect the latest account positions of our cus-
tomers. Time and resources are no longer wasted in
the delivery of documentation between front and back
offices. Our new Account Statement also provides our
customers with a clear picture of their account position
and movements.

In the coming years, the Sm@rtUrban™ Committee will
continue its mission to provide Six-star services to its
customers through the use of information technology.

Urban Group %}?%ﬂ E
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In 2002, more and more i-Urban websites
were set up in our properties. By providing a
24x7 online services network for today’s mod-
ern lifestyle, i-Urban not only enhances cost
effectiveness, but also increase overall work
efficiency in property management, and most
importantly, can leverage customer services so
as to create a quality lifestyle and community
environment.

Starting from 2003, over 50 properties had an
i-Urban Portal, serving over 40,000 users and
85,000 families. Each portal covers a compre-
hensive range of services located in a conven-
ient bi-lingual and "ALT-text” website to cre-
ate an interactive information centre for
intelligent homes and visually impaired users.

In 2002, i-Urban and its 45 estate portals
received the 2002 Web Care Award organised
by the Internet Professionals Association (iProA).
The award recognized that i-Urban provides a
barrier-free Internet environment and
provides needy communities with
equal opportunities in sharing the
benefits brought about by the devel-
opment of the Internet in Hong Kong.

Apart from providing value-added serv-
ices to Urban Group residents, i-Urban
was also appointed by the Hong Kong
Housing Authority (HKHA) to be the first
private management company to design
and maintain an estate portal for two
newly completed housing estates. The
award further recognized our efforts and
our pioneering position in Estate Portal
Development.
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Total Customer Service
The Urban 24-hour Customer

Service Centre

Sophisticated Technology,
Pioneering within the Industry

200251 c EMEMHIERELSRBEIEENTE EBEEHEE Urban cares for our customers full-time

MENBE - FMe24/EFRPREF O SBEZIRB MRS RIE for total customer satisfaction. Our 24-

hour Customer Service Centre provides
@ = A (RAYEETE o comprehensive services to our customers
® [—ib=t ] HRFs - that include:

® REFMAESR -
® BATH - @ H24/ N\ IEEETR E -
o MERBEEEATNERRENK -

® Round-the-clock connection.

® "One-stop” services.

® Efficient and effective communica-
tions.

® 7 days a week, 24 hours a day contin-
uous operational support.

@ Listening to the opinions and demands
of every customer.

BHE24/ NS E P RB P ORBR T - EERE -

The Urban Group 24-hour Customer
Service Centre: Advanced in Technology
and Premier in Quality.
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A New Concept in Customer Service

Urban Introduce Monthly Thematic
Billing Statements

EWEEITHER EAARTRHE—H _NEE Urban Group brought in a new concept in customer
BHE - H2002FE11 HBE c EHCHBEEHRETWE billing statements by introducing monthly thematic
MEESBR LY EHEENTEEENE designs in November 2002. With an encouraging maxim
95}1 EAABEURIRMNESES HEETERH and seasonal greetings to our customers, Urban has

CHUD BB o TR S R A 2 S e B enhanced its Customer Service level to exceed its cus-
% . S EHRSER S - tomers’ expectations.

ERVEEEERAA

Urban Property Management LIII!W :
WE AW Bil Date
HEBEBM Cut-Off Date :
-1 # Page No.

i PPYAN pattewe
BMWBEAE Billing Statement

SWAM Bill Date
BM AR Cut-Off Date :
H # Page No.

9038 Billing Statement
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Urban Proparty Misagament Lisied

TERE
Customer Na
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WIWEHE Billing Statement lm Advice

BREN Bill Date
EWLH Estate Code
BFERE Account Number ©
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Human Resource Focus
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2003 Hong Kong's Best Employer —
Respecting "Human Capital Needs™
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Hong Kong
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Urban Group was awarded “2003 Best
Employer in Hong Kong” by global HR
consulting group — Hewitt Associates,
reflecting the successful introduction of
TQM's “Human Capital” concept within the
Group. We respect our 3,500 "Excellent
Business Partners” via our unique
Sm@rtUrban™ system which not only pro-
vides an efficient communication channel
but also raises our team spirit, hence increas-
ing overall productivity and efficiency. The
introduction of the “Balanced Scorecard”
concept in performance appraisal and the
implementation of “TQM?"”, encourage
staffs’ creativity and all round services to
meet our customers’ needs.

The setting up of the "Urban Learning
Center” further adds value to our staff by
providing an excellent learning environment
and a means to continuous improvement
through training in all areas. As a responsi-
ble employer, Urban has not retrence any
employees even under the current stagnant
economic situation. With the threat of
SARS, we have provided protective face
masks and clothing for our staff from the
early stages of the ourbreak. We persist in
providing a comfortable and safe working
environment for our staff. We treasure our
human capital and believe that, through our
excellent people, we can provide "Six-Star
Service” to our customers,

EaRm =
@Urban Group g{éﬂ@
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Hewitt

Best

Employers

in Hong Kong 2003

This is to certify that

Urban Property Management Group

has been named one of the Best Employers in Hong Kong 2003

Presented at the Best Employers in Hong Kong Awards Ceremony
on Wednesday 23 April 2003

@w"{"

Mick Bennett
Managing Director
Hewitt Associates
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The FIRST Property Management Company to introduce
the concept of “Human Capital”,
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Encouraging Employees to “Grow Continuously”

Urban Group introduced the concept of “Human Capital Management”
from 2002. Urban’s top management believes that the acquisition,
investment in and usage of high quality “Human Capital” - beneficial
to both employees’ career development and the company’s business
return and growth - is more important than the traditional concept of
"Human Resources”. Being awarded “Best Employer in Asia — Hong
Kong” this year is concrete recognition of such reformation.

In 2002, Urban Group adopted two Human Capital Strategies to
cope with our business development and growth:

(1) Human Capital Quality Enhancement Strategy — quality
enhancement through recruitment of talented individuals, improve-
ment of compensation and benefits systems, compensation and
reward of excellent performers, continuous learning and encour-
agement of professionalism, and staff motivation programs.

(2) Knowledge Mastery Strategy — emphasis on the management and
transfer of knowledge through value cloning and cultural change.

Under these two strategies, we have launched a series of programs
and policies

e Strategic Employee Evaluation and Development Scheme (SEEDS)
is a mechanism for employee to report their improvement in quali-
fications and capabilities and to plan their own career develop-
ment. SEEDS is a measurement tool for employees to assess their
own contributions by using the Balanced Scorecard (BSC) approach
and the Malcolm Baldrige 7 Criteria.

e Superior Urban Performance Evaluation and Review Baseline
(SUPERB) is a performance evaluation tool which incorporates the Malcolm
Baldrige 7 Criteria, the Balanced Scorecard (BSC) approach, 12 job-spe-
cific core competencies and measurement of Key Result Areas (KRAs).

* The main purpose of the “One University Two Elites” Management
Trainee Recruitment Program is to attract and recruit high-potential
university graduates through a series of extensive training programs.
This program helps the Company to further improve our service and
management quality.
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Multi-Media “Urban Learning Center”

plus e-Learning
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2002-2003 "HNBERER" HEIRE

Corporate Learning & Development
Scheme Structure

BiE- 'RE" R "8M"

ive- "Customer & Brand”

In 2002 Urban emphasised the importance of the

development of human capital.

In 2001 the

multi-media “Urban Learning Center” came into
service: a first in the Hong Kong property man-
agement industry. It aims to provide a suitable learning
environment that encourages lifetime learning
among our staff, allowing them to continuously
absorb new knowledge and new technology. We
believe that adult learning should be proactive,
simple and innovative. Staff of all ages have demon-
strated a desire to benefit from the programmes we
have made available at the learning center since
its opening.

The range of topics covered is increasing year-on-
year, and included large-scale corporate training in
2002. The total training hours are also increasing; the
50,000 hours in 2002 represent a record for our industry.

Since 2002, Urban has introduced a new corpo-
rate learning and development scheme, which
provides a recognized professional learning
framework. This comprehensive programme
encourages staff to participate in and benefit
from continuous learning, and results in
increased service quality.
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- "Simple, Fun”

S EREMWE Training Courses Summary 2001 2002

FEEFR Learning Hours

I

Urban Group
FHERERA

HE A E Management BI4% E T Frontline
MEEEE Orientation 1,697 2,867
L= 10 core modul ERBML | 2 service module
il b oot bl = R 3% Customer Service 670 1,208
Bl TOMEE ToM EE R #HIREE Information Technology 4,168 6,423
Camsl (1 ) EFER | R2BR
Core "TQM" TQM Customer i ; K
{2 courses) Chvice Legal Requirement: Safety 333 1,005
B mE — EEESREE
=2 (3 (EIRE) TOM [ Bt Management & Supervisory Skills 427 535
cor?zc?-?m)' : a %&E] 2 E Knowledge Learning 4,785 5914
B IR TQm EFFERERERFRE
o (2 R u"’g:ﬂ“i';""" Basic Security Training & Refresher Course 8,004 14,784
cﬂ -T h i I- COLrse) b
"2 courses) s SRR TEERE
- - External Sponsored Course 9,587 19,285
HE &ﬁﬂgg S T#HEFRKE Total Learning Hours 29,671 52,021
Core "Security"
L (lcourse) |
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Increase Human Asset Values,

‘Knowledge Management”

Development Strategies to Add value
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Valued-Based Human Capital
Development Strategy

In year 2002, Urban Group imple-
mented a “Valued-Based” human
capital development strategy. We
care a great deal about employ-
ees’ opportunities for continuous
learning and development. The
continuous increase in the number
of training hours demonstrates
Urban’s commitment to our valu-
able human capital. In 2002 the
total training hours exceeded
50,000.

New Program: Six Sigma,
Knowledge Management

In 2003, Urban Group developed 7
Six Sigma "Green Belts" expert,
including 4 Directors. We invited
management-training consultants
to present and deliver the concept
of Six Sigma to over 50 of our top
managers.

New Learning Methodologies

In 2002, Urban further expanded
its range of training methods to
include on-the-job training, lec-
tures, workshops, experience shar-
ing sessions, strategic forums, mass
scale training, seminar, role play,
symposium, distance learning
(Human Asset Value Creation
Learning Card), e-Learning and

_\

case studies.
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All Round Knowledge Management
System

Urban Group has built upon its 38
years of practical experience in the
industry to re-apply valuable
knowledge back into daily opera-
tions. For instance, our Knowledge
Management System encourages
the sharing of knowledge among
employees. By making use of the
system, employees are able to
express their ideas openly and
share their experience on a range
of topics.

Advanced Technology in Knowledge
Management

Between 1999 and 2003, Urban invest-
ed 20-million Hong Kong dollars in the
unique Sm@rtUrban™ System. As an
integrated web-based system serv-
ing all users, including estates,
Sm@rtUrban™ allows smarter and

more efficient productivity via
knowledge sharing through a cen-

tral database. In addition, Urban
Intranet and Email System have
been established to further facili-
tate knowledge transfer within
the company and to provide first-
hand market information.

Encouraging Professionalism and
Qualification Advancement

Urban Group encourages individ-
ual professional advancement via
various kinds of education and
training subsidies for employees
and has established a scheme to
encourage staff to strive for pro-
fessional qualifications in property
and facility management.
According to figures provided by
the Industry’s professional associa-
tion in 2002, Urban can claim to
be the employer with the largest
number of housing professionals
in the industry.

2003 “One University, 2 Elites”
Management Trainee Programme

Urban’s 2003 Management Trainee
Programme aims to attract high-
calibre candidates to join and
grow with the Group. Trainees
are required to pass stringent
selection procedures and undergo
a 3-year comprehensive training
programme in order to qualify for
a managerial role. Our Graduate
Trainee Committee is responsible
for the close monitoring of the
programme to ensure its effective-
ness and continuity.

Urban Warrior Scheme

In 2002 - 2003, the Human Capital
Rejuvenation Scheme enables
every Urban Warrior to review
their roles and reinforce their
work values increasing their self-
esteem and job satisfaction.
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92% Employees of Urban Group Satisfied -

“The Best Employer”

in the Heart of 3,500 Employees

RIEE2002F FETHEERE - HiB92% B TH According to the Employee Opinion Survey conducted in

SRR EERE

RELHEE3 50088 T8 2002, over 92% of employees in Urban Group feel satisfied.

EMPERESF [RERE] EEKE - Thus, Urban Group has been recognized as “Best Employer”

B M

B-BHARE RERENETL  ZERENE
F-EESETRAEEMNRS TBREEHEN -
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in the hearts of our employees.
REHEBE-—BHETITAME - .
At Urban Group we treat our employees faithfully, enthusias-
tically, and sincerely. We believe that only satisfied employees
are able to provide quality services that can exceed our cus-
tomers’ expectations.

BHRT2002F+XRE
Urban Employees’ 10 Most Satisfied Work Factors
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(1) RIEBAEEEG L
Employees’ Degree of Total Satisfaction on Company

- Tk RN ]
FHBE 1.57% 6.40%

36.73%

(2 ATHIFAEREERERARERAEREG L

Employees’ Degree of Satisfaction on
Quality of Management

BATm
EMHRE 1. 50% 5.68%

48.26%
‘445%

@) RTHATREREEESHL

Employees’ Degree of Satisfaction on Human Relatives

BATE
HERE 1. 67% 5.72%

46.19%
WE 46.43% '

(6) RINREREFEERS DL

Employees’ Degree of Satisfaction on
Communication Channels

HMATE
FERE

W& 49.52%

|
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Employees’ Degree of Satisfaction on Work Satisfaction

A .f : o  MATH
40.27% - 9.43%

(5) RIVKNIRRRABREERS L

Employees’ Degree of Satisfaction on
Training and Develoment
TR mRTH

FEWE 1.84%
46.53% 6.81%

W 44.83%

(7) RISTHBENEEES S

Employees’ Degree of Satisfaction on
Work Environment

Tl
FEME 2.11% Rare

41.49% 903 %

WE 46.77%
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2002 TQM Evaluation Survey
95% Employees Support
TQM 21st Century Values and
Implementation
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HEE (E3) 96.58%
2ESHE (H4) 95.91%
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Urban Group organized 13 TQM Commitment Days
between June and September 2002. In order to evaluate
the programme, the Human Capital and Training
Department conducted “The TQM Training Evaluation
Survey” in mid-March 2003. 3500 questionnaires were
been distributed, with a high return rate of 81% (2,837
questionnaires returned). The results were as follows:

Percent of

Support by

Employees
Customer Satisfaction (Figure 1) 98.59%
Continuous Improvement (Figure 2) 97.36%
Visionary Leadership (Figure 3) 96.58%
Total Participation (Figure 4) 95.91%

The top management is so delighted that over 95 %
employees are satisfied and support TQM. We are com-
mitted to providing Premier Customer Service to our cus-
tomers.

EHEE = 2
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Importance of Customer Satisfaction at work

DHEE
Somewhat
Important
0.88%

2. TQMA [SENE | mEER

Importance of Continuous Improvement at Work

DHEE WFEE
Somewhat Unimportant
Important 0.88%

1.76%

B-EE
Extremely
Important
29.86%

42.51%

4. TQMH [ZREH | HEER
4. Importance of Total Participation at Work

LHFEE WHREE
Somewhat Unimportant

Important 1.09%
3% e

BoEE
Extremely
Important

26.61%

WREE
Unimportant
0.53%

E-EE
Extremely
Important
38.14%

3. TQMs [ERAE | BEER

LPHEE
Somewhat
Important

2.36%

Importance of Visionary Leadership at Work

WFEE
Unimportant

1.06%

BrEE

Extremely
Important

30.49%

5. TQM#{T@RE PRREREE

5. Satisfaction on Effectiveness of the
TQM Commitment Day

DHEE
Somewhat
Satisfied

3.28%

HmzEE

Extremely

Satisfied

U TFEE
Dissatisfied
0.92%
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Role Models of Service Excellence are born!!

2002 Urban Group
Outstanding Employees
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Veronica Tsang (Assistant Human Resources Manager — Training) :
Innovation Brings Three Wins

In 2002, Ms. Tsang in the training always convey the message
to staff, 'not afraid of change if it can create beter future’ and
with the believes that 'everyone who is committed, has initia-
tive and regard himself as part of the Urban Family, can defi-
nitely achieve excellent results regardless of their positions’,
successfully brought out a 3-win situation for our customers,
our employees and Urban Group.

Cindy Hui (Customer Ambassador):

A Smile Makes A Graceful World

Ms. Hui always wears a warm and cheerful smile to win cus-
tomers’ hearts, thus being an ideal example of Urban’s
Customer Ambassadors.

Janis Mo (Assistant Estate Manager — GPA/HK):

Customers’ Appreciation is our Mofivation

In 2002, Ms. Mo won customers’ trust with hearts and minds,
by serving them with Care and Concern.

Chris Chan (Assistant Estate Officer - RHG):

Winning Confidence by Rising to the Challenge

By participating in the Trailwalker event, Mr. Chan gained
strength and resilience. He is always willing to cope with any
challenges at work and always strives to exceed customers’
expectations.

—

TRlE

EHEE
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NWS Sports Fun Day -
Total Participation Demonstrates Our

Unique TQM Corporate Culture
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Urban Staff and their families, all wearing bright and color-
ful yellow t-shirts, actively participated in the NWS Sports
Fun Day, organized by our parent company, NWSH in
January 2003.

Urban applied our unique TQM Model to design an attrac-
tive booth, and we also put together a young and strong
team to participate in all the competitive games on the
track. A highlight of the day was Urban’s charming and
energetic dance team performing routines and singing on
stage. The entire audience clapping hands and cheering
them on, were enlivened by this outstanding and attractive
performance.

Thanks to our careful preparation and sense of involvement,
reflecting our spirit of TQM, we performed well in all aspects
of the Sports Fun Day. We won prizes from the game coun-
ters of all NWS subsidiaries, were the champions of the
cheering competition, and Overall Champions of the event.

Urban's 3500 staff are our valuable human capital. We care
about their healthy development. We are really proud that
everyone enjoys getting involved in Urban’s “total partici-
pation” TQM team spirit!!

EREE T v
Plemens 3532
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Initiating the Metamorphosis of the Business Process —

Property Asset Management
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1. Renovation of Hotel-Style lobby

In 1995, interior decoration was carried out at Clovelly Court,
including the construction of an up-market function room. Urban
played the key role of project manager and the whole task was
completed in around one and a half months; a high quality project
completed quickly and efficiently.

In 2002, further major works were carried out to renovate the main
ground floor lobby. The whole project was again under our direct
supervision and was completed in one and a half months. Trust
from long-term business partners has been established and
enhanced through this high level of performance in our added-
value business services.

2. Upgrade projects in common areas

In 2001 renovation work was carried out at Block A, Ning Yeung
Terrace. The project, managed by Urban, included renovation of the
ground floor lift lobby and the car park, and the replacement of lift
cars. The image of the property was significantly upgraded as a
direct consequence of this work, and the appreciation of customers
was clearly visible.

3. Maintenance Expertise

Urban's history dates back to the 1970s when construction com-
menced at Mei Foo Sun Chuen. After 30 years, the prospects for
Mei Foo Sun Chuen remain good because of an excellent mainte-
nance and repair record. To upgrade the image of the property,
renovation works have been carried out periodically. In 2002 a
series of maintenance projects such as plumbing, drainage, electrical
system, redecoration, roof waterproofing works and renovation of
lobby areas were carried out. Redecoration of external walls and
concrete inspection and maintenance are underway to improve the
quality of the living environment of our customers.
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Quality Improvement Circle (QIC) —

Continuous Improvement with our Strategic Partners
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In 2002, Urban Group started to organise a series of Strategic Supply
Chain Partnership Continuous Process Management Summits — Quality
Improvement Circle (QIC); monthly events designed to share quality
improvement knowledge and practices with our strategic partners. Every
month we meet two of our strategic partners at Urban’s head office. The
objective’s of QIC are to understand the position and competencies of our
strategic partners, enabling us to provide further value-added services to
customers and to gain competitive advantage in the market. With the
participation of top management, QIC represents a continuous improve-
ment programme, one of the key success factors in total quality manage-
ment. During the QIC, our strategic partners provide information on
their company background, vision, operational systems, safety and envi-
ronmental protection issues, contingency plans and other aspects of their
business. At the same time, the “Urban Premier Management Model”,
total quality management values, service quality standards and quality
control systems are introduced to them.

Inter-change Quality Management Techniques, Exceed Customers' Expectations

Through this effective communication channel, market information and
resources are widely shared. This process not only improves the quality of
services rendered, but also reduces the costs of services. The constructive
discussions serve to streamline workflow and simplify process, resulting in
increased efficiencies. Difficult problems are resolved jointly and systemati-
cally at these summits. Ultimately, we are committed to providing the high-
est quality standard of service to exceed customers’ expectations.

Value Customers’ Requirements, Strive for Excellence

Customer feedback is highly important to Urban. Customer information
is gathered and delivered to our strategic partners for evaluation and fur-
ther improvement. The results are used to forecast customers’ needs and
requirements more accurately. Our mutual goals and targets are interde-
pendent, and our emphasis on win-win solutions sustains stable and reli-
able relationships with all of our strategic partners. The concept of
"Continuous Improvement” is strongly embedded in the minds of our
strategic partners. In essence, total commitment enhances the spirit of
teamwork to strive for excellence.
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Brand New Quality Tools Training —

Bronze Prize in the
Hong Kong Quality Circle Award
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In 2002, with the aim of enhancing the competitiveness of Urban
Group and encouraging improvement proposals from our staff, 60
Service Enhancement Teams (SETs) were established. At the same
time, quality tools training workshops have been provided to the
members of the Service Enhancement Teams.

The objectives of the quality tools training workshops are not only to
enable the SET members to acquire the knowledge of quality tools, but
also to: (1) Promote creativity; (2) Encourage team spirit and respect for
ideas proposed by individuals; and (3) Encourage Result -Orientation.

In the quality tools training workshops, members are able to learn 7
tools to solve quality problems including Checksheet, Stratification,
Pareto Analysis, Histogram, Cause and Effect Diagram, Scattered
Diagram and Control Chart.

Apart from traditional class lessons, the quality tools training incor-
porates creativity games, a workshop on SET meetings, short ques-
tions presented in cartoon format and case studies.

Through the quality tools training, we are pleased that the SETs
have matured in just half a year and are now by external organiza-
tions. In General, quality tools training has achieved the following
results:

(1) Within half a year, SETs have proposed 28 projects.

(2) The content of these projects is creative and has ranged from
design of tools, auto sensor systems, and watering systems to
supply fresh water for fishponds. The projects demonstrate staff
creativity.

(3) Acquisition of the bronze prize of the “Hong Kong Quality Circle
Award” from the Hong Kong Quality Management Convention.

In 2002, Urban Group has demonstrated its respect for individuals
and for teamwork. By mean of creativity, process streamlining,
improving efficiency and promoting quality, we provide value-for-
money services to our customers and strive to exceed customers’
expectations.
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Urban Group is currently using the Human Capital System devel-
oped by CiF Solutions Limited — HumanCentric System 3.0. The
advantages of this system are its flexibility and its powerful func-
tions in Cost and Benefit Analysis. It also has web-based func-
tions which allow employees to submit and receive information
from the system through a web interface, including e-Leave, e-
Benefits and e-Allowance claims. The system can help to stream-
line the HR process and thus improve efficiency. The system
includes19 modules which are listed below:

104

CIF HumanCentric System
|
I I | I
’Syste!'n i External System =
Configuration and Management HR Functions
: : : Interfaces
Basic Functions Functions
| | | |
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“Rejuvenation through TQM Commitment with Hearts and Minds”

Urban nominated Overall Winner in the

2003 HKMA Quality Award
A Role Model for 21st Century Total Quality Management Approach
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Urban Group has been nominated Overall Winner in the 2003
HKMA Quality Award organised by the Hong Kong Management
Association (HKMA) in July 2003, in recognition of its outstand-
ing achievements in promoting total quality management in the
Hong Kong property and facility management industry. The
HKMA Quality Award is the highest honour in quality manage-
ment in the territory.

In recent years we have committed ourselves to 21* Century total
quality management, implementing our unique “Urban Premier
Management Model” through the visionary leadership of the
top management. With the total commitment of our 3,500 staff,
we have established a "Quality Partnership” with our customers,
service contractors and suppliers to undergo “Corporate
Rejuvenation through TQM Commitment”.

The HKMA Quality Award has a reputation as the “Oscar” of quality
management in Hong Kong. The Award integrates the world class
Malcolm Baldrige National Quality Award in the US to evaluate
the performance of enterprises through 7 criteria, namely: (1)
Leadership; (2) Strategic Planning; (3) Customer and Market
Focus; (4) Information and Analysis; (5) Human Resource Focus;
(6) Process Management; and (7) Business Results.

Urban has undergone a series of comprehensive evaluations
including site visits and interviews by the board of examiners to
verify our achievements in implementing total quality manage-
ment. Over the years, winners of the Award have all been well-
established enterprises in the territory, such as Kowloon Motor
Bus, Hong Kong and China Gas, MacDonalds, MTRC and KCRC.

The Award further strengthens the corporate direction of Urban
and encourages us to continuously improve our service quality to
meet the goal of total quality management so as to provide our Six-
star service to the customers to exceed their expectation.
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Urban respects individuals to help rebuild Hong Kong

Awarded 2003 Best Employer
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in Hong Kong

Urban Group was selected as the “2003 Best Employers in Hong
Kong” in April 2003 by the global outsourcing and management
consultant Hewitt Associates. The Award recognizes the outstanding
achievements of Urban in Human Capital Development and man-
agement as well as our contribution to the Hong Kong economy.

Urban Group believes that people are its most precious asset and
that quality staff are its brand name. Urban has redefined labour
relations in the Hong Kong property management industry through
introducing the concept of ‘Human Capital’. At Urban, 3,500 staff
members are valued as "Quality Working Partners”, emphasizing
mutual trust and teamwork. Being selected as ‘'The Best Employer in
Hong Kong" enhances our competitiveness in the human capital
market to attract and retain quality talent. By establishing a well-
defined human capital development mechanism and strategy, Urban
has laid down a solid foundation for the provision of ‘Six-star
Services’ to customers.
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Value-added services through modern technology
Urban Group wins 46 Web Care Awards,
65% of the Available Awards
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For our internet portal service provider i-
Urban Limited, Urban Group won 46 Web
Care Awards presented by the Internet
Professional Association (IPA). The Group
won 65% of the total 71 Awards presented by
the IPA, making us a role model for property
and facility management companies in the
territory and leading the industry towards a
new era of intelligent management.

Urban has a team of Internet portal experts
to design unique estate portals for its proper-
ties. Our estate portals combine information-
laden websites and online property manage-
ment concepts to provide 24-hour updated
estate news and a variety of on-line services
for our customers, aiming to foster better
communications and an increased sense of
participation between Urban, the properties
and the community. Another feature of the i-
Urban portal is its compatibility with different
software. It can eliminate digital barriers so
that visually impaired customers can also share
in the advancement of modern technology.
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A New World of Green Property Services
2002 Hong Kong Eco-Business Awards
Green Property Management Gold Award

ENBAOER [CEMEARER]  EREAREIM
Fise(e TAREREER] AfER - K20024F - PEHE
—WREREESRACER - RIFYFEESRIZEE)

EREEN2001FK [BRIFREZEE | - LAKE) [E
HIRIE - AR RERERE - WEBEREIVT —E
[ FHERRREER | - EHEESIERREIERATEE

@ ZEHTT [EHSHERER

@ SlESER [EHEEERE"] 2R
@ ISEaE Y E s R AT &

@ 600,000¥ 2R 26

@ 1,500 FE p R M 80 177 R R PE

@ HHREREFE

@ B BBERSE

HMHEITHE R MREARE « 538 THE LSRR
i 2T A B R (F1600,000 BAE A B R - B A 20034 «
A EEBENEBAI S8 INERELE  BAES
TI00IEMEHRSREELR  AEEHERERE—57 -

14

Urban Group Annual Report
= EmEH | 2002-2003

(Private Housing)

Urban Group strives to pursue our corporate social
responsibilities and to respond to the Hong Kong SAR
Government’s appeal for “Sustainable Development”.
In 2002, City One Shatin obtained the “2002 Eco-
Business Award - Gold Award” (Green Property
Management Award - Private Housing).

Urban Group established its Green Care Committee in
2001 with the goals of “Environmental Care and
Green Lifestyle”. The Committee has set up its
Premier Environmental Care Strategies to coordinate
Urban's Green Activities. Urban Group’s Environmental
Management Strategies include:

@ Implementation of the Urban Premier Management
Model;

@ Introduction of the Unique Sm@rtUrban™ Systems;

@ Established and Sustained Efforts in Waste
Recycling and Energy Conservation;

@ Total Participation of 600,000 Residents;

® Synergies from 1,500 Quality Partners;

® Environmental Care Enhancement Projects;

® Multi-Facet Partnership with Green Organization.

Our Total Environmental Care Policy is well recognized
in Hong Kong society and has already exceeded our
600,000 Customers’ Expectations. In 2003, we strive to
promote the Environmental Care Concept among our
customers in the 300 projects under our management
through the total participation of our 3,500 staff and to
continue to contribute our efforts to protect our Earth.
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Outstanding Achievements in Environmental Care

Urban becomes HK's Most Outstanding
Environmental Care Manager
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Urban Group won two “Most Environmental
Friendly Property Management Agent
Awards” presented by the Hong Kong
Housing Authority (HKHA) in 2002 for its out-
standing performance in environmental care.
Moreover, two public rental housing estates
under its management, Tin Tsz Estate in Tin
Shui Wai and Oi Tung Estate in Shau Kei Wan,
also received the "Quality Environmental
Protection Public Estate Award” from the
HKHA. In early 2003, three public rental hous-
ing estates managed by Urban won the
HKHA’s “Green Property Management
Award"” demonstrating our strengths in envi-
ronmental management.

One of our missions at Urban is to create the
best possible living environment for our cus-
tomers. We implement the Environmental
Management Concept among the 300 proper-
ties managed by us. We appeal for the total
participation of our customers to create an
environmental care lifestyle and to contribute
to the status of Hong Kong as a Green City.
We work closely with our customers and serv-
ice contractors to achieve our goals in waste
reduction, energy saving and assisting the
continuous development of environmental
care activities in Hong Kong. We trust that
with the strong support and participation of
society, Urban’s Environmental Care Policy will
produce fruitful results.
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Our Green Policy recognised

Urban advocates
‘Green Life Style”
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Four properties managed by Urban Group;
City One Shatin, Ka Tin Court, Hong Lam
Estate and Yan Tsui Court, have recently won
9 Major Waste Recycling Awards in the Waste
Recycling Campaign (Phase VI) organized by
the Environmental Campaign Committee
(ECQ). City One Shatin has been the overall
winner for two consecutive years. In 2002, Tin
Yat Estate and Tin Tze Estate also won awards
in the Wastewi$e scheme, all reflecting
Urban’s remarkable achievements in imple-
menting the “Urban Premier Management
Model” and our contribution to creating a
“Green Lifestyle” in Hong Kong.

Urban Group actively implements its Premier
Environmental Care Strategy in the properties
under its management, which is well received
by our customers. We have participated in
various environmental care activities such as
the Wastewi$e Scheme and the 3R Recycling
Campaign. In 2003, two large housing estates
in the Eastern District, Lei King Wan and
Aldrich Garden, have been selected by the
Environmental Protection Department to take
part in the “Dry and Wet Waste Separation
Pilot Scheme” to assist in evaluating the feasi-
bility of this new approach to recycling.
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Quality Innovative Ideas bring in the

“2003 Hong Kong
Quality Circle Award”

Eﬁ%ﬁm%%ﬁﬁﬁﬁtﬁ@&i%trﬁjjﬁﬁﬁﬁﬁ [E+EE Urban Group was awarded the “2003 Hong
DA [RSA] HE| - B ERSEnED I aEY Kong Quality Circle Award — (Servicing Sector)

EYRE [2EEEERRHE] HmEARES [EHsnERMst) | Bronze Award” organized by the Hong Kong
B Quality Management Association (HKQMA)

and the Hong Kong Productivity Council
(HKPC), in recognition of our achievements in
the launching the “Urban Premier
Management Model — The 21 Century
Integrated Total Quality Management
Approach” in September 2002.

ENEE-REESEETH [AABE]  SERES BEEH]
MERA R - LEITER - ML - RRGARSHE  LmE
B - A TREE TVERE] WERRS - THEOREFARRE -

Urban Group’s TQM Approach encourages all
our staff members to provide innovative, cost-
effective and high quality services to our cus-
tomers in order to exceed their expectations.”
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Urban Group excels in Occupational Safety and Health & Good Housekeeping Practices

Awarded “Certificate of Merit for their Good
Housekeeping Practices 2002" &
“ Hong Kong Occupational Safety and Health Award 2003"
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Urban Group has maintained its pioneering position
in the industry to establish its Occupational Safety and
Health (OSH) Committee in 1998. The mission of the
Committee is to promote Urban’s occupational safety
and health standards in the working place and to
implement the OSH Ambassador Scheme within the
company. As of April 2003, 130 OSH Ambassadors and
all have received training organized by the OSH
Council.

Urban Group obtained the Certificate of Merit for our
Good Housekeeping Practices presented by the
Occupational Safety and Health Council in 2002. This
Certificate commends Urban for our implementation
of the 55 principles of “ structure, systematize,
Sanities, Standardize and Self-discipline”. Urban was
also awarded the “ Hong Kong Occupational Safety
and Health Award 2003". This Award recognises the
outstanding achievements of Urban’s OSH policy and
our efforts to improve occupational safety and health
standards within Urban Group.

Urban's aim is to provide our '‘Quality Partners’ with a
clean, tidy and safe working environment to reduce
the casualty rate among our 3,500 staff members.
Through implementing the 55 Scheme, not only have
we provided a safe and healthy working model for
staff members, but Urban has also enhanced the
‘Personal Value' of our ‘Quality Partners’. This pro-
vides a solid foundation for our provision of quality
services to over 600,000 customers in the 300 proper-
ties under Urban’s management, with the aim of
exceeding their expectations.”
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Six —Star Security Services

93 Urban Warriors awarded
“Qutstanding Security Guards Awards”
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Urban Group recently received an overwhelming 93
"Qutstanding Security Guard Awards” in the Eastern
District Outstanding Caretaker/ Security Guard Award
Scheme to become the major winner in the event,
maintaining our leading position in the industry.

Urban Group's security personnel’s outstanding services
obtained prizes in Lei King Wan, Park Vale, Harbour
Height, Aldrich Bay, Tung Chun Court and Oi Tung
Court. The prizes demonstrate that our efforts are rec-
ognized and highly appreciated.

Security personnel protect the lives and the wealth of
our customers. Because the operations of our security
services are amongst the most important aspects of
Urban’s overall service provision, we have stringent
requirements and expectations of our security staff.
We have designed a comprehensive training pro-
gramme and provided them with modern equipment
so as to ensure a safe and comfortable living environ-
ment to customers under their protection. The out-
standing performance of the awarded security guards
reflects their outstanding vigilance, professionalism
and dedication and the quality of training they
receive.
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12 of Urban Group’s Properties Receive

Cleaning Awards
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Twelve properties managed by Urban Group have recently won a variety of cleaning awards organised by various
district councils, reflecting our remarkable achievements in implementing the “Urban Premier Management
Model” and our contribution to creating a “Clean Hong Kong”.

The Cleaning Awards received by the 12 properties under Urban Group are as follows:

BIEE TERBERLEER ItEFREEHEZEY
Belair Monte 2" Runner-up North District Clean Hong Kong District Committee
Lo EXERERENEER EREHE
Tak Keung Court 27 Runner-up Wong Tai Sin District Council
BER RS BETEREE(CH) FTE RASEEREEHERER
Po Lai Court 2nd Runner-up Sham Shui Po Clean Hong Kong District Committee
£ 20 FAGEZTEREEFL) BRR FASEERFEHLEZEES
Hang Chun Court Certificate of Merit Sham Shui Po Clean Hong Kong District Committee
ERS Ry RASBRETERLEELE) BRE RAUEFREEHLEZES
Mei Foo Sun Chuen Phase 2 Certificate of Merit Sham Shui Po Clean Hong Kong District Committee
MBIESE FMEREAERRLEFE HEFREEHEZEE
Hung Fuk Court 2 Runner-up Southern District Clean Hong Kong District Committee
RRW EEERWFRILECE ZEERFREEHEERY
Cheung Wang Estate 15t Runner-up Kwai Tsing Clean Hong Kong District Committee
BER EBEEEMERCEERR EZHEAFREEHEZRY
Yin Lai Court Certificate of Merit Kwai Tsing Clean Hong Kong District Committee
BER EEEEMEREEERR HEREREBHEEZSSR
Ching Wang Court Certificate of Merit Kwai Tsing Clean Hong Kong District Committee
E1L 27 HEEEMERLLEERR RERRREEHEZES

- Ning Fung Court Certificate of Merit Kwai Tsing Clean Hong Kong District Committee
EZ DHEAHBBRBNERLE PHEFREELEESS
Chung On Estate 1t Runner-up Shatin Clean Hong Kong District Committee
AHEBETE
1st Runner-up

BRETEPLE— - K=
Kaiser Estate Phase 1,2 & 3

hHERMAXETREEERS
Certificate of Merit

NAHEFREELEERE
Kowloon City Clean Hong Kong District Committee
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Service With The Heart
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Urban Group’s Vision,
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Mission and Core Values

Urban Group

sEEE
RBEMNEE—TENYXEERRBEE
RE  REFNYERHEXEZRNE
FR{ERRRE - TERAHETER -

FERE

BRZOETUTER  UEREHEE

B8

- RERERE HRYE FEN RS

- TERRAERR T R AT LR AR

- EARBAEENYXZEE

-RES—VEIZHE  BARMAN
EFRBEKEREEEER

il

HEE=

- BERE
- BEfA
- RS Rl
- ERRE
- BRED
- A EEE

Vision
To be the Premier Property Asset and Facility
Management Group in Asia. Offering

customers value, a better quality of life and
professional management of their property.

Mission

* Providing competitive and cost-effective
services.

e Being innovative in our design and delivery
of services.

* Enhancing the value of properties under
our care.

e Ensuring employees’ commitment to
customer service and quality.

VETES

» Customer first

e Respect for individuals
* |nnovation

* Professionalism

* Team work

e Community care
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Units 710-723, 7th Floor, Trade Square
681 Cheung Sha Wan Road

Kowloon, Hong Kong.
B Tel: (852) 2626 7333
8K Fox: (852) 2626 7700

4Bk www.urban.com.hk
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