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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 “Property 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”.



BEFEMERS HLEMEES
Quality Real Estate Services
Building a Harmonious City
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Visionary Leadership

TOM helps build The Quality Real Estate Service Brands
Core Management Committee

NWSH's Visionary Development Service Excellence

Urban Group: Hong Kong's Premier Service Brand

TOM enhances competitiveness

The picneered Urban Premier Management Model™

Strong Corporale Governance of NWSH

Corporate Citizenship exhibited by Urban

Urban Corporate Citizenship provides Equal Employment
Opportunity and Economic Growth

Positioned lo be Hong Kong's Premier Community
Manager

Passionate Employees Delight Customers

Strategic Planning

2006 Building Rejuvenation Year

Prolonging Property Asset Life Cycle

2005 Caring Hong Kong Year

An Endeavour to Excel in CSR

2004 Business Fromotion Year strives for Business
Diversification

Service Enhancement Committee paves way for Quality
Sernvice Delivery

The Accdlades of Prestigious Concierge Service

Promoting a New Vision of Business Consultancy Services
Professional Crisis Management

Customer and Market Focus

‘Christmas Bell" — Annual Customer Satisfaction Survey
Urban CRM Programmes understand Customers Demands
Rejuvenation Projects prolong Property Life Cycle

Building Rejuvenation Plan for Mei Foo Sun Chuen

Urban Environmenital Sanitation Management cares for the
Health of Customers

Urban promotes Environmental Management for
sustainable development

Urban Professional Shopping Centre Management
establishes regional shopping hubs

The Value-added Concierge Ralls Royce Limo Services
The Creative Thematic Biling Statemenls — "Seasonal
Greeting Card”

Urban Value-added Services for Total Customer
Satisfaction

Measurement, Analysis and Knowledge
Management

Sm@rtUrban™ Systems enhance Service Efficiency and
Effectivenass

Cutstanding Achievements of Quality Systems
-Urban™ - An Innovalive Managemenl Flatform
24-hour Customer Service Centre provides
round-the-clock senvice supports

| Human Resource Focus
“Performance-Oriented” Management System linking

Performance with Rewards
The flexible and efficient HumanCentric System™
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Setling up the Human Capital Coordinator Network

Quality Training Strategy builds Quality People

Developing young talent for continuols corporate success
Demonstrating corporate citizenship — The Middle Aged
Employment Programme

Urban Strategic Forum consolidates collective wisdom
Superstars of Urban — The Paragon of Quality Service
NWSH Sports Fun Day - A Gelden Chance for Excellent
Demonstration of Urban Team Spirit and Commitment
Urban Community Care Team promotes a Caring Culture
94% of Urban Employees fully engaged in Caorporate
Directions

Process Management

Assel Value Maximization enhances Cosl Effectiveness

The pursuit of highest quality perfarmance

Urban's Quality Management Strategy

LUrban Group's OSH Management System

Urban's fully integrated Properly Asset and Facility Assel
Management Services

Professional Project Management and Engineering
Services

Gomprehensive Engineering Planning

Revolutionary Human Capital Management and Training
Simplified Tender Process maximizes Administration and
Supply Chain Service Efficiency

Markeling Services enable Corporate Development
Effective Quality Assurance and Management
State-of-the-Art T

Business Results

Six-star Standard Property Asset and Facility Management
Cluality Environmental Sanitation and Safety Management
receive recognition

Innovative Inteligent Management Services win 57 Web
Care Awards

Innovative Brand Management

Best Brand Enterprise Award and Corporate Development
Excellence

Encouraging Result-oriented approaches

Urban wins Quality Circle Award

Urban obtains SuperBrands Hong Kong Recognition

Urban awarded Business Superbrands Hong Kong 2006
Urban acclaimed as 2005 "Best Employers in Asia” and
"Best Employers in Hong Kong”

Urban awarded “Employers Gold Star Award” for 8 consec
utive years

Building up an OsH Culture

Urban awarded Best Property Management Company in
Occupational Safety and Health

Assuring Quality Market Leader Position

Urban receives HKMA Quality Award — Overall Winner
Urban Group obtains the industry's first HKQAA Corporate
Cerlificate

Urban Group cbtains Best Practice Award

Innovation Award (2003} and Customer Relationship
Management Award (2004)

Urban Environmental CGare Strategy well received by
Customers

Performing Corporate Social Responsibility

Lrban receives "Caring Company" Recognition and "Hong
Kong Smoke-Free Workplace Leading Company Award"
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Visionary Leadership
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Looking ahead, we will follow this successful direction to
further develop our corporate brands and professional
services into other potential areas.
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TQM helps build The Quality Real Estate Service Brands

Urban Group's Total Quality Managerment {TQM) journey started with our adoption of the ISO 9001 quality assurance systemn.  The launch-
ing of the Sm@rtUrban™ systems further enabled us to greatly improve our sernvice efficiency and effectiveness with the advantages of
modem technology,  With our official launch of The Urban Premier Management Model™, Urban Group now fully implements the TQM
concepl, a well defined strategic development focus and infrastructure, which helps elevale our service slandards for salisfactory results.

The Urban Premier Management Model™ emphasizes the combined forces generated by our "People, Process and Performance”, within
which we have introduced the concepts of Property Asset Management and Human Capital Management to maintain our leading position
in the Hong Kaong property and facility management market. Property Asset Management is now widely recognized as a new professional
subject and related studies which have been conducted by universities in Hong Kong. Our concept of Human Capital Management chal
lenges the traditional personnel management approach of Hong Kong's properly management and service industries, evolving from an
internal human resources management concept towards a market-led and capital asset oriented management approach.  The introduction
of these two new approaches has further reinforced Urban Group's position as the Quality Market Leader in the industry.

Whilst we fully implement TQM in our daily operations, we also value quality branding that Urban Group has established over the years.
The Urban Group brand, inherited from the management services of Mel Foo Sun Chuen, is built upon the joint efforts of Urban as a com
pany, our employees and our 1 million valued customers, together with strong guidance and support from our parent company NWS
Holdings, The corporate brand of Urban Group has been widely recognized as a brand of quality and professionalism in Hong Kong.

Through years of rapid expansions, Urban has developed from a professional property management company to become a consclidated
group of companies comprising different brands. The services of Urban have developed from property management to property asset and
faciity management, project consultancy and engineering management, and large scale renovation projects in Hong Kong and the Pan
Pearl River Della areas,

‘A Passion of Service and A Quality Credential” is the brand personality of Urban Group. Our substantial management experiences accu-
mulated over the years assures us that our customers’ demands cannot be satisfied by simply fulfiling the legal requirements in managing
the physical aspects of the properties. To enable Urban to excel amongst fierce competition relies on establishing a quality senvice team,
maintaining our professional services at the highest level, implementing well defined operation systems and establishing a quality brand.
Hence, we always value and endeavours to protect our corporate brand so as to enhance our competitive edge over our rivals in the mar
ket. The brand promise of Urban Group is also reflected in our devolion to corporate social responsibility. As "Hong Kong's Premier
Community Manager”, Urban Group has over the last decades successtully built up a number of sustainable communities. Moreover, we
have been actively participating in various social activities to contribute our efforts to helping people in need.

To align our intemal staff with the business direction of Urban Group, we have annually identified a clear corporate strategic focus for the
21st century. Year 2004/05 was our Business Promotions Year, During the year, we successfully obtained a number of new management
contracts, Year 2005/06 was Urban's Caring Hong Kong Year. Through establishing a Quality Social Service Partnership with various
social organizations, we have built up a caring brand and signified cur role as a responsible corporate citizen,

Year 2006/07 is our "Building Rejuvenation Year". Property Asset Life Cycle Prolongation and Property Asset Value Maximization are our
goals for the year. We have customized different large scale building improvement plans for our clients to improve the cost effectivenass
and efficiency of managing their property and facility assets, and ultimately, to enhance their asset values, Year 2007/08 will be Urban's
‘Olympic Year", We will concentrate our efforls on improving management practices and staff quality development to align oursehves with
the spirit of the Olympic Games,

All'in all, the implementation of TQM has enabled Urban Group to make outstanding achievements in corporate development and service
quality enhancement, Looking ahead, we will follow this successful direction to further develop our corporate brands and professional
services into other potential areas so as to provide our cost-effective services to more pecple in Hong Kong.

Thank you.

bves

Dr Edmond Cheng
Managing Director
Urban Group

27th September 2006
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ZILEEE Core Management Committee
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Ms. Janna Cheng, Senior Group Manager -
Human Capital
MCom, BAHons) Econ, ASA, MIHRM
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Mz, Janna Cheng has baan the Sanior Group Manager - Human Capital
of the Company since June 2003, She holds a Bachelor's degres
(Hens) in Economics and a Master's degree in Commerce (maior in
Accounting). She is an Infemal Auditor for 150 9000 quality systems, an
asscciate of the CPA Australia, and a member of the Hong Kong
Institute of Human Rescurces Managemert. Ms. Cheng joined Urban
Group in 1896 as the Group Human Rescurces Manager, Her currant
duties include manpower planning and budgsting, administration, com-
pensation and benefits, recruitment and sslection, training and develop-
ment, emplayes ralations, and perfarmance management for Urban's
workforee,

O & $E/ME—SREEEE—THEYR

Ms. Charlotte Chu, Senior Group Manager -
Administration & Supply Chain
MBA, BA, ACIS, ACS
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Ms. Charlctta Chu has besn the Senicr Group Manager - Administration
& Supply Chain of the Company since June 2003. She holds a
Bachelor's degree and a Master's degres in Business Administration,
She iz an associate of the Institute of Chartered Secretaries and
Administratars, UK and a member of the Hong Kong Institute of
Company Secretaries. She joined Urban Group in 1684, She is current-
Iy responsible for administration and supply chain including contract
admirigtraticn, insurance amangements, logigtics, centralized procuns-
ment, tendering and supdlies.
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Mr. Bevis Leung, Senior Group Manager -

Marketing Services
MBA, PG Dip (Mass Comm.), Dip (Arts)
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Mr. Bavis Leung has been the Senior Group Manager - Marksting
Saervices of the Company since June 2003, He was a graduate in
Joumalism majored in Public Pelations and Advertising, ard hclds a
Master's degres in Business Admiristration, a Fostgradutate Diplema in
Mass Communications. He joined Urban Group in 1984, He kads a

team of professionally trained customer senice, corporate communica-
tichs and marketing perscnnel. He is cumently responsible for marketing
senices, corporate communicalions, public reldions, corporate adver-
tiging and the cperations of Urban's 24-hour Cusiomer Service Centre.,

BEES/ M- SREEKE MELELRE

Ms. Susanna Liu, Senior Group Manager -
Property Asset Management

MHKIH, MCIH, RPHM
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Ile, Susanna Liu has been the Senior Group Manager — Property Asset
Management of the Company since January 200&. She holds a
Ciploma in Housing Management and is a member of the Chartered
Institute of Heousing and the Hong Kong Institute of Housing and is a
Registered Professional Housing Manager. She has served the Housing
Department for more than 10 years, managing renid estates and Home
Owrership Scheme projects. She jcired Urban Group in 1993, and is
currently responsible for a diversified portfolio of properties including
HOS projects, Grade-A commercial building, industrial building, high
and low rise developmants, public housing estates and government
properties under a mega contract,

BREREE  SEEE YEEEER

Mr. Tim Lai, Group Manager -
Property Asset Management
FHKIH, MCIH, MHIREA, RPHM, DIpHM{HKU)
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M. Tim Lai has baen the Group Manager - Proparty Asset Management
of the Company since April 2008, He holds a Diploma in Housing
Management. He is currently a Registered Professional Housing
Manager, a Feliow of the Hong Kong Institute of Housing and a
Corporate Member of the Chartered Institute of Housing of the United
Kingdom. He joired the Company in 1993 and Is curmently responsioe
for managirg a bundie of purpose-built assets, composite properiies,
luxurious properties, public rental housing, and varous public and pri-
vate facilties,
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NWSH’s Visionary Development Service Excellence
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NWS Holdings Limited (Hong Kong stock code: 0669), the parent
company of Urban Group, is the infrastructure and service flagship
of New World Development Company Limited (Hong Kong stock
code: 0017). It embraces a diversified range of businesses in Hong
Kong, Mainland China and Macau, Under the guidance of NWS
Holdings, Urban Group is committed to service excellence and best
results,

The businesses of NWS Holdings can be broadly grouped under
two main divisions: {i) service and rental, (i) infrastructure. its Service
and Rental division comprises Faciliies (the management of Hong
Kong Convention and Exhibition Centre and Urban Group),
Contracting (Hip Hing Construction Group and NWS Engineering
Group), Transport (New World First Bus, Citybus and New World
First Ferry), etc. lts Infrastructure portfolio includes Energy, Roads,
Water and Ports projects.

As a major conglomerate, NWS Holdings endeavours to provide
excelent services for its customers and produce favourable returns
for its investors. Through synergy among subsidiaries, it will pursue
further growth and head for a leading position in the region.

NWS Holdings constantly enhances comporate governance with high
levels of transparency and integrity,.  NWS Holdings' goals are not
only confined to crealing good returns for shareholders and
investors, but also caring for our community which is considered
one of its ullimate stakeholders. NWS Holdings takes commendable
initiatives to bear corporate social responsibility,

With strong back up from NWS Holdings and the synergy generated
from other member companies under NWS Holdings, Urban Group
will continue to deliver outstanding service to our customers and
create a high-performing corporate culture.
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Urban Group: Hong Kong’s Premier
Service Brand
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Urban Property Management Limited
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The service of Urban Group originated from the management of Mei Foo Sun Chuen, a large scale composite development project in
1966, Under the endeavours and conlributions of a team of management professionals, we successiully introduced the western manage
ment concept Into our services and further extended it to ancther large scale project — City One Shatin, With the support from New World
Development Company Limited, the quality brand of Urban Property Management Limited was established in 1981 and started serving the
property portfalio developed by New World,

lhrough decades of business expansions, Urban has developed from a professional property management company to become a con
solidated group of companies in property assel and facility management.,  Apart from property assel and facility management, senvices
provided by Urban also include project management, engineering, building repair and maintenance.

hoving into the 21st Century, under the leadership and encouragement of NWS Holdings, Urban has re-defined its corporate branding.
The callective brand identity of “Urban Group” has been formed by Urban Property Management Limited and its affiliated and associated
companies to generate huge synergies in the marketplace.  Since 2003, Urban Group has obtained numerous important quality and cor-
porate awards and achievements, reflecting the fact that cur management approaches and service quality have reached international stan
dards. Together with accolades from our customers for our professional services and impressive business expansions, Urban Group has
become one of the largest property asset and facility management groups and a premier brand In Hong Kong,
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TQM enhances competitiveness

The pioneered Urban Premier Management Mode
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lo provide the most cost-effective services to its cus-
tomers and to enhance its competitiveness, Urban
Group developed and introduced the unique 21st
Century Integrated TQM Approach— “The Urban Premier
Management Model™" in 2002.

I'he Meodel is orientated around 7 Core Drivers and is a
convergence of 3 Gear Forces incorporating "People,
Process and Performance” to create the highest opera
tion efficiency.

The 7 Core Drivers include:

. Visionary Leadership

. Six-star Service

. Exceeding Customers' Expeclations
. Property Asset Management

. Continuous Improvement

. Green Lifestyle

. Community Care

~ O B LN =

The First Gear Forces of the Urban Premier
Management Model™ integrates the world class
IMalcolm Baldrige National Quality Award Criteria with an
emphasis on visionary leadership; strategic planning;
customer and market focus; measurement, analy-
sis and knowledge management; human
resource focus; process management; and
business resulls, The Second Gear Forces is
driven by the HK$20M investment of the
Sma@riUrban™ systems which digitizes core
business processes to streamline daily opera-
tions and improve overall efficiency. The Third
Gear Forces monitors performance through
adopting the balanced scorecard approach, empha-
sizing corporale learning, financial results, customer
satisfaction and process impravement.

I'he success of the Urban Premier Management Model™
not only increases the efficiency of Urban's daily opera

tions but also helps strengthen the confidence of its cus-
tomers, Urban Group has received a number of awards
from various organizations through implementing the
MWodel, including the 2003 HKMA Quality Award — Overall
Winner, recognizing its achievement in providing six-star
standard senvices to its customers.






O

-
§ Urban Group Corporate Fepart | 2004-2006 | Tyt k> B

Visionary Leadership
& REE

MEIZBEERES

—
Al

(TR AR LHE < 0659)

MR ERAREBE

Strong Corporate Governance of NWSH
Corporate Citizenship exhibited by Urban
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NWS Holdings excellent Corporate Leadership

Urban Group’s parent company — NWS Holdings Limited endeav-
ours to pursue high ethical behaviour and corporate govemance
excellence, including high standards of intemal and external cor
porate govemance, and a prudent attitude to maximize customers’
value. QOur Managing Director, Dr Edmond Cheng was sele
by the Judaging Board of the Hong Kong Institute of DITFCIOIH 1o
receive the "Directors of the Year Awards 2003" in the Private
Company Executive Directors Category, reflacting our emphasis
On Corporate govemance.

As an integral part of good corporate govemance, Urban Group
has set up 4 core committees to recommend and enforce
||‘npr0\.fPr‘| ents for the Group, namely, the Executive Committes,
mmittee, the Community Care Committee and the
H‘ﬂplO‘ ree Welfare Review Committee. Regular meetings are held
to discuss corporate strategy, operation and financial performance
of the Group.

Multi-channel Corporate Communications
Urban Group attaches great importance to frequent communica-

tions with the public and a wide array of channels are used to pro
mote greater understanding of the Group’s performance, which is

Urban Group Executive Committee

The Executive Committee, consisting of the Managing Director

and other Directors, is responsible for strategic planning, busi-
ness management, shaping and decision making of the
Group's corporate directions,

Urban Group Audit Committee

The Audit Committee, consisting of Executive Directors and
other senior staff, reviews Urban's financial performance. It also
focuses on reviewing operating procedures, work practices
and intemal control systems to achieve operational effective
ness and efficiency.

a key means to uphold our corporate governance standards. The
Urban Group Corporate Report is published to release corporate
results and the latest developments. In addition, periodic publica-
tions are distributed to promote the achievements of Urban Group
at regular intervals,

Assuring Legal Compliances

Emphasizing prudence, integrity and transparency management,
Urban closely reviews all legislative, regulatory and corporate gov-
emance developments that might affect its operations, ensuring
full compliance with all statutory fiings.

Moreover, in 20056, Urban invited the Independent Commission
Against Corruption (IC o conduct workshops in Legal Studies
Corruption Prevention on Procurement Management to enhance
ethical standards and professional competence. A number of
ICAC Case Summares on Building Management are regularty cir
culated to all staff to renew their alertness lowards corruption pre-
vention in property asset management

C to review and evalu-
ate its tender invitation and contract administration procedures to
ensure that all related procedures comply with legal and statutory
requirements.

In the same year, the Group also invited IGA

Urban Group Community Care Committee

The Community Care Committee comprises members from dif-
ferent departments with an aim to encourage volunteernsm with
in the Group to echo our core driver of *“Community Care”. The
corporate social responsibilities of Urban Group range from
compliance with health and safety regulations for employees; to
volunteering senices; environmental protection; good corporate
govemance and total quality management.

Urban Group Employee Welfare Review Committee
The Employee Weltare Review Committee, consisting of 8
members from different departments, has been set Up to stipu-
late the human capital strategy for the Group.

s}
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Urban Corporate Citizenship provides Equal
Employment Opportunity and Economic Growth
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Urban Group actively supported the Government Strategic
Programme for Employment through participating in Security and
Property Management Retraining, the “One Company One Job
Campaign”, the "Youth Pre-employment Training Programme”, Middle
Age Workplace Attachment Training, the "Rainbow Project * for Middle
Age Re-employment Programme, the Graduate Employment Training
Scheme (GETs) and the “One University Two Elite" Management
Trainee Recruitment Programme between 2003 and 2005,

In addition, Urban Group also participated pericdically in the
Recruitment Forum for Middle Age, the Youth Job Fair, the Career
Expo and the Recruitment Exhibition organized by the Labour
Department and Employees Retraining Board (ERB) for recruiting
unemployed people.

A representative of Urban Group has also been invited to join the
Sub-committees of ERB to assist them in designing various pro-
grammes and retraining courses rolled out to the market. The Group
also acts as a coordinator for promoting part-time Household Maid
Services and Foot Massage Senices to the customers who live in the
properties managed by Urban.

Career Development for the Youth

Urban Group frequently conducts career talks at universities and
schoals to enable students at different levels to understand the Hong
Kong property and facility management industry,  The Group partici-
pated in the Summer Internship Programme, the Preferred Graduate
Development Programme and job placements for students from uni-
versities and the Institute of Vocational Education,

Urban also jointly organized the "Modern Apprenticeship” Programme
in 2004 and 2005 with New World Development, Delia Group of
Schools and the Breakthrough Organization to provide school leavers
with practical workplace experiences,

Moreover, Urban Group has participated in the Job Shadowing
Programme held by Junior Achievernent Hong Kong, “A Day at Urban
Group”, with 28 students from the Cotton Spinners Association
Secondary School, which aims to help explore young people's lifetime
career planning. The Group also participated in the School Business
Partnership Programme organized by the Education and Manpower
Bureau for students from the Maryknoll Secondary School to under-
stand the industry and career development in property and facility
asset management.
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Positioned to be Hong Kong’s Premier
Community Manager
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Urban Group has established its corporate culture as a responsible
corporate citizen through participation in various community and
social service projects over the years, The management philosophy
of Urban incorporates the core driver of Community Care and com
municates this to ils employees, business pariners, and customers
as well as the people in society so as to builld up a caring and har-
monious community in Hong Kong.

With a view to better promote the message of Community Care and
to encourage social participation across the Group, Urban estab
lished the "Community Care Committee” in June 2002 with the sup-
port from its top management. Members of the Committee come
from different departments and are responsible for formulating the
Group's corporate citizenship objectives and policies as well as
implementing various social and volunteering services to establish
Urban Group as the "Premier Community Manager” in Hong Kong.

The Committeg’s “Urban Community Care Team" was a registered
corporate volunteer team of the Social Welfare Department. The
[eam has 300 volunteer staff members who strive to serve the com-
munity through activities like elderly visits, minor repairs and mainte-
nance services for the elderly, and scarf knitting for the needy to
help create a betler Hong Kong for the next generation.

Between 2003 and 2005, the major contribution of the Community
Care Committee was to launch the Quality Social Service
Partnership Development Programme between Urban Group and
various social organizations, Moreover, because of its large portfolio
of customers, Urban Group has established a huge Social Service
Network to serve different levels of people.

B EMERE

7 Urban Community Care Team
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Passionate Employees delight Customers
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Urban Group strongly believes that
employees’ devolion and commil
ment in serving customers is buillt ona 3
comprehensive, open and fair human

capital management pdlicy. With the align-
ment of Urban's Core Values, Equal
Opportunities Ordinances and Personal
Information (Privacy) Ordinance, standards of
behaviour and ethics expected by the Group are
clearly stated in the Employee Handbook and the Employee
Caode of Conduct. These booklets are distributed to staff upon
employment for their better understanding of company pali-
cies, employee benefits and the Group's expectations of them.

Under the transparent cperations and excellent management,
al employees of Urban are freated equally to enhance the
Group's competitiveness to become the Quality Market Leader
in the industry.

Employee Handbook —
Building Excellent Partnership

The Employee Handbook aims to provide all new staff with a
full picture of the comorate culture of Urban Group, its human
capital development strategies, benefits scheme, employee
relations, work safety and expected service aftitude standards.
Urban believes that every member of slaff is a "Quality Partner"
who helps demonstrale service excellence 1o its customers,

Employee Code of Conduct —
Fairness with Integrity

The Employee Code of Conduct clearly defines Urban Group's
corporale policy of personal integrity and business ethics, Ilis
important for all employees to ensure the Group's reputation is
not tamished by dishonesty, disloyalty or cormuption.

Equal Opportunities in Urban

Urban Group lakes "Ability” as the only criteria for performance
evaluation and strives to provide equal opportunities to all staff
in accordance with the Sex Discrimination Ordinance, Family
Status Ordinance and Disability Discrimination Ordinance in the
human rescurces aspects of recruitment, training, promotion
and transfer, Related operating guidelines and policies have
been incorporated into the Employee Code of Conduct for
promoting career development and oppartunities under the
concept of egual opportunities.

Respecting Individuals Protecting Privacy

In accordance with the Personal Data (Privacy) Ordinance,
Urban Group highly respects individual staff and makes every
effort to protect the personal information of all employees. The
Employee Code of Conduct clearly states the guidelines for
data collection, usage, retention and access,
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2006: Building Rejuvenation Year
Prolonging Property Asset Life Cycle
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Urban Group's strategic business focus for 2006 is "Building Rejuvenation
Year", By carrying oul a series of comprehensive building repair and mainte
nance works, Urban aims to prolong the life cycle of property assets so as
to provide a comfortable living environment and long-term benefits to its
customers, and ultimately maximizing the values of their property assets.

In additicn to providing quality property asset and facility management sery-
ices loits customers, a progressive oplimization programme for selected
properties is underway, with an aim of enhancing the value and maintaining
the premier condition of the property assets for its customers,

Since 2001, large scale building rejuvenation projects have commenced in
two major projects under Urban Group's management, City One Shatin and
Mei Foo Sun Chuen. These projects pioneered Urban's efforts in enhancing
property asset values, The prajects include refurbishment of external walls,
renovation of lobbies, replacement of bullding systems and installation of
modem facilities,

Significant portions of the rejuvenation projects at the two large scale com-
posite residential developments have already been completed, which bring
an exciting facelifl to these property assets as well as selling a good exam-
ple for other property assets in the territory.

Urban Group's building rejuvenation services not only optimize the image of
property assets, but also ensure their safety and prolong their life cycle, to
exceed the expectalions of Urban's customers and achieve economic effec-
tiveness.
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2005: Caring Hong Kong Year
An Endeavour to Excel in CSR

2005 REREEN [HREEF]  FEREFE
BEsEANEERE - RRBRTT EEHE
BHBROE ] WKL T [EHA R AR
B EBRERI00EMENEALRAE B
HE) [HHEEE HEdE] WES - BREHNK
rEARSME-

20055 - EWKEERRBEAEMT10@ET
RBEA T EREEE) - MB FEMEZETHINE
TREmS RSN T100HL ERFELE) - £2006
FOBEHETEMEE R RIFER - BRRB
BEXR/EREERBEH - ETRMLEREE
ELEB2HE REZHERENALES -

29 [FARMEF]| W5 EAEEEREEN [#
ERH] —FEP REAHBUTEMAER®EEZT
RANGIERE - ERBREBELE LE AT ANER -
HERY —EEAERENHEE - ARMANT—H#H
AR AT AAG K o

EREE [BIREEF | SH2HSREED

Urban Group announced that its comporate strategic focus for the
financial year of 2005/06 would be the “Caring Hong Kong Year” lo
fulfill its goal as Hong Kong's Premier Community Manager. The
Group established a Corporate Social Responsibility (CSR) partner-
ship with Hong Kong's oldest serving charitable organization — Fo
Leung Kuk — to launch a series of joint venture projects and signed
the "Quality Social Partnership Charter” with the Kuk. Urban Group
also launched the "Community Care Allance” with the joint forces of
300 properties under its management.

In 2005, Urban Group co-organized 10 different social service proj-
ects with Po Leung Kuk and, additionally, our Property Volunteer
Teams organized an impressive 100 social service projects of various
scales. In 2006, Urban has continued to be the “Corporate Social
Service Partner” of Po Leung Kuk to further consolidate its strong
foundation in social services to benefit more needy people in society.

Another major objective of the “Caring Hong Kong Year” is to estab-
lish a long-term partnership between its “Quality Partners” - its cus
tomers and related voluntary organizations - so as to consolidate
resources from all parties lo create a caring and harmonious commu-
nity.,

Social services organized by Urban Group during the “Caring Hong Kong Year”
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Signing of "CSR Quality Partnership Charter” with PLK
Launch of the Urban Community Care Alliance

EYEMUBTIERISEIELS [E0REH]
Establishment of 36 Community Care Teams and 18 Caring Estates

[EREE-REAKBREERETE
PLK Elderty Mini-University Programme

J00&£TBH [HREHEE WEMARL FR
RESHERMEES
300 volunteers participated in the "Lucky Knot Campaign" of the Social Welfare Department

[BACEORIFE | MZEEERE
CEO Career Talk

[FRRUREEFRERIS | B BLGT
Mid-Autumn Caring Campaign

[REBBEZEHE] t¥HTRE-HRE
PLK Disfrict Eldery Campaign — Kwun Tong District

BEBREZEN
Po Oi Hospital Fund-raising Campaign
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PLK District Elderly Campaign — Join with Yan Qi Tong to provide free

Minor Repairs for Elderly Chinese medical service for the elderly

FREE [EEA] AEEEER

PLK Corporate Sponsors Day Fund-raising for the South Asia Tsunami

[RRBEEST EREESEWEY

PLK Charity Walk Used Books Recovery for World Vision

[E&ERIRE ] SHEBTHSRNERIRE -RIRE

Used Books Recovery for Po Leung Participate in the Aberdeen Kai Fong Welfare Association volunteer service

mENRERRERIBIERE | B[ REEasH 8 | Bk
Distribution of PLK Elderly and Children Service Flyers
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"Lai See" Donation Campaign

BB RRR SHPREEHEERERREHAABUGED

Used Magazines Donations Used Electrical Appliances and Rehab Aids Recovery Campaign of St James' Settlement
REERTE DREEEE [ RS 2EHE

Oxfam Trailwalker People's Food Bank of 5t James' Settlement

~#EE [(ERAI-& & B [HHgAl
Community Chest "Dress Casual Day", "Green Day" and
"Skip Lunch Day”

HEHEE [Z0BKRE]

Soup Delivery Services
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2004: Business Promotion Year
strives for Business Diversification
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2004 was the Business Promotion Year of Urban Group. To achieve

. . e -\ . its corporate mission of "Continuous Improvemant”, the Group
EWEER2004FKRIIESZHTEERKES slrived 1o diversily businesses and explore new market opportuni

) Hpadg ties, The Group has been highly competitive and keen in the areas
of luxuricus property asset management, facility asset management,

o AINHAE+HERE purpose-built asset management and operation management,

o FIZEEH

In 2004, Urban Group oblained a number of new management con
o X |IHRE25E tracts including:

o FKEE B3N

o SOEBIIEL T REMERLR
o EipBRGE

Parc Palais in Homantin

Bon Point in Mid-levels

22 No. 2 Park Road in Mid-levels

¢ %Fﬁﬁﬁ; ieLly No, 38 lsland Read in Deep Waler Bay

s AR 56 properties and facililies in the New Territories under the
e LMEEEE Government Property Agency

o IEEREE28%E Kingsford Terrace in Ngau Chi Wan

o SRSEEE ST Villa Sapphire in Tuen hMun

Dragon Inn Court in Tuen Mun
2 3
= E-_F\ﬂ@i&ﬁixﬁﬂ Secuth Hillerest in Tuen hMun
o {EFGEIM

Mo, 28 Ko Shing Street in Sheung Wan
Grand Villa in Causeway Bay

ERGEERETRTRAEESH - gHH The EAGJ“%”' Ke””gdy Town
Ve R R E TS R E AT E I - e S damian iea
Urban Group will continue to expand its business to maintain its

positioning as the Quality Market Leader in property assel and facility
management.
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Service Enhancement Committee paves way for

Quality Service Delivery
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[o stimulale and encourage its management personnel and Trontiine
slafl lo provide high quality sendces 1o its cuslomers, Urban Group
formed a Service Enhancement Committee in August 2005 to
strategically plan effective quality enhancement measures.

Based on the convergence of the 3 gear forces of the Urban
Premier Management Model™ — "People”, “Process” and "Perfor
mance" - lhe Service Enhancement Commillee has eslablished 10
working sub-committees in the 3 strategic functions of:

1. Staff Motivation Strategy (in recognition of staff achievement,
coherency of team spirt and identification of elite staff within the
Group).

2. Standardization Improvement Stralegy

3. Performance Monitoring Strategy

Through the launching of innovative and effective programmes such
as the outstanding security guards selection, cleaning competitions,
the Christmas decoration competition, the introduction of foot mas-
sage senvices and the mysterious visitor programme, the sub-com
mittees aim to arouse the enthusiasm of Urban Group's staff with the
ulimate goal of the delivery of quality services to exceed customers'
expectations,

SERVICE ENHANCEMENT COMMITTEE

SiB 8 T 58 Staff Motivation Strategy

Festival Environmental

Decoration and Health
O e e
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Performance Monitoring Strategy
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The Accolades of Prestigious Concierge Service
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Luxurious and attentive services are no longer exclusively available
at 5-star hotels. Since 2004, Urban Group has taken the lead in
introducing upmarket concierge services to its luxurious properties
including Parc Palais in Homantin, No.2 Park Road at the Mid-levels
and 33 Island Road in Deep Water Bay.

Urban truly understands the quest of its valued customers for quality
living and is dedicated to providing its valued customers with a wide
range of unique and personalized gold butler services ranging from
banquet reservation and catering services; party gatherings; enter

tainment and event amangements with supporting equiprment and
amenities; limousine pick up; househaold cleaning and pest control;
emergency home repair services; home insurance; postal mailing
senvice; express delivery services, flower ordering and delivery; laun-
dry services; newspaper subscription and delivery; fresh milk deliv-
ery senvice; foot massage service; taxi caling service and air ticket
arrangement, and even dynamic specialty referral services like body

guards and fitness trainers.  Additionally, a diversily of senvices like
stamp sales, secretarial services and free loan services for small
equipments, tools and umbrellas are also provided.

In August 2005, Urban Group first launched a brand new property
handover service for the owners of Parc Palais — "Parc Palais Super
Luxurious Property Owners Handover Day — Summer Sunflower
Party and Rolls Royce Concierge Services". Owners of Parc Palais
were picked up by Rolls Royce limousines and escorted by Urban
Group's customer ambassadors to their new apartment.  Urban
aims to deliver a joyful experience to its customers comparable to
that of a six-star hotel,

In order to provide the best services and to meet the changing
needs of its customers, Urban Group from time to time provides on-
the-job training to its frontline concierge staff to ensure they can best
understand and identify customers' needs and offer appropriate
assistance for the delivery of quality hospitality services to the satis
faction of its customers,
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Promoting a New Vision of Business Consultancy

Services
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Urban Group commenced its business in Mainland China by setting
up Guangzhou Urban Property Management Limited in 1994. Iis
major focus is to provide professional management consultancy
senvices to business counterparts in China and to explore new busi
ness opportunities.

Starting from 2002, Urban Group has participated in various familiar-
ization programmes with well-known property management compa-
nies from major PRC cities including Shanghai and Guangzhou.
These programmes enable participants to enrich their skills and
knowledge in professional property management,

Urban Group also offers facility and project consultancy services for
customers in Hong Kong. Synergies created through NWS
Holdings and its strategic business units, combined with its profes-
sionalism and intemal efficiencies, enable Urban Group to work
effectively with owners and developers at various stages of property
development. Urban's abjective is o devise, at an early stage, the
most cost-effective programmes for on-going property services.
lhe Group also seeks business opportunities through independent
companies that bring added dimensions and an expanded market-
place for its service
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Professional Crisis Management
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To safeguard the health and assets of its customers, Urban Group
established the “Crisis Management Committeg” in 2002, Under
the Committee, the "Urban Crisis Communications Centre” was
established to be responsible for implementing crisis managerment
measures and carrying out educational activities about environmen-
tal sanitation management. In February 2004, the "Urban Group
Environmental Sanitation Management Scheme” and “3-Tier Crisis
Communication Alert System” were launched by the Centre to
ensure preparedness for and response to potential infectious dis-
eases occumng in Hong Kong.

In July 2004, in view of the outbreaks of Dengue Fever and
Japanese Encephalitis, the Centre launched a 3-month “Anti-mos-
guito Cleaning Campaign” in all properties and facilities managed by
Urban and worked hand-in-hand with its customers to create a
hyagienic living environment.

Urban Group took the lead to launch the unique and comprehensive
“Urban Group Environmental Sanitation Management Handbook™ in
2008. The Handbook consolidates all information on Urban Group's
crisis management strategies and polices, guidelines on personal
hygiene and cleaning of public areas and preventative measures for
infectious diseases.

The Handbook is available at www.urban.com.hk and
wwwilrban.com. hk.
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“Christmas Bell” - Annual Customer Satisfaction Survey
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With the aim to collect opinions from its customers so as to better
understand their expectations of Urban's services, which in tum may
help enhance the Group's senvice standards, Urban Group has car-
ried out the annual comprehensive Premier Customer Satisfaction
Survey Programme — The Christmas Bell Programme since 2001

The survey in 2005 was held in December of that year when
112,557 questionnaires were sent with an overall return rate of
12.41%.

The survey covers a wide range of attributes including:

* Management Staff Service

o Facility Management Service
* Security Service

* Cleaning Service

* Environmental Care Service
& Community Service

¢ \alue-added Service

* Overall Management Service

OVERALL SATISFACTION

(i) 84.3% of Customer Representatives satisfied with
Urban’s services

Around 84.3% of the retumed questionnaires ranked Urban Group

above satisfactory, among which 34.19% ranked us at "Premier" and

"Quality" level in the market place, respectively an increase of 4.66%

from the survey in 2004,

(i) 83.39% of customers rank Urban better than its rivals

In the survey, around 83.39% of the replies rank Urban Group as
delivering service either "Better” or "Same” as other market players.
Among which, 48.76% interpret Urban as “better” in overall service
quality, an increase of 0.76% from the survey in 2004,

I'he result of the 2005 survey is encouraging, showing that Urban
Group received not only Total Customer Satisfaction, but also a full
recognition of the quality of its service by the customers.



Parformance of Environmental Care Services (IRINERKm)

Performance of Community Services (%
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Urban CRM Programmes
Understand Customers Demands
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Urban Group believes that maintaining 2-way communication wilh its cus
tomers can help establish mutual trust and allow us to understand thelr
needs in order to tailor services to them. Through organizing Coffee
Evenings, Golden Touch and various customer relationship management
(CAM) programmes between 2002 and 2005, the Group can enhance the
communication with its customers to better satisfy their demands.

Coffee Evening — Listen to the Customers

Customers’ expectation forms the basis for Urban's service design. Urban
Group has been striving by every means to collect the views of its cus-
tomers and to cbtain the latest market knowledge with a view to fine-tuning
its senvices, "Colfee Evening” Is one of ils CEBM programmes 1o sdlicit cus
lomers' opinions. Individual Eslate Management Offices organize this kind of
gathering for its customers at selected intervals, This programme establish-
es golden opportunity for Urban's customers to express their views and
suggestions on the Group's services and s also a goad platform for its staff
to develop good relationship with the customers,

Golden Touch — Tailor-made to fulfill Customer Demands

The "Golden Touch" is another CRM programme to understand customer
needs, By adopting staggered working hours practices, Urban's staff is able
to meet those customers who need to work during nommal office hours,
aither early in the moming o In the evening. This is lo make sure that the
demands of all customers can be catered for.

Other than the above, Urban Group has also established good relationships
with its customers and a better understanding of their needs through organ-
izing various CRM activities in the last few years. These include: Spring
Reception or Lion Dance during the Chinese New Year, Drawing
Gompelition, souvenirs for Mother's Day and Father's Day, summer classes,
training courses for preparing dumplings in Dragon Boat Festival, perform-
ance for the Mid-Autumn Festival, Christmas and New Year camivals, and
group outings and visits,

Urban Group also helps to promote civic education to its customers
hrough a variely of activities such as fire diills and fire prevention seminars,
prometional activities for recycling of used materials, old clothes, tools and
equipment, Afforestation Day, home care and safety talks, and cleaning
campaigns. Through organizing these activities and the participation of cus-
tomers, Urban Group assists the Government to spread the messages of
safety, envircnmental protection, and harmonicus family to its customers
wilh a view to building a belter community, a beller living environment and a
better nelghbourhood.
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Rejuvenation Projects prolong Property Life Cycle
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Despite having proper maintenance, the structures of a building,
including the materials, components and elements, are subjected to
different level of damage or wear and tear because of various external
factors such as air, wind, humidity and climate changes, and intemal
factors such as condensation, temperature, pallution, effecls of chio
rine used in indoor swimming pools, together with deliberale misuses
and vandalism. Serlous damage may pose a public danger, and tem-
porary or permanent interruption of several functions currently facilitat-
ed by a buiding. These may cause inconvenience to the property
users or damage to the cwners.

Urban Group truly understands that comprehensive buiding mainte
nance and re-decoration is necessary. Urban's comprehensive main-
tenance and re-decoration services can be arranged periodically or
customized for specific demands. However, both arangements are
aimed at the following results; eliminating public danger; retaining
designed functions; keeping asset value; and trimming down wear
and lear expenditure. Being a Quality Market Leader in the property
and facility management market, Urban Group adopts a unigue prop-
erty asset management concept, incorporating comprehensive main-
tenance and re-decoration senvices and introducing building rejuvena-
tion services to its valuable customers.

I Urban's buildings, rejuvenation may not only eliminate public danger
and trim down dally expenses, it can also make a change to the build-
ing suitable for purposes other than ariginally planned and designed.
The ultimate goal is to Increase asset value rather than simply retaining
its value. During the process, Urban's professional engineering staff
carry cut improvement work, additions or alterations to buidings. The
Group adopts advanced technology o enhance lelecommunication
network systems so that ils customers can enjoy the benefils of effi

clent and effective communication and information exchange, Urban
also adds in envircnmental elements that result in energy saving, pro-
ducing lesser waste, increasing greenery and improvements in indoor
air guality. Through building rejuvenation, the Group helps its cus-
lomers lo increase their asset value. Building rejuvenation is a total
solution to recycle the life of a building before the resale price
decreases 1o scrap value. Building rejuvenation is instrumental in
keeping buildings lasting longer under our portfolio.







orate Report | 2004-2006 | v > B 50 Bik

% Lrban Group Con

ERAEZ ML E2EMEE(LETE

Building Rejuvenation Plan for Mei Foo Sun Chuen
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As the pioneer in the Hong Kong property asset management indus-
try, Urban Group comprehends that the implementation of timely
building rejuvenation programmes to extend the property life span
and protect the salety of ils customers is significant lo the enhance-
ment of the property value.

In order to attain the goal, projects of building rejuvenation have
been implemented in Mei Foo Sun Chuen — a large scale compos-
ite residential development in Hong Kong.

Urban Group has stipulated a comprehensive Integrated Property
Asset Value and Faciliies Rejuvenation Plan for Mei Foo including
renovation work of external walls and the main lobby, re-rocfing,
replacement of electrical systems, plumbing and drainage systems,
and lift systems, installation of air-conditioning drain pipes as well as
upgrading of securily systems,

The rejuvenation project in Mel Foo Sun Chuen has been underwvay
since 2003. A number of the projects have already completed and
the resLits have been well received by the custemers. It is expected
that when the whole rejuvenation project has been completed, it will
give a new look to the property and its asset value will be very much
enhanced.
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Urban Environmental Sanitation Management
cares for the Health of Customers
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Urban Group cares for the health of its customers, In view of the
recent outbreaks of infectious diseases such as SARS, Avian Flu,
Dengue Fever, and EV-71 in Hong Kong, Urban's Crisis
Communications Centre introduced the Ervironmental Sanitation
Management Scheme in February 2004 to implement a comprehen
sive range of precautionary measures against infectious diseases in
all properties under its management and to set up guidelines and
provide updated information for its customers and staff members to
fight against these diseases.

“The Urban Group Environmental Sanitation Management Scheme”
comprises a series of preventive and precautionary measures,
which include:

e Communicating information on precautionary measures through
the "Urban Group Crisis Communications Centre";

* Setting up a "24-hour Customer Service Holling” for customers'
inguiries;

* Establishing the “Urban Group Environmental Sanitation
Management Bulletin Bcard” in all properties to transmit updated
information to the customers;

¢ Strengthening the cleaning services for all common areas of the
properlies,

¢ Inspecting all public drainage and pipeline systems of the proper-
ties to ensure they are working properly;

¢ Ordering sanitation and protection materials for the customers;
and,

¢ Closely monitoring the health situation of Urban Group's frontiine
staff at all properties.

In addition, Urban Group also introduces a “3-Tier Crisis
Communications Alert System” o protect all its customers against
the diseases and to keep them well informed about the most updat-
ed information as well as relevant preventative measures, so as to
maintain and ensure a clean and hygienic living ervironment for its
customers.
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Urban promotes Environmental Management for
sustainable development
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Urban Group implemented a series of tasks initiated by its "Green
Care Committee" with the goals of "Envircnmental Care and Green
Lifestyle” to formulate its long-term “Premier Environmental Care
Stralegies” and "Sustainable Development Measures”.

The Commitiee has implemented a 68s Ervironmental Management
Model incorporating Reduce, Recycle, Reuse, Replace Disposable
Materials, Re-educate and Remind Urban's customers of the impor-
tance of environmental protection. One of Urban's long-term goals
is to reduce expenditure through reducing resources. This can be
done through using energy saving appliances, reducing the usage
time of the appliances, water saving, purchasing recyclable and
environmentally protective materials,

Owver the past 3 years, Urban Group fully supported the various envi-
ronmental protection, waste reduction and recovery as well as ener
gy saving plans of the Ervironmenlal Prolection Department and
encouraged its customers o participate in aciivities like the "GR
Waste Recovery CGampaign”, recycling used rechargeable batteries
and used electrical appliances, recovery of used electrical appli-
ances and computers, the "WastewiBe Scheme” as well as other
energy saving schemes demonsltrating its efforts to protect the earth
and to provide a green lifeslyle for ils customers,
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Urban Professional Shopping Centre Management
establishes regional shopping hubs
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Urban Group has over 40 years of substantial experiences in profes-
sional shopping centre management, and has successiully estab-
lished commercial and retail property assets to become regional
entertainment hubs in Hong Kong. Park Lane Shopper's Boulevard,
as one of the remarkable landmarks in Hong Kong, has been man
aged by Urban Group since its sstablishment in 1986.

In addition to its prime shopping centre management services,
Urban Group specially designs festive lighting decoration and fea-
tures with different themes for the Boulevard every year. In 2004,
with the theme of "the Pearl of the Pearl - Park Lane Shopping
Carnival”, Urban Group designed a 1,100 feet long delightful festive
decoration signifying a miniature of the landmarks of Hong Kong.
And the use of 150,000 light bulbs has successtully established
Fark Lane as a popular shepping hub and a remarkable landmark in
Hong Kong. A huge 3 metre tall castle features with bubbles was
designed and located at the Boulevard in 2005, establishing a warm
and enjoyable shopping environment at the arcade.

Apart from the glamorcus and festive lighting, Urban Group
launched the annual Park Lane Shopping Camival programme with
a series of fabulous performances to enrich the festive atmosphere
and shopping spree of the people.

Urban Group will continue to maintain and upgrade ils quality servic-
es with the spirit of Total Quality Management so as to create Park
Lane as a "Six-star” Shopping Centre which tourists cannot miss
and to provide the best retail atmosphere to all shop tenants in Park
Lane.
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The Value-added Concierge
Rolls Royce Limo Services
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Urban Group realizes that traditional property management services can-
not fulfill the increasing demands of customers.  In view of the increasing
demand for limousine services by customers of luxurious properties,
Urban Group has lined up with Herlz, the world's largest car rental com-
pany in 2004, to offer Rolls Royce limousine senvices, chauffeur booking,
warranty and maintenance, 24-hour emergency customer service and
global Hertz No.1 Club membership for its customers.

Urban Group's customers are invited to enjoy year-round car rental dis
counts, aifine and holel privileges, free gifts and updates on seasonal
promaotions of Hertz's services in more than 7,000 locations across 140
countries around the world. Whenever Urban's selected customers want
to ride in a limousine or to pick up their fiends anywhere in the world,
they may call the Group for such personalized services,
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Customer and Market Focus
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The Creative Thematic Billing Statements —
“Seasonal Greeting Card”

EHEEABREIFRE  BAAEFEIE —E M  Uban Group has brought a new concept to customer biling state-
ERAEHEE . BARSEFHNERS L HeY 5% ments by infroducing monthly thematic designs during the past 3
EERORE - 120045200660 - SHEEARS years, \With a special greeting to ils customers, Urban Group has

RHTAHVABENTERE - BARESHRA
AHEE -

added value to its customer service level. Between 2004 and
2006, the Group prepared more than 20 different thematic biling
statements for its customers to bring a different surprise to them
every month.

H2004Z2006%F * HMRFFMHAANEREELE

B The themes adopted from 2004 to 2006 include:
2006 F# Theme
January #E R Happy New Year 2006
February E& 5 WMAE Happy Chinese New Year with our Corporate Fai Chun
March TR AR FELEETF Join Hand to Prevent Avian Flu
April {ERENRE Happy Easter
May BREIRE Happy Mother's Day
June A ERtRE: Happy Dragon Boat Festival
July HEEFRIFEE The 9th Anniversary of the HKSAR
August EH%H:E Happy Summer Times
September A0S EEFEHERF - LEMEET 40 Years of Quality Real Estate Services— Building a Harmonious City
2005 *# Theme
January B E M Happy New Year 2005
February  =ES# WAHEL Happy Chinese New Year with our Corporate Fai Chun
March B 47335 Wishing You Fortune in the Year of Rooster
Apiil EBANR4 Happy Easter
May BV 2005 [ THREESET | R 2005 [A#RESET | Urban Group awarded as Best Employers in Asia 2005
June B3 3b% A E4%H Happy Dragon Boat Festival
July {@iEEF BEE Celebration of 1st July
August EHAAZHEE Happy Summer Times
September  Fk{EE A AMEE Happy Mid-Autumn Festival
October  @R[FI A EEE Happy National Day
November — MXARE( {@fdie [EMaTAm®El I
The CSR mission of "Urban Community Care Alliance’—Establishing a Harmonious Society
December  EEHLHR%E Merry Christmas
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Customer and Market Focus
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Urban Value-added Services for
Total Customer Satisfaction
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Between 2004 and 2006, Urban Group has introduced a number of new
and innovative value-added services in its portfolio for the total satisfaction of
its customers.

Urban has lined up with Yan Oi Tong Mobile Chinese Medicing Centre, the
Hong Kong Family Planning Association and Chinese Medicine practitioners
in various properties to provide free consultations in Chinese Medication and
health checks for its customers.

Urban Group also lined up with the Employee Retraining Board to provide
Foot Massage services for the customers of its luxurious properties,

Urban Group also launched the "Homemade Soups Ordering Service" with
The Neighbourhood Advice-Action Council at various properties under its
management, providing a full menu of delicious homemade soups for cus-
tomers.

Urban Group’s objective in jointly organizing these value-added services for
its customers is to provide on-the-job training and career opportunities to the
mentally disabled people of the Neighbourhood Advice-Action Council, and
to provide a new value-added service to its customers, reflecting its
Customer First service mission to exceed its customers' expectation.

Urban Group also joined the "People’'s Food Bank” scheme organized by St
James' Setllement o encourage its customers to donale dried food, rice,
and canned foods for the needy people. The food collected is distributed
through social workers to the needy in society including street sleepers, low-
income people and families, single families and newly immigrated families,
The “People's Food Bank” is also attached to the "People’s Food Canteen”
senvice organized by St James' Settlement, to provide free meals to pecple
everyday.

The "People's Food Bank” is a new approach of Urban Group to care for the
community aiming to draw the attention of society to care for the underprivi-
leged groups in Hong Kong.”

Neighbourhood Watch Project enhances understanding
among customers

Through participating in the Neighbourhood Watch Project of Harmony
House, Urban Group has trained up its securty personnel on the concepts
and basic skils for handling domestic viclence. The trained security person
nel act as the bridge among the customers o help improve neighbourhood
relationships.

I'he Project helps build a strong community network by disseminating the
message of preventing domestic violence, to improve communications and
to enhance the ceoperative and caring spirit of customers,

The Project paves the way for the property management industry fo partici-
pate in social affairs and enables Urban to assist various NGOs to provide
senvices for the needy people in society. It also helps enhance the senvice
quality of Urban's frontine management personnel and helps improve com-
munication and set up a support network for customers, so as to create a
pleasant and harmonious living environment.
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Sme@rtUrban™ Systems enhance Service Efficiency

and Effectiveness
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It has been 6 years since the first deployment of the Sm@rtUrban™
systems in 2000,  Impressive improvements have been cbserved in
Urban Group's service efficiency and effectiveness. For instance, the
ALL(JLJI’H Receivable System and Point-Of-Sales System have suc
essfully improved both efficiency and accuracy for the entire
proces;s' of Service and Management Fee collection for both the
Group and its customers. The efficiency of the overall billing process
has been improved by more than 100%. In terms of improved serv-
ice for customers, Urban has introduced a multiple, fast and conven
ient Service and Management Fee Settlement Service including
Payment by Phone (PPS), payment by internet and e-banking

Urban has caried out continuous deployment of the Sm@riUrban™
systerns which covered all properties and facilities managed by the
Group in mid 2004, On-going deployment has been continued for
new management contracts, Furthermore, throughout the deploy
ment process, reviews of the service are conducted and areas for
improvement are noted. Both major and minor revamps for different
modules such as the Account Receivable System, the Customer
Relation Management System, the Club House Management System
and the Work Force Management System have been caried out to
fing tune the system so that optimized service can be provided to
streamline operational process as well as to cope with changes in
the operational environment.

In 20086, the Group has focused on enhanr“ement of hardware and
natwork infrastructure of the Sm@rilUrban™ systems to ensure sys-
temn reliability and stability to cope with the rapid growth of the busi
ness.
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easurement, Analysis and Knowledge Management

Outstanding Achievements of Quality Systems
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To achieve Urban Group's mission to become the Premier Property
Asset and Facility Management Group in Asia, the Group has devel-
oped a set of Key Performance Indicators (KPIs) fulfiling the require-
ments of ISO 9001, IS0 14001 and OHSAS 18001, KHFls are the
key yardsticks for monitoring processes in Quality, Environment and
Safety Management System, providing objective and measurable
information to the Group in understanding variables, solving prob-
lems and improving efficiency.

KFis are not just figures fulfiling the commitment 1o the requirerments
of management systems and the goal of continual improvement, but
Urban also aims to provide measurable objectives leading to the
realization of its corporate vision and missions, A total of 17 KFls
have been established to monitor the Group’s performance in the
following 7 areas: Financial Control, Technical Service, Security
Service, Management Service, Innovaltion (Design and
Development), Supporting Function and Cosl Effectiveness and
Competitive Service, Monthly reports of KFls are consolidated to
allow measurement, review analysis, interpretation and modeling by
the senior management so as to provide a better understanding of
the nature, extent and causes of variability in each key area. Such
analysis can help in reviewing senvice quality and addressing oppor-
unities for improvement,

To ensure its customers have a secure living place, Urban empha-
sizes the impartance of security training. The Group has increased
its percentage of the accumulated fraining rate by 2.9% from 2004
to 2005, This resull was clearly reflected in the continuous
decrease in the percentage of property with monthly average of over
0.5 cases of crime from 10% in January 2005 to 5.4% in December
2005. In the area of financial contral, it is Urban's key task to main-
tain a healthy financial condition for all of its managed property
assets. From this position, the result of the average amears rate of
all properties was continuously maintained at the level of £.2% in
both 2004 and 2005, In addition, Urban Group always prepares
itself for emergency cases. The Group's record showed that over
98.7% of emergency cases were attended by its staff within 2 hours
(during non-office hours) after the breakdown of major faciliies. For
2004 and 2005, 99% of the emergency cases were handled by its
staff within 10 minutes of the event occuring.

The KPls for Environmental Management Systerm were categorized
into 8 elements with a view to minimize the adverse effects on the
environment from daily operations. The 8 elements included (1)
waste reduction, (2} recycling, (3} energy saving, (4) ncise reduction,
(8} environmental protection, (6) pallution prevention, (7) cost saving
and (8} legal compliance. For the Cccupational Safety and Health
Systemn, the main KPP was to ensure that activities carried out by the
Group did not harm the safety and health of our staff, confractars or
the community. Urban Group aims at reducing the accident rate in
the coming years for all property asset and facility management proj-
ects to achieve the ulimate goal of zero accident rate.

Ihe setling and measurement of KPls has significant implications for
the evaluation of product quality, operational effectiveness, financial
performance, and the satisfaction and confidence of Urban's cus-
tomers. Hence, the Group will review the suitability of KFls annually,
both in terms of acceptable levels and coverage to achieve continu-
ous improvement.
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i-Urban™ - An Innovative Management Platform
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2en 2004 and 2005, 5 new property websites were

through the i-Urban™ portal. The total number of u erved b ,tl 12
portal increased to 50,000 and the average page visit rate is over 1
million visits per month,

lo cope with the grow
carried [)LJl In 20C

lh in UlI|I/dlIer| a n']ajr'u rr“«'zlmp exercls

W -‘f]lporrﬂed into the revamped por ['rl| Io provide better senvice
an rl information to end users, The enhancements include:

lenant Zone,

* More |eisure, life-siyle and personalized content
Instant News, Entertainment, Wise Buy, Living Links;

o Urban Pulse - Provision of information on Urban Cormmunity and
Urban News to enrich the communication between Urban Group
and residents;

e gCard Comer — Animated eCard for usars/residents to download
and an interactive eCard programme which allows users to
upload their own photos onto the preset background frames,

Besides the portal senvices, there were also major upgrades and
enhancements of the Email system and infrastructure to cope with
the utilization growth as well as the latest service standards. The
enhancements include

* |nce ation of the latest email protection systems — Antl-Virus
and Anti-Spammer,;

e System hardware upgrade and re-configuration to improve serv-
ice performance and reliability;

e [nhancement of data protection sys
and network security.

s such as data backup

» portals plus -Uban™ (iuban.com. hk)
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Measurement, Analysis and Knowledge Management
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24-hour Customer Service Centre provides
round-the-clock service supports
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“Performance-Oriented” Management System linking
Performance with Rewards
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Urban Group infroduced the concept of "Human Capital” in 2002,
Its top management believes that the acquisition, investment and
usage of high guality "Human Capilal” is beneficial to both employ
ees' career development and the Group's business return and
growth, and is more valuable than the traditional concept of "Human
Resources'. Being awarded as one of The Best Employers in Asia
in 2005 was a recognition of such reform.

Urban Group emphasizes the quality of its human capital and
improvement in working performance, To this end, individual and
team awards have been set up. For instance, the "Outstanding
Employee Award”, "Outstanding Leader Award”, "Staff Innovation
Award" and “Excellent Service Enhancement Team Award” serve to
appreciate and recognize the “Role Model of Urban'.

Urban Group implemented a 8680 Performance Evaluation System
to evaluate its staffs performance in all aspects. Two schemes are
included:

e Strategic Employee Evaluation and Developmentl Scheme
(SEEDS) is a mechanism for employees o report their improve
ments in qualifications and capabiliies and planning for thelr own
career development, It is a measurement todl for employess 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 todl which incorporates the
concept of the Malcolm Baldrige 7 Criteria, the concept of
Balanced Scorecard, 12 job-specific core competencies and
measurement of Key Result Areas (KRAS).

Furthermore, Urban Group implements a performance-based dis
crefionary bonus system with close linkage to staff's working per-
formance. Salary adjustment, promotion and yearend bonuses to
staff in Urban Group are determined in accordance with individual
working performance. The performance-based bonus system clearly
demonstrates Urban Group's determination to reward all staff
according to their performance and that staff with excellent service
and outstanding performance will be justly rewarded,
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The flexible and efficient HumanCentric System™
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HumanCentric System

| HumanCentric System

Urban Group adopts the HumanCenlric System developed by Cif
Solutions Limited.  The advantages of this system are its flexibility
and its powerful functions in cost and benefit analysis. It also has
web-based functions which allow employees to submit and refrieve
information from the system through a web interface, including e-
Leave, e-Benefits and e-Training, and e-Allowance Claims. It can
help to streamline the human capital management process and
improve efficiency.

Through the implementation of this system, Urban can maintain a
database of academic qualifications, experience and talent of its
staff, It helps maintain high flexibility in the recruitment, perfarmance
assessment, promotion, transfer and training and development of all
slafl, so as lo continuously improve manpower quality,
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Setting up the Human Capital Coordinator Network
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Urban believes that the development of the organization relies on
recruiting and retaining talented professionals,  The Urban Warriors
are Urban Group's qualified disciplinary force, who account for over
60% of its total workforce.  In order 1o assist the Property Manager
and the Human Capital and Training Department, a Human Capital
Coordinator Network was established in August 2004,

The key function of the Human Capital Coordinator (HCC) is to act
as an on-site Human Capital Representative to assist the Property
IManager implementing all human capital related policies and proce-
dures. The HCCs have to (1) ensure these policies and procedures
are communicated and properly implermented at site level, (2) recruit
and retain our talented warriors, {3} act as a bridge between the
Human Capital and Training ariment and the site ) assisl
the Property Manager in managing the Urban Warriors according to
the Group’s policy.

[o enable the HCCs to exercise their roles effectively at site, the
Human Capital and Training Department has designed a Security
Personnel Management Workshop for them.  The workshop covers
recruitment proceduras and criteria, internview technigues, introduc-
tion to the career path of Urban Warriors and their related training.
The workshop was initially given to our top management and the
y Managers to cbtain their support before ro
HCCs, Bvery quarter, communication sess
update the HOC:

Department and ICAC are invited to these sessions to strengthen
the knowledge of the HCCs. So far, 5 workshops and 8 communi-
cation sessions have been conducted.

Ower the past 2 years, the HCG Network has made a great contribu-
tion to recruiting qualified security guards as Urban Warriors accord-
ing to related Ordinances and pre-set criteria.  They also assist the
Property Managers in the daily supervision of the guards. Hence,
communication with Urban Warriors has been improved with HCCs
acting as intermedianes. A more harmonious relationship is main

tained and labour disputes are therefore reduced.
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Quality Training Strategy builds Quality People
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Urban Group believes employees are the Human Capital of the Group,
The concept of "Human Capital Management” has been adopted since
2002, It reflects Urban's philosophy of valuing people.

To cope with its business development and growth, Urban Group
adopted the "Human Capital Quality Enhancement Strategy” and the
"Knowledge Mastery Strategy”.  The two strategies compllement each
other. The "Human Capital Quality Enhancement Strategy” stresses
recruiting talented individuals and encouraging them lo leam continu-
ously and to acquire professionalism. The "Knowledge Mastery
Strategy” emphasizes the management and transfer of knowledge
through value cloning and cultural change.

Urban Learning Centre for internal training demand

To cope with increasing training demand, Urban Group invested in a
second Training Centre with a capacity of 70 seats in 2004 in addition
to the industry-first multi-media "Urban Leaming Centre” which came
into service in 2001. The two learning centres provide a comfortable
leaming environrment for Urban's staff,

The Urban Corporate University initiates a learning
culture

lo be the pioneer in the Hong Kong property and facility management
industry, the Urban Corporate University was established in
October2004 to provide various cerlificate courses to Urban's employ-
ees, allowing them to continuously absorb new knowledge and new
technology. Encouraging staff to participate in and benefit from lifetime
leaming results in increased service quality.

The Training and Career Development Committee
spearheads Knowledge Management

To become a leaming organization, encouraging self-study and knowl-
edge management are the long-term goals of Urban Group. In 2002,
Urban established the Training and Development Committee with the
aims to (1) inspire staff to learn actively (2) hence increase work efficien
cy and (3) share working experience amongst colleagues and within the
organization.  Under the direction of the Training and Development
Committee, many training programmes have been introduced, such as
the "TOM Commitment Day’, the "Graduate Trainee Programme”, the
"Urban Warrior Scheme”, the "Strategic Forum”, "The Rainbow Project”,
and the "Security Personnel Management Workshop”.

Urban offers a wide range of certificate training courses for manage-
ment staff, for example; Core "TQM", Core "Property”, Gore "Technical”,
and Core "Security”, while for the frontline staff it provides TQM
Customer Service courses and Urban Warrior Service courses.

Urban believes that its brand is the Group's talented professionals.
Under the approach of “Keep it Simple, Make it Fun®, a wide range of
training courses are designed for them following the annual Training
Need Analysis from which the Training Plan is derived.

Providing Training Subsidies

To encourage staff to learn, Urban provides “Training and Leaming
Subsidies" to qualified staff. Also the Group sponsors the cost of pro-
fessional membership fees for its staff to encourage them to acquire
related professional memberships.
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Developing young talent for continuous corporate

SUCCess

BEREE-RBNFIRERAT - MEBHETK
BEXERFAHEUEIDERERERBR - B
198742 « BT HEN [TTHREERENE] -
HUESEEEH-MESBHEMNRT - ARERR
BIsAEBRRIAFDD - KA XF=ERN
(MBINTBRBEEREREEARRMEILA -
AUEEERRE  QFEBHTHERRTES
ERMRIGHEMY B [AFAL] WEXE
B QREBLRIAMNERE

MTHREER B8] EXRZEI

EHEER2003F R [TTHERERTHE] &
B EREENE S REIE  BirdefI ABEE
EAEMTHEES: @ X AH3FEESEIGRE -
ZTBAEA RSB TR EETERE
RARMEEREFEFEETANEERGREY
XTI o o - BT EIRIAENE B
MITBRRBEEZHEBNEMNEE S M
EXDREHZIERARES - HHIEIIARE
RREHE  EHhER - ZEAE - BAEHRE
BERBTEENRS - HEEIIFEIE 20065 157
MER  EEEBHAETHRERRALREEN
MBRIEEHRE - ARAREBEEMASE -

[FBxarE8l] RAEBEFES

BRFE2003 5 £y [TTRERR B S]] B8
I BRRIM - FHRN20045 250 [FBiat
Bl -BABRFEABOITTNEHE  BE2E
& A HEEEE-BFFROMAEBEMX
BEXE  MRABWARNEALERF - REZEBIL
AEARBETMITBREEEEZ REREN
BAlRE - M ERZIRD RN TEEIEEE
PAREVE R - REERER - RARHLMBER
WRASSHRBE - BELSEHRT -

Urban Group always stresses the nurturing and development of tal-
ented people. Hence, the Management Trainee Programme has
been conducted regularly since 1987, which provides the Group
with a pool of distinguished talent for sustainable development. The
Programme has three main objectives: (1) to train and develop
trainees as future leaders of the Group; (2} to create a senvice-ori
ented culture which is characterized by developing potential young
professionals with the right mind-set from the beginning in order to
inspire others to provide quality service as well; (3) to provide a clear
career path for trainees who demonstrate commitment and loyalty
and who have successfully achieved the desired performance stan-
dard.

The Executive Management Trainee Programme

During the "Executive Management Trainee Programme" held in
2003, a total number of 46 university graduates were recruited as
Executive Management Trainees after a series of tests and inter-
views. They received a 3 year comprehensive full-time training pro-
gramme. Throughout the programme, they were assigned o vari-
ous reputable or well-established properties to develop their talent
and to leam the professional knowledge of property asset manage-
ment skills through on-the-job training.  Additionally, a "Mentoring
and Supervising System” was specially set up in which mentors and
supenvisors were responsible for providing support and professional
advice 1o trainees’ career development and giving guidance o
trainees at work. In addition to on-the-job training and "mentor and
supervising system”, the "Executive Management Trainee
Programme" also included field training, classroom training, experi-
ence sharing, monthly reporting and various project assignments.
The "Executive Management Trainee Programme” came to a satis-
factory conclusion in early 2006, Trainees with outslanding perform-
ance have been promoted to senior positions, leading to successiul
career prospects.

The Sunshine Project

Following the success of the "Executive Management Trainee
Programme" in 2003, the Group launched “The Sunshine Project” in
2004 — a programme targeted at recruiting outstanding university
graduates. "Sunshing” refers to the vigorous and briliant attributes
of the young talent. As implied by the name of the programme, the
sunshine project aims at developing a group of young, bright, ener-
getic university graduates of high potential to be the future leaders of
Urban Group. A total number of 14 graduate lrainees received a 2-
year comprehensive full-time training programme in order to acquire
knowledge of property asset and facility management. Graduate
trainees were then assigned to work in different portfolios and
exposed to various departments which enabled them to grasp a full
picture of the management of various property assets and facilities,
Those graduates with excellent performance and potential will be
promoted o senior positions.
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Demonstrating corporate citizenship - The Middle
Aged Employment Programme
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Between 2004 and 2006, Urtban Group actively worked with differ-
ent organizations to camy out programmes to recruit the unemployed
middle-aged and successfully transformed them into qualified man
agement staff by providing them related training. These outstanding
programmes are “The Rainbow Project” and the "Employment
Programme for the Middle-aged”. Urban believes that these pro-
grammes can create a win-win situation between the job seekers,
the Group and its customers.

“The Rainbow Project”

In recent years, because of the changing economy, many experi-
enced middle level executives with supervisory skills have become
unemployed, Urban believes that they can be re-trained to become
valuable human capital for Urban. As a result, Urban actively sup-
ported the Employees Retraining Scheme to provide career oppor
tunities for middle aged job seekers. Urban co-organized with the
Employees Retraining Board and the Hong Kong Young Women's
Christian Association to conduct retraining programmes on property
asset and facility management. Titled “The Rainbow Project”, the
programme aimed to provide an opportunity for middle level execu-
tives from different industries to rebuid their career in professional
property asset and facility management.  The graduates of this proj-
ect were hired by Urban and some of them were later promoted to
senior operation positions.

“Employment Programme for the Middle-aged”

In response lo the Govemment's appeal; "Employ the middle-aged -
Utilize human resources to their fullest”, Urban Group also joined the
“Employment Programme for the Middle-aged” launched by the
Labour Department. It is geared to assist middle-aged job seekers
to secure sustainable employment through targeted employment
assistance and on-the-job training.

In the programme, Urban assists middle-aged and long-term unem-
ployed in self-upgrading through on-the-job training and personal-
ized counseling. Moreover, an experienced staff member will be
appointed as a mentor for the employee concemed, allowing evalu-
ation and feedback to be obtained.

The most encouraging part is that over 600 job seekers have been
successiully placed in Urban under the “Employment Programme for
the Middle-aged" so far and their performance is satisfactory.
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Urban Strategic Forum consolidates collective wisdom
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It is important for a progressive company to set management direc-
tions and plan for the future. With this in mind, Urban Group organ-
izes the Strategic Forum annually. It provides an opportunily for
Urban's leader-managers to meet and discuss the Group's future
management directions and strategies.

The 2006 Strategic Forum, with a theme of “Building Rejuvenation”,
was held on 7 July. All the leader-managers communicated compe-
rate dirsction regarding Building Rejuvenation in terms of the valua,
the risk and opportunity involved, the upgrading of office buildings
and safety management practices through group discussions and
presentations. A consultant on building management was also invit-
ed to share experience on the key success factors in project plan-
ning regarding building rejuvenation.
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Superstars of Urban -

The Paragon of Quality Service
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Cutstanding employees help build up a strong corporate team.
act as role models of service excellence and contribute to
comporate success.  To recognize the achievements of the out-
standingly performing staff in Urban, the Group holds the
"Outstanding Employeas Award" every year,

To enhance employees’ sense of belonging and their continual
dedication to Urban, Cutstanding Employees award are given out
every year to 20-230 out of thousands of Urban employees for
their cutstanding daily performance, achievements and contribu-
lions made to the company.

Urban's parent company, NWS Holdings also treasures its human
capital and has established the "Outstanding Employee Grand
Award", first implemented in 2004, This award aims at rewarding
those with brilliant performance as well as bolstering management
pbellef in Human Capital. In 2005 and 2006, two of Urban
Group's 5 staff, Ms, Janice n and Mr. Sit Bar acheived
this Cutstanding Emplay

A

ee Grand Award

2005 NWSH Outstanding Employee

Diamond Leader - Ms. Janice Chan, Group Manager -
Property Asset Management

Ms Janice Chan received the Diamond Award, the highest hon-
our possible, in the Frontine Staff Category in 2005, She has
been waorking for Urban since 1995 and has devoted herself to
Urban's flagship project — Mei Foo Sun Chuen.  She has suc-
cessiully sustained the management contract with Mei Foo Sun
Chuen while leading the team o upgra quality management

ystem to comply with 1SC 9000: 0 certification require-
ments,

2006 NWSH Outstanding Employee

Golden Warrior = Mr. Sit Por, Senior Security Supervisor

Mr. Sit Por received the Gold Award in the Frontline Staff
Category in 2006, “Exceed customers' expectation” is the serv-
ice motto of Mr. Sit.  Mr. Sit has been working for Urban Group
since 2002, and actively seeks continuous improvement in daily
senice and devoles wholeheartedly to his work
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NWSH Sports Fun Day - A Golden Chance for Excellent
Demonstration of Urban Team Spirit and Commitment
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Every year, NWSH Sports Fun Day follows different themes, such as the fairy
tales theme in 2008, Over 700 Urban staff and their families enjoyed a magi
cal and joyful Sunday, taking part in exciting competiions, enjoying attractive
game booths, a creative cheering team performance show and a unique
Fashion Show. In 2008, Snow White, the Prince, and other famous charac-
ters were seen in the game booths, and a cheering team and a fashion
show created a wonderful fairy-tale kingdom atmosphere for every partici-
pant.

NWSH Sports Fun Day is aimed at bringing the Group's staff and their family
members together, delivering fun and Joy to all participants, developing a
sense of belonging and fostering cohesiveness within the Group. Continuing
the involvement in the past, Urban Group has maintained an active participa-
tion in NWSH Sports Fun Day from 2004 to 2006 and has achieved fruitful
results including Overall Champion for TWO consecutive years (2005 and
2008) and Overall 1st Runner-up in 2004, which demonstrates Urban stafls’
heartfelt commitment and strong team spirit.

With dedicated support from senior management, all department heads and
staff members of Urban have devoted participation in designing booths,
intensive practice, costume design, prop making and overall coordination,
This truely provided a platform for all participating staff members to develop
their potential, utilize their talents and sharpen their responsiveness to contin-
gency.
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Urban Community Care Team promotes a Caring Culture

[ERdERBERNE] B [EWHEREEZS
S| 20024 P ILH{R KT TR - WRHE
BAIE MK B HEE LRI AME - 1B
300HPHEETL - £2004F 20065 fF - R E
BEARNEEERNRSRECE  RET
BRABASETFRINETRSE  E8TES
L EIEFE S FEEE -

[ERtEARNE] ZRERBRB2ME
B EWETIHMEREESERSEE 1§
AARBES - MBARBRABEIE - 4t
SLAREMATERGEDR - FR - BXET
FERTRELNNRY - AEEAREER - (7
HEABRRRER - IR EE A BRI A LR -

BEHEEMERERETH PN AT EAE
NERCE - BEREER - UEBEZ8 I M
ATEZETH - AREREBREHES - 8
BEARECEMERME  DRMEE -

The Urban Community Gare Team was set up by the Urban
Community Care Committee in 2002 to contribute to the spirt of
International Volunteer Year. It has been registered by the Social
\Welfare Department as an approved organization to provide volun-
teering work to the community. Currently, the Team has 300 staff vol
unteers, Between 2004 and 2006, Urban Group has worked closely
with different NGOs and social service organizations to organize or
develop various service opportunities for ils staff to enable them have
a balanced work life.

Membership of the Urban Community Care Team is on a voluntary
basis, Through participating in various volunteering projects during
their leisure time, Urban's staff not only can make full use of their own
ability, skills and knowledge to serve different targets; they can also
undergo personal development in interpersonal communications,
leadership skills and establish a positive attitude towards life.

In arder to set a good example for fellow staff members and to
encourage more staff members to join the Community Care Team, all
senior managers of Urban have been invited to join the Team to help
spread the message of Community Care across the Group as well as
to the community at large.
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94% of Urban Employees fully engaged in
Corporate Directions
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I'he result of the Employee Engagement Survey conducted in
2005 was very impressive. The survey aimed to study the
engagement score of employees.  Engagement measures the
extent to which an organization captures the hearts and minds
of employees. From the engagement survey, the overall
engagement score is 94, which means 94% of employees are
considered to be engaged. Among the questions in the survey,
the following are the 10 areas which have the highest engage-
ment score:

Questions Areas Engagement Score
=H £l BEE
1 * | am encouraged to look at things from our customer's Customer Service 96
perspective in my day-to-day work. FEE R
AAHBRMEE R TFEPRHEFNAEERE
2 * The organization inspires me to do my best work every day. Motivation 96
DEMEBREE NGB ERENIF I
3 * This organization has an excellent reputation among Brand Building 95
customers. R R 3T
FLAREHELRAHNGEER
4 * | have a good understanding of this organization's goals and 95
objectives and completely support them, 3 BHFEBHF I
EERFFLAMNEEEENES Company Objective
* This organization's goals and objectives provide meaningful LEEBE 93
direction for me.
DEANEGNEEAREM THENS D
5 ¢ | feel that workplace safety and security is considered important Occupational Safety and Health 94
here. i
BEZELAETERMNEERAE
[ * |n this organization managers support and implement our Management Efficiency 94
people practices to good effect. EENE
EEENENEEFTRAERMANASEESR
7 * Our senior leadership is expert at running the business and 94
provides clear direction for the future.
EMMNESEEREASHRERERRAARSREEHEWMN
ol Leadership
* | see strong evidence of effective leadership from senior ELE Sl 93
management and business unit management.
AEEEASEPMEERRHEANEERE
* Senior leadership is worthy of my trust. 93
AEEEAEEGAES
8 * | truly enjoy my day-to day work tasks. Job Satisfaction 93
RENEMECHERIE TiERRE
g * | would not hesitate to recommend this organization to a 93
friend seeking employment Loyalty
BEERMEAEERBNBPAERERTIROLS BHE
* [t would take a lot to get me to leave the organization. 93
FETERsmEran
10 * The organization values differences in age, gender and race Equal Employment Opportunity 93
or ethnicity. TERERE
AAHUTEFE - HRUETRRERRBER— TR




10 Highest Engagement Score Areas
| tAEREMENE .
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Asset Value Maximization enhances Cost Effectiveness
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Starting from 2004, Urban Group has implemented various strategic plans and
control mechanism to maximize the asset value of property facilities, |t is not just
corfined to the physical assets themselves but also covers system reliability and
cost effectiveness.  Through the application of building facility Life Cycle Cost
Analysis on dally facility upkeep, Urban can upgrade existing building facilities and
introduce acdvanced building facilities to the properties, leading to aftractive resuits
and contributing to the success of asset value maximization.

The application of Life Cycle Cost Analysis on Predictive Maintenance assures
that expenditure can be aranged at the optimal time so that the ulilization of facili-
ties can be maximized over a property’s life span. The total application of life cycle
analysis from general painting to major facilities maintenance and replacement can
ensure high cost effectiveness.

Urban Group's predictive maintenance is conducted at the time right before a
building component reaches the end of its service life, with sufficient safety margin
being allowed, based on a predefined system reliability targel.  Also, predictive
maintenance is integrated into an advanced scientific system of monitoring to
eliminate significant deviation of product quality in manufactuning process of equip-
ment,

We employ extensive utilization of Infrared Thermograph imaging for assessing the
condition of building facilities, which is not only confined to building fagades but
extends to the inner parts of a building and its facilities. The coverage includes
electrical installations, plumbing and drainage, heating, ventilation and air-condi-
tioning systems. The execution of predictive maintenance resulting from Infrared
Thermograph technology results in the system reliability of building faciliies reach-
ing a higher level than would result from a more general preventive maintenance
approach.

Urban is also experienced in Power Quality control through the application of
Active Harmonic Filters on electrical installation to cope with market trends on time
changing customer operation requirements in using high technology equipment
such as uninterrupted power supplies and precision equipment.  The high power
guality requirement of its finance, banking and information technelogy customers
are well satisfied by Urban's power quality management.

Urban Group also achieved proven results in resisting depreciation as well as
increasing property asset values through upgrading the existing buiding facilities
and introduction of advanced building facilities. The Group has implemented
slandby electricity supplies lo existing buildings to overcome spalial constraints
and has completed this work within limited time spans to fulfill its customers’ high
power security requirements for their IT equipment.  Other improvement senvices
include Indoor Air Quality Improvements, Strategic Energy Saving Improvements,
Advance Hre Safety Improvements and Condition Surveys of Building Fagades.

The fruitful results being achieved by Urban are that building owners can enjoy
maximization of their asset value so that the retum from their property assets can
be guaranteed.
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The pursuit of highest quality performance
Urban’s Quality Management Strategy
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Urban Group adopts a service-oriented approach and implements a
quality management systemn fulfiling the requirements of 1ISO 9001
and continually improves the effectiveness of the system.

All employees of Urban have to perform their duties in accordance
with the requirements specified in the quality management system
stipulated by the Group.

Urban Group successfully became the FIRST Private Property and
Facility Management Group in Hong Kong to be awarded the 150
9001 Quality Assurance Certification in full scope in 1997, which
has been successiully converted to the 2000 version in 2002.

Thereafter, during the period of 2004 to 2005, Urban Group assisted its
associated companies to receive the ISO 8001: 2000, ISO 14001:
2004 and OHSAS 18001: 1999 cerificates.

Within the same period, Urban Property Management Limited suc-
cessfully corverted its IS0 14001: 1996 Certificate to the IS0 14001:
2004 version in 2006,

In total 6 ISO certificates have been renewed successfully.

With a commitment to continuous improvement, Urban Group has
established different audit teams to oversee the integrity, effective-
ness and efficiency of its management system across all functional
areas. Regular audits are undertaken by the Hong Kong Quality
Assurance Agency for verfication of Urban's management system
performance with best practice and intemational standards,
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Certificate No- CC 863

Corporate Certificate
Certificate No: HC 018
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This s o certify that the Quality Management System af T i ta certify that the Cratity Mamagement System af

URBAN GROUP URBAN PROPERTY MANAGEMENT LIMITED

Ulnie 710-723 ¥ Trade Square 681 Cheung Sha Was Road Hong Kong

PE 4147 Broodway Mel Foo Sun Chuen Kowleon Hong Kosg
Unins 710-723 7F Teade Square 681 Cheung Sha Wan Rosd Kowloon Heag Kang

complrer with the reguirements of 150 9001 2 2000 gualiey mimwagemens system standard,
applicaiile o
complies with the requirements of 150 9001 : 2000 grmrlity managensent system standird
applicable to:

Design and provision of property and facility management
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Design and provision of property and facility management
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Signed for and an behalf of HONG KONG QUALITY ASSURANCE AGENCY
HONG KONG QUALITY ASSURANCE AGENCY

7{.{ Qf\onft/ g/-o._..

Ry 19 Ampast 2
RO P
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This ix i certify that the Envirormmensal Management Systen of
This is to centify that the Ocenpational Health and Safery Manageanent System of

URBAN PROPERTY MANAGEMENT LIMITED
URBAN PROPERTY MANAGEMENT LIMITED
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applicable fo:
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Design and provision of property and facility management
(limited 1o the certification sites as detailed in the accompanying appendix)
MACE LR Design and provision of property and facility management
(limited to the certification sites as detailed in the accompanying appendix)
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Urban Group’s OSH Management System

B EEEA—NEBESINTY A AETIE Urban Group, being a responsible arganization, Is committed to

_ = provide a safe and healthy working environment 1o its staff and to

" {Ekiﬁﬁ%%‘f} Igﬂﬂﬁ . LMJE{R%IEE ensure all business activities caried out by the Group do not

Z A %ﬁﬁ] & ﬁ“=‘ BIRARHR %\ﬂ bt have adverse effects on the safety and health of its staff and the

B AR E AR E S FIOHSAS 18001 HYZEE - community. The Group also endeavours to ensure all statutory
obligations in respect to safety and health and the OHSAS 18001

BB M AL EERRIEERBI LigH  standard are compled with,

j ‘-\‘ =2 \.\.\ = ﬁ
figﬁ:u;i%%ﬁj Eﬁ%ﬂ&%l«)\ o Urban aims at reducing the accident rate for all property asset
BHE -RETREAREBRLTE KBRS and facility management services, and its ultimate goal is to

Al - WERFAEEEABSER ERAMMIFERE  achieve an accident rate of zero. Safety and health related training
MEETREREETIERG - has been provided to all employees to ensure that the Safety and
Health Management Syslem is properly understood, implemented
EéﬁlyﬁE2006£F5 H E_-T}E-Fﬂ—#: H_%%%e'sé ﬁ%ﬂ]%ﬁﬁ and maintained by all concemed.
Ko FMETREAREMRERRBREL 2N In May 2006, Urban Group updated its Occupational Safety and
fEEAEA LA - EmEH—EEET - Health Policy. New initiafives have been effectively
— - EMEAIEA T NEEEERELY S enhanced to build a corporate culture in health
FEEMEE - st EERERESITELS and salfety that provides a consistent, clear and

=5, proactive direction for managing risk in occupa-
fional safety and health and strengthening its
ongoing practices,
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Programmes promoting occupational safety and
health were delivered regularly between 2004 and
2006, Apart from the deslgn and distribution of the
"Safety Tips" leaflet twice a month to all levels of
staff for updates on hot safety topics, a Safety Quiz
and Safety Slogan Competition were formulated and
enacted wherein the winning slogan is adopted in
Urban's safety promolional activities.

Urban encourages all staff to participate in occupa-
fional safety and health activities organized by the
Occupational Safety and Health Council such as
seminars, workshops, quiz, talks and award compe-
titions. In September 2004, Urban Propertly
Management Limited received the Bronze Award in
the Occupational Safety and Health Council - 2004
Best Property Management Company Competition.
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Starting from 2005, Urban has been promoting a

safety management ool "2 minutes - Job
Salety Assessment”. It sels out the method

to spend 2 minutes to review safety before
the start of any task, This review includes
which tools should be used, the way to
work, and the potential hazards associated
with the task to be managed.
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Urban’s fully integrated Property Asset and Facility
Management Services
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Urban Group's integrated management senvices cover a vast majority of
property assets and facilities in the tenitory ranging from residential prop-
arties, office buildings, clubhouse and recreational faciliies, carparks,
shopping arcades, industrial premises, social welfare premises, as well
as properties and faclilities under the Government Property Agency and
the Hong Kong Housing Authority.,

The scope of Urban's property asset and facility management services
cover:

* maintenance and repairs

o safety and security

» gnvironmental hygiene and health management

* risk management such as insurance arrangements

¢ |ife costing management and finance management

e clubhouse and recrealional faciilies management such as swimming
pool and food and beverage management

« fraffic and carpark management

* community services

e crowd confrol management

* promotion and marketing sendces at shopping malls

* civic educalion promaoticn

* eryvironmental protection, and

¢ valus-added services

The ulimate goals of Urban's fully integrated property asset and facility
management services are:

1) 1o maximize the asset value of the properties and facililies;

2) to maximize property and facility asset protection and utilization;

3) toassure the users enwvironmental health and safety at the properties
and faciliies;

4} to strike a balance between the interests of, and enhance the part-
nership and relationship amongst, the stakeholders of the properties
and facilities.
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Professional Project Management and

Engineering Services
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Urban Group provides efficient, reliable and comprehensive techni-
cal services to its customers. Urban's Technical Department con-
sists of different professionals such as Building Services Engineers,
Building Surveyors, Electrical Engineers, Mechanical Engineers and
experienced technical staff who are capable of delivering a broad
array of professional services to its customers,  The technical know
how of Urban's staff forms a conerele foundation on which to deliver
high quality technical and engineering management support to its
clients.

Major technical services provided by Urban such as arranging rou-
tine maintenance and repair works, handling corrective mainte
nance, tackling emergency repair works and preparing technical
budgets are carried out by its technical staff. The performance of
such technical services is monitored by profound maintenance plan-
ning and a good quality system. Standard procedures such as
quality system procedures and task instructions for handling techni-
cal works are reviewed regularly.  Combined with intemal training,
Urban's technical staff fully understand every operalional process
and their own responsibilities.  All records for service requisitions,
system faults and jobs completed are properly kept for data analy-
sis.

Other technical services provided by the professional technical team
of Urban Group include assisting customers to handle complicated
technical problems and giving advice on the preparation of technical
specifications, and handling technical tenders and contracts for
large-scale projects. When dealing with large-scale projects, profes-
sional services provided by the technical team enrich technical sup-
port and are comprehensive and economical, Urban also provides
ad hoc audit checking services for technical and safety issues when
large-scale projects are being carried out in the properties, which
strengthen the safety and health backup.
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Comprehensive Engineering Planning
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Urban Group understands the importance of customers' reguire-
ments for maintaining property asset value. The Group has devel-
oped detailed operational plans for technical services which aim to
franslate customer reguirements into detailled maintenance plans,
Effective implementalion of such plans on routine maintenance, ren-
ovation projects, and improvement works, provides affirmative,
responsive and high quality technical services to its customers.

Urban's technical operational planning process includes three key
COmponents:

1. Long Term Planning - Long term planning over a period of five
years to review the technical works which need to be made for
improvement and preventive maintenance, such as renovation
works and system replacement works. Maintenance of a building's
structure and electrical and mechanical facilities are included.  After
review, input and comments from the Headguarters, the operational
and technical heads will put forward the long-term maintenance plan
to our clients for consideration.

2. Annual Planning - Annual planning produces a timetable for
planned maintenance works which deal with upkeep of the proper
ties to a satisfactory standard and extend the life cycle of equip-
ment. This annual planning also includes a schedule for testing and
inspection works of items affecting daily life quality, such as fire serv-
ice system annual testing and lift system annual testing, Following
the annual plan to camry out the specified works can ensure that
facilties are tested and well maintained in every respect, from statu
tory requirements 1o customers’ requirements.

3. Routine Service Planning - Foutine service planning relates 1o
the daily work arrangements and minor maintenance conducted by
the on-site staff. Replacement of wear and tear parts, damaged
parts, materials and apparati is carmied out by experienced, gualified,
skilled and trained direct technicians or professional contractors,
Through routine service planning, proper routine maintenance and
repair works are guaranteed.

Urban encourages knowledge sharing, mestings among technical
staff are conducted pericdically so that experiences, policies, and
new technical information can be shared amaong staff, which
enhances the technical service standards provided to its customers,
With the support of the Urbannet web access platiorm, Urban's
technical staff in every property can benefit from good practice and
valuatle technical informaticn for more effective senvices to its cus-
tomers.
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Revolutionary Human Capital Management and

Training
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Urban Group believes that good Human Capital Management systems can moti
vate employees for higher performance. The key focuses are quality enhancement
and knowledge mastery,

lo ensure all employeas are satisfied, motivated, performing well and are rewarded
equitably, 10 Human Capital Management sub-systemns are implemented.

Human Capital Management Acquisition

A set of Manning Guides, Master Job Descriptions and In-group transferal opportu-
nities are provided to illustrate a clear career ladder for internal staff and staff
acquired from the market,

Work Process

To improve the efficiency of work flow and documents flow, CIF Human Centric
Systemn, System Enhancement Team, Policy and Procedures and Human Capital
IManagement operating guidelines are implemented within the Group.

Performance Management
Performance is monitored and measured by Key Result Areas, 360-degree
appraisals, and trainee programmes at all levels.

Corporate Social Responsibilities

Urban Group actively participates in sccial and public activities to create employ-
ment for middle aged people and the youth in cooperation with the Employee Re-
training Board and the Labour Department.

Organizational Development

The Graup employs the multi-media Urban Leaming Centre, Urban Human Asset
Value Creation Cards and e-Leaming programmes to encourage a leamning culture
and a mind-set change to meet the market demands.

Knowledge Management
There is a strong focus on “L.eam, Unleam, and Relearn” to balance slaff's tacit and
explicit knowledge within Urban Group.

Career and Succession Planning

Urban offers the Strategic Employee Evaluation and Development Scheme
(SEEDS), Superior Urban Performance Evaluation and Review Baseline (SUPERB)
and clear ilustrations of potential career paths for individual staff to follow within the
Group.

Legal Obligation
Urban Group strictly follows the legal regulations of HKSAR.

Employee Recognition
To recognize Outslanding Employees, Outstanding Leaders, and Innovative and
Wost Creative ldeas, awards are given during the Annual Dinner,

Employee Relations

To enhance relationships at all levels, activities and events such as the Annual
Dinner, the Sports Fun Day and various types of sport competitions are held inter
nally every year. In addition, the Code of Conduct and Employee Handbook are
distributed to staff members and seminars are held regularly during the year to
ensure that staff understand the requirements of the Group.
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Simplified Tender Process maximizes
Administration and Supply Chain Service Efficiency
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In 2004, the Administration and Supply Chain Department of Urban Group simplified
the Tender Invitation Process and Outsourcing Contract Management Process, aiming
at delivering improved services to customers in a competitive and cost-effective man-
ner, Through the mechanism of outsourcing, property management services including
sanitation services, security-guarding services, and repair and maintenance services
can be conducted at the most optimal level in terms of both cost and quality. Effective
tender and outsourcing contract management proves to be a systematic control tech-
nique enabling selection and monitoring of strategic partners to provide quality services
to customers.

Procurement Re-engineering enhances Cost Effectiveness

By capturing and improving the best practices, the business re-engineering processes
of the administration and supply chain systems migrated from a legacy system to new
target system. Urban has streamlined workflow, simplified the process, reduced the
lead-time, and exerted teamwork spirit in overall productivity and efficiency. A
Showcease for Outsourcing and Procurement Managemenl has been developed and
communicated to all levels of staff by means of a serles of training sessions. By
emphasizing customers' value as well as legal compliance, Urban Group manages and
executes outsourcing contracts with its strategic business partners professionally and
effectively.

Customized Strategic Partner Application Management System -
Selects the Best for its Valued Customers

Urban Group recognizes that selection and assessment of gualified strategic partners
plays an important role in pursuing continuous improvements and sustaining business
excelence and corporate success. In 2006, the Group re-designed and implemented
a customized strategic partner application management syslem. To enable public
access anywhere and anylime, it posted the application system procedure in Urban's
comporate website. It not only enhanced the effectiveness and efficiency of transmitting
information regarding application details, but also demonstrated Urban's corporate cul-
ture on promoeting fransparency of information. Through the mechanism of self-assess-
ment, the applicant obtains a preliminary measurement on the pre-qualification
process. Faiing to achieve the minimum requirement in this process is identified as
ungualified application. The self-assessment process in this syslem can effectively
eliminate ungualified applications at an early stage.

The assessment panel, consisting of high calibre members with different expertise
within Urban Group, is designated to form different assessment teams and conduct
different kinds of evaluations. Apart from site visits, interviews, product testing and
experimental judgement, the leam scores an application based on the well-specified
quality affribute reguirements, including legal compliance, work experience and organi-
zational structure, Under this integrated approach, only gualiied and competent appli-
cants are selected to become Urban's registered strategic partners and ulimately cre-
ate value for its prestige customers.

Performance Rating Measurement advocates Continuous
Improvement

To measure the performance of strategic partners, Urban Group conducts assess-
ments of their senvices bi-annually by rating accarding to varicus criteria and weight-
ings. The results are reported and disseminated by posting in the Urban intranet.
Apart from periodic assessments, the Administrative and Supply Chain Department
generales monthly reports on the performance of the stralegic parlners and communi
cates 1o all related managers. All Urban managers may then have full and timely
access to information about the quality standard of these partners, This performance
management system facilitates the practice of thorough and regular manitaring as well
as revealing the service level of Urban's strategic partners.
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Marketing Services enable Corporate Development
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The Markeling Services Deparlment plays a key role in bridging between
Urban Group and external organizations. The Department is responsible
for coordination, lliaison, planning and iImplementation of various marketing
and promotional activities, corporate communications, media relations and
community liaison activiies, The ultimate goal of the Department is to
assist Urban Group, as a socially responsible corporation and a profession-
al property assel management group, to establish a long-term partnership
relalionship with its cuslomers, with an aim 1o creale a harmonicus com
munity and pleasant living environment.

To facilitate the connection between Urban Group and its customers and to
achieve fotal customer satisfaction, the Urban 24-hour Customer Senvice
Centre, managed by the Department, provides round-the clock service,
operaling ¢ days a week, 24 hours a day 1o caler for and follow up on
complaints, suggestions and requests of its customers.

The Service Scope of the Marketing Services Department includes:

Marketing promoticns

Corporate communications and external liaison

Community laison

Promotion of volunteering service

Fromotion of envircnmental protection management and related activities

Crisis communications and management

Flanning and publications publishing

Assisling In planning property and local aclivilies

Lialzon with local organizations, Government departments and other out-

side organizations

¢ Customer service and relationship management

¢ Follow-up and handling of complaints, suggestions and recommenda-
tions

& 24-hour customer senvice

* Nedia relalions

o Bridging between Urban Group and the property

- & & & ° & ® @
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Effective Quality Assurance and Management
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Urban Group's Quality Management service of the Quality Management
and Information Technology Department (QMAITD) is mainly responsible
for all matters related to the quality, ervironmental and safety systems of
the Group. Its core function is to ensure all quality systems are running
efficiently and effectively and in line with all statutory requirements and
relevant intemational standards.

The scope of Quality Management services offered by Urban is as fol-
lows:

(1) Responsible for the implementation of new quality management
system;

(2)  Development of new operations procedures and work instructions;

(3) Regular review of the quality, environmental and safety system poli-
cies and documents;

(4)  Monitoring the implementation of the quality, environmental and
safety systems at site level;

(5)  Amangement of Intermal Audits;

(B) Arrangement of External Audits by independent parties such as

HKQAA,
7)  Follow-ups on the findings of the Intemal and External Audits;

(8) Provision of advisory services to site office regarding quality related
issues

(9 Conduct Risk Assessments and Environmental Aspects
Identification;

(10) Review of compliance status to legal and other requirements;

{11) Monitoring safety performance and conducting accident investiga-
tion;

(12) Monitering of the key performance indicators report from site
offices;

(13) Promotion of occupational safety and health culture;

{14) Design and delivery of quality, environmental and safety manage-
ment training;

(15) Arrangement of Annual Customer Satisfaction Survey to compile
summary report;

(16) Carrying out special audits as and when required.

The guality management senvices of Urban provide site operations sys-
tem review senvices, utilizing internal and external resources to ensure
that site operations are in line with customer requirements, They can also
provide new system development and implementation support senvices
to individual site offices so as to upgrade the quality of service.
Moreover, benchmarking exercises are conducted to observe the best
practices in the market and share experience with site staff so as to
update their knowledge and service quality,
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State-of-the-Art IT systems
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The IT Section of the Quality Management and Information Technology
Department is one of the key supporting sections of the on-site frontline
operations. Its main functions are:

* Provision of | T. support at the Headguarters and at regional offices;

* Close monitoring of network services and operation of system applica-
tions to ensure a stable provision of service, Carrying cut fine-tuning
exercises for service improvement,

e Provision of professional advice for the developrnent of suitable syslem
applications that align with the mission and vision of the Group;

¢ Ensuring the confidentiality, integrity and reliability of all electronics data.
Provision of data protection against computer virus attacks and hacker
intrusions;

[he scope of services provided through its well trained stalf include:

Centralized |.T, Support Hotline and comprehansive CRM

Technical Support on system applications and programs;

|.T. procurement;

Design and build up of computer netwerk infrastructure, hardware instal-

lation and configuration;

sm@riUrban™ — Intelligent Facility Management System

FUrban ™ and Emall Service — A tallor-made portal for Urban's customers

Urbannet — Urban Intranet

FlexAccount — Financial Management System;

Email and Electronic Fax Senvice;

Cenlralized Dala Slorage Syslem,

Centralized Data Protection System including Anti-Virus System,

Intrusion Protection System, Firewall and Data Backup System;

* Hardware Maintenance including servers, netwaork equipment, PC and
related peripherals;

e NMonitoring of network services and operation of system applications;

e Provision of |.T, briefing sessions and preparation of technical guidelines
for end user reference;,

* Negoatiation with ISP and hardware vendors, to work out the best deal on
senvice plans and products to suit the needs of the Group;

e Constitution of 1.T. budget and I.T. project plan for future || T develop-
ment;

e Planning and implementation of system development, revamp and

upgrade to align with the mission and vision of the Group;

Via the professional service provided by the Information Technology

Department of Urban, a stable and reliable |. T, operating environment
including networking, hardware, system applications and programmes is
guaranteed. With Innovalive application syslems developed by advanced
lechnology to speed up communication between departments, slrength
ening of work accuracy, simplification of operational processes, and provi-
sion of an effective supervisory/management mechanism, the result is an
overall improvement.
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Six-star Standard Property Asset and Facility
Management
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With a strong notion of total quality management, Urban Group strives
to achieve value creation for its customers with diligence and innova
tion in service delivery.

Following the launch of the Urban Premier Management Model™, the
excellent service quality of Urban is well acknowledged by both indus-
try players and customers. In recent years, Urban Group has obtained
outstanding results in Property Asset and Facility Management and
has been honoured with recegnitions from the Government and wvari-
ous professional groups.

Urban Group was awarded “Best Property Management Company”
by the Hong Kong Housing Authority in 2003, Meanwhile, Urban
obtained the “Facility Management Establishment Awards 2003"
(FAME Award) from The Hong Kong Institute of Facility Management,
Following this success, City One Shatin, a large scale composite resi-
dential project under Urban Group was granted the "Best Managed
Facility Awards (Residential Facility) - Gold Award" in 2004, which con-
firmed the leading position of Urban as a Premier Property Asset and
Facility Management Group.

In order to safeguard the hygienic condition of the water supplies sys-
tems for its customers and to comply with stringent requirements of
the World Health Organization, Urban Group provides regular inspec-
tion and maintenance of drinking water supply systems for its man-
aged portfolios. Since 2004, over 30 properties under Urban have
been awarded "Fresh Water Plumbing Quality Maintenance
Recognition Scheme Certificates” presented by the Water Supplies
Department. Apart from the above, more than 20 properties under
Urban's portfolio were awarded various regional "Quality Building
Management Awards" in 2003, including the renowned City One
Shatin, Rhythm Garden, Belair Monte and Clovelly Court.  These
awards clearly demaonstrate Urban's success in its six-star standard
implementation to provide the best quality services to its customers,
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Quality Environmental Sanitation and Safety
Management receive recognition
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Quality Environmental Management

Urban Group's mission to provide the best quality environmental and
sanitation management for its customers is reflected in the consis-
tent upgrading of the cleaning and sanitation services in the proper
ties. Since 2003, over 20 properties under Urban have received
various regional cleaning awards, demonstrating the standard of its
senvices. Besides, two prestigious properties managed by Urban,
namely Belair Monte in Fanling and Park Vale in Cluary Bay, respec-
tively received the Silver Award - Horticultural Maintenance and Merit
Award — Greening Effect in the Best Landscape Award for Private
Property Development organized by the Leisure and Cultural
Services Department in 2004, which confirmed its achievements in
promoating a green and quality environment for its customers.

Security Management reaps Fruitful Results

Urban Group places high importance on the service quality provided
by its frontline staff. The performance of its security personnel —
“The Urban Warriors" as committed and bravery staff gained accom-
plishments from different stakeholders during the last 3 years. The
security staff not only protect the life of customers, they also provide
a harmonious living environment for customers.  Since 2003, over
300 security staff of Uban Group have been selected as "Outstand

ing Security Guards" in various Outstanding Caretaker/ Security
Guard Award Schemes, and Urban has been a major winner, receiv-
ing an overwhelming number of awards in such competitions. Apart
from these, numerous security staff have been awarded for their
bravery in the Annual Award of the Hong Kong Security Association.
Also in 2008, 3 security guards in Mei Foo Sun Chuen were com

mended by Mr. Matthew Cheung, J.P., Permanent Secretary for
Economic Development and Labour of the Hong Kong SAR
Govemment, for their contribution in combating illegal employment.
This demonstrates that the devotion of Urban’s responsible security
staff has received round applause from various sectors in the socie-
ty.
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Innovative Intelligent Management Services win 57

Web Care Awards
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i-Urban™- one of the key elements of the
sm@rUrban™ systems, provides an online plat
form for the delivery of professional property
asset management services, which are cus-
tomer-criented, and provide diversified value-
added services. Combined with the 24-hour
Customer Services Gentre, it strengthens com-
munication between Urban Group and its cus
lomers, crealing a sense of belonging lowards
the property and the community,

-Urban™ receives substantial support from cus-
tomers due to its convenience and efficiency. It
Is also widely recognized by the Infarmation lech
nology industry for its barer-free support. The
Urban Group corg website, I-Urban™and its
55 property port: been awarded the
"“Web Care Award" h« the Intemet Professionals
Association (iProd) in 2002 and 2005 respective-
ly, accounting for over 40% of the possible
awards, and set a role model in the Hong Kong
property and facility management industry.
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Innovative Brand Management
Best Brand Enterprise Award and Corporate
Development Excellence
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Urban Group received “The Best Brand Enterprise Award and Corporate
Development Excellence" presented by the Hong Kong Productivity
Council in June 20086, in recogniticn of its cutstanding perfarmance in
comporate brand building and strategic corporate development in Hong
Kong.

The Best Brand Enterprizse Award 2006 aims at promoting the best-in-
class enterprises in Hong Kong and Guangdong province which suc-
cessfully develop and manage corporate brand image in order to
enhance competitiveness in the marketplace.

Ihe brand legend of Urban Group originales from the service of Mei Foo
Sun Chuen since 1986 and possesses a 40-year brand heritage in the
temitory.  Ower the years, through participation in various property assst
and facility management projects, Urban Group's comporate brand name
has been established and well recognized by its customers and by
industry alike, Urban Group's branding system reinforces its compelitive

edge in the industry, which further enhances the leam spirit of its staff
and the confidence of its customers.
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Encouraging Result-oriented approaches
Urban wins Quality Circle Award
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Urban Group implemented the Total Quality Managemenl approach and
launched the unique “Urban Premier Management Model™, emphasizing
People, Process and Performance, in 2002, The Group's service quality in
property asset and facility management has been greatly improved and
upgraded. Urban Group was recegnized by the Hong Kong Quality
Management Association and the Hong Kong Productivity Council and
was awarded the "2002 Hong Kong Quality Circle Award — (Servicing
Sector) Bronze Award”,

In order to encourage the commitment of all staff members fo TQM, Urban
Group has set up the Service Enhancement Teams (SETs) to propose
innovative ideas for the improvement of service provision.  Quality tools
training is one of the essential elements. Apart from traditional class les-
s0ns, quality tools training incorporates crealivity games, role play ses
sions, workshops, short questions presented in cartoon format and case
siudies, with the objectives of promating creativity, encouraging team spirit
and result-orientation,
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Urban obtains SuperBrands Hong Kong Recognition
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Urban Group received the “Superbrands Hong Kong 2004" award
presented by "The Superbrands Organization” in May 2004, The
success of Urban Group in achieving "Superbrands Hong Kong
2004" underlines its excellent achievements in service guality, vision-
ary management, corporate innovation and human capital manage-
ment, which enable the Group to successfully bulld up a premier
brand reputation in the markelplace.

Grading Is based on 5 selection criterla including market domi-
nance, customer loyalty, goodwill, brand heritage and overall market
acceptance.

Urban Group originated in 1981, The brand heritage of Urban can
be traced back to cur management of the two largest private hous-
ing estates in Hong Kong — Mei Foo Sun Chuen and City One
Shatin. The Urban brand was later repositionad from a professional
management culture to a combination of Eastern and Western man-
agement approaches, and the introduction of the Total Quality
Management concepl led Urban o successiully establish a prest
gious and popular Superbrand image in the tenitory and to become
the leader in the marketplace.
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Well-defined Brand Management System enhances
Competitive Advantage
Urban awarded Business Superbrands Hong Kong 2006

EWMB2004FE 2R P F AL [BAESME]  Folowing the success as the “Superbrands Hong Kong” in May
1% [HEHRAERE2004) BEE - FA2006EFEE 2004, Urban Group was awarded the “Business Superbrands
B [EEFEBESE006] B2 #— 5T Hong Kong" recognition presented by “The Superbrands

T X ) Organization” in September 2006. This recognition further con-
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E’\\_FE;E'. s - B8 o o the Group, together with its 40 years' quality brand heritage, has
AR B enabled Urban to maintain its leading position in the industry.
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Human capital management strategy obtains international recognition
Urban acclaimed as 2005 “Best Employers in Asia” and
“Best Employers in Hong Kong”

BEST EMPLOYERS
IN ASIA 2003

HONG KONG

2 MK THE RONG KONG
Hewitt R @ o

South China Morring Post ClassifiedPost. SCTP.com
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Urban Group was awarded "Best Employers in Asla - Hong Kong® for two
consecutive years in 2002 and 20056 respectively, presented by intema-
tional human resources consultant Hewitt Associates, and was further
selected as 2006 "Best Employers in Asia", reflecting the fact that its
human capital management strategy has reached an internaticnal stan-
dard.

Apart from Urban Group, other winners of the awards were mostly multi-
national conglomerates,  Urban exceeded other Hong Kong enterprises
and listed companies to be selected as the 2006 Best Employers in Asia.
This affirmed Urban's successful implementation of Total Quality
Management, which has resulled in excellent performance, conlinuous
improvement and the building up of a fully committed workforce.

Urban always values its staff as the most important asset of the Group
and has successiully recruited and retained high quality talents to work for
the Group. Urban pioneered the concept of Human Capital Management
in 2002 and has sfipulated a comprehensive range of development pro-
grammes for its slafl 1o enhance qualilty in senvice delivery.  This I8 also
the key to enhance its competitiveness in the marketplace.
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Urban supports employees retraining
Awarded “Employers Gold Star Award” for

3 consecutive years
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Urban Group received the "Employers Gold Star Award”
from the Employees Retraining Beard (ERB} in three con-
secutive years from 2003 to 2005, recognizing its contr
butions in providing employment opportunities and sup
porting human resources development in Hong Kong.

Organized by ERB, the "Employers Gold Star Award”
aims to recognize the support of corporations in providing
career cpporlunities to retrainees and their commitment
to the development of the Hong Kong economy. These
awards reflect the strong commitment of Urban Group
towards promoting its corporate citizenship and the hlc]h
standard of senvice of the awarded companies.

Urban Group has been working closely with ERB to
employ retrainees since 1999. The Group has jointly
orga nizer.ji courses on property management and security
vith ERB and employed the graduated
retr ainees, Urban Group was awarded "Employers Gold
Star Award — Patinum Award” in 2003 and received the
Merit Award recognition in 2004 and 2006 respectively,
which demonstrates its openness in employment, its
endeavours to contribute to the Hong Kong Y,
and its total commitment to corporate social respansibility
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Building up an OSH Culture

Urban awarded Best Property Management
Company in Occupational Safety and Health
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Urban Group was awarded the Best Property Management Company
(Bronze Award) in Occupational Safety and Health (OSH) in 2004, rec-
ognizing its guality practices of workplace safety and health.

In 2002, Urban Group obtained the "Certificate of Merit in Safety
Technological Achievement Award" organized by the Occupational
Safety and Health (OSH} Council for implementing quality practices in
workplace safety and health. Addificnally, Lei King Wan (Management)
Limited, a member of Urban Group, was awarded the "Workplace
Hygiene Recognition" and the "Certificate of Merit for Good
Housekeeping Plan” by the OSH Council in 2004, Maoreover, 7 com-
panies under Urban Group received Gold, Silver, Bronze and 6 other
major awards in the "Care for your Staff's Gums Health" Award crgan-
ized by the Department of Health in 2006, demonstrating its commit-
ment to corporale OSH for its staflf members.

Urban Group believes that a safe and healthy work environment can
imprave the work efficiency and quality of its staff, Urban Group is a
picneer in the industry in promoting workplace OSH, establishing its
OSH Committee in 1998 to promote and coordinate all related activi-
lies. The Group established its Environmental and Safety Management
Systems (EMS and SMS) in 2002 and successiully obtained the
Certificates of 150 14001 and OHSAS 18001 from the Hong Kong
Quality Assurance Agency.
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Assuring Quality Market Leader Position
Urban receives HKMA Quality Award - Overall Winner
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Urban Group was awarded the "2003 HKMA Quality Award —
Overall Winner” by the Hong Kong Management Association
(HKMA) in Juby 2003 in recognition of its outstanding achievements
in implementing Total Quality Management. Urban Group has been
committed to Total Quality Management, and implements the
unique “Urban Premier Management Model™". Over the last few
years, the Group has obtained good results in management quality,
customer satisfaction, corporate development and business per-
formance.,

To fulfill the increasing demands of customers and the markel, as
well as to cope with its long-term corporate development, Urban
Group has stipulated 4 strategic goals, which include (1) providing
competitive and cost-effective services; (2) being innovative in
design; (3) enhancing value; and (4} total employee commitment.

The HKMA Quality Award aims to honour those Hong Kong enter-
prises that have outstanding performance in quality management.
To win the award, Urban Group had to undergo a series of compre-
hensive evaluations including site visits and intenviews by the board
of examiners to verify its achievements in implementing total quality
management, All the winners of the Award were leading and well
established enterprises in the temitory,

Through the visionary leadership of its top management, Urban
Group aims to be positioned as the Quality Market Leader and the
Premier Property Asset and Facility Management Group in Asia.
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Urban Group obtains the industry’s first HKQAA

Corporate Certificate
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Urban Group was awarded the HKQAA Corporate Certificate in 2006, becom-
ing the first property asset and facility management company in Hong Kong to

receive this award, The HKQAA Corporate Certificate recognizes Urban
Group's commitment in achieving management system certification for all its
subsidiaries, and as well providing corporate level identity to comporate excel
lenca.

The award crileria of the HKQAA Quality Cerlificale is thal all subsidiaries/ divi
slons/ operaling units of an applicant organization's core aclivilies should have
been certified by HKOAA 1o a single common standard and that all certificates
are valid at the time of the award. The organization must also be holder of a
minimum of 3 certificates of the applicable standard to qualify.

Urban Group has, since ils attainment of the 1ISO 9001 Quality Assurance
Certificalion in 1997 (upgraded to the 2000 version in 2002}, received a total of
8 Certificates for Its subsidiaries companies, which represents a unigue
achievement in the property asset and facility management field. This has qual-
ified the Group to receive the HKQAA Corparate Certificate which consalidates
the Group's achievements in its pursuit of quality systems excellence and con-
finuous improvement,
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Urban Group obtains Best Practice Award -
Innovation Award (2003) and Customer
Relationship Management Award (2004)
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With an innovative comporate culture and its premier management maodel,
Urban Group received the "2003 Best Praclice Awards In Innovation” and
"2004 Best Practice Awards in Customer Relationship Management
(CRMY",

The uniqueness of the Best Practice Awards is that the assessment is
based on customers' feedback on the participants' services.

Since the launch of its "Urban Fremier Management Model ™", Urban
Group has Infroduced a series of innovative senvices for its customers,
such as the 24-hour Customer Service Gentre and the Starry Stamy Night
Customer Receptions, As the Quality Market Leader, the Group has cre-
ated an innovative culture for continucus improvement to fulfill the
increasing demands of ils customers and to maintain its compeliliveness
in the marketplace. After recelving the Innovation Award in 2003, the
Group continued to upgrade its services and maintain a good relationship
with its customers, which led to its obtaining the Customer Relationship
Management Award in 2004, reflecting the success of its progressive
comorate direction and picneering corporate management culture.,
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Urban Environmental Care Strategy well received

by Customers

200a
Hong Kong Eco-Business Awards
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Urban Group actively advocates an "Environmental Care Strategy” in its man-
aged properties, demonstrating its efforts in the area of environmental protec-
tion. Between the years 2004 to 2006, Urban Group received a total of 60
environmental awards, reflecting its endeavours and contributions towards
green management.

Gity One Shatin and The Grand Millennium Flaza managed by Urban respec-
tively received the Bronze Award and Merit Award in the "Hong Kong Energy
Efficiency Awards" from the Electrical and Mechanical Services Department in
2006.

Urban not only promotes energy saving, but also implements waste reduction
programmes in its managed properties. A number of properties managed by
the Group including City One Shatin, Ka Tin Court, Yan Tsui Court and Baguio
Villa received major awards in the Waste Paper, Aluminum Cans and Plastic
Bottles categories in the 3R Recycling Campaign launched by the
Environmental Campaign Committee, and City One Shatin alone has been
awarded Overall Champions in the Aluminum Cans and Waste Paper Recycling
Categories for 5 and 4 congecutive years respectively, becoming a premier role
model for green properties in Hong Kong.

Urban very much encourages the properties under its management to partici
pate in various environmental activities and has achieved outstanding results:
City One Shatin obtained the "2002 Eco-Business Award - Gold award” in
2002, Harbour Heights and Park Vale received the Green SME Award -
Certificate of Merit, and Aldrich Garden received the Hong Kong Eco-Business
Awards - Green Property Management (Private Housing) Merit Award in 2005.
Moreover, in the "Wastewi$e Scheme" organized by the Environmental
Protection Department, Urban Group's Head Office together with a number of
properties received the “Gold Wastewi$e Logo” and the "Wastewie Logo”
respectively, demonstrating Urban’s outstanding achievements in environmental
management.

Urban also supports the Scurce Separation of \Waste Scheme and encourages
its customers to take part in this waste reduction programme. Certificates of
Appreciation were awarded by the Environmental Protection Department, rec-
ognizing Urban's contributions to the successful implementation of the Scheme,
Totally, 22 properties under Urban Group have joined the Scheme since 2005.
Among them, 3 properties, namely Tin Chak Estate, Po Tat Estate and Oi Tung
Estate, received awards in the “Source Separation of Domestic Waste
Competition (Pubic Housing)"organized by the Hong Kong Housing Authority in
20086,
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Performing Corporate Social Responsibility
Urban receives “Caring Company” Recognition
and “Hong Kong Smoke-Free Workplace Leading

Company Award”
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To uphold its "Community Care" appeal, Urban Group sfrives to pursue
good Corporate Gitizenship through helping the needy people, buiding a
healthy workforce, providing a clean and decent environment for its staff
members and cuslomers, and contributing to the well-being of the society
and its customers,

Urban Group has received the “Caring Company” recognition of the Hong
Kaong Council of Social Service since 2002, commending its commitment
and contributions to Corporate Social Responsibiity. Moreowver, 12 compa-
nies under Urban have received the Caring Company logo since 2003
which reflects the corporate spirit of the Group,

Urban Group formulated a "Smoke-free Workplace Pdlicy” in 1995 to create
a healthy workplace for its staff members. In 2004, Urban Group's Head
Office together with 132 regional offices received the "Hong Kong Smoke-
free Workplace Leading Company Award” joinlly organized by the Hong
Kong Council on Smoking and Health, and Radio Television Hong Kong.
An additional 29 regional offices under Urban Group received the "Hong
Kong Leading SME Smoke Free Workplace Award" in 2006, recognizing
the achievements and confributions of Urban in promoting a smoke-free
workplace to the public.

In the area of corporate volunteering, Urban Group encourages its staff to
participate in volunteering services, The Group also stives to encourage its
customers to set up their own vaunteer teams to confribute to the commu-
nity, To date, 35 properties have already established their own volunteer
teams and 18 of them have been recognized as "Caring Estates" by the
Social Welfare Department for their contribution towards building a harmao-
nicus community.
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Awarded by The Hong Kong Council of Social Service
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A Passion of Service. A Quality Credential.
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Urban Group’s Vision, Mission and Core Values

E= Vision

BRAZKEREHMANYIE To be the Premier Property Asset and Facility Management
BERRIEEEEE Group in the Asia Pacific Region

fE& Mission

s RABMEYXEEEE * Maximizing customers’ property asset value

s BRESHEHUEEHNE e Engaging employee to exceed customers’ expectation
o REAIFTIBERKE e Offering innovative value-added services

e ERMEETHELE e Caring society with corporate social responsibility
H{= Value

°* LIBERZA e Customer focus

s EEES * Respect for employee

o HRE * Professional standard

o HEEE e Societal care
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