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Mr Tsang presents the trophy to the Director
of Water Supplies, Ko Chan-gock and
departmental representative Roger Lam.

THE Chief Secretary for Administration, Donald Tsang,

praised civil servants for continuing to deliver outstanding

services in difficult times.  Mr Tsang was speaking at the

prize presentation ceremony for the Customer Service

Excellence Award 2001/02 on February 4, 2002.

“Many departments have taken the initiative to study

and understand fully clients’ needs, to streamline

procedures and to apply the latest information technology

to deliver efficient quality customer service to the public.

I am particularly glad to learn that our departments have

gained the whole-hearted support from front-line colleagues

in this regard.  This illustrates that the customer service

culture has begun to take root in the civil service,” he said.

The Customer Service Excellence Award was the theme

in 2001/02 for the Civil Service Customer Service Award

Scheme, which was first launched by the Civil Service

Bureau (CSB) in 1999.  The objectives of the scheme are

to recognise the achievements of civil servants in customer

service and to further promote a customer-focused culture

within the civil service. Some 28 departments competed

for this year’s award.

Unlike previous years, competition was based on the

performance of a department as a whole and not service units

within a department.  Also for the first time the public were

invited to vote for the department they considered best in

offering customer service.

40,000 questionnaires were sent out to randomly

selected households and 3,000 responses were received.  Based

on the results of the public voting, written assessment and

observation visits to departments, eight departments with the
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highest scores were shortlisted to make a presentation to an

adjudicating panel.  The panel was chaired by a senior

directorate officer of CSB with members from District

Councils, the private sector, professional bodies and staff sides

of the Central Consultative Councils.  The results of the

Customer Service Excellence Award were:

Champion : Hongkong Post

1st Runner-Up : Social Welfare Department

2nd Runner-Up : Water Supplies Department

Merit Award : Companies Registry

Fire Services Department

Department of Health

Hong Kong Police Force

Transport Department

The panel found the performance of all participating

departments very impressive.  Panelist Virginia Choi,

President of the Hong Kong Institute of Human Resource

Management said: “The performance of individual civil

servants has been very impressive and the professionalism

they display has exceeded the standard set in the private

sector.  It is encouraging to note that the mindset of

civil servants has changed towards a customer-oriented

approach and the performance of the civil service in

customer service has improved over the years.”

The Chief Secretary for Administration, Donald Tsang, with representatives of Hongkong Post.
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Apart from the Customer Service Excellence Award, a ‘Best

Public Image Award’ was presented to the top three

departments obtaining the highest number of votes from the

public.  The winners were:

Gold Award : Hongkong Post

Silver Award : Fire Services Department

Bronze Award : Immigration Department

A highlight of the scheme was an exhibition involving

48 departments held at the Exhibition Gallery of Hong

Kong Central Library in early February 2002.  Nearly

10,000 people visited the exhibition and voted for the

booth they considered the most impressive.  The results of

the Most Impressive Booth Award were:

Gold Award : Department of Health

Silver Award : Housing Department

Bronze Award : Marine Department

LOOK out for the Brand Hong Kong dragon on

government vehicles.  The Government Land Transport

Agency has started to brand appropriate government vehicles,

starting with smaller saloons.  High quality metal badges have

been designed to fit to the front grilles of larger saloons.  The

first to receive a car badge was the Chief Secretary for

Administration, Donald Tsang, who is the chief spokesman

for Brand Hong Kong.

Hong Kong Post will feature the Brand Hong Kong

emblem on the border (selvedge) of all souvenir stamp

sheets from this year.  The first stamps to receive the Brand

Hong Kong treatment were released on January 13, 2002

and commemorate the Year of the Horse.  The Brand

has also been featured prominently on the cover of the

2001 Prestige Stamp Album.  This album provides a

complete set of all the special stamps, souvenir sheets

and stamp sheetlets issued by Hongkong Post in 2001

with detai led descr ipt ions of  each theme and

commemorative event.  The album makes a very nice gift

and sells for $380.  It is available from all Hongkong Post’s

38 philatelic offices.

Brand Hong Kong update Brett Free, Principal Information Officer,
Information Services Department

Freestanding banners featuring the Brand will

become a standard stores item following discussions with

the Government Supplies Department.  The banners

are easy to display and pack away and look very smart

at the entrance to offices or in conference rooms.  They

can also be used in conjunction with departmental

publicity activities.  Bureaux and departments will soon

be contacted to determine the number of banners

required.

A roving exhibition, introducing to the public the

Customer Service Excellence Award and the quality

services provided by the 28 participating departments, will

be held in commercial shopping centres and government

office buildings from March to June 2002.  The roving

exhibition can be seen at:

Location    Date

1. Cityplaza, Tai Koo Shing March 2 - 3

2. Grand Century Place March 8 - 9

3. New Town Plaza, Shatin March 30 - 31

4. Metro City Plaza II, Tsueng Kwan O April 11 - 12

5. Central Government Offices April 15 - 18

6. Police Headquarters April 19 - 23

7. Harbour Building April 25 - 30

8. North Point Government Offices May 9 - 14

9. Housing Department Headquarters May 16 - 21

10. Tsuen Wan Government Offices May 30 - June 4

11. Immigration Tower June 6 - 11

11


