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HOW MANY STEPS DOES IT TAKE TO
CHANGEAL IBFOR TENANT?







PAIN POINTS - HIGHLY COMPLEX WORKFLOW

o e = \WORK ORDER

EETT e T |

e
Tenant call Control Centre / Technical Team carry out 1st Leasing Team receive work
Leasing Team to report inspection to ascertain scope order and send to Tenant for

repair. of works. confirmation.

Control Centre / Leasing Technical Team check Tenant confirm work order
Team route repair request to inventory; create work order and send back to Leasing
Technical Team. and send work order to Team.

Leasing Team.

Leasing Team update Technical Team update
Technical Team to follow up. Leasing Team that work
order is completed.

INVOICE

Y

Technical Team send Leasing Team issue debit
technicians to carry out 2nd note to Tenant (paper form);
inspection and carry out Tenant settle payment.

works.



PAIN POINTS

1,000+ incoming calls received by control room each day
300+ work order processed each month

Cumbersome Slow response time Paper-based process
workflow to tenants



Taikoo Place Management Office

Pld SWIRE PROPERTIES WORK ORDER
Swire Properties Mnagement Limited Page: 111

Wark Order Mo 17B3045 Work Type: Fam Ch

Location: TP-CAH-OFF-14-TLT-M Raport By: Lai Ka Kui

Male Tolled, 14/F Office, Cambridge House, Talkoo Place Reportar Phane No

Uinit: 14/F Report Date: FENFIZ0NT 1107

Tersant: NOBEL BIOCARE ASIA LIMITED El'.ipmu‘ﬂ

Conlact Peraon:  MS.WONG Supondsor;

Contact Tel.. FBASTI66 Print Diater: 2EOTIZ0NT 11:33

Part A: Work Déscription
Farm CM, Interior Fabric: Tollets, Doars & Ironmonger (ZR 35 XFM MBS g H S |, 848) - Stopper Damaged
(MBS SRAM, AESR.

o Desription 26 -05e1>

e 4|7 BBy AP MR % BEEIRMes

Mulhotized Signature; Dale:

Part B: Tenant / Customer Signature (To be completed by Tenanl / Cr ]
= 1i'We agran to accepl and pay Swire Properlies Management Limited the cosl as indicated above upon complation.

Slpriure: Data: Company Chopo
+  [/'We accapl the completion of work ag indicaied above.
Signalure: Dale: Company Chop:

{1-Excallend, 2-Sufficiently Safisfed, 3-Ratfur Unsatishied, 4-Poor)
Theank you fer your eedback.

Satisfachion kewel

Part C: For Offica Usa Oniy

SignaluneDale Signatura/Cieta

Tims
ReporTime:  2507/2017 11,07 Staff Code Mame Start Time Finish Time
Agrlval ZEOF2017 11
Aclusl Starl: 20712017 11:18
Aciual Finish:  2807/2017 11:38
Material
e Ciocliy {tem Description Flannzd Oty Aciusl Qiy
Recordar: Supenisar:

Work Ocder feuistion 7 'W”%W%
pYp— '
Work Order No, | 1843414 & L . A . —

Source of reguisition: 0 Maintenance Request

U Statutory Reguirements

—

0 Tenant {Tenant Name: RGA Reinsurance Co | Building 4, 11 & 1 alise]
[ Cthers
[Step | Work Flow ) ~ Fom [T0 [Dat= |
1 Please send the attached Work Order to the tenant for confirmation
to proceed by return of signed and chnppf? Work :’.‘uder . .
Attachment: Work Order {expiry date: Tenm ) pTI \ MAT [ biE
Remark: / C
| ~ i | |
2 | The Wark Order is confirmed and approved. Please proceed the work. | ‘ [ )
Attachment: The Confirmed Work Order L . i
Remark: ‘ W -lfk' iy | |£/f| ffe.ﬂ
|

3 The wark is complated., ) T |
[ Pleass approwve the Waork Order and send it to Technical team for
data Ingut, |
I O Phease send the attached Work Order to the tenant for confirmation |
of completion. When the Waork Order is returned, please input the |
satlsfaction level and change WO status to “COMP”,
Attachment: The Confirmed Work Order no.:
W.0. amountvarled: [0 No 0 Yes (Refer to summary overleaf)
Remark:

q The Work Order is ip-rpm\.'uu. Please update the Work Order. [
| Attachment: The Confirmed Work Order na.: |
| Remark: |

5 [ The work Order is updated. Please Input the satisfaction level and 7
change WO status to "COMP"
Attachment: The Completed Work Order no.: |
Remark:

d

[ Please inform the tenant the Work Order is expired. A fresh Waork
Order will b2 arranged on request anly.

|
N

Attachment: The Expired Work Grder |
Remark: |
|

supplementary Information:

Ulpdated 25 of 24 Mnr 05
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SOLUTION - TENANT REQUEST PLATFORM
WITH VERY SIMPLE USER INTERFACE

1. Snap photo 1. Track order status
@ 2. Hashtag # SLel 5 Live chat function
3.

Upload photo 3. Payment system



SOLUTION - TENANT REQUEST PLATFORM
WITH VERY SIMPLE USER INTERFACE

Air-Conditioning Scratch
Cleaning Chip
Electrical & Lighting Crack
Fire Services Uneven Finish
General Repairs & Services Loose Finish
Dirt
Lifts & Escalators
Others
Pest Control

Plumbing & Drainage

Security




STREAMLINED WORKFLOW UNDER PROPOSED SOLUTION

T == WORK ORDER

EE

Tenant submit repair request Technical Team carry out 1st Work order created and Leasing Team update Technical Team update
via Tenant Portal. inspection to ascertain scope send to Technical Team for Technical Team to follow up. Leasing Team that work
of works. follow up. order is completed.

INVOICE

Control Centre / Leasing Technical Team checks Tenant confirms work order Technicians carry out Tenant settle payment.
Team route repair request to inventory; create work order on Tenant Portal. inspection and carry out
Technical Team. and upload on Tenant Portal. works.



Enhance tenant’s
experience

THE IMPACT

gt

Boost efficiency

900 man-hours
saved per month

Become data driven



ROLLOUT PLAN
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Vendor selection User interface design Change management

communication

Status: In Progress Status: In Progress Status: Pending






