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Excellence Day on 30 July 2010 was a special occasion for KFEM, whereby we celebrated and recognised
staff excellence and teamwork on our 10th year anniversary. Besides giving out our usual awards such as Best
Business Unit, Best Managed Estate, and the individual excellence awards for various job categories, we also
recognised the dedication and commitment of our staff who received their 5-year and 10-year long service
awards.

On that day, I shared that KFEM remains committed to constantly improve our service standards. Going
forward, we are going to drive service excellence in 3 key areas – Innovation, Service and People.

Innovation: We are in the process of implementing a new Customer Relationship Management (CRM)
operational support IT system and upgrading our server to centralise all information of properties managed by
KFEM. When it is ready, both HQ and site staff can gain online access to data on customer feedback, service
requests, contracts management, and record-keeping of all properties. At the same time, we are upgrading
our accounting software so that it can be fully integrated with this CRM system. This will allow you to get
accounting information online and respond to customers more promptly. In addition, our upcoming intranet
will enable you to stay connected with KFEM’s happenings and gain easy access and reference to KFEM
library of SOPs and documents.

Service:  Just like how doctors advocate that we conduct regular physical health checks, KFEM also provides
health screening for the projects we manage – through these two programmes - ‘project in need’ and ‘project
in recovery’. We always encourage early reporting of challenging issues or problems to avoid projects
degenerating into ‘project in difficulty’. This enables our quality and customer service team to provide additional
support to site. An operations manager will be deployed to site and his role is to engage the site team and the
client more effectively, help in closing any service gaps, and troubleshoot issues. This will allow our site team
to concentrate on the daily operations and ensure that our customers are receiving our best services.

People:  Our staff are our most important assets and we have identified two areas for improvement – training
needs and employee wellness.

We believe in training and development for our staff and this year, we have increased our training budget.
Presently there are training programmes for all levels of staff. We will kick-start our Staff Engagement programme
with a comprehensive survey to understand your training needs, in order to pinpoint areas for improvement.

As part of our ‘Employee Wellness’ initiative to promote a healthy lifestyle, we will be launching physical health
checks for all staff from mid September to November. We encourage you to go for the health check, and also
to participate in our recreational activities specially organised for you. There is a mix of sports and interest
group activities to suit all, such as cycling, badminton, soccer, golf, bowling, fishing, movie night and food hunt.
We hope with the above initiatives, we can maintain a strong and healthy workforce, which will bring about
higher productivity and service quality.

However, there are two important elements which KFEM cannot provide for our staff –  your personal pride and
passion for the job. These are key attributes for service excellence and have to be driven by your inner desire
to excel. Only by changing the way you see your work and learning how to embrace challenges, then you would
take pride in your achievements and gradually develop a passion for work. Instead of settling for being just
good or average, aim for excellence! Let us all play our part and keep pushing the pace of service excellence
in KFEM!
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BestBestBestBestBest  Business Unit Business Unit Business Unit Business Unit Business Unit      AAAAAwwwww ardardardardard
1st: BU 5, headed by Ms Eleana T eo
2nd: BU 3, headed by Mr Vincent Chong
3rd: BU 7, headed by Mr Tan Choon Huat

Congratulations also to the 49 staff who received the Certificates of
Excellence
- For full attendance for all BU meetings and bi-monthly training sessions
- For zero MC and zero unpaid leave

BestBestBestBestBest  Mana Mana Mana Mana Mana gedgedgedgedged  Est Est Est Est Est aaaaa te te te te te AAAAAwwwww ardardardardard

3rd: The Bayshore, BU 7 (CM: Danny Lu)

1st: Varsity Park, BU 5 (CM: Ann Toh)

2nd: Laguna Park, BU 3 (CM: Frank Ng)

ExExExExEx cellence Dcellence Dcellence Dcellence Dcellence D AAAAAyyyyy
30 Jul30 Jul30 Jul30 Jul30 Jul yyyyy  2010 2010 2010 2010 2010
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Best Condominium Manager: David Cheong, The T rump s (not pictured)
David joined KFEM in 2006. The Trump residents appreciated his initiative of going
the extra mile in assisting with their queries. He is presently at Riveredge (BU 7).

Best Administrative Assistant: Carolyn Ho, The Quartz
Carolyn has been with KFEM for 5 years. She always serves residents with a
ready smile, regardless whether it is a complaint or compliment.

Best Technician: Norazmi Bin Abdul Rahim, Regent Height s
Norazmi joined KFEM 3 years ago without any knowledge in estate management
and now he can confidently handle the different types of water seepage cases.

Best Condominium Manager:
Florine Kwong, Newton Suites
Florine constantly upgrades herself with
courses not only on common area
management and also horticulture and risk
management. This has helped her to value-
add to Newton Suites which recently won
the ‘Skyrise Greenary Award’.

Best Senior T echnician :
Abdul Malid Bin Abdul Hamid,
The Bayshore
Malid is a role model for the 2 technicians
under his charge at The Bayshore which
has 1,038 units. His initiative to resolve
issues and willingness to help residents
has earned him many complimentary letters.

Best Administrative Assistant:
Magdaline Quek, City Square
Residences
Magdaline, being new to this industry,
makes the effort to stay late to finish all her
work. Although City Square Residences is
a large estate with many facilities, she is
able to manage all bookings capably.

BUsiness UNit 3BUsiness UNit 3BUsiness UNit 3BUsiness UNit 3BUsiness UNit 3

Best Condominium Manager:
Chay Jee Wah, Guilin View
Jee Wah is a keen learner and works
independently. Despite coming from
a different industry, his positive
attitude has assisted him in settling
well in Guilin View.

Best Senior Complex Officer:
Song Fang Zhou, Beauty World
Centre
Fang Zhou is a good worker with a
strong sense of responsibility. When
he was going to China for a stretch
of home leave, he made sure he
cleared his work load and properly
briefed fellow colleagues covering
his duties.

Best Building Supervisor:
Tan Hian Leng, The Shaughnessy
Hian Leng may not be proficient in
English, but he always takes the extra
effort to learn how to comply with
HQ’s SOPs such as how to do
checklists. He also manages
residents well.

BUsiness UNit 5BUsiness UNit 5BUsiness UNit 5BUsiness UNit 5BUsiness UNit 5

BUsiness UNit 7BUsiness UNit 7BUsiness UNit 7BUsiness UNit 7BUsiness UNit 7

Best Condominium Manager:
Frank Ng, Laguna Park
Frank’s positive attitude and
performance has earned him
commendations by council members.
Under his management, Laguna Park
emerged as the 2nd Best Managed
Estate this year despite it being a 32
year old estate.

Best Condominium Officer:
Joe Seow, 7 Claymore
Joe’s hands-on attitude and technical
knowledge has been recognised by
7 Claymore’s Council. He is also
commended for being pro-active in
striving to save costs for the estate.

Best Building Supervisor:
Ricky T an, Casa Meyfort
Ricky has brought along over 15 years
of M&E experience to Casa Meyfort.
He is well-liked by the residents and
has been a great help to Council for
overseeing several enhancement
projects.

ExExExExEx cellence Dcellence Dcellence Dcellence Dcellence D AAAAAyyyyy  2010 2010 2010 2010 2010

a
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From left: Jennifer Yap (HQ), Hadzijah Binte Abdullah (Little India Arcade), Khadijah Bte Yaakub (Binjai Crest) and  Wong Hon Yoong (Ardmore Park)

CerCerCerCerCer tificatificatificatificatifica tes tes tes tes tes ofofofofof  ex ex ex ex ex cellencecellencecellencecellencecellence

From left: Koh Peck Har (HQ), Helen Lee (Southaven II), Daniel Zhang (The Arc @ Draycott) and Anuar Bin Ahmad (The Belvedere)

AAAAAppreppreppreppreppre ciaciaciaciacia tion tion tion tion tion ttttt ooooo      our reour reour reour reour re creacreacreacreacrea tion tion tion tion tion ccccc ommitteeommitteeommitteeommitteeommittee

We recognised the dedication and commitment of our staff receiving the Long Service Awards for 5 years and 10 years.

These were presented to:
•  Corp/site staff who have attended all bi-monthly training sessions and BU meetings
•  Staff with a clean record of zero medical leave and zero unpaid leave for FY2009/2010

Thank you to our recreation organisers - Phua Yeow Meng (fishing), Carisa Chu (bowling), Frank Ng and Hanny Tan (Movie Nite), Lee Chong
Ming (badminton), Abdul Ghani (soccer), Serene Yap and Bukit Timah Plaza team (food hunt).

From left: Phua Yeow Meng (Parc Oasis), Serene Yap (Pavilion11), Abdul Ghani (The Eden) and Carisa Chu (HQ)



Wong Mun Ching  [BU 3]
Promoted from Senior Property Manager to

Associate Director

Stephen Ong  [BU 3]
Promoted from Property Manager to

Senior Property Manager

Peter Yeo [BU3]
Promoted from Condominium Officer to Complex Manager

to the Pier@Robertson

Catherine Chiang  [BU 3]
Promoted from Accounts Assistant to Accounts Executive

Carisa Chu  [BU 5]
Promoted from Assistant Property Manager to

Property Manager

Song Fang Zhou  [BU5]
 Promoted from Complex Officer to

Senior Complex Officer, Beauty World Centre

Tan Wee Lam [Corporate, HQ]
Promoted from Operations Manager to Head, Operations

Kiau Meng T ak [Corporate, HQ]
Promoted from Quality Service Executive to

Senior Quality Executive

Koh Peck Har  [Corporate, HQ]
Promoted from Assistant Customer Service officer to

Customer Service Officer

Congratulations to the following staff on their promotions!Congratulations to the following staff on their promotions!Congratulations to the following staff on their promotions!Congratulations to the following staff on their promotions!Congratulations to the following staff on their promotions!

This is a regular column whereby we feature some of the
new projects we have secured, as well as the reappointed
projects from June to September 2010.

BU 3
Park Natura
Mera Springs

BU 5
Duchess Residences
The Sail @ Marina Bay

BU 7
APS Industrial Building

NEWNEWNEWNEWNEW  PR PR PR PR PROOOOO JEJEJEJEJECTSCTSCTSCTSCTS reappointmentsreappointmentsreappointmentsreappointmentsreappointments

PrPrPrPrPr ooooo jejejejeje ctsctsctsctscts
UpdUpdUpdUpdUpd aaaaa testestestestes

Park Natura
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BU 3
7 Claymore
Emerald Park
Lilydale
Manhattan House
Villa Des Flores

BU 5
Country Park
Domain21
Draycott 8
The Arc @ Draycott

BU 7
Simei Green The Sail @ Marina Bay
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Thanks to our SATS team -
Kenneth, Azmi, Moh and
Shirleen  - for the recent ISO 14k
audit. We got ‘positive’ aspects
for 2 years in a row, which
means we are beyond the ISO
standard! Please continue the
good work!

- Lynette Loh, SATS Quality
Assurance Team

I would like to thank and
compliment Masdiana Bte
Wahid  for the prompt and
excellent action in responding
to my feedback on the cleaners.
Within a week, I noticed
tremendous improvement to
the situation.

- Eileen, The Shaughnessy

I would like to thank the
management team  of Ivory
Heights for delivering my
transponder to my unit, instead
of leaving it at the guard house
as requested. I am pleasantly
surprised by this kind initiative.
Please keep up the good work.

 - Tan Hui Yee, Ivory Height s

We are very impressed with the
excellent service of Quah Soh
Hoon  who took a personal
interest in delivering our lost
proximity card. She is very
professional and we commend
her dedication to providing
excellent service to all residents.

- Po Sun Kok, Ardmore Park

Thank you for the 6-stars
service rendered by ACM,
John Pereria . He listened to
my issue and assisted with
granting me special approval
for weekend installation of
optic fibre. He also went the
extra mile by following up on
this case with the company.

- Wun Yoke Chan, Parc Oasis

We recently acquired an
apartment at Riviera
Residences and we want to
thank Joanne Ang-Lam  for all the
information/guidance that you
have shared with us on various
occasions while we were trying
to settle in. You have been very
courteous and professional.

- Mr and Mrs Carsten Mandel,
Riviera Residences

I would like to commend James
Tan for his help with our window
leakage problem. He has
never failed to impress us with
his positive attitude and
sincerity in serving the
residents here.  He has been
very resourceful and has
delivered what he has
promised.

- Koh Poh Chew, The Tropica

I would like to thank Patrick
and Serena  for their help with
my queries on internal unit
defects. Both of them put all
residents and visitors at ease
with their pleasant
personalities.

- Govind Seshan, The Parc

Thanks to Constance Goh ,
who has been a real help in
assisting resolving my
maintenance payment and
interest reversal.

- Lee Kuan Chung, Parc Oasis

Thank you to Eddice Ang  of
One Jervois for helping to
retrieve my lost items. I
really appreciate your help.

-  Mdm Poh Choo Tio, One
Jervois

As Chairman of Dunmaan
Place, I would like to thank
Derek Lim  for a well-
conducted AGM. You have
done a lot of preparation
work.

- Ang Hong, Dunman Place

We would like to commend
Teh Jiahe  for the level-
headed way in which he has
dealt with our concerns.

- Leeanne Davis and Craig
Beveridge, The Summit

We wish to commend Foo Chek Lee  for
resolving difficult and challenging tasks
including cost saving measures and
maximisation of office space usage. He
usually works beyond office hours to carry out
facilities work and office renovation in order to
minimise disruption to our business. Chek
Lee’s performance has certainly contributed
to our decision to continue our partnership
with KFEM.

- Grace Chow, Avaya Singapore

I would like to thank John Pereria  for
providing information on my unit’s past
records of window retrofitting, when I could
not get any info from the past owner. John
promised to let me have the info by
2.30pm and came back to me before 2pm.
Please continue to deliver excellent
service to the residents here.

- See Tiong Hui, Parc Oasis .

I want to express my sincere appreciation
to Condominium Manager Phua Yeow
Meng. He has taken prompt action, great
effort and professional manner in dealing
with the water leaking from the ceiling of
my master bedroom.  It is indeed a difficult
task to trouble shoot and identify the root
cause of the water leaking.  

 - Dr Han Guangjun, Parc Oasis



Cycling
20 June 2010
Cycling is our new recreation activity for this financial year. In June, we participated
in the National Runway Cycling event organised by SAFRA. It was quite a novel
experience cycling at the usually out-of-bounds Paya Lebar Air Base. After finishing
15km of cycling, we were famished and headed for a dim-sum lunch.

Do look out for the next cycling activity in October; we welcome all newbies or
seasoned cyclists to join us!
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Julie Leong, BU 5

Who’s paying for the W ater Leak?

Tips onTips onTips onTips onTips on
Property ManagementProperty ManagementProperty ManagementProperty ManagementProperty Management

Contributed by BU 5

This is a regular column to provide some property management tips. Our Team Managers will take turns to contribute practical tips.
if you have a topic to suggest, feel free to send in a IDEA$ suggestion! We hope you find these tips useful!

Who’s paying for the Water Leak?

§ Water dripping from the ceiling is annoying, but what’s really more
bothersome is the process of haggling over who pays for the plugging
and repair.

§ In Year 2005, a landmark ruling was made by the Strata Titles Board
stating that upper floor unit owners must foot the entire repair cost
when water leaks through their floors due to wear and tear.

§ For inter-floor leaks, the leak is automatically presumed to have started
from the upper floor unit unless the owner can prove otherwise.

§ The owner of upper floor unit will have to work with his neighbour at the
lower level to investigate the cause of the leak.  Both parties will also
need to agree on payment for the repairs.

Jointly organised by our cycling enthusiasts from BU 3 - Peter Tan (Manhattan House),
Hanny Tan (Melrose Park), Frank Ng (Laguna Park) and Joe Seow (7Claymore).
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Food Hunt
13 August 2010

36 staff joined us for our Food Hunt held in Swensen’s
at Ion Orchard. This was no ordinary international
buffet, for it was a ‘Ice-cream and Dessert’ buffet.
With over 50 ice cream flavours, chocolate fondue
fountain and an assortment of cakes and pastries,
we found ourselves spoilt for choice!

We are always on the look-out for good food, so if
you have any recommendation, email us @
idea@kfem.com.sg!

Special thanks to our Food Hunt organisers -
Serene Yap, Pavilion 1 1 and Celestia T ee, Bukit
Timah Plaza from BU 5!

Our Soccer Team
KFEM United
Our soccer team, KFEM United, played two
matches in July and August.

For our match on 10 July 2010 against
Marsiling F.C, we conceded the game 2-1,
with Zohar from Rivergate scoring a goal.

For the match against T.Net F.C. on 7
August 2010, it was a close game for both
teams with the final score being a draw of
3-3. Ghani, Captain of KFEM United,
praised the team for playing very well and
complimented the top striker Zohar who
scored the hat-trick goals.

KFEM United is always on the lookout for
new players. If you wish to join us, do keep
a lookout for our soccer emails!

Special thanks to our soccer organiser -
Abdul Ghani from The Eden, BU 5!
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Many hands make light workMany hands make light workMany hands make light workMany hands make light workMany hands make light work

On 31 August 2010, we had our KFEM Bowling – Qualifying Session
at Superbowl@Kovan. The top 5 teams with highest scores will
represent KFEM to compete in the KF Bowling Competition which
is organised by our parent company.

Despite the competition, the teams had fun bowling two games
and comparing each other’s scores. Our best male bowler was
Jeffrey Ang from The Levelz, with 379 points, while our best female
bowler was Irene Ng from Mandarin Gardens with 329 points.

We wish our 5 teams all the best for
the KF Bowling Competition in
September!

Bowling - Qualifying Session
31 August 2010

Special thanks to our bowling
organiser - Mabel Yap, Draycott 8
from BU 5!

Movie Nite
26 August 2010
Close to 50 staff caught The
Expendables, an action film starring
Sylvester Stallone, Jet Li and Bruce
Willis.

Interestingly, despite it being a
testosterone-packed movie, we have
more female than male staff joining
us for this Movie Nite.

Special thanks to our movie nite
organisers - Frank Ng (Laguna
Park) and Hanny Tan (Melrose
Park) from BU 3!


