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Meeting Customers Needs—from Design to M anagement

C.N.BROOKE
Brooke International

Hong Kong
New World Environment
Market driven by fundamentals and end-user responses and reaction. Growing sense of
ownership and less emphasis on capita gains, but nevertheess owner needsto be assured thet his

investment will maintain its vaue and over time gppreciate in vaue. Bricks and mortar seen as
hedge againgt inflation.

Drivers of Change

Technical Revolution — centred on information technology and the establishment of new
networks connecting people from the locd to globd leve.

Ecological Awar eness — grester understanding of the importance of sustainable development
and agrowing interest on the part of the community to participate in determining its future detiny,
not only paliticaly but dso in terms of the urban fabric, the environment, etc.

Social Transformation — changing life patterns reflecting incressed life expectancy and the
development of new life style choices.

Initial Starting Point
Need to know and understand customer’ s expectations and aspirations. Often presumption by

developer and histeam that they know what isbestfor the customer. Role of reseerch, consumer
urveys, benchmarking, lessonslearnt from both successful and unsuccessful flagship projects.

Positioning of Project

Identification of target market vitd at outset. Will dictate dl actions theresfter.

Planning and Conceptual Design

Timewell spent. Thisisthe stage that dictates not only the economic success of any scheme but
aso the likely responselreaction of the potentia purchaser. Need to integrate project/schemeinto
ovedl community.

Detailed Design

Layout, choice of meterids, sarvices and fadilities al need to be very carefully thought through
with not only purchaser in mind, but aso from maintenance, operations and up-kesp perspective.
Fexibility v permanence dso akey issue. Use of vaue engineering to examine dternatives.

Construction

Challenges of ensuring quality and adequiate standards of workmanship. Different options and
solution.

M anagement

The need for a caring and cogt effective gpproach. It dl boilsdown to serviceand vduefor
money.



h) Areas for Obvious I mprovement

i Planning — too piecemed,, not comprehensive enough. People expect to livein
communities not endlaves. Lower rather than higher plot ratios. More emphasis on
opan space and community facilities

A commitment to qudity and cretivity in the way in which we design buildings, public
gpaces and trangport networks will form the basisfor the sustainable city for the future.

Housing by itsdf does not make a neighborhood.  Neighborhoods need to comprise a
mix of uses, which work together to cregte sustaining activity throughout the day and
serveto srengthen sodid integration and civic life.

Hong Kong' s compact urban form highlights the need to give priority to the provision of
public areas for people to meet and interest. To do this most effectively means putting
the pededtrian first and ensuring that walking is the preferred and most convenient option
in accessing different fadilitieswithin an area

The planning system needs to be one, which is strategic, flexible and accountable, i.e a
grategic planning sysem which adopts a pre-active gpproach to land use planning rather
than being percaived as areactive means of controlling development.

ii. Design — not enough variety and vison. Need to review Buildings Ordinance. We have
theflair, we should useit. We dso are moving into the “ Smart Home' Environmentt.

Raisng the Quality of New Housing

Long Life— Durable Materids and Efficient Systems of Fabrication. Bear in mind that
use of abuilding changes much fagter than thelife of abuilding.

L oose Fit— Designing for changing user demands and life Sylesby providing flexible
and cogt effective layouts, finishes and materids.  Fixed dements such as kitchens,

bathrooms, wall and flooring materias could be excluded or |eft raw, dlowing occupants
to make their own functiond and aesthetic choices. Also flexible partition walls so thet

interna space can be reconfigured to mestchanging needs of household.

Low Energy — ensuring resource efficiency by reducing energy use through building
messing and design. Also need to consider overdl environmentd performance.

iii. Construction — Industry islagging behind thetimesin terms of technology and
management.  Also need for change in attitudes— it is more than just a contractud
relationship. Industry has to accept it has a duty to the community to play its part in

rasng standards.

V. M anagement — Much gregter attention to detail will be required, and the services menu
will have to be expanded significantly. A pro-active gpproach rather than re-activewill
a0 be expected.

V. Facilities— Once aluxury these are now essentid. Qudity of life and growing vaue

put on leisuretime are key factors.

BUT Infind andyds, dl the trimmings will be irrdevant, if the product is not priced competitively.

Also aspiring purchaser will be seeking to purchase as many qudity sq. ft. as possible within the congtraints
of hisbudget. Attractively packaged and priced projects with favourable lending terms will cortinue to
dtract the greatest interest.
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