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Taking Forward Building Rehabilitation with
Technology and Enhanced Frontline Services
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he demand for building rehabilitation continues to increase with the rising

awareness of owners on building maintenance over time. Serving as an impetus
for building rehabilitation, the Urban Renewal Authority (URA) has been proactively
adding resources to both hardware and software development in recent years in order
to expedite the process of building rehabilitation and alleviate the pressure on urban
redevelopment.

Recently the URA has applied new technology in setting up a brand new Centralised
Tender Collection System, which speeds up the tender collection and handling process,
and hence significantly reduces the time for organising building maintenance works.
Meanwhile, as the enhanced "“Building Maintenance Grant Scheme for Needy Owners”
has drawn a large number of new applications, URA has established a dedicated team
to strengthen its frontline services. To process a large number of subsidy applications
from elderly owners, the team patiently and attentively explains and provides support
to the applicants, so that elderly owners are guided through their application process
and able to start the maintenance work for their flats as soon as possible.
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At the Tenders Collection Point located on the first floor
of Urban Renewal'Resource Centre at Tai Kok Tsui, users
are guided through the tender submission process with
instructions available in traditional and simplified Chinese as
wellas English. Immediate access to enquiry service is also
available through the system.
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New Centralised Tender Collection System
Accelerates Building Rehabilitation Process for Owners
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and his colleagues have developed a new Centralised Tender
Collection System to tackle the problem of tender boxes
shortage.
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Tender documents are carried by the conveyor belt to the system's
backend, where details of the building for tender are read by the
scanner.
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Tenders received are stored in shelves with greater capacity than
traditional tender boxes.
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Building owners, Certified Public Accountant and URA staff witness the opening of tenders upon the closing date.
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Accompanied by URA staff, owners take stock of the tenders
received at the backend of the system.
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Tender documents are labelled clearly to indicate their respective
shelves to be stored in.
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Watch the Centralised Tender Collection System video for more
details.
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Old tender boxes retire from their duty as tender procedures have now
become electronic.



Since additional subsidy schemes for building rehabilitation
were launched, in particular the “Operation Building Bright
2.0" and “Fire Safety Improvement Works Subsidy Scheme”,
more and more owners have recruited their work contractors
or consultants through the URA's “Smart Tender” electronic
tender platform. It resulted in a shortage of tender boxes,
causing delay in the tendering of building renovation work. To
deal with the exponential growth of the demand for building
rehabilitation services in recent years, in which existing facilities
fell short to meet the needs, URA's Building Rehabilitation
Manager Vincent Lam and his team decided to develop a brand
new Centralised Tender Collection System, taking reference
from the practice of using barcodes in logistics services and the
book return system in public libraries.

The new system is set on the first floor of Urban Renewal
Resource Centre in Tai Kok Tsui. Work contractors or
consultants can now submit their tenders by simply following
the instructions on the computer screen, pressing a few keys
and then placing their tenders on the conveyor belt one by one.
In the backend, the computer will record the submission time
and the details of the respective building for each tender. The
tenderer will get a printout receipt and a confirmation e-mail

sent by the system simultaneously. URA staff will scan the
tendering details and label the tenders received during office
hours each day and sort them to the designated shelves. This
system can handle 3,000 procurement cases at maximum each
year, significantly exceeding the capacity of the conventional
tender boxes.

On the closing date for tenders, the system will automatically
generate the total number of tenders received and notify the
Certified Public Accountant in charge of opening the tenders,
so that owners and accountants can reserve sufficient time to
complete the tender opening process. To ensure fairness and
reliability, the team has also sought advice from the Independent
Commission Against Corruption and internal auditors during
the design stage, and installed surveillance cameras to make
sure the system would operate with transparency.

Vincent said the Building Rehabilitation team has experienced
the advantages of the new system since launch and users'
feedback is also positive. “We hope to further accelerate the
process of building rehabilitation by applying the new system
so that everybody can maintain and enjoy their comfortable
home,” said Vincent.
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The tenders received each day are collected and processed carefully by designated URA staff, according to the established procedures.
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Apart from helping the elderly in submitting the
required documents, URA staff will also render
inspection onsite offering professional advice to
elderly applicants on building rehabilitation.
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Dedicated Team Closely Assists Elderly Owners on
Building Maintenance Grant Applications
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Alan (1st from left) and Bobo (2nd from
right) both say their hard work pays
off when seeing elderly owners are
able to renovate their homes with the
grants. Alice (2nd from left) and Kelvin
(1st from right) treasure the sweet
moments when receiving greeting calls
from the elderly.
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Elderly owner applicant Pao (centre) commends URA staff Alice (1st from right) for helping her in successfully applying for grants to fix her
leaking bay window. Another colleague Kelvin says he is willing to lend his ear to the elderly and listen to them with sympathy.
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Old window frames are being replaced with new ones in Pao's
flat upon the granting of building maintenance allowance.
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Building rehabilitation Staff
at URA's Cheung Sha Wan

office address enquiry from
elderly owners.
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To encourage more eligible elderly
owners to apply and submit all
required documents, URA has
prepared special gifts, such as
electronic pill boxes with alarms
for those who have completed
their application procedures.
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Apart from the increasing demand for building rehabilitation
subsidy and assistance, the “Building Maintenance Grant
Scheme for Needy Owners” (BMGSNO), launched by the URA
in July, has also drawn a large number of elderly applicants,
much beyond URA's expectation. To cope with the demand for
service, the URA has set up a dedicated team in the Building
Rehabilitation Division to handle elderly people’s enquiries and
applications. In view of the extra patience required to explain
and assist elderly applicants, the team has come up with
different ways to guide the elderly throughout the application
process.

Taking over the administration of the scheme from the Hong
Kong Housing Society in July, the enhanced BMGSNO provides
maintenance subsidy of $40,000 to 80,000 to owners who live in
their own properties. The scope of the scheme has expanded to
cover owner-occupiers who are aged 60 or above, or recipients
of the Comprehensive Social Security Assistance Scheme and
Disability Allowance, and the asset limit for applicants has also
been relaxed. Since both the amount of subsidy and number of
eligible applicants have increased, the URA has received up to
600 applications each month and over a thousand enquiries a
day at peak level.

With 90% of the applicants being elderly, the team is faced with
the toughest task of ensuring the submission of all required
documents, such as copies of their Old Age Living Allowance

and Disability Allowance. The frontline staff have to patiently
explain and assist the applicants throughout the procedures.
They sometimes even play the roles of social workers and listen
to the elderly. For applicants who are physically weak or with
restricted mobility, the URA would arrange on-site service to
have staff bringing in all required documents and complete
the procedures in the applicants’ homes. For applicants
with dementia, the URA staff will simplify or exempt some
procedures to assist the elderly owners.

To the BMGSNO Team, helping elderly with their applications
are tasks that require patience and care. To allow applicants’
family members to stay in the loop of the application process,
the URA will soon launch a new communication system to
contact the elderly or their immediate family via SMS. To
encourage more eligible elderly owners to apply, the team
have also prepared special gifts, such as electronic pill boxes
with alarms and towels for those who have completed their
application procedures, as an extra incentive for them to submit
all required documents as soon as possible.

Alan Lui, Senior Manager of Building Rehabilitation, added,
“We understand the elderly owners wish to receive their grants
promptly but we are obligated to ensure the good use of
money from the public purse. The setting up of the BMGSNO
team is to assist the elderly applicants closely, ease their burden
and help them obtain the grant to revamp their homes soon.”
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Alan (right) and Bobo (left) say the URA would arrange on-site service for applicants who are physically weak or with restricted mobility.
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