
Finding The Link

We sometimes tend to take 
good service for granted, 
but as students from Fan-

ling Kau Yan College discovered, 
there is more to customer service 
than just being polite. 

“To be a good customer service 
ambassador, every step needs to be 
taken seriously, from their appear-
ance, greeting customers, handling 
enquires to closing,” explained 
Sonia Hui, Assistant Learning & 
Development Officer, The Link 
Management Limited (The Link), 
who taught students the four steps 
of customer service.

The Link currently owns and man-
ages approximately 180 properties, 
including around 150 shopping cen-
tres, which touch many people’s daily 
lives. To find out how the company 
serves and satisfies the public and ten-
ants, the 53 students spoke directly to 
The Link’s CEO during an office visit 
as part of the Chamber’s Business-
Schools Partnership Programme.

“We emphasise sustainable develop-
ment. We need to have a comprehensive 
plan to cater to the needs of the com-
munity, the environment, tenants and 
employees,” said George Hongchoy, 
Chief Executive Officer of The Link. 

He cited Stanley Plaza as a prime 
example of how innovative elements 
have turned the once run-of-the-mill 
shopping centre into Hong Kong’s 
first dog-friendly shopping centre 
and also a tourist spot. Hongchoy 
also showed students how the revi-
talisation of Lok Fu Market turned 
a traditional wet market into a con-
temporary grocery shopping desti-
nation. As a result, residents in the 
neighbourhood appreciate the new 
facilities and tenants are eager to rent 
retail space there. 

He stressed that The Link is a 
people business and his employees 
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are the most important factor in the 
company’s success. “The first mis-
sion of any CEO is to lead employ-
ees to success. We aim to develop a 
team of stars by cultivating a team 
spirit, which is vital for any organi-
sation’s success,” he said. 

Students found out for them-
selves the importance of team spirit, 
as they were divided into groups to 
tackle various scenarios. After this 
exercise, students took up the job 
of customer service ambassadors in 
Lok Fu Plaza, where they put what 
they had learned into practice in 
dealing with the general public. 


