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General Manager, Commercial Banking Department,
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In this issue of Horizons, we interview Ms Phoebe TSE Siu-ling, member of the EAA, to share with
licensees her extensive experience in the financial industry.
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Q: Based on your extensive experience in the financial industry, what

kind of strategy or attitude should estate agents adopt to remain
competitive in the property market nowadays?

. In fact, there are similarities between estate agency business and the

banking industry as they are both service industries. Practitioners of
both industries will deal with transactions involving large sums of
money and their services will affect their clients” decision in making
a major investment. In addition, the competition in both industries is
also very intense. In the past, people always say that there are more
banks than rice shops, but | think the number of estate agency shops
is no less than the branches of banks in Hong Kong. A good service
attitude is of utmost importance which includes thinking from the
clients’ perspective and understanding the clients’ needs instead
of blindly hard-selling. At the same time, practitioners must be
professional and be familiar with the market conditions, and be able
to give professional advice to clients. Integrity is of course even more
important. If one cannot earn the trust of clients, the relationship
will be difficult to maintain and a deal cannot be closed. Just like the
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: It was mentioned above that being
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slogan of the latest EAA’ s publicity promotion, a quality estate agent
should have good “5A” qualities namely “Adherence”, “Ability”,
“Accountability”, “Advancement” and “Affinity”, so as to remain

competitive in the property market nowadays.

“professional” is one of
the most important qualities of estate agents. What would you

recommend them to do to enhance their professional standards?

: Continuing education can help enhance professional standard. The

EAA has provided many training opportunities. | advise that estate
agents must participate in continuous training in order to attain

“Advancement” in their professional standard and have a thorough
understanding of the latest regulations and market trends. Hard work
will pay off. Well equipping yourself will help provide professional
advice and win the clients’ trust. It helps business and can maintain a
good long-term relationship with your clients, and as a result they will
be more willing to refer businesses to you.

: As top management in the banking industry, could you share some

tips with the management of the estate agency companies on how
to effectively supervise their frontline staff, in particular for better
compliance?

: The banking industry is operating under a highly supervised and

regulated environment. Borrowing their experience, | would recommend
that the management of the estate agency companies ought to lead by
example at first and specify that compliance is the bottom line of the
company. They should convey this requirement to different levels clearly
and carefully through meetings and different channels. Secondly, an
objective award and sanctioning system could be set up to encourage
compliant behaviours and there should be no tolerance for any breaches,
even if the non-compliant staff is a top salesman. In addition, there
must be a good monitoring and feedback mechanism that can keep
track of the actual implementation, such as assigning officer in charge
for behavioural supervision, deploying “mysterious customers” or
conducting random inspections. Of course most importantly a heart-felt
culture of compliance should be fostered within the company. This goal
is the most challenging and will need a long time to achieve. It will be
more difficult if the staff turnover rate is high, but it is the highest level of
corporate governance that every company should aim for. | hope that the
top management of estate agency companies will continue to work hard
with us.
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