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Message from the Chairman of
Hong Kong Retail Management Association
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The Hong Kong Retail Management Association is proud to be the leading organizer for the
Customer Service category of the 2011 Hong Kong Awards for Industries (HKAI). The Award
reaffirms the Association’s mission to uplift Hong Kong's overall standard of customer service and its
competitiveness in the international arena.

The Award has made some promising development over the years, with participating companies
ranging from large corporations to SMEs. We also witnessed an expanding portfolio of participating
enterprises from service industry. This year, we received keen participation from companies of various
business sectors including banking and finance, retail, catering, property management, service
providers, transportation, etc.

These encouraging results truly reflect the increasing emphasis of customer service in the business
community.

Customer service excellence has become one of the keys to success in our service-oriented economy.
The Association is delighted to see the strong commitment and relentless efforts of the HKAI
participating companies in driving Hong Kong's service standard to a higher level.

We hope enterprises in Hong Kong will continue their unswerving commitment and endeavors to
quest for excellence and deliver unsurpassed service to strengthen Hong Kong’s reputation and
competitive edge as an international shopping paradise and service centre.

On behalf of the Association, | wish to extend my heartfelt thanks to all members of the judging
panels for their support and dedication. Finally, | would like to congratulate the winners of the
Customer Service category on their well-deserved awards.
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2011 Hong Kong Awards for Industries:
Customer Service Grand Award

Fairwood Fast Food Ltd.
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Attention to Customers’ Special Needs

Fairwood is the pioneer fast food chain store in Hong Kong
to introduce "Barrier-free Customer Service". With a view to
provide customers with an enjoyable dining environment
and personalized service, Fairwood formed a special project
team to understand the concerns and special needs of the
disabled and the elderly.

"Barrier-free" environment creates enjoyable
dining experience

Fairwood strives to offer great dining experience to all
kinds of customers, including those with special needs.
Fairwood progressively offers barrier-free facilities at the
stores, including wider main pathway, barrier-free entrance
or movable ramp, accessible seating area, tables with slip-
resistant material, etc. Besides hardware facilities, Fairwood
staff also offer attentive service for the needy such as meal
order assistance and meal serving. Such personalized service
and barrier-free facilities encourage the disabled and elderly
to dine out more frequently, and enjoy their mealtime and
social life with families and friends.
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Comprehensive staff training promotes heartfelt
service

Fairwood organizes various training and experiential activities
to help staff truly understand the needs and concerns of
the customers. To attain service excellence, staff have been
enriched with communications skills and were encouraged
to provide proactive assistance and caring service from
the heart, bringing greater pleasure and fulfillment for
customers’ lives.

Neighborhood activities foster community
harmony

Fairwood also actively organizes different community events
such as Fairwood Fun Day and Charity “Poon Choi” Feast
to foster contact, interaction and communication among
the customers and their neighbours, aiming to build a spirit
of mutual respect, care and assistance among people. We
hope the caring spirit would extend from our employees to
customers and with a rippling effect to the community in
order to build a more harmonious society.
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2011 Hong Kong Awards for Industries:
Customer Service Award

Luk Fook Holdings (International) Limited
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Six Heartfelt Services, Motivated by You

Established in 1991 and listed on the Hong Kong Stock Exchange
in May 1997, Luk Fook Group is one of the leading jewellery retail
chains in Hong Kong and the PRC. The Group currently has over
700 retail outlets in the PRC, Hong Kong, Macau, Singapore, the
United States and Canada. The Group principally engages in
sourcing, designing, wholesaling and retailing of gold jewellery, gold
ornaments, gem-set jewellery and jadeite in Hong Kong.

Driven by the Group’s motto”Exquisite
Craftsmanship, Dedication to Quality Services and
Customer Oriented”, Luk Fook strives to provide
customers with quality products and excellent
customer services. In order to cater for the
needs of different customers, Luk Fook has
conducted various in-depth surveys to
understand customer’s expectation
and perception towards the Group. A
Customer Service Excellence Steering
Committee has been set up to develop

iR minES
Followingup Greating

LUt STy ﬁ‘"—ll e

Advising ﬂﬁﬁ Listaning
service and management strategies

according to the customer’s feedback and BOBE Rsilamnem
Sxpectation. (R \\ 00 18 em . ie REIMSET
With an aim of providing excellent and heartfelt EEBET NEXMNRLEIED -

== <
service to customers, a set of signature service \_/u J BEBEOERS - BOEE - B

core values has been developed - “Six Hearts N * R .
P DEE - BOBY - EOENR

Service”, covering Greeting, Listening, Caring, Helping, Follow Up o s N o gt N
and Advising, and serving as guiding principles for their staff. MORES  BRBRBERHIXMPAE
NER  BINBEBERENELO -

i'j{{h_ & ;
; » £,
\ g B & &3

"

i

To integrate the Group’s core value with their customer service
objectives, Look Fook has launched a series of company-wide
customer service training to all levels of staff and organized
various activities to sustain the momentum of service excellence.
Professional training courses on product knowledge and sales skill
have been arranged for frontline staff to enhance their service
skills and professional knowledge in jewellery.

The Group pays a lot of attention and effort on after sales service.
They are committed to provide comprehensive after sales service
such as cleaning, repair and replacement services, which is one of
the key factors leading to the Group’s success.

With its dedication, the Group obtained numerous local and
international awards and recognition for its outstanding
achievements in product quality and service performance. The
Group will continue its unceasing effort to provide high quality
products, superior customer service, and to become the “Brand
of Hong Kong, Sparkling the World".
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2011 Hong Kong Awards for Industries:
Customer Service Award
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There is no the Best, but the Better — “We serve with
Pride and Care”

Richform Holdings Limited was set up in 1995 and has been
appointed as the Master Authorized Distributor of USA Brand
Everpure Drinking Water System products in Hong Kong and Macau
since 2005. Richform has endeavored to introduce and provide
healthy drinking water system and related products, such as water
dispenser and outdoor drinking water fountain.

Carrying the corporate mission to achieve “Success through Sincerity”
and upholding “Quality, Service, Value for Money and Innovation”
as its operation beliefs, Richform strives to provide full range of
professional sales & after-sales services, delivery service, installation
and maintenance service. The service team of Richform has rapidly
increased from merely three to nearly thirty staff (“associate”)
nowadays. Its success is demonstrated by a diversified client base
ranging from educational institutions, commercial enterprises,
restaurants, hotels, hospitals, club house, public service sector to
thousands of households.

Richform believes that quality service leads to customer satisfaction
and loyal customers, and it is also a crucial factor for its success. To
meet the ever-changing expectation of customers, Richform strongly
encourages and fully supports its associates to pursue continuous
learning. Richform understands happy associates would ultimately
lead to customer service excellence, and thereby innovative caring
benefits are offered to its associates including Birthday Leave, Parent
Allowance and One Fruit One Day etc. Such benefits help to build-
up their senses of belonging to the company.
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To sustain its service level, Richform actively approaches clients
to ensure services are satisfactorily delivered and to explore any
possible problems faced by their customers. All these preventive
measures minimize the outbreak of problems. Richform also
provides different customer-oriented services such as free service
for site maintenance for full year, free system renewal programme
and coupon reward for zero repair in the year.

Over the years, Richform has won a number of awards in customer
service. The company is also delighted that one of its associates
has won the individual best customer service reward in 2011. All
these recognitions have proven that Richform’s operation beliefs
are successfully implemented and are highly appreciated in the
community. Riding on these achievements, Richform will continue
to deliver quality service to meet the needs of customers and go
beyond their expectations.
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2011 Hong Kong Awards for Industries:
Customer Service Certificate of Merit
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KAI SHING MANAGEMENT SERVICES LIMITED
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Kai Shing Management Services Limited -

apm Customer Care Center
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Being the landmark shopping mall in Kowloon East, apm is
positioned for youngsters as an icon of “Trendy” and “Energetic”. It
is owned by Sun Hung Kai Properties and managed by its subsidiary
Kai Shing Management Services Limited.

apm strives to provide professional service to its customers and
has initiated a series of reforms including transforming the role of
a frontline staff from a passive counter service representative to
a professional officer who is proactive, knowledgeable and ready
to help customers with full range of services in a professional
manner. The company
also offers thorough
trainings to equip
their customer service
officers with service
skills and mall operation
knowledge, with an
aim to provide one-stop
and personalized service
to shoppers as well as
tenants.

By entrusting Customer
Service Officers with
greater responsibilities such as following through customer requests
from problems to solutions, and being a regular communicator
between tenants and management to reflect their ideas and
comments, the Customer Service Officers are motivated to take
greater ownership of their jobs. Employees’ job satisfaction is then
easily translated into customer satisfaction.

With the dedication of the management and its officers, apm has
uplifted its customer service performance with measurable results
and success.
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Hong Kong Awards for Industries: Customer Service
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Members of Phase | Judging Panel
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Mr. Andrew Davis Associate Director-General, Invest Hong Kong
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Ms. Maggie Lee Partner, Audit, KPMG
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Dr. Geoffrey Tso Associate Professor, Department of Management Sciences, City University of Hong Kong
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Dr. Pinky Tso Training Consultant, Hong Kong Institute of Business Administration
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Members of Phase Il Judging Panel
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From Left ZL i€

Mr. Buston Chu Vice-Chairman, Hong Kong Association for Customer Service Excellence
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Mr. Wilfred Wong Director, Division Talent Management, DFS Hong Kong Limited
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Mr. Larry Sze CEO, Gilman Group
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Dr. Ricky W.F. Szeto Executive Director, Hung Fook Tong Holdings Limited
AfEKEEE BREEENTES
Prof. Leo Sin Yat-ming Director, MSc Programme in Marketing, The Chinese University of Hong Kong
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2011 Hong Kong Awards for Industries : Customer Service, Innovation and Creativity,
Productivity and Quality, and Technological Achievement
Final Judging Panel
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From Left Z£#2

Ms. Ruth Yu
Executive Director
Hong Kong Retail Management Association
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Mrs. Agnes Mak
Executive Director
Hong Kong Productivity Council
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Mr. Edmond Yue Prof. Lap-Chee Tsui

Chairman
Industry and Technology Committee
Hong Kong General Chamber of Commerce

Vice-Chancellor and President
The University of Hong Kong
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Chairman of the Final Judging Panel

Mr. Allen Yeung

Vice President

Business Development and Technology Support

Hong Kong Science and Technology Parks Corporation
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Ms. Patricia Lui
Principal Trade Officer
Trade and Industry Department (not judging panel member)
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Hong Kong Retail Management Association

The Hong Kong Retail Management Association (HKRMA) was founded
in 1983 by a group of visionary retailers with a long-term mission to
promote Hong Kong's retail industry and to present a unified voice on
issues that affect all retailers. Established for 27 years, the Association
has been playing a vital role in representing the trade, and raising the
status and professionalism of retailing through awards, education and
training.

Today, HKRMA is the leading retail association in Hong Kong with
membership covering more than 6,000 retail outlets and employing
about half of the local retail workforce. Member organisations include
various types of retail businesses ranging from beauty products and
cosmetics, catering and food, supermarkets, department stores,
convenience stores, drug stores, watch and jewellery, fashion and
accessories, furniture and home accessories, electronic and electrical
appliances, telecommunications, retail (services), and specialty
stores as well as suppliers, wholesalers and industry related service
organizations.

HKRMA is one of the founding members of the Federation of Asia-
Pacific Retailers Associations (FAPRA) and is the only representing
organisation from Hong Kong. FAPRA members cover 17 Asian Pacific
countries and regions.
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HONG KONG AWARDS FOR INDUSTRIES:

CUSTOMER SERVICE
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The Hong Kong Awards for Industry and the Hong Kong Awards
for Services were established in 1989 and 1997 respectively to
recognize and encourage excellence as well as to promote successful
practices and strategies in different aspects of industrial and service
performance. A milestone was reached in 2005 with the merging of
the two Awards Schemes into the "Hong Kong Awards for Industries”,
and championed by the HKSAR Government.

The Awards Scheme covers six categories including consumer product
design, machinery and machine tools design, customer service,
environmental performance, innovation and creativity, productivity
and quality, and technological achievement. Each award category is
organized by one leading organiser.

The Hong Kong Retail Management Association is proud to be the
leading organizer for the award category on “Customer Service”.
Over the years, our category has received keen participation from
companies of a diverse portfolio of business sectors, including banking
and finance, retail, catering, property management, cleaning and
professional service, leisure and entertainment, storage service and
transportation.

Objectives of Customer Service Award
Category

m To recognize and encourage excellence in the service industries by
giving public recognition to outstanding companies.

= To promote the importance of quality service and to improve Hong
Kong's overall standard of customer service.

m To sustain and enhance Hong Kong’'s competitiveness as an
international service centre.

Award Structure

The Award Structure for the Customer Service category consists of
three levels:

1. Hong Kong Awards for Industries: Customer Service Grand Award
2. Hong Kong Awards for Industries: Customer Service Award

3. Hong Kong Awards for Industries: Customer Service Certificate of
Merit

The most outstanding entry will be selected to receive the Hong Kong
Awards for Industries: Customer Service Grand Award.

Benefits of Participation

m The companies with outstanding achievements in customer service
will be recognized and publicized.

m The effectiveness of each company’s customer service improvement
programme could be promoted and enhanced.

m The service level of individual companies as well as the whole service
sector could be improved and enhanced.

m The award winning companies will receive extensive media coverage
and recognition.
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Eligibility

= Companies and organizations operating in Hong Kong (except
departments / agencies of the HKSAR Government) are eligible to
enter. The Awards are also open to individual division of a company

provided that the principal activity of the division is providing service
to consumers.

= Participating companies should be engaged in service oriented
businesses. The ‘service’ in question should be mainly provided in
Hong Kong.

m To enable on-site mystery shoppers assessment by the organizer to
form part of the judging, participating companies should either have
a retail or service outlet, or an external customer service channel
where the organizer could perform such mystery assessment.

= In terms of selecting winners, the decision of the Final Judging Panel
is final. The Organizer however reserves the right to disqualify any
winner and to withdraw or revoke any award so granted, without
entitling the winner to any compensation therefor.

For details, please contact the Association.

Enrollment

Participating companies is invited to submit a written Customer Service
Proposal which should highlight the company’s customer service related
programme(s) and management philosophies in achieving and providing
quality service to their customers.

Enquiry &3
TEL E5E : 2866 8311 FAX EE : 2866 8380
WEBSITE #4831 : www.hkrma.org/hkai
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Enquiry Form B RE

AX fEH : 2866 8380

Name of Company

ANSIE

Address
itk

Facsimile

BE

Name of
Contact person
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TO * HONG KONG RETAIL MANAGEMENT ASSOCIATION
Organizer of Hong Kong Awards for Industries: Customer Service

I would like to have more information about the
2012 Hong Kong Awards for Industries : Customer Service
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Nature of Business
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Telephone
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E-mail
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Science & Technology Parks
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Regatex Manufacturers Ltd.
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NIERE ggka ERHBRARA A
LUKFOOK JEWELLERY

6’ TAL Group

HitZBhiki% OTHER SPONSORS

(z) /(‘f = :ﬁ_r_
FRATLERA & aﬁj;
Hiorgt Komg Jrwrilery & Jade Manalactorrrs Amoristion w e FEEN, 2

NEER B8iEs LEE KUM KEE

>
"W BILLABONG ENTERPRISER CO LTD ) EEmMERE
i Hong Kong Toys Council

i APOLLO) :

BEHRXERLZ2A QUALIDUX INDUSTRIAL COMPANY LTD. =
Hong Kong Garment Mfg Co Ltd i L 5]
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THE TOYS MANUFACTURERS'
ASSOCIATION OF HONG KONG
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HOME PRODUCTS LTD
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