Hong Kong Awards for Industries: Customer Service

Leading Organizer
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The Hong Kong Retail Management Association (HKRMA) was founded in 1983 by a group of visionary
retailers with a long-term mission to present a unified voice for Hong Kong’s retail industry. For 32 years
the Association has played a vital role in addressing the many issues affecting retailers and by promoting our
retail industry through awards, education and training.

Today, the HKRMA is the major retail association in Hong Kong.  Our members represent more than 7,800
retail outlets employing over half of the local retail workforce. Members organizations cover various types
of retail businesses ranging from beauty products and cosmetics to catering and food, supermarkets,
department stores, convenience stores, drug stores, watches 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.

The HKRMA is one of the founding members of the Federation of Asia-Pacific Retailers Associations
(FAPRA) established in 1989. Currently, members of FAPRA cover 17 countries/regions in the Asia
Pacific with each being represented by the key retail association.
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Message from the Chairman of Hong Kong Retail Management
Association
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Hong Kong Retail Management Association since its establishment has been committed to promoting a
culture of service excellence. The Association is very pleased to continue its role as the leading organizer
for “Hong Kong Award for Industries: Customer Service” category. By recognizing companies with
outstanding service performance, this Award endorses the importance of excellent service while enhancing
constantly the overall customer service performance in Hong Kong.

Over the past two decades, services industry in Hong Kong has shown a remarkable growth, and has become
a pillar of the territory’s economy. In particular, quality customer service has become a key to success.
Facing an ever-changing business environment and keen competition in Hong Kong, it has become necessary
that a company should make good use of its competitive edge and outperform its rivals by continually
delivering an excellent service.

The Association is very pleased to see that participating companies have considered quality service as one of
their core values, and have been committed to promoting this culture from management to frontline staff.
Their goal is to satisfy specific needs of customers with their sincerity and initiative. This has not only
created a unigue customer service experience for their brands, but has also helped them win trust and support
from their customers.

The Association trusts that all industries in Hong Kong will continue to offer quality service culture with
sincerity, and will deliver customer-oriented services beyond customers’ expectations.

On behalf of the Association, | would like to take this opportunity to thank all judging panel members for
their support and contributions, and extend my sincere congratulations to all “Customer Service” awardees of
the “Hong Kong Award for Industries”.
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2015 Hong Kong Awards for Industries:

Customer Service Category
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Customer Service Grand Award
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The Lifestyle Group Limited — CIlubONE
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Customer Service Award
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2015 Hong Kong Awards for Industries:

Customer Service Grand Award
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The Lifestyle Group Limited — ClubONE
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CIubONE is a renowned wedding brand established in 2002 under The Lifestyle Group, with more than 10
years of experience in organizing wedding banquets. With the mission of providing customer-oriented
wedding services, CIubONE has created unique and unforgettable wedding banquets for more than 10,000
couples.

CIubONE has a team of professional wedding planners and banquet managers to follow up all details of
wedding, such that the personal needs of customers regarding banquet's environment, facilities and services
can be better addressed and ensured a once-in-a-lifetime dream wedding for couples.

To meet different budget needs of our customers, ClubONE is the pioneer in introducing the “Discount
Calendar” with different listed discounts on different dates, providing hotel-grade wedding venues with
personalized wedding services at affordable pricing. Ten uniquely-designed ClubONE outlets are situated
at iconic locations throughout Hong Kong so as to satisfy different tastes of our customers, including
ClubONE Waterfront next to the Tsing Ma Bridge, CIubONE Repulse Bay on the world-renowned beach,
ClubONE The Grand Stage inside the declared monument Western Market and the latest ClubONE on the
PARK at Hong Kong Science Park.

To uphold the “customer-oriented” principle, ClJubONE since its establishment has incorporated customers'
perspective in product design, marketing strategy and frontline services, which is well-accepted by our
customers. CIubONE is constantly recognized by local and international awards, including “2013 Hong
Kong Top Service Brand” and “5+ Years Caring Company”.
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2015 Hong Kong Awards for Industries: Customer Service Award
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CSL Mobile Limited
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CSL Mobile Limited provides comprehensive mobile voice and data services via the csl. and 1010 brands.

csl. was established in July 2014 by combining the best attributes of one2free and PCCW mobile, and has
since grown into a world-class pioneer in the telecommunications industry. This is evidenced by
trailblazing application of technology and a customer-centric philosophy. csl. is the first and only player in
the market to provide a 4G 300Mbps LTE-Advanced network, which ranks as the highest 4G standard in
Hong Kong.

In addition to running a quality network, csl. provides reliable customer service across a variety of platforms.
We listen to customer feedback so we can create valued-added services such as our handset trade-in facility
and smartphone workshops, as well as the Ultimate Mobile Data Transfer service, which migrates data from
old to new handset while checking for viruses and performing diagnostics. csl. cares for customers and
their families by providing one-stop-shop convenience in conjunction with a vast richness of
lifestyle-enhancing services that exemplify this new digital age. csl. runs the network that empowers users
to live BIG!
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2015 Hong Kong Awards for Industries:

Customer Service Certificate of Merit
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Bonluxe (Asia) Ltd.
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‘Servicing From Heart> Campaign

Bonluxe (Asia) Limited introduced Shape-up Lingerie to Hong Kong since 1995 and entered China market
in 2002. Meanwhile, Bonluxe has its own specialty shops in Hong Kong, Guangzhou and Shenzhen.
Even though Bonluxe has become the most reputable market leader and fastest growing retail company
selling Shape-Up Lingerie in Asia, we believe ‘Service Quality’ is the key element for achieving long term
success. In 2007, Bonluxe had designed ‘Servicing From Heart’ campaign and introduced every staff to
carry out.

Three Criteria within the ‘Servicing From Heart’ Campaign

The ‘Servicing From Heart’ Campaign includes three main areas :
1) Guarantee of Product Efficacy

2) In-depth Product Knowledge

3) Superior Customer Service

We believe the solely Superior Customer Service just gives the instant shopping happiness to customers. In
order to change customers to loyalty customers, they must have long lasting happiness and satisfaction to
Bonluxe’s lingerie when they experience our ‘Servicing From Heart’ Campaign.
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Dorsett Mongkok, Hong Kong
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Beyond Thoughtful - Anytime. Everywhere
Delivering a beyond thoughtful service and let every guest enjoy a memorable stay in Hong Kong

At Dorsett Mongkok, we aim to make every stay a unique story to tell.

Boasting 285 stylishly designed room-and-suite, Dorsett Mongkok is the epitome of genuine hospitality with
its ‘Beyond Thoughtful’ service philosophy. Recognized as an EarthCheck Silver Certified green hotel,
Dorsett Mongkok is known for its enchanting neighbourhood best for one to discover the different mix of
Hong Kong.

Dorsett Mongkok introduces numerous innovative services that make it a popular choice for travellers from
around the world. As a result, Dorsett Mongkok has 4 times received the Certificate of Excellence by
TripAdvisor since year 2012, shortly after the hotel’s opening in year 2011.

Exceptional Value-added Services To Surpass One’s Expectations

At Dorsett Mongkok, guests can be assured of a truly memorable stay made possible by a team of dedicated
staff who are ready to go the extra mile to make every guest feels at home.

Among all the value-added services which strive to create a bespoke travel experience for everyone, Flexible
Check-in/out Time with Guaranteed 24-hour Stay takes the cake as it allows one to check in anytime of
the day and enjoy a full 24-hour stay. This new service breaks the mould of the conventional “check-in
time at 2pm; check-out time at 12pm”.

Every room is equipped with a Revolutionary Smart Phone which allows hotel guests to stay connected
with free unlimited 3G internet, local and IDD calls to 9 countries. Free Shuttle Bus Service is also
available daily to take guests to multiple tourist and commercial destinations.

To ensure a ‘24/7 personal concierge service’, the hotel has generously introduced One-Hour Response
Guaranteed, a service protocol ensuring timely assistance to be rendered to in-house guests within an hour
regardless of whether the guest is inside or outside of the hotel.

We also offer complimentary Early Morning Treats for guests who arrive between 6am to 11am, which
includes a free Hong Kong-style breakfast and free lounge access while waiting for rooms.
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Magic Clean Environmental Services Limited
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""Good to Excellent™

Professional services of Magic Clean are office cleaning, indoor air purification, natural disinfection, carpet
cleaning, carpet protection and pest control service. Providing “Professional, Efficient and Attentive” are our
core service value to customers. We aim to exceed customers' expectation and bring positive surprises to
them.

In order to reinforce our services to a professional and excellent standard, we provide the all-rounded
trainings to employees, including communication skill with customers, crisis and emergency management
skill, and professional writing skill, etc. Through internal and external trainings, we could correct and
improve the service quality in every process and ensure the most professional and excellent services to our
customers.

Consequently, our profit performance, customer satisfaction and customer referral have been significantly
increasing since the launch of the All-rounded Service Campaign. Not only the overall customer and
employee satisfaction have been increased, but also enhanced the service standard of our industry. The
positive competition among industry could be multi-beneficial for four parties - industry, corporate, customer
and employee.
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Prince Jewellery & Watch Company Limited
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Serving from Heart, Continuing Excellent Customer
Experience & Enhancing our Relationship!

Founded in 1984 by Group Chairman & CEO Dr. Jimmy Tang MH JP, Prince Jewellery & Watch has
strategically located branches across Hong Kong, Mainland China and Macau. With progressive business
expansion, there are now 12 branches mainly located at tourist’s hotspot in Causeway Bay and Tsimshatsui,
with the latest one at Landmark North, Tuen Mun V city and Mong Kok MOKO. Adherence to our
founding values of service excellence, we offer customers a wide array of luxurious timepieces and fine
jewellery from all over the world, and have exclusively launched the Peonia Diamond, which features the
patented Peonia 88 Cut.

Our Company has relentless pursuit of customer satisfaction and has instilled the motto "Customers First”
over the years. We are committed to offering our customers a comprehensive shopping experience with our
well-trained sales consultants’ heartfelt and professional service. We aim to establish a long term
relationship with all of our customers and to build mutual trust.

Prince’s Comprehensive Service Concept

1. Comprehensive in-store shopping experience, outstand your prestige status

2. Designated sales consultant for each customer, always be considerate of your needs
3. Innovative member’s activities, experience the uniqueness of Prince Club

Prince Jewellery & Watch truly believes that customers’ trust is the most important asset of business success.
With sincerity and integrity, we will continue to provide our customers with professional services!
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Hong Kong Awards for Industries: Judging Panel
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Members of Phase I Judging Panel
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Dr. Wallance Ma
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Director, Triton Development Ltd
[E %) %% Je¢ 5 [R 4 =] Director

Dr. Geoffrey Tso
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Associate Professor, Department of Management Sciences, City University of Hong Kong
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Dr. Pinky Tso
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Training Consultant, Hong Kong Institute of Business Administration
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Ms. Alice Yip
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Partner, Audit, KPMG
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Members of Phase Il Judging Panel
FEERTFEZAE
Ms. Irene Leung
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Chief Executive Officer, Senior Citizen Home Safety Association
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Mr. Buston Chu
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Honorary Advisor, Hong Kong Association for Customer Service Excellence
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Ms. Josephine Kea
a2+
Deputy Executive Director, Vocational Training Council
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Ms. Bonnie Cheung
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General Manager, Yishion Overseas Development Limited
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Ms. Cissy Chan
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Executive Director, Commercial, Airport Authority Hong Kong
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Members of Final Judging Panel
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2015 Hong Kong Awards for Industries : Customer Service, Innovation and Creativity, Productivity
and Quality, Technological Achievement and Upgrading and Transformation
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Ms. Ruth Yu
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Executive Director, Hong Kong Retail Management Association
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Mr. Emil Yu

T2 S A
Chairman, Industry & Technology Committee, Hong Kong General Chamber of Commerce
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Mrs. Agnes Mak
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Executive Director, Hong Kong Productivity Council
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Prof. Joseph Sung
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Chairman of the Final Judging Panel

Vice-Chancellor and President, The Chinese University of Hong Kong
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Mr. Andrew Young
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Chief Commercial Officer, Hong Kong Science and Technology Parks Corporation
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Mr. Eric Yim
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Ex-officio Advisor, Hong Kong Young Industrialists Council
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Ms. Belinda Wong
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Assistant Director - General of Trade and Industry, Trade and Industry Department
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Hong Kong Awards for Industries: Introduction of the Award
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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 seven categories including consumer product design, customer service,
equipment and machinery design, innovation and creativity, productivity and quality, technological
achievement, and upgrading and transformation. 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 retailing, banking and finance, catering, property management,
telecommunication, travel agencies and various service providers.

Objectives

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

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

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

Award Structure

The Award 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

Benefits of Participation
B The companies with outstanding achievements in customer service will be recognized and publicized.

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

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

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



Eligibility

B 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.

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

B 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.

B 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.

Participation Fee
No participation fee is required.

(For businesses requiring transactions / purchases such as fast-food outlets, restaurants, theme park, cinemas
etc., participating companies will be requested to provide the Association with cash allowance / tickets in
order for the Association to conduct mystery shoppers assessment. The amount of cash allowance / tickets
will depend on the number of visits to be performed and the cost of the participating company's product /
service. The Association will discuss with individual participating company upon receipt of the enrolment
form.)

Enrollment

Participating companies are 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.
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Hong Kong Awards for Industries: Enquiry Form

BEALEER @ HHREB
Enquiry Form & 83 #%

To : HONG KONG RETAIL MANAGEMENT ASSOCIATION
Organizer of Hong Kong Awards for Industries: Customer Service

Fax { E : 2866 8380
Tel BB 5F : 2866 8311

Email & & : event@hkrma.org

I would like to have more information about the
2016 Hong Kong Awards for Industries: Customer Service

RERBELHAM 2016 FETH ¥R  BERBNEHR

Name of Company

AR

Nature of Business
EBEHE
Address

Hh Hif

Telephone
EER

Facsimile

HE

E-mail
G

Name of Contact person

figk 48 N4t %

Title
% fir

End of the Form
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HHERHYEZE] Hong Kong Science and Technology Parks Corporation
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R KSR A TR/ 5] Lee's Pharmaceutical Holdings Ltd
ERERESE T EF 49 Hong Kong Young Industrialists Council Foundation
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HEEEATR /A IDT International Ltd.

32 HPZAPR/AE] Kerry Holdings Limited

2 B ££[8 May Cheong Group

FIZCEEE] Lee Kee Group

B E S APE A\ E] Billabong Enterprises Co. Ltd.

15 ZEEH Jing Mei Group of Companies

FHEEATR/AE Mainetti (HK) Ltd.

EmEE R E AR/ E] Milton Holdings International Ltd

fi S EEE] Shinhint Group

H B k% OTHER SPONSORS

rhEEEE 1) PE /A 5] CLP Power Hong Kong Limited

EFSEEAR/AE Renley Watch Manufacturing Co. Ltd.

TEHARYE EAMpEe Hong Kong Jewellery & Jade Manufacturers Association
NTREEE (ERX)ATRE /A 5] Luk Fook Holdings (International) Limited

S0 E Crystal Group

FHE(FB)ATRAE] POSH Office Systems (HK) Ltd.

B TSRS AR E] Accurist (HK) Ltd.

4k K SR 2l A TR 2\ 5] Nano and Advanced Materials Institute Limited
AL E M AR\ E] The Toys Manufacturers' Association of Hong Kong Limited
I B € Hong Kong Toys Council

FF A= TEYAFR /A E] Z Laboratory Ltd.

EEE AR E Infocast Limited

HHEEEAIR /A S The Hongkong Electric Co., Ltd

AP T B AR A TR /A 5] Global Investigation And Security Consultancy Ltd.
izl (52 EATE /A 5] Ngai Shing Development Ltd
FEBRGERE (EE) A TR/ 5] Dunwell Enviro-Tech (Holdings) Limited



- 18 -
HONG KONG RETAIL MANAGEMENT ASSOCIATION
ERTEEHEGS

7/F., First Commercial Building, 33-35 Leighton Road, Causeway Bay, Hong Kong
7 o $ B S (B 33-355% 5 — i E K E T

Tel & 5f : (852) 2866 8311

Fax {5 H.: (852) 2866 8380

Website 43I : www.hkrma.org



