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the Hong Kong Retail Manageyment Association

BPS & B S TR

The service industry is a major pillar driving Hong Kong's economic growth, and quality services are

particularly essential to maintain the territory's competitive edges. Hence, the introduction of

"Customer Service" category under the Hong Kong Awards for Industries plays a vital role in elevating
Hong Kong's overall customer service level and its international competitiveness.

The Hong Kong Awards for Industries is an award-winning scheme highly supported by the
Hong Kong SAR Government. Following the launch of the award's "Customer Service" category
in 1997, the Association is proud being the organiser of the award category. Moreover, the
Association is glad to see that the category has attracted participation by a wide spectrum
of service industries including retail, finance and banking, catering, property management,
telecommunications services, travel agencies, as well as professional services.

In recent years, customers have increasingly heightened their service demands, while pursuing
unique experiences. The Association is very pleased to see that the participating companies have
taken quality service culture as their core value, that they have been keenly collecting customer

opinions for improvement at every point of customer experience during the engagement journey,
and that they have offered their customers warm and wonderful service experience through nimble and
innovative thinking.

It is our aspiration that every business sector will keep on upholding their quality service culture and carrying our service quality to a higher level.

On behalf of the Association, | would like to thank all members of the judging panel for their support and contributions. Also, | would like to
extend my heartfelt congratulations to the winners of the "Customer Service" award category.
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2018

Hong Kong Awards for Industries: Grand Award Winner

BBIERE | EERIEAE

Standard Chartered Bank (HK) Ltd. - Retail Banking

BITHRIT(EE)ARLF - BEA KBRS

Standard Chartered
BT IRT

As one of the note-issuing banks and a bank of almost 160 years’ history
in Hong Kong, Standard Chartered is committed to offering high quality
banking services that cater to the needs of our clients and promoting Hong
Kong as an international financial centre. Our brand promise ‘Here for
good’ underpins our service commitments.

We have built our strength in the Banking industry because of provision of
a vast array of banking products and services, which we pride ourselves on
in terms of ‘innovation” and ‘make banking easy’ for our clients.

We have implemented the “HUMAN Service Programme” which was
designed with a focus on human needs with an all-round attention, by
putting high and equal attention to taking care of the needs of both internal
staff and our clients.
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Listening to our clients is an important aspect of our customer service, which
is the one value we always uphold in taking forward innovative service tools or
banking technology advancements. We treasure our clients’ feedback, on what
they like and what they don't like about us, thereby excelling in our provision
of service and products that fulfil their banking needs, and building a long-term
relationship with our clients.

Colleagues’ engagement is essential in delivering outstanding customer service.
We closely engage our staff in the Service Programme to ensure that delivering
Service Excellence becomes an integral part of their day to day interactions
with our clients. Also, we engage our clients to make their banking experience
easy and efficient. Sometimes, we even treat them with a little surprise to
make the process more pleasant.

We strongly believe “Happy Staff leads to Happy Clients”. Standard Chartered
further compliments staff engagement with various exciting and rewarding
recognition, in order to ensure that our service excellence culture will be
continued in a sustainable manner.
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2018

Hong Kong Awards for Industries: Award Winner

BETIEER  BEREER

Hong Kong Aviation Ground Services Ltd.

HFEMZNHRERRLTE

HAGSL

EEMZHERBEERLQA
HONG KONG AVIATION GROUND SERVICES LIMITED

Established in 201 |, Hong Kong Aviation Ground Services Limited (HAGSL) is
a wholly owned subsidiary of Hong Kong Airlines Limited. HAGSL has provided
excellent ground services in Hong Kong International Airport (HKIA) since 2014.
In recognition of its ongoing pursuit for excellence, over hundreds of our staff
were awarded in the “2018 Customer Service Excellence Programme” which
presented by Hong Kong International Airport (HKIA).

“Energetic, Flexible, Reliable” are our core values. HAGSL is committed to
delivering an exceptional customer experience with a unique service approach
“PEOPLE".

With an aim to explore HKIA as Smart Airport, HAGSL is fully collaborating
with HKIA in launching the “Smart Airport Initiatives” like self check-in kiosks
“iICUSS” and Self-bag Drop services. In the meantime, we put substantial effort
in encourage and accommodate passengers on the smart facilities which could

enhance customer experience as well as stimulate HKIA as Smart Airport. We
believe our collaboration with HKIA would definitely reach a new milestone in
developing Smart Airport.
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2018

Hong Kong Awards for Industries: Award Winner

BELEXR | BERBE

Kl | Concepts Limited - KI | Management Office

K11 is the world’s first Museum-Retail concept and a hybrid model
of art and commerce founded in 2008. Over the past 10 years,
K11 has curated 500+ art exhibitions, artist talks, workshops & film
screening and 600+ collaborations with local and overseas artists and
organizations, from art and design to green fashion and technology,
bringing art, culture and the artisanal lifestyle closer to the public.

To create a unique shopping experience for customers, KI | has
created a new position — “Art Mall Ambassador” (AMA). The AMA is
a consultant who creates unique journeys for customers. By analysing
each and every customer’s preferences and previous consumption
patterns, we have a better understanding of customers’ personality
and needs, allowing us to provide instant updates on merchandize,
latest promotions, activities and membership details via instant
messaging, thus effectively enhancing customers’ brand loyalty to K1 I.
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2018

Hong Kong Awards for Industries: Award Winner

BELExR | BEERBE

PCCW - HKT Limited — Customer Service Center

HKT - Customer Service Center
ERBEM-—FEFRBEH D
— :

& PCCW
o FAE

Defining a New Customer Service Standard in Industry

HKT, a subsidary of PCCW, is the pioneering telecommunication provider
in Hong Kong and established Customer Service Centers since 2010 in
order to build a holistic customer touch-point. Not only we deliver our
affirmed service motto ‘Here To Serve’, but also manifest the service
commitment that HKT are dedicated to provide seamless customer
experience yet personalized solution to every customer.

“360 Serving from New Heart”

Understanding customers’ needs and listening to their voices are always
our first priority. To echo with their voices and needs, we initiated a new
program, “360 Serving from New Heart” in 2018, such as “Tingay”,
an end-to-end mobile data transfer solution to mass and “Supreme
Netvigator”, a reward program to our premier customers. For those
customers with special needs, we offer a various caring facilities and
services including image magnifiers & one on one customer workshop.
We strive to deliver an exclusive and impressive customer experience in
a harmonious environment by our unceasing effort to provide the best in
class customer service.
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2018

Hong Kong Awards for Industries: Award Winner

BB TIEER  BEREER

The Hongkong and Shanghai Banking Corporation Ltd. -

Commercial Banking

T8 LgEERTARALF - THER
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Served Hong Kong for over |50 years, HSBC has been where the growth
is, connecting customers to opportunities with high-quality, diversified
banking products and services. HSBC Commercial Banking, as a long-term
partner of business customers in Hong Kong, grasps technology-enabled
opportunities in the digital era in response to our customers' changing
needs. Therefore, HSBC launch a series of initiatives, such as Hong-
Kong first virtual assistant Ask Amy, our customer co-created new HSBC

Business Express mobile app, WeChat Banking and Notification Service
anytime anywhere, in leverage of service innovation to deliver a simpler,

i
better, faster banking experience for our business customers. } |
!
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2018

Hong Kong Awards for Industries: Award Winner

BELIEXR | BERREER

UDomain Web Hosting Co. Ltd.

EEFRRRATE

wroud Provider
wtlr Managed
- Serwce Pmner

UDomain

UDomain is an acclaimed “Managed Security Service Partner” offering one-
stop services from Cybersecurity, Cloud Solution, global and China-specific
Internet Solution to diversified Internet services.

Our service assurance programme Mission “S” empowers us to achieve
customer service excellence and deliver impeccable customer experience:

e Our “S"ervices and products are designed to answer calls from the market
and our customers.

* We ensure ample communication with our customers to identify their
needs and concerns so to tailor them to the most appropriate “S”olution.

* QOur advanced, solid and secure Infra”S"tructure can best fulfil customers’
demand.

* What's more, we care about our “S"taff and “S”ociety as much as we care
about our customers.

Through accompanying technology with genuine caring and understanding
to our customers, UDomain strives to be the IT company with the most
“Human” touch!!
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2018

Hong Kong Awards for Industries: Certificate Winner
BELTExR BERBERRES

City Super Limited — LOG-ON

LOG-ON

Established in 1996, City Super Group opened its first store with the mission of
creating Hong Kong's first “Mega Lifestyle Specialty Store” concept. Our mission
is to inspire and enrich customers’ lifestyle by providing innovative shopping
experiences. The three core components of City Super Group include
city'super, LOG-ON, and the cookedDeli.

LOG-ON is a lifestyle store featuring trendy products from around the world
and “Magic 6 — Service Uplift Program” aims to uplift customer experience with
customization. Manual Factory@LOG-ON is the best place to provide one-
stop gifting service to our customer by offering different personalized embossing,

engraving and wrapping service.

City Super =B 1996 FRK - KABBEH [ARAEEHEPE] - BAINEGRABETR—EAEE —FHNEMES - Wk
HESRKEEEMEEA o City Super Group F&E T =&+ Z w81 city'super + LOG-ON K cookedDeli °

LOG-ON R i@ SETmE® - T [Magic 6 - BRG] & FELMEA LRI RERIZF & 885 © Manual Factory @ LOG-
ON REBIRETRMNEMLEE - AR EERY - AR ARSI ARIE R o

Hong Kong Telecommunications (HKT)
Limited - HKT
FEEMRRAR-FEEM HKT::=r

Hassle-Free Customer Experience

Committed to our core value of “Customer-First” and
service pledge of “Here To Serve”, HKT has dedicated to
continuously improving customer experience. Always thinking
for our customers, HKT has implemented various customer
experience enhancement program on different touch points
with customers throughout the customer journey. With
enrichment of the product variety, improvements on the

el les STt service flow and innovation of service approach, HKT provides
Jopapo . .

hassle-free and flexible experience to the customers.

(B2 | EFER
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2018

Hong Kong Awards for Industries: Certificate Winner
BEIERER  BERBEEES

Ngong Ping 360

BiF3605RAT EPING G0

Ngong Ping 360 is one of the most important tourist
attractions in Hong Kong and strives to provide high quality
service to its guest. The company commits to refine service
process for enriching guest experience. For instance, after
launching the electronic queuing service, guests can learn
about their expected wait time by obtaining an electronic
queuing number from social media platforms, thus enhancing
their flexibility in planning their journey. The company also
launched VR 360 this year to enrich the sensory experience
of guest. It is a brand new virtual reality and multi-media
sensory attraction featuring local travel, film, innovative
technology and fashion design.
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Quality HealthCare Medical Services Ltd. SN ol oot
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Quality HealthCare Mobile App

Quality HealthCare launched a new mobile App in January 2018 in
partnership with a U.S.-based Silicon Valley healthtech company, which
transforms the way customers access primary healthcare services by
creating a digital and personalised health experience. Featuring a number

of industry firsts in Hong Kong, the App offers e-Ticketing, e-Booking of
specialty and vaccination services, and takes better care of health from pre-
to post-consultation and from physical to mental health needs. It helps
customers save time, stay healthy with easy access to our services and
health information, and get the best care through our extensive, integrated
clinical practices.
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2018

Hong Kong Awards for Industries: Certificate Winner

BEEIEXRR BERBEERS

YHY International Investment Incorporation

Ltd. — God’s Rainbow _ a—
ERERR R BAROR-E RS G S

A local community store striking for excellency in the global hub, God's Rainbow
demonstrates the transformation from the good-old-store to a multi-awards
winning convenient store while preserving its human touch. God's Rainbow
shares love, faith and hopes with our staff and our neighbours, while providing
neighbours with daily needs, we serve with sincereity, hospitality and equality.
Customers becomes our staffs, and our staffs are our customers, fairness and
equality lies on the bedrock of God's Rainbow. Walking into God's Rainbow is
much more than a shopping experience, the indulgence in joyfulness and positive
atmosphere of a truthful brotherhood.

Service excellency is a prerequisite to serve a bigger world, God's Rainbow
accomplished Gold Award of junior frontline level of Convenience Stores/
Supermarkets Category for HKRMA Service & Courtsey Awards in 2018. We
look forward to share our hospitality with every neighbourhood we could reach,
contributing to the betterment of our society and beyond.
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2018 Hong Kong Awards for Industries (Customer Service, Innovation and

Creativity, Smart Productivity, Technological Achievement and Upgrading and Transformation)
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Introduction of the Award
BB IEER | RIEFHN

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,
smart productivity, 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
m fo recognize and encourage excellence in the service industries by giving public

recognition to outstanding companies.

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

m 7o sustain and enhance Hong Kong's competitiveness as an international service
centre.

Award Structure

The Award consists of three levels:

I . 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
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.

B 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.

Hong Kong Awards for Industries:
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open to individua pany provided that the principal activity of the
division is providing service to consumers.

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

m o 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.

m 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.
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HKRMA

Hong Kong Retail Management Association
HATEERRE

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 35 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 9,000

retail outlets and 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, convenience stores,
department stores, drug stores, electronic and electrical appliances, fashion and accessories, furniture and home
accessories, specialty stores, telecommunications, supermarkets, watches and jewellery, retail (services), and 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)
established in 1989. Currently, members of FAPRA cover |8 countries/regions in the Asia Pacific with each
being represented by the key retail association.
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INSPIRING THE NEW ERA OF RETAIL
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7/F., First Commercial Building, 33-35 Leighton Road, Causeway Bay, Hong Kong
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TelE&E: (852) 2866 8311
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