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2018 BB LR : IIRBHENERELE

Winners of "2018 Hong Kong Awards for Industries: Customer Service"

BEZIRFE/NEE Customer Service Grand Award

Award Presenter: Mrs. Carrie Lam, Chief Executive, HKSAR

it 2 Bh:

Venue Sp 'S De

BITIRIT(ER)BRAE - BAZRRE
Standard Chartered Bank (HK) Ltd — Retail Banking

BAZPRTEHE Customer Service Award

Award Presenter:
Mrs. Annie Yau Tse, HKRMA Chairman (Left)
Mr. Edward Yau Tang-wah, GBS, |B, Secretary for Commerce and Economic Development, HKSAR (Right)

- —
ptt ]

o

Organisers :

HEMEMEREERAE K11 Concepts Limited PCCW — HKT Limited
Hong Kong Aviation Ground Services Ltd — KI'I Management Office — Customer Service Center

E=
Organisers :

B LBELRITARAS - TEEM BEEFHEEGRAE

The Hongkong and Shanghai Banking UDomain Web Hosting Co Ltd

Corporation Limited — Commercial Banking

Hong Kong Awards For Industries: Customer Service 2019



2 Customer Service Certificate of Merit

Award Presenter:
Mrs. Annie Yau Tse, HKRMA Chairman (Left)
Ms. Salina Yan, |B, Director-General of Trade and Industry, HKSAR (Right)

- - i s
Organisers : @Q‘\JE ReEREARA

City Super Limited — LOG-ON EEENERAS-FEEM SRIFE360ERAT]

Hong Kong Telecommunications (HKT) Ngong Ping 360
Limited — HKT

SRR ERAE EMRBEFFIRERRAT) - MRS
Quality HealthCare Medical Services Ltd YHY International Investment Incorporation
Ltd — God’s Rainbow

SRR RIREBEARFS!
AR12h02019 "HAB LM - BEERIS
IR M S RN RN E 2 S AR S
RN RZE S

Demonstrate Excellence and Quality Service!

Act Now!
Participate in the Award to showcase your company’s outstanding service,
and to strengthen company’s competitiveness.

BRI - AEE#2019
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20 1 9 Hong Kong Awards for Industries:
Customer Service

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 customer service, consumer product design, 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 organiser 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, banquet and wedding planning, catering, hotel, property
management, telecommunication, travel agencies and various service providers.

Objectives
® 7o 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.

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

Benefits of Participation

®  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.
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.

Award Levels

The Award for Customer Service category consists of three levels, the most outstanding entry will be awarded the

Customer Service Grand Award.

| . Customer Service Grand Award
2. Customer Service Award

3. Customer Service Certificate of Merit

Hong Kong Awards For Industries: Customer Service 2019




Eligibility
m  Companies, organizations and individual division of a company operating in Hong Kong (except departments/

agencies of the HKSAR Government) are eligible to enter. The restriction however does not cover public-

funded or non-governmental statutory institutions (like universities).

m  Participating companies should be engaged in service oriented businesses and such service should be mainly
provided in Hong Kong. To enable on-site mystery shoppers assessment by the organizer to form part of the
judging, participating companies should either have retail or service outlet, or external customer service channel

where the organizer could perform such mystery assessment.

m A Grand Award winner of one year will not be considered for any award in the same category in the following
year. For instance, the 2018 Customer Service Grand Award would not be considered for any award in the

"Customer Service" category in 2019.

m  An Award or Certificate of Merit winner of one year, when participating in the same category in the following
year will only be considered for a higher award. For instance, the Customer Service Award or Certificate of

Merit of 2018 will only be considered for a higher level award in the "Customer Service" category in 2019.

m A company can take part in no more than two company-based categories in the same year. A company can

only submit one entry in each category.

B Any company whose Business Registration number is identical to or has the same first eight digits with that of a

past winner will be regarded as the same company as the past winner.

m  Grand Award and Category Award will be considered on the basis of a company, or a particular division of
a company, rather than a project. Certificate of Merit might be considered on a project basis but the project

should be implemented on a longer term basis (say a year).

m |n 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.

BRI | AEE#2019
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Assessment

Participating companies are assessed by Judging Panels in Phase | & Phase Il formed by the Association. Shortlisted
companies from Phase Il will then be nominated to the Final Judging Panel formed by the Hong Kong Trade and

Industry Department for final assessment.

assment on Customer
O I ice Proposal (70%)
. . +
Initial Mystery Shopper

Shortlist Screening Assessment (30%)
companies with

higher scores

Presentation of the

O 2 ~ Proposal (70%)
| +

Interview LRSS
~ Assessment (30%)

dging Criteria

Assessment on Customer Service Proposal

The Customer Service Proposal will be assessed according to the following criteria:

Objectives

Rationale of the proposal
Overall strategy
Implementation
Creativity

Measurement system

Results / Effectiveness as measured against the objectives

Mystery Shoppers Assessment

mpany’s outlets or external customer service channels will be assessed according to the following service criteria:
Staff appearance

Store / Service area housekeeping

Greeting & approaching customers

Staff assistance

Staff attitude & proactiveness

Product / Service knowledge

Till service / Customers leaving

After sales service

Hong Kong Awards For Industries: Customer Service 2019
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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 company is invited to submit:
l. Entry Form

2. Business Registration Copy
3. Customer Service Proposal (May use the template provided by the Organizer) (6 copies)

It is suggested to fax/ post the Entry Form and Business Registration Copy to the Association on an earlier date
and then submit 6 copies of the Customer Service Proposal on or before 6 June 2019. The Proposals should be

reached the Association by post/ hand.

Guidelines for Customer Service Proposal

Format

Customer Service Proposal Appendix

* No more than 4 pages in A4 size OR use the * No more than |5 pages in A4 size
template provided by the Organisor * Written in Chinese/English
* Written in Chinese/English * Company background
* Executive summary on service provided by the Company | e Supplementary information such as illustrative photos,
* Details of customer service programme diagrams, tables, figures can be included
Note:

® |f the Proposal does not conform to the format as specified, it may be returned to the participating company.

® Any proposal that has been previously submitted will not be accepted.

Content of Proposal (For Reference only)

The proposal should be written concisely and as brief as possible.

I. Objective

What are the missions, objectives and vision of your company towards customer service excellence?

Note:

® You may mention the core service(s) provided by your company. The company background is suggested to
be included in the appendix.

m The Proposal should only cover the details of customer service programme.

BRI | AEE#2019




2. Rationale of the Proposal -- Why?
B Please briefly introduce your customer service programme
® What is the rationale behind for the company to establish the customer service programme?

®  \What does the company aim to accomplish through implementing the customer service programme!?

3. Overall strategy of the programme -- How?
3.1 How is the customer service programme developed?

For example:
® To achieve company’s missions, objectives and visions
®  Through identifying company’s market position and segments

B To respond to customer expectation

3.2 What are the initiatives/activities of the customer service programme!?

You may include on-going programme, or new activity/programme (which should have been launched) in addition
to the on-going programme, or combining both. These initiatives/activities should be able to:

®  Through identifying company’s market position and segments

®  Enhance the knowledge and skills of staff, and provide incentive to encourage staff to deliver excellent customer service
®  Provide value-added service to surpass customer’s expectation

B Strengthen the commmunication between the company/staff and customers

B |mprove the facilities/equipment provided, or re-structure the service process to provide better service to customer
®  Buttress loyalty of staff/customers towards the company

" Bring happiness to customer

Note:

m |nitiatives/activities mentioned in the Proposal should be associated direct or indirectly to enhance the level of
customer service.
m The Proposal should focus on customer service initiatives/activities instead of the products or services offered for sale.

m Company should highlight the customer service features/ activities which are distinctive from others.

4. Implementation -- What?
How are the programme going to be implemented?
You may briefly elaborate the ways to implement the programme, such as:

® Timeframe of the programme, whether it is conducted by phases
B Target participants of the programme, whether it is implemented to a specific department or a certain level of staff
® |nvolvement of the management, whether it is initiated by staff or a top-down approach

B (Other details of implementation as deemed appropriate

5. Creativity

The creativity demonstrated in areas such as the rationale, initiatives/activities, strategy or implementation would be

considered by the judging panel.

Hong Kong Awards For Industries: Customer Service 2019
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6. Assessment mechanism

The customer service programme should set out an assessment mechanism to measure the effectiveness of the
initiatives/activities mentioned in the Proposal. The assessment mechanism may include:

B Mystery Shopper Assessment

B Feedback from customers

" Views collected from staff

B Others e.g. survey and data analysis

7. Results/Effectiveness as measured against programme objectives

®  What are the results obtained from the assessment of the programnme?

B Does the programme achieve the objectives as planned?

®  Any changes have been observed to the customer satisfaction level?

® How can the results contribute to support a sustainable enhancement in customer service?

®  Any award received at local or international level should be mentioned?

Deadline

The deadline for submission of entries falls on Thursday, 6 June 2019. All late entries will not be accepted.

About the Organizer — HKRMA

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 36 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 8,000 retalil
outlets and employing over half of the local retail workforce. HKRMA is one of the founding members of the
Federation of Asia-Pacific Retailers Associations (FAPRA) and is the only representing organization from Hong Kong.

FAPRA members cover |7 Asian Pacific countries and regions.

EDHKRMA

Enquiries
Please visit www.hkrma.org/hkai for details of the Award. For enquiry, please contact Ms. Column Chu or
Ms. Peggy Ng of the Association at 2866 831 |.

BRI | AEE#2019




E)HKRMA ‘?

HONG KONG
AWARDS FOR
INDUSTRIES

X IRTE Customer Service
Z 3R Entry Form

#IEAHA Deadline: 6 - 6 - 2019

Z2EH—9 Step |
EERSEMEFRELZNSMREREFESTER - REERPSLE  EEXEBEEE5TEEERE -

It is suggested to fax/ email the Entry Form and Business Registration Copy to the Association at an earlier date before the deadline.
{EH Fax: (852) 2866 8380  EEf Email: event@hkrma.org

=% Step 2

—R6{A1Y " BREMRIS A EIE L (IR RHMNSAZR) MWAEREIEHZLET - LEBESRES N EREFETE
RGBS -

6 copies of the written Customer Service Proposal should be reached the Association on or before the deadline by post or by hand.
il BB IR ESIRIE33-35RE—HFEAE 72

Address: 7/F, First Commercial Building, 33-35 Leighton Road, Causeway Bay, Hong Kong.

WHZBIRE LA T Z 8RR Must complete ALL parts:
% 1 &4 /SECTION 1

Brand Name/Division:
(BN AR PSR E » MEEHEES © Must complete if it is participated by brand or individual division. )

NRIEBITIRABSRF 2R

(RERABBNL )

Name of Chief Executive or representative of company:

(Position of representative: )

ik

Address:

EEE Tel: EEEL Email:

P2 52525 Business Registration No:

B AR BBz

Contact Person: Title:

B Email: BE Tel:




5 D *4 / SECTION 2

1. 2ERBIEHTEZRET/OEIB Number of Outlets / Service centres of Participating Company:

ELIF B RIET (Excel) - BE—1HBHE L AIRBRIEFH RS R FORIEE + FIHETEHIL ~ A RIL/ IRFFOFE

**Please attach by email of an up-to-date Iist in excel file of your outlets / service centres, including address, telephone numbers and trading/servicing hours.

2. BE/N\T/ERPIHIEE AEL Number of Employees of participating company/ division:

N

3. IRIFMEE [AIFE ~ AL ~ $R1T] Nature of Service (e.g. Retail, Cathering, Banking):

4, ER/ RFEER [20RFEE ~ BREE] Type of Products/ Services (e.g. Fashion, Jewellery):

2 E IS A% Note to Entrants:
REEAER ERERMERE  2EWERET (EAERRLE)GRE) (4865 )HIRE @ REEBBEAERIVILE

Protection of Personal Data: Entrants, as data users, are reminded to comply with the provisions under the Personal Data (Privacy) Ordinance (Cap.486)
and to protect the privacy of the personal data concerned.

E2HH Declaration:

AN ANRBRIRESTHTABRERERIERAR - RATERIWRENERY 2019588 TrxE BERS .
—IEBEEZRRE -

| hereby agree to abide by all the rules and regulations of the Award and agree that all decisions made by the Organizer and by the panel of judges
are final and binding in all respects and matters relating to the 2019 Hong Kong Awards for Industries: Customer Service.

25 Signature: BB Sz Title:
Z5E A4 Signed by: H & Date:

AATEBUTHABMRRILE | (TRESR—IH)

Our company has come to know this competition through the following channel(s) : (You may choose more than one item)
O FEEEHIZ ES Email from the HKRMA 0 Google O Facebook 0 HKRMA#8i5; Website
O SEHHERERY/)\ T Brochure from the HKRMA 0 EEE IR Leaflet O S84k Poster 0% 4 Radio

O HA/A TS Referral : (7B LA please specify) O EAtl Others : (FE=EBA please specify)

&3 Enquiry: (852) 2866 8311



878 Template

2019 B8 L®FRER - Bk
"EREARTEERTEIE

2019 Hong Kong Awards for Industries: Customer Service
“Customer Service Proposal”

—XNARBN "ERRGEEE L BRNGVEREIEBE(2019F686H)Al » UIBFAREANERETSTETERS -
6 copies of the “Customer Service Proposal” should be reached the Association on or before the deadline by post or by hand.
HidlE Address: BB SRSEEISIRIE33-353 L — AR AE 712
7/F, First Commercial Building, 33-35 Leighton Road, Causeway Bay, Hong Kong
BHBLE Tel: 2866-8311

(TR HIEwww.hkrma.org/hkai FEtEFHR °

For word format of the Template, please download from www.hkrma.com/hkai)
I. 2FHIBEFl Participating Company Information

e UNSIEZEE
Company Name:

SEMIE/ERPT
Brand Name/Division:

(BN IR PSR E » MEEIEES © Must complete if it is participated by brand or individual division. )

RBME IFE - B~ BIT)

Nature of Service (e.g. Retail, Catering, Banking):

Em/ lRIEER (AR5 EE) |
Type of Products/ Services (e.g. Fashion, Jewellery):

BENMRNENERRBITENERR: (RAZN80FH)

Please briefly describe the nature of business and customer group of your company: (Should no more than 80 words)

ie R R8I 2

Please provide the name of your Customer Service Programme:

(AXX) -

(Eng):




Il. EZ RTS8l Customer Service Programme

BiE XIS Objective and Rationale

1. BEHEERERANREMBR: FEAZR0FHMN)

What are the missions and objectives of your company towards customer service excellence? (Should no more than 60 words)

2. BEBNRER AR/ EIE N E R M ENT? (FLIKI100FHHA)
What is the rationale behind for the company to establish the customer service programme?
40 For example:
- RAKRENBEREHMNRE

To achieve company’s missions, objectives and visions
- DTREEEEMSEREN
Expect to pursue company’s market position and segments
- PEZETSASMEHNETE
Collected customers’ views and to respond to their expectation

(Should no more than 100 words)

BE %185/ 51 B SR B #1T Overall Strategy of the Programme and Implementation

3. WBHBERBIERSETE » BEBELUTER P48 - FLBOFHAAR -

What are the objective(s) of your customer service programme/ activities? Please briefly explain in 30 words.

[] pnsstss/ 8 T SR mBmeais

To strengthen the communication and relationship between the company/staff and customers:




[ ] fnss & T HORNBANRLEE -

To enhance the knowledge and skills of staff:

[ #EE T REERHEFERS

Provide incentive to encourage staff to deliver excellent customer service:

[ REFREERESIESREZTNHE

Provide value-added service to surpass customer’s expectation:

[ SEBINZF/EHRE - REZHREEN REENR :

To improve the facilities/equipment provided to offer better service to customers:

[ ERRBEAE  ARSHREERSR

To re-structure the service process to provide better service to customers:

[] 2E8 TR HEBHNERMSHE :

Buttress loyalty of staff/customers towards company:

[ BAET/BERFROIEE :

Bring happiness to staff/customers:




(] Efb -
Others:

4. BB IERBAR/MEN  FERNERBRAMERY RERENER -
(ABEERBRANETEER - SRR RBMATIETN—EE - RREZNAETBEE R /B -
NERLALRBERNESERBNEE ZER )
Refer to the initiatives/activities above, please introduce the best or the most distinctive item.
(You may include on-going programme, or new activity/programme that aims at enhancing the level of customer service.
The Proposal should focus on customer service initiatives/activities instead of the products or services offered for sale)

(B TZ600F a0 + ALIIEIZR T e R & )
(Should no more than 600 words, graphic & flow chart is allowed)




5. BB ARFSETEIAHETTHERR - Please briefly elaborate the ways to implement the programme.
B1I%0 For example:
- WETRFP
Timeframe of the programme, whether it is conducted by phases
- ETWEHR  EEBRETHNZ2E - AfthE/HBRSIFKFNZ2ES -
Target participants of the programme, involvement of the management, whether it is initiated by staff or a top-
down approach

- REESEERBAR/EIIBRHET?

What are the ways to implement the service programme/activities?

B IZIR600FHEE T + AIIIEIZ/ TiiE 2 B )
(Should no more than 600 words, graphic & flow chart is allowed)




6. IRBREERFEREFENAIZRI T RERE?

What would be the most distinctive and creative area of your customer service programme/ activities? Please briefly elaborate

ER(hHEH K X 3 Assessment Mechanism and Results/Effectiveness

7. BEAERALINNG S G TR B HE /51 87
Has your company adopted the following assessment mechanism to measure the effectiveness of the initiatives/
activities mentioned in the Proposal?

[ DI F st h TR
Internal mystery shopper assessment
[ ] BENEREE
Collect views from customers by feedback forms
[ ZBETITMEEKRENER
Views collected from staff
[ ZBINPEBETTRS/A M 258 -

Assessment by external party, name of the association:

[ ] EAhavhrsE - A
Others, please specify:

8. mietiaHE AR « (AAXFREERSNKE)

What are the results obtained from the assessment of the programme? (You may use words or graphs to elaborate)




9. HiER S HRAT AR EL RIS RV IR IR SRS -

Any award or recognition related to services received in the recent 2 years?

fimzE Note:
WA SR INE R - BERFELITHBR:
You may provide supplementary information by Appendix, but should conform to the format below:
- REPSEAMR
No more than 15 pages in A4 size
- ALPXEEXER
Written in Chinese/English
- ARABEEER -~ X - BRIASBIES

Supplementary information such as illustrative photos, diagrams, tables, figures can be included
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