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Message from the Chairman of
the Hong Kong Retail Management Association

EAZEEHYE T ERGE

2019 has been a year full of challenges as the economy is facing recession due to various
external factors and the social unrest in Hong Kong. Nevertheless, it is encouraging that local
businesses remain committed to service excellence amid adversity, as evidenced by keen
participation from companies of a diverse portfolio of business sectors this year. I would like
to express my gratitude for their continued support.

The changing consumer behaviour and increasing demand for unique experiences mean that
businesses not only need to uphold their service culture, but also have to understand and
anticipate customers’ needs. The modern digital era supported by technology calls for a flexible
and innovative service model that offers customers bespoke and smart living experience, which
is the key to winning the trust and support of the customers.

The service industry is one of the pillars of Hong Kong's economy, and quality service is crucial
for the city's competitiveness. While we face a challenging business environment, we should
never compromise on the service quality. Instead, we should step up our efforts to enhance our
competitive edge with innovative service and re-establish Hong Kong as a leading international
city and a world-class service centre.

On behalf of the Association, I would like to thank all members of the judging panel for their
dedication and contributions. I would also like to extend my heartfelt congratulations to the
winners of the Customer Service award.
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Hong Kong Awards for Industries Customer Service Category

EATHERE | BEREESELE

Customer Service Award Winner

RS R E
ALF Retail Hong Kong Limited - Marks & Spencer

Infinitus Property Investment (Hong Kong) Limited - Infinitus Plaza

HEREVSEREE B ARAT - SRS

Meiriki Japan Company Limited
HAdn iEFEa AR A

Sino Estates Management Ltd - Olympian City
ENYIEREHEARAE - B

Uni-China (Market) Management Ltd
HEE T EEAIRAE

Customer Service Certificate of Merit Winner
AR TS (B2 &

Hu Yi Global Information Hong Kong Limited
BREK G S &R EAAAIRAE

MTM Lab Japan Limited

Sun Hung Kai Real Estate Agency Ltd - Landmark North
HrEAMEREAIRAE - BKES

Supreme Management Services Limited - Ultima

HEEHRFEARAR - KiE



2019 Hong Kong Award for Industries: Award Winner

T TRR0E - B RS

ALF Retail Hong Kong Limited - Marks & Spencer
Making EVERY Moment Special for EVERY customer EVERY time!

Marks & Spencer’s Hong Kong and Macau business was formally acquired by the Al-Futtaim
Group (AFG) in 2018. To date, the business operates 23 stores, including 15 mainline stores, 8
standalone food stores and 2 cafés. At Marks & Spencer, we put our customers right at the heart
of everything we do. A notable example of this would be our “Making Every Moment Special
(MEMS)” service campaign, which was launched since 2017, delivering the promise of making
EVERY moment special for EVERY customer during EVERY time! Built on the insights of
our customers, our offerings have expanded to include thousands of chilled and organic food
choices, clothing styles designed for Asian fit, as well as home accessories and kitchenware.
With the launch of the e-commerce platform last year, Marks & Spencer further enriches the
omni-channel shopping experience for our customers with exciting surprises.
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2019 Hong Kong Award for Industries: Award Winner
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Infinitus Property Investment (Hong Kong) Limited - Infinitus Plaza
FRIRIF)FEIRE(Z ) BIRL A - FER IS

People are happier at Infinitus Plaza.
Infinitus Plaza redefines commercial building management

Infinitus Plaza’s formula of listening to customers’ needs with open and caring hearts, thinking
and serving them from their perspective, delighting and engaging them with signature “happy
moments” including various surprising activities, fun events and co-creation has proved to be
a winning one. Delivering our “Super Happy” Customer Experiences in keeping with our
brand promise to be “Happy at Work, Happy in Life” has now been recognized. Our fun and
effective approach stems from our “Si Li Ji Ren” philosophy which considers the interests of
all parties before taking any action. This is the core value of the Lee Kum Kee Health Products
Group who believe that happiness lies at the heart of wellbeing.
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2019 Hong Kong Award for Industries: Award Winner
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Meiriki Japan Company Limited
H AR5 77 () Eerim IR 7

Served Hong Kong for over 22 years, Meiriki Japan insisted on the promise of the brand,
introduced safe, effective and natural health supplements to public. We aim to promote
“Physical and Mental Health” to our community.

Meiriki Japan obtained 9 safety certifications to ensure high quality and safety, and adhered to
Five core values in customers services, including to maintain our health supplement in a
“Reliable” quality assurance, provide free services of “Professional” consultation by our health
team of pharmacist and nutritionist, hold in various membership activities for “Caring” our
customers, provide free online nutritionist live-chat service by “Innovative” ideas, thus
effectively enhancing the “Loyalty” of our customers.

Our Team will continue to care and focus on people’s needs, deliver personalize services, to
provide the best experience to our customers.
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2019 Hong Kong Award for Industries: Award Winner
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Sino Estates Management Ltd Olympian City
IEHIPE EFEBIRL A - BRI

Olympian City - A family-friendly mall

Located at the heart of the 'West Kowloon Golden Circle', Olympian City is the premier
shopping destination with some 250 shops and brands across 800,000 square feet in three
phases. The family-friendly mall seeks to add value to customers and visitors with its Olympian
Kids loyalty programme and OC STEM Lab, Hong Kong’s first in-mall STEM lab. The
interactive lab is equipped with state-of-the-art facilities that cater to the evolving needs of
young audience. A wide spectrum of tailored activities and workshops is offered to unleash
their creativity, building a better future with technology.

Upholding the ethos of ‘Customer First’, we seek to surpass customers’ expectations. The latest
example is the S+ Rewards, a multi-mall interactive reward programme that enables customers
to earn rewards at Sino Malls in a fun and easy way.
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2019 Hong Kong Award for Industries: Award Winner
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Uni-China (Market) Management Ltd
() B IR.F]

Established in 2013, Uni-China (Market) Management Limited is responsible for fresh market
renovation, management and operation. Through advanced management model, the Group
aims to improve overall environment and quality of the markets, constituting a more convenient
and comfortable shopping environment for the residents. This together opens a new chapter for
the Hong Kong market culture. Each market under the Group presents thematic design with
sound ancillary measures, including barrier-free environment and air-conditioning. In addition,
the Group is in line with the changing consumption pattern of the society. It introduces various
kinds of modernized and pioneering services, i.e. First Market DJ Program, E-Membership and
Digital Payments, creating new “Intelligent Markets”. In future, the group will continue its
excellent quality in management and operation, providing different market experience to the
customers.
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2019 Hong Kong Award for Industries: Certificate Winner

FATIRERS  BERGEBRESS

Hu Yi Global Information Hong Kong Limited
IR B & B AR A

HUYT Global Group, established in 1992, strives to be the best business partner for our clients
during their business development which is distinctive from our competitors. Our one-stop
brand management includes searching, application, monitoring, infringement litigation, legal
consultation and brand development for clients.

We educate our clients constantly by providing seminars with IP topics, so we position our
brand with seamless service experience in applying IPs. To provide the best service to our
clients, our LiveChat system and corporate team provide 24 hours instant reply which is
without geographic and time restrictions. We also collect feedback from clients by post-service
review and evaluation of each case performance.
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2019 Hong Kong Award for Industries: Certificate Winner

BT ERS « BERGEREE
MTM Lab Japan Limited

MTM appreciates your uniqueness. Ever since 1991, adhering to our core value of [Custom-
Blended Skincare], we have dedicated ourselves to realizing Authentic Beauty. Through
customized skincare management, we examine every nuance of skin, constantly striving to
decode the secrets hidden in its subtleties. MTM researches and develops its own range of
products in Japan to meet the specific needs of Asian skin. Moreover, MTM is a multi-faceted
brand with personalized skincare products, facial treatments, SPA by MTM, to medical
aesthetic treatments with TIME by MTM. We aspire to be the best skincare brand in Asia.
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2019 Hong Kong Award for Industries: Certificate Winner

FATIRERS  BERGEBRESS

Sun Hung Kai Real Estate Agency Ltd - Landmark North
PRI ECEE AR A - LRSS

Landmark North owned by Sun Hung Kai Properties is the landmark shopping mall in the hub
of Northern District, delivers a wide range of innovative customer services with the application
of new technology, for example, contactless parking service, over 60 nos. of value-added
service targeting different groups of customer, etc.

We have always stood by the motto of “We Serve You Best”, devoting our efforts in providing
the excellent services and continuously optimize our service standard for providing the
different personalized shopping experience to our customers.
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2019 Hong Kong Award for Industries: Certificate Winner

FATIRERS  BERGEBRESS

Supreme Management Services Limited - Ultima

B AERRIEBIRINE] - K
Premier concierge service in the noble tradition

In keeping with its spirit of Building Homes with Heart, Ultima has set up the high-calibre
management team to provide ‘Perfetto’ concierge service to residents with exquisite care.
With the support of the trainer, who served the British royal family for four decades, Ultima
team makes our housekeeping and furniture arrangements be of top standard. Residents will
be able to order meals, get clubhouse information and make bookings of clubhouse facilities
through the ‘Live e-asy’ mobile app, which will track users’ dining habits to offer other handy
options for busy city dwellers.
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Members of Phase | Judging Panel
F—REEFEREES

Dr. Wallance Ma
e
Director, Triton Development Limited

EFH AR AT

Ms. Rowena Szeto
EfEER Nt
Head of Corporate Training Service, St. James' Settlement Corporate Training Centre
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Mr. Ken Wong

w/EhSAE

Head of Department of Business Administration, Hong Kong Institute of Vocational Education
(Haking Wong)
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Ms. Alice Yip

ERHZ A

Partner, Audit, KPMG
HERGEHRIEBETAGBA

Members of Phase Il Judging Panel
BRERFER R

Mr. Patrick Kwok
FhE A
Executive Director, Hong Kong Hotels Association

EEEEE R R TGRS

Dr. Joseph Leung

PUEE S

Vice Chairman of HK Retail Technology Industry Association/ Programme Director
(Executive Mgt.) of SPEED, Hong Kong Polytechnic University

TAZERRREGRI TR / BEE TR E RS AN R MR

Mr. Buston Chu
ENIY e
Honorary Advisor, Hong Kong Association for Customer Service Excellence

TR B R IR e R R

Ms. Angel Young
P ie

General Manager Wisers Analytics, Wisers Information Limited



Ms. Cissy Chan
PRIE B2
Executive Director, Commercial, Airport Authority Hong Kong

ARG SRR TR

Ms. Ruth Yu

ARREVk 2t

Executive Director, Hong Kong Retail Management Association
HATE BT

(not judging panel member JEFFEEZE E5k 5)



2019 Hong Kong Awards for Industries Final Judging Panel
(Customer Service, Innovation and Creativity, Smart Productivity,
Technological Achievement and Upgrading and Transformation)
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Mr. Emil Yu
RN s

General Committee Member, Hong Kong General Chamber of Commerce
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Ms. Ruth Yu
SRR

Executive Director, Hong Kong Retail Management Association
EETEEH TR

Prof. Way Kuo

B

Chairman of the Final Judging Panel
BAPEE G T

President, City University of Hong Kong
AT RS

Dr. Claudia Xu

R L
Chief Commercial Officer, Hong Kong Science and Technology Parks Corporation

TR 7 R S

Mr. Mohamed D. Butt
FEO A
Executive Director, Hong Kong Productivity Council

AL e Rk

Mr. Benedict Sin
SRS

Ex-officio Advisor, Hong Kong Young Industrialists Council
BT LER e S 2B



Hong Kong Awards for Industries: Introduction of the Award

E AT  SIREN

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

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 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.
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Hong Kong Awards for Industries: Customer Service Leading Organiser

EATERS | B REEsE

Hong Kong Retail Management Association

ERTETHET

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 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 18
countries/regions in the Asia Pacific with each being represented by the key retail association.
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Hong Kong Awards for Industries: Enquiry Form

BRI « AR

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

Fax {HHE : 2866 8380
Tel E&3 1 2866 8311
Email ZEH : event@hkrma.org

I would like to have more information about the 2020 Hong Kong Awards for Industries:
Customer Service

BERGSE LA 2020 FETREHES | BERBHNER

Name of Company
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Nature of Business
=R
Address

gk

Telephone

Facsimile
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Name of Contact person
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Title
AL



Hong Kong Retail Management Association

ERTETHLT

7/F, First Commercial Building, 33-35 Leighton Road, Causeway Bay, Hong Kong
F AR ESUEE 33-35 9P AE 7 i

Tel EEEH: (852) 2866 8311

Fax {#E: (852) 2866 8380

Website #gil: www.hkrma.org



