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Hong Kong Awards For Industries: Customer Service 2021-2022

Message from the Chairman of
the Hong Kong Retail Management Association

B EE IR e T ERGA

Hong Kong's service industry has faced a relentless barrage of challenges over the past three
years due to the impact of the pandemic. Notwithstanding these challenges, it is heartening to
see that our participating companies have outshone others with their strong commitment to
the maintenance of high and innovative service standards. In the face of the constantly changing

business environment, our participating companies have shown their courage and skill in adapting
and offering novel experiences to their customers through their agility and out-of-the-box
thinking. These accomplishments fully deserve the recognition, honour and endorsement of the
industry and the wider community.

The Customer Service category of the Hong Kong Awards for Industries was introduced to firstly recognise enterprises who achieved
and maintained a high-quality service performance through the constant enhancement of their customer service levels and secondly, to
demonstrate and share their good practices with others.

Having undergone exceptional development over the past two decades, Hong Kong's service industry has become a backbone of
the local economy. In particular, its success can be attributed to providing excellent customer service. Given the fierce competition
from neighbouring regions, it is vital that we continue to uphold our mission by providing top-notch service. It is our aspiration that
every business sector in Hong Kong will keep striving for excellence in order to continue to help to build our city into an attractive
cosmopolitan metropolis, characterised by innovative customer experiences and a reputation for high-quality service.

On behalf of the Association, | would like to express my gratitude to all members of the judging panel for their support and contributions.
I would also like to take this opportunity to congratulate all winners of the Customer Service award category.
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Hong Kong Awards for Industries Customer Service Cate Jory

BELIBXER BERBARNSRAE

Award Winner

HKT Premier

Award Winner
HKT Limited - HKT Premier
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LUKFOOK JEWELLERY

Luk Fook Holdings (International) Limited
NEEE (HEK) ARAT

Skinique Limited - SKIN & Co.
BIABR/AT] - SKIN & Co B3R

Award Winner The Hongkong and Shanghai Banking
Corporation Limited - Commercial Banking
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Hong Kong Awards for Industries Customer Service Category

BEIBXR BERBENSRAE

Certificate of Merit Winner

Apple Storage Group Limited Circle K Convenience Stores (HK) Limited
BRARIFEEERRAT OK ERIERRAT]

Clubone Limited
SRT1REBERAT

Certificate of Merit Winner
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KAI SHING MANAGEMENT SERVICES LIMITED

Kai Shing Management Services Ltd - Millennium City
1,2, 3 &6 Management Services Office PARAGON
RBERRBERAT - B4 238 Paragon Asia Holding Limited
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Certificate of Merit Winner
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Citistore (Hong Kong) Limited
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Hong Yip Service Company Limited - Harbour North
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Fila Marketing (Hong Kong) Limited
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Certificate of Merit Winner

ANTEPRIMA

Sidefame Ltd - Anteprima
FEBRAT - Anteprima



Hong Kong Awards For Industries: Customer Service 2021-2022

2021-2022

BELIEER  BEREER

= HKT Limited - HKT Premier
~HEEEMFRAF -FEEMEHRE
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Your loT Home Solutions Partner

HKT Premier provides select customers with a first-
class experience. Our prestige service is available by
invitation only and comprises a wide range of one-stop
loT home solutions tailored to meet individual interior
design and daily habits. Always ready to serve is a
dedicated team of relationship managers, who work
alongside customer support and service professionals.

Our versatile loT home solution services include
broadband and Wi-Fi network design, home
automation and entertainment, security system, EV
charging solutions and more.

HKT Premier

Hong Kong Awards for Industries: Award Winner
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Hong Kong Awards for Industries: Award Winner

BEIERR | BERBE

Luk Fook Holdings (International) Limited

ATREE(EE)ERAT
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Delivering Hospitality with Six Heartfelt Services ~ 7~Nf@&7v0 &2 UNER

Adhering to the motto of “Exquisite Craftsmanship, Quality Services NEEEARE [EOEE  REAER  UERE] &
and Customer Orientation”, Lukfook Group acts in the customers’ fE . EREES FHUBEZESAEEE - BBH
best interests in our operational management. In line with the branding BRE| WRIeHETSE  £FHE [SL0EAE

theme of “Love is Beauty”, the Group has introduced the “Delivering the
Beauty of Love with Six Heartfelt Services” excellent customer service
programme to fulfil customers’ needs with a caring heart and offer quality,

AAERSE] SMEER%EE - B (O] TRER
FE 1 TFAOERS] - [RRORIE] - TEOEEE]

covering “Greeting”, “Caring”, “Listening”, “Helping”, ‘Advising” and [&OHa] - [EL#EN] - 2EEN [AORE] -
“Following-up”, sincere services to customers with a view to relaying the RZARBEEREEERHNRE - RELESORSE
culture of Six Heartfelt Services to each customer all over the world. Y LEEH R LT FER o
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LUKFOOK JEWELLERY
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Hong Kong Awards for Industries: Award Winner

BELIEER  BEREER

Skinique Limited - SKIN & Co.
~HRARAF -SKIN & Co.BREAHRID

With the vision of Skin Revolution, SKIN & Co. focuses SKIN & Co. RFRKEHRERHIEE - Ep 20 F - BB
on providing high quality medical aesthetic services, from 2EMEEKRERANESR  EIRAREFHREANBEER
customized treatment to personalized skincare products RS AIE S o

(Skinique). We originate from experiences gained in 20 years

of cllinical applications oh over 20,000 cases and specialized in RS (ASRAEIE - (RS LR - — B e
services and products tailored to local customer needs. R IRTS - B RE - ST RIS R S B .

We believe customer service is a complete process, not only in

the shop but starts from pre-sales before customer arrival and IR R AR IS ST RO BE R MmAR -

lasting to post-sales after customer departure. To this goal, we
meticulously designed, executed and monitored all customer
touch points in complete customer experience journey, aiming
to provide our customers with the best-in-class experiences.

We aspire to be the best medical aesthetic brand in the
Greater China region.

N
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Hong Kong Awards for Industries: Award Winner

BEIERR | BERBE

I he'Hongkong and Shanghai Banking Corporation Limited - Commercial Banking
HE L BESHRTARAF - TreR

As a trusted banking partner in Hong Kong for over 150 years, HSBC ELEIREBBIEA 150 F - —ER OB TREE
is dedicated to connecting businesses of all sizes to opportunities. With EEHGE o (EATR/ DR KEE  ERURFUR
customer centricity at its core, HSBC invests in digital capabilities and BARES  BEEREENSELY  EARE
embeds cutting-edge technologies to better serve its customers by providing N — SN -

simpler, smarter and safer banking solutions. Their mission is to help ﬁi}ikfiiﬁﬁ%%%mi%ﬁﬁf%;fi%}iﬁﬂﬁf\
customers streamline their operations, navigate change and thrive in the BENEIIRE T ERER KR 2 ERFMEY
rapidly evolving business environment. To extend the Bank's value to their BRI REXRFER - R TEEMRE 25
customers beyond traditional banking services, they also launched HSBC ELINE AR FIREFEINT IR - DR ELEE
VisionGo and HSBC Smart Solution. These platforms bring an ecosystem of MELHE A ERERESsHERAREAN

value—a@ded services and insights together, enalbllng clustorlners to cqhned W EEE A SR T L . PAEREE SRR
to the right knowledge and partners to help realise their business ambitions.

FBEBAIERN  BEEXBHA -
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Hong Kong Awards for Industries: Award Winner

BELIEER  BEREER

Yue'Man Square Management Company Limited

~HERGEERRAF

— = TTTTTTTrrTems
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Yue Man Square (YM?) is one of the URA's key
developments of Kwun Tong Town Centre Project.
YM? heralds distinctive leisure, entertainment and
dining experiences for visitors, which is the landmark
project fostering the Kwun Tong community spirit
by blending old and new. Having launched a series
of smart technologies in bolstering more interactive,
convenient and superior service experiences to well-
esteemed customers. YM? Public Transportation
Interchange is well-equipped with sophisticated
and innovative synergies which aims to empower
the commuting experience for the public whilst
reinforcing traffic management in the district.

O
8 Rih

YUE MAN SQUARE

wRY [YM?] RHRERZFBEETHOEENE - EXBREEZ— -
BT ASRTREHERNTRAER  RERERER - YM TEEE
FESABOMFMIRR - YM® 5E—RIIBRERHRRE - RE BT
FHY FEREFENREER  [MERSAKEBRER] TEE6
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Hong Kong Awards for Industries: Certificate Winner

BEIERER  BERGEEEES

\ 7 opl - Apple Storage Group Limited

WERBE | . FaRE R B SRE R AF

Apple Storage started mini-storage operation in
2008, with the mission of “To win your heart
— we serve with heart”, aiming to promote
storage culture and let customers enjoy their
living with spaces. Apple Storage has over 100
service outlets with excellent environment and
convenient transportation, committed to provide
quality services to customers which lay down
annoyance when using the storage facilities.

BRKIRETR 2008 FHRMBKEXKIRE R
A CEHAL  €EBBL) REE - BER
HERFX(L BERLEEREERLT - BR
KRB ABRB—BERGAR  DERER
BE - XBEN  BOREPREHEERS -
REANBRARRHSELN

m 1 Circle K Convenience Stores (HK) Limited
< OK EFIEBRLF

Customer service in Circle K, which defined as ‘Speed,

Tidiness’ and Friendliness (STF), is the company credo.
Providing speedy checkout, tidy, clean store environment IRCLE 0
and friendly service is our Company commitment to the ¢
customers. To make our customers’ lives easier is our
mission and we aim to provide Easy, Fast & Simple shopping
experience to our customers in every day. We create a
harmonious working environment as we believe "happy
staff serves happy customers". “Together, We Serve the
Customer!” is the program to reinforce our belief — “Happy
Staff, Happy Customer”.

OK BAIE—MmIA "REE - B2 - KE " BRREERZR
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Hong Kong Awards for Industries: Certificate Winner

BEIEER  BEREEEES

Citistore (Hong Kong) lelted

= Citistors ZY¥eciTiIsTOre

Wholly owned by Henderson Investment Limited, Citistore was
established in 1989 with 5 stores in Hong Kong. We committed
to building a well trusted and localized department store with an
enjoyable shopping environment. “Customer First” has always
been the philosophy of Citistore where we provide customers
with Quality Services, Quality Merchandises and upgrade their
living standards in a Quality Lifestyle. In 2021, a trendy lifestyle
homeware brand “Citilife” was launched. Citilife is inspired
by three core life philosophies — “Fullness”, “Complete” and
“Plentiful”, offering consumers with diverse and innovative
products to enrich their quality of life.

T Citistore FXIZ 1989 F * RIEAFERZEHBENEE
AR HBESHEDE . [TE] EBREBANBEERQA
FHAAERRMEBERS  EEERREBELTE BR EETE  FTREFE] MEESR 2021 F  FANHRRGBEME
[CHEE] & €] « [BER] k [B%] @ AEREERE—AEERKEZTE -

Clubone Limited - club
EFRERAT S ONE

ClubONE 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, ClubONE has
created unique and unforgettable wedding banquets for more than 10,000 couples.

ClubONE 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

ClubONE FKIZH 2002 - HEHNFHNRAFEE - B+ FEMEENER  8E [UARK] MRBRE - AABYNAGES
BRI EE

ClubONE FiIERMEBMEL - SSEEZEREBIEMORERE - SRT REEREENSBEEBRTNEAAMLTFE - B
BEHMA—E—ERS 58 -

AN - A TREAMEE - ClubONE EEINFR B FAEFTNN [EEEE] - UARCHERE A ARPEERNER
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Hong Kong Awards for Industries: Certificate Winner

BEIEXRR BERBEERS

- - Fila Marketing (Hong Kong) Limited
riLA L EemB(ER)ARAH

As an ltalian high-end sports fashion brand with a
history of more than 00 years, FILA is advocating
"a lifestyle of elegant led by sports", with the
pursuit of
meticulousness",

characteristics of "professional model",

excellence", "treat with sincerity",

and "self-reflection", FILA stores are created with
excellent operational standards and aimed to
provide the best customer experience.

FILABBEBEBBEFES  UWHESEANSR
EBHRRREREEST - HMEERBEES
BE [LESS|IEEREMKNEEFT A

A TEZRAS] -~ [BReEf] - [EHEHEF] -
[—#tAa] ~ [BRRE] WEE  {TE
BHENEEREMERFENBETERD FILA
JEH o

Harbour Hong Yip Service Company Limited - Harbour North
Dot FrE . EEEBBAELF - LRE

Harbour North, one of the most exciting shopping malls at the heart of Eastern
Hong Kong Island, enjoys the magnificent view of Victoria Harbour. Our
shops offer a trade mix of trendy fashions, jewellery and watches, beauty, and
world-class dining experience. Surrounded by a large green space featuring a
harbourfront promenade, the mall creates a new leisure shopping hot spot.

Harbour North always attaches to the core value of Hong Yip Service Company
Limited — “Customer Focus”, “Innovation” and “Quality Service”. We deliver the
excellent management services with professionalism, intelligent technology and

green elements, to provide an excellent experience for customers.

ItAEVRARRBENESRBZOME - LEAFEELSS ﬁl » AR ERIE B WBYIHR L — o HRERE HARAD - SEEIRE
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Hong Kong Awards for IndustrieS' Certificate Winner

BEIEER  BEREEEES

Kai Shing Management Services Ltd - Millennium City

I, 2, 3 & 6 Management Services Office BHERRBABSTS
E&ﬁ‘“ﬁﬂﬁ?ﬁ’ﬁ BE YE] - SlidZil—» = - = R NBAERFEE

Millennium City |, 2, 3 & 6 are grade-A office buildings in Kowloon East managed by Kai
Shing, member of Sun Hung Kai Properties. Kai Shing’s professional management teams
provide customers with tailor-made business management services. Leveraging innovation
and technology, the teams launch “Work e-asy”, a mobile app that integrates intelligent
management and service excellence to enhance user experience. By utilising the Internet of
Things and big data, the teams improve management efficiency and the implementation of
service digitalisation.

Az —H =8 ZHIRAHIARNAENFREFE - M¥NBEMEE TR
B HEXERATFPIRHEFFIENRY - BRGERAIFRIE - HHRAERER
REERGHEREN (M5 - 2EETARER - BESCE ERYBERARE -
RAEEMEE - BREBCEER -

Paragon Asia Holding Limited - *
BFEENERAT '

PARAGON

Since its establishment in 2018, Paragon has been built as a creative entrepreneur hub for ambitious Hong Kong start-ups and small
businesses. We provide various cost-effective solutions to over 300 community members and have a diverse range of services that allow
them to achieve more at a lower cost.

Paragon has been growing fast over the past years and has
become one of the major local players in the coworking
space industry. We now have 6 creative spaces located in East
Kowloon and the number will grow to 8 by 2022.

Paragon Asia ZXIRER 188 + MEAERNRE 6 EER
2022 FIEAGEA 88 AAMITEFRRARENLS
Tz —  c BHBEKEBEIEREEN - 2021 FLEE
Fm Bl ERERBAFR/NPAIFTAE - RFSHA
300 MBI E - SRR EBBTEZME - MEZE
BERY @ ATEDSEREUEEKRAR - ERE R
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Hong Kong Awards for Industries: Certificate Winner

BEIERER  BERGEEEES

Sidefame Ltd - Anteprima

ANTEPRIMA
FERRAF - Anteprima

Customers’ shopping patterns have changed in the recent years, it is essential for traditional retail industry to upgrade and modify their
business models. Living underneath the inevitability of digital communications, first we have to strengthen staffs’ styling skills, enhancing
content and quality of shooting and video production in order to present a proper and attractive brand image to customers. Digitalize
physical store selling technique and maintain long-
term customer relationship through online platforms.
Moreover, it is necessary to optimize the evaluation and
management system, so as to meet the changes at all
times altogether.

MF - BEEVRAEE  ERTEXVEAEL
EEZERANKER - HFILBR(CRAFEE
®I5 - RAAESEARS|I AHRA RER I - &
ERENHETARE (RE] - XBERFAR
FPERBEESREBE: 5—7HHE  TEE
LR EEE RS - —REREREE -

Text and photos are provided by the winning companies.
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Members of Phase | Judging Panel
B Eﬁn$%§3<,\ea

Dr. Kenneth Kwong Assistant Professor of Marketing; Programme Director of MSc in Entrepreneurial Management;

| P

I L

e i Co-Director of Chinese Family Succession Research Centre, The Hang Seng University of Hong Kong
EREEREMSERNIEHR @ AIXERBEELTRIEEE - EARKEEAHARFOBE EE

Dr. Pinky Tso Training Consultant

BERKIBL 15 )| ]

Mr. Ken Wong Head of Department of Business Administration, Vocational Training Council

BLEELE EREEHEER (Eni) IREEBRREE

Mr. Wallace Tsui
ERELE

Partner, Audit, KPMG
E5RSEHAMEBMEZA @ Fal

Members of Phase | Judging Panel
kk__B E2H$%EZZ

(From left 7 #E )

Dr. Ken Fong Honorary Chairman of the Hong Kong Retail Technology Industry Association /

FfEEL Adjunct Professor, Institute for Entrepreneurship, The Hong Kong Polytechnic University
EEZENERERESR /| BRI RELRERERTRIHK

Mr. Steve Lai General Manager, Qualifications Framework Secretariat

RREFERE BRERENERELE

Dr. Buston Chu
Ko EiE L

Mr. Michael Cheng

Honorary Advisor, Hong Kong Association for Customer Service Excellence /
Executive Director, Service Cybernetics Consulting Ltd

EREEETREHELEBER / KEDBERBERARNTES

Partner & Consumer Markets Leader, Asia Pacific, Mainland China and Hong Kong, PwC

BRREE BEBXEEBARTZABHBEEMSGITREE
Ms. Ruth Yu Executive Director, Hong Kong Retail Management Association
Rkt BAETEERHERITAE

(not judging panel member JEFTEZR E 2K E )



(From left FRZC#E )

Mr. Victor Lam
MENELAE

Ms. Ruth Yu
REP T

Prof. Way Kuo
FRLEER

Mr. Alan Cheung
SRl e A

Mr. Wilson Chan
FRIZ RS

BB THEE - RERH2021-2022

2021-22 Hong Kong Awards for Industries (Innovation and Creativity,

Technological Achievement, Upgrading and Transformation and Customer Service)

Final Judging Panel

2021-225 8 T X8 @IE  BEAs - ARER - BERBAR)
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RANELEES

REEEAE
2021-22 HET =T

FINAL JUDGING PANEL
2021-22 HONG KONG
AVLERDS FOR INDUSTRIES
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Chairman, Industry & Technology Committee, Hong Kong General Chamber of Commerce

BARRPETIEMMRZERER

Executive Director, Hong Kong Retall
EETEEEHEN TR

Chairman of the Final Judging Panel
RETEZEGERE

Management Association

President, City University of Hong Kong

FBMMASRRE

Ex-officio Advisor, Hong Kong Young
BAABFIXRBEERNEH

Associate Director, Partnerships, Hon

FERMBE R RIRIEBHEIRE

Industrialists Council

g Kong Science and Technology Parks Corporation
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Hong Kong Awards For Industries: Customer Service 2021-2022

Introduction of the Award

BB IBFRE

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,
customer service, equipment and machinery design, innovation and creativity,
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, banquet and wedding planning, catering, property
management, storage service, telecommmunication and various service providers.

Objectives
B To recognize and encourage excellence in the service industries by giving

public recognition to outstanding companies.

m 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 consists of three levels:

| 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.

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.

RIA/IT

Hong Kong Awards for Industries:
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Eligibility

m 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.

m 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.

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.

Enquiry &=

TEL E 3% : 2866 831 | FAX & : 2866 8380
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WEBSITE #83F : www.hkrma.org/hkai

Hong Kong Awards for Industries: Customer Service Leading Organiser

BELIExER | BERBIZHERS

Hong Kong Retail Management Association

HKRMA sgssgniie

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 39 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 retalil
association.
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HKRMA

7/F., First Commercial Building, 33-35 Leighton Road, Causeway Bay, Hong Kong
H3E33-355R 58 — R AR 718

Tel&E &% : (852) 2866 831 |

FaxfEE : (852) 2866 8380

Website#f811E : www.hkrma.org




