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MYSTERY SHOPPER PROGRAMME
2018 Service Retailers of The Year
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SERVICE & COURTESY AWARD
2018 Winners
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QuaLiTY E-SHoP RECOGNITION SCHEME
2018 Top 10 Quality EShops
Gold Award Silver Award Silver Award
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About Hong Kong Retail Management Association 7% 8 8 ML €7

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 35 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 9,000 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 18
countries/regions in the Asia Pacific with each being represented by the key retail association.
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Message from the Chairman of HKRMA

BEASEERREXFEZEE

Mrs. Annie Yau Tse
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Chinese New Year Greetings

Kung Hey Fat Choy! On behalf of the Association, may | wish all fellow retailers a
prosperous Year of the Pig!

Review of 2018 Retail Business

Year 2018 remained a challenging one for Hong Kong retailers. Despite a
relatively positive growth of 13.4% in total retail sales value for the first six
months, the growth rate in the retail market continued to decelerate as the
negative impact of the China-US trade conflict has kicked in.

Due to the depreciation in yuan, volatile stocks and property markets,
the sentiment of both local and Mainland consumers became increasingly
cautious. In particular, the impact for retailers of high-end luxury products
was the biggest.

Although the opening of the cross-border express rail link and the Hong Kong-
Zhuhai-Macau Bridge in the third quarter of 2018 attracted record-high number
of visitors to Hong Kong, member companies in general indicated that there
was no immediate boost in sales and customer traffic except for certain directly
benefited districts like Tsim Sha Tsui and Tung Chung.

Among all the visitors, same-day visitors from the Mainland recorded the highest
growth. Nevertheless, these day trippers mostly shop for daily necessities which
have limited impact on retail sales growth overall.

Forecast for 2019

Looking into 2019, the majority of our member companies are conservative
over the retail market outlook, expecting the growth rate in sales to decelerate
further. Subject to the resulting business performance of Q1, the Association
maintains a forecast of low single-digit growth for year 2019 as a whole.

Legislations and Industry Advocacy

Mr. Paul Chan, the Financial Secretary, will deliver his Budget Speech on 27
February, 2019. Same as previous years, the Association had put forward its
Budget recommendations to the Government.

In order to help retail industry to transform into the digital era, we highlighted to the
Government the importance of building a Hong Kong e-platform for incorporating
domestic brands and retailers, which can help retailers to regain autonomy over
fierce international competitions and to collect valuable customer data.
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Apart from this suggestion, we also urge the Government to set up a “Smart
Retail Experience Center” for showcasing latest retail technologies and innovative
solutions so that retailers can access various vital and evolving ideas under one
roof. At the same time, the Center would serve as an effective platform for
fostering synergies and joint efforts among retail stakeholders towards the retail
transformation.

For the acute manpower shortage that the industry is facing, we reiterated our
advocacy for the import of labour, which we believe can alleviate the problem
for certain labour-intensive retail sectors.

Looking forward, as the new retail order progresses at an extremely fast pace,
our retail industry must be rebranded with a new image in order to attract
and retain young talents. To this end, we suggest the Government reviews the
funding allocation to support retail manpower development under its 2014-15
Budget, and injects additional funding to speed up digital transformation as well
as to project a brand new image of our industry.

Events and Programmes

At the start of this year, | am very glad to share with you the satisfactory
progress in preparing for our annual Retail Summit which will take place on 17
May, 2019 at Hong Kong Convention & Exhibition Centre.

Taking the theme “Retail Reinvention: Success in the Disruptive Age”, there
will be over 20 heavyweight speakers who will share their insights on the
transformation of retail into the digital era. Please find further details of the
conference in this Newsletter, and enjoy the early-bird discount before the
deadline of 18 April, 2019.

Another initiative of the Association is our Green Hackathon, a 3-day programme
on 16, 23 and 24 February, which brings retailers and young people together
to develop new ideas that can tackle green challenges in retail shops. We have
attracted nearly 80 young people, 12 green start-ups and 20 retail companies
participated in this meaningful event.

You may keep an eye on our communications for the interesting “green” ideas!
Let’s protect the environment by promoting sustainability among retailers and
customers.

Ending

Going into 2019, we will continue our best efforts in making our events and
programmes relevant to our members’ needs.

I would like to invite past members to renew their membership with HKRMA.
For those who have never been our members, | would strongly recommend you
to join the Association without delay in order to enjoy exclusive benefits and
networking opportunities in this big family of retail.

Once again, wishing you a prosperous and fruitful year ahead!
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Message from Legislative Councillor (Functional
Constituency Representative for Wholesale & Retail)

EERE X R EFEFMARERNNR

Hon. Peter Shiu
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Hong Kong’s retail sector will benefit hugely from Greater
Bay Area integration

The Outline Development Plan for the Guangdong-Hong Kong-Macao Greater
Bay Area — a blueprint for cooperation between Hong Kong, Macao, and the
nine Pearl River Delta municipalities — has finally been unveiled. It sets out the
objectives that, by 2022, the framework for a world-class city cluster should
be basically established and, by 2035, the Greater Bay Area should become
an economic zone supported by innovation and a first-class region for living,
working, and travel.

The Plan’s dozens of pages do not mention Hong Kong's wholesale and retail
trade and, on the surface, it may not seem directly related to our industry.
However, on a macro level, if the Greater Bay Area achieves increased market
and infrastructural connectivity, the whole economic pie will become bigger with
a significantly larger consumer market, and the retail industry will most certainly
benefit.

Admittedly, Hong Kong is a small economy with only just over seven million
people. As the Plan points out, “continuous economic growth in Hong Kong
lacks sustainable and stable support”. If Hong Kong remained reluctant to
advance further, in other words, it would one day use up its wealth.

The Greater Bay Area beyond Hong Kong, by contrast, has more than 60
million people — more than eight times our population. As the economy of the
Mainland continues to develop, the purchasing power of its people will increase,
and the benefits of this must not be underestimated. Studies point out that the
Greater Bay Area accounts for less than 1% of China’s land mass and the area’s
population is less than 5% of the country's total, and yet its GDP is US$1,380
billion, accounting for 13% of national GDP. These disproportionate numbers
reflect the vast economic power and potential of the region.
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The Plan proposes to turn the four main cities of the Greater Bay Area —
Hong Kong, Macao, Guangzhou, and Shenzhen — into an engine for regional
development. We can expect Hong Kong to play an important role and the
four cities to complement other cities to promote our common development.
It is true Hong Kong has no advantages in terms of land and manpower
to redevelop its industry. However, it can instead develop in such aspects
as science and technology, helping to connect the world. It can also help
international businesses integrate into the development of the Greater Bay Area
with the support of Hong Kong'’s professional and legal expertise.

The Plan also stipulates a 144-hour Facilitation Visa policy in the Pearl River
Delta region to allow foreigners to travel in the Greater Bay Area and support
Hong Kong as an international tourism hub and a core demonstration zone for
multi-destination tourism. It also seeks to introduce more convenient customs
clearance in the ports of Guangdong, Hong Kong, and Macao, and to increase
the number of entry and exit-self checking channels for passengers, as well as
to promote exchanges between Hong Kong and Macao residents with those of
the Mainland. Together with the newly-opened Express Rail Link and the Hong
Kong-Zhuhai-Macao Bridge, these measures will improve the flow of people and
goods around the region. A "one-hour living sphere" will be gradually created,
bringing different sources of customers and greater business convenience to
Hong Kong.

Friends in chambers of commerce have told me they hope the Hong Kong
SAR Government will negotiate with Mainland authorities to give preferential
treatment to Hong Kong retail enterprises who want to do business in the
Greater Bay Area and tap into its retail market of more than 60 million people.
This Plan provides us with a rare opportunity to do just that, and | urge the
Government to work hard to implement it.

Some critics have remarked that the Plan means Hong Kong’s future is now “fully
planned” and that “one country, two systems" exists in name only. | feel those
arguments either carry ulterior motives or are simply a case of people worrying
too much. The implementation of "one country, two systems" in Hong Kong is
guaranteed by our constitution and the Basic Law. It is also a dedicated policy
of the Central Government, and our national leaders and even the Plan have
repeatedly promised to uphold it.

In reality, the development of the Greater Bay Area will have no impact at all on
"one country, two systems'. Instead, it allows Hong Kong to use "one country,
two systems" to bring our unique strengths to play, including our legal system,
to serve as a bridge between China and the world and play a key role in the
development of the Greater Bay Area. Our role will bring us great economic
benefits, and we should embrace this historic opportunity.
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Flagship Programmes m

World

Department Store " . . .
Forum 2019 Highlights 0f 2018 Annual Dinnerand Retail Awards Presentation Ceremony

o G e
The Role of Department 4 E'T'TH% - |

Stores in Megacities Rl — 5 ==

The Hong Kong Retail Management Association successfully
convened on 6 December, 2018 its Annual Dinner & Retail
Awards Presentation Ceremony at the Grand Hall, Hong
Kong Convention and Exhibition Centre. The Association
was deeply honoured that this year, Mr. Paul Chan Mo-
po, GBM, GBS, MH, JP, Financial Secretary of the HKSAR
Government, attended the ceremony as the Guest of Honour
celebrating the memorable moment with 1,500 guests and
representatives from the retail industry.
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The World Department Store Forum addresses the latest 6 _7 J u n e 201 9

economic, social-demographic and commercial developments
and their impact on the department store business from a global TO kyo
perspective, among an exclusive circle of industry peers.

The Forum is a unique platform where delegates can gain new
insights and fresh ideas as well as foster international
relationships.

Register now
for the 6th WDSF on our website:

www.wdsf2019.org

This year, seasoned experts and leaders from department stores,
brands and business partners will share their visions and The Forum will be held at
strategies on the theme of ‘The Role of Department Stores in The Ritz-Carlton Tokyo, Japan.
Megacities’, a central topic for the future development of

brick-and-mortar players.

WDSF 2019 is organized by Intercontinental Group of Department Stores,
Japan Department Stores Association and J. Front Retailing
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Popular local artiste Mr. lvan Yuen, nicknamed "Expert Dickson",
joined by veteran music artiste Mr. Ram Chiang Chih-kuang, gave
a spectacular performance in that evening. Their performance
simply denoted that the retail industry is now making a transition
between old and new operations. It is anticipated that more young
people will join the retail industry and carry it forward. The duet's
performance was so remarkable that they won great applause from
the audience, who was thrilled and excited.
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An impressive group of more than 200 Retail Ambassadors, led by our "Service Icon" Mr. Phil Lam, took the stage in that evening.

Our Retail Ambassadors showed their resolution on promoting the retailing service by chanting on the stage in one voice a Please visit the Association’s website www.hkrma.org for highlights of the event.

B R B2 s www.hkrma.org EIESEEITEER

slogan. The guests and industry peers responded with an enthusiastic applause. They also encouraged our Retail Ambassadors to
continue their good work and add values for the industry.
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The Association thanks the following companies for their sponsorships:

Title Sponsor: A.S. Watson Group

Platinum Sponsors: Chow Tai Fook Jewellery Co. Ltd., Standard Chartered Bank (Hong Kong) Limited, trustME Chain Corporation
Limited, Tse Sui Luen Jewellery Co Ltd

Gold Sponsors: Ricoh Hong Kong Limited, SAP Hong Kong Co., Limited, Swire Properties Management Limited - Cityplaza

Silver Sponsors: Cashmaster Asia Ltd., China Mobile Hong Kong Company Ltd., Eu Yan Sang (HK) Ltd.

Bronze Sponsors:  CG Marketing Company Limited, Innovative Faction Limited, WTT eBusiness Limited.




B X

CHOW TAlI FOOK

li chowtaifook a chowtaifook_hk ‘O‘l chowtaifookmoments

www.chowtaifook.com

Title Sponsor;

R e @ | 5

Platinum Sponsors: HK Ri’ldA

‘ Flagship Programmes ‘

Title Sponsor:

A% Wl Group
HhRithn

Platinum Sponsors:

SETEERRAASER T SHEMIE2018
Hong Kong Retail Management Association
Annual Dinner and Retail Awards Presentation Ceremony

Mystery Shopper Programme — 2018 Service Retailers of the Year
WIFBRE S 1 - 2018 24 AR RS e

The Mystery Shoppers Programme of HKRMA is a renowned service
performance benchmarking tool for companies to improve their customer
service and uplift the overall customer service standard in Hong Kong retail
industry.

In 2018, a total of 141 retail brands covering 2,233 outlets
participated in the Programme. About 8,686 mystery shopper
assessment visits to outlets across 23 retail categories were made,
including product and service categories.

Retailers with highest scores are awarded "Service Retailers of the Year"
which represents the highest industry recognition in excellent service
performance. All winning companies proudly received their trophies
presented by Mr. Peter Shiu, Legislative Councillor (Wholesale and
Retail) and Mrs. Annie Yau Tse, HKRMA Chairman, at the Association's
Annual Dinner on 6 December 2018.

2018 Excellence Award

ERATEEERSN "HUBEENE L BEXXAR
> REERBEEE2ELEENTEER - HFE
g e HIEMNERRBEKT MR BETER

PR20184F » FTEIE141{E A% » K2 233F3%Ef§$;‘“‘<
B BEIEFTELRBHED - BHEIT Y 8,686
MBI IR ©

ERPENFRDTE  2EBIRINTER - KHE
MEXRARSARRN "RERZZTEDR. - TEF
RNFFE2018F12 56 H B A F i G BREHE
o BXEEZEM B LATE)ESHELL - LGS
FREH A B AR AR -

Award Presenter JEiIZEE :
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C.S. S. Jewellery Co. Limited
BEEREFAEEREET

SaSa International Holdings Ltd -
La Colline Shop
B EBERBIRAE -
La Colline EPgE

King Fook Jewellery Group
Limited
SERESE

The Hongkong Electric Co Ltd -
Customer Centre

EEERARAE - BRI
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2018 Service Retailers of the Year - Grand Award

2018 RIERFEZ EEALZ

TSL Jewellery (HK) Co Limited
SRR E(EB)BRAE

Chinese Arts & Crafts (HK) Ltd -
Jewellery & Art Pieces
hE(EE)BRAT] -

Jewellery & Art Pieces

2018 Service Retailers of the Year - Category Award

2018 FRIERIFTER - HHAIEE

Beauty Products /
Cosmetics Category

b fa AR A

Sa Sa International Holdings

d - La Colline Shop
SHERERERAS -
La CollineE2P8JE

Electronic & Electrical
Appliances Category
BT RERIEER

Jebsen Home Tech Company
Limited - J SELECT
fERsmAPRAT] - ) SELECT

Fashion & Accessories -
High Fashion Category
REFEEEMHINE - S ARARrERAE R

Swire Resources Limited -
Repetto
AEEFRBMRAS - Repetto

Fastfood / Restaurants
Category
RENE / B TSR

The Spaghetti House
EME

Chow Tai Fook Jewellery
Group Limited
BAREFRESEARAT

Mrs. Annie Yau Tse, HKRMA Chairman &5 SE& B e BHTELt

Electronic & Electrical
Appliances Category
BFAEREAR

Chung Yuen Electrical Co Ltd
RERTERAE

Fashion & Accessories
Category
a4 IS 48 Al

Swire Resources Limited -
CHEVIGNON
ALERERAT -
CHEVIGNON

Fashion & Accessories -
Sports & Outdoor Products
I EIE - EERFS
FAm#aRl

YGM Trading Limited - JLINDEBERG
YGME ZHIR/AT] - J.LINDEBERG

Footwear Category

AR

Belle Worldwide Limited -
Hush Puppies
BREIRBBMRATE] - Hush Puppies

Award Presenter fEi8EH :

Furniture & Home Acces-
sories Category

HEREE=RmAR

Simmons Bedding & Furniture
(HK) Limited
EEEREEREEBRAT

Infant and Child
Merchandise Category
BENEEEmAHR!

Chup Shing Trading Co Ltd -
0/3 baby COLLECTION
SHEERRRERAE -

0/3 baby COLLECTION

Premium Life-Style
Category
=8 - R AR m AR R

Chinese Arts & Crafts (HK) Ltd -
Jewellery & Art Pieces
hE(FE)GRAE -

Jewellery & Art Pieces

Shopping Malls
[Epr b

Swire Properties Limited -
Cityplaza
AEtERRAE - Kt

Supermarkets
RS

DCH Foods
AERm

Watch & Jewellery
Category
IR RIKE SR

C.S. S. Jewellery Co. Limited
EEREFAEEREET

The Outstanding Brand Award with Most Visits*®
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‘ Flagship Programmes ‘

Health Care Products
Category
fEEREmAAR

Imperial Bird’s Nest
International Co Ltd

EREZERERAT

Personal Care Products
Category
EAEEERAR

The Dairy Farm Company,
Limited - Mannings Plus
$HARAT] - Mannings Plus

Retail (Services) Category
TE (R 4R

The Hongkong Electric Co Ltd -
Customer Centre

HEERARAE - EFHL

Specialty Stores -
Underwear & Nightwear
Category

SFPE - Rk AERRAER!

PVH Asia Limited - Calvin Klein
Underwear

Telecommunications
Category

Ea ARl

HKT Limited - HKT
EBENBIRAT - HEEA

Well-Being Products
Category
et REmAR!

Perfect Resources (HK) Ltd
TXER (&) ARAE

= 4 75
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CHOW TAl FOOK

Chow Tai Fook Jewellery Group Limited
BAREFEEERRAE

BZ mMannings

Pizza Hut Hong Kong Management Limited - Pizza Hut The Dairy Farm Company, Limited - Mannings

BEUBEEEARAS - WBE FHERAE - BE

* Companies achieved an average performance over 90% in 4 consecutive assessment periods covering over 140 visits.
ATEES 4 8 AHRGREEE 140 X - WEEEHHESTIPE 90 DLILLE -
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2018 Service & Courtesy Award - Award Presentation

Highly respected as the Oscars of the retail trade in Hong Kong, the Service
& Courtesy Award of HKRMA has been successful since its inception in 1986,
in promoting quality service, recognizing the outstanding performance of
frontline retail professionals.

In 2018, the Award attracted 501 retail staff from 97 brands across 20
retail and service categories. The Award has ushered in major innovations.
More than 300 distinguished frontline employees were appointed as
'Retail Ambassadors' and the “Retail Excellence Award” was debuted to
encourage the sharing of best practices in customer service among retailers,
so as to uplift the overall service standard to a higher level. All winners were
awarded at the Association's Annual Dinner held on 6 December 2018.

Top 10 Outstanding Service Retail Brands
TARBLHRETEmE (aaswezag)

* G2000 (Apparel) Limited — G2000
BZTARAR - G2000

* Hong Kong Telecommunications (HKT) Limited —
HKT — Smart Living
EBENBRAR - BB E -Smart Living

¢ Maxim's Caterers Ltd., — Jasmine

RORMABRAT - NATE

SORMERAR - L7E
* McDonald's Hong Kong

ATREEFBRAT - AFHREER

g (1 1) B PRA R - hrZEs — Love Café

* Maxim's Caterers Ltd., — Peking Garden Restaurant

* Prince Jewellery & Watch Company Limited — Prince

* Stan Group (Holdings) Limited - Lafayette — Love Café

BER1986FRIMAHREE » EHSERE
RER TFERFF, - RIABBEFERRD
ENTEXRRES » JIREERBEIIH
- FEESRERERY -

201 8 H R IBE IR B 97 8 fm R F£501 Az /1
HMEEST2M  ME20EFELRBAR -
201 8EFRVESIRAIZRE RMAIFI TR » BR Y
TRERE ., MEHREREIALE - BRI
BHAZ » 3BT ERHEBERSEH - FBENE -
FrEEEREER2018F 1250 H S BRI A F
e DIEMREIRE o

Award Presenter fEISES:
Ms. Caroline Mak, JP, Member of Board of Director, HKRMA i SESBHEEBGRE LI ad

* Sun Hung Kai Real Estate Agency Limited — WTC
FEEMERRARAR - WIHEE G

* Swire Properties Management Limited — Citygate
Outlets
ALEERERAT - REFAER

* Tai Hing Catering Group - Tai Hing Restaurant
ABEYREE - KEEE

Ti

Pl
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Award Presenter JEiZEE :
Ms. Caroline Mak, JP, Member of Board of Director, HKRMA HEZEZEIHLEFTEHE Bt

The Best Team Performance Award
NT)RIE - RIESER(RIE

Gold Award {88

Chow Tai Fook Jewellery Group Limited — Chow Tai Fook
RAREREEEBRAE - AXE

Mr. Tai Victor &izin

Ms. Cheung Ming Wai iRAAZ%

Mr. Leung Kwan Min ZE

Ms. Zhou Yixin =X

Silver Award $R4%

Ms. Siu Wai Ki 3EE1H

Ms. Chin Chun Yee ${£{%
Mr. Lee Cho Yin Z8&

Ms. Leung Wai Tung S8R

Prince Jewellery & Watch Company Limited — Prince
AFHREEZFERAT - X FIREERK

Mr. Leung Sui Sun, Bruce RAl&E

Mr. Lau Kam Fung Andy 2|

Ms. Lo Wai Chi, Rachel EZ:5¥

Ms. So Ting Sam, Candace §§575

Mr. Li Ching Yee Kenneth Z=1F 14

Ms. Chan Sau Yan Agnes BRFE R

Mr. Leung Siu Fung Kelvin $RE88%
Mr. Ma Ka Foo Carey BRE

Bronze Award &

Sa Sa Cosmetic Company Limited

i brEmARAE

* Ms. Tam Pui Yu, Olivia :&H#i

* Ms. Kan Sum Yin, Charlotte f§iRE
* Ms. Wu Ching Wan, Jinn #BiE#

* Ms. Yeung Lai Yan, Lian #5REM

Ms. Kam Wing Yan Hzk&
Ms. Horii Shizue iEH&8;T
Ms. Lung Ho Yan BEi&fR

Ms. Wong Wai Yan E/2E5
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Company Award - Retail Excellence Award

ERH AR FS R BIAEE

Award Presenter RIS =8 :
Mrs. Annie Yau Tse, Chairman, HKRMA F#8 S €SB F e art

Gold Award £48

UA Cinema Circuit Ltd — UA Cinemas
IRBL#RBR/AR] - UA Cinemas

Silver Award $R#% Bronze Award ##%

City Super Limited — LOG-ON SmarTone Mobile Communications Limited — SmarTone

Certificate of Merit 53522 (B2 ARDERE)

* Pricerite Home Limited — Pricerite * Dah Chong Hong (Motor Service Centre) Ltd. — Dah Chong Hong Motor Service Centre * CSL Mobile Limited — csl.

BEEFEERAT -BEEXRRE REBHTRERBPORRAR -RETAERBEHO BERBEENERAR -l

Best Presentation Award g{EE715%

CSL Mobile Limited - 1010
BEBEENERAT- 1010

Award Presenter fHIZEE :
Dr. Bankee Kwan, JP, Member of Board of Director, HKRMA HHZEEEHSEESNE R HE L

Gift and Premium Stores Category 12 & Kfam/E28 5!

(From Left A #E)

Junior - Gold Award

Ms. Leung Shun Wa 2B

Hong Kong Disneyland Resort - Hong Kong Disneyland Resort Merchandise

HEETIEXE - FRELEBEEEMER

Junior - Silver Award
Ms. Lau Ka Yan ZIE
Hong Kong Disneyland Resort - Hong Kong Disneyland Resort Merchandise

BEETELE - FEETELEERS

(From Left HZ#E)

Supervisory - Gold Award

Ms. Tam Pui Yu, Olivia :&5Hi48

Sa Sa Cosmetic Company Limited

S EHEmARAS

Junior - Gold Award

Ms. Peggie Leung 5

Amway Hong Kong Limited — Artistry
ESEZRM(EE)BRAREBRAE - #E

Junior - Silver Award

Ms. Wu Ching Wan, Jinn #BiEk9
Sa Sa Cosmetic Company Limited
Bt mAERAE

Junior - Bronze Award

Ms. Kan Sum Yin, Charlotte f§iF&

Sa Sa Cosmetic Company Limited
S EYEmBRAE

Restaurants - Chinese Cuisine Category & - F{ G X H 5

(From Left FHZA#E)

Supervisory - Gold Award

Mr. Tse Pak HinzifR&T

Tai Hing Catering Group - Tai Hing Restaurant
AERREE - KEERE

Supervisory - Silver Award
Ms. Chau Yung KamF 5%
Maxim’s Caterers Ltd., — THE SQUARE
RLDREmBRAS) - 2EH

Junior - Gold Award

Ms. Law Hoi YingZgsl &

Tai Hing Catering Group - Tai Hing Restaurant
ANERREE - KEER

Telecommunications Category

(From Left HZ#E)

Supervisory - Gold Award

Mr. Chang Chung Kit , Kenneth IR5R{#
SmarTone Mobile Communications Limited
— SmarTone

Supervisory - Silver Award

Mr. Lee Wai Kit Z={E {5

Hong Kong Telecommunications (HKT)
Limited — HKT

EEBAERAS - HEEH

Junior - Gold Award

Mr. Wong Kam Yuen &=$8:R

Hong Kong Telecommunications (HKT)
Limited — HKT

EEEMARAS - EEEH

Junior - Silver Award

Ms. Chan King Fong, Flora fR&=%
SmarTone Mobile Communications Limited

— SmarTone

Convenience Stores / Supermarkets Category {EAJE / #B4khi54H Bl

(From Left HZ#E)

Supervisory - Gold Award

Ms. Cheng Man Wai Ej3758

The Dairy Farm Company, Limited
S4B BRAS] - Market Place by Jasons

Junior - Gold Award

Mr. Tsun Ho Nam &R

YHY International Investment Incorporation
Limited — God’s Rainbow

MBI ERRAE - MRS

Junior - Gold Award

Mr. Wong Chun Keung F{£38

Kee Wah Bakery Limited — Kee Wah Bakery
TEBIRBRAE] - FEHX

Flagship Programmes ‘

Junior - Silver Award

Ms. Chau Yim Kwan [F4%Z&
Maxim’s Caterers Ltd., — Maxim’s Palace
EDBRRBRAT - EDEE
Junior - Bronze Award

Mr. Barton John BRIGER

Maxim’s Caterers Ltd., — Peking Garden
Restaurant

RORmMARALE - HRE

Award Presenter JHi8 5SS :

Mr. Philip Ma, Member of Board of Director, HKRMA F#RESBReESSNE E2EL4L

Junior - Bronze Award

Mr. Tsui Chi Sum, Samuel {REZF
SmarTone Mobile Communications Limited
— SmarTone

Junior - Outstanding Performance
Mr. Cheung Yiu Chung Benji RIZ5=
Hong Kong Telecommunications (HKT)
Limited — HKT

HEEMARAS] - EEEH

Junior - OQutstanding Performance
Mr. Cheung Ka Pan Ben iRE=&

CSL Mobile Limited — 1010
EEBHBEABRAT -1010

Junior - Silver Award
Ms. Yim Chi Ling EREEE
YHY International Investment Incorporation
Limited — God's Rainbow

EMRERR IR ERRAT) - RS
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Award Presenter fHIZES :

Mr. Rodney Miles, Member of Board of Director, HKRMA HE#ZESBRSEETSHNE B +4L4

Quiality Living Category {8 B =R [E40 5

(From Left A #E)

Supervisory - Gold Award

Mr. Hui Kwan King Terry 25895}

Hong Kong Telecommunications (HKT)
Limited — HKT — Customer Service Center

BEEM - ERREPN

Junior - Gold Award

Mr. Yeung Fong Kiu Rayi5 5 &

Hong Kong Telecommunications (HKT)
Limited — HKT — Customer Service Center

BEEN - ERREPH

(From Left HZ#E)

Supervisory - Gold Award

Ms. Cheng Lok Man E[;&F

Pizza Hut Hong Kong Management Limited
- PHD

BEVBEERERAE - BHiEL

Supervisory - Silver Award

Mr. Tang Hon Pan EER

Café de Coral Holdings Limited — Café de
Coral

AREEBEBRAT] - KR%E
Supervisory - Bronze Award

Ms. Ho Yuet Wah Noel {ff 5%

Café de Coral Holdings Limited — Café de Coral
ARREEFERAT) - KRE

Junior - Gold Award

Ms. Fung Po Kei J5&

McDonald’s Hong Kong
BEEEY

Junior - Silver Award

Ms. Tso Yee Man, Judy E&FE

BSH Home Appliances Limited — Siemens
Home Appliances

BEERAERERAE - BFIFRE

Junior - Silver Award

Ms. Liu Jia Feng 2IZ[El

Café de Coral Holdings Limited — Café de Coral
RREEBBRAT] - KKR%

Junior - Bronze Award

Ms. Cheung Ka Man iR&=E

McDonald’s Hong Kong
BEEES

Junior - Outstanding Performance
Ms. Yau Ka Man E&%

McDonald’s Hong Kong

BEEES

Junior - Outstanding Performance
Mr. Ko Wai Lung B1&8E

Pizza Hut Hong Kong Management Limited
- PHD

HELBEEERRAS - ML

Award Presenter jAiSEE :

Mr. Yu Pang Chun, SBS, JP, Member of Board of Director, HKRMA FHHZTEE B RS EEINE SEHFLLE

(From Left HZ#E)

Supervisory - Gold Award

Mr. Leung Sui Sun, Bruce A&

Prince Jewellery & Watch Company Limited —
Prince

AFREERBRAE - A FIREER

Supervisory - Silver Award

Mr. Ng Hip Fung, Mike RiHZ

Prince Jewellery & Watch Company Limited
— Prince

AFREEFHRAS - KFREERK

Junior - Gold Award

Ms. Cheung Ming Wai iREAZE

Chow Tai Fook Jewellery Group Limited —
Chow Tai Fook

BREREEEBRAS - AXE

Junior - Silver Award

Ms. So Ting Sam, Candace #f#E7x

Prince Jewellery & Watch Company Limited
— Prince

RFREERFRAE) - KFIREER

Watch & Jewellery Category $E8k M IRE 540 5

Junior - Bronze Award

Mr. Leung Kwan Min &l

Chow Tai Fook Jewellery Group Limited —
Chow Tai Fook

BEXESREEEGRAE - AAE

Junior - Outstanding Performance
Ms. Zhou Yixin BERF

Chow Tai Fook Jewellery Group Limited —
Chow Tai Fook

BAXREKREEEERAS - AAE
Junior - Outstanding Performance
Ms. Lo Wai Chi, Rachel [EZx

Prince Jewellery & Watch Company Limited
— Prince

AFREERBRAE - A FIREER

Retail (Services) Category Z& ( fR%S ) 227!

(From Left FHZA#E)

Supervisory - Gold Award
Mr. Leung Tik Kwok 2238

- Dah Chong Hong Motor Service Centre
REBSITSRERBPILARAS - KET
RERBTID

Junior - Gold Award

Ms. Ng King Chi Christy {RI&3%

The Hong Kong Jockey Club

BEEERE

Dah Chong Hong (Motor Service Centre) Ltd.

‘ Flagship Programmes ‘

Junior - Silver Award
Ms. Lee Tsz YingZ=1E &8

The Hong Kong Jockey Club
BEEESE

Junior - Bronze Award
Ms. Chan Ki Ki fRIEIH

The Hong Kong Jockey Club
BEEESE

Award Presenter JHiZES :

Ms. Janis Tam, Vice-Chairman, HKRMA &5 S ES B HeRFE Biaeit

Public Utilities Category /ANF:ZE 2240 7l

B @l Junior - Gold Award
G

:.*;g_j Ms. Lau Wing Kwan Vinca #5k%5
The Hongkong Electric Co., Ltd.

EEWEERAT

-
. Electric

(From Left HZ#E)

Supervisory - Gold Award

Ms. Fung Ching Man /5&E

Pricerite Home Limited
BEEXREBEBRAT] - Pricerite BERE
Junior - Gold Award

Mr. Leung Siu Ming, Sammy 2/ B
Pricerite Home Limited
EERREBRAT] - Pricerite BEERE

Health & Personal Care Products Category {25 & & A EIE ZE fhAH Bl

Junior - Gold Award
Ms. Sisi ChanPR5EtE
Perfect Resources (HK) Limited

EREREE)BRAT

Junior - Silver Award

Mr. Lee Ka Him Z&=:

Pricerite Home Limited
BEREBIRAE] - Pricerite BEERE
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Specialty Stores Category ZF5/E4H 5l

Restaurants - Western Cuisine Category

(From Left FHZ#E)
Supervisory - Gold Award
Mr. Cheung Tsz Tat iRFE

Apple Storage Group Limited — Apple Storage
BRIXMPEEEFRAS) - BERERE

Supervisory - Silver Award

Ms. Ng Tsz Hung RF4T

Hong Kong Disneyland Resort — Hong Kong
Disneyland Resort Merchandise

BEETELE - BT ELETME

Junior - Gold Award

Ms. Sui Ya Tang gEfgs
Apple Storage Group Limited — Apple Storage

BRIAMRESEEARAE - SARERE

Junior - Silver Award

Ms. Chan Tim Lan, Joanne BRiAES
ClubONE Limited — ClubONE
BFBRAE - R

Junior - Bronze Award

Ms. Wu Wei Zhen, Jenny RE2
ClubONE Limited — ClubONE
Ef1BRATE - M1

Junior - Outstanding Performance
Ms. Wong Wing Shan, Sharon &k
ClubONE Limited — ClubONE
ER1ARAE - EFA1

Award Presenter jAiSEE :

Dr. Guy Look, Chairman of E-Commerce Sub-Committee, HKRMA F BB EE B HEBTFHEEEGTE EkiE L

%E% = Eiﬁ %/l J

(From Left A #E)

Supervisory - Gold Award

Ms. Hui Hoi Shan ;51

Pizza Hut Hong Kong Management Limited
- Pizza Hut

BEULBEEERRAS - BBE

Junior - Gold Award

Ms. Li Hang Lam Z=Z58%

Pizza Hut Hong Kong Management Limited
- Pizza Hut

BEVBEEEGRAE - WBE

Property Management Category 35 &2 40 7l

(From Left HZ#E)

Supervisory - Gold Award

Ms. Lau Sze Wun, Mavis 2518

Swire Properties Management Limited —
Cityplaza

At ESERRAS] - AbEdd

Junior - Gold Award
Ms. Chan Ka Yan, Esther BRE= it
K11 Concepts Limited

(From Left FHZ#E)

Supervisory - Gold Award

Ms. Kon Mei Fong FEF

Kee Wah Bakery Limited — Kee Wah Bakery
TEHREIRAE - FEHK

Junior - Gold Award

Ms. Chin Chun Yee $2{£%

McDonald’s Hong Kong — McCafé
EHELKEL - McCafé

Junior - Silver Award

Ms. Sze Mei Ting HE3EiE

Pizza Hut Hong Kong Management Limited
- Pizza Hut

BEEMBEEEARAS - bR

Junior - Silver Award

Ms. Wong Tsz Man, Emily &2

Sun Hung Kai Real Estate Agency Limited —
WTC

EEMENERRAS - WIGHEE DU

Junior - Bronze Award

Ms. Yung Tsz Ling, Rosanne B¢

Sun Hung Kai Real Estate Agency Limited —
New Town Plaza |

HEEMENERRAE - MEHES—

Food Shops Category & /545

‘ Flagship Programmes ‘

Fashion & Accessories Category RFZEEMY) [ E4H Bl

Social Enterprises Category

t1ie485l

(From Left FHZA#E)
Supervisory - Gold Award
Ms. Yeung Yin Kwan 153%8%
Giordano Limited — Giordano

ERRABRAE - X

Junior - Gold Award

Ms. Kwok Tsz Yan ZREERR
Giordano Limited

{EFNAEPR/A S - Giordano Junior

Junior - Silver Award
Ms. Au Wai Shan EXEETH
Giordano Limited — Giordano

ERRBRAT - X

Award Presenter fAIS 5SS :
Mr. Paul Ma, Chairman of HKRMA 2018 S&C Award Organizing Committee
EETEEERE 2018 HRBREREESTR FAELE

Take a Break
B Ymdn

(From Left HZ#E)
Gold Award 8%

Mr. Woo Yick Keung #f#538

RE=[fr - RE-REHEEE

Tung Wah Group of Hospitals - iBakery Gallery Café

2

Serwce & Co

Silver Award $R#% Bronze Award £f5%

Mr. Lau King Ho 2I55% Mr. Wong Kwong Shing Joe F &z
MentalCare Connect Co Ltd Cheers Gallery Tung Wah Group of Hospitals — Take a Break
BRIEHBARAE - £ RE=[R - RE=REEH

New Participating Brands Category

S&C #hFE4E5A

(From Left HZ#E)

Supervisory - Bronze Award

Ms. Maggy Chan BR3Z4E

Cafe de Coral Holdings Limited - Mixian
Sense

ARREEBRRAE] - KERFEE

Supervisory - Silver Award

Mr. Chan Hau Lun Alan BRZ{&

Hong Kong Telecommunications (HKT)
Limited — NETVIGATOR
HESBABRAT] - A L1T7 NETVIGATOR

Junior - Silver Award
Ms. Horii Shizue EHEFT

Supervisory - Gold Award
Mr. Li Ching Yee Kenneth Z=1F &
Hong Kong Telecommunications (HKT) King Bakery Holdings Limited - Ryoyupan
Limited — NETVIGATOR Bakery Hong Kong Company Limited
BEENEIRAE - #8.£17 NETVIGATOR ERETERARAS - EREEEEERAS

Junior - Gold Award Junior - Bronze Award

Mr. Ma Ka Foo Carey BERE Mr. Cheung Yu Hin , Brian IR#3EF

Hong Kong Telecommunications (HKT) Oriental Watch Holdings Limited - Orien-
Limited - NETVIGATOR tal Watch

HEEAAMRAE) - $L17 NETVIGATOR RARTEEBRAE - RART
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Top 10 Quality E-shop Awards
20185E+7<1§...HE7<§%

Introduced in 2017 by the Association, the "Quality E-Shop Recognition
Scheme" aims at raising consumers' confidence in Hong Kong's e-shops
by evaluating the online shops' service, their systems and security
measures in terms of customer experience, trustworthiness and contract
fulfilment.

The scheme's assessment criteria are both professional and rigorous,
taking into consideration the feedback from local and international
renowned e-commerce players. The scheme has put in place new
industry standards for the city's online shops as well as the best online
business model.

In addition to the "Top 10 Quality E-Shops", new awards were introduced
for SMEs and e-shops with the best contract fulfillment in 2018. All
winning companies received their recognitions at the Annual Dinner on
6 December 2018.

2018 Top 10 Quality E-Shops
2018 +RIBEMREE

Gold Award
=R

Gold Award Silver Award

A.S. Watson Group — FORTRESS
EERKE - 22

www.fortress.com.hk

A.S. Watson Group - Watsons
EEREE - EEE

www.watsons.com.hk

A.S. Watsons Group -
PARKnSHOP (HK) Limited
EEREE - BiEERTE

www.parknshop.com

Commending E-Shops with Outstanding Performance

w
CEEE w38 T s i

BER2017F#EH "BEREREBE . BB
BREREETEETBYER - F8  BURXZ=A#
5 - ISR - REAZRMEHTE - LN
BHBEHEBREBWEL

BE T BN E R E RN EGE - ERZHEAM
&IB’%@%«%E@?@W¥ RAIERA] - G EIREBRE
EEFTHITRRE » LAREFLEEEN -

HEEFEBARBAERNEENE - BE "+K

BEREARLE, » WHR2018F % "ETOPH/ b
WEL &k TREBTRZRERE, - KEBENHE

JE » BRSNS o TR ARIEN20184
12F6A WS RMAEFRE MBI -

Award Presenter JEiSEE
M. Janis Tam, Vice-Chairman, HKRMA FH X EE BB £/F SHEaL T

Silver Award Bronze Award

Ztore HK Limited
TZEEERAT

www.ztore.com

Strawberry Cosmetics
(Services) Limited

strawberrynet.com

Other Top 10 Quality E-Shops

Htt+XBHEIE

-
CHIEFTAI F29K

i ai.

Chow Tai Fook Jewellery
Group Ltd
BAREHRESEEFRAT

www.ctfeshop.com.hk

The Dairy Farm Company,
Limited - MarketPlace by Jasons
HINABR/AT] - Market Place

by Jasons

www.marketplacedelivers.com

Top 3 SME E-Shops

Japan Home Centre (HK) Ltd
B (&8 ) BRAE)

www.jhceshop.com

The Dairy Farm Company,
Limited - Wellcome

SINAERAE - BR

Pricerite Home Limited

BRXERRAE

www.pricerite.com.hk

Toys “R” Us (Hong Kong) Ltd

www.toysrus.com.hk

ZE TOP MBS

www.travelwebsite.com

Rich Jumbo Investment Limited

BB ERRAT

Best Contract Fulfillment Award

RIEBITRERIRE

UDS Global Limited
BUHERERAE

suchprice.com

The following winning company was unable to attend the Award Presentation Ceremony:

FREEH RIS R LR AT ¢
Hung Fook Tong JBiE & £ E

Sa Sa dot Com Limited
IS HRERAE

WWW.sasa.com

(From Left 37 #E)
Ztore HK Limited
TZEEBRAT

Rich Jumbo Investment Limited

IFFRERRAT
Toys “R” Us (Hong Kong) Ltd

Travel Website Limited
IREAERAT

Flagship Programmes ‘

SmarTone

iRz

shop.smartone.com

SmarTone

iHE

Pricerite Home Limited
BEXERRAZ
FingerShopping Limited
ERBEYAERAR

CSL Mobile Limited
EEBEENGRAS
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2018 &8 L rs<i8aisHg
Hong Kong Awards For Industries Awards Presentation Ceremony
. bl R At rEane i HKGC & HKPC HC oL HKXIC 9:::[-“

5w [t e i

[

. EIMTR

A / R 2 b ; L LT

Customer Service Grand Award

BAEARIE AR

Standard Chartered Bank (HK) Ltd — Retail Banking

BIRIT (B8) BRAT - BAERER

=i - > . 7 ;

o el L - HKCCE  pppr HKsTET HKYIC
Trade and Industry Department

AN, Ty AR IATE: #2ikod kRl =

Cenign Partner 3 efln Fartner ! Fron

Outstanding Companies honoured at Hong Kong Awards for Industries
\y /\J"A
Ay s LR S 5 R 1 18 1 I 5 4 2%

Eighty-four companies from seven business categories were honoured at the THREBMESB Bz tR2018F12811H A
2018 Hong Kong Awards for Industries (HKAI) presentation ceremony, at & T pgSi8 T /a8 HE , £IE8ARTHE

Standard Chartered is committed to offering high quality banking services  BFTEITHNIEEEEMI SRR EEME
that cater to the needs of its clients. Upholding its brand promise 'Here for  47R# » LI =IRTESR » BEEIZHA

which the Chief Executive, Mrs. Carrie Lam, officiated on 11 December 2018.

The HKAI covers seven categories, including Customer Service, which is
organized by the HKRMA.

A total of 11 companies with outstanding performances were recognized
under the "Customer Service" categories in 2018. The winning companies
fully demonstrated their ability in meeting the change in customer service
and offered their customers unique experiences through agile and innovative
thinking.

FBAERNBFNEREZ -

BB ImxExA tEAREE - Hh "EE
%% AR AESTEEE RS T -

20184 "R . AHRIEERAY 1 EEAE -
FER R AR IRV o MM TS Y EERE

FE  WLBFERFNIME - RETRMUES
RUBRFSRERR

2018 F B L <18 0A1E01E

Hong Kong Awards For Industries Awards Presentation Ceremony.

good, Standard Chartered provides clients with innovative and easy banking s e5(@ hERRTIRE » B8 " — O
experiences with a vast array of banking products and services. Standard 17 BAARIN— , BYRMEAEEE o EHARITH
Chartered has implemented the "HUMAN Service Programme" which was BB MRS R J«,U_\’I‘iii{tﬁ;i

designed with a focus on human needs with an all-round attention, by putting o = e
-1 1 ;% & H\ Al

high and equal attention to taking care of the needs of both internal staff and iﬁ;ﬁfﬁﬁ%ﬁ ERRRANA IS
B5u Vi)

its clients.

Customer Service Award

BE AR F5EE

Award Presenters JEIZEE :
Mrs. Annie Yau Tse, HKRMA Chairman FE S E SR EHLEL T (LeftA)
Mr Edward Yau Tang-wah, GBS, JP, Secretary for Commerce and Economic Development, HKSAR f5 75 M &5 28 B R B R A EEL A (RighthA)

Hong Kong Aviation Ground Services Ltd v

Edui bl

EBMEHERBARAT

HAGSL is committed to delivering an exceptional ~ FHM M ERE—EHFTA "L
and unique customer experience with people- A A&7k | E’jﬂ&jﬂwﬁﬁﬁ BREEIR
oriented approach. With a vision to develop  jitestgipy e B atEs o )\ 5] EL IS
Hong Kong International Airport as a Smart E.ﬁ)%?%?%% rEnsL s
Airport, HAGSL has launched self check-in kiosks B S A BR S - B IE B B

“iC_U_SS” and self-bag dr.op services to provide BB AR £ Bh T 4TI AT
efficient and flexible services.
B AR IZ AN o
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Customer Service Award
BEEARTFSEE

K11 Concepts Limited — K11 Management Office

To create a unique journey for customers,
the "Art Mall Ambassador" of K11
actively analyses customer's preferences
and previous consumption patterns,
and thus provides instant updates on
merchandize, latest promotions, activities
and membership details.

K11 2Z37p9Art Mall Ambassador » {5 &
BEANIKZER - HTBEENET BT
HERT T MRERIVENELER - B
MHENER  BFEEFPER - EREMK
HE - ANEBREERRES  EBE=E
BRI ER B R

PCCW — HKT Limited — Customer Service Center

HKT Customer Service Centers, a
subsidiary of PCCW, initiated a new
program, "360 Serving from New Heart"
delivering an exclusive and impressive
customer experience. For those customers
with special needs, the company provides
various caring facilities and services
including image magnifiers, and one on
one customer workshops.

HSBC Commercial Banking launched a
series of innovative initiatives, such as
virtual assistant Ask Amy, HSBC Business
Express mobile app, WeChat Banking and
Notification Service, providing a simpler,
better, faster banking experience to
customers.

The Hongkong and Shanghai Banking Corporation Limited — Commercial Banking

EBDBESRTARAR - Trae®

BAENE THESBRES BB
BRE—EPHBE - BAIRIT "360
EAOHEE, - AEFREBAL
EE - 3B ABERABENES -
RUERHONRE - AONRBTHA
BR—H-EARES -

E S T r < /18 M B R AV B o B
fR% - GIZNEHEBNEE Ask Amy ~ ES
Business Express jREfEFHIZT ~ WeChat
B LASETRES - BRLUBIFH
RBFREXREFPRUELGE - FEE -
BIRENIRITIRIS IR

UDomain Web Hosting Co Ltd

BEGFEGRAT

UDomain strives to be a customer-
oriented IT company. The company
launched the Mission "S" programme
to strengthen the service and products'
quality, communication effectiveness,
infrastructure stability as well as caring on
staff and the society.

BIE "BEPRA BERAL B
UDomain #E4TY Mission "S" 5+&( » 1£E
mERE - BFBEBARE - BEERE
ETRMEEZRATHENEL KT
PR RSN OEE
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Customer Service Certificate of Merit

BERBERSEE

Award Presenters i8S E5 :

Mrs. Annie Yau Tse, HKRMA Chairman FE S €S HE e T EH LT EL T (LeftA)
Ms Salina YAN, JP, Director-General of Trade and Industry, HKSAR T 28 522 £ 24 47+ (Right )

City Super Limited — LOG-ON

LOG-ON launched the "Magic 6 — Service
Uplift Program" and Manual Factory
service providing customers a one-stop
gifting service and personalized shopping
experience.

LOG-ON #1T "Magic 6 - BRBZEIE
2], » &% rManual Factory iR - A ER
FRMHE—UER ~ EAACHERRE

Hong Kong Telecommunications (HKT) Limited — HKT

BEBIERAR - HEEM

To provide hassle-free and flexibility to the
customers, HKT has implemented various
customer experience enhancement
program on different touch points with
customers throughout the customer
journey.

HKT RERT ~ & ~ BT ESZ T
MEFEER L BT Y RBERES
T8l DRBB—UBFHESITEE
REENEFER -

Gganisery : EassmABEE (65
R @




‘ Flagship Programmes

Customer Service Certificate of Merit

BEREGEESESE

Ngong Ping 360
£51F 360 BIRAE]

Ngong Ping 360 strives to refine service
process for enriching guest experience.
The company launches an electronic
queuing service and VR 360 which enrich
the sensory experience of customers.

Quality HealthCare Medical Services Ltd

SREFRREERAT

Quality HealthCare launched a new
mobile App which transforms the way
customers access primary healthcare
services. It helps customers save time, stay
healthy and get the best care through its
service.

SEMRBEFRERRAT - R RE

God's Rainbow demonstrated the
transformation from a traditional store
to a modern convenient store while
preserving its human touch. It serves its
customers, staff and the society with
sincerity, hospitality and equality.

YHY International Investment Incorporation Ltd — God's Rainbow

£piY 360 RNETRLARF MR IR ERIK
#EESER » PIANER BT HERRTS - LINSE
U ~ BE ~ RUTRHR B RRET
—SNERMERBERLRLERESE - B
i B SRR ERVIRERSER ©

SERERENDIRETH App - BB
FWEEACERER  NBREFEM
EBBEFERBNSI  AHEFHER
A - RESOER - BEERA2RE -

BERQFY - HF - FENEE - ¥
REBRHHBERERDRE - RHED
RUETIERE BABTARER &
EYEEANEEZ O ABRIRE -

Introduction of the Award
1ZIERGIY

The Hong Kong Awards for Industries cover seven categories including consumer
product design, customer service, equipment and machinery design, innovation
and creativity, smart productivity, technological achievement, and upgrading and
transformation. The Association has been the leading organizer for the award
category on "Customer Service" since its inception. 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.

Eligibility

o 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.

e Participating companies should be engaged in service oriented businesses. The
"service" in question should be mainly provided in Hong Kong.

o 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.

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. For details, please visit the event website: www.hkrma.org/hkai or
contact the Association at 2866 8311.

Flagship Programmes ‘

BRI ExRE LEMENRIE 85
HEEm®E - BERY - B LKes
#®at -~ BIR  BEAED - BEEBA
FHRER - 5B EE BT RAVEE
E - ERTECTEHER "EER
1 AR ERHERE o BEEE - 18
IHER B ZEARRRBEITRAR B 20
A% BRETE - SMERT BN
MEEE ~ BIRE ~ KITHEL AR
BEXRBE -

o [REUTERFI/HEIEIN » EEBKER
BHEREITESEER - £XAL
R EEE RENEFITRARE -
LERBEIENTBRMRS -

o ZDERBLVLANERBITRERES
BHEETEER - BERBH OIS
SMNNE P R RE - DUE B L
BRI TETFE ©

S
SERBLEAEXR—DDEBEBEE
fRBHWEEE > HREEH B
NEAHEBEEBEERBENEHE - L
RUMMRBABEZTRBEMNFES - 7F
1E5R2E www.hkrma.org/hkai =
852866 8311 o
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2019 HKRMA Retail Summit

2019 F & =]

Retail Reinvention:
Success in the Disruptive Age

FEHTE HAIRLIIE

17 May 2019 at New Wing, HKCEC, Wanchai
2019 F 5 B 17 HEEEERETILHE

20+ super speakers and moderators highlighted this signature event for RETAIL REINVENTION!
HBE20MNERFENERRENZETNTENER!
Morning Session 4R (9:30 — 12:10)

Keynote | Greater Bay Area Developement: Implications to Hong Kong and Retailers

IiE | BRRAXEEREERTER MR

Keynote speaker F =2

Mr. Patrick Nip

Secretary for Constitutional and Mainland Affairs, HKSAR Government
ERBRE

EBRITHREESG RAMEER

Session A | Retail Pioneers: A Look at the New Retail Frontiers

F—H | TEXE  RENTERCRASE

In this session, industry leaders will share their forward vision on global retail transformation and how they translate it into
innovative retail concept to excite the customers in a personalized way.

TEXEMBNLRALUSEEBORE 2P ERRTERBRNER, » R ARBERE SRS ER
B B — T E AL BB -

CI]]H'

=y

Keynote speakers =2

® ]
~. ' Mr. Dennis van Oossanen
Vice President

Nike Direct Greater China

Mr. Troy Taylor
General Manager
Lego Hong Kong

Panel Discussion Moderator sfzaiz 81 7 A

Ms. Janis Tam

Vice-Chairman of HKRMA / Managing Director of Swire Resources Ltd
Eokiel -yt

EETEEERE BXRE/ ALBERERAT EFRKE

Flagship Programmes ‘

Session B | Recreating Retail Ecosystem

S | ERTELRRR

In this session, leaders from different aspects of the retail ecosystem will share their insights on latest digital retailing trends.

RERTELEARBBNEMHNHRAD ZMARBITTEFTBRANENNR -

Keynote speaker Fi8m=2

Mr. Howard Lee
Deputy Chief Executive, Hong Kong Monetary Authority
a Th FEeomEnR aen

Panel Discussion Speakers sy IBEi:EE

Dr. Guy Look
Chief Financial Officer & ED
Sa Sa Cosmetic Ltd.

Mr. Reeve Kwan

BEMESCAE Co-Founder, GoGoVan
btz B RAT BBt
BEUEEERTES GoGoVan B & BIHEA

Mr. Melvin Ma

CEQ, Apple Daily E-Classified Ltd.

ERHEEBRAT Ms. Jennifer Tan
ITBHRE Chief Executive, Alipay HK

Moderator =55 A

Mr. Kenneth Kwok
Managing Director
N Beehive Strategy

Keynote Luncheon &3 7= (12:30 — 14:15)

TVB Anywhere: Transformation Story from One to Many

TVB Anywhere : IS EREBESSRENEFE

Keynote Speaker =:E=2 Moderator 3 A

Mr. Cheong Shin Keong,
General Manager
Television Broadcast Ltd.

‘ e
- BEEEERATELE

Ms. Randy Lai
CEO, McDonald’'s Hong Kong

n‘*ﬁi
%7%% % BRATE
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Afternoon Session THIEHE[ (14:30 — 17:30)

Session C | Reshaping Customer Experience in the Digital Age T 2
- A icket Fee P52
FB=H | EEHBRANEZRS PIsREA
Member EE885ZE Non-member 2SS FE
Corporate leaders will share their customer service evolution, and how they meet the rapidly changing customer ) ; o ; o
expectation in the age of digital disruption. Types of Ticket Early Blr(;IEFee Original Fee  Early Bird Fee  Original Fee
DTG E RO PEER RS EE - RPN AR RN TR R RS BRI ER S - FIssan) P RE FRE REH
R AM / PM Session 4 / F4ERE
Keynote speakers F=% (1-4 Tickets 1-4 35792 ) $495 $550 $570 $630
Ms. Diane Cheung _
Managing Director Mr. Carthen Lam Mr. Stanley Kan AM/PM Session t4F / NAFIREN $450 $500 $510 $560
Watsons Hong Kong General Manager Consultant (5 Tickets or above 5 5RFIZE %J»/U:)
RERFLZL Zoff HK Hong Kong Airlines . -
EBEER N ke N msREt bullisday!Conference < Hl <& $875 $970 $980 $1,080
BRAE b Z0ff 38 148 ) &5 2R (1-4 Tickets 1-4 3<F352)
s " Full-day Conference & HIE<
Keynote speaker and moderator =2 K EiFA (5 Tickets or above 5 ZEFI==k 3| | ) $780 $860 $880 $970
Mr. Vincent Tui Keynote Luncheon $990 $1,100 $1,080 $1,200
Founder & CEO, Toast Communications Limited BETES
i - e
A Toast Communications Limited BlJ3 A 2 {TE AR 2% FuII-da_y Conference + Keynote Luncheon 2 HIE® + Fi#THES $1,750 $1,950
(1-4 Tickets 1-4 3§ )
$1,940 $2,160
L 2
Session D | Be My Guest: The Passing of Baton — Reinventing Retail Family Business Aull sty Gomietrenss 4 Reyoiie Lumehissn =By 4 BREsme $1,700 $1,900

EmE | EEEEE : BESREE (5 Tickets or above 5 2E={ 3 F )

o=a

Early Bird Deadline EEEEBEF : 18 April, 2019

This session will invite family business retailers to exchange views on how do they see the new retail business model. And
what are the insights in rejuvenating their family business in the digital era.

BERFESUFEEXTEHELRHPO ZMANAEFF NI ERBRN - LEMPIESISR AR ERRK

FEBRENEE - Sponsor us now
STENE B E M
Moderator £#& A )
N
1350+ @& M ™ 86%+ 90%+ -~ . 18+
Mr. Stephen Chan - PR _
;iifi_&g%/i;or Commercial Radio Hong Kong Attetrllj(,i_ﬁ%egs‘ m. Regéeg Managii:;?]: P Q N Sgngé(ﬁeg
HEER BREE =EE

Speakers ZE&:EHE

Levels of Sponsorship

Fairwood Holdings Ltd. (_ ’ Mr. Dennis Lo Mr. Francis Lo %Eﬂlﬁg
RKREELEBRAT of i\ Executive Chairman Executive Director e N N N N N
(Father and Son) (RF) . ERBKL BIERSE o
P STES * -]
e o Chi oducts £ _— N ey ﬁ VIR Diamond Sponsor Platinum Sponsor Gold Sponsor Luncheon Corporate Sponsor
e Hwa Chinese Products Emporium r. PC Yu r. Andrew Yu ST B SER=1)] S Signature Sponsor EREH
HEEERSARAT @ Director & General Manager > Director HK‘$80 000 HK$50,000 HK$20.000 g{:éx”,b:éﬁﬂ HK$15.000
(Uncle and Nephew) ( f{Z) AWEE S ‘e N o ' : : HK620.000 '
Eerre e L )L AR )L 000 ) )
Tse Sui Luen Jewellery (International) Ltd. J Mr. Tommy Tse Mrs. Annie Yau Tse Contact: Ms. Ng
SIREASE (HIE) HRAS : Deputy CEO Chairman & CEO Tel: 2866 8311
(Husband and Wife) (k) WEIR A EiliER S en '

Email: 2019retailsummit@hkrma.org

J'fj—ﬁn o :32 h Iﬁ&'ﬁ—ﬁlwu :3?/

Website: http://www.hkrma.org/en/events/retailsummit.php
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Publicity in secondary schools to promote retail industry
TR EATHE R 3¢ 135 % B SR 1 2k

To strengthen its publicity of "Earn & Learn" Pilot Schemes in schools, the Association and VTC jointly arranged several
company visits in 2018. The objective of the visits was that, through exchange and sharing sessions, secondary school
principals, teachers, career counsellors, social workers and parents could deepen their understanding about retail jobs,
and would recommend such jobs to the teenagers. The Association has planned to further promote the profession of
retailing this year by organizing more exchange sessions and visits, while pursuing a sustainable development of the
industry by attracting new blood.

RIBAERIEE "B, SAIFIKAEE - BEEBSTIRRN2018FEEM ¥ HIHANR2E  ZBAXMAZE @ £
PEREK - B - BEEHEEME - 41 LUERREFETLFEERANRS - LEMFARSOFHENTELF -
BESERLHELRINSEED - EETEER  REANFERRTMENE -

Earn & Learn Pilot Scheme for Retail Industry

R Thka SAalnrss et

The Scheme is jointly organized by the Government, the
Hong Kong Retail Management Association (HKRMA) and the
Vocational Training Council (VTC) since 2014. It helps the retail
industry to attract new blood, while grooming and retaining
retail professionals in the long run. The Scheme of 2019
academic year is now open to HKRMA's retailer members to
provide the student workers with job opportunities.

STEIB2014F 1T - ZBBUT ~ BB AEBTEEER
S=SBETFEE  ERHTEXRARMENE - REAW/ATE
BAMBEEXTEAT - RERXHETEATEE202019
BEREE > HhEBRHNERS -

Ms. Winnie Chow, HR Director, Retail HK of A.S. Watson Group says that there
are more than 10 job categories available in the company suitable for young
people with different interests, and it has put in place well-rounded training
programs that help its employees advance their careers through various positions.

EEREBANERBEGEBRE) SFREXTERN  ARATZELIEES
AEEBHIFEFA - MEBTRENFNFEEDE TEARMUMNERERE

Key Features of the Earn & Learn Pilot Scheme for Retail Industry
FHE T BHATRTES 25 i E A

Target participant HKRMA's retailer members
RIS HEER AEATEEERERETER

Diploma of Foundation Studies (Retail) EHERI230R :
18 months (18 {@ 7 )

Higher Diploma in Retail and Merchandising Management 54k & : Ms. Leona Tse, Deputy Head of Learning and Development, Swire Resources Ltd,
30 months (30 @A ) analyzes the attributes of the young people, and shares with the participants

Term of employment contract between a
participating retailer and a student-worker

SHEGEINTERRBESNT MR

how the company's training and care programs would offer its young employees
Diploma of Foundation Studies (Retail) pany g prog young employ

a happy workplace environment.

Average monthly salary payable by a EPRRR0K : $5.300/ month (&8 5,300 5¢)

participating employer to a student-worker

EBXHEFEETFHRFH

Number of training and working days per week

BESAEINIAIERH

Working hours of a student-worker at an
employer's workplace

BEREXRIME TIERH

Tuition fee sponsorship payable by a
participating employer to VTC

EEmE BTN EEEEE

Government's allowance to a student-worker3

BfHa PR E R

Higher Diploma in Retail and Merchandising Management 54k 3% :

$5,920 / month (&8 5,920 Jt )

3 days (classroom) plus 3 days (workplace)

B BLERK3 BIfF)

Not more than 117 hours per month
(BRARZH 117 /NF)

Diploma of Foundation Studies (Retail)
B2 E ¢ $1,300/ month (&8 1,300 %)

Higher Diploma in Retail and Merchandising Management &4k & :

$2,900/ month (&4 2,900 7t )

HK$2,000/ month
(&8 2,000 7t)

Website #4831 : www.hkrma.org Enquiry &) : 2866 8311

AEERBRATHSFLEIANES ANRE » WD Z AT LEEF
BN AFEETRHBONIFRE -

Dr. Bankee Kwan, JP, Chairman, CASH Group - Pricerite Home Ltd, shares his
views that though it may be tough starting out a career in retail, the industry
can offer young people diversified development opportunities; and that they will
get fruitful rewards if they can make unremitting efforts at the initial stage.

KEfE-BEEREERARNESFRAARELEDSZ TETFESHRF

& BALAEEARRSITICNRRKS - F8AUREERRS - K815
BISRAFRIWE -
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€@ Advertisement Order Form

: 7RI LT 20

As a quarterly newsletter of Hong Kong Retail Management Association, "RETAILERS" serves to update HKRMA member
companies and fellow retailers about news related to the retail industry, and provide a platform for members to exchange ideas
on matters of common concern.

(FE) REETEEERIHRNET - SHREHSNTEXRANSIEBNRE - ATBESEE - ZBNEBRITIEREER -

Circulation and Readership #$17 & M il &

"RETAILERS" publishes 2,000 copies per issue. Complimentary copies are distributed to all HKRMA members, fellow retailers,
members of the Federation of Asia-Pacific Retailers Association, key government officials and departments, related organizations,
consulates as well as local and overseas business contacts.

(TEm) SHI%172,000 &> FECOEHEGEARINTEANEEE - TDARTERHEHENE - FBITHFALEEES -
MREBHAE ~ BBE - AN T EEE -
TO:// HONG KONG RETAIL MANAGEMENT ASSOCIATION HESE£EEIRS
L 7/F., First Commercial Building, 33-35 Leighton Road, Causeway Bay, Hong Kong &84 % & 18155833-3558 712

Tel 55 1 2866 8311 Fax {&2E : 2866 8380 Website #31F : www.hkrma.org

O

dytc oL Ueliue

We confirm our order to place advertisement in the following issue(s) of “RETAILERS".
RABDREEBTESE RS "SEM ., ZHHPTET I NESMRA ¢
Advertising Reservation EE4578%] (Please v/ the appropriate box(es))

Soine | o] =0 | Wier Size HRATA/N Amount B8 e neer SEMRE)
BE e S = Member & & Non-Member 328

Insidieqlgﬁrfr?tjg(:jover HK$ 10,000 HK$ 13,000

Outsi?e}%gctECover HK$ 11,000 HK$ 14,300

Insid%}%?(%over HK$ 9,250 HK$ 12,000

Ceﬁf%i%ad HK$ 12,100 HK$ 15,700

S;%éggd HK$ 9,900 HK$ 12,800

Nef’? E@?Bfgont HK$ 9,250 HK$ 12,000

Inside Froﬂ@ggfi ﬁl\?s\t;tﬁ; %side Front HK$ 14,000 HK$ 18,100

Fu%éa&ge HK$ 5,500 HK$ 7,150

i Ji@%fﬁ% HK$ 3,000 HK$ 4,000

Pag;'e: }zﬁgr%z(gﬁ;)tal) HK$ 3,850 HK$ 5,000

ngﬁsjeg%ggf 0<%32)g HK$ 3.00/pc HK$ 3.50/pc

Discount

Companies which make reservations of advertising space for two, three or four consecutive issues will enjoy a discount of
5% / 10% / 15% respectively.
NFER] A—EHEEEEME - ZFHME - I ERAH ~ hif - RARFEE -

Payment Method (S Zr 7575
Please send this Order Form and cheque (made payable to the "Hong Kong Retail Management Association") to the Association.
BELZNRBEREGIERIRER "E5TEEERE . )FRAHE -

Name 4 :
Company AF] :
Address il :

Position B :

Email B :

Tol Wi : Signature 258 :

Ricoh Hong Kong Limited

20/F., One Kowloon, Kowloon Bay, Hong Kong I Email: contact@ricoh.com.hk 1 Tel: (852) 2833 - 1111
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New Members

ENQUIRIES

— W& H

The Association welcomes the following new members.

BEELLTATMAREE -

FULL MEMBERS
NI E=]

1. A Medical Hong Kong Limited
BREBEFEEGRAT

2. Birdland (Hong Kong) Limited

3. Buxton (Asia) Limited
EATE(EEMN B RAE

4. CIAOGOGO Group Limited
HBEBREABRAR

5. Crown Motors Ltd
2RARERRAT

6. Cyber China Ltd - ChineseMedicine.com.hk
REEFRAR - BBHER

7. Everbright Sports Company Limited
R EEERAR

8. Extravaganza Limited

9. First Time (Asia) Watch Company Limited
B E(EEM) A RATE

10. Gummy Tummy

11. Harvest Medical Holdings Company Ltd
MHEZEEERBRAT

12. Hong Kong MG Trading Ltd
BBEEEZERAT

13. Honorway International Limited
BREBFARAT

14. | Vision (HK)

15. Kicks-Crew Company Limited
HEESRERAT

16. Kids Me Baby
Kids Me Baby [t5c H 222 5 F fa 5

17. Manfuda Hong Kong Trading Co Limited

EEBBESERAT

18. Mochidog Ltd

g B E

20.

Tel: (852) 2866 8311
Email: membership@hkrma.org

. Natural Hair Recovery Center

BAREERO
Natural Health 365 (Hong Kong) Ltd
365 RARE(EB)BRAT

21. One Sneakers & Clothing

22. Organic MaMa Limited
BHETERAT

23. Playout Limited
HKEITERATR

24. Success World Inc Limited
BARBRAT

25. Sun Grocery HK Limited
B EEERRAT

26. The Artist (H.K.) Limited

27. Vinales Wine International Limited
o B BB B RA T

28. World Depot Limited

29. Xin Yi International Brand Trading Ltd
EREELAREERRAT

ASSOCIATE MEMBERS

S E] I E B

1. Apple Daily E-Classified Limited
BREEEFRAF

2. British Columbia Trade and Investment Representative Office in Hong Kong
R EF R EEBEZRENRMPER

3. British-American Tobacco Company (Hong Kong) Limited
REBLE(BHB)BRAH

4. Chief Retail Technology Limited
BEREMEARAT

5. Introv Limited

6. SAP Hong Kong Limited

7. Tech Data Computer Service (Hong Kong) Limited

IRPEERRE(EB)BRAR

Contents RS :

Readers ;& :

No. of Contacts

HKRMA Online Advertising| S

Enquiry: Ms. Ng 2866 8311
Email: event@hkrma.org

Monthly e-Newsletter 5 8 & FiE:fl

Government policies and legislations, industry news, upcoming events of I e
HKRMA SREXMEREBRRLER TN EN ~ HEEH

HKRMA members, key Government officials and departments, trade associations,
educational institutions and a diverse portfolio of business sectors, including
retailing, banking, catering, wholesale and various service providers.

BEEE - TEBNEE - B - AFHRE  KRETE - R17T - iR - 1R
RARIBRRBHAT -

JEWEEA : over 8,000

Bottom Banner

JR~I Specification : 739(W) X 90(H) pixels

E"nﬁﬁ 2= 5 Member $4,000 per issue
Position A

s A FE2 2 Non-member | $8,000 per issue
Online Button I Size 1 190(W) X 185(H) pixels
EEEE @285 Member $2,000 per issue
Position B

% B FE€ & Non-member | $4,000 per issue

(A) : Under New Members

Specification %i}%ﬁ F_ormgt : JPEG / GIF SRFEETS
st *%7';7(/]\ Zle Slzi dAO(;B - 10" of each h (B) : Under Upcoming Events | & ww
B fm 2 E8 Artwork deadline : of each mont S EHIE TS 2 [ ==t

HKRMA Functions

.......................

Date HER
17/5/2019

11/4/2019

11/4/2019

2/4/2019

28/3/2019

27/3/2019

14/3/2019

11-15/3/2019

................................................................................................................................................................

Functions ;EE)IEE

2019 Hong Kong Retail Summit

2019 BT ERES

Guardforce Visit Day

BRABRARZ2EA

Earn & Learn Pilot Scheme for Retail Industry — Visit to Circle K Convenience Stores (HK) Ltd
TEX "B, BARIKAEHE - OKEREBRARSEESR
Workshop on Evolving Customer Journey in Rapidly Changing Digital Age
FETLF - ITRBISRANBERBYIRE

Briefing on Earn & Learn Pilot Scheme for Retail Industry

TEX "B BRRIRAEHEIBNE

CEO Luncheon

CEO @

Workshop on Quality E-shop Recognition

RIS R B R TR

Japan Study Tour
AARERE

For enrollment and further details, please visit www.hkrma.org.
w2 LERFEE 0 8 Bwww.hkrma.org o
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food le parc — where fresh produce, ready-made
meals meet "smart" shopping at a revolutionary
high-tech food emporium!

(ood (2 pare

=
19,

=

Scan & Go

Smart shoppin
with easy checkogut

TasteToGo

Mobile food
ordering App

-"Yr-[‘ “i"'

.. Jg ! w iz
Bar 0001

by Watson's Wine

Bar 0001 by Watson's Wine offers 2,000
different wines sourced directly from more
than 20 countries, including 400 wines
exclusive at Watson's Wine, together
with a comprehensive selection of spirits
and accessories.

TechLife
TechLife by FORTRESS brings together
GameZ's portfolio of e-Sports products and
Fortress' innovative TechLife collection to
deliver tech-driven shopping experiences
never seen before, with a newly launched
pick up service - 'RESERVE FOR YOU' introduced
in MoneyBack App for smart shopping.

watsonslab

watsonslLab, a specialised Watsons concept
store, dedicated to making you look good
and feel great by offering quality health and
beauty products.

While there, our devoted professional
makeup artists, colourBEAUders serve at
"Beauty Bar" bringing you global leading
beauty brands, and the 'Magic Mirror' - your
best beauty consultant, to provide you
cosmetic recommendation that suits your
contours with Al scanning technology.




