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MYSTERY SHOPPER PROGRAMME

2017 Service Retailers of The Year
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SERVICE & COURTESY AWARD

2017 Winners
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About Hong Kong Retail Management Association 7% 8 & B €

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 8,000 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 17
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
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Mr. Thomson Cheng
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Entering the second half of 2018, Hong Kong’s economy is in a robust growth with
the lowest unemployment rate. Taking the positive factors like the Express Rail Link
and the Hong Kong-Zhuhai-Macau Bridge into account, a sustained increase in the
tourist number is expected. With upbeat local consumer and tourist sentiment, the
retail sales value maintains its upward trend in a double-digit growth since the start

of the year.

However, retailers are still facing acute manpower shortage and escalating
operating costs. The China-US trade tensions and the depreciation of renminbi
also bring worries to the retail market. Despite all these, the Association is
still cautiously positive that the retail industry is heading to a stable and steady
development, and we forecast that the retail sales value will achieve a high single-

digit growth for 2018 as whole.

As this year marks the Association’s 35th anniversary, taking the theme of “Inspiring
the New Era of Retail”, we hosted the Hong Kong Retail Summit on 15 May. With
overwhelming support from our members and retailers, the Summit was well-
attended by some 700 participants to network and share their experience. On
behalf of the Association, | would like to express our gratitude to all brilliant
speakers for their inspiring sharing, as well as the support of our sponsors. In
particular, we sincerely thank Mrs. Carrie Lam, the Chief Executive of HKSAR, for
being the Guest of Honour. In her speech, Mrs. Lam indicated that whether Hong
Kong retailers can grasp the latest trends and transform the industry successfully
is most crucial, not only for the industry itself, but also for Hong Kong's further
economic development. You will find more highlights of the Summit in this

Newsletter.

In the context of digital transformation, the Association will continue to support
our members to capitalize on the opportunities of the ever changing retail
landscape. A series of programme is devised for our members to help them to
offer an exceptional online-offline customer experience. | strongly encourage all
members to stay tuned to our flagship programmes and training seminars and
workshops. The Association continues to enhance itself as an effective platform

for members to network, share best practices and make our voice heard.
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With regard to government policies and regulations, amid this year’s review of
minimum statutory wage rate and the imminent abolishment of MPF offsetting
mechanism, the Association is monitoring closely the overall implications on the
labour costs to retail companies, in particular, to the SMEs. Meanwhile, we have
been highlighting to the Government the negative impact of acute manpower
shortage in Hong Kong, which has been affecting the retail industry for many
years. As one of the labour intensive industries, a steady and sufficient workforce
is pivotal to the sustainable growth of our industry. However, the shortage of
labour has seriously affected our overall service quality, which is one of Hong
Kong’s most valuable competitive edges. According to the Hong Kong Tourism
Board's Departing Visitor Survey, tourists’ satisfaction rating on the hospitality of

our sales staff has been deteriorating since 2013.

Against all odds, the Association has been promoting Hong Kong's retail service
excellence throughout the years. Through our annual “Service & Courtesy Award”,
we lead the whole industry to strive for continued advancement. This year the
Award is in full swing with participation of over 500 frontline practitioners from
some 100 retail brands. A public voting on “Top 10 Outstanding Service Retail
Brands” is introduced to engage consumers to vote among all participating brands
for those with the most excellent service under the categories of “Food and

Amusement” and “Taste and Lifestyle”.

In the coming months, the Association will be packed with our events programme.
One of the highlights is the Election AGM to be held on 11 October at the
JW Marriott Hotel, whereby the Association will be electing members of the
Executive Committee for the term 2018-2020. We are very honoured that Mr.
Michael Wong, Secretary for Development, will be our guest speaker at the AGM
Luncheon. | strongly encourage members to sign up for the occasion to listen to
the Government's latest strategy for the sustainable development of Hong Kong,

and the implications and opportunities to the retail industry.

It has been a privilege for me to serve as your Chairman since 2015. Taking this
opportunity, | would like to thank the Board of Directors for their invaluable
guidance and all the Ex-Co members for their unfailing support over the past three
years. And | look forward to having your valuable involvement so that in unity we
can continue to make our voice heard and to uplift the status and professionalism

of Hong Kong retail.

RBFBERIOERTTE - BIFSEREE
RETLEKXF - LRSS GBUERESH T
HH - BEREZYESHEBERNTE
B3 - HRIET/NE - SERANTE - i
R - WATABFERRNBAFHRER
RHOFE  RRTEXRREETENTHE
WRATERENAT » THERTENER
BIRR - AT - AFERNWHECEERE
TRNBERBER  HISRNBN—AHF
B - FRKERREN "BHRIKEHEEHA
&, B KREHFEABNRBER AR
FE 201 3FHERFAE Tk

BfEEmH EEEE - WL ERERGETHE
EEBNERTERY  UEB—F—EN
BEHRIEEE - HERRNREE - NEEN
R HARFSER IDEI TS AN AN - 2HA2RE100
LETERENS0LLEIRTENXEFRE
TReER o BFITHL T T ARBEHRBEE M
BWNRRE  ZEVHEER "BITE
B TEEME ., MAEATEHREERR
A9 2 BRAR 75 b o

BATHE BEHSEL—EREYE
g EHz—=IOANBREBESEEE
THRAFEERE - ERNBERHEREN2018-
2020 EATEEGHNHE - 5F » Bl
AEBRRRRAREEMELEERAFR
SFENENRERE - HLGEHEBS
B YRBUTHEBR] LA RE R R -
AR AR BA RIS T ESE A RAI RS AN P 14 o

BBE=R201 5 FRIEERS TR - RAE
BERSESSLRTEEGREZFNE
EERRBNIF - HERFEER OB
HEERERAET - TERITRERE - ERER
FHBGRITRAKRM -



Message from Legislative Councillor (Functional
Constituency Representative for Wholesale & Retail)
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Hon. Peter Shiu
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E-wallet good for customers and retailers

Hong Kong has long been criticized for lagging behind other places in
the development of electronic payment. Taking QR code in the Mainland
as an example, it is widely adopted for both online and offline payments
and its application is seen in every aspect of life. With mobile phones in
hand, people there can go almost anywhere they like. On the contrary,
the Octopus payment system, introduced 20 years ago, is still dominating

the electronic payment service in Hong Kong.

To address such criticism, the government explains that Hong Kong in fact
has various electronic payment means in place, including conventional
and contactless credit cards, Octopus and EPS, which are widely used by
the public in their daily lives. All of them accounts for about 60 per cent

of total private consumption expenditure.

Anyway, | recognize that developing electronic payment is a growing
trend worldwide. Even more, in the light of the Hong Kong Smart City
Blueprint published last year with an aim to build a world-famed Smart

Hong Kong, it is indispensable to promote wider adoption of e-wallet.

Statistics reveal that spending on goods by visitors accounts for 40
percent of the total retail sales in Hong Kong. Well-developed electronic
payment service not only provides greater convenience to retail merchants
and local residents, but also facilitates visitors’ shopping in Hong Kong.

This can boost Hong Kong's international image and benefit the economy.
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It is known that the Hong Kong Monetary Authority (HKMA) and the
financial sector have established a working group on common QR code
standard for retail payments. At present, be it overseas or in Hong Kong,
different Stored Value Facility (SVF) operators have different QR codes. If the
same merchant needs to accept payments from three different operators,
there will be three QR codes. In future, when the standard is set up, a
customer can make payment in a certain shop with the same QR code
regardless of which SVF he uses. That will certainly be more convenient for

customers and merchants.

Furthermore, HKMA is also working on a Faster Payment System (FPS) which,
expectedly, will be put into service in September this year. The FPS will
enable real-time transactions at retail level and provide full connectivity for
various types of operators. It will operate on a round-the-clock basis and
support transactions in Hong Kong dollar and Renminbi. Funds transfers or
payments to customers of different banks or SVFs can be made anytime and
anywhere through using mobile phone number or email address. In short,
all the measures above could be of much help to e-commerce and electronic

payment of retail sector.

Since retail sector is a major stakeholder in the development of electronic
payment, | opine that in addition to the early introduction of the measures,
the authorities should explain the specific operations to us as soon as
possible for better preparation. Extensive publicity should also be conducted
to make merchants, the public and visitors well-informed of the new
payment methods. Success can only be achieved when all the related parties

take the initiative to use them.
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Hong Kong Retail Summit 2018 —
Celebrating 35th Anniversary of HKRMA
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Star-studded List of Guest Speakers BAGEERE

Number of Participants Ranked Top for Years UGS I YN

The Summit has attracted 20 top-notch retail and business leaders, who shared their ZgEegs _—tWESELFRIASH=
experiences in meeting market challenges brought forth by the new retail landscape BN R TS o = H R
and keys to success. In total, there were some 700 participants which is the highest I ERERELE  SEECE o

over the years.

Taking “Inspiring the New Era
of Retail” as the theme, the
Association has celebrated its
35th anniversary with a series
of activities. As a key event
of the celebration, the Retail
Summit was successfully held
on 15 May at the Hong Kong
Convention and Exhibition
Centre. We were deeply
honored that Mrs. Carrie Lam,

the Chief Executive of the hS _ (2;;)
. Hong Kong Retail Summit

HKSAR Government, joined us EEEESES  HKRMA
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as our Guest of Honour. Her
presence added weight to the
meeting.

In his opening remarks, Mr. Thomson Cheng, Chairman  # € ¥ & &8 (£ I s& &£ &
of the Hong Kong Retail Management Association, said  j» EXHE LD EES
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Below is the speech of Mrs. Carrie Lam, GMB, GBS (Chinese only)
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NENWWAR Global Views of Retailing

FIRFEMRA

Mr. Yann Bozec viewed that retailing today requires the provision of unique and
new experiences to customers through continuous innovation, in addition to
emphasizing product functionality and service. The key to success, he said, is to
stay innovative while keeping the brand value unchanged.

Ms. Leonie Valentine noted that in Hong Kong, online shopping just accounts for
less than 5% of the territory's total retail sales, indicating that there is still great
potential for e-commerce development. Instead of posing threats to traditional
retailing, she opined, e-commerce will bring more benefits to the industry by
integrating online businesses with the offline ones.

Ms. Janis Tam summed up the speakers' views, noting that when developing
e-commerce, enterprises should know their customers' needs and always take a
customer-centric point-of-view. Only then could the enterprises build emotional
engagement with customers and establish close relationships with them.

NSl “Smart” Digital Retailing

S En FEhE . BIRSEMIEN

Keynote Speaker =2 (From left HAZE4)

Mr. Yann Bozec, President and CEO, Coach Greater China

Coach A2 AT E R HTITE BEREEEL

Ms. Leonie Valentine, Managing Director, Sales & Operations, Google Hong Kong
Googleds )& 14 &I & 1B FARASTE RIFIEL 1

Ms. Janis Tam, Ex-Co Member of HKRMA/ Managing Director Swire Resources Ltd
BEETEEEFEHNEENE/ KL EREIRN G EFRE BiRHEL T
(Moderator £#FA)

BREGERR  TEAAEBNE RN
Bk - MREARERR - REERESHOHE
BATEEER - R BRE RN R A RER T MR
BIEAE -

FAEZEDZ  BBMBRETEHERELR
B5%  RIREBEETHE LIVARANRRE
B EFHEL NS HERTEMKEE » KM
RUABEHE LR T REBHRKEARR S

FEREBELLIRGETRRT  EXRRETHE
EYRBENTE  TERINGEBEENAE
HE# - FREEEMMINER B REME

Guest Speakers ZZ&Z#EZ (From left BAZ5):
Mr. Stephen Wong, CEO, Asia Miles Limited

(Moderator £#FA)

Ms. Jan Wong viewed that in this digital era, technology will become smarter. For
instance, she said, customers can now order and pay meals by using one-stop mobile
apps. Meanwhile, Mr. Kanson Ng suggested enterprises testing the water first with a
simple platform. He showcased that his company initially rolled out group purchase
service on the Internet, and that it established an online shop after understanding its
customer base. Later, he said, the company promoted its service by teaming up with
its search platform and cross-media partners.

Mr. Stephen Wong viewed that a comprehensive analysis of the big data will offer enterprises
a unigue insight of the data, and this will turn into practical actions that can bring value to
both enterprises and customers. Mr. Michael Lee concluded that enterprises must know how
to find their customer base, how to provide their customers with a satisfactory experience,

and make use of technology as a means or platform to enhance customer experience.

DNEEEBIRAF [THARS, &FETE

Mr. Kanson Ng, Head of Central Marketing, Maxim's Group
SEEE HRTF AR (AL

Ms. Jan Wong, Managing Director, Openrice Limited
Opentrice Limited HFHEE &ERIEZ T

Mr. Michael Lee, Managing Director, Nielsen Hong Kong & Macau
JERAR BRI R FARATE FEEEL

HEEBEN - ERBZERERRAIR
RRERRE  PINEE AN BFHERRER -
MBI GRS E - AREREREZE
EAELUBSFEEFK - tIAZFATER
MERMER - YHRBREHETREE - &
MikaESFERBEREGFRES

= RERAERBARBEDIN - REEZRERK
FRPEBIIESHRES (Insight) - M
B R IEFR MRS REENEERTE - 6
HuEARERT  EXEZEBCHERR -
WMAREFRBERVELR - IWALBERER
TASCFaRREETRER -
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Keynote Luncheon

At the Keynote Luncheon, Mr. Tom Chan discussed with guest speaker Ms. Kitty
Lun and over 200 participants about how to uplift shopping experience through
data analysis. Ms. Kitty Lun viewed that an enterprise must understand its
customers first. For example, customers who already have targets of purchases
or want to replenish their daily necessities will be attracted by price concessions;
that casual browsers require means to stimulate their interest in buying; and that
there are holiday shoppers who need their emotional connection established and
perceived in such a way that they have made the right decisions on the gifts they
have selected, and that it is worthwhile.

FERREG
Iﬂ.ﬂaaug@ HKRMA )
”5D7F7n
g
New Era U! Retai] [EESar Keynote Speaker ZiEEH&:

3]
7= o E‘ % Ms. Kitty Lun, Head of Creative Shop Greater China, Facebook
Facebook A Hf1zE[E Head of Creative Shop AEB4THE B 484+

a Moderator 5N :

Mr. Tom Chan, Ex-Co Member of HKRMA / Managing Director, Commercial

J;t = Group, Hong Kong Telecommunications (HKT) Limited
/ N BETEERGEINEEHE / BETNERAG AFEFFE
i BT AR

RFEXINEG L RAHCAREERES
WREL L LiBEE2004 5 E HREF
M BEBAOTIEA BT EYER - M

ZITRB/ELEABEMERES - HZZDE
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(Casual Browser) » BIZEHT5 M E IR
B, A HRENRE - EEZEEFHN
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NS M@R Disruptors vs. Survivors
-G 1S HE 2 F5 vs SR B ERE X

Hong Kong Ruia

s
s | Inspiring

Guest Speakers ZZ&Z#EZ (From left HAEZ5):

Mr. Brian Lo, General Manager, Deliveroo Hong Kong
Deliveroo &% #8ASHE FESRIEL

Ms. Catherine So, General Manager, North East Asia Region, Brand Expedia

Mr. Ricky Wong, Chairman, Hong Kong Television Network Limited

rE o0 £ Expediaf 54§ R AL S0 (@ASAETE o e L1
= - 1 FH F=F
¥ £ra

SERIAR

Holdings Limited

The guest speakers interpreted the terms Disruptor and Survivor as a representation
of the "New Economy" and "Old Economy". Mr. Ricky Szeto viewed that whether it
is a Disruptor or Survivor, one must find its specific means of survival before it can
stand out from the competition. On the key to a successful e-commerce business,
Mr. Tommy Chan noted that it is necessary to solve the issues on high logistics and
fulfillment costs; and that enterprises must build up trust with their brands. Mr.
Ricky Wong shared Mr. Chan's views, reiterating that it was this reason that his
company has controlled costs by setting up its own one-stop service comprising
customer service agents, as well as warehouse and delivery teams.

Mr. Steve Huen viewed that retailers are facing keen competition be it an online or
offline business, and that the key to success depends on whether they can maximize
values for customers. Mr. Brian Lo considered that e-commerce and traditional
retailing, instead of opposing to each other, can bring about new opportunities
when they dovetail with each other. Ms. Catherine So also suggested enterprises
developing their e-commerce businesses by leveraging other platforms, so as to
effectively solve their logistics issues and to jointly grow their market share.

Mr. Ricky Szeto, Ex-Co Member of HKRMA/ Executive Director, Hung Fook Tong

BETEER GE HESHE/ EiE e EEGRAT HiTEF AIEKELE
(Moderator #A)

Mr. Steve Huen, Executive Director, EGL Tours

R BITESE 2L

Mr. Tommy Chan, Deputy General Manager (Brand and Business Development),
Tai Hing Catering Group

DN E SE R ISE S e S B e

B AR Disruptor ZSurvivorEfER "R L
Kk TERK, cFRKBELAERR R
Disruptor 3= 2Survivor » iEBEEHCNAERE
o AARIRREHFZFHF P - HRER
EERAEEERINERERE  BRFALEERT
WEBRDREERFEERASENHE ; It
INPEERE A RIS - FHEELENE
BREER  AtATHEECHNEFRRBE - &
GMEEEBRE—GEERY » LUBESHIEA -

BEE2EERBERER LNERTES -
BEE BB - BHER IS RETRA
RANEE - ZHRRSELETRR - EHNER
TENWAZHY - MEAEESFREMHE
B BREL I TEREFEAEHEMTEE
FmETHE  EEXBRYNEE  HFEE
RS0 -

N[ [sMDl Customer Engagement in New Generations

CEJICE N Tt R RE = ISR

Mr. Paul Pi shared about his company's initiatives in interacting with customers and
the general public, that helped drive customers' demand for sports goods through
sports promotion and by transforming sports activities into a trendy lifestyle.

Cover Story ‘

Keynote Speaker ZiE=&:

Mr. Paul Pi, Managing Director, Hong Kong & Taiwan, adidas Hong Kong
adidasZ B G RN 7] EFRATE ZEREE, EZETHE

BIUAEAN S ARMAHEBENTRES
BREEEE), WICESHECREFMR » &
ENBEELHESRRNIFER

Guest Speakers & #EZ (From left BAZA):

Mr. Brian Sze, General Manager, Carousell

Professor Lui Tai Lok viewed that there is just too much information available on
the Internet in this digital era, so that many young people have little brand loyalty
or hardly pay any attention to the brands. On attracting customer attention, Mr.
Roy Lam held that retailers can build up resonance with their customers only when
they understand the preferences of target customers, using innovative and relevant
content. Also, Mr. Brian Sze noted that publicity ideas should not be repetitive.
Rather, he said, they should be creative and unique, and match the brand culture.
Ms. Amy Fok pointed out that online channels are mainly used for communication
purposes leading customers to brick-and-mortar stores. This helps establish friendly
and long-term relationships with consumers through interacting initiatives.

L
WALTON BEOWN

Inspjrfng
N ¥ra of Retail LB 3MIES it
£ g * .‘ 2 ﬂ, . e

CarousellE BB E &8 ARASHE JtEIEsEL

Ms. Amy Fok, Senior Manager, Brand Marketing, adidas Hong Kong
adidas& B ERAE] qmhd s mRArE EfHR L

Mr. Roy Lam, Founder, 100 Most & TV Most

Fio T B VAL

Professor Lui Tai Lok, Chair Professor of Hong Kong Studlies, The Education
University of Hong Kong

BBHEAE BIRK (R HEER) SARLHT

(Moderator £#$A)
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AOEFEAHBENEHRERERENET
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Closing Remarks
FA=#Aa4S

'1':“'"“1.;;;1{}1;5 Hb;MA Mrs. Annie Yau Tse, Ex-Co Member / 35th Anniversary Celebration Steering
Inspiring Committee Chairman, HKRMA/ Chairman & CEQ, Tse Sui Luen Jewellery Co Ltd
New Era of Retail [EMEEFE95E EREEEERHERN S / I B EEREaE R/
FTERIFM ATk B (B B IR F] FfERATIAR S, LT

Mrs. Annie Yau Tse expressed thanks to all guest speakers, and concluded their B TET TR EEEZENSE I

views at the Summit into the following six points: e e =R ey =Y} i Ny
1. Customer comes first, and to take a customer-centric point-of-view; 1. LB AL » LR AR E E
2. To understand your target customers; and that you can collect customer data  » TEyRECHEEES: G5 648 ¥
through online platforms; LINEBEE RS
3. To understand how to find unique insights from the data; 3. EEANSIENIEET BN B8
4. To perceive from the data and insights, customers' preferences and their genuine needs; 4. s e siiE N AEIE R TE S B R ) = 4T A
5. To make online and offline channels dovetail with each other; and BHIFEE
6. Always stay innovative and keep on changing. 5. AR R T EARS !

6. BFERITRIFT KBRS

rapidly, enterprises must take the initiative and strive for improvement. She said SRR ET T E LGRS RSB

Mrs. Annie Yau Tse noted that while the business environment is changing

that the enterprises can explore new opportunities only when they take bold CETHBRALS BREY "HES,
actions by stepping out of their "comfort zones" and trying new things. (comfort zone) » &I B A AT
P o

The Signature Collection

RAINDROP & ETERNITY

TSL

Wl B BB

mERY BeuE s .
the artisan of love
Wwe PR SWIRE RESOURCES T S L | 5 8 adidas (£ creenseoro

WALTON BROWN

www.tslj.com +852 2628 6228
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Mystery Shopper Programme - 2019 Service Retailers of the Year

\

w2019 i E IR RS

% fk B8 = st &l

MYSTERY SHOPPER PROGRAMME

HKRMA

HKRMA launched its Mystery Shopper Programme (MSP) in 1996
to assist retailers to review their standard of performance, and
recognize their outstanding services by awards of "Quarterly Service
Leaders" and "Service Retailers of the Year".

2019 MSP is now open for enrollment. Please sign up to compete
for the awards!

BEETEEEHTN1996FRI3 "SRR, - FHHTES
BEREKE - ERBEEEML "2FERERBIET . 815 DR

Call for gnroliment 12 S HERT o
REEEHE 2019EEMEH BICEBESHS - BHSH  BF ' 2ERERESD
~/~ 7 PR |

Early Bird Offer by 18 August. New entry or SMEs could enjoy additional discount.
BHEEE 8 A 18 H - BRI EINFT RS H/NDATR » AIZREIMTHIES -

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

Yearly Award fEEHEIE Quarterly Award ZFE1EIE

Industry Leaders 1T2£ R 7548 %h
Category Leaders 43 B fR 5481

Top Ten Service Retailers Ranking Billboard + X ir7EZER

The Voice of Winning Companies
FERABINE

Flagship Programmes ‘

One-stop for comprehensive and objective benchmarking on service performance
—uliEtE] > MRESRERE 21

® Quest for Service Excellence Bt Z iRELER

@ Gain Industry-wide Recognition FEY G hR &2

Combining standardized assessment criteria and company’s specific needs

“E R v i EHE + A E] ]

Company can determine the scope of assessment criteria in addition to the standardized benchmarking by the followings:
FRERAN I G ET R 2ER - QAR ARFBFEFRE ¢

® Fine tune the assessment criteria HFAFERNED

® Add specific questions 2z F&—EH

® Determine the scope of monthly report BEG R HERNE

Win-win for companies, employees and customers

=734 » ovd] >~ BT~ B%

o Cost effective JBEBAT AN ~ BN 2

® Gauge the service level and pursue continuous improvement Y £ X127 8 T IR ¥ KF
® Excel customers’ expectation BHEIZ M= E

An extensive coverage of retail businesses
and product categories has facilitated the
Programme's representation

28 120+ mhd 20+ TBEHR!

The well-established Programme has Comprehensive benchmarking with

gained wide support from retail brands

SEiE 20 £ EMBIBRLED

industry-wide recognition

HEXEHT=E 100% BEERE

500+ f@

Retail Brands

SHmg

100%

73,000+ 130,000+
Retail Outlets | o

. ! ' MSP Visits
L] L\ RS

___________

___________

Enquiry &3 2892 2561 (Ms. Wu #3/\2) | Email E5E : msp@hkrma.org

2017 Service Retailer of the Year = Gold Award | 20174 4E i tE N %5 % B g K35 - §45
C.S.S. Jewellery Co. Limited B#ERERSEH/ESTERAT

King Fook Jewellery Group Limited Masterpiece by King Fook SR{GIAEEE - S{EAE

Joaa 5 Through mystery assessment visits, the
3 Mystery Shopper Programme is carried out
from customers' perspective to get real-life
experiences of service offered by retail staff.
Detailed assessment reports are also prepared
to help us conduct long-term monitoring and
make continuous improvements.

5 By B B AT B LU R IR B A9
I tEEE—5AE  REBH
REZRIERIRTS » WAFHFFEATE
- BBBRFIRMES - WAETR
=k -

> The "Service Retailer of the Year — Gold Award"
means a great applause to King Fook Jewellery
and its frontline staff. The award has shown the
staff the industry's recognition of their hard work
over the years, and has helped push forward the
Group's overall service quality to move towards a
more professional and unique level.

SRBEBRERBIED-SR -
HEEAHRE TMEAFRIERGE
REMAESE - BAERRTET S
FRNEG N » TS T REEER
BERAE  EEXREAREHN
FFEE °

For full version video of the winners' interview, please visit HKRMA website 75 %E www.hkrma.org EiE7Z4E N\ alah A/ H °
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e-shop
A NELES

* REEIEREE T

{REv4EIER T.R.U.S.T Jo =5 ?

T R U

TRUST- RECOGNIZED
WORTHINESS HARDWARE

RiFEE Edi RN

USER-FRIENDLY
BRIEES

AEREI REAIREISSETE - 8F

- TERER.  GERER - BYERKEITIRS

- TEAmE, - EE - B - REBEERSK
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2018 FEFEIRG O R R FERG R R AR RS

BHXEENEERL

(REFGHANHAR 2018F7H1HE12A31H)

sTEISRR S EEEIE - 1B 2018 +ABEREELUR

HREERE - EREETE-RIIEZEE  8F
WENBBRE -

T

SAFE TIMELINESS

BitR 25k R

FEEAEE 0%

STEBN 46 HEH
RiEHMHE20186£128318 -

SRR L B YH S ¢ http://www.hkrma.org/en/geshop/index.php

53 : 2892 2561 (#/\E)

B ES : geshop@hkrma.org

Luncheon
How ts Drive Hong Kong's 2 A3 October 2017

Exonamic Development?

Me Edward Yao, GHS, J#
B L O S—

&

Hawm ta Drive Hong Kongs.
Fesmnmie Development®

M Felwant Vam, GHS.JP
¥

‘PENdd | B & ‘alia
HKRMA 35th Annual General

eeting and Luncheon

@35 e B EA SR R

Signature Event for Networking

Attending by over 200 prominent guests and leaders from the retail industry and
business community, the AGM Luncheon of HKRMA has been a signature event for
guests to build new connections and to learn the latest market information.

Prominent Guest Speaker

This year, the Association is honoured to have invited Mr. Michael Wong,
JP, Secretary for Development, HKSAR as the distinguished speaker for the
luncheon. Mr Wong will share with us his valuable insights on the Government's
planning vision and latest strategy for a sustainable development of Hong Kong,
and the implications and opportunity to the retail industry.

Luncheon Rundown 48k G IR

R

BERMNEERAFAGEFES 8FINSI "B
ZRE 2 ENRMRULFEEMSHE - BAREL
HEERE—F - BN - ROZRARIEE -

e 8

HESFAFRET RERREERMCEETIIAS
% ARMHTEENRBESNFERRESE > UR
AR H T E LR BRI -

Thursday, 11 October 2018

H

Date H&f 2018410 B 11 B (2HIm)
12:00 nn Cocktail
R4 12 BSIE g

. 12:30 pm Luncheon

Time B T4 128305 | FE
2:15 pm End of Luncheon
TFE28 1590 | FERSE

Venue ih 2

Ballroom, Level 3, JW Marriott Hong Kong, Pacific Place, 88 Queensway, Hong Kong
EEBRUE=BESE (H52E8 88 RALES)

English
L

language 25

Target AR e R AR IR

Retailers or service providers associated directly or indirectly to the retail industry

Participation Fee ZXIIEH]

Participation Fee (HK$)
EER (BHE)

Per Person Per Half Table (5 persons) Per Table (10 persons)
A BHE (5A) &E (10A)
HKRMA Members & & & $1,100 $5,000 $9,700
Non-members JE€ & $1,350 $6,000 $11,600

Enquiry #551
Tel 854 : 2866 8311
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HKRMA 2018 Annual Dinner and J§
Retail Awards Presentation Ceremony 3 = Rundown I

2018 ’ |‘$%E§% ': ﬁ /"’ ~ Date : Thursday, 6 December, 2018
ZA HE8 :2018%F12H6H (M)

Time :6:15 pm - Cocktail 7:00 pm - Chinese Dinner
i T6Hs1593 - B8 TF7HLE - PRRE

Venue: Grand Hall, Hong Kong Convention and Exhibition Centre (HKCEC) (New Wing)
e  EEEEREDPODASE (FE)

L T
SEE . . -
- e —

Levels of Sponsorship EEIEH

It

PLATINUM SPONSOR GOLD SPONSOR
semm ML sEm
HK$60,000  HK$30,000

T— A

BRONZE SPONSOR
SN
HK$15,000

e,
N

TITLE SPONSOR
ey =i)
HK$100,000
T—

The 2018 Annual Dinner and Retail Awards Presentation Ceremony of the HKRMA BEEFESIERE2018FAEMSEREHERZRN Premium Table | & HK$20,700 per table
will be held on 6 December. This year, the HKRMA is honoured to have invited Mr.  20184E12 86 HE21T o {3 &RAEZEE LI KT 4 S R (12 persons/ FEE12A)
Paul Chan Mo-po, GBM, GBS, MH, JP. Financial Secretary, as the Guest of Honour — BIEMEASKICAEEE  ARMEESHESH

to celebrate with us the memorable moment. BEZ o Regular Table P HK$17,000 per table (12 persons/ GFE12A) Enquiry ﬁﬁ@

The Annual Dinner is the biggest event in the Association's calendar and will be AEmeEHe—F—ENARRE kS TRAERR & HK$1,700 per person Tel BEE : 2866 8311
attended by about 1,500 guests from member companies, the retail trade, as EB/AR - FEEXNERATERRNZEEEY -

well as key representatives from the business community. On the occasion, the 1,500 A - iRk e L85 "2018FERER

Association will also present awards to winners of the "2018 Service Retailers of the BEER, ~ "2018F RS , & 2018 Prize Donation for Grand Raffle Draw ;cnﬁﬁ.a;mi,q }u

ELE] 2aH

Year", "2018 Service & Courtesy Award" and "2018 Top 10 Quality E-Shops Awards". Ba1 15 o DIEFaE NET - ) ] - R L
o ervice & oy P10 Quallty P TARERIEAR AR RS Over the years, the grand raffle draw brought delightful surprises to guests ~FFNMBIRHE/HDINETHKES - CfvfIEE

Members, affiliated retailers and companies are cordially invited to participate in BEBERERZE FERELNTEBTER] K of the night and marked the success of the event. The Association would  [iX - R &R EBIFITIEEHISE R TSEN
the event by table reservation, event sponsorship and prize donation for Grand & ~ a—t{ HSEB)E BB S R » BELTE like to pledge for your kind support to donate your merchandise or the  EiEme - AEHHERKEITE » BEEROE
like as prizes for the raffle draw. Your donations and generosity will be AR T 2B B M A 2 FE o

acknowledged in our Annual Report.

Raffle Draw. 2 o
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MR BRTEES , BUER
Funded by SME Development Fund

HKRMA ANNIVERSARY i # % -
INSPIRING THE NEW ERA OF RETAIL Trqde und Industry Deparimeni

EZHEZ TEARRE

2017/18 B35z 1
THHEH A48 - R E R RE
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BIPNETERRARE N  FHEIESEMIT T oA - R1EEE4, 000/ F/h ik
BER - UAEE 18,0002 XERE -
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BE R B IETESE - IEP/ ) ETEFHHEFEHERIRHEREE o

(RNERIERZTEY) [ClEE
BT ESRIMEALEE  SETEERHERAFIABER 48270 - HRIBTT MHH NGRS
HEBT (Y5 + BFA100 AR -

BMERELARY - PIETERVNRIEERAFPEG - SEFALIZBREREEFRTEE  WEMRR
BEFPERETON - REWMELEFBERE - THRBRHEIEHERN -

BEREZRFNEAFAR - ATREEBERBEINFE - EENMERERR

LIFEE:

o ERBRBINIBREBAREBLHEUMSE
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BARPPNEIRA B EBENREHE T EEMER - BEBEND ZAUTHBE N2 -

1 HEBLARIEEERPERLARE  BERINMER
=ER - IESESEAERE LRNEKERY -
FEREEAFERABMELE - AA—EICERE/NEKIE
B BEERERBER -

2. EEMIERERE L ATR8E
3. EMYEMNMLEEES T ITH - #Z20: Google Trend,

Consumer Barometer, Social Listening, Google Analytics,
DoubleClick

4. BEHERBREELEE) - SRR IATEIVRTE

5. FUNMBRESE T M EEET - EMNEESHESE
#2 » BJ20SEM, Banner, Social Media, Video, KOL

6. HREBEFEMNRE - BRTNERZIBRREE ARG
# o+ WEITAB/NE R ETRRI 5%

EEIRNA LS - FRYIBRHE TN IEEY
http://sme.hkrma.org

253 - 2891 3927 EF : sme@hkrma.org

RHARGEETEEE L OSATNERER - NARES 3 SE B 3G L
BEIBENE - BAFMBIRTIRARIEEE - BHRET » / ne

THIRE > HE RN EERE R B RS 5 EHEs :
PN BTG AR TS

© BMEABUENAS - T BT AT PR -
% EFBEMES © A R EHN AL SR B RS BEETERY  SHUEETER B ETRER
& - BESEHILAPSM (RSSIEFH) - BEAZ SIFRIEEBRE - 4 TFHERE -
FEE 45V 4 = » DIFEESES) 4, 25E I B K
g;gggﬁg%%imﬁﬁ%ﬁ FEARKEHEE 48 © 80 (HEFAWR - EHEIL)

C TOSUBEREEET  SSUHBEARTIANE , R R (RS
KT EPERT » BENERTTRESEOH S - REET
EEBRESSL (RRBAWE)

(1) ERENEXZIERNEFHEMFERS
(2)  InEmEH LR BB IR R
(3) MEEHMTEMN  BRENMBXBREDAPRE -

v

g5 ~E”$ﬁg J
LT e

TEITIMLE EEAR (SRBMEKE ) RENTAER - BREKR - ARsiER » WAREEBRINTHRERT - TXEZEXNNERBERIEES R
RGN  FHRBRLARASTISNERES (HMESTERE)) STER8 S8 -
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FHE ri@?‘f%ﬁ@%‘u?J

VBTERERA , B RIATEMXEATF LRERR - AEENETIMNEFEN » TEARHE TN —EZEMRF

%Tﬁﬁﬂ%ﬁ% WXERH "BEEERA L RPL) #H - FSEXEEREUEEHF T REBF miﬁ’\2018¢7ﬁ16ﬁgﬁiﬁﬂ’]ﬁ§%t§
#& - BABR YARTERARAT - ZRHEREE LI IEBERERATNRZERE NG - D ZRPUNAKEESERADERERE -

EHIEE] AR5
FHK TBEABR L WHN2014F1281 Bkl 2SRRRE
83,8003 E -

‘I]]]u

RRAFERRRRIFRRLFEREXY - EUREE1EE3R
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‘ Industry News

Producer Responsibility Scheme on Waste Electrical and Electronic Equipment

to be implemented on 1 August 2018
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The Producer Responsibility Scheme on Waste Electrical and Electronic Equipment
(WPRS) will come into effect on 1 August 2018. The WPRS aims to put in place
a system for the proper management of WEEE generated in Hong Kong. It will
cover eight types of equipment including air-conditioners, refrigerators, washing
machines, televisions, computers, printers, scanners and monitors, which are
collectively referred to as regulated electrical equipment (REE). Suppliers and sellers
of REE should get themselves prepared for the implementation of the WPRS.

Starting 1 August 2018, an REE supplier must be registered with the Environmental
Protection Department (EPD) before distributing REE. Registered suppliers must also
fulfil other statutory obligations, including the submission of returns to the EPD and
payment of recycling levies, as well as providing recycling labels when distributing REE.

Furthermore, starting 1 August 2018, an REE seller must have a removal service
plan endorsed by the EPD for selling REE. When a seller sells REE and if requested
by the consumer, the seller should arrange for the consumer a free removal
service to dispose of the same class of equipment abandoned by the consumer in
accordance with the endorsed plan. The seller must also provide recycling labels to
consumers purchasing REE, and a receipt containing the prescribed wording on the
recycling levies.

Moreover, the disposal licensing control, import and export permit control and
landfill disposal ban in respect of abandoned REE will come into effect on 31
December 2018.

For details of the WPRS, members may visit EPD's dedicated website www.weee.
gov.hk or call EPD's hotline at 2310 0223.
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aw Imposes g recycling levy on the above equipment

BRBEFER B TR T

Producer Responsibitity Scheme on

Waste Electrical and Electronic Equipment

The information is provided by the Environment Bureau.
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New Members

The Association welcomes the following new members.

BEELLUTARMAREE -

FULL MEMBERS 19. Jebsen Medicine (HK) Co Ltd
AT TE= BREEEEB)BRAT

1. Advance Bestway Ltd 20. Kate Jean Couture

2. Baby Power Limited 21. Kidstival (Hong Kong) Company

BREARAT Hmited
3. Basel One Jewelry and Watches Limited 22 %rg:;igt I%”%gfgﬁ
HRAKEEEARAT R R

4. BEAUTYIN SEOUL LIMITED 23. Little Thing

5. Brooks Brothers Hong Kong Limited 24. Luxugyg@eniess Ty

A RIEERAT
6. Celki Medical Limited . Mansion (H Kong) Limited
W 5 _ . Luxury Mansion (Hong Kong) Limite
e NG| A
b SEEEBESERAT
7. F&M Holdings Company Limited
AERHERAT 26. Mann Garments

27. McDonald's Hong Kong
BEBEES

28. Mei Mei Ichiban Co Ltd

8. Flight H.K. Limited

9. Grandway Company

Il e Ny
E/NE

EZHRERBRAT
10. Guiltless International Limited 29. Mk Sivlish '
- : _ : ylish Company
2 TEHEERAT ,
. - MKz
11. Hair Beauty Pro .
B ok 30. MW Beauty Skin
= LMW
12. HK Motion 31. On Your Mark HK
N . On Your Mar
BEBEN

13. HongKong Hiocean Company Limited 32. OSIM (HK) Co Ltd

P (S E

et s Er e A ] B EB)BRAHR

14. In Time Watch (HK) Company Limited 33. Rehéf\ce Motors Ltd
HEARERRAT

REFEREB)BRAR

15. initial Fashion Company Limited 34. Tlfh Tinfdd Holdings Limited
BEZERERAT

35. Rome International Fashion Co Ltd

B ERBEEERAT

36. Siu Kee Tile Company
LA EIAT)

16. Innovative Faction Limited

17. Inter-Proxy Limited
FRBRAT

18. ipig 852 Shop
ERMEAAT

Members' Corner ‘

37. Smart Cares Limited

38. Smart Phone
BIEE

39. ST Watch Limited
FREHRBRAT

40. Take Two

41. Thai Fu Tang
RBE

42. Top Land Group Limited
EEEEBRAT

43. Watch Up Distributing HK Ltd
HAEBERAT

44. Well Fong Footwear Company Ltd
BEEEARAT

45. YATA Limited
—HABRAF

ASSOCIATE MEMBERS

AT L

1. 360 Creative Production Limited
3608 BRIFBRAR

2. ACW Distribution (HK) Limited

3. Evergo Logistics (Hong Kong) Limited
KESEEB)BRAT

4. Fung (1937) Management Limited
HER(937)EEBRAF

5. Hong Kong Green Building Council
BEBEREERS

6. Tricor Consulting Limited
SEEEABRAR

7. TT Retail Solutions Limited
RHEZERRERAT




Policies & Legislations

B Bz i
This column is to inform members and readers about the various ZAiHEERSEEMNEERERENRIHNSEXEEHENGE
legislative and industry issues that the Association has reflected & - ﬁ]ﬁﬁiiﬁﬁﬁﬁ.ﬁﬁ}iﬁﬁ?ﬁ@ﬂﬁ%% °

its views to the Government or relevant entities.
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Association's Views PACE=YZ
Please find below a list of issues which the Association has ZAR2EREEHTIZEREERNERE  FARA2EAR

contributed position papers and comments in the last quarter. e 4@t : www.hkrma. org °
Details can be found in the HKRMA website: www.hkrma.org

= Implementation of the Waste Electrical and Electronic Equipment m BEEH EESEFERLEESATE.LNER
Charging n BEEBETEATRIRRES
B EEET FREZERA) “hKEE” EERMEIE

= Review of the Statutory Minimum Wage Rate

m Consultation on Chinese Medicine Ordinance

HKRMA Functions
6 —

Date HHf  Functions JE&11EH

11/10/2018 35th Annual General Meeting and Luncheon 16/8/2018 2018 Hong Kong Awards for Industries: Customer
#EISEEEFHEASTEFERI NS Service — Panel Interview & Presentation

2018 BB L rEE: ERRYE - malarE

21/9/2018 2018 Service & Courtesy Award — Final Interview
2018 #EH RFAEEE — BRE/NHME 10/8/2018  Seminar on Faster Payment System
RES B

20/9/2018 2018 Service & Courtesy Award — Final Interview
2018 PR EE — s/ 9/8/2018 Road Map of Successful E-shop (Workshop 2)
CRRIhABIE R 3478 (TFH2)

CLOUD , sa,esPAD 10/9/2018 2018 Hong Kong Awards for Industries: Customer
e .-..,Emgﬁmeww 1. Pforince Annlals Displas Service — Final Central Judging 2/8/2018 Road Map of Successful E-shop (Workshop1-3)
| ~ ' 2018 BB T rxtE: BERY - RETE CRRIhARIE IR B =) 35 (TIFH1-3)
T— Y —r— ' & “'l- T —__
. \ L 5 6/9/2018 Build Your Brand on Social Media (Workshop 3) 27/7/2018  Retail Workshop - Time Management

Just simply = . q ﬂ EAIREIE D AR (T1E53) BE Ty - LERHEE

Drag-and-Drop i = J

- gource can be invoice, P? 30/8/2018  Build Your Brand on Social Media (Workshop 2) 20/7/2018 4 Tips to Create a Popular Branded eShop - A Low
g PO, Forms...you name it.... ' L 18 A AR BE T Al ke (T 1E52) Cost & High Return Marketing Strategy

- Scan document to TIF,PDF, JPG =" Your Sales Master AIBBITSRRT A SIS - TS A IR
- Upload to CloudCap = « =« » 4" - Manage your sales team 24/8/2018  Retail Workshop - Build Up Effective Team Spirit S RES
l— .- CloudCap captures data iRy, RN R mees, producis TETIEY - BY RBEAM BRI

0 from image ¥l . == : and K?lgia::}sand track on sa[es 20/7/2018  Retail Workshop - Design Thinking

m PNt a3 BDFE JRG, ) s 23/8/2018  Build Your Brand on Social Media (Workshop 1-3) TELY - ZAt8

CSV.or XML WS il A BN AE SR (TIE5H1-9)
) - Download resuit from & oute optamlzatlon planmng 1 - e g 17/7/2018  Seminar on Development & Opportunities in Greater
W CloudCap “; - Call workﬂow management
& - — X \ 19 73 C 17/8/2018  Retail Workshop - Master Professional Presentation Ba}/*Area N
’ \ 1 Skl”S j(f%% E%ﬁ%/ﬁ?ﬁ%&?ﬁ k*% Eﬂ: T@

Presented by mﬁ' g = - 2w BET(rY - PREROREES
> e ¥~ GREENSBOR ;' M’ - — < & "-. z - 17/8/2018  Road Map of Successful E-shop (Workshop 3) For enrollment and further details, please visit www.hkrma.org.
P — SIS . BN N O~ | (BUHBIERAR) 351 (T HERBWIR - WalHewwhkma.org -
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A member of The Lane Crawford




