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Hong Kong Awards For Industries: Customer Service 2023-24

Message from the Chairman of
the Hong Kong Retail Management Association

AT ISR

The Hong Kong Awards for Industries (HKAI) is championed by the HKSAR Government and
the Hong Kong Retail Management Association is honored to be the organizer of the Customer

Service category since its launch in 1997. The awards have garnered participation from a diverse
array of service sectors, including retail, finance and banking, catering, property management,
telecommunications, tourism, healthcare and professional services.

In recent years, Hong Kong's business environment has undergone dramatic changes, particularly
in consumer spending patterns and service demands. Despite these challenges, | am pleased
to see that many participating companies have demonstrated boldness in embracing innovation

and transformation. They have transcended traditional frameworks and adopted flexible

approaches that prioritize customer needs, often going the extra mile. Initiatives such as providing

professional healthcare knowledge, offering value-added services and harnessing technology to
enhance customer interaction and responsiveness have indeed underscored their commitment to excellence. The spirit of innovation
and transformation demonstrated by the participating companies, along with their myriad novel ideas, is truly commendable and serves
as exemplary best practices for the industry.

Quality service has always been a cornerstone of Hong Kong's competitive edge and one of our deep-rooted core values. In the face of
intense competition, maintaining this competitive advantage is particularly essential. | encourage all sectors to intensify their efforts and
unleash their creativity in offering exceptional and unique shopping experiences for customers. By working together, we can elevate the
quality of our service industries, strengthen our competitive advantages and enhance Hong Kong's brand reputation. This collaborative
effort will undoubtedly make a significant contribution to Hong Kong's long-term economic development.

On behalf of the Association, | extend my heartfelt thanks to the judging panel for their support and contributions, and | congratulate all
winners of the Customer Service award category.
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Hong Kong Awards for Industries: Grand Award Winner
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Watsons Hong Kong

Watsons is the leading O+O (Offline plus Online) health
and beauty retailer in Asia. Watsons operates around
180 stores in Hong Kong and Macau, of which around
60 stores have in-store pharmacies. Watsons Hong Kong
has a professional team that includes pharmacist, dietician,
Chinese medicine practitioner, health advisor, beauty artist
and nurse. They are dedicated to providing personalised
advice in health, beauty and personal care on top of its
market-leading product range, serving various needs of
our customers.

Through the newly launched HealthQ Stations and mobile
health stations, Watsons’ professional health team visits
different districts across Hong Kong to provide customers
with vaccination and body check consultation service
as well as free health assessments and consultations,
committed to helping everyone to stay healthy.

Watsons also leverages retail technology, such as Artificial
Intelligence, to offer personalized beauty and health
advice, while promoting sustainability as a leading retailer
in Hong Kong in launching comprehensive recycling
programmes, to encourage a more healthy and better
lifestyle. We place great importance on staff training,
continuously enhancing our professional health and
beauty services, making customers LOOK GOOD, DO
GOOD, FEEL GREAT every day.
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H Properties Management (H.K.) Company Ltd. - Infinitus Plaza
RORTH(FTR)ARLF - ERERE

Infinitus Plaza is a unique office and
retail complex that connects to iconic
landmarks in core Central, offering a
diverse experience of customer service,
convenience, and sustainability.

More than just a Grade-A commercial
building, it serves as a shared space for
people and pets. To foster a happier work
environment, we have created a tenant-
exclusive space called “Happy Moment,”
offering free access to gym, massage chairs,
and workshops, which energizes the entire
tenants’ community.

Property management team are our
"Happiness Ambassadors," leveraging their
skills and experience to deliver exceptional
service that exceeds customer expectations.
Through our customer first approach to
property management, we aim to positively
impact the lives of all stakeholders.
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Kai Shing Management Services Limited -
Millennium City 1,2,3 & 6 Management Services Office
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Millennium City I, 2, 3 and 6 in Kwun Tong,
developed by Sun Hung Kai Properties
Limited, are grade-A office buildings
managed by Kai Shing Management
Services Limited.

Our goal is to maintain our office buildings
as the most distinguish business hub
in Kowloon East. We strive to provide
professional and innovative services, which
g0 beyond the expectation of our building
users. We also emphasis on staff training
and technology to keep up the service
standard. The award from the “Hong Kong
Awards of Industries: Customer Service”
is undoubtedly an affirmation of our team
efforts and exemplary performance in
property management.

KAI SHING

MANAGEMENT SERVICES
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Member of Sun Hung Kai Properties Group
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Quality HealthCare Medical Services Limited -

Customer Services
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Rooted in Hong Kong since 1868, Quality HealthCare Medical Services
(QHMS) has been dedicated to delivering customer-centric healthcare for
over 150 years. From appointment scheduling to follow-up care, our team
provides attentive, efficient support with 24-hour hotline assistance and
omnichannel services to ensure seamless care.

In response to the growing digitalisation of healthcare, QHMS has
embraced new technologies, offering convenient access to medical
information and services through the QHMS app, customer service hotline,
and other digital platforms. By integrating online and offline healthcare
solutions, we enhance both efficiency and the overall customer experience,
combining innovative technology with compassionate care, while upholding
our commitment to excellence.
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\ Sino Estates Management Limited - Olympian City
/ EHNYMREEBRLT - RigR

Olympian City - A family-friendly shopping mall

Olympian City, located in the heart of West Kowloon, comprising 800,000
square feet of retail space, housing over 250 shops and 70 dining options.

As a family-friendly shopping mall, Olympian City not only offers an

enjoyable shopping experience but also regularly hosts a variety of family
activities. The “OC STEM Lab” provides a range of STEM courses for

children and teenagers. We gather customer feedback through multiple E;sgihjz B % JTE.'ﬂZ %{E%%%i%

channels to better understand their needs, enabling us to continuously

1A

enhance service quality and uphold our commitment to a “customer first” BN ERAEROESE  EEBEESET
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CSL Mobile Limited - Corporate Account Services
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IO 1O Corporate Solutions is a total ICT solution provider for
enterprises. We offer 5G+ technology industry solutions and
enterprise mobility solutions which include 5G voice/data, roaming,
| -card-2-number, Tiantong satellite service, Al mobile devices and
more, optimising business communication and operation.

Our customer service philosophy is centred on delivering a holistic
approach to customers' needs and expectations. We strive to provide
exceptional service quality and ensure an outstanding customer
experience. We achieve these with extended accessibility, prompt
responsiveness and continuous enhancement in service digitalisation.

Because “We Are The Standard”
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Hong Kong Productivity Council -

Government Funding Scheme Management Centre hkp s S

FREENRER - RFEMHBEEH

About HKPC Government Funding Scheme Management Centre

The HKSAR Government has launched multiple funding
schemes to promote and support the development of various
industries and enterprises in Hong Kong. HKPC serves as
implementer of 10 Government funding schemes, supporting
Small and Medium Enterprises (SMEs) in Hong Kong and
encouraging different industries to utilise Government funding
schemes for upgrading and transformation. Government
Funding Scheme Management Centre has launched several

digital measures to enhance the user experience of applicants, including the “Biz Expands Easy (BEE)”,
consolidating 28 Government funding information; the “BEE ePass” service to optimise the funding application process and provide a
convenient application channel and expedite the approval process. enabling more enterprises to utilise funding on business development.

a one-stop online platform
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K.S. Sze & Sons Ltd K ﬁ
EEXREFRALFA

K.S.SZE & SONS

Est.1923

Legendary brand, K.S. Sze & Sons Jewels celebrates |01
years in 2024. Founded in 1923 in Shanghai, K.S. Sze &
Sons Jewels is the longest-running business in the history
of Mandarin Oriental, Hong Kong. Over the years, the
family-owned company has been known for its goodwill
and support of the world's jewellery sector, welcoming
collaborations with renowned global brands and up-and-
coming talent. Its enduring presence in Hong Kong has
earned the loyalty of international celebrities and royalty
to clients who return from generation to generation.
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Meiriki Japan Company Limited H 1t on ﬂ
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Served Hong Kong for over 27 years, Meiriki Japan dedicated
on introducing premium quality, safe, effective and natural health
supplements, and becoming the leading choice for customers
in Hong Kong. Committed to providing professional services
and high-quality products with care, we strive to safeguard the
physical and mental health of customers and their families. With
"Exceeding Your Expectations" as the core value of our supreme
services, we established a pioneering team of professional family
nutritionists to support clients' health, fostering connections within
the community through love.
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Ngong Ping 360 Limited EBNGONG
BF360H A wPING 360

As an important tourist attraction located on Lantau Island in Hong Kong, Ngong
Ping 360 offers an exciting opportunity for guests to experience a unique natural and
cultural experience. The Ngong Ping Cable Car stretches 5.7 km from Tung Chung to
Ngong Ping. Guests can visit the Chinese architecturally designed Ngong Ping Village,
where they can enjoy a wide range of dining, shopping and entertainment options and
culturally themed attractions, including Motion 360 and Cable Car Discovery Centre.
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Optical 88 Limited
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OPTICAL 88 always provides high-quality prescription
glasses and eye care services with professional
and reliable service. After the establishment of the
Professional Eyecare Centre, we extend our eyecare
services to ophthalmology diagnosis and treatments,
providing the public with one-stop eye care
management. At the same time, we provide hearing
care services, including hearing assessment and hearing
aid fitting to realize the concept of helping people "See
and Hear the Truth". We cultivate talents to become
professionals and are committed to protecting the
audio-visual health of the public.
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PARKnSHOP

BEBRTS

Established in 1972, PARKhSHOP is Hong Kong's leading O+O
supermarket chain, operating around 250 stores in Hong Kong
and Macau. We continue innovating to provide the best value,
product selection, freshness, and convenience through our
eShop and mobile app as we live by our brand promise -“BEST,
EASY, VALUE"

PARKNSHOP pioneered Hong Kong's first MoneyBack rewards
program, offering customers exclusive discounts, bonus points,
and premium redemptions. Our retail foresight and management
have been widely recognized with numerous industry and
consumer awards.
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Sun Hung Kai Real Estate Agency Ltd - Landmark North J:7}{ " ’#iEI
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LANDMARK NORTH
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Landmark North is managed by Kai Shing Management Services Limited, a subsidiary
of Sun Hung Kai Properties. The mall offers over 60 thoughtful customer services and
has set up a "Care Counter" at the Customer Service Center to assist customers in
need. At the same time, the team understands the needs of pet owners and provides
I e a variety of pet-friendly facilities and services, making it the first pet-friendly mall in the
e L —— North District. This allows customers to enjoy the highest quality of service and feel
e ' the warmth of a "home".
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2023-24 Hong Kong Awards for Industries

(Upgrading and Transformation, Customer Service and Innovation and Creativity)
Final Judging Panel
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Introduction of the Award

EBIEER

The Hong Kong Awards for Industry and the Hong Kong Awards for Services
were established in 1989 and 1997 respectively to recognize and encourage
excellence as well as to promote successful practices and strategies in different
aspects of industrial and service performance. A milestone was reached in 2005
with the merging of the two Awards Schemes into the "Hong Kong Awards for
Industries”, and championed by the HKSAR Government.

The Awards Scheme covers five categories including consumer product design,
customer service, equipment and machinery design, innovation and creativity, and
upgrading and transformation. Each award category is organized by one leading
organiser.

The Hong Kong Retail Management Association is proud to be the leading organizer for
the award category on “Customer Service”. Over the years, our category has received
keen participation from companies of a diverse portfolio of business sectors, including
retailing, banking and finance, banquet and wedding planning, catering, property
management, storage service, telecommunication and various service providers.

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

public recognition to outstanding companies.

m To promote the importance of quality service and to improve Hong Kong’s
overall standard of customer service.

m o sustain and enhance Hong Kong’s competitiveness as an international
service centre.

Award Structure

The Award consists of three levels:

| . Hong Kong Awards for Industries: Customer Service Grand Award
2. Hong Kong Awards for Industries: Customer Service Award

3. Hong Kong Awards for Industries: Customer Service Certificate of Merit

Benefits of Participation
B The companies with outstanding achievements in customer service will be

recognized and publicized.

m The effectiveness of each company’s customer service improvement
programme could be promoted and enhanced.

B The service level of individual companies as well as the whole service sector
could be improved and enhanced.

m The award winning companies will receive extensive media coverage and
recognition.

RIS
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Hong Kong Awards For Industries: Customer Service 2023-24

Eligibility

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.

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

To enable on-site mystery shoppers assessment by the organizer to form part of
the judging, participating companies should either have a retail or service outlet,
or an external customer service channel where the organizer could perform such
mystery assessment.

In terms of selecting winners, the decision of the Final Judging Panel is final. The
Organizer however reserves the right to disqualify any winner and to withdraw or
revoke any award so granted, without entitling the winner to any compensation
therefor.

For details, please contact the Association.

Enquiry &3

TEL 5% © 2866 831 |

FAX 5 E : 2866 8380

WEBSITE #4834 : hkai.hkrma.org

z
|

BRSEEREMAR

BEMR
PRECITEBFT / BN - B AR LERHH

TEEHTE2EER - CERAUREHE
BERIMEFITTAIRE -

SBERBEBERNEBRMR -

DERBUARERBUETERESE
BETEEH BERETOHEING
BEPRIERE - ET MBI [0
BE | Rahe e TR -

BWERSREMS  ZRIBEZESH
BRERTENED - THEBITIRE
M ATBUBREENER - KRBk
BHER D BEENEEMERE 7158
E R R ERRER o

AR EER -



2023-24FB T %E  BERS

Hong Kong Awards for Industries: Customer Service Leading Organiser
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Hong Kong Retail Management Association

HKRMA sgssgnine

The Hong Kong Retail Management Association (HKRMA) was founded in 1983 E/%$%§IET$§EQ1983¢EE_ﬁ%ﬁﬁﬁﬁ
by a group of visionary retailers with a long-term mission to promote Hong Kong's ~ an ) E R HRIAIHE - KT 41F AR - KA
retail industry and to present a unified voice on issues that affect all retailers.  fF{REAMETELERERRERAS A E -
Established for 41 years, the Association has been playing a vital role in representing —E#HEZEEME ; EHIFREE  AH2FEB
the trade, and raising the status and professionalism of retailing through awards, — #% & « £23)| & SIHZEE) - B IR TS E M

education and training. BT o

Today, HKRMA is the leading retail association in Hong Kong with membership ABENEEEENTEHET  =5EEAF
covering more than 8,000 retail outlets and employing over half of the local retalil J& #53818,0000] * BB EH {5$/%/ﬁ'@ E’%ﬁéﬁ;@
workforce. HKRMA is one of the founding members of the Federation of Asia- FeoABpETEZEARTERHESHBERE
Pacific Retailers Associations (FAPRA) established in 1989. Currently, members of ~EBHIE—ZFEHENEK L RMBLAEE8 2
FAPRA cover |8 countries/regions in the Asia Pacific with each being represented by ~— — * FZBBREYE B iR K2 18{Ezp A2 R B o

the key retail association.
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Our Mission B RREAES HTEEFEINEET W
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m o present a unified voice on behalf of the retail industry with regard to policy
and advocating on issues that affect retailers. B EBRHE  EYIRERIEE BATEEN
BEMA o

B o raise the status and professionalism of retailing through education and training.
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The Hong Kong Retail Management Association is being recognized as the leading EETEEEHE %ﬁ%@ﬁ%ﬁq?ﬂi:lﬂh

organization representing retail and the body to be consulted on industry related issues. Eﬂ%% WRERFREINFBARETER
BB ©

HKRMA also makes regular submissions to the Government on behalf of its EA%RMKE Ao TRy eTEYySs

members on issues that affect the retail industry and continues to initiate discussions TREE  MEFRREE - 1 ﬂﬁﬁi@,

with members on major policies to ensure that their interests are being heard. ST R A S - LIRSS B o

Online and Offline Awards Q20 2% 3218
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HKRMA

7/F., First Commercial Building, 33-35 Leighton Road, Causeway Bay, Hong Kong
BB FIE33-355R E X RETIE

TelE 5 ¢ (852) 2866 831 |

Fax{EH : (852) 2866 8380

Website#f11E : www.hkrma.org




