
主辦機構簡介 – 香港零售管理協會 
香港零售管理協會於一九八三年由一班擁有長遠使命的零售商共同創辦。過去二十八年來，協會在促進本地

零售業發展及代表業內意見，一直扮演著重要角色；與此同時，協會透過教育、培訓及獎項等活動，

致力提升零售業的專業地位。

協會乃香港主要的零售協會，至今會員公司店舖逾六千間，僱員超過本港總零售僱員的二分一。協會亦是

泛亞太區零售商協會聯盟香港區的唯一零售協會代表，並為聯盟之創會會員之一，該聯盟的會員遍及十七

個亞太地區及國家。

查詢 
有關「2012香港工商業獎」的詳情，請瀏覽ht tp://www.hk i ndus t r yawa rd.o rg/ch i nese。如有任何查詢，�

請致電2866 8311 與褚小姐或吳小姐聯絡。
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Objectives of Customer Service Award Category 
To recognize and encourage excellence in the service industries by giving public recognition to outstanding companies.��
To promote the importance of quality service and to improve Hong Kong’s overall standard of customer service.��
To sustain and enhance Hong Kong’s competitiveness as an international service centre.��

Award Structure 
The Award Structure for the Customer Service category will consist of three levels:

1. Hong Kong Awards for Industries: Customer Service Grand Award
2. Hong Kong Awards for Industries: Customer Service Award
3. Hong Kong Awards for Industries: Customer Service Certificate of Merit

The most outstanding entry will be selected to receive the Hong Kong Awards for Industries: Customer 
Service Grand Award.

Benefits of Participation 
The companies with outstanding achievements in customer service will be recognized and publicized.��
The effectiveness of each company’s customer service improvement programme could be promoted and enhanced.��
The service level of individual companies as well as the whole service sector could be improved and enhanced.��
The award winning companies will receive extensive media coverage and recognition.��

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 became the 
only award of this kind championed by the Hong Kong SAR Government.  

The Awards Scheme covers six categories including consumer product design, machinery and 
machine tools design, customer service, innovation and creativity, productivity and quality, 
and technological achievement.  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 a diverse 
portfolio of business enterprises, including banking and finance, retail, catering, property management, public 
utilities and professional service.

Hong Kong Awards for Industries: 
Customer Service2012
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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.  
A company can take part in no more than two company-based categories in the same year. A company can ��
only submit one entry in each category.   
A �� Grand Award winner of one year will not be considered for any award in the same category in the following 
two rounds.  For example, the Grand Award winner of 2009 & 2011 will not be considered for any award in the 
same category in 2012.   
A �� Category Award or Certificate of Merit winner of one year, when participating in the same category in the 
following two rounds, will only be considered for a higher level award. (The Category Award or Certificate of 
Merit winners of 2009 & 2011 will only be considered for a higher level award in the same category in 2012.)  
Any company with identical or the same first eight digits in its Business Registration number as a past Award ��
winner or Certificate of Merit winner will be regarded as the same company as that past winner.
Grand Award and Category Award will be considered on the basis of a company, or a particular division of a ��
company, rather than a project.
Certificate of Merit might be considered for a project but the project should be implemented on a longer term ��
basis (say a year). 
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.

Judging Procedure 
Participating companies are assessed by Judging Panels in Phase 1 & Phase II formed by the Association. Shortlisted 
companies from Phase II will then be nominated to the Final Judging Panel for final assessment.

 Phase I:  Initial Screening 

1.	 Assessment on Customer Service Proposal 

	 Participating companies will be 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.  Customer Service Proposal will be assessed according to the following criteria:

Objectives��
Rationale of the proposal��
Overall strategy��
Implementation��
Creativity��
Measurement system��
Results / Effectiveness as measured against the objectives��
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2.	 Mystery Shoppers Assessment 

	 Participating companies will be assessed on their service standards through random visits conducted by the 
organizer’s mystery shoppers to the outlets or external customer service channels.  Companies being visited 
will be assessed according to the following service criteria:

Staff appearance ��
Store / Service area housekeeping ��
Greeting & approaching customers��
Staff assistance��
Staff attitude & proactiveness��
Product / Service knowledge��
Till service / Customers leaving��
After sales service��  

The Customer Service Proposal and the Mystery Shoppers Assessment complement each other. The proposal, 
which contributing 70% of the total weighting in Phase I, aims at reviewing participating company’s theoretical 
approach towards improving customer service. The mystery shoppers assessment, which contributing 30% of 
the total weighting, reviews the implementation, monitoring and delivery of such initiatives on a front-line/practical 
level, hence in gauging its effectiveness.

 Phase II:  Interview 

Participating companies will be invited to conduct a verbal presentation of their proposals to a preliminary 
assessment judging panel to be formed by the Association.  In the case where there is an overwhelming response 
to the number of entries received, companies with higher scores will be short listed to attend the interview.

 Phase III:  Final Judging 

Companies with the highest combined scores from Phases I & Phases II will be nominated to the Final Judging Panel for 
final assessment. Company with the highest score will be nominated for the “Hong Kong Awards for Industries: 
Customer Service Grand Award”.  The runners-up will receive the “Hong Kong Awards for Industries: Customer 
Service Award”. The Association may also choose to award outstanding participating companies to receive the “Hong 
Kong Awards for Industries: Customer Service Certificate of Merit”.

The Judging Panel may decide to withhold an award for this category if, in its opinion, none of the entries qualify for 
the Award.  All decisions made by the Final Judging Panel are final. 

Guidelines on Proposal 
The Customer Service Proposal should be an Executive Summary of the customer service programme, 
written in English or Chinese with total pages NOT EXCEEDING 3 typed A4 pages (the 3 pages do 
not include illustrative photos, diagrams or visual items which could be submitted as appendix not exceeding 20 
A4 pages.)  Kindly note that a proposal with more than 3 typed A4 pages may be returned to the participating 
company.  

Important Notes:
The proposal should cover existing customer service programme(s) which has / have been launched. It ��
should highlight customer service initiatives and not products or services offered for sale.  

Companies who have participated in the Award in the past are most welcome to participate again.   ��
However, these companies are requested to submit a new Customer Service Proposal. Previously 
submitted proposals cannot be resubmitted.  

The proposal should highlight the key points in the customer service programme(s) while the background / ��
introduction of the company could be in brief, for example to highlight the core services.  

All customer service programme(s) mentioned in the proposal, should include a measurement system ��
pertaining to how the company measures the programme’s effectiveness. 
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Participation Fee  
No participation fee is required.
(For businesses requiring transactions / purchases such as fast-food outlets, restaurants, cinemas etc., participating 
companies will be requested to provide the Association with cash allowance in order for the Association to conduct 
mystery shoppers assessment.  The amount of cash allowance will depend on the number of visits to be performed 
and the cost of the participating company's product/ service.  The Association will discuss with individual participating 
company upon receipt of the enrolment form.)

Enrollment  
Participating companies should complete the Entry Form and return it along with 6 copies of the Customer Service 
Proposal, by hand/mail on or before Friday, 17 February 2012 to the following address: 

(Additional entry forms are available from the Association.)

Confidentiality 
All information received from individual participating companies and data obtained during assessment will be kept confidential.

Recognition and Awards Presentation 
A series of publicity activities have been planned throughout the year to feature the Awards.  An Awards 
Presentation Ceremony will be held in August 2012 to feature this year’s award winners.

Winners of the Customer Service category of the year will be posted on the Association's website.  For the result 
of 2011, please visit http://www.hkrma.org/hkai

Deadline 
The deadline for submission of entries falls on Friday, 17 February 2012.  All late entries will not be accepted.

About the Organizer – HKRMA
The Hong Kong Retail Management Association (HKRMA) was founded in 1983 by a group of visionary retailers 
with a long-term mission to promote Hong Kong's retail industry and to present a unified voice on issues that affect 
all retailers.  Established for 28 years, the Association has been playing a vital role in representing the trade, and 
raising the status and professionalism of retailing through awards, education and training.

Today, HKRMA is the leading retail association in Hong Kong with membership covering more than 6,000 retail 
outlets and employing over half of the local retail workforce.  HKRMA is one of the founding members of the 
Federation of Asia-Pacific Retailers Associations (FAPRA) and is the only representing organization from Hong Kong.  
FAPRA members cover 17 Asian Pacific countries and regions.

Enquiries 
Please visit http://www.hkindustryaward.org for details of the 2012 Hong Kong Awards for Industries.  For enquiry, 
please contact Ms. Column Chu or Ms. Peggy Ng of the Association at 2866 8311.  

10/F., First Commercial Building, 33-35 Leighton Road, Causeway Bay, Hong Kong
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To:

請填妥以下各部份:

第 1 部份 / SECTION 1
公司名稱 : 

Company Name: 

公司主要行政人員或代表之名稱 : 

(代表人員職位 :                                                                                                                         

Name of Chief Executive or representative of company:

(Position of representative:  

地址 : 

Address:

電話 Tel:		  電郵 / 傳真 Email / Fax:

商業登記號碼 Business Registration No: 

聯絡人姓名 : 	 職位 :

Contact Person: 	 Title:

電郵 Email:

電話 Tel: 	 傳真 Fax:

備註 Remark:

請填妥此表格連同一式6份的「顧客服務計劃書」，於2012年2月17日或以前，郵寄或�

送交本協會。�
Please complete this Entry Form and return it along with 6 copies of the Customer Service Proposal, by hand/

mail on or before Friday, 17 February 2012.

參加表格 Entry Form
截止日期 Deadline：17 - 2 - 2012 

香港銅鑼灣禮頓道33-35號第一商業大廈10樓
10/F., First Commercial Building, 33-35 Leighton Road, Causeway Bay, Hong Kong.
電話 Tel: (852) 2866 8311     傳真 Fax: (852) 2866 8380     網址 Website: www.hkrma.org
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第 2 部份 / SECTION 2

1.	 參賽單位名稱(公司名稱 / 品牌名稱 / 顧客服務中心) : 

	 Participating Name (Company Name / Brand Name / Service Outlet(s)) :

3.	 參賽公司店舖或顧客服務中心數目 Number of Outlets / Service centres of Participating Company:

**請附上一份有關貴公司最新的店舖或顧客服務中心的名單，列明其所屬地址、電話及辦公/服務時間。 另請列明店舖或顧客
服務中心之繁忙及非繁忙時間。�
**Please attach an up-to-date  list of your outlets / service centres, including address, telephone numbers and trading/servicing hours.  Please also specify the peak 
and non-peak hours of your outlets / service centres.

4.	 僱員人數 Number of Employees:

5.	 服務性質 [如零售、餐飲、銀行] Nature of Service (e.g. Retail, Cathering, Banking):

6.	 產品/ 服務類別 [如時裝、珠寶] Type of Products/ Services (e.g. Fashion, Jewellery):

7.	 請說明貴公司產品種類 [如適用] Please specify your company’s product lines (if applicable):

8.	 顧客服務計劃之名稱 :

	 Name of your Customer Service Programme:

9.	 請用4-6點簡述貴公司之顧客服務計劃之要點 :

	 Please summarize your customer service proposal in 4-6 key points:

聲明 Declaration: 

本人 / 本公司同意遵守所有有關這個獎項的規則，及所有由主辦機構和評審團對「2012香港工商業獎: 顧客服務」 �

一切有關事宜之最終決定。
I hereby agree to abide by all the rules and regulations of the Award and agree that all decisions made by the Organizer and by the panel of judges 
are final and binding in all respects and matters relating to the 2012 Hong Kong Awards for Industries: Customer Service.

簽署 Signature: 	 日期 Date: 

簽署人姓名 Signed by: 

如適用者，請填妥這部份 Please complete this section if applicable:

1.	 母公司或集團公司之名稱�
Name of Parent Company or Holding Company: 

2.	 貴集團公司擁有店舖或顧客服務中心之總數目�
Total Number of Outlets Operated by Your Group of Companies: 

4.	 整個集團之總僱員人數�
Total Number of Employees (for whole Group): 





10/F., First Commercial Building, 

33-35 Leighton Road, Causeway Bay, Hong Kong

香港銅鑼灣禮頓道33-35號第一商業大廈10樓

Tel電話: (852) 2866 8311    

Fax傳真: (852) 2866 8380    

Website網址: www.hkrma.org


