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HONG KONG AWARDS FOR INDUSTRIES: CUSTOMER SERVICE

2 01 2 Hong Kong Awards for Industries:
Customer Service

Objectives of Customer Service Award Category

» fo recognize and encourage excellence in the service industries by giving public recognition to outstanding companies.
= Jo promote the importance of quality service and to improve Hong Kong's overall standard of customer service.

= o 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:
|. 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.

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

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 & 201 | 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 & 201 | 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 | & Phase Il formed by the Association. Shortlisted
companies from Phase Il will then be nominated to the Final Judging Panel for final assessment.

} Phase I: Initial Screening

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:

= Obijectives

= Rationale of the proposal
®  Overall strategy

" |mplementation

" 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

B 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 |, 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.

P Phase IlI: Final Judging

Companies with the highest combined scores from Phases | & Phases Il 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.

m 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 Eriday, 17 February 2012 to the following address:

HONG KONG
RETAIL MANAGEMENT
ASSOCIATION

HEEFHETME G

| O/F, First Commercial Building, 33-35 Leighton Road, Causeway Bay, Hong Kong

(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:/Mmww.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 retall
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 |7 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 831 |.
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HONG KONG
RETAIL MANAGEMENT ASSOCIATION

HEFHEAG G

BE IR Customer Service

Z 3R 4E Entry Form

#IFHEA Deadline : 17-2-2012

HONG KONG
To: RETAIL MANAGEMENT
: ASSOCIATION

HEEEHTMEG

B INIRAIEIBE33-35RE I EAEI 08
I0/F, First Commercial Building, 33-35 Leighton Road, Causeway Bay, Hong Kong.

E&E Tel: (852) 2866 8311 {&E Fax: (852) 2866 8380  #¥1IE Website: www.hkrma.org

WRIRELUTEEG:

% 1 %43 / SECTION 1

NCIEZY N

Company Name:

NEEBITHAESRK 22

(RERABRA:

Name of Chief Executive or representative of company:

(Position of representative:

HiIE
Address:
T Tel BES / HE Email / Fax:

I ZEE 095 Business Registration No:

B AR A
Contact Person: Title:

B &L Email:

Bah Tel: {EH Fax:

fiis¥ Remark:

ZIHREER 6B "BERBEFEE, - R2012F2R17ALIE  EEF
Lx$%%°
Please complete this Entry Form and return it along with 6 copies of the Customer Service Proposal, by hand/
mail on or before Friday, |7 February 2012.
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| SEELER(AAER/ BEEH  EERETL)

N

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

3. 2ENREHIEERFET/CEE Number of Outlets / Service centres of Participating Company:

N

M E—1 BB AL\ AR A SR AR O RS B SIBTEATBRAL ~ AR RIFL/ IRIEOFIE o 2538 5Bk A SRR
RO EICRIFEIT IR

**Please attach an up-to-date |ist 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. {28 A Number of Employees:

5 IREME [ZIFTE -~ 8k ~ §81T] Nature of Service (e.g. Retail, Cathering, Banking):

6. Em/ RIELER [2NRFEE ~ BREE] Type of Products/ Services (e.g. Fashion, Jewellery):

7. BB AR EMIES 208 A Please specify your company’s product lines (if applicable):

8. ERMHHEZAE:

Name of your Customer Service Programme:

9. FR4-cHHAENT ZBERERBFTEIER

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

E2BH Declaration:

AN AABRRETIEBBERERIARNRR - RATEREWEBMFEERY 201258 TS BERY .
—IEBSEEIRRRE -

| 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.

252 Signature: H & Date:

2E A4 Signed by:

yﬂﬁm% ’ %’Eiﬁﬂﬁﬁﬂﬁ Please complete this section if applicable:
1. BARSERARZ A

Name of Parent Company or Holding Company:

2. BERENRBAEHIERERBTOZRHE
Total Number of Outlets Operated by Your Group of Companies:

4. BESEZREEAR

Total Number of Employees (for whole Group):
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HONG KONG 10/F., First Commercial Building,
RETAIL MANAGEMENT 33-35 Leighton Road, Causeway Bay, Hong Kong

ASSOCIATION
E SRR IEIRE33-35 S T EAE 1012

HETHEMG G Tel B35 (852) 2866 8311

Fax{2E: (852) 2866 8380
Website4g1k: www.hkrma.org
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