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The Hong Kong Retall Management Association
EETEERHE

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 36 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 9,000 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) 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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Mission and Representation {##p &R T

Our Mission

AP Eap

e To present a unified voice on behalf of the retail industry
with regard to policy and advocating on issues that affect
retailers.

e 7o raise the status and professionalism of retailing through
education and training.
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Our Representation

AP R E

The Hong Kong Retail Management Association is being
recognized as the leading organization representing retail and
the body to be consulted on industry related issues. HKRMA
also makes regular submissions to the Government on behalf
of its members on issues that affect the retail industry and
continues to initiate discussions with members on major policies
to ensure that their interests are being heard.
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2016

* Workshop on The Essential Elements to Digital Marketing 3
THES- B RTHERAPIRR

® Shanghai x Hangzhou Study Tour on Smart Retail 2018
LExM ESTEMRZE 2018

® Workshop on Handling Customer Complaints

TR - EERERHFRD

® Google Free Workshop 1 - The Power of Big Data to Lead Your Business
Google® & TEH1

® Google Free Workshop 2 - Improve Customer Experience with Machine Learning
Google% B TF52

¢ 35th Annual General Meeting and Luncheon

FBEAFAGEFEAMANE

® “Reinventing Customer Experience with Smart Technology” Workshop and Solutions Showcase

[EHESNR E2RERFRR] REETRRRA

¢ Seminar on Energy Saving Tips in Retail Shops

(REERDHETR) BE

® 2018 Retail Excellence Award Open Presentation Seminar

2018 BRI RB AR ARRHERE

2079

January —H February —_H March =H

nnual General Meeting
Luncheon

11 October 2018




Year at a Glance 2 E 58— &

December +_H

® Workshop Master the Art of Selling Workshop
T - ERSHERTD

* Workshop on Consultative Selling Skills Workshop
T - BAS#HERD

April IR




@ HKRMA Keynote Luncheon

Hong Kong Retail Summit O 7 ik e o
M EE = 2 / 28 2~ s =
HETESIES 2 - 2 3 it B

® Briefing Seminar on 2019 Hong Kong Awards for Industries: Customer Service

2019 BRIHXER - BERBREENE

® Visit Tour to HKTV Mall
HKTVmall 28R

* Workshop on Quality E-shop Recognition Scheme
SBRER BRI

® 2019 Service & Courtesy Award Briefing Seminar
20198 R REN &

® 2019 Hong Kong Retail Summit
2019 EREERKS

* Workshop on Communication & Selling

RETHY - BRREHE

* Retail Executive Series — Personalized Presentation Skill 1-3

RETHRARBAREBERS - EHRERITIIRIE 1-3

® Taxation of the Digital Economy in Mainland China and Hong Kong

BREBTETHE - PEREE

August /\H

10



Retail CEO Get-Together - Visit Tour to HKTVmall and Networking Luncheon
ZECEORME - 2BHKTVmal R FEE

2019 Service & Courtesy Award Orientation
2019 LRI HOHE

Workshop on Consultative Selling Skills
TR - BRAAHERD

Retail Executive Series - Personalized Presentation Skill 2

RETBRARBARERY - BHRRERITIEHIE 2

Smart Retailing Conference I: ePayment, Security & Fulfillment
BRTEMNE BTN R2RETRS

Google Free Marketing Workshop 2 - Demystifying Data-driven
Marketing
Googleﬁ,ﬁlﬂifﬁ 2 - BY{RIF AR L 8

Workshop on Effective Handling of Emergency Situations

TS - MAERBERE SR

Retail Executive Series - Social Media Marketing Course 2

RETRARRY - H XBWEHRE 2

Smart Retailing Conference Il - Deliver Truly Customer-Centric
Digital Marketing and SHOPLINE X HKRMA Quality E-Shop
Competition 2019 Award Presentation

ERTEMAE2 - UREHUERE B 2019 SHOPLINE X
HKRVABE 4L BRR 8

C NFERENCE ]

Year at a Glance 2 F 58— &
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The Hon. Mrs. Carrie Lam Cheng Yuet Ngor, GBM, GBS
PREB B 1 2

Chief Executive of the HKSAR
EBEITHETHRREE
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Congratulatory Messages 2

The Hon. Matthew Cheung Kin Chung, GBM, GBS, JP
REREE

Chief Secretary for Administration
B#EER
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The Hon. Paul Chan Mo Po, GBM, GBS, MH, JP
BRI e £

Financial Secretary
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Mr. Tan Tie Niu S ﬁ %
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Deputy Director &
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Secretary for the Environment
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Congratulatory Messages 25 &f

Dr. the Hon. Law Chi Kwong, GBS, JP

Secretary for Labour & Welfare
ZIREBANRBER
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The Hon. John Lee Ka Chiu, SBS, PDSM, JP
ZREEE

Secretary for Security
RZBB/EER
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The Hon. Edward Yau Tang Wah, GBS, JP
ERRgEE 4

Secretary for Commerce & Economic Development
BEREBERBRR
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Mr. Nicholas W. Yang, GBS, JP
BEERE

Secretary for Innovation and Technology
AR ERERE
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The Hon. Peter Shiu Ka Fai
S RS

Legislative Councillor (Wholesale & Retail)
NEEREHBEREE)



Congratulatory Messages 25 &f
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Dr. Y K Pang, GBS JP
ERERT
Chairman

Hong Kong Tourism Board
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Mr. Aron Harilela

Chairman

Hong Kong General Chamber of Commerce
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On behalf of the Hong Kong General Chamber of Commerce, | would
like to congratulate the Hong Kong Retail Management Association
(HKRMA) on its 36th Anniversary.

Since the HKRMA was founded in 1983, it has been dedicated to
promoting Hong Kong’s retail sector and finding solutions to the issues
that affect the industry.

To fulfil its aims, the Association organizes training sessions and also
enhances the level of proficiency among retail staff through professional
education. Thanks to this training, retail professionals in Hong Kong
have been able to hone their skills and become better equipped to
tackle the day-to-day challenges they face in their business. The
Association’s work plays an important role in maintaining Hong Kong’s
reputation around the world as a shopping paradise.

| would like to express my sincere appreciation to the HKRMA for its
dedication to achieving excellence, and wish the Association great
success in the years ahead.

<~

Ir. Kwong Ching Wai Alkin, JP
BIEETREMAFHL
Chairman

Employers' Federation of Hong Kong
BEREXTHESERE
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Congratulatory Messages 25 &f

Dr. Daniel Yip
EhERL
Chairman

Federation of Hong Kong Industries
BERITEMESIE

On behalf of the Chinese Manufacturers’ Association of Hong
Kong, | would like to extend my sincere appreciation to the Hong
Kong Retail Management Association (HKRMA) for its enduring
contribution to our society.

Hong Kong’s retail industry is instrumental to the city’s economy,
employing more than 250,000 people and contributing about
4 percent to GDP. Over recent decades, HKRMA has firmly
established itself as the frontrunner in the field, and has been
working hard to raise the profile of retailing in Hong Kong.

A number of external and internal uncertainties are clouding the
retail outlook in the year ahead. As the voice of the industry and
being one of the most influential business organisations in Hong
Kong, the HKRMA carries the huge responsibilities to reinvigorate
the retail sector in turbulent times. | wish the association every
success in its future endeavors.
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Dr. Dennis Ng, BBS, MH
REEEL

President

The Chinese Manufacturers’
Association of Hong Kong
EBPERFHSEER
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Organizational Structure
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Board of
Directors

Mrs. Annie Yau Tse
Current Chairman

Mr. Thomson Cheng
Chairman (2015-2018)

S Ms. Caroline Mak, JP
ﬂ Chairman (2008-2015)




Organizational Structure 15 & 28 1%

Mr. Bankee Kwan, JP
Chairman (2004-2008)

Mr. Philip Ma
Chairman (1996-2000)

Mr. Yu Pang Chun, SBS, JP
Chairman (2000-2004)

Mr. Rodney Miles
Chairman (1993-1996)
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Executive Committee 2018-2020
ML=

Chairman /&

Mrs. Annie Yau Tse
HEBL BT

Chairman & CEO

Tse Sui Luen Jewellery (International) Ltd
BB E (B ER AR
ERRITHER

Vice-Chairman Bl EE

Ms. Janis Tam

iRt

Managing Director
Swire Resources Ltd

Ms. Malina Ngai, JP
XL

Group Chief Operating Officer
A.S. Watson & Co Ltd

BERERATF KEEFRERAA
SEEFEERE BExagm

Executive Committee Members $1Z€K &

Mr. Alan Chan'
BRig MR A

Chief Executive

Pizza Hut Hong Kong Management Ltd
BERVBEEEERAR

THAR

Ms. Clarice Au
BEXELT

Managing Director
Fortress

Mr. Calvin Chan
BRRELE

Chairman & CEO

Catalo Natural Health Foods Ltd
ZEZREREE
FRERITBER

Mr. Andrew Chan
BREARTE

Managing Director
YGM Trading Ltd
YGMEZBRAH
BITES

Mr. Tom Chan
BRACHT LA

Managing Director

Commercial Group

Hong Kong Telecommunications (HKT) Ltd
BERBAERALH
BEEFEKESHLE

Mr. Ben Cheng
BEFEE

Group Managing Director
Optical 88 Ltd
iRi% 88 BRAF

1 Mr. Alan Chan resigned in July 2019and was replaced by Mr. Andrew Wong, Director, Pizza Hut Hong Kong Management Ltd.
BRBALR2019F7TAFEHES BB EVBEERFRA FJEFERESLET -




2

Ms. Diane Cheung
RERLL’
Managing Director
Watson's the Chemist
EBERK

EEHKE

Mr. Eamon Chu
RENEAE

Director & CFO

Prince Jewellery and Watch Company Ltd
KFHEERFRAA
EERERMKE

Mr. Richie Eu
RERMTE

Managing Director

Eu Yan Sang Trading (Hong Kong) Ltd
RICEEZ(BB)ERAT
EEAKE

Dr. Bankee Kwan, JP
BMBERLE, P

Chairman

CASH Group — Pricerite Home Ltd
HEXE—BE

BER

Mr. Alex Lee
TEELL

Managing Director
Reliance Motors Ltd
BRAEARAT
BEEAKE

Mr. Dennis Lo*
BRBEL

Executive Chairman
Fairwood Holdings Ltd
RREEERRAF
E

Mr. Winston Chow
BRI E

Director & Deputy General Manager

Chow Sang Sang Jewellery Co Ltd — Emphasis

BEERESTERDAE — HER
ExRpagE

Mr. Samson Chu

REREE

Managing Director

Imperial Bird's Nest Int'l Co Ltd
ERRBERARAR
BEERKE

Mr. Gordon Farquhar
SBEIZEE

CEO

Mannings North Asia The Dairy Farm Group
iHIB’Aﬁ%I

BE—BELTE

Ms. Randy Lai
REFR T

CEO

MHK Restaurants Ltd
EREEY

CEO

Ms. Helen Li®
FRELL

CEO, HK & Macau

The Dairy Farm Co Ltd — Mannings
FMERAR — %”‘

THEAR — EBRERP

Mr. Peter Lo
BIEALE

CEO

Café de Coral Holdings Ltd
AREEBRRAT
HEHITE

Organizational Structure 1 & 221%

2 Ms. Dianne Cheung resigned in August 2019 and was replaced by Mr. Samuel Wong, Managing Director, Watson's The Chemist.
KREFLLR2019FSHFIHNZE » HEEREFEMEEFREL LT -

3 Ms. Helen Li resigned in July 2079
FRELFR2019F8AFHTNE

4 Mr. Dennis Lo resigned in July 20 1 9 and was replaced b y Mr. Francis Lo, Executive Director, Fairwood Holdings Ltd.
BEGALER2019F T BHIRNE S - AAREEEBR L A TEFEFIERA LRI -
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Dr. Guy Look
Bt S &

Chief Financial Officer & ED
Sa Sa Cosmetic Company Ltd
BB mERAR
HENBEERITES

Mr. Pak Chi Kin
ASRLE

Chief Operating Officer
Circle K Convenience Stores (HK) Ltd
OKERNEERAT

LEAE

Dr. Ricky Szeto
AfEKERE

General Manager & ED

Hung Fook Tong Holdings Ltd
BREEEERAR
BEBRYTES

Mr. Andrew Yu
REHREE

Director
Yue Hwa Chinese Products Emporium Ltd
HEEERERRAT

Executive Office WEE

Ms. Ruth Yu
REkLZ L

Executive Director

Hong Kong Retail Management Association
EETEEENS

HITHE

5 Mr. Tim Tang resigned in September 2019.
A FAHER019FIAFIHNEE -

Mr. Philip Ma
BREXLE

Chairman & CEO
The Sincere Co Ltd
EHRERDE
ITRERITBER

Mr. Peter Suen
BEREE

Executive Director

Chow Tai Fook Jewellery Co Ltd
BAREHRELTERLT
HiTES

Mr. Tim Tang’
BRI A

Managing Director

Hong Kong / Macau Food

The Dairy Farm Co Ltd — Wellcome
FMERAR —BE

FHEE —FEMRMREM



Organizational Structure 1 & 221%

Committee 2019
TE® 2019

E-Commerce Sub-Committee EFHEZEE

Chairman Dr. Guy Look Sa Sa Cosmetic Company Ltd

B3 etk e A IR mA R AT

Members Ms. Clarice Au Fortress

741 BYEL+ gz
Mr. Andrew Chan YGM Trading Ltd
BRENEE YGME S ER AR
Mr. Calvin Chan Catalo Natural Health Foods Ltd
BRREEE ERRGHREE
Mr. Winston Chow Chow Sang Sang Jewellery Co Ltd — Emphasis
BRkEE BAEEKRESTERAR - BB M
Mr. Eamon Chu Prince Jewellery and Watch Company Ltd
REXEE AFHREBEER AR
Mr. Samson Chu Imperial Bird’s Nest Int’l Co Ltd
REALE BHEERERAR
Mr. Richie Eu Eu Yan Sang Trading (Hong Kong) Ltd
REREE RCEBH(EB)BRRA
Mr. Gordon Farquhar The Dairy Farm Group
SBEELE S IYNEESE]
Mr. Pak Chi Kin Circle K Convenience Stores (HK) Ltd
HEEREE OKEMERR AR
Mr. Tim Tang The Dairy Farm Co Ltd — Wellcome
HARIELE SMBERAE - BR

Education & Training Sub-Committee % 5 KIZFNEE

Chairman Ms. Janis Tam Swire Resources Ltd

IE BRERT AEBREBRAA

Members Ms. Diane Cheung Watson’s the Chemist

& REFERT EEX
Mr. Winston Chow Chow Sang Sang Jewellery Co Ltd — Emphasis
BT E BAEEHRESITERAR - BB M
Mr. Richie Eu Eu Yan Sang Trading (Hong Kong) Ltd
RERUEE RCEBH(EB)ERAA
Ms. Helen Li The Dairy Farm Co Ltd — Mannings
FHRELL SMERAR - BE
Mr. Peter Lo Café de Coral Holdings Ltd
BERSLAE RREEERRAF
Dr. Guy Look Sa Sa Cosmetic Company Ltd
PEtE A B AR AR
Mr. Peter Suen Chow Tai Fook Jewellery Co Ltd
BRERLE BARERESITERAA
Dr. Ricky Szeto Hung Fook Tong Holdings Ltd
AlfEkE R E BREEERRAR




Committee 2019
TE® 2019

Membership Sub-Committee €E =K EZE €

Chairman Mrs. Annie Yau Tse Tse Sui Luen Jewellery (International) Ltd
£ HPLFELT FIHBAE (B BR AR
Members Mr. Alan Chan Pizza Hut Hong Kong Management Ltd
B BRI AE BBNBREEERAT
Mr. Tom Chan Commercial Group, Hong Kong Telecommunications (HKT) Ltd
BRicHEAE ERENERLA
Mr. Ben Cheng Optical 88 Ltd
BEFEE R4 88 AR AH
Mr. Winston Chow Chow Sang Sang Jewellery Co Ltd — Emphasis
BRKEE BEEHERTERAR - BER
Mr. Samson Chu Imperial Bird’s Nest Int’l Co Ltd
RERKE BREERERAR
Mr. Andrew Yu Yue Hwa Chinese Products Emporium Ltd
REHLE WEREREERAT

Government Regulations Sub-Committee B fF &l ZE S

Chairman Ms. Malina Ngai, JP A.S. Watson & Co Ltd
B3 33k t, P EERARAR
Vice-Chairman Dr. Ricky Szeto Hung Fook Tong Holdings Ltd
Bl AlfEkE R E BREEERRAF
Members Mr. Andrew Chan YGM Trading Ltd
& BREREE YGME S ERAA]
Mr. Ben Cheng Optical 88 Ltd
BEESKE iRi% 88 AR AE]
Dr. Bankee Kwan, JP CASH Group — Pricerite Home Ltd
HAERLE P KE&E-EF
Ms. Randy Lai MHK Restaurants Ltd
REFLL BEREES
Mr. Alex Lee Reliance Motors Ltd
FREELE AFAEERATA
Mr. Dennis Lo Fairwood Holdings Ltd
ERGRE AREEBERAR




Organizational Structure & 28 ——

Advisory Panel, Organizing Committee, Steering
Committee, Task Force & Working Party 2019

BEE =L ek IIE/4E 2019

E-Commerce Advisory Panel

EIHEREE

Convenor Dr. Guy Look Sa Sa International Holdings Limited
BEA L3 b mBR AR
Members Ms. Bonnie Chun HK Internet Registration Corporation Ltd.
K8 XLt EROMETMERERAR

Mr. William Ip PayPal Hong Kong Ltd.

Simon Leung Alipay (HK) Ltd.

RRBELE SENES

Chen Xilin

R A Meltwater

Terry lu Facebook

Mr. Marc Gagne

Salesforce.com

Mr. Louis Ngai

Tony Wong '

ey Shopline

Steve Ng HKT

REERAE ERENEBRLA

Toa Charm Hong Kong Cyberport

BRBEL T

Anna Lin, JP GS1 Hong Kong

WRIZ T EREmEGHE

Stella Leung

RBEF L+ Google Hong Kong

Dr. Lam, S.M. HKU SPACE, College of Life Science and Technology
Mt g1+ ERABRREECEN - £HRIBRERER
Mr. Matthew Kwan Adams Company Ltd.

HEERE HETARAR




Advisory Panel, Organizing Committee, Steering
Gommittee Task Force & Working Party 2019

BEE =L ek IIE/4E 2019

Education Working Party

BEIFENE

Convenor Ms. Ruth Yu Hong Kong Retail Management Association
BEA FBH L ERTEERHE
Members Ms. Alice Chan
W sia 4 DFS Group Ltd
Mr. Ken Wong Vocational Training Council
BOEEAE BB
Ms. Winnie Chow A. S. Watson Retail (HK) Limited
PEELT BERZE(ES)ERAR

Ms. Carrie Law

CASH Group — Pricerite Home Ltd

BEELL BEEE-BEREERAA
Ms. Clara Liu The Wing On Department Stores (Hong Kong) Limited
BREL LT XZBEBRRA

Ms. Jasmine Lok Maxim's Caterers Ltd

SRipe £ ELRMBRAF

Ms. Carol Poon Circle K Convenience Stores (HK) Ltd
BEY T OK EFIEBRAR

Ms. Rebecca Sin YGM Trading Ltd

BARELL YGM ESBRAE]

Ms. Mary Suen Stan Group (Holdings) Liimited
e B (HERR) B R A B

Ms. Leona Tse Swire Resources Ltd

HAEF L A BRERAA

Ms. Kitty Yip Sa Sa Cosmetic Co Ltd

REMLL HIHAEMBRAT]

Ms. Isabella Tam
HEFLT

City'super




Service & Courtesy Award & Mystery Shopper Programme Organizing Committee

BRHRERE GHEETHEREES

Organizational Structure =

Chairman Mr. Paul Ma Ward Howell International
£ BKERE MEERARA A
Vice Chairman Ms. Bonnie Cheung Yishion Overseas Development Limited
S REHZ L N BINER AR AT
Honorary Advisor Mr. Benedict Li The Dairy Farm Group
LEEM TARERE A REE
Members Ms. Sarah Chan Veteran Retail Practitioner
B8 BRELZLT BRETERE
Ms. Loletta Cheung PVH Asia Limited
REMTT ERNEMNER AT
Ms. Wisteria Cheung Veteran Retail Practitioner
SRITEL T BARZERE
Ms. Bertha Lai WIE SPORT, A Division of Winsome Import & Export Co Ltd
REFLT KEHAOBRAR
Mr. Howard Ling HKCSS — HSBC Social Enterprise Business Centre
BEERE A — Bt 2B
;\g;f@v ;é ;u Victorinox
Dr. Anita Lo Acorns Development Consultants

Ms. Cassandra Ng

Hong Kong Design Institute, Department of Fashion & Image Design

REfErt ERNERAERER R RRER
Ms. Kathy Sin The Hong Kong Polytechnic University (PolyU),
HEERLT Hong Kong Community College (HKCC)

BEETAB(HEAN)ETELE L2
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Ladies and Gentlemen, welcome to the 36th Annual General
Meeting of the Hong Kong Retail Management Association.

It has been a tremendous privilege for me to have served the
Association in the capacity of Chairman since last October, and
to have walked side by side with members and fellow retailers in
2019, which happens to have been one of the most challenging
and difficult years for Hong Kong and our retail industry since the
handover in 1997.

| am particularly thankful to our Board of Directors, the Executive
Committee members, and Mr. Peter Shiu, our Legislative
Councillor.  With their unwavering support, the Association has
implemented a full array of activities and new initiatives to sustain
the development of our industry. | am now pleased to give you
some highlights of our achievements.

Retail Industry in Crisis

Since June this year, our retail industry has been impacted by
the prolonged social unrest going on in different parts of the city.
The increasing frequency of sudden store closures has caused
huge business disruptions and losses to our member retailers.
Their staff safety has also been under constant threat, with take-
home income badly affected.

This comes at a time when we have already seen a deceleration
of Hong Kong’s retail sales growth since the third quarter of
2018, culminating in negative growth since February 2019. For
the first eight months of 2019, total retail sales value fell by 6%
compared with 2018.

In the face of heightened US-China trade conflicts, a significant
drop in visitor numbers, and dwindling confidence among local
consumers, the Association forecasts a double-digit drop in total
retail sales value for 2019. If rental costs remain at their current
unaffordable levels, we anticipate a high chance of recession in
2020 with a rapid surge in unemployment.

Pleading for Rent Reduction and Timely
Relief Measures

Against this gloomy backdrop, our paramount task is to help
members sustain their survival. In July, we took prompt action to
update Chief Executive Mrs. Carrie Lam on the increasing market
devastation, and urged the Government to restore law and order
swiftly, as well as provide retailers with immediate relief.
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As rent reduction is the most direct and effective way to
help retailers stay afloat in deep water, we requested Mrs.
Lam to take a lead in requesting landlords to grant rent
reductions. We have already written ourselves to some
30 major landlords, including MTR Corporation and Sun
Hung Kai Properties whose malls and retail premises have
been greatly affected by the widespread social protests
across the city. We plead with all landlords to grant rent
reductions of 50% for the next six months.

To arouse public awareness, we also placed two rounds
of advertisements with a similar message in five major
Chinese newspapers in August and early October. We
were pleased to have the support of four catering industry
associations in our latest campaign.

Annie Yau Tse
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Meanwhile, we continue to maintain close communications regarding
the latest business disruptions with other top government officials
including the Financial Secretary, Mr. Paul Chan, as well as the Hong
Kong Tourism Board and related stakeholders. Together we are
expediting joint actions to support local businesses, safeguard jobs,
and plan remedial measures to relaunch the image of Hong Kong
when the situation improves.

Advocating a Sustainable Retail Business
Environment

Amid the strong headwinds, the Association continues to advocate
a healthy and sustainable business environment and urges the
Government to reduce compliance costs, promote economic vitality
and enhance the efficiency of doing business, which is pivotal for the
growth of our industry.

On this front, we responded to several proposed legislative and
regulatory measures, and submitted views and recommendations to
the Government on a wide range of topics, including the proposed
sectoral working hours guidelines, a review of the statutory minimum
wage, the MPF Offsetting Mechanism, and Producer Responsibility
Schemes (PRS) encompassing various environmental-related issues.

We have also maintained regular exchanges with the top officials of
government policy bureaux related to our industry and lobbied on
subjects that are vital for the continued development of the retail
industry. For example, we have persistently implored the Government
to review its HK$130 million allocation for retail manpower
development and technology adoption, in the face of drastic changes
in the retail landscape.

Besides all these initiatives, our regular updates on market
performance and advocacy on various topics have been well delivered
through our extensive and well-established media network and other
contacts. We are pleased to have seen a remarkable record of over
320 media exposures during the reporting year.

New Direction to Rebrand Hong Kong’s Retail
Industry

Responding to the acceleration of digitalisation and e-commerce, as
well as the evolving aspirations of millennials both as customers and
a workforce, the Association has initiated a new direction this year to
embark on a holistic approach of rebranding the retail industry.
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We believe that despite the current hardships, the retail industry
will maintain its significant contribution to our economy, with the
rebranding exercise helping retailers prepare for a turn-around of
business, capitalise on the opportunities of the new retail model,
and overcome long-standing development bottlenecks such as
talent gaps.

Our rebranding exercise focuses on three areas, namely promoting
the adoption of technology, developing smart talent, and tapping
the development potential of the Greater Bay Area. These focal
points are well in sync with the opinions of some 281 C-level
executives reflected in our joint survey with KPMG early in 2019,
which was aimed at addressing the challenges facing Hong Kong's
retail industry.

Translating Vision into Actions

In 2019, the Executive Committee formed a Task Force on the
New Retail Model to expedite different areas of work under this
rebranding initiative. At the forefront, we have spared no efforts to
propel the setting-up of a retail e-commerce ecosystem that allows
strengthened engagement with external industry leaders via our
E-Commerce Advisory Panel, as well as other major stakeholders.

These partners include the Consumer Council, Cyberport, Hong
Kong Applied Science & Technology Research Institute, Hong
Kong Productivity Council, Hong Kong Science Park, Google
and SHOPLINE. To make best use of their expertise, we have
organised joint activities that address a series of immediate
pain points facing retailers in such areas as 020 development,
the adoption of new technology, and broadening the customer
experience with innovative new services.

On various occasions, we have also promoted the exchange of
ideas and knowledge sharing among retailers on the challenges
and opportunities of new retail models. This year’s Hong Kong
Retail Summit in May, our pivotal annual activity, took the theme of
“Retail Reinvention: Success in the Disruptive Age”. It featured 22
heavyweight speakers and attracted participation from over 700
retailers and executives.

Meanwhile, our Quality E-shop Recognition Scheme, which
has provided an effective vehicle to promote best practices
and standards of e-tailing since its inception in 2017, registered
encouraging participation from 95 e-shops this year, with new
assessment criteria and strengthened publicity exposure for
outstanding performers.
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To promote technology adoption and nurture a new breed of
talent, we have conducted some thorough groundwork with a
view to formulating a new series of awards for smart retailing,
along with some exciting projects on new retail models. All these
innovative initiatives are targeted for introduction by phases in
2020.

Strengthening Industry Building Blocks

In response to the unprecedented challenges caused by the
social unrest, we have provided our members with timely
guidelines to handle emergency situations in addition to
organising some well-received seminars on protecting staff’s
emotional well-being and uplifting their resilience amid the
current difficulties.

As regards our flagship programmes, we have overhauled our
Mystery Shopper Programme and Service Courtesy Award to
keep pace with digital transformation by adding new service
deliverables to their assessments, as well as new elements
relating to customer-centric parameters and technology
application.

It is noteworthy to mention our Association’s first-ever Green
Hackathon held in February. We solicited good support from 20
retail brands, 12 start-up teams and over 80 university students
and young graduates to work on green solutions at retail
stores. This three-day event marked a milestone in our efforts
to promote and deepen understanding of retail sustainability by
engaging young talent.

Throughout the year, we continued striving hard to promote
the Government’s Qualifications Framework, Recognition of
Prior Learning Scheme, and Earn & Learn Pilot Scheme for
the Retail Industry. During this reporting year, we organised
over 30 training workshops and seminars, reaching over 1,900
participants from over 100 companies. The bulk of these training
activities were focused on upgrading skills and knowledge in the
new retail era.
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Supporting SMEs and Uniting Members

Continuing our support for SME retailers, the 6th SME
Development Programme funded by the Government was
successfully completed in December 2018. We registered
over 480 SME retailers who benefited from a wide spectrum of
activities, with a focus on tapping the business opportunities of
e-tailing.

Recognising that SMEs are the backbone of our industry, we have
submitted a new application to the Government this September on
enhancing technology adoption amongst SMEs, with the support
of Hong Kong Productivity Council. This proposed 14-month
project is expected to benefit about 500 SME retailers.

During this toughest period, our Association has been going an
extra mile to connect with its members and fellow retailers in Hong
Kong. We organised a series of customised networking events,
including CEO luncheons, visit tours and business matching
activities, all well-received by participants.

Despite the current austerity, the Association has registered mild
growth in membership of 1.4% to 795 as a result of strengthened
exclusive member benefits, new initiatives to encourage
membership referral, and refined services offered to target groups.

| would like to take this opportunity to thank the Board of
Directors, the Executive Committee and all members again for
their support; without your valued commitment and contribution,
we could not have achieved so much, nor overcome so many
extraordinary difficulties this year. Anticipating further challenges
ahead, let us maintain this strong team spirit, staying in unity to
persevere for a brighter future for Hong Kong’s retail industry.

(presented at the 36th AGM on 11 October, 2019)
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Bringing a New Perspective to

Hong Kong’s Retail Development

REEEERRTRENES

There is a saying that “out of crisis comes opportunity”.
Consumers’ appetite for spending has apparently been
dampened by lingering economic uncertainties. Yet, the
Association, serving as an industry leader, has been looking for
solutions and enhancing our resiliency to sail through this difficult
time, while getting well prepared for opportunities.

Though businesses and retailers are increasingly affected by
rigorous changes brought about by the proliferation of disruptive
technology, the Association has been a champion of discussions
and initiatives to transform the retail industry. It is one of our goals
to help our industry change retail for the better.

Often, in an era of disruption, retailers are propelled to act quickly
and decisively by three major forces, namely, the changing and
demanding consumer behaviours and preferences, intensifying
competition landscape and ecosystem in retail, and emergence
of new technologies.

To lead retailers to accelerate digital transformation in such
difficult time, the Association progressively develops new
cooperative behaviours within the industry and with our
stakeholders in the community.

The foremost area of our focus is to enhance customer
experience by expanding automation in the retail processes,
while enabling retailers to manage costs. We facilitate our
members to proactively look for solutions, and gain support
through collaboration with potential partners in the technology
community such as those in the Greater Bay Area, while
benefiting from the government policies.

Consumer-centric retail, which entails figuring out what
customers are going to want before they do, is equally critical
in the transformation process. It does not simply adopt a new
technology or process enhancements. Instead, it is all about
enabling retailers to create a positive customer experience which
will in turn generate returns.
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In today’s modern, digitized world, consumers expect to be able
to buy almost anything, anywhere, at any time, and at a low
price. Against this backdrop, the Association continues to step
up its efforts in leading discussions and organizing workshops in
relation to best practices in customer journey mapping so as to
inspire the industry to take a new business approach.

Transformation also means that retailers have to think harder and
focus more on environmentally sustainable. [t is, however, always
mistakenly regarded as one of the responsibilities lying merely
with the green groups. Rather, environmental sustainability
requires strong partnership among every individual in society,
commercial sector, government as well as non-governmental
green organizations. The Association’s Sustainability Task Force
has put initiatives in place and will continue to bring innovative
ideas to the industry brought forward by our younger generation.

The Association will continue to be devoted to strengthening our
role in pushing forward discussions to accelerate transformation,
as well as rebuilding the business environment and the
international reputation of Hong Kong, which will be at the top of
our agenda. | sincerely believe this challenging period will fortify
our cooperation among industries and with the government by
sharing the same goal of reviving Hong Kong.

Malina Ngai
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Silver Lining in Hong Kong’s
Retail Industry amid Crisis

BEREEXREREPRESHEN

Already troubled by the China-US trade dispute, the city’s
economy has been battered by continued protests over
the past months, hitting retail business particularly hard.
Against this backdrop, the Association maintains a cautious
outlook on the retail market. It is apparent that consumers
continue to be very conservative about spending, while
uncertainties linger.

Though the retail outlook remains very uncertain considering
that the city’s social unrest is still unabated, we should all
stay positive as there are always opportunities in crisis.
Apart from necessary day-to-day adjustments made during
this unprecedented period, the major challenge for all
retailers is to deal with the high cost base inherited from
peak time. While lowering the cost base especially rental
is surely critical at this moment, it is our top priority to take
actions to ensure staff safety and morale.

Janis Tam
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Meanwhile, it is always good to look beyond and get ourselves
more prepared when the market recovers, especially on online-
to-offline opportunities to perfect the customer shopping
experience supported by technology and big data. Hope is
always there and many examples are telling us that we can only
emerge stronger after crisis if we learn and transform ourselves
from it.

Since consumers are more empowered and demanding than
ever before in today’s highly connected world, shopping is no
longer limited by time or geographical locations. Understanding
how consumers shop and creating traction are thus the keys to
success. Evidently, the current crisis has pushed up demand
for digitalization enabling shopping to be seamless, anytime and
anywhere.

In view of changing customer mix with more focus on locals and
lesser on tourists, retailers are shaping their retail operations
in terms of store network, merchandise relevance, consumer
services and communication. By recognizing the change of
customer mix, they will be more than ready to ride on the
prevailing trends, and to eventually achieve better operational
performance in terms of sales revenue, volume and cost.

To weather out the turbulence, retailers have also made
relentless efforts to achieve sustainability in the short run, while
continuing to refine customer experience in the long run by
understanding their shopping journey. Undoubtedly, digitalization
will be a key solution to which resources should be allocated.

It was a fruitful year for the Association despite dipping
consumer confidence. Its remarkable achievements included
setting up a Task Force on New Retail Model to identify the pain
points in technology adoption. Our flagship programmes, Service
& Courtesy Award and Mystery Shopper Programme were also
undergone an overhaul to add in new service deliverables. Al
these initiatives were in line with the Association’s strategy to
rebrand the industry by highlighting its vibrancy and opportunities
through digital transformation as well as talent development.

Looking forward, 2020 will likely be another challenging and
dramatic year, given a high base of the first half of 2019 to
compare. Hopefully, consumer confidence and visitor arrivals
will pick up and the industry will shine again when the market
passes its trough. Despite the headwinds, the Association
believes that the industry will continue investing in directions
that the new retail calls for. Taking this opportunity, may |
strongly encourage our members to stay tuned to our flagship
programmes, training, seminars and workshops.
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Chairman of E-Commerce
Sub-Committee
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Task Force on New Retail Model

In view of the new retail landscape, the Association formed a Task Force on
New Retail Model under the E-Commerce Sub-Committee.

Focusing on customer journey mapping with insights, the Task Force
has developed new definitions on retail in Hong Kong and China, while
identifying pain points in supply chain to be resolved through technology
adoption.

Thanks to the team’s input, the Sub-Committee has launched initiatives on
new retail models conducive to uplifting the Association’s relevancy to our
members and retailers.

E-Commerce Advisory Panel

In 2018, the Sub-Committee championed the E-Commerce Advisory
Panel to engage key e-commerce players and stakeholders, while seeking
professional advices on our e-commerce initiatives.

Through two sessions, the Advisory Panel helped them share views on
addressing retailers’ pain points.

Quality E-Shop Recognition Scheme

Since 2017, the Quality E-Shop Recognition Scheme has gained attraction
so strongly that its number of recognized e-shops has reached 95.

Initially available only to e-shops with independent URL addresses, the
Scheme has, starting 2019, engaged more e-shops hosted on various
e-marketplaces or platforms. By doing so, we have developed an industry
benchmarking for e-shops, and planned to enhance further Hong Kong'’s
e-commerce ecosystem.
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"We have shaped the retail e-commerce ecosystem relentlessly this year, including
partnering with e-commerce giants and creating opportunities for our members.
Additionally, major development was made to improve our Quality E-Shop
Recognition Scheme."
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Public education plays a crucial role in terms of shopping from quality e-shops
and attracting more consumers and retailers to the Scheme. In this regard,
we took extra effort to raise public awareness in this year. On top of our
regular publicity, we launched campaigns about the Scheme at MTR In-train
TV in April and July to accentuate the benefits of shopping at the recognized
quality e-shops.

In 2020, we will further enhance the assessment criteria of the Quality E-Shop
Recognition Scheme basing on the external experts’ recommendations.

New Initiatives

The Sub-Committee completed several e-commerce events and initiatives in
2019.

Industry Competition

In our "SHOPLINE x HKRMA E-Shop Customer Experience Competition”,
jointly run with SHOPLINE for platform merchants, five e-shops emerged as
winners of the gold award, followed by one silver award winner and three
bronze winners. Furthermore, 25 SHOPLINE e-shops were recognized as
quality e-shops. The 35 contestants were assessed primarily based on the
number of complaint cases, if any, with the Consumer Council, and mystery
shopper assessments on online customer shopping experience and contract
fulfilment. A corresponding sharing conference cum award presentation was
held in September, followed by extensive media coverage.
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Smart Retailing Conferences

Likewise, two Smart Retailing Conferences were organized to provide up-
to-date knowledge and market practices on e-commerce. Focusing on
"e-Payment & Contract Fulfilment", the first conference featured a keynote
presentation on “Hong Kong Consumer Attitudes on Online Retail” by Ms.
Gilly Wong, Chief Executive of Consumer Council, followed by two panel
discussions. With speakers including Google Pay, Alipay, PayPal, PayMe
and HKT Financial Services, as well as winners of the 2018 Best Contract
Fulfilment Awards, namely Fortress, Watsons, Pricerite and CSL.

Thematized "Online Marketing”, the second conference was the award
presentation ceremony cum sharing from winning e-shops of the
SHOPLINE e-shop competition. It featured a keynote presentation entitled
“Deliver Truly Customer-Centric Digital Marketing” by Google Hong Kong,
followed by a panel with speakers from CSG ZTOA Ltd., Hotmob and
Nielsen. Media coverage of the two events was published in July and mid-
October respectively.

E-Commerce Partnership Programme

To help retailers keep abreast of the development of e-commerce
and omni-channel retailing, we have invited through the E-Commerce
Partnership Programme 13 of our Associate Members to be our
E-Commerce Partners.

Online Smart Retailing Learning Centre

With the support from over 20 partners including our Advisory Panel
Members, the Association has built an online resources library named
“Smart Retailing Learning Centre” to meet the needs of local retailers,
especially SMEs, for e-commerce learning materials. Available on our
website since April 2019, the library has updated our members on the
latest e-tailing trends, customer experience, and so forth. Concurrently, a
quarterly HKRMA “E-tailing Newsletter” has updated our members on the
latest trends and development.

An Array of Diversified Activities

A total of 25 e-commerce activities including conferences, seminars and
workshops were held during the reporting year. They covered topics such
as evolving customer journey in a changing digital age and omni-channel
communications strategy, to name a few. Also, 1,800 participants from
700-plus companies attended our eight business matching and networking
activities.
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Education & Training Sub-Committee

Ms. Janis Tam
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pace with the times."
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Chairman of Education & Training
Sub-Committee
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Boosting the Professionalism of Retail Industry

Submission on the Consultation of Vocational and Professional Education
and Training

This year, the Government’s Task Force on Promotion of Vocational and
Professional Education and Training (VPET) consulted the public on policies
relating to VPET promaotion.

The Association believes that grooming professional practitioners plays a crucial
role in a vibrant retail market. This is particularly true in terms of employee and
business retention in an increasingly competitive environment. The Association has
submitted its views and recommendations to the Government. In the submission,
it has highlighted the importance of uplifting the professionalism of retail industry,
as it has been a vital source of career opportunities for the young people.

Qualifications Framework (QF) -
the Retail Industry

Recognition of Prior Learning (RPL) for

The Association has been advocating the Qualifications Framework (QF) initiative
for the retail industry since its inception in 2012.

Correspondingly, the Recognition of Prior Learning (RPL) mechanism is a
significant measure to recognize work experiences and competencies under the
Qualifications Framework (QF) system.

To promote awareness in the community about the benefits of RPL in terms
of employee retention and low staff turnover, we hosted a series of experience
sharing seminars in April, June and September. In addition, training packages and
workshops were organized during the year.

Thanks to the team’s dedicated efforts, a total of 3,600 participants from about 97
companies were conferred with the RPL certificates and remarkable results. Most
of them are now serving in a variety of companies that are also members of the
Association.
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"Overseeing the development of retail education and training, we remain dedicated
to driving professionalism in the retail industry. This year, the Sub-Committee
overhauled the Association’s award and recognition programmes and kept it in
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Flagship Awards Keeping Pace with the Times

To address the changing retail landscape, the Association has actively
reviewed the key features of our flagship awards and recognition system,
namely Service & Courtesy (S&C) Award and Mystery Shopper Programme
(MSP).

Service & Courtesy Award

In order to engage more potential companies, a taster of the S&C Award with
zero participation fee was introduced for companies that have yet joined the
programme, and it has been extended to cover retail-based businesses as
well, such as call centres and logistics companies.

This year, we expanded our team of Retail Ambassadors with the second
batch of appointments. Indeed, the ambassadors have helped bring the
retail operations to a higher level and enhance the industry’s public image.
Also, a mentorship programme was kick-started to engage tertiary students
to experience first-hand retail store operations, while our 2018-19 Retall
Ambassadors served as their mentors.

Mystery Shopper Programme

The Mystery Shopper Programme continues to facilitate retail brands
reinvigorating their service standards by way of mystery assessment visits.
During the year, focus group meetings were organized for past and current
participants. At the same time, an online survey was conducted to gauge our
members’ feedback on the programme’s effectiveness. The findings offered
insights for the Sub-Committee to develop the programme further.

In 2019, a total of 147 retailers covering 2,077 retail outlets participated
in the Programme. About 8,308 mystery shopper assessment visits were
conducted to outlets across 23 retail categories including products and
services.
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Company visits to retail companies are arranged to update school principals, teachers, career masters, social workers and parents about
the latest development of retail industry.
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Coaching Retail Talent

Earn & Learn Pilot Scheme for Retail Industry

Since 2014, the Association has been working with the Commerce &
Economic Development Bureau and Vocational Training Council (VTC) to
jointly run the Earn & Learn Pilot Scheme for Retail Industry.

Now, the Association and VTC have determined to step up promotion of
the Scheme through online and offline channels, such as delivering their
messages across by making use of social media platforms, website banners,
hyperlinks to relevant websites, and posters and leaflets, to name but a few.

In March, a Completion Ceremony was held at IVE (Haking Wong) in
celebration of the completion of the Scheme. A total of 24 students completed
the programme this year, thrilled by over 50 students, teachers, parents and
employers who all got together to witness this memorable occasion.

Seminars and Workshops

The Association organized more than 30 seminars and workshops during the
year under review, covering diversified topics from the latest market trends to
innovative ways to improve customer service and uplift customer experience.
The seminars and workshops were so well-received by retail practitioners

from all level that they attracted a remarkable attendance of more than 1,900
participants from 100-plus companies.

&  VTC @HkrMA

VTIC Earn & Learn I & £ % | i} &8 3} 21 4% 2
Celebrating Student Achievement of VTC Ean & Learn Scheme for Retail Industry
8:3-2019

The students receive their certificates from Ms. Janis Tam,
Vice-Chairman of the HKRMA.
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Driver of Membership Growth

Despite strong headwinds in the market, the Association continued to
grow its membership base by 1.4% year-on-year to 795. To date, it is well
represented by over 670 corporate members covering more than 9,000
retail outlets. The total staff size of our members accounts for over half of
the local retail workforce, primarily from SMEs and chain stores across 20
retail categories.

In 2019, we launched an 18-month membership plan and a special
membership offer at HK$3,800, comprising the Quality E-Shop
Recognition Scheme.

Stronger Bonds with Members

It has been our top agenda to connect members and stakeholders and to
create business opportunities for them. During the year, we strengthened
the bonds through networking and business matching events.

Serving as part of our networking activities in 2019, our two CEO
luncheons attracted over 80 business elites. Similarly, many Individual
Associate Members (IAM) joined our activities, such as workshops on
personalized presentation skills, and visit tours to Guardforce Centre and
HKTV mall.

“Our membership base has seen a modest growth in a business environment
heavily disrupted by the recent turmoil. This has also attested the Sub-
Committee’s incessant efforts strengthening connections among members, SME
retailers, and service providers.”
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Signature Events for Industry-wide Networking

On 6 December, 2018, more than 1,200 guests and practitioners of the
industry, joined by service providers and stakeholders, shared a momentous
moment of the year at our Annual Dinner and Retail Awards Presentation
Ceremony.

The Association’s AGM luncheon held on 11 October, 2019 continued to
serve as a key networking platform for the business community. We were
honoured to have Mr. Paul Chan, Financial Secretary, as our guest speaker.
He shared his insights on Hong Kong’s latest economic outlook and the
challenges and opportunities for the retail industry.

Supporting SME members

Thanks to the SME Development Fund administered by the Trade and
Industry Department since 2010, the Association has made substantial
progress in promoting the development of SME retailers.

6th SME Support Programme

The 6th SME Support Programme carrying the theme on e-commerce was
completed in December 2018.

Nearly 490 participants from 381 SMEs attended a host of activities
including SME Retail Summit, seminars and e-commerce workshops. Some
50 e-shops even received free assessments and reports for improvement.

The SME community has gained access to the best practices on e-commerce
thanks to our features published on Job Market Magazine. The messages
would be further circulated via our SME e-guidebook.

7th Trade and Industrial Organisation Support Fund
Project *

During the year, we submitted the application of our 7th Trade and Industrial
Organisation Support Fund (TSF) project, which takes the theme “Entering

I

the Era of New Retail”.

Partnering with Hong Kong Productivity Council, this new project will
be focused on promoting retail technologies through a comprehensive
education programme, including conference, seminars and business
matching events, as well as study missions to explore opportunities in the
Greater Bay Area.

“The SME Development Fund is now merged with other funding as the Trade
and Industrial Organisation Support Fund.
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Government Regulations Sub-Committee
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Chairman of Government
Regulations Sub-Committee
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HKRMA & KPMG - Minding the Retail Gap Report

Talent development has always been a hot topic on the Association’s list
of advocacies. During the year, the Association partnered with KPMG and
conducted a survey among retail companies, CEO interviews, and focus groups.

Entitled “HKRMA & KPMG - Minding the Retail Gap”, the survey report provided
useful insights to address changes in the industry, particularly in relation to
recruitment, staff retention and service enhancement. Released in July, the
survey report has generated extensive print and online articles by local media.

Standard Working Hours - Formulating Sectoral Working
Hours Standards

The Government was in the progress of formulating standards on sectoral
working hours, initially covering 11 sectors including retail. In view of this, the
Association has voiced out its views against relevant proposed guidelines for
the trade, as it would discriminate industries, and fail to eradicate long working
hours.

During the year, at meetings with the Labour Department’s Tripartite Committee
on Retail Industry, we discussed the proposed guidelines with Mr. Law Chi-
kwong, Secretary for Labour, updating him on the latest performance of the
retail industry.

Municipal Solid Waste (MSW) Charging

The Association has been watching closely the legislation of Municipal Solid
Waste (MSW) charging to be implemented by the end of 2020 at the earliest. In
last November, we invited the Environment Protection Department (EPD) to brief
us about the latest development, with participants from different categories of
retail companies attended the session.

At the meeting, the EPD representatives outlined the charging mechanism and
encouraged our members to apply for corresponding projects funded by the
Environment and Conservation Fund (ECF). Also, our members attended a
briefing and experience sharing session held in January by the EPD to introduce
the new development of the projects.
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“By building its work on the Association’s experience and knowledge of the
markets, the Sub-Committee has made rewarding efforts in delivering across
the Association’s messages to policy-makers to help influence and shape policy
issues relating to the industry, while keeping abreast of changes in regulations and
policies that will affect the business.”
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Proposed Producer Responsibility Scheme on Plastic
Beverage Containers

The Association has been monitoring the Government’s Proposed Producer
Responsibility Scheme (PPRS) on Plastic Beverage Containers. It has
championed initiatives that help protect our environment, including participation
in the “Drink Without Waste” (DWW) campaign to minimize wastes from
beverages, and reflecting views on PPRS-related issues at a forum organized
by the EPD.

Meeting with EPD on Micro-beads

The Association has reflected our members’ suggestions to the EPD about
personal care and cosmetic products (PCCPs) containing micro-beads. We are
happy to learn that the EPD now have a better understanding on our members’
self-initiated measures to phase out PCCPs with microbeads.

Regulatory Development in a Stronger Voice

In the year, the Association continued to serve as a sound board to the policy-
makers about industry issues, and alert them with our views so as to work out
solutions to the best interest of all stakeholders and to minimize operational
disruption, if any.

We have also maintained close connection with the media, updating it about
the industry’s performance as well as challenges at times of the prevailing social
unrest.

During the reporting year, the Association reflected its views on the following
legislations and topics:

1. Possible Modifications to the Rates Concession Mechanism

2. Implementation of the New Legislation - Sale & Supply of Alcohol to Minors
under 18

The Mandatory Energy Efficiency Labelling Scheme (MEELS)
Review on Statutory Minimum Wage

2019 Policy Address and 2019-20 Budget

Municipal Solid Waste (MSW) Charging

Proposed Producer Responsibility Scheme on Plastic Beverage Containers
(PPRS)

8. Proposed Voluntary Scheme for Phasing Out Personal Care and Cosmetic
Products (PCCPs) Containing Microbeads

9. Review of Mandatory Energy Efficiency Labelling Scheme (MEELS)
10. Possible Ways to Reduce Fresh Food Packaging Waste

N o ook~

11. Standard Working Hours — Formulating Sectoral Working Hours Standards
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Fvent Organizing Task Force

mEEEIE A

Ms. Janis Tam
ERExt

Chairman of Event Organizing

“Being set up during this reporting year, the Event Organizing Task Force was
delegated with the role of supporting the Association as a lead organization of the
retail industry dedicated to enhancing retail professionalism. To this end, the Task
Force has been empowered with a mission to oversee the planning and hosting
of significant events and projects of the Association. The two significant events
convened in the year were namely the Retail Summit and Annual Dinner. Moreover,
the Task Force plays a crucial role of strengthening the Association’s alliances with
its partners and stakeholders through collaboration on major events.

[HERFARY EBEETHEIM]  FRERFERAXFHEEETEXRN
REBHAS  BHIRSTEENERKT - Al ITENMMEEERHEEE
FEBRGENEBERENTIE  BEENMERE (TESEE] R [AFHR
2] o 4 THEMEEBARNRBEERSERERSOENSEBERLIE -

Task Force FEZEERENASG - |
EEERIEMEERE
Hong Kong Retail Summit 2019 2019 FETEREES

Carrying the theme “Retail Reinvention: Success in the Disruptive
Age”, the Hong Kong Retail Summit 2019 took place in May at Hong
Kong Convention and Exhibition Centre. The event was marked by a
series of sessions and panel discussions hosted by renowned digital
retailers. The Association was honored that Dr. Bernard Chan Pak-
li, JP, Under Secretary for Commerce and Economic Development,
joined us as the Keynote Speaker.

The Summit attracted more than 800 middle-ranking and senior
managers of different businesses. They were inspired by the insights
and wisdom from some 20 heavy-weight speakers who were
remarkable players pioneering in, and shaping, the retail landscape.
Following the annual event, the attendants had built a network with
more than 700 industry participants.

Keynote Speakers:

Mr. Dennis van Oossanen, Vice President and General Manager, Nike
Direct Greater China

Mr. Troy Taylor, General Manager, LEGO Hong Kong, Macau & Taiwan

Keynote Speaker:

Mr. Howard Lee, Deputy Chief Executive, Hong Kong Monetary
Authority

Panel Speakers:
Dr. Guy Look, Chief Financial Officer & ED, Sa Sa Cosmetic Ltd.
Mr. Reeve Kwan, Co-Founder, GOGOVAN

Ms. Jennifer Tan, Chief Executive, Alipay Payment Services (HK)
Limited
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TVB Anywhere: Transformation Story from One to Many

Guest Speaker: Mr. Cheong Shin Keong, Executive Director and
General Manager, Television Broadcast Ltd.

Moderator: Ms. Randy Lai, CEO, McDonald’s Hong Kong

Keynote Speakers:

Ms. Diane Cheung, Managing Director, Watsons Hong Kong

Mr. Carthen Lam, General Manager, Zoff HK

Dr. Stanley Kan, Consultant, Hong Kong Airlines

Mr. Vincent Tsui, Founder & CEO, Toast Communications Limited

Moderator: Mr. Stephen Chan, Chief Advisor, Commercial
Radio

Yue Hwa Chinese Products Emporium Ltd. (Uncle and
Nephew)

Mr. PC Yu, Director & General Manager

Mr. Andrew Yu, Director

Fairwood Holdings Ltd. (Father and Son)

Mr. Dennis Lo, Executive Chairman

Mr. Francis Lo, Executive Director

Tse Sui Luen Jewellery (International) Ltd. (Husband and Wife)
Mr. Tommy Tse, Deputy CEO

Mrs. Annie Yau Tse, Chairman & CEO

TVB Anywhere : HERERSBRLASIHERRTFS
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2018 Annual Dinner and Retail Awards Presentation
Ceremony

The 2018 Annual Dinner & Retail Awards Presentation Ceremony was successfully
convened in December 2018 at the Grand Hall, Hong Kong Convention and
Exhibition Centre. About 1,500 guests and representatives from the retail industry
gathered together in that evening and enjoyed this exciting and memorable
moment. This year, Mr. Paul Chan, Financial Secretary of the HKSAR Government,
attended the ceremony as the Guest of Honour.

The event was climaxed by the awards presentation ceremony. All the participants
and guests jointly rejoiced at the achievements of the outstanding winners who
scooped awards in hotly-contested competitions under our flagship programmes.

Popular local artiste Mr. lvan Yuen, nicknamed “Expert Dickson”, joined by veteran
music artiste Mr. Ram Chiang Chih-kuang, gave a spectacular performance in an
evening show. Their performance was so brilliant that they won great applause
from the audience, who was thrilled and excited. What's more, their performance
understandably symbolized a notion that the retail industry was making a crucial
transition between old and new operations with a view of attracting more aspiring
young people to join the retail profession and passing the torch onto the next
generation.
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Sustainability Task Force

AlfFAE S R IR/ N

“With an intention to arouse public awareness and spearhead initiatives on issues
relating to industry sustainability, our new Sustainability Task Force has been
assigned with tasks to empower and optimize operations of the retail community
through innovation and technology. Shortly after its setting up, the team took
action to pursue these goals while protecting our environment. This included the
three-day ‘Green Hackathon’ event, followed by the launch of the ‘SME Retailers
Energy Efficiency Starter Pack’. It has yielded remarkable performance while
delivering across to the public its concept of retail sustainability.”

[BTREARHTEXAFAZRNTR  URPZ LML AREL S

BE AR Y A AR R T DA EBAIF R - BEELENERER
TE o TEPMEBRY - IULBERTEH  BRLTERTRERMNERE
BIERM B = KHGreen HackathoniEE) ~ i [TEHPERREEEAPIIE

Ms. Malina Ngai
fix®rixt

I o BERER  THMEARRETETRERROES | ARFARER
Task Force EHESR o |
ASHERIEMER
Green Hackathon Green Hackathon
Launched in 2018, the Sustainability Task Force targets to keep up the BER2018FMK . [AIHFERE TIE/E] @ NRETEE
momehtum for the retail industry, bringing to the indugtry innovative idea; aqd R moa oL AETIEHHATEETANEE B
proactively pushing forward the development of environmental protection in

the industry. HEEEMIRRER o

Carrying the theme “Waste Reduction Challenges in Retailing”, the HKRMA &R 2019 FH)EREH Green Hackathon » AT E XA

Green Hackathon kick-started in early 2019. Participated by 20 retail brands, REPREL B E 8 o —3# = KHGreen Hackathon/&®) - 5| T
12 start-up teams and more than 80 undergrads and alumni from eight local 20 [HZE Sk - 12%},?1%%]]@]&_%&]5Q}\ﬁzﬁj(;iﬂgﬂ)‘( N

universities, this three-day programme provided the youngsters invaluable
opportunities to engage themselves with prominent retailers and green

B0 I RELSM  RFEARMNT BELTEHIIRRE

groups. ROHNEEHS -

In addition to getting an in-depth, first-hand knowledge about the retall FREY  2ENFEPRARNEIRE -FTHERAARE R
industry’s latest development during the event, the youngsters also offered ANBRESELNETHE  S—HHEAERELS AT E L
|nnovatl|vel solutions to some of the green challenges fageql by! retail sﬁores. 1o AR IR IR RIS T o R T P IR Yy — IR R
The winning proposals were uploaded on the Association’s website to o e . »

facilitate for knowledge sharing among retailers. B RESTRC LHEH RN - RTEMEZNH -
Orientation Day A

On the orientation day, representatives from the participating retail and R B - 2EEHNTERE LR RERTE SR
catering brands gathered at Microsoft office and shared their green challenges WA . B— 2N D A PR IR PR o

with the participants.
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Hackathon Days

At the Hong Kong Polytechnic University, retailers and young people
came together on these two days. The youngsters elaborated on their
collaborative innovations that would yield both customers' awareness
and environmental benefits. Through this highly informative event, they
enjoyed a brilliant learning experience and engaged with the retailers,
who acted as their coaches or the panel judges.

Similarly, a total of 12 start-up teams joined the Hackathon, and
developed solutions tackling green challenges such as the use of
plastics, consumer awareness on sustainability, food waste and so
forth.

Winning Teams

Green Warrior Track
Champion: FOODIVERSE

“FOODIVERSE”, an award-winning team consisting of students from
the University of Hong Kong, the Hong Kong Polytechnic University
and the City University of Hong Kong, has created a versatile mobile
app called “Green Ignite” that encourages users to promote green
consumption. The app works when users are encouraged to earn
awards by patronizing green-friendly restaurants.

The First Runner-up: GreenSleeves

GreenSleeves was a team of four students from the Chinese University
of Hong Kong. It encouraged the use of coin holder wallet made of
washable Kraft paper, an eco-friendly material, in place of traditional gift
bags and card board packages for jewelry.

The Second Runner-up: Re-Paper

The team Re-Paper, comprising four students from the Hong Kong
Polytechnic University, came up with an idea that useless carton left by
a store can be recycled to make a Green Box retainable by customers
for use in longer time.

uap  WINMING TEAM OF GREEN WARRIOR TRACK.

B sgiiams THIRTY THousaN owy  HKS$30,000

GDHKRMA  #1f 500

TSLiAMM

: FOODIVERSE
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Green Accelerator Track

DBS Impact Award : And Joy

The team And Joy developed an innovative design called “One Pair Straw”.
Designed to be detachable, the product works in such a way that the inner part of
the drinking straw can be easily cleaned up, and users need not worry about the
development of smudges and mold inside the straw. The straw is thus reusable
without cleaning using a cleansing brush.

SME Retailers Energy Efficiency Starter Pack

During the reporting year, the Task Force launched the SME Retailers Energy
Efficiency Starter Pack (REESP), which aims to provide a simple overview of
business relevant energy efficiency information for SME retailers as well as food
and beverage operators in Hong Kong.

It also provides an approximation to the financial cost and benefits on a fixed size
shop premise as reference. A list of free resources and subsidies is also quoted
for business owners to explore their solutions.

“Practical Tips for Retailers on Energy Management”
Seminar

To promote the awareness on sustainability and energy management among
large and small retailers, the Task Force has been working together with the
Environmental Protection Department (EPD), the Energy Efficiency Office of the
Electrical and Mechanical Services Department (EMSD), and the Hong Kong
Green Building Council (HKGBC).

A successful seminar on the topic was organized in October 2018, with
representatives from the CLP and the HKGBC shared successful cases on energy
saving.

The Association rolls out its first-ever Green
Hackathon, participated by 20 retail brands,
12 start-up teams and more than 80 university
students. The event gets sponsorship from DBS,
Microsoft and VolTra, while receiving strong support
from the green groups and university bodies.

& B IR P Green Hackathon » JEE) B 20EZ &
Mg - BB RA TR AERKAFIZIA K&
DRRVIBICEBAHLE - FENESERERIT - M
AR Voltrag s 35 M E B RS 8% - WRZEKE
BN AEBEBRE YT -

AN T4B 5 (Green Accelerator Track)

DBS Impact Award : £/ And Joy

4R And JoyE X3 E AIFTHIOne Pair Straw (48X
&) BEF e MEAW O - e ZBERAE - FHET
BECRERNEREBRSPINLLESE - RETERERE
B mAIEEER -

SERPLBREEAPIERS
RAREFER - T AR [TERRRIREEA
PiiER) - EEATET I OTEERERMNROE
BAMOZRIRAFAL AN -

e TR RS B E T I A H BRI s e
BRE - EEMALERTILE BERE: - Bl
RRBRIE -

[SEERMRET | BE

BT RBALR DT EEHTHERRRRE 2R
% T ME-ERBRRES B8 TRECRAE
BREESHEREAGAE -

BER2018F10ARM T —HRRBE - KRB - &
ENABRERERTNRRDFE T ERDHENEER -
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Service & Gourtesy Award ®

A |

2019
Gt PR 7S W Avard

B i BR 75 82

Since its rollout in 1986, the Service & Courtesy Award has been the [ RS EE ] B1986FHEH AR - —HRTEX T ENME
most popular event of the retail industry and is highly respected as the HORER [EATEXRMNREKE]  SHNESe8 REENY

Oscars of retail industry in Hong Kong, attracting wide support from our
members and retailers.

FH o
AERE - [HEBHE] B3 T RASESERIL4006 200%

This year, the Award attracted about 400 frontline staff from 80 retail

brands across 20 categories. Among them, 257 participants were BiE O WME20EZTEMER - Hep 25T NEZR T A [TEEXRE] 5
appointed as ‘Retail Ambassador’. With a theme on Innovation under FERIETHES [FTEHEE ASHRRE|  MEBERHITxz
New Retail, the 2-round assessment focused on selecting elites with e g ¥ 55 & = /8y &
outstanding service performance and creative mind as winners. Al BIREAES R RRLANE fﬁa’jﬂ&f*ﬁ%ﬁxﬁﬁ’%% R
winners were presented awards at the Association’s Annual Awards on 201912 A3R A AFREE LR AFIEREIE -

3 December, 2019.

Key Phases
FERE

23 April = 3 June 2019 July 2019
2019%4H23H -6H3H 2019%7AR

Call for Entry Mystery Shopper Assessments for frontline participants

BERA HARSREET [HHEFTE]

Retail Excellence Award — Submission of Proposals
[BREREREAR] —EXRKAEE

Top 10 Outstanding Service Retail Brands — Online Polling
[TRGEHEREEETEmRE] DRPLERE
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Flagship Programmes & Industry Awards FEfEE 8 R 1T 4818 ———

19-20 September 2019
2019F9H19-20H

Final Interview with the Judging Panel for shortlisted contestants Retail Excellence Award - Preliminary Presentation
ANESELBUETEEEE  AMERETIEER LIRS A AR

30 October 2019
2019%10830H

Retail Excellence Award — Open Seminar
BRERBERE AR —ARERERS

@HKRMA
2019 HIRBEV LMARAY
2019.1‘-{{': _—
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3 December 2019
2019%12H3H

HKRMA Annual Awards
BEERE

More than 1,000 guests and retail practitioners shared their joyful, glorious and exciting moments with this year’s winners at the HKRMA Awards at
the Kowloon Bay International Trade & Exhibition Centre.

Winners’ Publicity via TV Commercials, Advertisements, News Supplements, HKRMA Annual Report, Newsletter and Website

AEENSELECNNEERRRED ORITHEAFHEER L85 - 81,000 RERTERFXERAFENGEE—EOZTEN -
REREENRZ

BEEAERERES BES  HERT HeFR  FHLERESEEHRE

March 2020
202038

Overseas Study Tour
BIHNERE

Awardees of the Service & Courtesy Award will be offered opportunities to
join a study tour to Tokyo, Japan between 17 and 20 March, 2020. This
will be an invaluable opportunity for them to learn the culture of rendering
outstanding service from their Japanese counterparts.

e KR2020F3 A17 B E20F MR R B AERE - & [20194H
MRF5EE| SEERHERRENKE  BREHENENER &
BRESFRATERENESRBEXIE -
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Flagship Programmes & Industry Awards FE#E: & Bf) J2 1T 2 #4818

Activities for Retail Ambassadors
EEREEH

Retail Ambassadors would have the chance to promote the retail industry by sharing their experiences to the public via mentorship programme,

school talks and feature articles. In July of this year, HKRMA held a mentorship campaign with Retail Ambassadors as mentors to introduce daily
shop operation to students.

[TEAE] BERSEREME  BSHRE BENES  MARSFUHMANTELBUAREETEX - SF7H  HEalR T —@
HEDEtE - B [TERE] BEZE - MBENAREEREE -
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2019-20EEXF M5EKE

{RiHlIE / ik

A&sﬁ.ﬁ

EE£d BRR% WRHE IOE:r 2XiE
T s EEE TFL
J

ﬁma FETRT Y

/—i»y‘-,‘l‘ o BOSCH MOHO  MOHO  NaiL NaiL NAIL NaiL
I ﬁﬁﬁﬂ ﬁ?\ﬁil i?\ﬁi\ “““““

EHE TRE 29X BAE 3 R

@ @ HKTsszn SIEMENS @ nini

(SRS 2]

20288

G200 GIORDANO GIORDANO GIORDANO giordanofiadies 7
Q )L Pl BFHD~ PFO )

%A B}é FRE .I\EEE ». B AL IR

76



LT T

REM

Pricerite®® Pricerite®=® Pricerite %X

Eeo-4

R~

J

Flagship Programmes & Industry Awards fEfg & Eh f 172 4878

®

Y
\ Service & Courtesy

Awaro
£ H R 7% 28

EJEIR:S
c[ub ‘

1S
uuuuuuu

YT
cub | ggi=

0]\1 EEEEEEE

B
?Bﬁ;‘ﬁ‘;mx%

\_

ERE

HKTs2za SmarTone SmarTone SmarTone SmarTone

KISSBABYD

\_

$aiscl

Molte)

$QISCl

$aiscl

O ks 8

BEH
PRINGEAT,

838

Jid=2 3
TRINGEAT,

Relf
PRINGERT,
J

7



e T
e e

2019-20 Retall Ambassadors & VWinners
2019-20EEXF M5EKE

if/ BmiE R RHIE

194 04

HEER ﬁgm

HE
ah hll

 mmE

i -~
mEx

moo GIORDANO GIORDANO GIORDANO GIORDANO

EHT

J L

J

MigsE Tt ki EA REH Em# hER BER

\GTALQ @ATAI0O ATAIO @T1AIo NngEv $QISCl SOISOI $Q1SCl $aiscl $C1SCl $aiscl
{RilllIE / iBfRkhia A REIE

REH & EESE Eﬁfi RIDE E2E
citysuper c!tysuper citysuper c!tysuper cgtysuper o e B
mERY
 fusion| TFL  TFL f-riry pl.fp BEir
\_ J 0 J

it | HARBRmIE

S {

2
B
CES

=BT

EEREZEMHm

REH

BEE

Pricerite®® PriceriteZ® PriceriteE®

78

xltve
J



ioNG Koxe:

@:s*pmna @IS*PL%ND

\Q%‘!»?;i;sns %%‘ﬁ‘,:m% '@%‘ﬂ‘;ﬁm‘s

®

Y

[

R B
LOG-ON LOG-ON LOG-ON)

P RN P St wEm R

W i VL

.

IR

PRINCEXT TsSL|mmm TSL|Mme TSL|MMM TSL|MMK TSL| MMM TSL|MES TSL|MMM TSL|MMM TSLIMMK TSL|Mmus

- prpe P

Flagship Programmes & Industry Awards R E &) & 17 % 4818

Service & Courtesy

Awaro
£ H R 7% 28

B

J

e ﬁ‘iﬂ M‘Jﬂ BRY

HKT=s=s NAIL NAIL NAiL NAaiL Naiw Naie SIEMENS ®

BB sEE

wm=E

442

o R

o NG

0 R 0 R 0 R

0 R

J

g BHRARE
SARRR85

ii % 2
Fil REE Iﬁ%ﬁ =31 ) frE RIRR

e & & @ @ 6 606 6 0

79
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Mystery Shopper Programme — MSE

2019 Service Retailers of the Year s
HWERETE — 2019 HERKEER

The Association kick-started its Mystery Shopper Programme (MSP) in 1996 WHER1996F R8I, [BWERTE] @ BULBETE
to encourage retailers to review the performance of their shopping service, and PMBIRIEKTE  WE RS TERES o

recognizing practitioners who have rendered outstanding services.
Through a comprehensive assessment, winning retailers with the highest scores B2EFER - REFRORATNEHES TR

y = 25k 0 KX = [+ = o
are awarded "Service Retailers of the Year" which represents the highest industry B A RS IR AR [ FRERETER]

recognition in excellent service performance. \
H2019%F « S EIE14TETEREH2,077THTEER

In 2019, a total of 147 retailers covering 2,077 retail outlets participated in the 28 BEDMETEHA (FERERYE) - &4k#
Programme. About 8,308 mystery shopper assessment visits to outlets across 23 177 8,308 K e FUEE R IELH o

retail categories were made, including product and service categories.

BEFFILASE A TR H R T EHE |

Congratulations to the following companies for their outstanding achievements!

2019 Excellence Award

2019 FE M TR

k
S

La Colline e S e T S L |#f5 %

Swiss Riviera Beauty Treatment

HK Electric
SaSa International Holdings Ltd - La Colline Shop The Hongkong Electric Co Ltd - Customer Centre TSL Jewellery (HK) Co Limited
FHERERERAF - La Colline HFIJE EBERERLA -FPHL HEBRE (58 ) ARAE

2019 Service Retailers of the Year of Flagship Stores (5 outlets or below) - Grand Award

2019F RERETERFG A - EHEE (5 Bz AT EHH)

Gold Award £ g Silver Award 5 3% Bronze Award §#

NS

CHINESE “k é‘l“ARTS@CRAFTS » I_IJ%
SONY d PERFECT

SINCE 1959
Chinese Arts & Crafts (HK) Ltd - Jewellery & Art Pieces Sony Corporation of Hong Kong Ltd — Sony Store Perfect Resources (HK) Limited
g (FB ) BRAT - Jewellery & Art Pieces Z[E&E# — Sony Store TEER (B#8) BRAA
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2019 Service Retailers of the Year of Chain Stores (Above 5 outlets) - Grand Award
2019F RIEMRBTER ALK - EHJE (5 B LIEH)

PRINCEATF

Zk ¥ # $k JEWELLERY § WATCH

Prince Jewellery and Watch Company Limited
AFHBEHRERDT

Silver Award $R 3%
B X &

CHOW TAI FOOK

Chow Tai Fook Jewellery Group Limited
BAAGHEEEERAA

Bronze Award i€

CSS
B MRk

C. S. S. Jewellery Co. Limited
ERREAEEGREST

2019 Service Retailers of the Year - Category Award

2019F R EMRBEER — ARIR

Automobile Category

AEAR

Audi

Premium Motors Limited - AUDI
SEAERRAT - R

Beauty Products / Cosmetics Category
1L Ga JE A8 B

La Colline

Swiss Riviera Beauty Treatment

Sa Sa International Holdings Limited - La Colline Shop
SHERERAERAT - La Colline EFIE

Department Stores Category
BEQTHER

Sincere ki

The Sincere Company Limited
ERERATE

Electronic & Electrical Appliances Category
BEFREREHER

SONY

Sony Corporation of Hong Kong Ltd - Sony Store
ZE & — Sony Store

Fashion & Accessories Category
RS B SE AR B

CHEVIGNON

FRANCE

Swire Resources Limited - CHEVIGNON
At EIREMR AT — CHEVIGNON

Fashion & Accessories — High Fashion Category
RFEEEIYIE — SRR

Lepetto

Swire Resources Limited — Repetto
AEHEFBRLDE — Repetto

s — BB R FINERAR

ASHWORTH

Ashworth

Fashion & Accessories — Sports & Outdoor Products Category

Fastfood / Restaurants Category
REE /| BEREZER

THE
SPLHEN|
HOWS®

Since 1979
The Spaghetti House

®

Footwear Category
HREAER

c]i/ai JA/:A,@

Belle Worldwide (Talent Management) Limited - Jipi Japa
BERR (AFER)BRAT - Jipi Japa

Furniture & Home Accessories Category

HREREZRRAR

Ulterls

Ulferts of Sweden (Far East) Ltd.
WAL (BXR) BROA

ER1K
R 1F

Health Care Products Category
fEEREmAE R

GNC

E WELL

General Health Development Limited (GNC)

Infant and Child Merchandise Category
BRRAERMAR

0/3 baby

e C OLLECTION o

Makes the difference

0/3 baby COLLECTION
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Personal Care Products Category
EAZEERAR

BE mannings

The Dairy Farm Company, Limited - Mannings Plus
4 54PR 2 7 - Mannings Plus

Premium Life-Style Category
S o KA RIRAESR

4
CHINESE “?% ARTS & CRAFTS
SINCE 1959

g (EH8 ) BRLQT - Jewellery & Art Pieces

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

Quality Living Category
BERBEZEER

IR
Towngas

The Hong Kong and China Gas Company Limited
EBPERRERDLAE - KREFHL

Retail (Services) Category
T (RIS ) A5l

gk,
N A R \%

= s
HK Electric

The Hongkong Electric Co Ltd - Customer Centre
BE - BFRBHL

=R - BRERRERER

i @ 4 13
Celki VitalAje

Celki Medical Company
e B RER A O A

Specialty Stores - Physical Wellness (Health / Vision) Category

Specialty Stores - Underwear & Nightwear Category
BFUE - AR RERRAE I

CALVIN KLEIN

UNDERWEAR

CALVIN KLEIN UNDERWEAR

Supermarkets Category
AR M SAER

DCH Food Mart Deluxe
KERMEME

Telecommunications Category
EaAA R

HK BB EH

HKT Limited - HKT
EREMARAT - BBE

Watch & Jewellery Category
SEERRIRE SR

PRINCEXT

Bk P §i $% JEWELLERY § WATCH

Prince Jewellery and Watch Company Limited
RFHREBRERDA

Watch & Jewellery Category
SEER R BRE AR

T S L | # 5wk

TSL Jewellery (HK) Co Limited
WIRBIRE (B8 ) BIRDE

Well-Being Products Category
fRREHESE 7 mAa Bl

ﬁ L’v
»

dl./

ERFE
Perfect Resources (HK) Limited

[
Hi

-

-~
(e
—

TXER (B8) ARAT

2019 Service Retailers of the Year - Shopping Mall Category

2019 RI=FRIEZER - 54 R

PACIFIC PLACE

Swire Properties Management Limited - Pacific Place
AEHEBRDF - KLES

cityplaza

Swire Properties Limited - Cityplaza
AEEBRAT - Kb A O

Bronze Award i€

Fu Tung Plaza
ERES
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Quality E-Shop Recognition Scheme

The Association launched the Quality E-Shop Recognition Scheme in 2017,
offering a comprehensive and objective assessment for e-shops in Hong Kong.

It is the goal of the Scheme to develop industry-wide standards and best
practices for online retailing, and to raise consumers' confidence in Hong Kong
online shops by recognizing those with excellent service and quality operation.

(BE

B E

It EIR B IR
FE iﬁiﬁl‘?HEF?—LH@E?&%E’JE/%ZHJE?}E%WM hn

A5 R e TS

BEBE2017F L [EEAERBE] UK BFNER
[EER=S S0 S

REFBEFELTENTRRERREER

BHBEENEEBMBEBYNED -

Under the Scheme, the participating e-shops are assessed from the

perspectives of customer experience, shoppers' trust towards the operators,
development of the operators, and contract fulfilment. They are also assessed

in terms of retail service rendered by the e-shops, their
systems and security. The recognized e-shops are
presented with "Quality E-Shop" logo and certificates for
their use of promotion and publicity.

This year, the Scheme has stepped up its publicity
campaign by highlighting the importance of shopping
from quality e-shops, so as to arouse the interest of
consumers and retailers on the Scheme. A city-wide
promotion campaign was conducted via MTR in-train
video between April to July 2019.

2019 Top 10 Quality E-Shop Awards
2019 + RBBERIE (BRHAJE)

EIEZEBMEENEDER EERERE
s WRERY - RRLTE

- EIRSEA
HEVEI T - BIBITER
BERES [ERE] REEERE
B MEEEEZA -

SFE - HBEmERELTEnNEET
B RENEBEEREEYNEZE -
REIEZHBEERTE®BH LI
B - HEEBRN2019F4A =7 AH
MRS EREREEER BAZ
WAEEEERE -

Gold Award £ &
12_(311% Qualittife n
§ —1 watsons.cqam.hk
Egoﬁp“ SELECT EERETEE ©
HKRMAZ#SEEEHh&
J SELECT Watsons eStore BERKEFiiE
Jebsen Home Tech Company Ltd A.S. Watson Group — Watsons
BRERERAR EEREE-EERK

Electronic & Electrical Appliances BF R E&5)E

Health and Personal Care Products fE5 R (A #&H2 & iR

w2010
TOP 10
e-shop

BEE AW
HKRMAZEZREERHE

Strawberrynet”
fresh beauty

Strawberrynet
Strawberry Cosmetics (Services) Limited
Beauty Products / Cosmetics 1E4%:z/&

Silver Award $R 32

@ s= ¥ FORTRESS

FORTRESS eShop & B L5

A.S. Watson Group — FORTRESS
EEREE- 22

Electronic & Electrical Appliances &+ R 5k

Toys$jus

Toys"R"us
Toys "R" Us (Hong Kong) Ltd
Infant and Child Merchandise 2852 ¢ 57 & .7

Market Place &7
Delivers hm

Market Place Delivers #.L S&bki8

The Dairy Farm Company, Limited - Market Place by Jasons
4B FR D F - Market Place by Jasons

Supermarkets EiR 1%

000"
www.wellcome.com.hk

Wellcome Delivers ER& &

The Dairy Farm Company, Limited — Wellcome
HHARAE - ER

Supermarkets EiR 15

85



Bronze Award i€

HKRMAZEZ2EERHE

+ 3%

ZTORE.com

Ztore.com =%
Ztore HK Limited
TEZRAFRAT

Supermarkets EAR 5

Top 10+ K#4JE (List in alphabetical orderBi & 12 %£18)

w2010
TOP 10
e-shop
B iES

HKRMAEESEEEHE

a9 | ~\ TEBE
n@ N\

\// China Mobile

CMHK Online Shop

China Mobile Hong Kong Company Limited
HEBBEBARAR

Telecommunications &l

ZEub b

(=]

0

B&E&H
Meiriki Japan Co Limited
ARG ARERMERLE

Health and Personal Care Products (/% R (A & i
L 3
- Q
YY1P
STATION

VIPSTATION Online Store
Rich Jumbo Investment Limited

BERRERRATF

Fashion & Accessories 2 f5 %

Amway

Amway

Amway Hong Kong Limited
ZEZF (B8) AARERAA

Health and Personal Care Products {5 R (A #1233

JHCESHOP B F {15

Japan Home Centre (HK) Ltd
By (B8 ) BRLE

Furniture & Home Accessories 52 R & = fBrid ZFT/&

PARKNSHOP.com

PARKnSHOP.comB £ LB 45

A.S. Watsons Group - PARKNSHOP (HK) Limited
EEREE - BERRTS

Supermarkets B 1145

B K&

CHOW TAI FOOK

Chow Tai Fook A Xi&

Chow Tai Fook Jewellery Group Ltd.
BABHBEEEERLA

Watch & Jewellery #% X H &

e o o
kmall.baby-kingdom.com

KMall

Baby-Kingdom.com Limited
BFIEERRE
Infant and Child Merchandise 2852 % 5% Z a3

$01$0l.com

Sasa.com Sl
Sa Sa dot Com Limited
Beauty Products / Cosmetics {E#%z/5

* List in alphabetical order W2 G/EXEFHF
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Top 3 SME E-Shops
ETOPH/NERE
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2019
TOP 10
-shov HBF
H KRMA??E?%"ET&@ SME TOP1
ACC Store HBF Store
BMHK 92 company limited Loyal Gain Group Limited
BEERERAE FBEBERLA

Health and Personal Care Products fZF R A& Fumiture & Home Accessories XA R EZ MR E TG

ROSELLE@JEWELRY

Love & Hternity

Roselle Jewelry

Brilliant International (H.K.) Group Limited
BRER (B8) SFEERLA
Watch & Jewellery #56% R &

Y 35+
O EBRARIE

35+ HFRMAME

JANCO E-COMMERCE SOLUTIONS LIMITED
HEEEEARBRAR
Health and Personal Care Products {5 R (A #1223

B3

A &4 travelwebsite.com
HKRMAZ#eta2ke SME TOP3

Travel Website Limited
RERBROE
Retail (Services) - Other TR - At

Top 2
e @
e-shop Product(i® such Q@gg
=g I
HKRMA® R &Rz 0 SME TOP2 g‘f%ﬁ% p
KoreanFadMart.com Product Pro Bf##F Suchprice Z{E##
KOREANFADMART SUNFAR HK LTD UDS Global Limited
Beauty Products / Cosmetics Electronic & Electrical Appliances EEIERERAE
z:cnre EEREE Furniture & Home Accessories
FAREZRREFIE
Top 3
o
e-shop website.com

BIIRXSRRE

Best Contract Fulfillment Award &=

V 35+

EBBRIE

HKT Shop

Product(di®
B85

RoseLLECSDIEWELRY

Pricerite

Laove ck L.l lernity

0 fEf“%

suchprice Toys§jus

website.com

QualityLife

SELECT

Smarlone
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2019 Hong Kong Awards for
INndustries: Customer Service

2019 B LmER: BEIRK

Championed by the Hong Kong SAR Government, the Hong Kong Awards for
Industries (HKAI) was introduced to motivate and recognize efforts put in by
different industries to pursue service excellence, and to promote their successful
cases and strategies in enhancing industrial and service performance.

The Association is deeply honoured to have been appointed by the Government
as the leading organizer for the “Customer Service” category, which is one of
the seven categories covered by the HKAI, the forerunner of such initiative in
the territory.

Over the years, the "Customer Service" awards have been one of the most
sought after and well-respected accolades in the business community.
Strong support and enthusiasm has been persistently shown by a host of
contestants representing a multitude of business sectors covering retailing,
banking and finance, banquet and wedding planning, catering, hospitality,
property management, telecommunications, travel agencies and various service
providers.

The winners have received monumental publicity and exposure to the
marketplace through an extensive campaign of media coverage and
recognition, including TV commercials and video showcases, publications,
promotional activities via the Government’s and the Association’s websites and
newspaper supplements.

[EATRLE] EEAHA2NTH TRY - &A2E
BAIGT  ERAEATELEADHS  SESBDEEST
BB RARNLYE  RTIESLROREKT - F
B BB RS BER M BT A RER - S THEAR
RBRHS - TR -

[BEER®E] 2 [HEEIEXE] £EAR BZ2— %
GHEFRERBNERE - —BEE [EERSE] ARKE
RS o

ZEFR - [BERBE] AR - BETIHRESEE  RE
KETERBITENR R BRI - 2 AR IAKRE -
BERBITERBEERZ - 2FETE  RITkER &
ERY - B COBE  MEER - EARYE  RITHERT
R AR e o

FREZNRRRY  REERES - &BH T BF
LB E R RREET - M EERRA - ER
BWEBSUARKESETS LNAEE -

88

2019F B T iHsEEmAEsHE

Hong Kong Awards For Industries Awards Presentation Ceremony

SNk s HKGC& # . -.1{ HKZIC snizew  gescsesnes
Event Ghampion : oz GHKRMA il hkpc HSTP Bkt FHKI= =

.l’ LkHER SR L W 5 EE

| Trade and Industry Department i HESTRY v, NFARRNED Petrien poriner . EYMTR

-
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HONG

ASIAS WORLD CITY SEHMM S




Flagship Programmes & Industry Awards fEfg & Eh f 172 4878

Hong Kong Awards for Industries Customer Service Category

BEIBRR BERBERNGREE

ALF Retail Hong Kong Limited
- Marks & Spencer

Sino Estates Management Ltd -
Olympian City
EMYEEERRAR - B

MARKS &

SPENCER 026 Inf
OlympianCity

Meiriki Japan Company Limited
RS HEERMBERADF

Bl

BA® HhRBRERR G

Infinitus Property Investment
(Hong Kong) Limited - Infinitus

Uni-China (Market) Management
Ltd

Plaza
ERENEEE (55 ) ARAT R () ERBRAR
- EBRIRES J ), Make It DIFFERENT
‘:V’: AR F—gwEEED
% (R 15 fE 15

INFINITUS PLAZA

Hu Yi Global Information
Hong Kong Limited
REEHEAEERRATF

Sun Hung Kai Real Estate
Agency Ltd - Landmark North
MREMEREBRRAT -

KES

R

LANDMARK NORTH

MTM Lab Japan Limited Supreme Management

Services Limited - Ultima

Certificate of Certificate of BEEBRHERAR - KiF

Merit Winner Merit Winner
MTIM

— SN =T —

A
ULTIMA

Certificate of Certificate of
Merit Winner Merit Winner







Support Programme for SME Retailers
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Support Programme for SME Retailers

T ER RS

Thanks to funding earmarked by the Trade and Industry Department
(TID), the Association has made unwavering efforts to strengthen
connections among SMEs, business partners and prominent leaders,
as well as to sharpen their competitive strengths since its rollout of the
SME Support Programme in 2010.

Over the years, we have organized a multitude of activities including
seminars and workshops, study tours, case studies, in-depth service
enhancement projects, one-on-one business consultations, SME Retail
Service Excellence Awards, a mobile app and case sharing videos.

Successful Completion of the 6th SME Support
Programme

Successfully completed in December 2018, the 6th SME Support
Programme focused on assisting SME retailers in taking advantage of
the technology advancement, while exploring business opportunities
against the background of market challenges.

Covering a host of seminars and workshops, e-shop assessment, and
e-guidebook, this Programme benefitted a total of 490 participants
from 381 SMEs.

Application of the 7th Trade and Industry Support
Fund Project

Looking forward, the Association will join forces with Hong Kong
Productivity Council to launch a new project, carrying the theme
“Entering the Era of New Retalil”.

Supported by the Trade and Industrial Organization Support Fund,
this project aims to promote retail technologies among SME retailers
through a series of educational activities, such as conference, seminars
and business matching events.

* The SME Development Fund is now merged with other funding as the
Trade and Industrial Organisation Support Fund.
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A.S. Watson Group EEK&EE

ACG - Able Communications Group ACG£E

Café de Coral Holdings Limited AR&EBAR AT

CATALO Natural Health Foods Ltd. ZEBREBBRAARERRER AT
Chow Sang Sang Holdings International Limited &4 4 £EERER AT
CHOW TAI FOOK JEWELLERY CO., LTD. BAXEHRELTEREAT
Circle K Convenience Stores (HK) Ltd OK{EX|[EHBFEA T

Dah Chong Hong Holdings K E{T&H

Fairwood Holdings Ltd APEEEAER A T

Fortress ZJ2&E2

GSK Consumer Healthcare (HK) Ltd EEE$ 7 AR AT

Hong Kong Telecommunications (HKT) Limited &HEZERD A
OPTICAL 88 HR$%88

Pizza Hut Hong Kong Management Limited & &% & &1 A R A F
Prince Jewellery & Watch K FEREiEEK

Reasonable Software House Limited BZE#E4+GRA A

Sa Sa Cosmetic Company Limited 335t ¥ERAER A T

SAP

Shui Hing (HK) Limited %E#ERR SR D 7

Strawberry Ltd E&EER A T

Swire Resources Ltd AEERERA T

The Dairy Farm Company, Limited — Mannings &4 ERA T - B2
The Dairy Farm Group 43R al5%E

The Sincere Company Limited i HR A T

Thermos Hong Kong Limited JEEEET (& &) R A T

Tse Sui Luen Jewellery (International) Ltd i BEERE (BB AR A A
Wisdom Health Products Co Ltd Z & @#EE R ERA =

YGM Trading Ltd YGME ZERA A

Yue Hwa Chinese Products Emporium Ltd #EFE B EGR A T

EETEERBIRHATRAMBH R - BB
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https://www.aswatson.com
https://www.acg-hk.com
https://www.cafedecoral.com/eng/main/index.jsp
https://www.catalo.com.hk/catalo2015/?lang=en
https://www.chowsangsang.com/tc/home
https://www.chowtaifook.com/zh-hant/
http://www.circlek.hk/
https://www.dch.com.hk/?open=about_dch
http://www.fairwoodholdings.com.hk/tch/main/index.jsp
https://www.fortress.com.hk/
https://hk.gsk.com/
http://www.hkt.com/
https://www.optical88.com.hk/
https://www.pizzahut.com.hk/corp/tc/catering/party/index
https://www.princejewellerywatch.com/
http://rspread.hk/
http://corp.sasa.com/en/home
https://www.sap.com/hk/about.html
https://www.strawberrynet.com/en-hk/
https://www.swire-resources.com/zh-hant/
https://www.mannings.com.hk/zh-hk
https://www.dairyfarmgroup.com/en-US/Home
http://www.sincere.com.hk/department/
http://www.thermos.com.hk/thermos/hk/home/index/index.html
http://signature.tslj.com/12treasures/zh_HK/
http://www.royalmedic.com.hk/zh-hk
https://www.ygmtrading.com/
https://zh.shop.yuehwa.com/
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HKT scitone

cLouD

CYBERSECURITY

Transform

HKT Enterprise Solutions

provides comprehensive integrated
solutions with emerging technologies,
helping enterprises to keep ahead of
the times by digital transformation.

Contact 10088 to transform your &
business today. y
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WITH THE COMPLIMENTS
OF

The Shui Hing Company Limited

(LA
W E A A

2501-2, 25/F., Harcour t House
39 Gloucester Road, Hong Kong
Tel: (852) 2368 9181
Fax: (852) 2721 5210
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StrawberryNET.com

The Fresh Cosmetic Company
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#MadeForFastskin
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HKRMA

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