RETAILERS SME Support

SME Retail Conference unveils 3™ SME Support Programme
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The SME Retail Conference held on 23 August, 2012 marked the launch EATESHBENSA23ABITHNETEHRTS »
of the 3 SME Support Programme. Highlighting the use of digital fEEta e T ER )\ SRS B F R - el TE
technology to open up new markets and business opportunities, the FSERE BESSE  AE 2T SNERE

Conference invited a number of experts and renowned retailers to "
SEEMEL , B1150%(y HEEFHS pE
share with some 150 SME retailers on how SMEs could apply digital SERBER - RS0SHNEREF D Z AR EH

technology as an effective marketing tool, as well as their insights WBMRFEGRE - (RMREMSL - QSRR BERR

on business sustainability amid keen competition. During the panel NEEROE  BRINABERNFEFE D - ERENFHRE
discussion, participants enjoyed a vivid exchange of experiences in 1 BINEHEBESTEBMAASEBHLE » G550
operation and human resource management with the speakers, making B e TSR ¢

the Conference a success.
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Part I: Creating Endless Business Opportunities with Digital Technology

Digital Media Marketing E(iE I §21T4H
Mr. Ken Fong, Chairman, Hong Kong Wireless Development Centre

BEEEGREPD FE HREESKE

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

Mr. Fong pointed out that consumers nowadays were used to FRELERT  HEEM BB NA L
shop online or search for information on the Internet before WEEBRHOREE AT ERRE WS
o making a purchase,hlet alkc))ne srlrlwart phonfe :ad becodme a(rj\ 55 AR NCEER] - WA T HEPSRE 1
°  essential gadget now. SMEs ought to be well aware of these trends an = N I s — s

. the potential business opportunities presented. According to a survey, there ’“\’H\E’j/gi‘im%% 1{:9%\?3; Jﬁ;ﬁ;%ﬁ\m iﬁfﬁ
were over 5 million Internet users in Hong Kong spending an average of 12 &@EE’%E%&"‘%%% TR “3121J\HWE”‘FEU:
* hours on browsing promotional clips and conducting 125 keyword searches RIBEER A LXERAFI25EBRANER -
. every month. All these figures showed how the Internet had affected EUMEE T HEENBYTR - (MRIIHER
. consumption behaviour of consumers. Mr. Fong highlighted how social B/ MTHENEEEREE » SREARDTMINA »

- media could be used as an important marketing channel for SMEs given TR AN T 4948 N B RARAS » AT LR /(R
. its high cost-effectiveness. He pointed out that social media could bring FE B AT o 2ot B AL g (SRS T
©enormous business opportunities to SMEs. In particular, it could enhance L BT GET  REEE ST - ;};/J\

the word-of-mouth effect and the brand could enjoy a deep and speedy o i ; i § :
penetration. If a SME could successfully create a talking point, it would be ERES REh R alking point(FERE) » RILUREIR

rewarded with a raise in the awareness of the products and service. HABHIRR © .

Using Smart Phone to revamp Traditional Business 2{A/ 28 & 2] BE F ML BB AR £ 75
Mr. Peter Choi, Managing Director, Palapple (Hong Kong) Limited
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A trained information technology professional, Mr. Choi BESERBEEMBI, » ALY FREARE
founded a mobile application (app) development company. NTF] o MR L RELRE - BN FER
With an introduction of a dedicated mobile app, he had BRI RERRR I E BIERRETE
successfully brought his family's dry seafood business closer to the young ECRYERE . PSR IRIEA o 2T T

. consumers and the Chinese worldwide. He explained that mobile apps

could be categorized into five types, namely people, content, location, utility AERRABYE - —RAMEFAKRE : BAR - AR

:and game. Before developing an app, SMEs should first understand their B TER - MEERERE - PRt RT#
< business nature and then determine whether it was worth the investment. ECOHEBME  ARERARSESHAEEN A
. If an app was developed, a designated employee should also be assigned EEETHEABIFHIFERANAR - % (HIZEE
©  to update the content from time to time. Mr. Choi reminded audience FRERERARER,  AIRATSLSERAR
: that it only_ took a fleeting moment _for the consumers to decide if they X B A TPIAT » NEAE e - B
. would continue to use an app. Mobile apps therefore should be carefully B T RIS AR B | o LN BERGH

developed to ensure a user experience that is easy and enjoyable. In A o . . i
addition, Mr. Choi suggested retailers could analyze the user data collected ERRAMERAREE - UEAMRHNET —HE

through the app to map out the next marketing strategy. R
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Part Il: Sharing of Success Story
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In traditional dry seafood and bird's nest stores, service quality
varied from shop to shop, prices fluctuated from time to time,

L= and the shopping environment was somehow uncomfortable.
To spearhead a breakthrough of this sales model, Mr. Chu set up a bird's
nest specialty store in 1998 where the price of products was clearly marked
and a convenient and comfortable shopping environment was provided. A
15-day return and refund guarantee was also offered to build up customers'
confidence on the brand and the products. To ensure a sustainable growth
for the brand, he further introduced a membership and incentive system
to help to retain existing clients and attract new customers with various
special offers and information. Mr. Chu stressed that a company should
cater the need of customers and work on new and unique products in
order to expand the customer base. Knowing that SMEs usually had a
small marketing budget, he suggested them to participate in various award
schemes to raise the exposure of the brand to a wider audience in a more
effective way.
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Part Ill: Challenges and Opportunities

SMEs in the 21* Century F1/\PRYS0%E

Mr. Ng shared how RABEANCO grew from a handbag
manufacturer and wholesaler to a retailer with shops now
operating in Hong Kong and Europe. He stressed that the key
to success of SMEs lied in a suitable organizational structure
and management system that would allow a company to operate smoothly
and grow a solid foundation. He also reminded SMEs not to rush for
expansion, but should take a modest pace by focusing on their strength
and presenting a clear brand positioning. "They should focus on what they
are good at. When your company can maintain a foothold amid the fierce
competition, you know you are better than the others," Mr. Ng said. When
it came to the time the business got off the ground, SMEs should take a
creative approach to run the business and set out a long-term strategy so
that the team would have a clear goal to strive for and push forward the
sustainable development of the company.

Promoting Healthcare and Wellness in an Innovative Way DIgri =5 ERIEES
Mr. Samson Chu, Managing Director, Imperial Bird's Nest International Co Ltd
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Mr. Andrew Ng, Director, S & W Handbags Limited - RABEANCO
S & W Handbags Limited -RABEANCO ZEEER REEITHE
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Ms. Maggie Tong, Director, Cotton Candy Kids
Cotton Candy Kids &2 ERBELRL

As a blogger-turned-owner of a childrenswear brand with a
presence in the Mainland, Hong Kong and Macau, Ms. Tong
revealed that her role as a blogger and her continued effort in
managing a promotion page of her brand on a social networking website
had attracted many eyeballs and significantly contributed to the success of
the brand. She believed that promoting the brand on social media could
directly reach more target customers than using magazine advertisements.
For instance, a brand could organize a children photo contest on its
promotion page on a social networking website. When the participants
shared their photos, their friends were required to "like" the page before
casting a vote. This would, on one hand, increase the traffic of the page,
and on the other hand, extend the reach of the brand to its target clientele.
She also suggested SMEs to invite famous bloggers to try their products and
air their views on their blogs, thus creating a talking point and building the
brand reputation at the same time.

Committee, HKRMA
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Mr. Ma believed that SMEs enjoyed a competitive edge
in providing experience-based services to customers by
leveraging their flexibility. From his extensive experience as a consultant,
he concluded four areas that SMEs should pay attention to when offering
this kind of service. These included: (1) SMEs should consider providing
facilities that customers could touch, for example, whether information
technology equipment such as tablets are needed to facilitate customers
to make a purchase. (2) Stable and consistent product and service quality
should be maintained. It is known that unstable service quality would
undermine customers' shopping experience. (3) Reliable products and staff
are keys to successful transactions. Whether staff members are fluent in
product knowledge would affect customers' perception and confidence on
the company. (4) Sales staff should provide customers with attentive service.
With timely response to customers' enquiries on service or products, it would
help to build up the brand image. The promotion effectiveness of attentive
service would be even more obvious for small-scale businesses.

Launching Business via Online Media Z 4 2
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Spearheading Experience-based Services R E EE Y #2 5 A 7%
Mr. Paul Ma, Chairman of Service & Courtesy Award and Mystery Shoppers Programme Organizing
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During the session, a participant mentioned the difficulty in recruitment
and the problem of high turnover. Ms. Tong agreed that human
resources issue was crucial for the development of SMEs. In fact, she
had once overlooked staff training because of over expansion of business

and the cost was a high turnover. She shared that it was necessary to
provide adequate and sufficient training to staff members. When they
made mistakes, employers should try not to blame them but coach and
encourage them to work out the solutions. Mr. Chu strongly supported
this approach and highlighted that adequate training was important to
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instill a shared vision among employees.

You can now watch the Conference again at HKRMA SME website:

D& BB BN AT AT RHAE | hitp//sme.hkrma.org
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3" SME Support Programme: Upcoming Activities
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Followed the SME Retail Conference, various activities of the 3"
SME Support Programme will be rolled out in the coming months.

SME Retail Service Excellence Award

The SME Retail Service Excellence Award, established to recognize
SMEs' dedicated efforts in delivering quality customer service, has
attracted the participation of a total of 100 SME retailers. Mystery
shopper visits to the shop front of the participating companies will
be arranged in November and December to assess the performance
of their frontline staff.

Mobile App

The iPhone application (App) specially designed for SME retailers is
now ready to launch. The free App will be available for download
from App Store from late November 2012 onwards. The App
contains the shop information of the retailers participating the
SME Service Excellence Award and discounts or coupons offered by
them. Retailers can also encourage their customers to download
the App and vote them for the "Most Liked Award". The App also
allows customers to leave their comments about the service of the
shops. Two briefing sessions will be conducted in mid November to
brief SME retailers on the trend of mobile marketing and the use of
the App.

.

Retail Workshops

Eight workshops covering sales and marketing, store operation,
customer service, and human resources have been scheduled
from January to May 2013. Online registration is now open for
all SME retailers. For details, please go to our SME portal at
http://sme.hkrma.org.
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