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HKRMA "SME Retail Service Excellence" Award

HKRMA NEWSLETTER g

HETEERHE "TEPIME EERMERE,
Applauding Success - Driving for Excellence FRIZE L - B FLARTE 2 &R

BB
e

Small and medium enterprises (SME) are an important pillar of Hong
Kong's economy. However, they are always short of resources to raise
their competitiveness in the market. In view of this, the Association
has been implementing a series of SME support initiatives with
funding from the SME Development Fund of the Trade and Industry
Department of the HKSAR Government since 2010.

The third phase of the SME Support Programme was launched in
June 2012 which covered an extensive range of activities. Apart from
seminars, workshops, company visits, mystery shoppers programme
and the launch of the iPhone App "Shoping Guide", a "SME Retail
Service Excellence" Award was also set up for the first time. The
Award was established to recognise the outstanding customer service
delivered by SME retailers and encourage them to achieve service
excellence hence uplifting the overall customer service standard of the
retail industry of Hong Kong.

The award presentation ceremony cum sharing session was held
on 9 April, 2013 with over 140 fellow SME retailers attended. The
representatives of the 14 winning companies received their trophy or
certificate from Mr. Henry Yip, Vice Chairman of the Association. At
the sharing session, Ms. Jacqueline Chong, Chief Marketing Officer
of Green Tomato and Ms. Mary Suen, Director of Training and People
Development of Sa Sa International Holdings Limited, shared their
experience in retail marketing and quality customer service, followed
by the sharing of winning tips by the recipients of the Gold, Silver and
Bronze awards and the "Most Liked" award.
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The Sharing Session
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Ms. Jacqueline Chong
Chief Marketing Officer of Green Tomato
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Ms. Chong shared how to tap into online marketing to promote and expand businesses. She pointed out that it was essential to
bring the users a "wow" factor when the user first browsed a website or opened a mobile application (App) in order to attract their
immediate attention. It was also important to make the website or App useful so that users would have the urge to bookmark the
website or keep the App on their phones. She reminded retailers to pay effort on content update and website/App maintenance in
order to retain users. Knowing SME always run on a limited promotion budget, she suggested retailers could ride on existing online
marketing platform for their own promotion.

Ms. Mary Suen
Director of Training and People Development of
Sa Sa International Holdings Limited
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Ms. Suen shared the belief of "Service with Heart" which the company had long been adhered to. She mentioned that it was
important for frontline staff to treat customers as friends and introduce them the suitable, instead of expensive products. Store
supervisors would also proactively ask customers who did not make a purchase for their feedbacks on the product and service. Sa
Sa adjusted the shop front operations according to the location of the shop to provide a better service. For instance, realizing
that tourists always visited the shop with a shopping list and were always in a hurry, two staff members were assigned to serve a
customer so that one could go to get the stock while the other could start packing to speed up the check-out process. Ms. Suen also
mentioned that Sa Sa disseminated the latest information to their customers via various popular social media platforms to develop a
long-term relationship with them.
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Awardees of "SME Retail Service Excellence" Award
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Companies participated in the "SME Retail Service Excellence" Award
agreed that the Award increased their exposure and enhanced their
market recognition. The championship has effectively raised public's
confidence in SME retailers. The Association thanks all participating
SME retailers for their support and once again congratulates the winning
companies for their outstanding service performance.
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