New Programme for SME Retailers - It's Free!
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The Association is very glad to receive the SME Development Fund by
Trade & Industry Department again for launching the second phase of the
programme. The core vision of the programme is to provide SME retailers
with practical resources and assistance free of charge to enhance their
competitiveness so as to promote the long-term development of Hong
Kong's industry.

Part Il of the Project will include more in-depth services. Retailers with
a company size of less than 50 staff are welcome to join. Do grasp your
chance to add value and gain more business opportunities. Details of the
programme can be found in the following pages.

Mystery Shoppers Programme

The Mystery Shoppers Programme allows SME retailers to understand the
strengths and weaknesses of their frontline staff, helps them improve their
professional services and finally establish a quality service team. Apart
from uplifting customer service, the Programme also helps strengthen
corporate branding and competitiveness in the market.

Through the Programme, a number of onsite assessments will be
conducted to find out the customer service standard of the retail outlets.

Those participating SME retailers will get a MSP Report and then be arranged
to have Individual Counseling in which experienced retail consultants will
analyze the report for the management. The consultants will identify their
problems in relation to customer service and provide suggestions tailored for
their individual operating environment. After the counseling, the consultants
will base on the company’s situation to sum up with a Consultation Report
which will serve as a very useful reference for the retailers in putting good
customer service into real practice.

The Mystery Shoppers Programme is open for application until 17 August,
2011. Enrollment is limited and on a first-come, first-served basis.
Interested parties please visit http://sme.hkrma.org to download the
application form or call Ms Fong at 2179 9400.
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TR FFRIR! Take Action for Improvement!

(’ ) WBIBERIERE R Recieve Consultation Report

r — ¥ —FEEERmEX Individual Counselling by Retail Consultant
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SME Retail Conference - From Challenges to Opportunities RNETEMRTE "B R

This year’s inauguration event, the SME Retail Conference — From REEHEWEEEZS AT/ NPT EFSE "LkE

Challenges to Opportunities, will be held on 21 July 2011 at Hong Kong BEHE , o IS RITN20114E7 B2 BB AEELE

Productivity Building. Guest speakers will be sharing with the audience FAIEERS R TR R B = AT
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how to capture business opportunities and master the rules of success
in this challenging market. The conference is free of charge and SME
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retailers are welcome to participate to exchange insights with industry HgEAES  BATNETERSM  TRKER

counterparts. Below are details of the conference:
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Fee &H . Free of charge %2
Language ;25 : Cantonese FEH %
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Date B EA © 21 July 2011 (Thursday) 20114E7 82108 (£5)
Time B5RS : 2:30 - 5:00pm 428309 B5RFIE
Venue ih2 . Exhibition Hall, 4/F, Hong Kong Productivity Building, 78 Tat Chee Avenue, Kowloon Tong

Enquires E50/8i %

Topics & Guest Speakers X BRI N=E

The Trend & Practice of :
Excellent Customer Service
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Mr. Paul Ma, Chairman, Service

Courtesy Award / Mystery Shor_)pers
Programme Organizing Committee,
HKRMA
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Ms. Tong Mo Ching, Jane, Managing _
Director, Arredamenti Co. Ltd. (Giormani)
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Tel 25 : 2179 9400 (F5/)M8)

Email &} : sme@hkrma.org
Website #8E : http://sme.hkrma.org

M.s. E.rica Yuen, Founder & Director,
Mi Ming Mart and Kami Teapresso
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Briefing on SME Retailers Project
(Part 1)

PINESERELE (E=25) f87y
Ms. Hydde Chan, Senior Manager, HKRMA
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Retail Workshop

The Association will organize a series of Retail Workshops to cover
different aspects of retail operation. Participating SMEs will obtain
in-depth knowledge and practical skills to help enhance their
competitiveness in the market. The schedule for workshops in July and
August is as follows:
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Customer Service and Sales Ei%SRIZEISH &£

Handling Customer Complaints
BERRNERREF
(20114E8H15H » 9:30amZE6pm)

Connecting with Customers
0 AR ENEZ EL
(201148H25H » 2:30pmZE6pm)

Retail Management S €&

Effective Supplier Relationship Management & Outsourcing Management
AR EEEEEII TR
(201148H9H » 9:30amZE1pm)

High-impact Strategic Brand Management for SME Retail Chains
B RBEmEEE
(201148H23H » 9:30amZE6pm)

Labour Regulations & T j%fl

Understanding the Employee Compensation Ordinance
B (ESRBEIRGD
(20114E8H3H - 2:30pmZE6pm)

Understanding the Minimum Wage Ordinance
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You are welcome to visit http://sme.hkrma.org to watch the workshop
details and register online. For enquiries, please call Ms. Fong at
2179 9400.

Briefing on SME Development Fund

The Association’s “SME Retailers Project” launched in 2010 has been
very well received by the industry. More than 1,000 SME retailers have
participated in the Mystery Shoppers Programme and the Management
Workshops. The Association was invited by the Secretariat of the SME
Development Fund of the Trade and Industry Department to share
experience and winning tips in project application with over a hundred
of guests in the SDF Briefing held on 1 June.
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Ms. Belinda Kwan, Assistant Director — General (Industries
Support) of Trade and Industry Department (right) presented
souvenir to Ms. Hydde Chan, Senior Manager of HKRMA.
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e FFd Participants were interested in the sharing and were eager to ask questions during the Q&A session:
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