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SME Service Excellence Award Ceremony

cum Sharing Talk on Enhancing Retailers’ Competitiveness
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Rewarding Quality

Riding on the success of the first "SME Service Excellence Award" in 2013, the
Association organized the second one in 2014 to reward outstanding SME retailers

SerViCC and StriVing that offered excellent services. There were as many as 100 retailers contesting for

the year's award. The results were unveiled after a grueling six-month assessment

fOI’ EXCCHCHCG through the Mystery Shoppers Programme. At the award presentation ceremony on

2 February, 2015, 17 companies with stellar performances received awards from Mr.
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and Mr. Henry Yip, Vice-Chairman of the Association.
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Improving Services and Seizing Opportunities IR{LARFE EiEHE

Given that Hong Kong’s retail industry has been facing challenges in one way or another, Mr.
Yip said in his welcome speech that a steady development would only be made possible when
the industry was responsive to market needs and strengthened its competitive edge with quality
service. He encouraged SME retailers to seize business opportunities and outperform their rivals
by further enhancing their services under the current economic environment. Mr. Yip indicated
that the Association would assist SME retailers in improving their service quality and operational
efficiency by organizing a wide range of activities.
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A&A Audio and Video Center Limited

Chun Hwa Travel Agency Ltd {£ZERITHBREA T
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IBL Imports (H.K.) Limited (Brand: ISABELLA)
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Idea & Design Furniture (H.K.) Ltd Z3xF (&) BRAH
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Lab Made Limited Lab Made A FE:EPTE
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Man Fook Jewelry Holdings Ltd BigXREEE G R/AT
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Yaca International Development Ltd (Brand: Beaute Station)

Outstanding Performance Award EijlZ B 4%
Bonluxe (Asia) Ltd. fREE4% (T2 ) BERAT]

Christian Environmental Health Ltd. EE&ERIEEEGR/A R
ENOTECA Co. Ltd.

J1 Collection

Jadelink International Limited 252 #& B G R/AT]

KINJI Company Ltd. RFHIR/AT]

Maxlong Development Limited (Brand: HMDiamond) ;2 2% BB R/ AR (FEXHE)
Sun Hing Hong Travel Agency Co. Ltd. $rE{TIRITHBRA ]
Supreme Co XS1T
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With funding from the Trade and Industry Department through its "SME Development Fund" since 2010,
HKRMA has been assisting SME retailers in enhancing their competitiveness by organizing various activities. The
Programme has so far benefitted about 17,000 retail practitioners and some 3,600 SMEs.

The Phase Four Programme held between January 2014 and March 2015 covered three major areas, namely "SME
Service Excellence Award", seminars and workshops, as well as publicity through newspapers and videos about the
awardees’ keys to success, to improve SMEs' expertise and service quality from wider aspects.
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Wisdom and experiences from predecessors are the most valuable assets;
and passing on such knowledge is essential to a continued development of

Sharing Talk on

Enhancing Retaﬂers' society and the industry. At our "SME Service Excellence Award" Ceremony,
we specially invited Dr. Ricky Szeto Wing Fu, General Manager and Executive

Competitiveness Director of Hung Fook Tong Group Holdings Limited, and Mr. Peter Hung,
Director of Apple Storage, Tai Yau Storage Group Limited, to share with the
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marketing strategies, astute leadership skills and excellent service.
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Leading Brand and Creative Promotion f8&EmEE - BIEHE

Dr. Ricky Szeto viewed that a clear and innovative brand positioning was the key to success
despite facing a number of rivals. He pointed out that creative marketing should be done
in a down-to-earth manner, and should meet people’s needs in their daily life, and that
entrepreneurship and strong determination were the cornerstones of finding a proper
positioning. He also shared his experience in rejuvenating the brand of a classic herbal tea among
its target audience by revamping the stores, introducing creative packaging and diverse product
lines, and opening stores at popular locations. Such approach, he said, offered people yet
another choice to consume herbal tea other than home.
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Outstanding Team and Excellent Services EHkE [~ B EIRFS

Mr. Peter Hung viewed that employees were valuable assets of a company, and that despite
having an amiable environment, it would still be unlikely to gain appreciation and support
from customers without an outstanding team and customer-oriented service. He put it straight
that a company needed to accept that the performance of a staff member might sometimes
underperform, but the most important point was that it should discuss this with the staff
member to seek any solution when he/she encountered any difficulty in work. A company should
also collect opinions among its staff members through different channels to make improvement.
Only by doing so, he said, could a company boost loyalty and cohesion among its staff members.
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Sharing Successful Stories i34 &

The Association also invited the top three award-winning SMEs to the award presentation ceremony, and to share their
experience in delivering excellent services, as well as their tips for success. Details of the sharing sessions will be published in the
Association’s upcoming quarterly newsletters. Stay tuned.
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