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About Hong Kong Retail Management Association 7 ik 4 H &

The Hong Kong Retail Management Association (HKRMA) was founded in 1983 by a group of visionary retailers with a long-term mission to present a unified voice for
Hong Kong's retail industry. For 36 years the Association has played a vital role in addressing the many issues affecting retailers and by promoting our retail industry
through awards, education and training.

Today, the HKRMA is the major retail association in Hong Kong. Our members represent more than 9,000 retail outlets employing over half of the local retail workforce.
Members organizations cover various types of retail businesses ranging from beauty products and cosmetics to catering and food, supermarkets, department stores,
convenience stores, drug stores, watches and jewellery, fashion and accessories, furniture and home accessories, electronic and electrical appliances, telecommunications,
retail (services), and specialty stores, as well as suppliers, wholesalers and industry related service organizations.

The HKRMA is one of the founding members of the Federation of Asia-Pacific Retailers Associations (FAPRA) established in 1989. Currently, members of FAPRA cover 19
countries/regions in the Asia Pacific with each being represented by the key retail association.
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Message from the Chairman of HKRMA
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Mrs. Annie Yau Tse
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Entering the second half of 2019, the global economic growth began to further
slacken mainly due to the protracted US-China trade conflicts and other headwinds.
In the first quarter of 2019, Hong Kong’s GDP growth was at 0.6%, which is
slower than its growth of 1.2% in the preceding quarter, reflecting cautious local
economic sentiment amid a challenging external environment. Although the
Government maintained its forecast real GDP growth of 2-3% for 2019 in the latest
round of review announced in May, the Hong Kong economy would inevitably
face greater downward pressure with a high level of uncertainty on the near-term
economic outlook.

Looking into Hong Kong's retail market, the total sales value decreased by 1.2%
year-on-year for the first quarter of 2019. In the past few months, mild growth
in sales values was observed during festivals and holidays, reflecting a depressed
market atmosphere and prudent consumer spending on normal days. We foresee
that this pattern would persist especially under the continued uncertainties in the
external environment. At the moment, we maintain our forecast of a flat to low
single-digit growth in retail sales value for 2019 as a whole. However, if the recent
political issue of Hong Kong lingered, this forecast would have to be revised in due
course.

On the other hand, it is evident that Hong Kong'’s retail sales performance is no
longer linked to visitor growth. Despite a strong growth of 16.6% in visitor arrivals
in January and February, the retail market still remained sluggish. According to
the Hong Kong Tourism Board’s latest report, mainland visitors now spend less
in shopping, but are more interested in sightseeing and gaining new traveling
experience.

In addition, the shopping pattern of visitors has also changed from focusing on
high-ticket items to mainly shopping for daily necessities. In order to capitalize on
the current travel industry’s development and the increasing use of technology
by customers, retailers must transform their business and formulate innovative
strategies to stimulating customers’ spending and staying competitive.

Manpower shortage is still one of the top challenges that Hong Kong retailers
are facing. The Government announced that the latest unemployment rate stood
at 2.8%. In particular, due to the sustained expansion on inbound tourism, the
unemployment rate of the retail, accommodation and food services sectors
declined even further. Although retailers are keen to adopt technologies to reduce
manpower dependence, the talent shortage problem is still extremely serious. In
order to understand the industry’s future talent development and demand, the
Association will soon release a report with KPMG, suggesting possible solutions to
tackle the situation.
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The Association has been working hard to drive smart retail transformation in
Hong Kong. In order to allow members to grasp the latest market development,
our e-newsletter has started a new feature section on “Smart Retailing” from
this April onwards on a quarterly basis. Also, the Association has invited
members of our E-Commerce Advisory Panel and other renowned service
providers in e-tailing to contribute articles and reports on market insights and
best practices for our newly designated section on our website. With all these
endeavours, we believe it can strengthen knowledge sharing and foster stronger
connections among fellow retailers in this rapidly evolving e-tailing ecosystem.

As the major retail trade association in Hong Kong, we are counting on
our member companies’ support to enhance our services and to drive the
development of the industry together. And it is a major task for us to expand our
membership base and introduce relevant services and networking opportunities
to our members. On 11 June, partnering with Savills (Hong Kong) Limited we
have organized a CEO luncheon alongside a visit tour to HKTVmall. We are very
delighted to have over 30 C-level executives from international retail brands
joining us and mingled with our members. Taking this opportunity, | would like
to especially thank Mr. Nick Bradstreet, Managing Director of Savills (Hong Kong)
Limited, for sharing with us some success examples of innovative customer
experiences and social media strategies at the luncheon.

Lastly, our annual Hong Kong Retail Summit ended on a high note on 17 May,
with the participation of over 700 retailers. Twenty-two heavyweight speakers
and moderators shared their keys to success on retail transformation. You may
find the highlights on the Retail Summit in this issue of newsletter.

Summer is in full swing when you are reading this, may | wish you and your
family good health, and enjoy a joyous season.

A visit tour to HKTVmall
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HKRMA Chairman thanks Mr. Nick Bradstreet,
Managing Director of Savills (Hong Kong) Limited
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Message from Legislative Councillor (Functional
Constituency Representative for Wholesale & Retail)
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Hon. Peter Shiu
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Urgent need for foreign labour to address manpower shortage

The performance of the retail sector in Hong Kong has declined in recent months
and there have been worrying dips in a number of key economic indicators,
reflecting the impact of factors such as the trade conflict between China and
the US, the depreciation of Renminbi, and slowing economic growth in the
Mainland. There is no question Hong Kong economy is small and vulnerable to
external economic and political events over which it has no control. Nevertheless,
the SAR Government can certainly do more to address long-running problems
that have hampered our development, one of most pressing of which is
insufficient manpower.

The shortfall in our labour force is an indisputable reality. Unemployment has
been bumping along at 2.8% for a prolonged period, indicating a situation of
near-full employment. As a result, many industries including retail, transport,
catering, construction, and elderly services are suffering manpower shortages.
In the long run, shortage of this essential resource will not only affect the
development and quality of our industries: It will also lead to wage rises that
damage Hong Kong’s business environment and competitiveness and trigger
inflation as businesses are to increase price in order to cover rising labour costs.
For smaller companies operating on low profit margins, these increasing costs
and inflation will be enough to force them to the wall, and we risk seeing a
rising tide of business closures.

The statistics are stark. The retail sector registered more than 70,000 vacancies
with the Labour Department’s job fairs last year, according to the Audit
Commission, but only 8,000 interviews were arranged by the department, and
only 1,800 applicants were actually hired. Combined with the catering and
construction sectors, a total of 170,000 vacancies were registered but only 3,000
people were hired — that is around two hires for every 100 vacancies, reflecting a
growing chasm between manpower demand and supply.
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As Hong Kong's population continues to age, the shortfall will become more
acute. The Government recently released the main findings of its ‘"Manpower
Projection to 2027" which predicted an overall manpower shortage of
170,000 by 2027. Government projections have a track record of being overly-
conservative and far short of reality. The same report in 2012 projected a
shortfall of only 14,000 in 2018 when in fact there is currently a deficit of at
least 78,000, according to the Census and Statistics Department — more than
five times the number anticipated by the Government. We can therefore expect
the situation in 2027 to be significantly worse than our official statisticians
anticipate.

Disturbingly, rather than confront the issue, the Government has been making
excuses to avoid it, shrinking from the pressure of labour unions and claiming
that Al — artificial intelligence — will one day somehow overcome the need for
manpower. This attitude is like relying on optimism and a single bucket of water
to fight a forest fire. Technology may be advancing rapidly but it cannot bring
us instant or total solutions, and it will be a long time before we can replace the
humans missing from our labour market with robots.

To confront the growing crisis in our labour market, we need action, and we
need it now. We need to follow the example of countries and territories like
Japan, Singapore, and Macau and import labour. In Singapore, excluding
foreign domestic helpers, there are 1.13 million of foreign employees in a
total working population of 3.7 million. 70% of the employees are blue-
collar workers. In Macau, there are currently 150,000 non-professional foreign
workers, accounting for around 30% of the total 400,000-strong working
population. Both Singapore and Macau have registered healthy economic and
social development in recent years, and the positive impact of imported labour
has undoubtedly played a major part in that development.

Japan, like Hong Kong, has an ageing population. In response, the law on the
import of foreign workers was broadened at the end of last year to allow 14
industries to fill vacancies with overseas employees to address the declining
domestic labour force. Japan expects to add 350,000 overseas workers to its
current stock of one million over the next five years.

In Hong Kong, by contrast, there are only 6,000 workers brought in through
the ineffective Supplementary Labour Scheme in an overall workforce of
3.98 million, accounting for a mere 0.2% of our working population. We are
falling badly behind the economies in the region and our inadequate labour
importation policy is not fit to meet the needs of our social and economic
development.

The Government has buried its head in the sand on this issue for far too long
and the fire we have to fight is raging out of control. We must act now, without
further delay, and overhaul our labour importation policies to provide the
workers we urgently need in all business sectors. Hong Kong's economic future
depends upon it.

FEL -BEAOZ(L BRRAEEEZ A
CE - BRI ABRATY "2027F AHE
RER  |E - IHEBN2027FNEEBA
DHERTEBA - AR » BISEERRRE
S EEBRERAE - BRE201 268K
FIXEHR S HER2018F 214,000\ » (BRI
BEREAFTRNBEAE - 2EZRED
H78,0001F - MEZEBBOME - ATLL -
BFAE2027FR+TEBACE @ ZINEE
EELARE -

A EHERAHRATFIRRERE - BUT
—HERISEDMARBIER » REFR AL
FERATERRABAT » IFHREKRK
N - BANE - RRRIFTERRSL » ERE
RBATEERTRE2HAZME IR - 5L
EAR—K=ZIAKNE  BOSRNKBE
o WEBRAREERRNATFFERNAE FTH
i o

AR - BRI FE - — 20T
AP ~ BAZEM - MANSHEABREE -
FEATIRAVIT3708 5B ANE SR » NatiME
MERT3ERIMIES - HRLRENES
BIEWN "EE, o RPIEAI1SBEEESR
HISMB T » (5EEEBA0B LA AN ZRAE
A MEMNEENKCERRIEBEE

AEESEANZLNAR - LFEMES
B HETRBASNS - BUAHE
8 A O E A REB D AT BB A2
B - RS B BT BN 25 T
WHISBATF -

REBEBSBAANEIBEA - REHELT
ZERH "7 TEtE L mARNTAS
T B155%8AM00.2% - E#RTHEMEL -
BHENMAINSEERBEANE - EBFIARRE
BRANS BN EMEE R ERRET
& Ut B AEBRETR - HBA
R ZBREARBAING - LRBTEEN
MRIE 2 2 o



Cover Story ‘ m

Highlights of 2019 Hong Kong Retail Summit
i % IR E 2019

(The Chinese version isireprinted from Recruit B3z iR A S & B Recruit)'_' 3

--'p e - = e

HONG KONG
RETAIL MANAGEMENT
ASSOCIATION

EESEEERE
JOIN NOW
an bR N0DA

PROMOTE : : "
Retail Development . @ ) Innovative Retailing marked

B AR with New Ideas and Visions
[EFRFAE 7EEEHTE
(28 B Ky 7 3tk B9 567 B8 24 Eid 4R B

The Hong Kong Retail Management Association, being a representative and pioneer of the industry, organises the "Hong Kong Retail
Summit" annually to introduce new ideas to the industry.

The Summit of this year was held on 17 May 2019 at the Hong Kong Convention and Exhibition Centre, featuring a full-day session
carrying the theme "Retail Reinvention: Success in the Disruptive Age". It has attracted more than 800 middle-ranking and senior
managers. The Association is honored to have invited Dr. Bernard Chan Pak-li, JB, Under Secretary for Commerce and Economic
Development, as the guest of honor.
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New Opportunities in Retailing with Smart City Development

Mrs. Annie Yau Tse, Chairman of the Hong Kong Retail Management Association, pointed out that the development of retail technology in
Hong Kong is relatively lagging behind due to various factors, while the territory's future development depends very much on the industry
staying relevant with technology. She viewed that it is a goal of Hong Kong to build a smart city and develop itself into a leading city in the
Greater Bay Area. Working in line with this goal and by capturing opportunities in the region, the retail industry must stay relevant to the
development, find breakthroughs and catch up with the new pace of retailing.

Mrs. Annie Yau Tse also expressed that the retail industry has long been plagued by manpower shortages, and it is thus of paramount
importance to attract young recruits through the application of technology innovation and the establishment of a new retailing
environment. Following its celebration of the 35th anniversary last year, the Association has been advocating the development of smart
retailing, and unreservedly assisting the industry in establishing an international e-commerce ecosystem. On the occasion, she pledged the
Government to step up its support and help the industry intensify its application of technology and artificial intelligence facilities.

Retail Industry is Supported by "B.E.S.T." Concept

Dr. Bernard Chan Pak-li, JP, Under Secretary for Commerce and Economic Development, shared in his speech that the Government supports
the retail industry's development through various measures, which can be abridged as "B.E.S.T."

'B" refers to Branding. The Government has been helping SMEs build their brands with its dedicated BUD Fund, which is scheduled to
further expand its geographical scope and funding ceiling this year.

"E" means Emerging Opportunities. The Bureau is committed to promoting innovation and technology development. Working in line with
the development of the Greater Bay Area, it has invested $100 billion over the past two years in optimizing its relevant facilities and training.
For the retail industry, it also supports businesses to enhance their productivity through technology application by introducing the "Retail
Technology Adoption Assistance Scheme for Manpower Demand Management'"

As for 'S", it refers to Spending. The Bureau has attracted high value-added visitors to Hong Kong through various channels.

Finally, "T" signifies Talents. Government agencies such as the Employees Retraining Board and the VTC have offered training in relation to
the industry's need for talents, including emerging courses in online store management.

Looking ahead, Dr. Chan said that the Government will work out more short, medium and long-term measures to tie in with the
development of the industry.

Luncheon Keynote:
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

While all sectors are subject to disruptive changes brought about by technology, TV media, which are closely related to
the retail industry, have also embarked on its road of digital innovation. Mr. Cheong Shin Keong shared his experience
at the luncheon session of the Retail Summit on TVB's transformation with his remarks on "Transformation Story from
One to Many".
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- Session A: Retail Pioneers - A Look at the New Retail Frontiers
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How can LEGO make its brand last forever in the era of digital disruption, and deliver fun in an innovative way when customers play
the toys? Mr. Troy Taylor pointed out that LEGO is keen on listening to children's voices, whose creativity and imagination are often the

source of brand innovation. While bricks are the core of the brand business, anyone playing with LEGO can combine digital experience } }4 QBZEEH;/,;E i:/“\%lﬁ% gﬁ@
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S S P RPN Panel Y ) BB ELHIEITE MiE%ER (LEGO) - MAIEEBEERA - ALTITELERE: - O R EH ? Toy Taylorsh » SEEER
] discussion : BB ﬁwaaqﬁui%u/u\%jjﬁﬁm%ﬁze@J%ﬁEA TEREBL (Bricks) 2R - MIEERER - TR r4

: SEIEHERE  BREHAIE - igH - AFHE TLEGO BOOST , ZIES » BMERF MEBHILEGO - BUEERIE - BEAE
B RN IEHIATRAREE « I AERER G EFER » &SN "LEGO Life, AR » 2/)\IIAREAE
PHMER - BB LEEAST - RFEUALSEBEM0jiEENATEE - MTYALES » BEEBEtR AR
% MEBAGHENE —ELILEGORRIELEER » feIRFIERERE ABEBEE -

Key to Continuous Innovation
Moderator: Ms. Janis Tam, Vice Chairman, HKRMA / Managing Director, Swire Resources Ltd.

Today, the market and technology are developing at a high speed. Moderator Ms. Janis Tam raised that how can retailers
keep on innovating in response to the rapid market pace.

Mr. Dennis van Oossanen of Nike viewed that in addition to having a proper attitude towards innovation, one must also
make tangible R&D investment. Nike has put in place a dedicated team in Greater China to develop a variety of digital :
platforms that are able to respond quickly to market and customer needs. Mr. Troy Taylor of LEGO pointed out that in order E TR L L RL TR RRTTTY: & 7T AAe
to remain creative, one should pay attention to new development of other retail brands, which may inspire their creativity, in : : Al };EE/]
addition to gaining insight into new industry trends.

FEAE AT I Bk
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BSOS SERR - THAEZRBRL—(EEEME | BRNARETHZRES AERIFT ? NikeSTRUER
= BT AEEA R OE - EREHEREIRE - NikefEAMEMRFAEFIERRERERIE TS - fEREE]
JEIZERR TR o fURLEGOMTroy TaylorfE i » BEARRAIR @ REBRETRNEE - LB HMTERENE
R’ BERAIRER -

From left: Mr. Dennis van Qossanen, Mr. Troy Taylor, Ms. Janis Tam
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~ Session B: Recreating Retail Ecosystem S ER2EN  ERTELERM
} New Retail Ecosystem Accelerates the Development of Faster Payment System } 28 2R TR HE A - S A P o
i Speaker: Mr. Howard Lee, Deputy Chief Executive, Hong Kong Monetary Authority FE: %%%mﬂgﬁﬁ BlFRE TES

HEE %EHEE'Z‘E/ B R FERNERER - ETEL - BBFREENT - BREHSTCARN - ABRREE
B RS c ABBTNERERER - &8 %iﬁ?ﬁﬁlﬁ% EXASEHSE TEHR - RERNERR - FREH
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FsZfg753

Mr. Howard Lee pointed out that businesses in Hong Kong, an international city, are offering
an array of payment options. In the wake of rapid development of electronic payment service
in Hong Kong, the HKMA launched last year the Faster Payment System as a key infrastructure.
Operating 24 hours a day and 7 days a week, the system connects banks and Stored-Value
Facility operators with full access on the same platform. It enables the public to make speedy
retail transfers and payment using their mobile phone numbers or email addresses as the payee
identification code.

STRIEE

s ERE N PRI

Panel D #E SURRRRERAT EENBRERATES i
B ALY discussion TR . GOGOVAN E4& a8 A BIE T

Alipay Payment Services (HK) Ltd. 1TEAB%; PR =
¥ : Beehive Strategy ZEHALKIE SRHAE

Challenges and Opportunities of Creating a New Look for Retailing

Speakers: Dr. Guy Look, Chief Financial Officer & ED, Sa Sa International Holdings Ltd. TEHASPSERIBLERBONME | DELDPHEETEARRS  EPAMSHEIMS ? ISTERIEE » MR
U5 ESHR | I, (S T (IOICTON D PREAI BN ERATARE - S TANE  ELEEEERTIE RN SRR AR ML RS
Ms. Jennifer Tan, Chief Executive, Alipay Payment Services (HK) Ltd. : ERThER% - GOGOVANEIE S » BEETERKDES » WA thEMRERE » A EERIE EEY » HECXAER
Moderator: Mr. Kenneth Kwok, Managing Director, Beehive Strategy : : & - GOGOVANTERIMAHR T & » TEEBBIRDITNEIRI AR - AlipayBREpIEsy Ea¥§ﬁE&%Eﬂz'§ﬁ%ﬁi
: 2R STEARAFHERR » IRBEEEETS  WEAPRERXZAFRE ARSI aHE E
Mr. Kenneth Kwok asked speakers for insights on the challenges and opportunities when retailers recreate the retail ecosystem : & TE(RHSES o

by adopting technology. Dr. Guy Look of Sa Sa said that when adopting technology for innovation, the challenges are mainly
related to integration of the existing architecture, as well as division of labour and processes. As a platform supported : 3 :
by |OgIStICS technO'Ogy, MI’ Reeve KWan of GOGOVAN VleWed that they r]eed tO COHtInUOUS'y make SEI’VICE Improvement E 0 ee0000000000000000000000000000000000000000000000000000000000000000000000000000000000000000600000000000000000000cccsssccsscceocs®
through data analysis. Ms. Jennifer Tan of Alipay said that E-wallet has opened up a new consumption module. It is also

a means for merchants dealing with their trading partners, and the relevant data may be used to dovetail with merchants' :

initiatives to carry out promotional activities. =

TSL|#uM

From left: Ms. Jennifer Tan, Mr. Reeve Kwan, Dr. Guy Look, Mr. Kenneth Kwok
i BRIIE X1, FIR X4, FEETEL, B3Rt
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~ Session C: Reshaping Customer Experience in the Digital Age

} Customer-Orientation, Swift Innovation
Speaker: Ms. Diane Cheung, Managing Director, Watsons Hong Kong

Ms. Diane Cheung shared that Watsons has rolled out pilot schemes and tested new technologies in some of its stores. For
instance, new services and experiences included self-service checkout counters, and Scan & Go option supported by RFID
technology. All these must be customer-oriented and speed-oriented, while offering innovative experience through technology.

} Product Concept Yields Innovative Service Experience
Speaker: Mr. Carthen Lam, General Manager, Zoff Hong Kong

Mr. Carthen Lam of Zoff pointed out that glasses are not only devices for vision correction, but also an important part of stylish fashion
apparel. The company has been insisting on adopting up-to-dated technology from Japan, launching new products twice a month,
and introducing its 30-minute fast optician service. The concept has thus ushered in a new era of spectacle consultation service.

} Technology Presents Both Challenges and Opportunities

Speaker: Dr. Stanley Kan, Consultant, Hong Kong Airlines

Dr. Stanley Kan of Hong Kong Airlines viewed that technology has greatly strengthened the link between operators and
customers in terms of touch points such as websites and social media, operators need to invest more in terms of resources
so as to respond promptly to customer demands. Yet, at the same time, this allows operators to better understand customer
needs and make their service more personal.

} Good Humanity Brings the Power of Internet into Full Play

Speaker and Moderator: Mr. Vincent Tsui, Founder & CEQO, Toast Communications Ltd.

In the digital world, any harm done can be amplified unceasingly, and by the same token, good deeds may be heard over
a great distance. Mr. Vincent Tsui shared, a retail store in the United Kingdom was selling a "tiger bread" when the store
manager received a letter from a 3-year-old child who said that the bread should be called "giraffe bread" because its stripes
looked more like a giraffe. The store manager carefully wrote back and then renamed the bread according to the child's view.
The incident sparked a frantic circulation on the Internet, and many Internet users spoke highly of the store manager.

Panel

e e et e e e e e e e e e e e e e e e e e discussion

Managers Should Lead the Transformation with Their Team

Moderator Mr. Vincent Tsui pointed out that the management may encounter resistance when it renovates its service, and
asked the speakers how to motivate their subordinates. Ms. Diane Cheung of Watsons viewed that the management should
share its views with its staff members, examine the "pain points" and issues in relation to the service with a positive attitude,
and turn them into a driver for improvement and innovation. Mr. Carthen Lam of Zoff noted that managers should go to
the front line and lead by example. Dr. Stanley Kan of Hong Kong Airlines said that the management should create a fair and
pleasant working environment and motivate employees to move forward.
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Session D: Be My Guest - The Passing of Baton - Reinventing Retail
Family Business

While it is not an easy task for a company to find a successor, how does a new generation of managers embark on

the road of family inheritance, and what challenges will they embrace? In this session, Mr. Stephen Chan, renowned
talk show host and Chief Advisor of Commercial Radio Hong Kong, interviewed, and had a casual discussion with,
management representatives of three major local brands, namely Yue Hwa Chinese Products Emporium Ltd., Fairwood
Holdings Ltd. and Tse Sui Luen Jewellery (International) Ltd.

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

i Mr. PCVYu, Director & General Manager
Mr. Andrew Yu, Director

Mr. PC Yu recalled his memories when he took up obligation of his family business and assumed duty in the company decades ago. He
introduced a number of innovative measures such as barcode cashier, computerization and enterprise management, and embraced
many challenges during the process. It was a new concept for the staff and the company had to train them at a slow pace, and
arranged visits to Japan for them to learn more about new technologies.

Mr. Andrew Yu, nephew of Mr PC Yu, expressed that during the process of business innovation, the management should go hand in
hand with its staff members and slowly help them change their mindset. Take the company's rebranding project as an example. The
company had worked out long-term plans, and allowed room to build up its brand image. The management team deliberately took
visual merchandising classes with its staff, so as to let them understand the concepts involved.

} Fairwood Holdings Ltd. (Father and Son)

Mr. Dennis Lo, Executive Chairman
Mr. Francis Lo, Executive Director

Mr. Dennis Lo viewed that it was not a problem when he assumed the work of family business at the start till the company encountered
business ebb. He had to rejuvenate the brand and establish a new corporate culture and optimize the operating procedures and the
food menu, so as to bring new experience to the customers. It was a tough time for him and he finally had succeeded to set the
company's business to a new milestone.

Mr. Francis Lo said he often discuss with his father (Dennis Lo) when it comes to business innovation. He viewed that technology is a key
driver in social development. He believed that the catering industry has to think out of the box, to be good at data analysis, to enhance
operational efficiency, and to make better decisions in order to meet the future challenges.

} Tse Sui Luen Jewellery (International) Ltd. (Husband and Wife)

i Mr. Tommy Tse, Deputy CEO
Mrs. Annie Yau Tse, Chairman & CEO

Mr. Tommy Tse thanked to the training offered by his father (Mr. Tse Sui Luen) when he was a kid. He said he often have his own ideas
when he was young, and sometimes did not share his father's views. For instance, he did not agree on the development of a franchise
business in the Mainland as suggested by his father. It was not until recently that he changed his mind when he understands that
franchise business model is an appropriate approach for business management in such a huge market in the Mainland.

Mrs. Annie Yau Tse shared that technology application plays a crucial role in retail innovation. This is particularly true for the younger
generation who leads a different lifestyle. She cited her kids as an example. Her son loves playing online games, while her daughter is
fond of online shopping. Hence, innovation is very important for the retail industry if it intends to attract more young customers. She
believes retailers can improve operational efficiency by integrating technology with physical stores.
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Smart Retailing

HKRMA Launched Smart Retailing Designated Webpage
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The global retail market is transforming at an unprecedentedly  7HEREEBEMNAIRIZEBIES T » 2IFEMIHIELIRIFTR
fast pace, driven by ever-evolving technology and innovation. The  HpERELRER - AKX SEAEST B2 EN

Association works hard on all fronts to assist members to speed REEEA , R EENTE  BEHTSFIELE -
up their digital transformation, make advances in omni-channel
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retailing, and expand their businesses on e-marketplaces.

The Association has launched a designated webpage on "Smart
Retailing" in this April. It serves to update members and fellow
retailers on latest e-tailing trends and provide insights on grasping

the e-commerce and omni-channel opportunities. ERDA202E » AR ASESEAE T EN = RRe

;’g
More than 20 articles and reports in relation to five topics on L&Y ZEMHZE - HETFHEREFATL LHELX
e-tailing have been uploaded to the webpage. New articles will be ~ ZEH= o
added regularly. Check it out from our website!

= —]

Basics on E-tailing Latest E-tailing Customer Experience Internet Security and Digital Marketing
RS Trends R Payment IR
BFERENES HRRE MR

View the full paragraph
RIEBXEERX

The Association has scheduled a series of workshops on smart retailing, members can
check out from our website for the upcoming events.
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’ https://www.hkrma.org/en/events/events.php RJ

Enquiry:
2866 8311 / event@hkrma.org
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As a quarterly newsletter of Hong Kong Retail Management Association, "RETAILERS" serves to update HKRMA member
companies and fellow retailers about news related to the retail industry, and provide a platform for members to exchange ideas

on matters of common concern.
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Circulation and Readership #$17 & [ iE &

"RETAILERS" publishes 2,000 copies per issue. Complimentary copies are distributed to all HKRMA members, fellow retailers,
members of the Federation of Asia-Pacific Retailers Association, key government officials and departments, related organizations,

consulates as well as local and overseas business contacts.
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Mystery Shopper Programme Facilitates Culture of Appreciation and Improves Staff Morale

R S MBSO 389 BT 5

In the face of a high turnover rate, it has become more perceptible that
managers have to maintain the service quality of their staff and achieve their
business goals without dampening staff morale. More and more retailers
have thus turned to approaches to boosting staff morale and creating an
amiable workplace by adopting the culture of appreciation, while advocating
quality service and retaining talents in the long run.

It is the Mystery Shopper Programme that plays a crucial role when
implementing the culture of appreciation. The value of the process centres
on how to positively encourage employees through appreciation and, on
the other hand, help them understand and make up for their shortcomings
through suggestions and advices.

The customized assessment service offered by the Hong Kong Retail
Management Association under its Mystery Shopper Programme helps
retailers achieve the following goals:

1. Understand customer needs

= Retailers may apprehend from the assessment reports the genuine feelings
and expectations of their customers when they experience the service.

= |t helps retailers learn how their frontliners implement their service
standards.

2. Create a positive and amiable workplace by praising outstanding
employees/shops

= |t facilitates to implement impartially employee rewards programmes
through regular assessment reports.

= Retailers may also reward outlets delivering outstanding performance by
way of benign competition and benchmarking among them.

3. Understand staff capabilities, and promote employees for their
excellent performance

= Retailers may pick out and promote employees for their excellent
performance by assessing their target employees.
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4. Genuine cases facilitate staff training

= Assessment reports or audio clips offer genuine cases that help managers
in terms of staff training. These reports and clips may illustrate outlets'
or employees' service that deserve recognition, as well as areas that needs
improvement in terms of service provision.

= Retailers may also strengthen their staff service level and teamwork by
making use of the Association's professional consultation service.
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Enquiry #55] @ 2179 9407 (Ms. Sin #e/ME) / Email FEHE : msp@hkrma.org
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Flagship Programmes

‘ Flagship Programmes
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MYSTERY SHOFPER PROGRAMME

HKRM

FRZEANGE [FRBA 8] 2019410 230 FEGFEER
RAZEAD BRBETEMAS - SRSEHHR115H - RX1,9I0BTEES «
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HK Electric

2019 HKRMA AGM Luncheon

foh 7 2019 45 5 - #8 2X fi ©F

Date HHA

: 11 October 2019 (Friday) 2019 £ 10 B 11 B (£HiF#)

Time B5RS : 12:30pm - 2:15pm T4 12 B 30 43 - 2 B5 15 &5

Venue 125  : Ballroom, Level 3, JW Marriott Hong Kong HEBESEE=12SHE ( FETEE 88 SEATLES)
Language 35 : English jEENASEEET

R ok

cmese Ffunsscns  PRINCEATF TSL|#%M

SINCE 1959 % W S B [EWELLERY § WATCH

Prominent Guest Speaker EE:EH
Mr. Paul Chan, GBM, GBS, MH, JP
Financial Secretary, HKSAR Government
BB RBNYERER

PR, GBM, GBS, MH, JP

Iﬁ" ,E

“han

mﬂllﬂﬁiﬁﬁm

I,aQo]]ipen sincere i SONY
H R O SR Under the escalating US and China trade disputes, the business HEHHESFERSEFE » BENERRESELE
B environment is more challenging than ever. K BBk o
CHEVIGNON asrwortnd®  CALVINKLEIN | I L
O e vl e e e e 7 e oSBT TR A
development of Hong Kong, and its implications to the retagilyindustry E F’J&{F%}; - HIJH?%EE%%’W%ﬁﬁﬁﬁa&ﬁé%ﬁ
AR AR {FLA SEim A SR ' LA ERELTER AR RES R o

GNC

LIVE WELL

| mannings 2z

I o BN AEROER

i ¢ ER AL
ARA Ve A

Signature Event for Networking

Attending by some 200 prominent guests from the retail industry
and business community, the AGM Luncheon has been a signature
event for guests to build new connections and to learn the latest

AR
HESFHRNTERTATETEY K5 "B
%agsﬁﬂm&%u&m FEMSE ) AR

0/3 b(] by CHINESE ‘?é‘ﬁm & CRAFTS @ :ﬁ;g market information. WaBE—% « GESM ) M EERTHEE -
gl e SR HK Electric
Participation Fee 2% Bl & |
CALVIN KLEIN Per Person Per Half Table (5 pax.) | Per Table (10 pax.)
EaEn HKTzx=n sA YR (5A) B (10 A)
HKRMA Members
Wit wwhmaorgmsy  @:mepGhkmacrg  W: 2066831 pEes HIST,250 56,000 HKST1,500 RESERVE TABLE NOW!
Non-members www.hkrma.org
= HK$1,500 HK$7,200 HK$13,800
Fe8 2866-8311




Retail Talent Development ‘

A.S. Watsons Group [EEK&EE
Shopping Concept Store BV 5

Representatives of A.S. Watsons Group talked about the
latest development of retail industry in Hong Kong, especially
the prevailing trend of retail technology adoption. By visiting
A.S. Watsons Group's concept store CKC18, which features
themed sections including "food le parc', "WatsonsLab"
and "TechLife by FORTRESS', the participants got in-person
experiences in the cutting-edge retail technology, and were
familiar with the new shopping concept. The visit also
showcased the industry's diversification and creativity.

Highlight the diversification of retailing Boost the industry’s professional image EERAENGT EABELNENBE - S EREREAEER NS - FRSEEECKCISERERS
v S W — ML ML T £ XU REEEE - BINE - SMENRTROENSENE, BENDEENRTMIMS - BRTBET
EEE TS 0L RS R
e AR LR SIE L TS L
Earn & Learn Pilot Scheme for Retail Industry - FBEE T, BAIpTe B -
Compnay Visits NS

Sa Sa Cosmetics Company Limited #35{bitmBIRA S

The scope of retailing is so diversified that it covers more than 20 FET{EL it » WHIKZE20%EHER) - 58— , , .
Professional Service Showcase EEZ AR 7552 s

categories. Each of the categories is unique and suitable for young people By T fEEREIBIE~ B2 » WA RNEIE SR N =4FH94F

pursuing different goals and preferences. BA- Sa Sa Cosmetics Company Limited representatives

introduced the retailer's career path, and explained

Between this April and June, the Association joined forces with Vocational o o T = 2 3 s 2 A -~ T
B EBFEBRINRRNSFIRECR RN T =5 how it has put in place its training strategies to help its

Training Council and organized three company visits. Through exchanges

and sharing sessions, school principals, teachers, career masters, social @E‘%&% ’ ﬁﬁ%ﬁﬁ? ’ qu]:%&% » B - Hjj)“: employees develop continuously. During the session, its B g

workers and parents gained first-hand experience in terms of frontline FEMOEE T DIRRRTRSERTESH shop.staff o siiiel Loty Liisy vvou!d u.nders.tand ine ' E
retailing and logistics at retail outlets, in addition to learning about the REBEHNTFRE - TRTEXNENTRE ge]?ume c;stomer negd: by commugﬁgtmg _\r/::th thgm w
latest development of the industry. The visits have helped them expound ~ BUEMFIRBEDENBTETIF - WHEEFTEX hgsotfursn?uIllr;/gdanporsgcrrl:‘teedriﬁzrggigssiaol::lSs'ki||sE;e?(jtsjsilrzg ‘ =i

to the young people better on retailing, while advocating the Earn & Learn THE L Z2RIPIRLERE - for retalling
Pilot Scheme for Retail Industry.

1

SEIMEMRBRATREKNE Y ETNERER - LAATMAEITIRBUR G E THEST - EHEL T2 ZM
MEREAERE  YTHREENELFTE - XMFLEZENER - TRERT Y TE LTRSS -

Circle K Convenience Stores (HK) Limited OK {FI[EHBRE 2 Sl
Sophisticated Skills of Retailing 282565 4% T £
The Earn & Learn Pilot Scheme for retail industry is jointly organized by the [EX T BARIRAESEB201458#
Government, the Hong Kong Retail Management Association (HKRMA) and 45, 38T ~ B G B LSS ESIBE
the Vocational Training Council (VTC) since 2014 aiming at helping the retail = HEFAE EREHSEXREE NG
industry develop and retain a dedicated and trained workforce in the long o e e i . - -
run. The Scheme of 2019 academic year is now open to Form 6 graduates. E\E'%%g%fﬁrj 2019 BRI T
7NDSEEA 2N o
It aims at providing systematic classroom learning and on-the-job training for N - N
Form 6 graduates. Each week, student-workers attend classes on Diploma of SEFEIMNZEEEH = REREIIRBIR
Foundation Studies (Retail) or Higher Diploma in Retail and e-Tail Management at ~ EEEBEEREENMEENFTEEE DR
VTCs campus for three days; and then work for three days at a retail workplace ~— &R72 @ B KESERENM S TIE - &
designated by the participating employers. Through the approach of integrating  @REWITHIE TR » B2 A EIRTEXA
classroom learning with on-the-job training, student-workers will acquire retail-  pgap=msn TER TS » RIS EEEWEHE S

related knowledge and technical skills, while receiving a stable income and A+ ETI RS EE o
allowances from their employers and the Government. A "

Though occupying little space, a convenience store offers a great variety
of goods for sale. Circle K representatives briefed the participants on
the operations and features of the chain store. Through the visit, the
participants gained an in-depth knowledge about the outlet's operations
as well as its sophisticated skills of retailing. Moreover, they learned that
they would become skilled at running a small business when they were
familiar with the store operation.

BEAEGH - BIEANERBEERS  MIRmE - OKERENMEY
EAEBEREERE  B2NF Y B2ERNE LR S2HRERTER
75 UK Y IEHEF  NEREE—FINER -




‘ Retail Talent Development ‘

Retail Qualifications Framework (QF) launched SCS-based Training Packages

THX (e

The Financial Secretary announced in his 2013-14 Budget to allocate
additional resources to Industry Training Advisory Committees (ITACs), set up
under the Qualifications Framework (QF), to launch new initiatives to facilitate
further development of QF in industries. One of the new initiatives, production
of SCS-based Training Packages, aims to encourage more enterprises and
course providers to develop courses more closely aligned with the needs of
industry.

The Retail ITAC has developed 3 sets of SCS-based training package. In order
to facilitate industry practitioners and training providers to know more about
the contents of the said training packages, the Qualifications Framework
Secretariat organized a "Train-the-trainers" session on 17 May 2019 and
invited the respective professional writer to introduce to the participants the
features and applications of the training packages. Over 80 representatives
from employers, HR departments and education & training providers
participated in this event.

SCS-based training packages for the retail industry
TR GEIEEESID SABME

B RE

1. Customer Services EAZ RS

2. Sales and Marketing $8€ M higH#E

3. Store Operations [E4f&E

FRAEG ) AN E0h

MHARRN2013- 14 AR R P iR R i B
FIRTIREIZAERES - FRNEHRES
TRBEEERE - HR—IRH#IE - 2%
175 % (BEDRESR) RENBEME » B
S EIE A IS 2L B WS e N E S
DRVEIFRAE

FERTEFIEAERESHREY =0 (D
SEGH) RABME - RINEZEF M IFIH
BYBBMENAR - EFERBUEZRN2019
FSRVTHRERBMFIBNG - WBHFES
RIBZMENBRERAERK - ABEALS
BIEXIMENSR - RBNERTRE - 2
KRBHARIBBORFEE - BRANER
ERPIBE LU S R 26 -

The training packages (Chinese version only) could be downloaded at the QF website #iit & ] A& FEZLMEAEL T & :

https://www.hkgf.gov.hk/retail/tc/scs/packages/index.html ‘%

(Advertisement E45 )
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19th Asia-Pacific Retailers Convention and

Exhibition (APRCE) & International Consumer Goods Fair

BT U EE RS B R

o R B 1 i O

5 -7 September 2019
Chonggqing Yuelai International Convention Center,
Chonggqing International Expo Center

wm K& & A O ©

50,000+ Sg.m 50,000+ Visitors 19+ Countries & 300+ Purchase 1,000+ Brands 300+ Media
Regions Groups

The APRCE, comprising conference and exhibition, is the major project of the Federation of Asia-Pacific Retailers Associations (FAPRA:
http://fapra.net). Held every two years, the event has become the biggest and most influential retail event in the Asia Pacific
region since it was first held in 1983.

Conference

The Conference gathers the government leaders in Asia Pacific and the world, the well-known experts and scholars at home and
abroad, and numerous outstanding representatives of retailers to discuss the development strategy of the retail industry. Through
strengthening exchanges and understanding, and conducting in-depth discussions on cooperation, the retailers will bring huge
business opportunities to the development of retail industry in the Asia-Pacifc region and across the globe.

Tentative Agenda of 19th APRCE

Date Time Activities
(Day 1) All-day Delegates Registration
ay . - —
5 Sep 2019 l\/Iorn.lng Opemng Cere.mony of Exhibition
Evening Welcoming Dinner
Date Time Activities
All-day Exhibitions & Negotiations
Morning Opening Ceremony and Plenary Session one
(Day 2) Afternoon Plenary Sesspn TV\{O
6 Sep 2019 3 Parallel Sessions: ‘ .
Management Innovation of Retail Industry (Part 1) ;
Afternoon ) : .
Business Innovation and Development;
Al Enables New Retail.

Industry News

Date Time Activities

All-day Exhibitions & Business Talks

10 Parallel Sessions:

Country/Regional Report;

China’s Circulation Industry Policy Interpretation and Information Release;

Supply Cooperation of Retail Industry and Modern Service Industry Development;
Leading Role of Technology in the Transformation and Upgrading of Retail Industry;
Retail Industry Integration Development;

Supply Chain and Trade Logistics Management;

Own Brand Development of Retail Industry;

Investment and Financing of Retail Industry;

Fresh Business of Retail Industry;

Commercial Payment.

All-day
(morning or afternoon)
(Day 3)

7 Sep 2019

Morning Management Innovation of Retail Industry (Part 2)

Afternoon HOD Meeting (14:30--16:30 tentatively)

. Closing Ceremony & Farewell Dinner;
Evening

Awarding and Flag Handover Ceremony

Exhibition
With over 50,000 square meters and 2,500 booths, the exhibition showcases the latest retail solutions and strategies on about ten

scopes/ topics. In the same period, several business project promotion meetings and cooperation fairs will be held to promoting
the rapid and healthy development of the retail industry in the Asia Pacific region.

Unmanned Retail
Supporting

ZA) Design Zone ~ :-+e-e.... 3

Retail Brands &
Famous and High- -
Quality Products

Cold Chain Logistics

Members are encouraged to join the Conference or apply for booth at the Exhibition.
For details and enrollment, please visit the APRCE website: http://en.chinaaprce.com/

Intelligent Logistics

- k‘ Vending System
SEES Facilities

Payment System

Contact Information

On Exhibition

Ms. Rebecca Lee, International Sales Manager

Tel: (0086) 15222180286, Phone: (0086) 22-6628 7709, Fax: (0086) 22-6628 7709
QQ: 3002832817 E-mail: rebecca@zhenweiexpo.com

On Conference
Mr. Li Shaolong
Tel.: (0086) 13426182783 E-mail: nearlsl@aliyun.com

(BT NERATEMARGH LISSCET - HARREEREE - BBMPXERRNE - S2EAEHE: http//www.chinaaprce.com/ - )
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‘ Members' Corner

New Members

The Association welcomes the following new members.
WEELLTARMAREE -

FULL MEMBERS

KHEHE

1. 28 Watches
ik SE

2. Cafe & Cigar Limited

3. Diamond Experts
BE#EAAT

4. Dreams International Shopping Limited
SRERBEYERAR

5. Enmaru Trading Co. Limited
A ERRAT

6. Grand Royal Dispensary Limited
M ZERE B RAT

7. Global Buybuy Limited
2HBEEFERAT

8. GROVER

9. Love Mia SK Limited

10. Purity (International) Company Limited
FEENEFERAT

11. Quickfine Investments Limited

12. Sun Fai Cosmetics and Medicine
Limited
MBZEMARAT

13. Sun Fai Drug and Cosmetics Limited
MBE R ARAR

14. Sofour Limited

15. Trendy Watch Co
FIMERAT

16. Valuable Watch & Jewellery Co Ltd
OEEFHRERRAA

17. Wah Sang Watches Company Ltd
A FITARAT

18.

19.

20.

21.

22.

23.
24.

25.

26.
27.

28.

29.

30.

31

33.

34.

35.

Winning International Enterprises Co
Limited - VietCom

SSERREAIRAT) - R
Worldtimer Limited

Berviya Limited

Brilliant International (HK) Group
Limited
EEEREB)EEBRAT
D & J Trading Limited

D &) BSERAT

Global Linking Co.

Hongkong Smart Centre
BEHBEEED

Japper Company Limited
AFRFEEERRAR

Nike Hong Kong Limited
Ryoyupan Bakery Holdings Limited
BB ERERAT

The Lifewell Group
BEEZERAT

W Cellar Limited
HEREEARAT

American Beauty Global Limited
FEEERIBRAR

. Bee's International Group Limited

32.

Chun Hin Health Care Limited
BEREBRAT

Global Delight Limited
JBERBRRAT]

Headloaf Group Limited
NZEE R BB RAR

i.t. apparels limited

36.

37.
38.

39.

40.

Moda Milano

KB i

Renaissage Beauty Institute

Saint Honore Cake Shop Ltd
BZESEBRAR

365 Watch Limited
365RFETEEIR B RAR

Europe Shopping Agent (Hong Kong)
Limited

BOMmAEAEE (B8) BRAR

41. Japan Shop - Shinjuku House Ltd
AAREBIE - iEEBRAT

42. ).Rich Golden Horse Limited
ERARAT

43. ).Profits Golden Horse Limited
IEZERAA

44. Novatrade International Limited
HEFHEHRAT

45. Princess House
NSNS

46. W&W Cosmetics Trading Limited
KEKAGHE ZBERAT

ASSOCIATE MEMBERS

AL R h=]

1. Madcradle Online Limited
EESMITHERAR

2. Yonyou (Hong Kong) Co Ltd
RARBHEB)BRAR

3. Beacon College Limited
BEESRERAT

Policies & Legislations

BUR S i1

.......................................................................................................................................................................................

This column is to inform members and readers about the various
legislative and industry issues that the Association has reflected
its views to the Government or relevant entities.

Association's Views
Please find below a list of issues which the Association has

contributed position papers and comments in the last quarter.
Details can be found in the HKRMA website: www.hkrma.org

m Reflected views on proposed Producer Responsibility Scheme for
Plastic Beverage Containers

m Reflected views on Government’s proposed Voluntary Phasing
Out Scheme on Personal Care and Cosmetic Products Containing
Microbeads

® Submission on Government’s Consultation on Vocational and
Professional Education and Training

HKRMA Functions

Date HEA Functions ;EE)IEE
15/10/2019 2019 Service & Courtesy Award - Winners
Announcement Ceremony
2019 BEH RIS - AERBME
11/10/2019 2019 AGM and Luncheon

2019 FIFEEREEFENE
19-20/9/2019 2019 Service & Courtesy Award - Interview
Assessment

2019 HHREES - m R AR
16/9/2019 2019 Hong Kong Awards for Industries:
Customer Service - Final Assessment

2019 BB T8 BERY - RE&FTSE
16/8/2019 2019 Hong Kong Awards for Industries:
Customer Service - Interview and Presentation
Assessment

2019 BB TR EERTS - mRTE

Retail Executive Series - Personalized
Presentation Skill (3)
FTETBRAB/ABEBERY - EaRFRERTI
BRIE(=)

31/7/2019

16/7/2019 Smart Retailing Series: Workshops on Online

Payment & Security (2)

BRTERS  MEAREZ2TFH (2)
11/7/2019 Smart Retailing Series: Workshops on Online
Payment & Security (1)
BRTERS  MLEAREZ2TFH (—)

FEEEAEENEEREREIMRIIHETSEXE BHENE
& B AFEEMRERENER -

H %

|= RN

AHER EF T IRERHERERE  FARNA T2
& AHYE © www.hkrma.org e

B RERERAREESEEBIREMAER
B BBTEZEBRIERS MBIRAE A EER R met iR 4t

=z
=R
=

" BEERXAEEIHELHEREERS

27/6/2019

26/6/2019

14/6/2019

14/6/2019

11/6/2019

11/6/2019

5/6/2019

Smart Retailing Conference I: ePayment,
Security & Fulfillment

BRTENIT - ETHR - REKETRS

Retail Executive Series - Personalized
Presentation Skill (2)
SETHRABRBAEERY - B RERIG
BRYE(T)

Retail Workshop - Consultative Selling Skills
TETIFY - BRHERIS

2019 Service & Courtesy Award Orientation
2019 £ AR B ERTE

Retail CEO Get-Together
CEO mAF#

Visit Tour to HKTVmall
HKTVmall Z2# 5

Earn & Learn Pilot Scheme for Retail Industry -
Visit to Sa Sa Cosmetics Company Ltd

TEX "B BRRIRCEE - MR
BRAFTZEHER

For enrollment and further details, please visit www.hkrma.org.
2 LARFE 0 8 Bwww.hkrma.org o
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CKCI18.COM

Hong Kong's premier lifestyle hub CKC18 invites you to glimpse at the future of
high-end convenient shopping, filled with App-assisted shopping
and living experiences. Divided into 4 independent sections, CKC18 lets you

experience innovative ways to eat, drink, game, and beautify. /

@ B2, Cheung Kong Center, 2 Queen’s Road Central, Central © 8am to 9pm Daily . 2185 7104

food le parc — where fresh produce, ready-made
meals meet "smart" shopping at a revolutionary
high-tech food emporium!

=
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=

TasteToGo Scan & Go

Mobile food Smart shopping
ordering App with easy checkout

beautify
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