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The Hong Kong Retail Management Association
EETEEEHS

The Hong Kong Retail Management Association (HKRMA) was founded in 1983 by a group of visionary retailers with a
long-term mission to promote Hong Kong's retail industry and to present a unified voice on issues that affect all retailers.
Established for 37 years, the Association has been playing a vital role in representing the trade, and raising the status and
professionalism of retailing through awards, education and training.

Today, HKRMA is the leading retail association in Hong Kong with membership covering more than 9,000 retail outlets and
employing over half of the local retail workforce. HKRMA is one of the founding members of the Federation of Asia-Pacific
Retailers Associations (FAPRA) established in 1989. Currently, members of FAPRA cover 18 countries/regions in the Asia

Pacific with each being represented by the key retail association.
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Our Mission
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e To present a unified voice on behalf of the retail industry
with regard to policy and advocating on issues that affect
retailers.

e To raise the status and professionalism of retailing through
education and training.
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Our Representation eT
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The Hong Kong Retail Management Association is being é
recognized as the leading organization representing retail and

the body to be consulted on industry related issues. HKRMA

also makes regular submissions to the Government on behalf

of its members on issues that affect the retail industry and

continues to initiate discussions with members on major policies éé

to ensure that their interests are being heard.
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Know more about us
https://www.swire-resources.com  sZa=la> d gl
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October +A November +—H

December +—H

February —H

e 2020 Smart Retailing Conference I: Lead Out Your
Success for Cross-border E-Commerce
2020 BREZEWHE (—) BREFTA MHT
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August J\ B

September 1A

HKRMA TIP-TALK Webinar Series: Retail Transformation
(Episode 3: Transformation in Services)
TEREATIP-TALKBEFMAERY (3% TEHH I
K EER)

HKRMA TIP-TALK Webinar Series: Retail Transformation
(Episode 4-6: Marketing under Pandemic)
SEABHTIP-TALKBERAE RS (F4E6E: BEFH
ZEEHETL)

2020 Service Talent Award Online Briefing Session
2020 IR BRA LENE

Open Letter to All Landlords Requesting Not to Take Legal
Actions against Tenants and to Charge Turnover Rent Only
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CAFE DE CORAL

Since 1979
AMEMBER OF CAFE DE CORAL GROUP
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WWW.SPAGHETTIHOUSE.COM | [E3] The Spaghetti House |
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§ On behalf of the Hong Kong General Chamber of Commerce, | would
}% like to congratulate the Hong Kong Retail Management Association
g (HKRMA) on its 37th Anniversary.
% é E The HKRMA has been an effective unifying body for Hong Kong’s retail
5 sector, representing over 9,000 retail outlets and over half of the city’s
Z;g E % retail workforce, and a prominent voice on issues affecting the industry.
W
ﬁ — E g The association has been instrumental to elevating standards, practices
E n E - and policies through its professional education and training sessions.
FJ &= Throughout the years, it has enhanced the industry’s competitiveness
an E = and helped maintain Hong Kong’s leading edge internationally.
Jﬁ:* 3 — g The past year has been particularly challenging for the sector with
% A ﬂE . so few tourists visiting the city and COVID-19 restrictions curtailing
E -_— ﬂg ‘ domestic consumption. The HKRMA plays an important role in
1:,: iﬁ supporting the sector through the current uncertainty, and preparing
:t .
i Dr. Y K Pang, GBS JP the way for brighter days ahead. Mr Peter Wong, GBS, JP
R ==/ ) I+ Ny
j: Eﬁﬁg{iﬁi | would like to express my sincere appreciation to the HKRMA for its E%H?}, GBS’ JP
ﬁ Chairman continued support to businesses that deliver quality products and Chairman
=z . services. | wish the association great success in the years ahead.
= Hong Kong Tourism Board Hong Kong General Chamber of Commerce
BERRBEERBERE BBEMEERE
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On behalf of the Chinese Manufacturers’ Association of Hong
Kong, | would like to extend my sincere appreciation to the Hong
Kong Retail Management Association (HKRMA) for its enduring
contribution to our society.

Retail industry is one of the most important driving forces for both
the economy and employment market of Hong Kong. However,
the industry underwent a difficult year in 2020. While COVID-19

+ |

7N

Dr. Dennis Ng, BBS, MH

BRTE ReoR Vo In e oo TG Rl wh Bt

" has caused an extraordinary economic and social upheaval, retail M;YPFN Mo V4
ﬁﬁjﬁtﬁi has been hit hardest. The pandemic is also having a profound aﬁ:k. %E ’ 3
Pres; impact on consumer behavior and product demand, and these , é
resident have important implications for retailers. Chairman 7?
The Chinese Manufacturers’ The Chinese General Chamber of Commerce o >
Association of Hong Kong Going' forward, retaillers could leverage on the accelerateldl digital g;&q:;—g%ﬁ%gﬁ i ? ,’ %
9 = Ay evolution and the national development to enhance competitiveness _r.‘xﬁ / N i—l—‘-
§;§¢$Jﬂﬁf§jﬂfﬁ RBE R in response to the “new normal”. | trust that HKRMA, as the g /
backbone of the retail community, will do its utmost to help g .
businesses to overcome adversity while also provide support they £ _‘T{
need to prepare to adapt to future challenges. ’}\ % ‘2"
& U P
| wish the association every success in its future endeavors. Let’s
work together to combat the crisis. =
A
: e
R = o u = [E &
P 3 : 5 =
5 AY I 4
: AIE ¢ o s X ¢
* & - = N E K -
= — ) = =
% 2 JEE =z = = o z
E Yok H £ - K = F
s 23 Pl N 72 o
g K X 1) N = ®
=} Dr. Daniel Yip = Dr. Peter Lam, GBS
£ ERRAL 5 MHEEWL
-
E’g Chairman ) Chairman
= Federation of Hong Kong Industries 1 Hong Kong Trade Development Council
ERIXEBETE BEREZBREER
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Board of Directors
=5E

Mr. Yu Pang Chun, SBS, JP
Chairman (2000-2004)

Mrs. Annie Yau Tse

Current Chairman Dr. Bankee Kwan, JP

Chairman (2004-2008)

Mr. Thomson Cheng
Chairman (2015-2018)

Ms. Caroline Mak, JP
Chairman (2008-2015)

Mr. Rodney Miles
Chairman (1993-1996)



Executive Committee 2018-2020

HZE= 2018-2020

Mr. Eamon Chu
REXEE

Director & CFO

Prince Jewellery and Watch Company Ltd

N NN | V1T EET | N Organizational Structure & 284 LN

Mr. Samson Chu
TRRLE

Managing Director
Imperial Bird's Nest Int'l Co Ltd

. KFHEEHHRAA BEERRERERAR

Chairman E£f& EERERUMKBE ESHLE
Mrs. Annie Yau Tse
AP RELL
Chairman & CEQ Mr. Richie Eu’ Mr. Gordon Farquhar
Tse Sui Luen Jewellery (International) Ltd SRR E AT PR A
SR (R AR AT R S
FERTHAR Managing Director CEO

Vice-Chairman Bl EE

Eu Yan Sang Trading (Hong Kong) Ltd

R-EES(BR)BRLA
EsngE

Mannings North Asia The Dairy Farm Group
FHAREE
BE—BEELIE

Ms. Malina Ngai, JP Ms. Janis Tam
U 8=3 BiEL LT
Group Chief Operating Officer Managing Director Dr. Bankee Kwan, JP Ms. Randy Lai
A.S. Watson & Co Ltd / CEO, A.S. Watson (Asia Swire Resources Ltd BEZLE, JP RE=SL+
& Europe) Ltd A ERBRAR .
EEREELY ERaaE gzglrrinéan Pricerite H Ltd E/IEicl)( Rest ts Ltd
EEEREEELE roup — Pricerite Home estaurants

REEE—BX BEREEY

BEER CEO

Executive Committee Members HZEEKE
Ms. Clarice Au Mr. Andrew Chan Mr. Alex Lee Mr. Samuel Lee
BXELL BREALE FEESLE FRESE
Managing Director Managing Director Managing Director Managing Director
Fortress YGM Trading Ltd Reliance Motors Ltd Watson’s the Chemist
| ¥ YGMEZBRAT EHAEERAR BERK
EEHLE BiTES ESAgE EspgE
Mr. Calvin Chan %;'E;%r;ﬁgan Mr. Francis Lo Mr. Peter Lo
GRS /‘ BFASCE BERSE
Chairman & CEO yanaging birector Chief Executive Officer CEO
Catalo Natural Health Foods (Retail) Ltd Hong Kong Tele cc?mmuni cations (HKT) Lid Fairwood Holdings Ltd Café de Coral Holdings Ltd
ZERBEER i A RREEEBRAR AREEBHRAT
TERAHAR ELEABRL FEER EEHiE
" BEEFEBESAGE

Mr. Ben Cheng Mr. Winston Chow Dr. Guy Look Mr. Philip Ma
BEL KL Rk E PERE LA BREXE
Group Managing Director Director & Deputy General Manager Chief Financial Officer & ED Chairman & CEO
Optical 88 Ltd Chow Sang Sang Jewellery Co Ltd — Emphasis Sa Sa Cosmetic Company Ltd The Sincere Co Ltd
iR% 88 BRAR BEEHESTERLR — HER BHmERAR EHERAR
SEESALE ESRELLE HENEAERHTES TERITBAR

1 Mr. Richie Eu resigned in December 2019 and was replaced by Mr. Francis Phua, Managing Q/‘recfor, Eu Yan Sang (HK) Ltd.
RERALRI0IIFI12AFIHNEE - AIFRICHEES (BF) BIRL AJEFITEEIFHELREF -




I Pk Chi Kin M Peter Suen Executive Committee 2020 -2022
) . ) Executive Director =~ é
C.h'ef Operatlng.Offlcer Chow Tai Fook Jewellery Co Ltd $ﬁl ; = 2 O 2 O - 2 O 2 2
Circle K Convenience Stores (HK) Ltd BAERESTERAT
EERE
Chairman &
Mrs. Annie Yau Tse | Chairman & CEO Tse Sui Luen Jewellery (International) Ltd
) . 2 :\E-‘-v 7= ﬁ@ :\IU-' Ig” INE
Dr. Ricky Szeto D’i/lir% Ti_énﬁg;r;g AL ER L FRRIATHER AHBIAE (BIFR)BRAA]
EAERE ;anaging Director Vice-Chairmen EIJIE
CEO & Executive Director
Hung Fook Tong Holdings Ltd ?ﬁg%zﬁngﬁ/] r'\rnnag?)uLtho—dWellcome Ms. Randy Lai CEO McDonald's Hong Kong
BRESEZRERAR L‘rw}‘ﬁ‘ﬁﬁyﬁﬂ —HE REFLL 1T B, EREES
TRARRHTES s e A D
FHES — FRAMAR Ms. Janis Tam Managing Director Swire Resources Ltd
BRELL G AEBERBRAT]
Committee Members ZE €&
Mr. Aur]drew Wong Mr;JA;;d rew Yu Ms. Clarice Au Managing Director Fortress
FRERE RERRLE EXELE E R we
Director Director o .
Pizza Hut Hong Kong Management Ltd Yue Hwa Chinese Products Emporium Ltd M Anrew Chian | Managing Director UELHIEIEL
ERUBEEBERAT WEREESERAT REARLE BITER YGME ZERAF
Bx BE
ESRE Mr. Calvin Chan Chairman & CEO Catalo Natural Health Foods (Retail) Ltd
BRfE5E TRRATREH £ERERER
Mr. Tom Chan Managing Director, Commercial Group HKT Limited
BRicH T E BEEPEBESHLR EREAERLA
Mr. Ben Cheng Group Managing Director Optical 88 Ltd
Bx £®= ilﬁ\ig LS IN=
Ms. Ruth Yu HBEEKAE SEEFRKE BRE% 88 BIR AR
RELL Mr. Winston Chow | Director & Deputy General Manager Chow Sang Sang Jewellery Co Ltd — Emphasis
Executive Director Eﬁ&%i EEREeKE BE4KRETERLA - %M
Hong Kong Retail Management Association
gz;%gggégmg 0 Mr. Samson Chu Managing Director Imperial Bird’s Nest Int’l Co Ltd
H{ae FHREE ERBEE EREERERATF
Mr. Gordon Farquhar | CEQ, Mannings North Asia The Dairy Farm Company, Limited — Mannings
SBEIES A plAE] R ko AMBERRE - BE
Dr. Bankee Kwan, JP | Chairman CASH Group — Pricerite Home Ltd
EE N EER KESE-BE
Mr. Bruce Lam Managing Director, Consumer Mobile CSL Mobile Limited
G s BEARBBAEBESRLE ERBEBBAARAR
Ms. Lau Kam Shim | Executive Director Sogo Hong Kong Company Ltd
) 2o WTES SREB)BEERAA
Mr. Samuel Lee Managing Director Watson's the Chemist
FRETHE TG EEER

[0 DN DN VNN IS - B |0 DN DN N NINE NN YR Organizational Structure 1

A
=228

=

2 Mr. Tim Tang resigned in September 2019 and was replaced by Mr. Laurent Piazza, Managing Director, Wellcome HK & Taiwan, The Dairy Farm Company Limited — Wellcome.
HRIEALR2019FAFIERES - BFIERLA] — BEFHEE — ZB/BF] - Rip WHFALET -
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Sub-Committee 2020
Z8E8E 2020

E-Commerce Sub-Committee EXHEES €

Executive Committee 2020 -2022
HEE 2020-2022

Committee Members ZE€ K &

Mr. Alex Liu Managing Director, 7-Eleven HK & Macau | The Dairy Farm Company, Limited — 7-Eleven Chairman Dr. Guy Look §a+Sa 003219“0 Cgrfpany Ltd
RS54 HEE FRERAR -+ - +— BB RERN 2 Btk AR RRAT
Members Ms. Clarice Au Fortress
Mr. Francis Lo Chief Executive Officer Fairwood Holdings Ltd K E BYZ4+ iz
| 7, l@\ N Jmaks j NS n
s IR ARERERRAR Mr. Andrew Chan YGM Trading Ltd
Mr. Peter Lo Chief Executive Officer Café de Coral Holdings Ltd RIS YGMESHR A
FEEASLE BEHTE AREEEBRAR Mr. Calvin Chan Catalo Natural Health Foods (Retail) Ltd
Dr. Guy Look Chief Financial Officer & ED SaSaC tic C Ltd skt el b
r. Guy Loo ief Financial Officer a Sa Cosmetic Company . .
= o = = Mr. Winston Chow Chow Sang Sang Jewellery Co Ltd — Emphasis
5 A B fEE 555 N N /= =)
Btk e BRUBRERMTES B mABRAT] Ly BB AR AR - BES
Mr. Philip Ma Chairman & CEO The Sincere Co Ltd Mr. Eamon Chu Prince Jewellery and Watch Company Ltd
BREXE FERITIRAEE FHEARAR REXSFAE RFHREEZERAA
Mr. Pak Chi Kin Chief Operating Officer Circle K Convenience Stores (HK) Ltd I\ﬂirf%m;oin Gy lg?;;j Blg;dﬁsﬁl;;\t; ol
HAEB%EE giEme OKEREABR AT A
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Ladies and Gentlemen, welcome to the 37th Annual General
Meeting of the Hong Kong Retail Management Association.

When | became Chairman of the Association in October 2018,
little could | have foreseen that during my two years’ tenure,
Hong Kong would undergo a prolonged period of economic and
social disruption, or that the city’s retail industry would be facing
its biggest crisis ever.

The survival of many retailers has been profoundly jeopardised by
the double-hit situation arising from the social unrest since June
2019 and the devastating impact of the COVID-19 pandemic
since early February 2020.

Whilst this has brought heavy-laden responsibilities, | have felt
most privileged to be Chairman of the Association at this critical
juncture, as it has given me the opportunity to connect better
with fellow retailers and form a much stronger united front to
fight for our industry and make our voice heard across the
community.

During this reporting year, | am proud that the Association has
elevated its public visibility and influence tremendously, and
through a full array of initiatives, provided members with the
support they need to survive the ordeal. | am pleased to give you
some highlights of our accomplishments in this report.

Retail Industry in Crisis

Hong Kong’s economy is in deep recession, with its real
GDP contracting by 9% in the second quarter of 2020. The
unemployment rate stood at a 15-year high of 6.1% for June to
August 2020, while the comparable rate for the retail sector was
even higher at 8.2%.

The Government’s latest total Retail Sales Value (RSV) figures for
August 2020 showed a year-on-year drop of 13.1% to HK$25.6
billion, marking the nineteenth consecutive month of decline. For
the first eight months of 2020, the RSV dropped by 30.2%, and
prospects for the rest of 2020 remain bleak.

Looking ahead to 2021, given a number of prevalent pessimistic
factors such as geopolitical uncertainties, ongoing COVID-19
challenges, travel restrictions and a generally deteriorating
economy, the retail market will remain highly volatile, making
it difficult for the time being to give accurate forecasts for its
performance.
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Imploring Landlords for Rent Reductions
and Concessions

Hong Kong’s skyrocketing rents are the No.1 challenge
faced by all retailers, whether in good times or bad. To
help provide a lifeline to some 62,000 retailers amid the
crisis, the Association took the lead on the industry’s
behalf in imploring commercial landlords for rent
reductions and concessions, proposing multi-pronged
initiatives.

We strengthened communications with landlords and
enhanced our close ties with their top management,
especially among those major developers in whose malls
our members have a strong retail presence. In a series of
separate meetings, we explained our members’ hardships
to each landlord and appealed for their understanding.

Since February 2020, we have also joined hands with the
Retail and Wholesale Alliance spearheaded by Legislative
Councillor for the sector Mr. Peter Shiu. Together with
over 100 trade associations under the Alliance, we
have lobbied top Government officials on rental matters
and issued public statements to the landlords through
advertisements.
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While we appreciate some landlords who offered short-term rent
relief in February and March this year, it has been very disappointing
to see most of them cut back on these concessions since April,
especially when the Government has launched various subsidy
schemes.

As the austerity escalated in the second quarter, we announced
in late April a listing of the top five landlords perceived as most
unreasonable in rental concessions. To raise our concerns to society
level, we issued Open Letters to the Chief Executive and landlords in
May and July 2020 respectively.

With no imminent end to the pandemic in sight, we steadfastly
maintain our urging that the Government should prohibit landlords
from taking legal actions against retailers failing to pay rent, and that
the landlords should charge turnover rent only, with both measures
covering a period of no less than nine months.

Above all, we sincerely hope that the Government, landlords and
retailers can work much closer together on all fronts to save our
industry from devastation; and more importantly, the landlords
should extend rent concessions at a level that enables retailers to
sail through the current storm and sustain long-term survival.

Facilitating the Government’s Relief Measures
and Related Industry Support

To assess the full impact of the social unrest and COVID-19 on
the retail business, the Association conducted two separate large-
scale surveys in November 2019 and April 2020. Over 150 retail
companies responded to each of the two surveys, representing
about 23% of total employment within the industry.

The survey findings were widely publicised and viewed as a well-
founded reference on the retail devastation. For instance, the April
survey results projected that a quarter of Hong Kong’s total retail
shops, amounting to 15,200 outlets, might collapse by end of this
year — a forecast that we now sadly see coming to reality.

Once the pandemic erupted, the Association was also proactive in
making recommendations to senior Government officials on relief
measures for the industry. As a result, our key inputs were adopted
in the Retail Sector Subsidy Scheme and the Employment Support
Scheme under the Anti-Epidemic Fund.

To help members cope with the disruption, we stepped up our
communications and set up an online information hub to provide
guidelines and best practices on health protection measures, as
well as manpower issues, legal and financial resources, Government
subsidy schemes and the like.
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To help members tackle their cash flow challenges, we partnered
with major banks to provide customised services and privilege
offers, and with technology vendors to offer a one-stop service for
members to apply for the Distance Business Programme.

Creating New Business Opportunities to
Sustain Survival

With tourist arrivals plunging almost by 99%, the Association and
the Quality Tourism Services Association (QTSA) jointly launched a
“ShopShop@HK £ #E” campaign on 8 September. By issuing
e-stamps through a “Tipic” mobile app, this six-month citywide
cross-brand promotion will boost local consumption and stimulate
shopper traffic among merchants.

So far, it has obtained support from some 20 retail brands covering
over 500 outlets, as well as prominent sponsors such as MTR
and Asia Miles. We trust this new initiative will enable retailers to
widen customer reach and capture new business by making use
of technology.

Concurrently, we have worked with e-marketplaces to help
members expand their business horizons through cross-border
e-tailing. Our extensive e-commerce and digitisation programme,
supported by key players like Facebook, Google and WhatsApp,
has equipped members with the latest necessary knowledge and
skills.

Rejuvenating Flagship Programmes to
Spearhead Industry Advancement

Our flagship programmes and recognition schemes have been
playing a pivotal role in promoting industry-wide best practices and
standards on all facets of retailing. This year we revamped these
flagship programmes and introduced new awards to encourage
retailers to forge ahead under the new normal.

Two of the Association’s year-round programmes were
strengthened and renamed - the Mystery Shopper Programme
becoming the “Quality Service Programme” and the Service and
Courtesy Award becoming the “Service Talent Award” — while new
perspectives were introduced on technology, innovative service
standards and the recognition of anti-epidemic measures, along
with a one-off quality service recognition scheme.

The Quality E-shop Recognition Scheme registered good growth
with participation of over 100 e-shops. Through competitions and
a membership promotion with Shopline and Boutir, we enlisted
more merchants to the Scheme and promulgated best practices
and standards of e-tailing in Hong Kong.
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Strengthening Our Voice and Representation

During the year, we continued to make our voice heard through
regular submissions and inputs on retail-related legislation and
regulation, including the Standard Working Hours Sectoral
Guidelines, Statutory Minimum Wage Review, and the Proposed
Producer Responsibility Scheme (PRS) on Plastic Beverage
Containers.

As the Association’s spokesperson, | attended a record high of
close to 500 media interviews and commitments throughout the
year. These media exposures covered almost every subject relating
to our industry and its survival under the pandemic.

Equally encouraging is that our representation reached new heights
with an impressive growth of 13% in membership to about 900
members this year, including over 220 new members from a wide
spectrum of retail categories.

Driving Retail Transformation for Future Growth

The Association has been diligently driving industry transformation
among retailers big and small. Our seventh SME project launched
in June is expected to benefit 1,200 retail practitioners from 600
enterprises in adopting new technologies and expanding their
businesses in the Greater Bay Area.

To strengthen our pursuit of new developments in the retail sector,
we introduced our first ever Smart Retailing Award, in which close
to 40 technology vendors, start-ups and retailers participated.
We believe this new award will elevate technology adoption and
business standards in the industry.

In the years ahead, given a disruptive paradigm shift to a new
retail era, the Association is committed to uplifting the industry’s
development to the next level with key work focuses on retalil
transformation, talent development, and capturing opportunities in
the Greater Bay Area.
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Closing Remarks

So much has been completed during this reporting year. Before
concluding my report, | would like to offer my heartiest thanks to our
Board of Directors, the Executive Committee members and Mr. Peter
Shiu for their advice and guidance.

My sincere gratitude also goes to our Vice-Chairmen Ms. Malina Ngai
and Ms. Janis Tam for their dedication to the work of the Association.
Last but not least, | would like to thank all members; without your
support, we could not have made all these achievements possible.

Despite the prevailing crisis, we remain positive about the future.
Let’s stay united and render our best for the prosperity of Hong
Kong’s retail industry.

Thank you.

(presented at the 37th AGM on 8 October, 2020)
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The Future of Retailing
S| AZEFERKE

The COVID-19 pandemic has drastically affected the economy.
Retail is no exception. The pandemic has driven the sector to
swiftly transform itself, while reshaping customer shopping habits
and customers’ values and expectations.

It is thus ever more pressing for the sector to invigorate their online
and offline platforms to meet the ever-growing online shopping
trend. It is also necessary to ensure business continuity by re-
evaluating business models and operating strategies.

Likewise, customers’ values and expectations are shifted so that
customer relationships are increasingly paramount, underlining the
significance of human connections amid the pandemic. To build
and strengthen lasting relationships with customers, retailers must
thoroughly understand customers’ needs, and be agile enough
to deliver on it. By enhancing capabilities of data analytics as
a first step, retailers will be able to provide more targeted and
personalised services efficiently.

Sustainability is also a growing concern amongst customers who
prefer retailers sharing values in common and helping create a
sustainable world. Feelings of shared values will help deepen the
connections between retailers and customers as people often
prefer retailers who “did the right thing” for them.

As such, physical stores will increasingly serve as a “Third Space”
— a venue that is not only about transactions, but also interaction.
It offers in-person service in a unique, engaging shopping
environment that is unavailable online. To keep customers coming
back, more relevant in-store customer experience technology
should be introduced, such as touchless payment and augmented
reality (AR) technology.

The rapid uptake of online shopping has undoubtedly made digital
transformation a top priority. At the same time, the seamless
integration of online and offline platforms will enable retailers
to strengthen their scalability and agility to respond quickly to
the ever-changing customer demands. As the leading trade
body, the Association has been spearheading a full spectrum of
020 activities to help retailers capture the brand new business
opportunities arising from the new era.
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Taking this opportunity, | would like to announce that | am going
to step down as the Vice Chairman of the Association. After
joining the Executive Committee in 2008, | have served as the
Vice Chairman since 2014. | championed the Sustainability
Task Force in 2018 to arouse sustainability awareness, while
deepening industry-wide collaborative efforts to address related
issues. In 2019, | led the first-ever retail Green Hackathon in
Hong Kong, successfully start to bring retailers and youngsters
together to develop innovative and sustainable ideas for retail
stores.

| am proud to see that the Association has, in the past 12 years,
emerged itself from an administrative body to a true voice for
retailers. May | take this opportunity to give heartfelt thanks to
Chairperson Mrs. Annie Yau Tse and Mr. Thomson Cheng for their
exemplary leadership during my tenure. My most sincere thanks
also go to Executive Director Ms. Ruth Yu, and her secretariat
team for their diligence and efficiency in execution.

Despite the headwinds, | am confident that the Association will
lead the industry to weather through the challenges and that the
growth momentum will pick up again in 2021.

Malina Ngai, JP
B XFEHL
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Visionary Retailers Driving Transformation

SRR BRER

Despite the ongoing China-US trade dispute, prolonged social
unrest and lately the COVID-19 pandemic, the retail sector is
keen to take up the unprecedented challenges by riding on the
growing online shopping trends and capturing opportunities in
this trying time.

Retailers have to strengthen their distinctive value proposition,
as the pandemic has led consumers to rethink what they really
need and the global economy takes time to recover, which
in turn dampens consumption. It is therefore imperative to
be mindful that retailers’ value proposition shares the values
and attitudes that are cherished by customers, especially the
millennials and Generation Z. Retailers should also take note of
growing concerns in society about sustainability and inclusion.

The omni-channel integration is being further accelerated
by COVID-19. In addition to making sales channels, both
traditional and digital ones, easily available to customers,
retailers need to integrate the operations seamlessly to
enhance customer experience. Data-driven insights are
also conducive to delivering the best personalized customer
experience.

Janis Tam
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In this era of disruption, every disruptive change may become
a typical requirement from customers whenever it prevails.
Today, nobody can afford missing out e-commerce retailing
when it becomes a norm. When consumers are used to
interacting with salespersons one on one via WhatsApp during
lockdown, they expect the same intimate and personalized
service when normality returns. The same holds truth when
shopping in a hygienic and safe environment.

We are also in an era of “no patience”, marked by the demand
for easy, efficient, convenient and user-friendly touchpoint and
interaction. Consumers expect to get immediate information
and service whenever they need. Likewise, the attention span
of consumers is shortened, so that it challenges retailers’
capabilities to capture the eyeball and deliver the most
attractive content in seconds.

Digitalization has democratized consumer power. Information
about products, services and shops is accessible anytime
anywhere in the world. It now gets harder to create affinity
and predict what consumers truly desire. Retailers are facing
more challenges in this digital world, as consumers will simply
go away upon having a bad first impression or experience.
This can be mitigated by utilizing human experience and data
intelligence for decision-making and customer interactions.

With customer centric culture, retailers can put themselves
in customers’ shoes to win their hearts. Fueled by fast
digital acceleration, innovative retailers will continue to lead
the market. Taking the pandemic as a catalyst to speed up
transformation, retailers may ride on effective CRM to offer
the right omni-channel solution supported by data analytics
for positive and lasting customer relations. Indeed, lockdown
has told us that loyal customers are the first to return when
normality returns. And, enterprising retailers are encouraged
to go beyond the territory to expand market opportunities,
and the Greater Bay Area has huge potential for them.

In 2020, the Association has initiated a number of
enhancements under its flagship programmes, including the
launch of Smart Retailing Awards, and the introduction of 020
assessment criteria. The Association has also strengthened
its education and training efforts to keep members and fellow
retailers abreast of the latest knowledge and best practices
on e-tailing and 020 development. These include our
collaboration with Facebook, Google, Whatsapp, and other
key e-commerce players to put forward a new series of online
training.

Looking ahead, 2021 will likely be another challenging year
as business environment remains under pressure. However,
the Association believes that the retail sector will continue
to invest in the new retail today in order to pave the way for
solid growth in future. Taking this opportunity, may | strongly
encourage our members to stay tuned to our flagship
programmes, training, seminars and workshops.
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E-Commerce Sub-Committee
BYHEEEE

"The digital retail landscape has evolved dramatically under the spell of
the coronavirus pandemic. The development has made e-commerce more
appealing and necessary than ever. Many retailers racked their brains to try
to reach more consumers and rack up more sales. On the other hand, instead
of visiting outlets and stores, consumers prefer novel channels for purchasing
online. This has thus propelled e-commerce as a prevalent consumer spending
habit. Accordingly, the Sub-Committee teamed up with major e-commerce
players this year to support our members in terms of transforming their
business online. This year also saw the launch of the first-ever Smart Retailing
Award, an initiative to drive smart retail transformation in Hong Kong."

[EHBEENRET  ARTERFETHREHNEL EAZHB
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Dr. Guy Look
EEEEL

Chairman of E-Commerce Sub-Committee
ETHEZEREE

Debut of Smart Retailing Awards

The Association launched a new e-commerce initiative this year, namely
Smart Retailing Awards (“the Award”). Through the Award, we aimed
to encourage retailers to provide consumers with a greater, faster, safer
and smarter shopping experience by integrating people talent and
technology into the shopping journey. We also targeted to drive smart
retail transformation both at company and individual levels, and to give
recognition to retail vendors, startups and enablers who have played an
important role in smart retail transformation on both service delivery and
technology adoption.

To encourage smart innovation and technology adoption and to establish
and promote best practices and standards of smart retail, the Award
system was enhanced to offer the “Smart Retail Tech Award” for technology
vendors and technology startups, as well as the “Smart Service Innovation
Award” for retailers.

Carrying the theme "Expand HK Smart Retail Tech Horizon - To Revitalize
and Recognize Your Retail Business", the Award received strong support
with a large band of contestants from more than 40 companies. The event
showcased a diversified function of projects, including cashless payment
system, Artificial Intelligence (Al) for customer behaviour analysis, 3D
imaging, logistics gateway, price optimization system, mobile application for
customer loyalty, and integrated solution for customer experience.
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Quality E-Shop Recognition Scheme

Following the debut of the Quality E-shop Recognition Scheme in 2017, the
Association has been the major driving force in establishing and promoting
best practices amongst Hong Kong e-shops. This year, the Association
collaborated with SHOPLINE and Boutir to facilitate more e-shops under
these e-marketplaces to apply for the recognition. Despite a challenging
business environment for the retail industry, we recorded a participation of
over 100 e-shops this year.

Extended Coverage to Social Media and
e-Marketplace Platforms

To make the Scheme more appealing to consumers and retailers, the
Association continued to take extra effort this year and raise public
awareness by bringing new elements to the Scheme.

In addition to the existing assessment, a set of new assessment was
extended to e-shops in e-marketplaces and social media (for instance,
Facebook & Instagram).

Under the Scheme, e-shops on e-marketplaces or social media which
achieved all the prerequisites were recognized as "Quality e-Marketplace
E-Shop" or "Quality Social Media E-Shop”.
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Quality E-Shop Developer Recognition Scheme

As more and more retailers make use of e-shop development service or
e-shop platform for their online business, the “Quality E-Shop Developer
Recognition Scheme” was rolled out in March 2020. It aims to recognize
quality e-shop developers and service vendors spearheading industry-wide
standards and best practices for online retailing in Hong Kong.

E-Commerce Training Activities

During the reporting year, our e-commerce training activities focused on
addressing retailers’ need on digital transformation, smart retail talent
development as well as promotion of award-winning solutions identified in
the Smart Retailing Awards.

Echoing the launch of the Smart Retailing Awards, we organized the first
Smart Retailing Conference in January. Collaborating with PRC-based
e-commerce giant Alibaba, stellar speakers were invited to share their
insights on cross-border e-commerce, including cloud technology and
cyber security challenges.

The pandemic has brought challenges as well as opportunities for retailers.
A series of webinars pandemic were organized in collaboration with
Facebook, Google, SAP, Mini-Home, and other e-commerce partners
to assist members and fellow retailers to drive success under this new
normal. The topics included online marketing, business digitalization,
e-commerce platforms and cross-border e-commerce.
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Education & Training Sub-Committee

“This year saw a spike in online learning amidst COVID-19 crisis. Against
this backdrop, the Sub-Committee continued to inspire the retail industry’s
upskilling. Many of our education and training programmes were switched to
the online mode to meet the needs of retailers. Moreover, two of our flagship
programmes were revamped as Service Talent Award and Quality Service
Programme to better reflect their objectives and to take on new challenges.”
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Fostering Quality Service Culture in the New
Retail Era

Service Talent Award

Entering its 35th year, the Service & Courtesy Award was renamed
Service Talent Award to better reflect the objective of nurturing talents
for service excellence, which is now more essential than ever before
in these challenging times.

With a slogan of “Together We Thrive in Adversity”, we invited retailers
to strive for service excellence and adopt service innovation in order
to sail through adversity and prepare for business recovery.

Taking this opportunity, we introduced two new awards namely “Retail
Anti-Pandemic Award” and “Top 10 Outstanding Flagship Stores”
to recognize companies with superb anti-pandemic campaigns and
stores providing best customer experience respectively.

To mark the 35th anniversary of the Award, we also introduced three
special honors including the “Most Participating Brands”, “*‘Most
Winning Brands” and “Most Retail Ambassadors’ Brands”.

HERBINEES

Ms. Janis Tam
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Quality Service Programme

This year, our Mystery Shopper Programme was renamed Quality Service
Programme (QSP). The revamp aimed to enhance our programme with
updated customer service assessment criteria especially in the area of
customer experience.

One of the initiatives was to launch ‘Quality Service Recognition Scheme’
(QSR) on top of existing benchmarking and tailor-made services. QSR was
a one-off assessment and recognition to retail outlets. Participating brands
that pass the assessment will be awarded with 12-month recognition.
Over 100 retail brands covering 1,720 outlets obtained the QSR in the year
2020.

Meanwhile, we kicked start initiatives promoting the revamped QSP. To
begin with, in synergy with the Association’s membership promotion,
we launched media promotion and publicity campaigns covering online
and offline channels. During the reporting year, we also hosted a service
forum to share up-to-date customer experience trends, and highlighted
shifts of shopping patterns revealed through assessments of our industry
benchmarking programme.

Facing the threats of COVID-19, we have put forward a set of anti-
epidemic measures guidelines for retail stores and best practice cases are
made available for free download. To give due recognition to retail brands
that have implemented preventive anti-epidemic measures in their physical
stores, we introduced the “Outlet Anti-Epidemic Measures Recognition
Scheme”, which 78 retail brands covering over 1,800 outlets have
obtained this recognition. In addition, Anti-Epidemic Measures Awards

were granted to those brands with the most effective and innovative anti-
epidemic measures.
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Enhancing Retail Professionalism

Qualifications Framework for the Retail Industry

The Association is dedicated to raising the status and professionalism of
retail practitioners.

In collaboration with the QF secretariat, the Association has been
promoting the Qualifications Framework (QF) for the retail industry since
its launch in 2012. The QF is a key government initiative to promote
continuing education and lifelong learning with a view to enhancing
manpower development and competitiveness of the industry.

Under the QF, the Recognition of Prior Learning (RPL) recognizes a
practitioner’s work experience acquired from the workplace, irrespective
of the practitioner’s academic attainment. Through the Association’s
unswerving efforts, more than 5,800 applications from about 115
companies were conferred the RPL certificates since its inception in 2014.

Another key component of the QF is the Specification of Competency
Standards (SCS), which comprises competency standards required for
the present operations and future developments of the industry. The
Association is the major contributor on the formulation of the SCS for
retail industry.  Looking forward, we will focus on the development of
the SCS to truly reflect the latest functional areas of the retail industry,
especially those relating to new retail and digitisation.

Seminars and Workshops

The Association has been gauging the latest education and training needs
for the industry.

Coping with the new social distancing rules, the Association promptly re-
organized our face-to-face seminars into more than 40 webinars, which
attracted a great audience of more than 2,500 participants.

They covered a wide range of topics including, among others, customer
service under pandemic, government and bank anti-epidemic measures,
work-from-home best practices, emotional support for staff and
e-commerce opportunities.
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Membership Sub-Committee

SEEBEED

Mrs. Annie Yau Tse

HEBRELL

Chairman of E-Commerce Sub-Committee
SEEREEEERE

Membership Growth

Through the Sub-Committee’s dedication and efforts for the retail industry,
the Association’s membership registered an outstanding growth of 13%,
reaching a new record high of 900. Categories experiencing significant
growth were Fashion & Accessories, Specialty Stores, Beauty Products /
Cosmetics, and Watch & Jewellery, while our new members were mainly
small and medium enterprises (SMEs).

Notably, high profile of the Association during the pandemic was one of
the most important factors contributing to our high growth of membership.
Our endeavors to implore landlords to grant rental recessions attracted
very high media coverage and visibility. Particularly, retailers saw the power
of value proposition for their membership. This is because the Association
remains the voice of industry always speaking for them and fighting for the
industry’s interests. We also provided special membership offers such as
bundling with our flagship programmes and recognition schemes, while
extending special offers to e-platforms to benefit more SMEs.

We maintained close connections with our stakeholders such as
international chambers, property agents, banks, e-marketplaces,
Cyberport, Hong Kong Science Park and Invest HK with a view
to developing different types of membership, and broadening our
membership to engage more tech-savvy companies, startups and
international brands.

To raise the Association’s visibility, CEO interviews with Ex-Co members

were published on major newspaper during the year, featuring their insights
on retail transformation as well as the Association’s work.
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“The Sub-Committee has maintained and grown our member engagement,
despite challenges posed by the social unrests and pandemic.
response to the unprecedented turmoil, the Sub-Committee has modified our
membership drive initiatives to keep our members engaged and connected
during these times of social distancing.”
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Supporting Members with Business Initiatives

In the first half of the year, we swiftly re-adjusted our scheduled activities and
strengthened our online platform in response to the pandemic outbreak.

We kick-started for our members a COVID-19 information hub, a designated
website offering useful and practical information and resources in a wider
aspect. In addition to the Association’s actions taken to response, this
website also makes available the government assistance schemes, advices
from legal and human resources experts, and financial schemes from banks.

To update our members with key business information about fighting the
pandemic, the Association organized online trainings, seminars via Facebook
Live, and webinars on topics such as employment contract and cash flow
management.

Moreover, we organized online business matching sessions bringing
members and vendors together to explore collaboration opportunities
regarding the Government’s Distance Business Programme.

Separately, to help our members build solid foundations for their long-term
development, we teamed up with e-commerce players and ran a series of
webinars on retail transformation, practical tips to transform operations, and
ways to boost online sales under the pandemic.

In September, the Association, together with the Quality Tourism Services
Association (QTSA), launched the “ShopShop@HK” campaign, which is a
six-month cross-brand e-stamp mobile app promotion. Our objective is to
boost local consumption and to simulate shopper traffic among participating
merchants.

The campaign received support from 20 retail brands covering over 500
outlets, as well as prominent sponsors, such as MTR and Asia Miles. The
mobile app now has over 8,200 registered users, and over 222,000 e-stamps
were issued.

HKRMA

@ 37th Annual General Meeting
8 October 2020
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» Enjoy Citywide Rewards & Discounts

Every HK$250 spending can earn 1 e-stamp
Spend More Earn More

Strengthening Connections

Taking a new format, our Annual Dinner was transformed into HKRMA
Annual Awards Presentation and was successfully held on 3 December,
2019 at Kowloonbay International Trade & Exhibition Centre. More than 1,200
guests and practitioners of the industry, together with service providers and
stakeholders, enjoyed a magnificent evening of excellence for the year.

This year, the Association’s Annual General Meeting (AGM) Luncheon was
cancelled due to the social distancing rules. Nonetheless, we successfully
held our Election AGM in October at Harbour Grand Hong Kong,
complemented with Zoom online streaming.

On enhancing interflow among individual members, we organized in May and
June networking activities specifically for human resources practitioners and
e-commerce executives. These activities served as an important platform for
executives to share their expertise and experiences in dealing with business
changes.

Supporting SME members

The Association has been committed to supporting local SMEs, which are
the backbone of Hong Kong’s economy.

We launched this year the Trade and Industry Organization Support Fund
Project — The 7th Project, and the Hong Kong Productivity Council is the
implementation agent of the project.

Taking the theme “Entering the Era of Smart Retail”, this project helped SME
retailers apply up-to-date retail technologies and assisted them in exploring
opportunities in the Greater Bay Area.

The Retail Innovation Conference was held on 29 October, 2020 at Hong

Kong Productivity Council as the kick-off event, attracted over 200 attendees
both online and offline.
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Government Regulations Sub-Committee

“The Association’s function is more important than ever in the age of COVID-19.
It played a significant role bridging across the industry and the Government.
Our unremitting efforts have paid off with regulatory policies that served the
industry’s interests. In particular, we are pleased to see that our stakeholders

have joined us and work together to sail through the storm.”
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Subsidy Schemes for Retail Industry

The Association expeditiously made its voice heard in the Government
when the industry’s performance was seriously undermined this year.
Indeed, the industry has been hit hard following months-long social unrest
and more importantly the pandemic. We appreciate that the Government,
in response to the Association’s appeal, came up with timely relief
measures.

During the reporting year, the Association made submissions on regulatory
issues to the Government and had meetings with top Government officials
including the Chief Executive Mrs. Carrie Lam, Financial Secretary Mr. Paul
Chan, and Secretary for the Administration Mr. Matthew Cheung. Many
of our recommendations have been factored into the Government’s relief
measures.

With unceasing efforts in seeking for Government support, the Association
acclaimed the Government’s decision to earmark Anti-epidemic Fund
including an allocation of HK$5.6 billion for the Retail Sector Subsidy
Scheme. Some 70,000 retailers benefited from the scheme.

Based on feedbacks from our members, we presented the Government
with practical advices and insights during the formulation of the Retail
Sector Subsidy Scheme and the Employment Support Scheme.

In the face of growing economic hardships, the retail industry needed
additional support to survive. The Association therefore wrote to
the Government in August requesting rental-related measures to be
implemented in its third round of Anti-epidemic Fund.

B RBIEED

Ms. Malina Ngai, JP
RAxrkt

Chairman of Government Regulations Sub-Committee
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Rental Reduction Lobbying

The Association has been the major advocate calling on landlords to stand
with their retail tenants by offering them rent reduction as a stop-gap
measure. This was because the retailers shared the common view that it
was a life-and-death moment for the embattled industry.

Since the outbreak of COVID-19, the Association joined hands with the Retail
and Wholesale Alliance (the Alliance) led by Mr. Peter Shiu, the Legislative
Councillor (Wholesale & Retail). Together with retail trade leaders and more
than 100 trade associations, we publicly called for major landlords to waive
the rent for February 2020 and to charge turnover rent only from March to
June 2020.

Under the umbrella of the Alliance, we pronounced another message to the
Chief Executive in August 2020, requesting the Government to subsidize two
months’ rental payment, and required commercial landlords to take a similar
move, making a total of 4-month rent-free period for all suffering retailers.
These initiatives were aimed at offering the industry a breathing space when
embracing the huge challenges.

Proposed Sector-specific Working Hours Guidelines

Over the years, the Association has been monitoring the legislation of
standard working hours.

Under the impacts of social unrest and the pandemic spell, the Association
successfully conveyed to the Government that its foremost task right now
was to sustain retail businesses and protect employment, instead of pushing
forward the working hours guidelines for the retail industry.

Last December, we wrote to the Labour Department requesting to exclude
the retail industry from the proposed sectoral working hours guidelines. We
reiterated our request to the Chief Executive in June 2020, highlighting the
fact that the industry was facing critical survival issues, while there were
fundamental changes in its operation as well as staff working hours.

Review on Statutory Minimum Wage Rate

Following the implementation of Statutory Minimum Wage (SMW) in 2011,
there were three upratings in 2013, 2015 and 2017. The Association
continued to closely monitor the impacts of the SMW Rate hikes.

On reviewing the SMW rate in 2020, we asked the Minimum Wage
Commission to maintain the SMW rate at the current level, highlighting
the devastating impacts of the social unrest and the pandemic spell, the
economic recession ahead and the importance of protecting employment.
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Key Legislations and Government Policies

The Association has been representing the voice of retailers to the
Government on key issues that would shape the industry’s future.

During the reporting year, the Association reflected its views on the
following legislations and topics:

2020 Policy Address and 2020-2021 Budget

Review on Statutory Minimum Wage

Review of Mandatory Energy Efficiency Labelling Scheme
Proposed amendments to the Personal Data (Privacy) Ordinance

Proposed Producer Responsibility Scheme on Plastic Beverage
Containers
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Event Organizing Task Force

SEEEEIENDE

“Despite huge challenges throughout the reporting year, we remained agile
and creative in running our signature events. Thanks to the relentless efforts
of the Task Force members, the 2019 HKRMA Annual Awards concluded
on a high note with astounding support from our participants and sponsors.
Nonetheless, we had to make difficult decisions, scaled down some of our
activities, and hesitantly cancelled our 2020 Retail Summit originally scheduled
in June due to the pandemic outbreak.”
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Chairman of Event Organizing Task Force
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2019 HKRMA Annual Awards

Undeterred by the huge challenges brought by the social unrest
in the second half of 2019, we took this opportunity to improve
and explore alternative channels to give credit to and recognize
our members’ remarkable achievements made in 2019. The
Association swiftly adapted the new format and celebrated the
accomplishments with winners of our flagship programmes, namely
Service & Courtesy Award, and 2019 Service Retailers of the Year.
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Announcement Ceremony, was held on 3 December, 2019 at the REFRLHERIT -

HKRMA Annual Award§
=
FRBRRE

=

Kowloonbay International Trade & Exhibition Centre (KITEC).

It was also a time for all retailers and frontline staff to be cheered
up and celebrate a year of hard work. Among others, the 2019
HKRMA Annual Awards gave recognitions to winners of the Service
& Courtesy Award, and 2019 Service Retailers of the Year. Kicked
off by Mrs. Annie Yau Tse, Chairman of HKRMA, and Mr. Phil Lam,
our “Service Icon” and joined by more than 200 Retail Ambassadors,
the Ceremony gathered about 1,200 guests and representatives
from the retail industry for a glamorous and memorable night.
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2020 Service Talent Award SAwé'rd

2020 % H R 7% 8% o

November 2020
. | | | | . 2020%118
Since its rollout in 1986, the Service Talent Award (previously known as Service & SECAHIRBETFBE [BOWE M) BY ] e
Courtesy Award), has been one of the most popular events of the retail industry. AR IS B e BRI E  BRAIE ST

Carrying the theme on “Together We Thrive in Adversity”, we encouraged
retail practitioners to strive for service excellence and innovation in order to sail
through adversity.
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This year, the Award attracted about 200 frontline staff from 45 retail brands NEERHAERE  RE10EZTE4HR - HBT1400z
across 10 categories to participate. Among them, near 140 participants were NMBEEIT A [TEXF] - BeRBELY [TEE
appointed as “Retail Ambassador”. We also introduced two new awards namely JHE | B [ At R | FIE S T

“Retail Anti-Pandemic Award” and “Top 10 Outstanding Flagship Stores”.
RED [HERBEE] KZ3FAF  HBER LT =IBR

Entering its 35th year, we launched three special honours including the “Most

Participating Brands”, “‘Most Winning Brands” and “Most Retail Ambassadors’ BISUR - D3R [28&xZmE] - [REARZ@R] &
Brands”. [ZEREHREmME] -

Key Phases

EEREK

Call for Entry Phase | Assessments
BEIHRE B —PERFTE

Mystery Shopper Assessments for frontline participants and
nominated flagship stores

EDHKRMA
HARSBERERET [HREETE]

PR Retail Anti-Pandemic Award — Sub fP [
. PO . etail Anti-Pandemic Award — Submission of Proposals
Rae: N % [EERBAR ] — ERRBHAE

Top 10 Outstanding Service Retail Brands — Online Polling
[T RELBREZERE ] — ARBLERE

HKRMA Annual Awards
BAERERE

Si3gE ; All winners were announced in December 2020 and they will be presented with trophies at the HKRMA Annual Award Presentation Ceremony in
. January 2021. Winners may enjoy publicity via news supplements, HKRMA Annual Report, newsletters and the Association’s website.
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@® Service Talent

B Award

2020 Service Talent Award (Staff Award)
— Retail Ambassadors & Winners
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@® Service Talent

B Award

2020 Service Talent Award (Staff Award)
— Retail Ambassadors & Winners
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The Potential Brand Award
HEBEmER

Gold Award £ ¢

Silver Award 5 3%
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Bronze Award €

The Best Team Award (Top 3)
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The Best Training Award
R {E 35| 22

Smarfone T S L |# 5 @

Bronze Award §a#g

TWEEY
The Hong Kong Jockey Club
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® Service Talent
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PRI ARFSEE

2020

35th Anniversary — Most Participating Brands
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35th Anniversary — Most Winning Brands
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Top 10 Outstanding Service Retail Brands( by public voting)
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2020 Quality Service Retailer of the Year of Chain Stores (Above 5 outlets) - Grand Awards

Quality Service Programme - 2020 BEEE R TER AL - BE (5 PILLLEES)

2020 Quality Service Retailer of the Year
BERBEFTE — 2020F R EEBERKEERD
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Quality Service Programme
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J £ % Chow Sang an T S L | &5 EPNLE

CHOW TAl FOOK

Introduced in 1996, the Association’s Quality Service Programme (QSP), B AESWEBREN [EEREEE ] R1996F 4|
originally named as Mystery Shopper Prggramme, serves as an effective service o SEEROMETHEEED  ATEIEMHAE
performance assessment tool for retailers through regular mystery shopper 6 B ARSIk T ) T A
assessments. =REE KrmLA 2020 Quality Service Retailer of the Year - Category Awards
: = = O B EEE TEPa4H Pl 28
A L = + 5 y 4
In 2020, a total of 120 retail brands covering 1,904 retail outlets participated in H2020% - ST EIE120(EFE R P, 004M T EERHS 2020 Eﬂi@;‘ﬂﬁﬁ = ;:.ﬁ:ﬁ, 855
the QSP. About 4,718 mystery shopper assessments visits to outlets across 22 o SBEIEE22ETEMER - & H#IT T4, 7188
retail categories lwer“e mage. All .the” V\‘{inni.ng. brands deliv?r thre“e import.ant servic:e BERED - SR ENREYARRED [BERSE) - iut;n;obillja Category Béijliti P:(iucti / Cosmetics Category DeegﬂTini Stoures Category
elements, including “Quality Service”, “Satisfied Customer” and “Professional Staff”. [EwE) fl [S%ET) —EES1s - JREMAR {e¥Em 4R BAERXFER

Congratulations to the following companies for their outstanding achievements! e 228 L T RIS A B A | /\ La CO]] * e ﬂ

NISSAN

V Swiss Riviera Beauty Treatment

2020 Excellent Service Retailer of the Year

2020 EMIRBETER
Electronic & Electrical Appliances Category Fashion & Accessories Category Fashion & Accessories — High Fashion Category
BEFREREAR RFEE R R 4B Bl RRREYIE — SRR AER
T CHEVIGNON I t
S SONY epetto
\\FE\U s-gl A FRANCE PARIS
St BN
HK Electric
Fashion & Accessories — Sports & Outdoor Products Category Fastfood / Restaurants Category Footwear Category
REEEYE — EBR S INBmAR REJE | BEREZER a4 B
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2020 Quality Service Retailer of the Year of Flagship Stores (5 outlets or below) - Grand Awards Since 1979

2020 REFEEERBEESEF ALK - EHEE (5 BT /EH)

Calvin Klein Performance

c]i/ai Ja/an@

®

Furniture & Home Accessories Category Health Care Products Category Infant and Child Merchandise Category

Gold Award £ 58 Silver Award R 3% Bronze Award 3% FEREZASAS REERAR VAR AERRAER
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Quality E-Shop Recognition Scheme

HKRMA
- 2
Personal Care Products Category Premium Life-Style Category Quality Living Category EShop @ E ﬁﬁ 3-1 % —I— J
BAREESAR B o BT RKAS EEREEEAT RS == M J AC\AXZ A
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Launched in 2017, the Quality E-Shop Recognition Scheme provides a B20176#E © [BENERENE] —EAEBHRERHE2ZE R
comprehensive and objective assessment for e-shops in Hong Kong. HEEE o BHENENSENEEESHE BTELR
The scheme aims to give recognition to quality e-shops, develop industry- . . = s e N
wide standards and best practices for online retailing in Hong Kong. EEAAORERERER ARABLTEHEREER T -

Retail (Services) Category Specialty Stores - Physical Wellness (Health / Vision) Category Specialty Stores - Underwear & Nightwear Category )

TE (BRi5) A5 EFYE - BRI K E RS BFIJE - ARRRERAR This year, the Scheme has extended to cover e-shops in e-marketplaces AAFERE  SEIRRRERE T AU T AR eO@E «

ko, and social media as well. We also rolled out the “Quality E-Shop I [RERGHERRE] @ EERBRTERRHEEE
SR = . . Developer Recognition Scheme”, aiming to recognize quality e-shop PBIEREHEAARIER o
\%*4/ ] a3 E’ I-IJ 1@ fE 1:|: Calvin Klein Underwear developers and service vendors.
&t [ i~ Celki VlfnlAlro
HK Electric 2020 Top 10 Quality E-Shop Awards
2020 T RBERIE (BRHEE)
Gold Award £ 5%
Supermarkets Category Telecommunications Category Watch & Jewellery Category
BETISER ZaAR EERRHRE/EA R zoz::;;n @
e-shop
HK z: k% s EEC AR
BB EH of T T (how Sangdang FORTRESS
FORTRESS eShop ¥ E#f LEE
Fortress- A.S. Watson Retail (HK) Limited

L -EERTE (B8) BRAT

Well-Being Products Category
R4 SEE mAA R

Amway

Silver Award $R 32

jﬁ%’ PJPARKNSHOP.com

PARKnSHOP.com H{E# LiBiRTE Watsons eStore BEKEFHE
A.S. Watsons Group - PARKNSHOP (HK) Limited A.S. Watson Retail (HK) Limited - Watsons Hong Kong
EEREE - BERETS (B8) BRAR EERZE (B8) BRAR - BEEER

Bronze Award 7%

Gold Award £ 38 Silver Award $R % Bronze Award $7#% MM

2020 TOP 10

e-sho £3 =5 . ]
s M TR @ Sraveenne

CHOW TAl FOOK

citygateoutiets

cityplaza REWLEE 2 AL

Chow Tai Fook B Xi& Saint Honore Cake Shop STRAWBERRYNET

Chow Tai Fook Jewellery Co. Ltd. Saint Honore Cake Shop Ltd Strawberry Cosmetics (Services) Limited
BABUHBLTERAA EZWHE




Top 10+ A#JE (List in alphabetical orderfE & 15 % &)
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AmShop

Amway Hong Kong Ltd
XEZA (B8 ) BERRERLA

Bossini Online Shop

Bossini Enterprises Limited

EEEEAREEERAT

QualityLife

SELECT

JHCESHOP H #3543k

Japan Home Centre (HK) Ltd
AAH (58 ) BRAR

J SELECT

BRERERDT

4B PR F - Market Place by Jasons

mothercare Smarlone

Mothercare SmarTone i L& E
Mother and Child Ltd. SmarTone Mobile Communications Limited
HBBEEREEARAR

7
EEEEE
JEERIFIE weticome detivers|

0F0——10" WatSOIl'S V\(ine
www.wellcome.com.hk

Wellcome Delivers ER &R

Columbia Online Store Hong Kong

Market Place Delivers 3 I & BkigH
JEBSEN HOME TECH COMPANY LIMITED  The Dairy Farm Company, Limited - Market Place

& Columbia

Swire Resources Limited - Columbia

AHEFERAT

Market Place 5
Delivers srrmmmmm

by Jasons

' /&Eb
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STATTON
VIPSTATION & A%
Rich Jumbo Investment Limited

HRREBRAT

Watson's Wine BEEREZ
The Dairy Farm Company, Limited - Wellcome Watson's Wine
HIPERAT - BE EEREE
* List in alphabetical order W2 G#E X5 FHF
Top 3 SME E-Shops
ETOPH/NEMAE
Top 1
HKRMA w
2020 TOP 10
e-shop \)
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Hello Bear

LeTech Enterprise Development Limited

HERMA
e-shop G u Hobby .
{2 HEIE smeop2 STATION Digi.com R REJUNBIO 2
Gopopstation

RejunBio
Gopopstation Limited HobbyDigi Limited REJUNBIO INTERNATIONAL COMPANY
ERARAT LIMITED
B (B ) BRAA

EP ﬁ'?ﬂ[& Since 1044

Anglo Chinese Florist Ltd.
X— Audiocom
Anglo Chinese Florist Limited Audiocom 16-May
Anglo Chinese Florist Limited Audiocom Technology Limited Solution in One Limited

FAEREERRAR
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HobbyDigi.com

&% HKRMA
2020 TOP 10

e-shop
12 H4)5 smeTop3

18 Gifts

18 Gifts Limited
BRERERERLA

S ifts a1

www.1Bgifts.com

B a5

Suprene o0 R EIT
ESh BB EFIS

IR TIET

ROSELLE dEWELRY

Roselle Jewelry

Brilliant International (H.K.) Group Limited
- Roselle Jewelry
REER (B8 ) REARATF

Supreme Co.
Supreme Co.

2020 BEST
o

e-shop
BIES

O

Best Contract Fulfillment Award (List in alphabetical order) BEBITRZRIRE (RENEZZHF)

PEEE

China Mobile

CMHK Online Shop
PEBHEFERLERE

China Mobile Hong Kong Co. Ltd.
HEBBEBERAR

Smarlone

STATION
SmarTone #_L#E ToysRUs VIPSTATION & Ak
SmarTone Mobile Communications Limited ~ Toys"R"Us (Hong Kong) Limited Rich Jumbo Investment Limited
HHBENERERLA

S T
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Market Place ‘\
Delivers srrmmmsl,
FORTRESS
FORTRESS eShop Market Place Delivers #i_t &k
Rl LmEE

The Dairy Farm Company, Limited - Market
Place by Jasons
4 iBR 2 5 - Market Place by Jasons

A%

Fortress- A.S. Watson Retail (HK) Limited
22 -EERTE (88 ARARA

Toys$us

BRRERRATF
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2020 Smart Retailing Awards

O &b =& 4 j(j% oz,
2020 EEEZEXE
This year, the Association launched the Smart Retailing Awards (“the SE . BEHRNBRITERRETEANE  SESEISLaIH LRI E
Award”) to encourage smart innovation and technology adoption and to W ESIE R TE ) R EEFIEE o

establish and promote best practices and standards of smart retail.

BRETEARBEMALER 2
ETEREE URATEBRINERGAIFE -

The Award includes “Smart Retail Tech Award” for technology vendors
and technology startups, and “Smart Service Innovation Award” for
retailers.

HhEEUREMAEEAR
TEHHERRE 7 |

Congratulations to all the winning companies for their hard work and
effort in driving smart innovation in the retail industry!

Judging Criteria
ok 3R

Radical:
Creativity and
innovation

C WRH B RIS TERE

2R ER MR A%

SR

Key Phases
FERER

Open for Application
NEGE

- The Smart Retailing Awards
invite proposals from
participating companies until 24
April 2020.

- ERZEARBFSEQNANE
202054 A24BAIER T EIE -
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Phase 1 — Shortlist of finalists

F—RE— AHBABQTRE

- Phase 1 results were
announced on mid-June 2020.
F-RENABLRIBRER
202046 A A o

Phase 2 — Open Presentation
EPEER — ABER

- Shortlisted companies were
invited to present their proposals
to the panel judges on 10 and 11
September 2020, attracting near
200 participants joined virtually
to listen to their innovative
solutions in addressing customer
experience pain points.

- ABE2RQFR2020F9810A & 11
H—Em A FEE AR ERE
FHEIE > REIBIB2002NEE
BAERLKWEER  THRIARRE
FrEFERRERTEBRIK
PEXE

Smart Retail Tech Award (Technology Vendors)

BT ERRE (B &)

[ ]
{ SHIPNY

Appcider Limited

Project Name 2BH R :
ShipAny - Smart Logistics Gateway for E-Commerce and
Trading EF BB EEMRTFA

2y R
BCIUTIR j Pay

Boutir Limited eft Payments (Asia) Limited
Project Name 2 &L % : Project Name 2&A %
Boutir # & e+Pay

SHOPLINE

Bronze Award ##%

Mobile.Caros

Starling Labs Limited

Wee Creation Company Limited

Merit B R 18

Innovative Smart Solution Award E£&E=E

(SHOPLINE) Project Name &5 % :
Project Name 2B H % : Mobile.Cards
SHOPLINE POS

iCLhCK

INTERACTIVE

THEAPALA
SERVICES

Impala Services Limited

Project Name 2 &5 % :
Augmented Reality Showroom Ap-
plication for Product Development

Y
iClick Interactive Asia Limited

Project Name &A% :
WeChat Mini Program Smart Retail Solution

MioldEazy

Holistic Technology Company
Limited / SoldEazy

Project Name &/ R :
SoldEazy Sourcing Platform
BREFBEHTE

ERISR

{ sHIP2Y

Appcider Limited

Project Name $&AH R :
ShipAny - Smart Logistics Gateway for E-Commerce and
Trading B EHEEMATE




Smart Retail Tech Award (Technology Startups)

BRTERRER RRAAIEE)

Gold Award &g

Y4 dayta

Dayta Al

Project Name 2&H % :
Cyclops

BLOCKCHAIN
SOLUTIONS

Blockchain Solutions Limited

Project Name 2&A R :
Fi2Pay th5 1%

Silver Award $R 3%

sTOCKEIES

Stockvins Technology Limited

Project Name &A% :
StockVins - Real Time Bid/Ask Fine Wine
Trading Platform

Innovative Smart Solution Award &=

sTOCKEHIE

Stockvins Technology Limited
Project Name &A% :
StockVins - Real Time Bid/Ask Fine Wine
Trading Platform

Bronze Award i€

K
STUDID R

CREATIVE MEDIA

Studio-R Co. Limited
Project Name &5 % :
HOMEY # % - 1

DropReceive

Synpro Solutions Limited
Project Name &5 % :
DropReceive

Smart Service Innovation Award (Retailers)

BEERBRIHR (TERD)

B I Flagship Programmes & Industry Awards FEAESE 8 )2 17 % #2718 Il

Gold Award & &

(R EEFRAR

Uni-China (Business) Management Ltd.

Uni-China (Market) Management Limited

Project Name S5 %
A Different Market Shopping Experience

watsons

A.S. Watson Retail (HK) Limited - Watsons Hong Kong

Project Name &A% :
Face Mask Online Reservation System

Bronze Award £@#%
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K11 Concepts Limited
Project Name SEH R :
K11 MUSEA

Circle K Convenience Stores (HK) Limited

Project Name 2 &5 R :
OK Stamp It Mobile App

) -

R 7 www.hkdecoman.com

HKDECOMAN Technology Limited

Project Name 2 &A% :
020 Renovation Shopping Mall

=

EASESALES

MO Sodes Feosgrtton

EaseSales Limited

Project Name 2&H % :
Al OMO Sales Ecosystem

=

#

&

e R E

Sun Hung Kai Properties

Sun Hung Kai Real Estate Agency Limited

Project Name ZE&H R :
The Point by SHKP Integrated Loyalty Program

Industry Impact Award &g & HE 1%

7 THE BEST ™
e BNZS
SHiEP FomaW.C

The Best New Zealand Shop

Project Name $BA % :
The Best New Zealand Shop — Omni-channel
OMO sales platform

Smart Retail Best Practice Award SR{X&gcE & HE

=~ = THE BEST
%) NEW ZEALAND
SH#EPruwaw.Cs

BNZS

The Best New Zealand Shop

Project Name AR :
Omni-channel OMO sales platform




Trade & Industry Support
Fund Project

TE#BEXEEETE




Trade & Industry Support Fund Project

TE#EXEESE

With a view to supporting SMEs to achieve growth and success, the Association
has been receiving government grants for 7th consecutive projects from the
Trade and Industry Department (TID) through a funding scheme since 2010.

Taking the theme “Entering the Era of Smart Retail”, we launched the latest
project together with the Hong Kong Productivity Council as our implementation
agent. This project aims to speed up retail technology adoption among Hong
Kong retailers so as to uplift their competitiveness, sustain their business in
new retail order and understand the technology eco-system in Greater Bay
Area (GBA) for potential business expansion.

Retail Innovation Conference: Reshape for Rebound

To share emerging trend of retail as well as the most popular and most
advanced technologies, the Association hosted the Retail Innovation
Conference on 29 October, 2020 as a kick-off of the Trade & Industry Support
Fund Project.

The Conference served as a good platform for retailers to obtain in-depth
market analysis on latest retail business and technology trends, so as to
facilitate them to upgrade retail operations and to explore the potential business
expansions in the GBA. The event was held in a hybrid format with some 100
participants joined at the venue and over 200 joining via online platform.
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The Hong Kong Retail Management Association acknowledges with special thanks to EXRTEERHSBRHUTRAARENZE - B
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HKRMA Annual Awards and the 2020 Annual Report.
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Café de Coral Holdings Limited AZRZEBEHFR AT

Chow Sang Sang Holdings International Limited B4 £ £ ERBEAR A T
Circle K Convenience Stores (HK) Ltd OK{ERI/EHRA T

CSL Mobile Limited ZHEBE)EAER AT

Fortress £/2F 38

Four Seas Group MiE&EE

McDonald's Hong Kong & &% &%

OPTICAL 88 HR$%88

PARKNSHOP (HK) Limited BH{EBHK TS

Pizza Hut Hong Kong Management Limited HBX/BEEIEGR AT
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https://www.cafedecoral.com/eng/main/index.jsp
https://www.chowsangsang.com/tc/home
http://www.circlek.hk
https://www.hkcsl.com
https://www.fortress.com.hk/zt
http://www.fourseasgroup.com.hk/hk/
https://www.mcdonalds.com.hk/ch.html
https://www.optical88.com.hk
https://www.parknshop.com/zh-hk/
https://www.pizzahut.com.hk/corp/tc/catering/party/index
https://www.pricerite.com.hk
https://www.dchmotorclub.com/files/cms/AdmiraltyCentre_ShopFor%20Lease.pdf 
http://corp.sasa.com/en/home
https://www.sogo.com.hk/cwb/tc/home/index.php
https://www.strawberrynet.com/en-hk/
https://www.swire-resources.com
https://www.dairyfarmgroup.com/en-US/Home
http://www.tslj.com/en-us/home.aspx
https://www.ulferts.com.hk
https://www.watsons.com.hk
https://www.ygmtrading.com
https://www.parknshop.com/zh-hk/brandlist/GS-RETAIL-YOUUS/b/GS-RETAIL-YOUUS
https://zh.shop.yuehwa.com
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HONG KONG

RETAIL MANAGEMENT
ASSOCIATION
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JOIN NOW
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« Advocacy
R (E&

« Online and Offline Programmes and Awards

N
« SME Support
SUNTS %7

) PR

« Education & Training

A

CONTACT US B #& £ 1/

7/F., First Commercial Building,
33-35 Leighton Road, Causeway Bay, Hong Kong

BREEEEE

Telephone 3 :
: (852) 2866 8380
: membership@hkrma.org
: www.hkrma.org

Fax EE
Email EF
Website #3831t

33-B5HME—WEKRETE
(852) 2866 8311

PROMOTE
Retail Development

HE) ZRER

EXPLORE
Business Opportunities

R BEREH

ENHANCE
Professionalism

ESTABLISH
Networking Platform

e VAR =}



https://www.fortress.com.hk/zt
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http://www.fourseasgroup.com.hk/hk/
https://www.parknshop.com/zh-hk/

No Fakes Pledge -
Purchase Intellectual Property
Guarantee Department,
HKSARG
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2018

Hong Kong Star Brands Caring Company -
Award - Small and The Hong Kong
Medium Enterprise Council of Social

Service

FHER
ELET
Gold Award -

Most Favourable
Hong Kong Brands

Business
Excellence Award
— PVCBS

Manpower

Developer -

Employees
Retraining Board

o
Consumer
215

Consumer

Caring Scheme -
GS1 Hong Kong

Quality Tourism
Services

Ming Pao and CUHK
Prestigious Corporate
Brand Awards
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Hong Kong
Q-Mark Service
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Hong Kong Service Award
— Eastweek
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Premier Service Brand

Hang Seng Corporate

Sustainability Index

‘Series Member 2019-2020
Hang Seng Corporate

Sustainability Index
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Top 500 Retail Groups
in Hong Kong
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Hong Kong Awards for
Environmental Excellence
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StrawberryNET.com

The Fresh Cosmetic Company



http://corp.sasa.com/en/home
https://www.strawberrynet.com/en-hk/

watsons
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* {Campaign Asia-Pacific/ Nielsen) 2020%F [ZM—FRERE] BNTRET4BEEABHBRZHEWLHBRBMBR - *Campaign Asia-Pacific/ Nielsen’s “Asia’s Top 1,000 Brands” Online Study 2020 of over 8,000 respondents across 14 markets in Asia Pacific region.



https://www.watsons.com.hk
https://www.ygmtrading.com
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https://www.parknshop.com/zh-hk/brandlist/GS-RETAIL-YOUUS/b/GS-RETAIL-YOUUS
https://www.optical88.com.hk

EDHKRMA

7/F., First Commercial Building, 33-35 Leighton Road, Causeway Bay, Hong Kong
BB EEIEE 33-35 RE—HEANE T E

. (852) 2866 8311 =i (852) 2866 8380 admin@hkrma.org www.hkrma.org K fKRMA Q]




