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The Hong Kong Retaill Management Association
BETEEEEHS

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 38 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

BB E s

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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Mission and Representation {#ap AR M ——

Our Representation

HAINR RS

The Hong Kong Retail Management Association is being 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 to ensure that their interests are being heard.
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w Year at a Glance 2 F 58— &

November +—H

o E-Commerce Certificate Course on Building a Strategic and Quality E-Shop Webinar
(Total 5 modules)
EFHERERE ALWHNE  BEEBRERNELERE H5ER)

e 37" Annual General Meeting and Luncheon @) 37th Annual General Meeting
FIEAFAGEFRRAHNE - - pos

e Smart Retailing: Opportunities brought by the Pandemic Seminar
EHTE « HREHK W

e Retail Innovation Conference: Reshape for Rebound

ZEANEE  EXRERRRARBATE

December +—H

e 2020 HKRMA Annual Awards Presentation Ceremony e Retail Innovation Seminar: POS and E-Payment
20205 B EEERN S FEMRRE SEAHME : POS & BEFHNESK

e Retail Innovation Seminar: In-store Experience e E-Commerce Certificate Course on Retail Transformation in the World of Al
ZEANNE AEZERERER with Practical Business Application Webinar

ETHERERE ALHNE  ATSRURTNSEERRTRHXES

e E-Commerce Certificate Course on Conversational & Unified Commerce
Strategy Webinar
ETHERERE fLMHE  HEARG—HEXRR
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w Year at a Glance 2% /F#)— & ——

e New Era of Retail: The Revolution of Retail Landscape Webinar e SHOPLINE x HKRMA Top 10 E-Shop Award Presentation e Unlock the Power of Big Data for NEW
ZEFRATZERES  fLFHE SHOPLINE 2 mEAE & HKRVA + A BRE A% kg Retail Webinar
e Competition Commission: Combat Price Fixing Cartels Webinar e Transformation under New Retail Era Webinar RAHSEARENE BLHNE

BRERZEE  TEAHEEALEE REFRAT2ERES ALHNE

e Retail Innovation Seminar: Seamless Experience in 020

ZEAFWNE : POS & EFRNER

e | eadership Skills for Driving Digital Transformation Webinar

TEBRBA RERT ALRE

e E-Commerce Certificate Course on Douyin Marketing (Total 3 modules)
EFHERERE @LWHE  EHER (HIER)

e E-Commerce Certificate Course on Instagram Marketing (Total 3 modules)
ETHERERE H LM | Instagram EHEH (H3ER)

e Online Certificate Course on Effective Executive Public Speaking and
Presentation (Total 3 modules)
PEFERE - TBRABAREERET (H3EHR)

=
June 7 A September 1A

e Electronic Consumption Voucher Scheme Online Briefing e Digital Innovation Series — New Way of Retails Webinar
Session (Total 4 Webinars)
ETHES ALENE HWAIFRY  TEHAX HLHHE (R4EHR)

¢ Online Certificate Course on Excelling Video & Live e Business Email Scam Prevention
Broadcasting with Limited Budget (Total 3 modules) NABHELEBHRR BLHE
ﬁ%?}; RE - MAERRER TRIFL SRR AR e Personal Wellness under COVID-19 Webinar
(RIZR) _ ST SOBREREN B LTHE

* $tr:ngthzn|ng 0(2::]) Nevv‘\ll Power under New Retail Normal e Post-COVID Prospects & Opportunities of Cross-border
n tong 0",9.,& I beslier E-Commerce under New Normal Seminar
PEAREEEETRILO205E H ﬂtﬁ%‘?@ Eﬁﬁﬁﬁ&&ﬁﬁﬁﬁ&mﬁ ﬁﬁ‘j’ﬁ

o Retail Innovation Conference: Achieving Technology " . .
Innovation and New Market Development * %g%gﬁ%";g‘%g%‘é%’é?%%Rﬁiﬁg";r

ZEAFEE BONEAN RRHNTE
e Retail Innovation Seminar: Know Your Customer via
Customer Relationship Management (CRM) & Apps
SEAFMAE - ZEACRM  EEEENE

16 17
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w Congratulatory Messages & gf ———

Congratulatory Messages

B

The Hon. John Lee Ka Chiu, SBS, PDSM, JP
PRER B % + i i ﬁ%
ETREBEE
Chief Exscutive of the HKSAR Chief Secretary for Administration »
2
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The Hon. Mrs. Carrie Lam Cheng Yuet Ngor, GBM, GBS
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The Hon. Wong Kam Sing, GBS, JP
HRELHE

Secretary for the Environment
RERBBRR
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Dr. the Hon. Law Chi Kwong, GBS, JP

Secretary for Labour & Welfare
ZIRwMNBEER

Prof. the Hon. Sophia Chan Siu Chee, JP
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Secretary for Food & Health
BRYURBEBERBER
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The Hon. Edward Yau Tang Wah, GBS, JP
R ELE

Secretary for Commerce & Economic Development
BEREBERBRR
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The Hon. Kevin Yeung Yun Hung, JP
BEEs L

Secretary for Education
HERBER
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The Hon. Patrick Nip Tak Kuen, JP
EEEEE

Secretary for the Civil Service
PKEBEKRERE
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The Hon. Alfred Sit Wing-hang, JP

BKERE

Secretary for Innovation and Technology
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The Hon. Erick Tsang, IDSM, JP

CE&ELE

Secretary for Constitutional and Mainland Affairs
BHElkAERRRER
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The Hon. Christopher Hui Ching Yu

RIEFERE

Financial Services and the Treasury Bureau
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Ms. Vivian Sum, JP
MBRELZ L

Commissioner for Tourism
RESEHES

-

Dr. Y K Pang, GBS JP
wRERL
Chairman

Hong Kong Tourism Board
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Dr. Peter Lam, GBS
MEZEL

Chairman
Hong Kong Trade Development Council
EREZSBERRERE
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Ir. Kwong Ching Wai Alkin, JP
BERIREMAFAL
Chairman

Employers' Federation of Hong Kong
BEREIHEESER
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Dr. Sunny Chai
EHREHL

Chairman
Federation of Hong Kong Industries
BEEIXEEXTR

Mr Peter Wong, GBS, JP
I 4B, GBS, JP

Chairman
Hong Kong General Chamber of Commerce
BREESERE
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Congratulatory Me

On behalf of the Hong Kong General Chamber of Commerce, | would like to
congratulate the Hong Kong Retail Management Association (HKRMA) on
its successes during what has been a challenging year for the city.

Since its establishment in 1983, the HKRMA has been one of the most
effective advocates of Hong Kong’s retail sector, highlighting opportunities
and addressing the challenges faced by its members. The Association has
taken the lead in raising the skill-level among local retail staff by providing
professional education and training sessions. In turn this has helped Hong
Kong establish itself as a standard-setter for retailing.

The retail market is undergoing profound and rapid transformation,
driven not only by the global pandemic but also the rise of digitalization,
e-commerce and omni-channel retailing. Amid these challenges, the
HKRMA has played and continues to play an instrumental role in supporting
Hong Kong retailers, working together for the recovery and vibrant
development of the retail industry looking to grow back stronger in the
post-pandemic era. The opening-up of the Greater Bay Area also presents
tremendous new opportunities for retail businesses.

| applaud the HKRMA's exceptional work in helping explore the new frontiers
ahead of us while leading the retail industry in adapting to the new normal
of the post-pandemic world. | wish the Association every success in the
exciting times ahead.

G ReF 0 om0 vl v ek

L

Mr YUEN Mo
RESLE
Chairman
The Chinese General Chamber of Commerce
EBhELAHESER
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Dr. Allen Shi Lop-tak BBS MH JP
$UERL

President

The Chinese Manufacturers’

Association of Hong Kong
EEPEREHSEER

On behalf of the Chinese Manufacturers’ Association of Hong Kong
(CMA), | would like to send our heartfelt congratulations to the Hong
Kong Retail Management Association (HKRMA) on its 38th Anniversary.

The pandemic has upended our business models, we must evolve
to survive and thrive. As our country is building a large unified market
under the “dual-circulation” paradigm, if retailers can take the initiative
to further integrate into the domestic market and gear up for the new
normal, we will surely open up new horizons.

| applaud the HKRMA for successfully promoting the professionalism in
the industry. With 2022 right around the corner, | would like to express
my gratitude to the association and wish it continued success in the
years to come.
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Organizational Structure #p & 281

Board of Directors

== ——
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: A !
g, "3—"‘ \ .A’ ! } j
. o v, o r:
Mrs. Annie Yau Tse Mr. Thomson Cheng Ms. Caroline Mak, JP Dr. Bankee Kwan, JP  Mr. Yu Pang Chun, SBS, JP Mr. Philip Ma Mr. Rodney Miles
Current Chairman Chairman (2015-2018) Chairman (2008-2015) Chairman (2004-2008) Chairman (2000-2004) Chairman (1996-2000) Chairman (1993-1996)
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Organizational Structure & 28 ———

Executive Committee 2020-2022
HZEEZ 2020-2022

Chairman E£f&

Vice-Chairman B E/E

Mrs. Annie Yau Tse
Wb ER L

Chairman & CEO

Tse Sui Luen Jewellery (International) Ltd
BB E (B ER AR
TRRITHAR

Ms. Randy Lai
REFHL

CEO

McDonald's Hong Kong
BREEY

TEAR

Mr. Andrew Yu
REFEE

Director

Yue Hwa Chinese Products Emporium Ltd
REEEREBRAR

EEaE

Executive Committee Members HEZHE

Vice-Chairman Bl EfE

Ms. Janis Tam
ERELT

Managing Director
Swire Resources Ltd
K& ERERAR
BEEaLE

40

Ms. Clarice Au
BXEZ+
Managing Director

Fortress
i !

Mr. Andrew Chan
BREALE

Managing Director
YGM Trading Ltd
YGMEZBRAT
HTES

Mr. Calvin Chan

RRERE

Chairman & CEQ

Catalo Natural Health Foods (Retail) Ltd
ZEREHEN

TRERTHAR

Mr. Ben Cheng
BERLE

Group Managing Director
Optical 88 Ltd

iR 3% 88 AMRAHE
sEE=AKE

Mr. Samson Chu

AEHELE

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

Mr. Bruce Lam

MREIISE £

Managing Director, Consumer Mobile
CSL Mobile Limited
BEERDBEABRAA
BARBBAXKESLLE

Mr. Aaron Lee'

FRELE'

Director

Pizza Hut Hong Kong Management Ltd
BERUBEEEERAR

=

Mr. Alex Liu

ARERE

Managing Director, 7-Eleven HK & Macau
DFI Retail Group - 7-Eleven
FPBERDA - £ +—
BERERAMEBES

Mr. Tom Chan
PRACHT &

Managing Director

Commercial Group

Hong Kong Telecommunications (HKT) Ltd
BEREARRLH
BEEFEKESALE

Mr. Winston Chow

B E

Director & Deputy General Manager

Chow Sang Sang Jewellery Co Ltd - Emphasis
BREEKRESTERAR - HEBEM
EERALEE

Dr. Bankee Kwan, JP
BERLE, P

Chairman

CASH Group - Pricerite Home Ltd
HEEE - BEEXEEBRAH
BER

Ms. Lau Kam Shim
Ec -y

Executive Director

Sogo Hong Kong Company Ltd
FX(EB)BERRAA
HTES

Mr. Samuel Lee
FREGE

Managing Director
Watson’s the Chemist
EER

Mr. Francis Lo

wEAGE

Chief Executive Officer
Fairwood Holdings Ltd
RREEBERAR
THER

1 Mr. Aaron Lee replaced Mr. Andrew Wong, who is now the CEO - Health & Beauty North Asia of The Dairy Farm Group, Limited - Mannings, starting from October 2021.
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Mr. Peter Lo
BIEASTE

CEO

Café de Coral Holdings Ltd
AREEEERATF
BHRHTE

Mr. Pak Chi Kin
ASEELE

Vice President

Circle K Convenience Stores (HK) Ltd
OKERIEBRAR

ElBE

Mr. Peter Suen
BREREE

Executive Director

Chow Tai Fook Jewellery Co Ltd
ARERESTERLA
HITEE

Mr. Andrew Wong®

ERE LA

CEO - Health & Beauty North Asia,

The Dairy Farm Group, Limited - Mannings
FHAREE

BE-BELTE B4R

Mr. Norman Yum

TREZRE

Managing Director
PARKNSHOP (HK) Ltd
BEBRHS
BEARE

Ms. Ruth Yu
REKLZ L

Executive Director

Hong Kong Retail Management Association
EETEEENS

HITHE

Dr. Guy Look

PERd st 4

Chief Financial Officer & ED
Sa Sa Cosmetic Company Ltd
B HBERAR
HRIBRERYTES

Mr. Laurent Piazza

Managing Director, Hong Kong / Macau Food
The Dairy Farm Company, Limited - Wellcome
FMERAT - BB
ERES-HEMM-’M

Dr. Ricky Szeto
AEXEEE

CEO & Executive Director
Hung Fook Tong Holdings Ltd
BREEEZERERAT
TREBFRBTES

Mr. Dominic Wong®
HIE A
Managing Director

Eu Yan Sang (HK) Ltd
REE(BB)ERAA
Exagm

2 Mr. Andrew Wong, CEO - Health & Beauty North Asia, The Dairy Farm Group, Limited - Mannings, replaced Mr. Gordon Farquhar, who resigned in May 2021.

3 Mr. Dominic Wong replaced Mr. Francis Phua, who resigned in September 2021.

42

New Retail Sub-Committee :1SEZE

Sub-Committees & Task Forces 2021
ZEE 2021

Organizational Structure 3

Chairman Dr. Guy Look Sa Sa Cosmetic Company Ltd
EE RS 4 Bt tmBR AR
Vice Chairman Mr. Andrew Yu Yue Hwa Chinese Products Emporium Ltd
8lE=E REGEE WERERERRAR
Members Mr. Andrew Chan YGM Trading Limited
B BRERFEAE YGME S AR AF]
Mr. Tom Chan HKT Limited
PRACET A BREHAERAR
Mr. Winston Chow Chow Sang Sang Jewellery Co Ltd - Emphasis
BRMEE BAEEFRERTERAR—HER
Dr. Bankee Kwan, JP CASH Group - Pricerite Home Ltd
BERLE KE&E—E=
Mr. Aaron Lee Pizza Hut Hong Kong Management Ltd
BEEEE BBUBEEEERAR

Talent Development Sub-Committee A 73123 |ZE5€

Chairman Ms. Janis Tam Swire Resources Ltd
B33 BELL AEBRBRAA]
Vice Chairman Ms. Clarice Au Fortress
7 BXEL+ 9 -
Members Mr. Winston Chow Chow Sang Sang Jewellery Co Ltd - Emphasis
D= BRikEE BAEEFRESTERAR—HER
Mr. Peter Lo Café de Coral Holdings Ltd
BIEREE AEREEBFRAR
Mr. Peter Suen Chow Tai Fook Jewellery Co Ltd
BREafE AABHRERITER AT

Membership Sub-Committee

Chairman Ms. Randy Lai McDonald's Hong Kong
B REFTL BBEEY
Vice Chairman Mr. Samson Chu Imperial Bird’s Nest International Co Ltd
g RERLAE BHREERBRAR
Members Mr. Calvin Chan Catalo Natural Health Foods (Retalil) Ltd
& BRRExE ZERBRER

Mr. Ben Cheng Optical 88 Limited

HEEEAE iR4% 88 AR A

A
=28

B—
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Organizational Structure & 281 ——

Government Regulations Sub-Committee BN fF B ZES

Chairman Mr. Norman Yum PARKnSHOP (HK) Ltd

*E ER&EE BEBRTS

Vice Chairman Dr. Ricky Szeto Hung Fook Tong Group Holdings Ltd
BlEE AlfEKE A& BRESEZERERAR
Members Mr. Alex Liu DFI Retail Group - 7-Eleven

8 ARELE SMBERAT—t - +—

Event Organizing Task Force

SEBEEIENE

Chairman Ms. Janis Tam Swire Resources Ltd

= BT KEBRBRAF
Mr. Andrew Yu Yue Hwa Chinese Products Emporium Ltd
REHREE REREREERAHE

Members Mr. Bruce Lam CSL Mobile Limited

8 R BRBEBAERAR
Mr. Peter Suen Chow Tai Fook Jewellery Co Ltd
BEafkE BAARUESITERAR

Sustainability Task Force

AHERRIFE N

Chairman Mr. Samuel Lee Watson's the Chemist
xR FREFE EBERX
Members Ms. Lau Kam Shim Sogo Hong Kong Company Ltd
KE 2oErT EHEB)BEBRAT
Mr. Francis Lo Fairwood Holdings Ltd
BIERLE AREEBFRB AT
Mr. Pak Chi Kin Circle K Convenience Stores (HK) Ltd
AEREE OKERMEBR AT
Mr. Andrew Wong CEO - Health & Beauty North Asia, The Dairy Farm Group, Limited —
BEELE Mannings
HIRARISE 2 - BELDR 85

Advisory Panel, Organizing Committee, Steering
Committee, Task Force & Working Party 2021

RA ]

Convenor
BEA

Members

Dr. Guy Look

Mr. Kenny Liang

Mr. Leung Kam Un

Ms. Anita Lam

Mr. Adrian Toy

Ms. Mignone Cheng

Dr. Gabriel Leung

Ir Eric Chan

Mr. Alex Chan

Ms. Alice Wong

Mr. Eric Chin

Mr. Win Mak

Ms. Rita Li

Mr. Syd Wong

Mr. Michael Cheng

Mr. Plato Wai

Prof. K'Y TAM

Mr. CK Chan

Mrs. Annie Yau Tse

Mr. Andrew Yu

B -EHZESTNTENE 2021

Sa Sa International Holdings Ltd.

Alipay (HK) Ltd

Cainiao Smart Logistics Network Co Ltd

Facebook

Google Hong Kong

GS1 Hong Kong

Hewlett Packard HK SAR Limited

Hong Kong Cyberport Management Co. Ltd

Hong Kong Productivity Council

ImagineX Group

Microsoft Hong Kong

Mirum Agency

Octopus

PayPal Hong Kong Ltd.

PwC Hong Kong

SHOPLINE

The Hong Kong University of Science and Technology

Tmall Hong Kong

Tse Sui Luen Jewellery (International) Ltd

Yue Hwa Chinese Products Emporium Ltd
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Convenor
B&EA

Members

&

Ms. Ruth Yu
fBkz L

Ms. Kathy Lee

Ms. Carrie Law

BBXLL

Ms. Isabella Tam
HEFLT

Ms. Carol Poon
BEYRT

Ms. Alice Chan
REma L

Ms. Mary Suen
BEfx L

Ms. Jasmine Lok
SRimie L+

Ms. Vicky Kwong

Ms. Clara Liu
BREZ LT

Mr. Ken Wong
BOEEE

Hong Kong Retail Management Association
ERTEERNE

A. S. Watson Retail (HK) Limited
EERZEEB)EBRAA

CASH Group — Pricerite Home Ltd
KEXE —BEEXEBRAF

City Super Limited

Circle K Convenience Stores (HK) Ltd
OK BFIEBR AR

DFS Group Ltd

Hong Kong CHO Ltd

Maxim's Caterers Ltd
ZURMBERADH

Swire Resources Ltd.

The Wing On Department Stores (Hong Kong) Limited
KEBEARAA

Vocational Training Council

BEIRB

Chairman

XE

Vice Chairman
S
Honorary Advisor
HE ]
Members

D3}

Mr. Paul Ma
BXERE
Ms. Bonnie Cheung

REHZL

Mr. Benedict Li
FAREEAE

Ms. Dana Tse
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hairman’s Report
R

Introduction

Ladies and Gentlemen, welcome to the 38th Annual General
Meeting of the Hong Kong Retail Management Association.

This is the third annual report I’ve delivered since my
chairmanship term commenced in 2018. Over the past two
years, our industry has experienced the longest and deepest
recession on record, due to the impact of social unrest and the
ongoing COVID-19 pandemic.

During the reporting period, the Executive Committee and |
spared no efforts to fight continuously for the best interests of
our industry and explore new measures to sustain our members’
survival. | am pleased to give you some highlights of our
accomplishments.

Retail Industry Remains in the Doldrums

On a macro level, the Hong Kong economy is improving as the
pandemic gradually stabilized. The Government has recently
scaled up its forecast of real GDP growth for the whole of 2021
10 5.5-6.5%.

Against all odds, some industries have regained a certain growth
momentum; however, the economic recovery is conspicuously
uneven. In particular, the business performance of tourism-
related sectors, including retail, remains seriously dampened by
the global travel restrictions.

For the first eight months of 2021, Hong Kong’s total Retail Sales
Value (RSV) increased by a nominal 8.1% year-on-year, primarily
because of the extremely low base in 2020. When compared
with the last normal year of 2018, RSV registered a decline of
29%.

The Electronic Consumer Voucher Scheme (ECV) launched
in August 2021 has undoubtedly given some support to this
modest RSV growth. However, its impact on stimulating
consumer spending diminished rapidly after the first week of
August, and almost came to a halt by the end of the month.

The second tranche of ECV disbursed in October is expected to
give some fresh impetus to retail sales. Nevertheless, given that
the borders remain closed, we expect the RSV to register mid-
to-high single-digit growth for 2021 — in reality a 30% decline
from the last normal year of 2018.
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Catalysing New Business Opportunities
to Sustain Survival

During the year, the Association has been working very
hard to orchestrate a sustainable trading environment
conducive to new business opportunities, so as to help
members and fellow retailers stay afloat.

Joining forces with Quality Tourism Services Association
(QTSA), we launched our first cross-brand promotion
“ShopShop@HK £ E” via mobile App in September
2020. Supported by 22 retail brands, our App registered
some 10,300 users and issued about 284,000 e-stamps,
while some 9,500 rewards were redeemed. The
promotion involved over HK$71 million of spending during
its six-month run.

The ECV came about after we urged the Government,
with the support of our Legislative Council member for
Wholesale & Retail, Mr. Peter Shiu, to implement various
measures to stimulate consumption. Prior to its launch,
we organized a briefing from the Financial Secretary’s
Office to help our members grasp the opportunities
available and invited major e-payment operators to
introduce their systems. We also requested them to
reduce their charges to retailers, particularly the SMEs,
and customize their services accordingly.

As many retailers’ survival is at stake right now, the
Association has been proactively pushing to stage a large-
scale cross-border online shopping festival, showcasing
the unigueness and attractiveness of Hong Kong brands
and products.

To this end, we held in-depth discussions with key
stakeholders, including the Hong Kong Trade Development
Council (HKTDC), major trade associations, key
marketplace operators, and other e-commerce players.
Meanwhile, we will keep urging the Government to provide
us with policy support and necessary resources.

Annie Yau Tse
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Elevating Our Voice and Representation

Facing an uncertain economic outlook and prolonged retail
recession, the Association has stepped up its efforts on all fronts to
be recognized as the voice of the retail industry.

There are 17 seats under the Wholesale and Retail sub-sector
of the new Chief Executive Election Committee (EC). We are
honoured that our Vice Chairman Mr. Andrew Yu and myself were
successfully elected EC members. Andrew and | are committed to
work for the betterment of the industry and its fellow practitioners
in the time ahead.

Against a dismal backdrop of continued business contraction, we
have been lobbying the Government for more effective measures to
stabilise the retail business environment — notably by reopening the
borders with the Mainland in an orderly manner and taking effective
measures to achieve universal vaccination in the community.

We have also urged the Government to consider a relaunch of the
ECV. Above all, we have forcefully appealed for a policy review
on Hong Kong’s distorted retail rental market and for regulations
preventing landlords from rent hikes after the border reopens.

To spur a healthy retail ecosystem, we are exploring with the
Hang Seng University of Hong Kong about a research on different
aspects of our industry, with an initial focus on gauging the
performance of retail landlords and the effectiveness of government
policies.

During the year, we reflected the industry’s concerns to the
Government on a wide variety of retail-related regulatory issues,
including the minimum wage rate, producer responsibility schemes,
real-name SIM card registration and amendments to food
regulations.

| am pleased that the Association has built close relations with
the media over the years. This year, we handled over 270 media
interviews and reports. In particular, we made special efforts
to ensure the Government’s retail sales figures were accurately
interpreted through our monthly media conference, to avoid any
misunderstandings of the sector’s performance and business
situation.

Our strong and diverse membership is the backbone of everything
we do. It is encouraging to see growth of 7% in our membership
to 922 members this year despite the retail doldrums. Our
communication with members and friends has meanwhile been
greatly enhanced by the launch of our “HKRMA App” in March
which recorded a very encouraging download rate.
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Driving Retail Transformation

During the reporting year, the Association spearheaded retail
transformation initiatives through a wide array of innovative
programmes and activities.

To help retailers achieve seamless integration of online and offline
(020) customer experiences, we launched the 020 Customer
Experience Recognition Scheme, which offers one-stop service
assessment for both retail outlets and online shops. We also
added a new “TRUST E-Shop” tier to the Quality E-Shop
Recognition Scheme to assist SME retailers to undertake a
simpler assessment at a nominal fee.

The Smart Retailing Award, now entering its second year,
continues to receive good support from the industry. Besides
company awards, two individual awards have been introduced to
honour outstanding digital marketers and e-commerce specialists.
For our two flagship programmes, the Quality Service Programme
and Service Talent Award, new service standards relating to the
post-pandemic requirements have been developed.

The Association’s annual signature event, the Retail Summit,
returned with great success this June. For the first time, it
was hosted in hybrid format with both face-to-face and online
participants. With 12 retail leaders sharing their valuable insights
on the post-COVID environment and opportunities, we received
much positive feedback from the industry.

Our seventh project under the Government’s Trade and Industrial
Organization Support Fund (TSF) has provided practical
knowledge for over 1,000 retail practitioners to speed up
their digitization and technology adoption. In September, we
submitted our eighth TSF project application, aimed at helping
some 1,000 retailers capture new opportunities through a
seamless 020 customer journey.

Despite the ongoing pandemic, we have organized a full array of
training, networking and business matching activities on different
aspects of omni-channel retailing, such as 5G technologies, cross-
border e-commerce, digital marketing, logistics and payment
gateways. These have all been well received, attracting over 2,000
participants from some 800 companies.
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Nurturing a New Generation of Retail Talent

One of the top priorities on the Association’s agenda is raising
retail professionalism and nurturing a new generation of talent for
the emerging era of omni-channel retailing and digitization.

Early this year, we initiated in-depth dialogue with local universities
regarding the setting-up of a retail degree programme. As a first
step, we are working on an inter-university Hackathon to be held
in early 2022 that will promote a vibrant image of ‘new retail’ to
young people.

The Association has been actively promoting the Government’s
Qualifications Framework (QF) since its launch in 2013. In view of
the pressing requirements arising from the retail transformation, we
initiated a revision of the retail-related Specification of Competency
Standards (SCS) with the support of the QF Secretariat. The aim
is to enrich and upgrade the current retail SCS by the end of 2022
into one integrated set covering omni-channel retailing.

In the longer term, we aim to establish Hong Kong as a retail
management education hub in the Greater Bay Area (GBA), riding
on the Government’s support to build on the benefits of our
retail QF and the Association’s signature recognition and award
programmes.

In response to changing modes of learning, we have created an
E-learning Hub on our website, providing bite-sized videos for
retail practitioners to learn at their own pace. We will continue
enhancing the website structure to upgrade it into a one-stop
training resources platform for the industry.

Capitalizing on Greater Bay Area Opportunities

Given the Central Government’s “Dual Circulation Policy” and the
GBA's development blueprint, the Association has earmarked the
GBA market as its top priority for development in the years ahead.
Our Executive Committee has been exploring various means to
provide support and advice to our members on different facets of
retail development in the GBA.

For instance, we have reached out to relevant bodies to explore
activities that will be of interest to our members. At Government
level, we have been urging the Administration to set up a high-
level task force to oversee future development of the retail industry
in the region.
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Thanks to co-ordination between the Consultative Committee on
Guangdong-Hong Kong Co-operation (Guangzhou Nansha) (&M &
WEBAIEZHZESS) and several prominent trade associations in
Hong Kong, the Association has recently committed to establishing
its first GBA presence through a service centre operated by the
Committee in Guangzhou'’s Nansha District.

To help members grasp the vast opportunities of the China
International Consumer Products Expo (FEIEIEEE RIEES) to
be held in Hainan in April 2022, we have joined the Hainan Provincial
Bureau of International Economic Development (SREEIMR &R
/&) and HKTDC to explore ways of facilitating Hong Kong retailers’
participation.

We are confident that these initiatives will create greater synergy
among different stakeholders in the GBA region. More importantly,
they will help the Association reach the next level in establishing a
strong foothold in the Mainland retail market.

Staying United to Achieve Recovery

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. Janis
Tam, Ms. Randy Lai and Mr. Andrew Yu for their dedication and
contributions.

Last but not least, | would like to thank all Association members;
without your support, we could not have made these achievements
possible.

Given the expected challenges ahead, we will stay focused on uniting
fellow retailers to achieve recovery and sustainable development of
the industry at this critical post-pandemic era.

| look forward to your continued support.

Thank you.

Annie Yau Tse

Chairman
(presented at the 38th AGM on 8 October, 2021)
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Reimagining the Customer Experience

RIEN—BRIWEFRER

Change, it has been said, is inevitable. Transformation,
however, is a choice. It is not something that happens in the
future. Transformation happens in the present, every day.

Consumption patterns have certainly been changed by
the global pandemic. Our business, however, is being
transformed to meet the new normal. Consumers expect
unparalleled experiences, and fast delivery, when they
engage with retailers. Consequently, social and quick
commerce have become the next-generation creators of
business value.

This journey of digital transformation is essential for retailers.
Online-Merge-Offline (OMO) is the future. A seamless OMO
experience is critical to success and a key driver in the quest
to remain relevant to consumers.

Mobile ordering and cashless payment are only part of the
story. A digital workforce must be deployed. There is an
online brand presence to be built and sustained. Amidst
global supply-chain challenges, tapping into the new
OMO opportunities requires stronger logistics support.
Transportation and warehousing facilities must be secured
and strengthened to ensure customer fulfillment.

The role of a physical store has been transformed, too. It is
a tangible aspect of the brand experience. A showcase of
the brand’s core values, our best products, and personalized
service. Every touch point is designed to engage on
functional and emotional levels, to boost customer
stickiness.

Transformation must continually strike a balance between
profitability and exciting experiences. Retailers must have a
clear understanding of how technology can support brands
in their quest to engage customers, facilitate user-generated
content (UGC), enhance brand loyalty, enable cross-selling
and, ultimately, drive sales and profits. Developing a cross-
departmental digital workforce, capable of transforming
business, is just as important when it comes to maintaining
customer loyalty.
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The Association has put much effort into driving digital
transformation across the industry. Through collaboration with
key players and platforms, we have organized a variety of
e-commerce workshops and certificate courses. The focus
has been on encouraging retailers to embrace the latest omni-
channel trends.

We launched TRUST E-Shop Recognition to facilitate the
recruitment of more SME e-tailers, by offering simpler
assessment at a lower fee. Despite uncertainties and economic
challenges, membership reached a record high of 922 in 2021.

The Association will continue to assist retailers in their
transformation, and pursuit of new business opportunities,
through a seamless customer journey. Among the focus of our
ongoing initiatives is the 8th Trade & Industrial Organization
Support Fund (TSF). This project will be launched in 2022, to
help more than 1,000 retailers build quality e-shops, enhance
OMO experiences, and adopt the latest retail technologies.

| would like to thank all members for your ongoing support
of our journey of transformation. It is, as said, a present-day
event that takes us all to the future. Looking ahead, | can see
the Association continuing to create opportunities amid the
challenges while our members strive for a strong industry
rebound.

Randy Lai
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Grooming Future Retail Talents

MIZRREEAT

The past year and more has been tremendously challenging for
retail industry worldwide. Hong Kong is no exception. The industry
has been particularly hit hard on two fronts, namely weakened
consumer sentiments and dwindled inbound tourist numbers
caused by travel restrictions. In the meantime, catalyzed by the
pandemic, consumer expectation has been fast changing.

Under these circumstances, omni-channel retailing is the way
forward independent of when the border will be reopened. Local
retailers are working out ways to tackle this dreadful crisis by
accelerating digital transformation. Instead of waiting for a full
recovery of tourism industry, retailers are anticipated to take up the
challenge by harnessing the power of innovation and technology.

Digital transformation, which can offer our local customers with
seamless customer journey, equally works well with visitors beyond
the territory’s border thanks to technological advancement.
Retailers are therefore encouraged to offer more amazing and
exciting shopping experiences to customers anytime and
anywhere.
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Despite the promising new retail developments, Hong Kong
retailers are facing pressing challenges in talent acquisition,
especially amid aging population and growing demand in a
gradually recovering market. Staff cost may further go up
markedly. The situation requires more efforts and considerations
to attract and retain talents so as to cope with the changing
workforce expectations. At present, the market’s solutions
include provision of flexible working mode, speeding up of career
progression, inclusive working environment and culture.

Among all work types, digital talents are certainly in high demand.
Shortage of niche digital skills has undeniably led to a war for
talents among every industry, including retailing. Hence, a well-
devised plan allowing digital talents to unleash their potential and
bring in noticeable result is probably a pre-requisite for enticing
them in the first place.

As the voice of the industry, the Association has continued
advocating to the Government and respective education institutes
to cultivate more digital talents to meet with the fast escalating
market demand.

Likewise, we have spearheaded the updating of the Specification
of Competency Standards (SCS) for the New Retail under the
Qualifications Framework (QF). We have also endeavored to
elevate collaboration with universities on retail courses and
support the development of applied learning in the current
education setup.

Internally, our E-Learning Hub, a one-stop training platform
for retailers, will be continuously restructured to adapt to the
changing needs of retailers. In the meantime, we are preparing
the “HKRMA Retail Hackathon” to be held in early 2022, which
aims to propel the retail industry with promising career aspirations
for young people.

Looking ahead, the Association will remain dedicated to
enhancing professionalism in the retail industry. | am confident
that, with the joint efforts of the Association and our members,
our retailers will sail through the difficult times and be well
positioned to emerge even stronger in the post-pandemic era.
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Embracing the Next Normal for Retail Industry

METEXRNERE

The COVID-19 pandemic has notably reshaped the retail
industry. It has dramatically changed consumer behaviour
and brought wide-ranging disruption to the supply chain. As
consumers became more tech-savvy on online shopping and
omni-channel retailing, digital transformation was accelerated
across the retail ecosystem, leading to higher degrees of
cross-industry collaboration. Retailers, suppliers, logistic
service partners, IT consultants and service providers along
the supply chain were pushed to be innovative so as to stay
relevant to a post-COVID world.

On top of online shopping convenience and prompt delivery
of goods, consumers now yearn to be better-informed than
ever before. They expect quick and personal responses to
their enquiries via email, instant messaging or social media
platforms. This thus hastens retailers’ pace to embrace online
retail, and rearrange their priorities to cater for omni-channel
retailing.

This also poses an opportunity for Hong Kong retailers to
tap into Mainland China’s market, and benefit from its Dual
Circulation Policy (DCP) by meeting its increased domestic
consumption demand. The challenges are twofold: how
to enter the market and how to maintain their competitive
edge. To benefit from both the DCP and Greater Bay Area
(GBA) initiatives, it is paramount that Hong Kong retailers
should strengthen their product and service quality standards,
while safeguarding the territory’s reputation as a shoppers’
paradise.

Envisaging the vast opportunities for Hong Kong retailers
in the GBA, we have invited prominent senior executives
forming a Working Group to formulate strategies and relevant
initiatives to support retailers’ early market entry into the GBA
region.
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Responding to this development, our E-Commerce Sub-
Committee was reorganized and renamed as New Retail Sub-
Committee in early 2021. It is committed to driving new retail
development and working out an ecosystem conducive to digital
transformation. We also engaged with external experts via our
Digital Advisory Panel to organize high-level idea exchange
forums, e-commerce certificate courses, and networking and
business matching events for retailers and solution providers.

To embrace the next normal, the Association introduced
new elements into our flagship programmes, for example,
two individual awards in recognition of outstanding digital
marketers and e-commerce specialists were set up under our
Smart Retailing Award. With a mission to develop industry-
wide benchmarking reference on outstanding 020 customer
experience, we launched the first-ever 020 Customer Experience
Award in Hong Kong showcasing the best practices of service
performance of retail outlets and e-shops.

Looking ahead, 2022 will likely be another challenging year as
business environment remains fraught with uncertainties and our
Association will remain steadfast to lead the industry to overcome
the headwind and transform to the next level. | would like to take
this opportunity to strongly encourage members to stay tuned to
the Association’s development and take part in its great varieties
of activities.

Andrew Yu
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New Retail Sub-Committee
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Dr. Guy Look

Bt

Chairman of New Retail Sub-Committee
TELZEEXRE

Digital Advisory Panel

The mission of our newly formed Digital Advisory Panel is to give advice to
the Association on matters pertinent to the development in omni-channel
retailing, 020 retailing initiatives and digitalization.

The Sub-Committee is very pleased to champion this Panel, which
comprises a wide spectrum of high-level representatives from our retail
ecosystem. They share expertise in areas like retail technology, supply
chain and fulfillment, search engineering, social media, digital advertising,
hosting platform, payment gateway, market research, new retail business,
online strategy and planning, talent development and incubation.

Thanks to insights and inputs of the panel members, the Association is
well positioned to formulate the best initiatives and address retailers’ pain
points throughout their digital transformation journey.

2021 Smart Retailing Award

The Association spearheaded the Smart Retailing Award in 2020, aiming
to encourage retailers to provide consumers with a greater, faster, safer
and smarter shopping experience through technology adoption.

Refreshing Award Structure
The 2021 Smart Retailing Award has been extended to a two-tier
structure, including company and individual awards for technology
vendors, startups and retailers.
The “Smart Retail Tech Award” recognizes technology vendors and

startups who have demonstrated innovative ideas and initiatives with
forward-looking and novel approaches that help the industry evolve.
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“The Sub-Committee was renamed this year from E-Commerce Sub-
Committee to New Retail Sub-Committee to better reflect its broader scope
of work, expanded responsibilities and new role. This year also saw our
enhanced engagement with members of Digital Advisory Panel, as well as
the restructuring of our new retail awards and recognition schemes, among
other initiatives, to encourage technology adoption and boost omni-channel
retailing.”

SER [ETHEZEE] E18 [HREREE] H ERIIRK
TEZEERAEBHNNMEYR  REEEERZNIFHEEREEANRE

£ ZEGMETHE [(ARHEERAE] KENEGHE EATHENHZE
BREMAETE  YEBHMMMAENES  IBDTEHEDREARE
BEL  RAZRETE -

BuE5 R SRR R B

BEFRHFAY [SHEREEME] - HEBEARgRMta
RETE  BREGTTEAHEMNBBEREANES

ééi@‘“?\%%’]iﬁ [BSREREE] WITE  BEBEES

M- BRERTELEARSAINSERRANX - fIETE

R HZ&ELE@J%ETT/M& CRREIE - MRER  BEES @

BFETe  XNFE  THfR  HTEXK  @LRmER
2 ATERIEEEEE  MBENZMMANEXER

&S IR ER B E R R - S EERE - HER
AWEHE - TEBBENEEARESIBRENEY - T
Tk -

2021 ERESEXER

WHEN2020FAIRT [BRHTEAR] @ SEZBTEREER
MR - AEERMEEN  BR BR2MEEENEDESR -
BRR—HRITRER

[2021BREZTEXRE] CRREMEAER - BRARIXMHERD -
RHE VIR EMBE R A BRI EALE o

[Bae T BRI | RIGBLRIRHAIF B S LA BB HE
AR IBIRE - RRFE IR B AR AT KRN T U HES
TEXEH -

The “Smart Transformation and Innovation Award” applauds retailers who
have initiated and implemented innovative projects to overcome business
pain points and transform company business or culture.

Our newly introduced individual award "Smart Retail Talent Award"
commends outstanding “Digital Marketers” and “E-Commerce Specialists”.

This year, the participating solutions covered a wide range of applications
showcasing the most up-to-date technology, spanning from hardware to
software development for strengthening customer attraction, customer
experience, order fulfillment and retail operations.

020 Customer Experience Recognition Scheme

The COVID-19 pandemic has helped accelerate online and offline (020)
transformation of the retail industry. In view of the latest retail trends, the
Association has introduced the 020 Customer Experience Recognition
Scheme, with an aim to encourage retail brands to deliver seamless 020
customer experiences.

This newly launched scheme is a service performance assessment
of both retail outlets and e-shops. Under the scheme, participating
brands compete for the distinguished honour of “Top 10 020 Retail
Brands”, which recognizes the top ranking brands for the excellent 020
engagement with their customers.
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Quality E-Shop Recognition Scheme

Since 2017, the Association has been hosting the Quality E-Shop
Recognition Scheme (the Scheme). Its goal is to establish and promote
the best practices amongst local e-shops through comprehensive and
objective assessments of their performance. This yearly-renewal scheme
attracted near to 300 e-shops' participation until now.

Introduction of a New Sub-tier

A new sub-tier named “TRUST E-Shop” was introduced under the Scheme
in 2021. Its objective is to broaden the coverage of recognized e-shops
and to gain greater support from SME e-shops by providing a lower
participation fee with simpler assessment.

Through the “TRUST E-Shop Recognition”, the Association also wishes
to uplift the competitiveness of SMEs with smaller scale online shopping
systems.

Quality E-Shop Developer Recognition

E-Shop developers play an important role in facilitating SME retailers to
kick start digital transformation by setting up e-shops on their platform.

To recognize quality e-shop developers, the Association launched the
“Quality E-Shop Developer Recognition Scheme” with the vision to
establish industry-wide standards for online retailing in Hong Kong.

Addressing the Pain Points along 020 Shopping
Journey

As 020 integration and digital transformation pose the biggest challenges
for local retailers, the Association has prepared a wide range of initiatives
that help our fellow retailers to address their pain points throughout the
020 shopping journey.

This year, the Association launched a series of webinars in collaboration
with the Hong Kong Productivity Council, Hong Kong Cyberport, GS1
Hong Kong, SHOPLINE and Microsoft, as well as other major stakeholders
in the industry. The activities helped retailers review and strengthen their
existing 020 service processes.

To cope with the changing mode of learning, the Association initiated
online certificate courses on a wide spectrum of omni-retailing topics for
E-commerce Certificate, providing an up-to-date knowledge on retail
industry through an easy and convenient learning platform. Concurrently,
retailers were being introduced to various retail technology solutions which
help improve the overall customer satisfaction in the 020 ecosystem.
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Talent Development Sub-Committee

“Transformed from the Education & Training Sub-Committee, the new Talent
Development Sub-Committee focuses on uplifting retail professionalism and
nurturing talents for the new retail and the Greater Bay Area development.
During the reporting year, the Sub-Committee had stepped up our engagement
with local universities with a far-reaching mission of promoting retail education
at tertiary levels. The Sub-Committee was also dedicated to updating the
Retail Specification of Competency Standards (SCS) with key emphasis on new
retail requirements.”
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Spearheading the Development of New Retail Specification
of Competency Standards

The Association has been championing the implementation of the Government’s
Qualifications Framework (QF) to enhance the professional status of the retail industry.

Introduced by the QF Secretariat in 2013 and 2016 respectively, Retail Specification
of Competency Standards (SCS) and E-business SCS for the retail industry have
been serving as a useful reference for HR management and industry training. To
meet the needs for state-of-the-art knowledge and skill sets required by retail talents
in the new retail era, the Association has taken up the pivotal role in advising the QF
Secretariat about the direction of updating the retail SCS.

The Association consolidated views from members, and took their views as an
indicative direction and useful groundwork for updating the SCS.

Upgrading Retail Education at Tertiary Levels

It has been the Association’s objective to promote retail professionalism and to
nurture talents for the new retail through joint education programmes with academic
entities.

To achieve this end, the Sub-Committee held discussions with local universities
including The University of Hong Kong, The Hong Kong University of Science &
Technology, The Hong Kong Polytechnic University and The Baptist University to
explore retail education at tertiary levels.
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Chairman of Talent Development Sub-Committee
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Additionally, facing the rising importance of the Vocational and Professional
Education and Training (VPET) in Hong Kong, the Sub-Committee discussed
with relevant statutory bodies and highlighted the opportunities in retail
industry as a promising career, and to explore the way forward for an Applied
Learning Degree. This will include work-based training along with class room
learning. It will offer real-life and practical work experiences to better prepare
the students for the exciting world of employment in the industry — a merging
of theory with practice.

Looking ahead, the Sub-Committee will focus on the image rebranding of the
industry. In particular, we are preparing the “HKRMA Retail Hackathon” to be
held in early 2022 with an objective to introduce the promising career prospect
for our young people in the new retail era. We hope with our best endeavours,
we can help the industry develop a skilled workforce that can meet the needs
of the evolving marketplace.

Enhancing Retail Professionalism

Service Talent Award

The 2021 Service Talent Award (STA) took the theme of “Elevating Service
Excellence in the Post-Pandemic Era”. The Company, Store and Individual
Awards were available for retailers to take part in.

New initiatives were introduced during the year under review. To name a few,
a new label of “Quality Service Pledge” was given to retailers who committed
in quality service by participating in the 2021 STA. A new company award,
the “Retail Excellence Award”, was also rolled out to recognize outstanding
customer service initiatives towards the post-pandemic era. We also
inaugurated the new recognition on “Outstanding Flagship Service Store” and
“Outstanding Flagship Service Brand”. These acknowledgements helped
enhance professionalism of service teams for shopfronts.

Quality Service Programme

The Association first launched the Quality Service Recognition (QSR) under
the Quality Service Programme in 2019, offering one-off assessment and
recognition to retail outlets regarding their in-store service touch-points of
customer experience.

This year, we enriched the spectrum of the Association’s service recognition
schemes by introducing the Flagship Service Recognition (FSR), targeting
retail brands who wish to build up stores with outstanding services or to
achieve more on top of the QSR.
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Creating a One-stop Training Platform

During the year, the Association gauged the latest training needs for
retailers, and organized seminars and workshops covering diversified
topics from the latest omni-channel retailing market trends to employees’
mind and body wellness. These activities were so well received that over
2,000 participants from some 800 companies were attracted to the events.

Looking forward, the Association will keep enhancing the structure of the
current E-Learning Hub to provide a one-stop training platform to equip
different levels of retail practitioners with up-to-date market knowledge,
innovative mindset, and practical skill sets in the new retail era.
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Ms. Randy Lai

RESKL

Chairman of Membership Sub-Committee
BEEHEEELRE

Membership Growth

Through the Sub-Committee’s efforts in and dedication on recruiting,
retaining, and engaging members, the Association’s membership
registered an outstanding growth of 7% in the year, despite the economic
doldrums. Our membership base reached a new record high of 961 from
a wide spectrum of retail businesses covering more than 9,000 outlets.
A fairly good proportion of these members were SME retailers and chain
stores across 20 retail categories. The total staff size of our members
accounted for more than half of the local retail workforce.

Engaging Members and Creating Business

As part of our membership drive initiatives, we organized a series
of HKRMA certificate courses bundled with the Individual Associate
Membership (IAM) during the year. It was our goal to equip retail
executives with practical strategies, tips and tools while growing our
membership. With corresponding courses covering wide-ranging topics,
it was gratifying to see more members getting involved in our initiatives as
well as the cooperative and interactive activities.

In this era of tech-savvy market, the Association also rolled out its own
mobile App that delivers valuable, relevant and engaging information
to our members. It furnishes quality event experience with enhanced
engagement. The application also serves as a platform that exhibits retail
solutions with interaction and enhances members’ exposure. Through
active promotion among members and fellow retailers, the mobile App
registered very positive usage rate, as it keeps our members up to date on
the latest development of the Association and the industry.
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“Thanks to proactive contribution, involvement and participation of our
members, the Association has grown even stronger and bigger in an evolving
retail landscape. During the year under review, the Association continued
to stay relevant and grow our membership while pushing forward the omni-
channel retailing development in Hong Kong. The Sub-Committee has been
dedicated to further strengthening its communication with the retail community
and engaging more members through its various initiatives.”
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Signature Event for Industry-wide Networking

This year, the Association’s Annual General Meeting (AGM) Luncheon
continued to serve as a key networking platform for the business community.

The AGM luncheon was held on 8 October, 2021 at Harbour Grand Hong
Kong. We were honoured to have Dr. Peter Lam, Chairman of Hong Kong
Trade & Development Council, as our guest speaker. He shared his insights
on the overall business landscape in the Greater Bay Area (GBA), and how
Hong Kong retailers can leverage the services of HKTDC to capitalize on
the opportunities arising from the GBA development and the Mainland’s
flourishing economy.

Supporting SME members

Thanks to the SME Development Fund administered by the Trade and
Industry Department (TID) since 2010, the Association has made substantial
progress with regard to growth of membership from SME retailers.

We were very pleased to report that we have completed this year the
remaining deliverables of our 7th Trade and Industrial Organization Support
Fund (TSF) Project launched in 2019. To facilitate retailers to speed up their
digitalization, the Project comprised a wide range of activities on smart retalil
technologies, and to share the practicable solutions to overcome challenges
on technology adoption.

The Association has also made persistent efforts in supporting our members
to sharpen their competitive edge by submitting to TID a proposal for the
8th project titled “Navigating New Retail through Enhancing 020 Customer
Experience”.

The key objectives of the 8th project are to expedite Hong Kong retailers
to adopt technology and speed up a seamless 020 shopping experience
by way of converging offline, online, logistics and data in their integrated
business models. This will help enhance their business sustainability in the
new normal of retail environment, while attributing revenue growth through
business expansion digitally beyond Hong Kong.
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Government Regulations Sub-Committee
BRI EES

“The Association has been more determined than ever to stand up for the
best interests of our industry. Against the backdrop of market volatility and
economic uncertainty during the year, we have been the leading voice of the
industry with respect to legislation and policies-making relevant to the trade.”

[HELUEEMRRBERERBHEFTEXRNBRENS - FR - #EH
BRBNKEAKTARNERT  HE - EEEZSEXTEARNA
& EZEREFESEEANIERBRZEL  REEXRE - |

Mr. Norman Yum

EFREREE
Chairman of Government Regulations Sub-Committee
B RO ZEEERE
Proposed Producer Responsibility Scheme (PRS) on B AESEEESEHE ) IREER
Plastic Beverage Containers L . ot e ) s

e —EBRYRTIBNN BRI RSEEE B TS
The Association has been monitoring closely the legislation of Proposed MSOEES c 1 BIEREZN ARLHRE RS
Producer Responsibility Scheme (PRS) on Plastic Beverage Containers. During Shm . BSRE PR S B S BRI SIE -

this year, the Government’s Environmental Protection Department (EPD)

consulted the Association directly about retailers’ views and concerns in its - D A g i oo =
for BAI= Z &=k, &L =

public consultation on PRS. HEFRNERREFTEZEE EETZRAGH  EEHAPRIRR

ERETEREUF BN - URTEREERRITNE

In our meetings with EPD key officials, we have reflected our concerns on AR LBENRE - BEERRER  MRRERTRY
practical operation and hygienic challenges relating to the scheme. In particular, BB Ek AA — i (e R T e g2 4t [ 15 % [0 B R

we voiced our opinions against EPD’s proposal of mandating retailers with
certain operation scale to offer take-back and rebate redemption services.

Feozea -

TIRE - 770k = A PRI N
We also highlighted the importance of an effective collection network to make SRUL IR - 1758 50 582 0 LR R L ot 8P B SR A

this PRS a success, and to allow retailers to identify and allocate, on a voluntary BT - HEEBRBRNAATTERATETEMPLTER
basis, stores that can support single-use beverage packaging drop-off points AL ABRRRE S MERS LB IR KRE -

for consumers.

EHEREREAME

HEEE [EFNEREANS] NARERT - MBIFR
ETHEIREBHHRENGEAER

Regulation of Disposable Plastic Tableware

In response to the public consultation on Regulation of Disposable Plastic
Tableware, the Association has made a submission to the Government,

expressing consolidated opinions of our key members on the proposed policy. e R AR EESE S A EEEANEES £ S
=& al 3 2 ), cEARNBAIER  LHEE

On phasing out disposable plastic tableware in Hong Kong, we have asked EZEHEEAAREHATRAIBENEREANEBR
the Government to adopt a comprehensive and holistic approach on the issue, T FEE RS TRESE - FEEAZESHHCE -
especially when neither viable nor affordable alternatives were available to the

public.
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Review on Statutory Minimum Wage Rate
Since the Minimum Wage Ordinance was enacted in 2011, the Association

has been closely monitoring reviews of the statutory minimum wage (SMW)
rate once every two years.

During this year, the Association called on the Minimum Wage Commission
(MWCQC) to maintain the SMW rate at the current level, highlighting the
devastating business downturn brought about by the double whammy
of protracted social unrest and COVID-19 pandemic, coming on top of
the probability of an economic recession and the challenge of protecting
employment.

While advocating for a freeze of the SMW rate at HK$37.5 per hour, we have

proposed to the MWC to consider an increase of the rate only when the
pandemic was over and inbound tourism has resumed.

Key Legislations and Government Policies

In addition to supporting regulatory compliance, the Association also
serves as a platform for exchanging views and sharing insights between the
Government and our members, so that policy-makers and retailers can map
out future plans and industry-friendly proposals on topics relevant to retailing.

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

e 2021 Policy Address and 2021-2022 Budget

® Producer Responsibility Scheme on Plastic Beverage Containers

® Proposed Amendments to the Harmful Substances in Food Regulations
® Raising Penalties of Occupational Safety & Health Legislation

® Real-name Registration Programme for SIM Cards

e Regulation of Disposable Plastic Tableware Scheme

® Review on Statutory Minimum Wage
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Event Organizing Task Force

mEERETENE

Mr. Andrew Yu
REHREE

Chairman of Event Organizing Task Force

EEBETEIEEE

“The Task Force has been empowered with a mission to oversee the planning
and hosting of significant events of the Association. Given the ongoing nature
of the pandemic, we have to remain flexible and nimble when planning our
event. We made a difficult decision to cancel our 2020 Annual Dinner and to
take the 2020 Annual Awards Presentation virtual. However, we were very
pleased to bring the 2021 Hong Kong Retail Summit back in person, supported
with live streaming.”

[T NEESEEHSEETHRTENEERENIE - BERFERE
BE BPETEESRLEAREER BATSTREREARE  BUH
2020F FEME © WiE2020F FEEKRARNAR LET - AW AR
SEEHUEEREER 202158 TETEE  WIREHALEE - ]

Hong Kong Retail Summit 2021 2021EFRTETED
Carrying the theme “The Rise of New Retail Normal: Recover and Revitalize 2021ERZTEGERSI [BETEHERE B 55N
under Adversity”, the Hong Kong Retail Summit 2021 took place on 17 June AEE - EFRGA17ABEEEE H(RE DR -

2021, at Hong Kong Productivity Council.

EAZMIOHRERRIIAR - SESRETREFRE

Despite a smaller scale due to social distancing restrictions in force, it was our

first time holding the Summit on site with online live streaming, and allowed A BERETERNRSEREERARTET  TEBHE
participants interacting with each other through the Association's mobile app. MFREREXZED2NELS  EEFLET2REEE -
We are pleased that the event was highly-valued by the industry and B eBeWERSSE RSB L2 MELGER

registered about 400 participants.

4004 °

Session A Opportunities and Challenges brought by COVID-19

F—H FERIETERARER R

Keynote and Panel Discussion Speakers i RiRENER

Mr. Rune Jacobsen
Boston Consulting Group (BCG)
Managing Director & Senior Partner

Ms. Christina Wang

General Manager, OnThelList

Panel Discussion Moderator 513 EF A
Mr. Andrew Yu

Vice Chairman, HKRMA
Director, Yue Hwa Chinese Products Emporium Ltd
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Session B New Retail Transformation

B0 HEEED

Keynote speaker & Panel Discussion Moderator i EE RiTREBAHEFA

Mr. Bruce Lam #E#R5EE

Ex-Co Member, HKRMA EEZEE R HEHNEGKE
Managing Director, Consumer Mobile & = 42438

CSL Mobile Ltd

Panel Discussion Speakers iR SMHEE

Mr. Taurus Cheung 3R &%
Appcider Ltd — ShipAny
Co-founder & Director B4 &ll3E A

Mr. Patrick Tu EE§%4%
Dayta Al
Co-founder & CEO B & B3 A RITEAAEL

Mr. Keith Lee ZE#i %4
Wee Creation Company Ltd — Mobile.Cards
Co-founder B4 &3 A

Session C Survival of the Fittest - Innovative Retail Concepts

E=H ABTHE - ANTEES
Keynote Speakers ¥ iR REBHRE

Mr. Surrey Pau 8 @& %4%

Deputy General Manager

Smart Retail Department of China Operation and Management Center
Chow Tai Fook Jewellery Group

AREHREEEER AR PREEEEROEETENBLE

Ms. Clarice Au EX 2%+
Ex-Co Member, HKRMA &EZEERIHGHNEGHKE
Managing Director, Fortress %2 & %= 4 £ 38

Mr. Ryan Lai #8275
Managing Director, foodpanda Hong Kong

foodpanda &i& R 1TEAEEL
Panel Discussion Moderator sfiRIBEiERFA

Mr. Ricky Szeto BlfEk ExEE

Ex-Co Member, HKRMA BEZEEEHENEZEKE
CEO & ED, Hung Fook Tong Holdings Ltd
BRESEZERERAR THAKRITES

Achievements T {E[] g8

81




2020 Annual Awards Presentation Ceremony

As Hong Kong was under the fourth wave of the COVID-19 pandemic by the
end of 2020, the 2020 HKRMA Annual Awards Presentation Ceremony was
postponed and was held on 19 January, 2021, at the HKRMA Conference
Room. Although we had to keep the number of physical attendees minimum
due to social distancing restrictions, we were glad to see many winners and
friends joining us via live-streaming on HKRMA Facebook page and YouTube
Channel.

?ﬁ ryice Talent
Award

20205F B AR sR s

EREBR2020F FREZENFEMEHNTRIBHAITETE -
2020F EBIEHE LT 1 A10BR BB e eu 81T - EHEL
REBERE  RERBLAAYMSARERD BHRS
HERHZFEED RFAFERRBIRDEFacebookE B &
YouTube B - BEREFR BB HER -

s 20201 H AR FR AR mrimAe dtofigiEs)

2020

82

“Since its setup in 2018, the Sustainability Task Force has been dedicated to
arouse public awareness and spearhead initiatives on issues relating to industry
sustainability. This year, we focused on the best practices sharing about energy

Achievements T #E[0] &

savings, plastic reduction, and waste management.”

[HEE018F R AFARR I —ERIREARHEBEXT

FEBRNIBARLCHEDERES - SF  RATINERZH

FERER - [KRIRBRRREE  BOEHAEE  URBYERSEHE - |

"Green Savings & Green Edge" Best Practices
Sharing

At the start of 2021, members of the Sustainability Task Force had a meeting
to discuss how to further promote the concept of sustainability amongst
retailers, in particular, when the industry remains in doldrums. To achieve this
end, we organized two best practices sharing webinars during the year.

The first webinar, held on 2 June, 2021, was well-attended by participants
covering both retail and catering sector. Speakers from Circle K and
Fairwood shared their energy efficiency best practices at store level and
sustainability measures that are driven by customers’ needs respectively.
Representatives from CLP and DBS also talked about smart catering and
energy saving concepts, as well as the latest support for SME companies in
green initiatives.

*

Chairman of Sustainability Task Force
AFERRIENERE

s BREE — SEE

20215 9) A EERITFENKE AR T —REH @ AW
MAETERTE-—THBEUREERROMS  LERETE
EENBERT - RTERE—BR  RPEE—FRASTMH
REEEERABRTTE -

F—IGMEN T @R 2021F6 A2B 817 TEMERERN
SEEHBRIIN - OKEFEM AR ENRZEDRDZET

PIFE R EE A RERRBEEERR - URARPHRES)
BB ERER - PENERBITNRRTOZTEZER
REFRIR S - ARE /N EIRIRIE B BT SR ©
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The second webinar was held on 26 November, 2021, with the focus
on waste reduction and management. At the webinar, speaker from the
Environmental Protection Department introduced the latest retail-related
regulations including Municipal Solid Waste Charging, and Producer
Responsibilities Schemes. Mr. Samuel Lee, Chairman of Sustainability Task
Force, also shared the achievement of the plastic recycling programme.

Other speakers from Sogo Hong Kong and Slowood also shared their

insights on food waste reduction and management, as well as how to drive
zero-waste buying in Hong Kong.
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Flagship Programn

2021 Service Talent Award
20216¢ H AR 7% 22

Since its rollout in 1986, the Service Talent Award (previously known as Service &
Courtesy Award), has been one of the most popular events of the retail industry.
Carrying the theme on “Elevating Service Excellence in the Post-Pandemic Era”,
we encouraged retail practitioners to strive for service excellence and innovation
in order to succeed in the post-pandemic era.

This year, the Award attracted about 300 frontline staff from 66 retail brands
across 9 categories to participate. Among them, more than 180 participants
were appointed as “Retail Ambassador”.

“My Favourite Top 10 Outstanding Service Retail Brands” were selected by the
public by online voting while “Top 10 Flagship Service Stores” were conferred to
stores with excellent services. The “Retail Excellence Award” was rolled out to
recognize outstanding customer service initiatives towards the post-pandemic era.

Key Phases
FERER

Call for Entry
BEIZHRE

Phase | Assessments

B — R RFTE

@ Service Talent

B Award

PREARTS 32

2021

SEENREEEIER [ [B] SREIEe] - el
%ﬁﬂﬁlgtiﬁfgffﬁ%,%gﬁﬁ 2385 - BARIEED
BRrHIE

AEE - [HERBE] K5 TRE66{EZEMEL300
URERHFASRE  REIETEMAR - HiBiB180fL
DMERZRER [TERRE] -

[HEEETARLRBTERE] AARWLERRR
o T REHEERTE ] RIESE FRESERIEHE
oA [RERBREIANE] FFHEREMNTR 1T
ERIFTRIE R MAE o

Mystery Shopper Assessments for frontline participants and nominated flagship stores

HRASSRERIEMET [HHERETE]

Retail Excellence Award — Submission of Proposals

[EHBRERBAR | — BXRBTEE

My Favourite Top 10 Outstanding Service Retail Brands — Online Polling

[BREZ+AGHBRETEmME ] DRBLERE
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Phase Il Assessments

E-RERTE

Group Interview with the Judging Panel for shortlisted contestants on 17 — 18 November
AESEEEHETEESH  M1A17 — 18RET/NEER

Retail Excellence Award — Interview on 29 October
[ % i AR 7% 25 21 A H#LT

HKRMA Annual Awards
BAEERE

All winners were presented with trophies at the HKRMA Annual Awards Presentation Ceremony in December 2021. Winners may enjoy publicity
via news supplements, HKRMA Annual Report, newsletters and the Association’s website.

BEEER2021F12ARMARBEFERERE L RIEARF - SREENTVEEHRERT  HEFR FTRBERULESSEHRE -
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2021 Service Talent Award (Staff Award)
— Retaill Ambassadors & Winners

2021 BEHRFE(EIR) — ZERERERSE
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2021 Service Talent Award (Staff Award) SA\/vé'rdt
— Retail Ambassadors & Winners | e
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2021 Service Talent Award (Staff Award)
— Retaill Ambassadors & Winners

2021 BEHERER(ETR) — SERFRERSE
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® Service Talent

B Award

PRI ARFSEE

2021

The Potential Brand Award
EEBERER

< N

Gold Award £ 1¢ Silver Award 4R 2% Bronze Award 4742

A iot.. ~iLA

€622 22£8 2200

FAITRER REH

The Best Team Award
RESERME

Gold Award £ 58 Silver Award $R #& Bronze Award 32

FWEEE =] TS
@ The Hong Kong Jockey Club ﬂ ii H K iﬁaa
Al [E]% [E]i# RIDING HIGH TOGETHER I'”]m ﬂl‘lu ﬂl‘lu SEEIN TR

R

FREE 3R BEX EER Iﬁ%ﬂ(,ﬁ it

The Best Training Award
B fEE 35

Gold Award £ 1¢ Silver Award 5B 1% Bronze Award 4g3%

(]
CHOW TAI FOOK (h[][u ﬂﬂu ﬂﬂu /.
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My Favourite Top 10 Outstanding Service Retail Brands
(oy public voting)
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Top 10 Outstanding Flagship Service Stores
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® Service Talent

B Award

PRI ARFSEE

Outstanding Flagship Service Brands
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Retail Excellence Award
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Merit Award B 5 #& Merit Award B 5 &
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Quality Service Programme —
2021 Quality Service Retailer of the Year

BERBETE — 2021 FREEERBZEER

SP

Quality Service Programme

% W AR ¥ a1 &

EHKRMA

REFEWEREN [BEREE] R19965F 4
¥ EHEEBMUWBRNERRT  ATEBRMHEE
FEEEEMRBKTNIA -

Introduced in 1996, the Association’s Quality Service Programme (QSP),
originally named as Mystery Shopper Programme, serves as an effective service
performance assessment tool for retailers through regular mystery shopper
assessments.

20214 - FHEE137TETEmEH2 201 T EEH2
o FrEIBENTETEER - & HREIT 74,7638
BEERD o SREMEORBHRRED [BER%] -
BEEWE] f [FX8T] —@ASETx -

In 2021, a total of 137 retail brands covering 2,291 retail outlets participated in
the QSP. About 4,763 mystery shopper assessments visits to outlets across 17
retail categories were made. All the winning brands deliver three important service
elements, including “Quality Service”, “Satisfied Customer” and “Professional Staff”.

Congratulations to the following companies for their outstanding achievements!

BEFFLASE A TR H RO T EHE |

2021 Excellent Service Retailer of the Year

2021 SR EERD

k
= n
Koy 0
HK Eleclric Chow Sang Sang

2021 Quality Service Retailer of the Year of Flagship Stores (5 outlets or below) - Grand Awards
2021 REBERBESEH/ AL - EE/E CEA AT IEHH)

( N\

2\
SONY La Colline €1 E

Swiss Riviera Beauty Treatment
3DG Jewellery

Flagship Programmes & Industry Awards jf g & &) & 173 1%

2021 Quality Service Retailer of the Year of Chain Stores (Above 5 outlets) - Grand Awards
2021 REBERBESE/ AL - EH/E (G LIEH)

( )

SN T S L |3 5 PRINCEART

Bk P & $k JEWELLERY § WATCH

CHOW TAl FOOK
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2021 Quality Service Retailer of the Year - Category Awards
2021 RIEBERBTEBHEAIER

( N\ ( ) ( N\
Beauty Products / Cosmetics Category Electronic & Electrical Appliances Category Fashion & Accessories Category
b3t SR SR 4R Bl BFREREHEE RFEERmY IS 4R Bl
i CHEVIGNON
La Colline SONY
Swiss Riviera Beauty Treatment FRANCE
. J . J . J
( N\ ( ) ( N\
Fashion & Accessories — Sports & Outdoor Products Category Fastfood / Restaurants Category Footwear Category

RESE | BERBZA5 #H1m4AR

THE
SR
e

s — EB R FINAmAR

< Columbia

ROCKPORT

®
Since 1979
. J . J . J
( N\ ( ) ( N\
Furniture & Home Accessories Category Health Care Products Category Personal Care Products Category
FEREZARAR BERERAR BAEEERAR
. &
. =
atl- h m G C 22 mannings 2. |
t 0 e LIVE WELL
. J . J . J
( ) ( N\ ( N\
Premium Life-Style Category Retail (Services) Category Quality Living Category
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Supermarkets Category
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Telecommunications Category
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Watch & Jewellery Category
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Well-Being Products Category
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GOLD, Shopping Malls Category
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2021 The Best In-Store Technology Adoption

2021 &

EEMRRER

Ve

Gold Award £ ¢

B X g

CHOW TAl FOOK

Silver Award R 3%

Smarione

Bronze Award i€

]
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Launched in 2017, the Quality E-Shop Recognition Scheme provides a
comprehensive and objective assessment for e-shops in Hong Kong.
The scheme aims to give recognition to quality e-shops, develop industry-
wide standards and best practices for online retailing in Hong Kong.

The “Top 10 Quality E-Shop Award” aims to recognize e-shops with
best online customer experience. Winners are selected according to the
highest total marks of the Full Assessment Result amongst all participating
e-shops during the year.

2021 Top 10 Quality E-Shop Awards
2021 + REBERE (BRAE)

Quality E-Shop Recognition Scheme

BEHEIERFETS

H201768E - [BERERENS] —ERATEREREZER
FEENE o BAIWBENRRTEBELAREE /RTEER
EEEANELREER UNAELTEHERELHTE -

[TREEREAL] BNRRFRHEEEERRNEE -
[TREEWE] REFAE2N [BERERETE - 2T
] WEEREOREHREL -

AmShop
Amway Hong Kong Ltd

XEZA (B8 ) HARERATE

Gold Award £ 3%

Amway

JHCESHOP HZ i1

Japan Home Centre (HK) Ltd
A4 (58 )ARAT

Iy A N

J SELECT

BRERAERDR

Silver Award R #&
HKRMA

2021 'rnp 10 Qualitftife
e-shop SELECT

JEBSEN HOME TECH COMPANY LIMITED

[BE KIS
D eSho

Watsons eShop BEK#IE

A.S. Watson Retail (HK) Limited - Watsons Hong Kong
EERZE (B8) BRAR - BEEER

Bronze Award £7#%

HKRMA
2021 TOP 10
e-shop Strawberrynet”
1% ﬁﬁ 5 fresh beauty

Strawberry Cosmetics (Services) Limited

STRAWBERRYNET
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2021 Smart Retailing Awards

AN %D Ab —A= ‘Ej( %— SMART
Top 10+ K#JE (List in alphabetical orderfE &+ 2 56 1) 2 O 2 1 ;Ijt oy
HKRIMA
2021STF|P0‘|6
e' ’
S gtysuper  oETE DS
= | °
citysuper FORTRESS &8 HILTI Launched in 2059, the ?maﬁ (Ijettailriwng lAwardds (“ttlhe Aw;rtd”) almbsrtﬁ ?2020¢%@ : ﬁ?@ﬁaﬂﬁé%ﬁ [BRETEARE] @ 5 E*ﬁﬁb%ﬂ &l
City Super Limited Fortress- A.S. Watson Retail (HK) Limited Hilti (Hong Kong) Limited encourage smart innovation and technoiogy adoption and 1o establs FIRBRER - I BHIE R ES TS REEEMTE -

wE GERSE (B8) ARAT and promote best practices and standards of smart retail.
AFEER - [FETERE] DREARRENEARIE 81

M HER - MERMEIENTER -

This year, the Award has been extended to include company and
individual awards for technology vendors, startups, and retailers.

E— 4 "
E m ﬂ” ]J . PARKHSHOP Congratulations to all the winning companies for their hard work and BERUNENAEEAR] - WEHEA BEETERERBEN
= I I.I effort in driving smart innovation in the retail industry! R ERIRE S |
Meiriki Mothercare PARKnSHOP HBEHiE
Meiriki Japan Co., Limited Mother and Child Ltd. A.S. Watson & Co, Limited
E Judging Criteria
B R ﬁ BHo ax y : N N
. M EEZ e = Watson's Wine FEiEE
Pricerite ‘
Pricerite ERIPSE Watson's Wine EEKEZ
Pricerite Home Limited Saint Honore Cake Shop Ltd W%;gsﬁwge Radical:
/ Creativity and
innovation
00——————O"
www.wellcome.com.hk
Wellcome Delivers BREES &g
The Dairy Farm Company, Limited - Wellcome
HBERAE - BE Key Phases
*List in alphabetical order W 2 GJEX & FHEF E ; B‘E Fﬁ
S J
Open for Application Phase 1 — Shortlist of finalists Phase 2 — Open Presentation
Top 3 SME E-Shops ZTOPH/M 48k NEGE &S B—IER — MIABAREE SEPEER — DNBER
- The Smart Retailing Awards - Phase 1 results were - Shortlisted companies were
invite proposals from announced on mid-August invited to present their proposals
o, rnis D participating companies until 30 2021. to the panel judges on 15 and 16
2021 TOP 10 2021 TOP 10 O June 2021. - E_EEHAEATIZER September 2021, attracting near
e-shop e-shop . EEEEABEESEATINE 202148 B th A o 200 participants joined virtually
B S sweror EHEIS smeop2 20215E6 30 B BERETEIZE - to listen to their innovative
solutions in addressing customer
experience pain points.
- ABE2QFR2021FE9815H K% 16
B — S A F T EE AR
[ AT ElE - WEEB200% N EE
SR R AR
RIBRITHR 3
COUPLE Lohas-Mall R -
Hello Bear Wine Couple Lohas-Mall International
LeTech Enterprise Development Limited Wine Couple Company Limited Limited
Lohas-Mall International Limited
. J
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Smart Transformation & Innovation Award - Retailers
BeeEA KRR - TEH

-
Gold Award £ 5% Silver Award R 4 Bronze & Smart Retail Best Practice Award
ARRREEEEERRAR
KFC PARKnSHOP B @1 idHealth
P Project Name {8227, Project Name 1§57 % - Innovative Digital Health Limited
igital concept store: Building Restaurants of PARKNSHOP Automated Distribution Center . s
the Future with Technology A2 E M EREELEUE Project Nam(i_ﬁ’ifi %- .
BREERRNRE GoFever.com.hk BEEEEATA
Merit & Industry Impact Award
BERRETEHRER
making Cofe b Watsons eShop BEK#IE
Sasa.com Project Name 85 %
Project Name 8355 : EREERBYFHESANBBHE
Sasa Smart Retail Solution 555 &S B ERARF R
\

Smart Retail Tech Award (Technology Startups)
ERTERER (RIBRVAIEE)

-
Gold & Innovative Smart Solution Award Silver Award #R #%
eREERSERER
CUSTOM sleekflow
Enabling On Demand
Fimo% B
Mytea Solutions Limited Custom Gateway International Travis Group Limited
Project Name 1§57 % Limited Project Name #§52877%
Let's Tea [REZL]| EBATEEGE Project Name 1838 77 : SleekFlow
Custom Gateway
Bronze Award 22 Merit {8 £ 1%
L]
® Asiabots INnnocorn %, super chain
. Technology
Asiabots Limited Innocorn Technology Limited Super Cat Technology Limited
Project Name 1§55 % : Project Name f§88 75 % : Project Name 585 %
A.l. Customer Service Agent A.l. Ambassador A TEEERIEAEE Super Chain — Al Sourcing Platform
AIBHEFREAR
\

102

Smart Retail Tech Award - Technology Vendors
BT ERRE - R tEEAR

Flagship Programmes & Industry Awards FEfEE &) & 17X 4218

Vs

Gold Award £ 1%

Silver Award $R 32

SPECTRA S:gPay

Teatbiizlisey e

SPECTRA Merchant Services Limited (SMS)
Project Name 855 %
SoePay SoftPOS W BEE AR

Atome Hong Kong Ltd.
Project Name B85 %
Atome “Buy Now, Pay Later” Payment Solution

Merit & 5823%
posify (Insider

Ubeing Mobility Ltd Insider
Project Name 885 % :
Uplift in Conversion Rate Using Onsite and
Email Smart Recommendations

CLEARco CLEARomni

CLEARgo e-Business Consultancy
Limited Project Name 1588 5 %
Project Name 8825 % : PosifyRetaill EETELEZFA
CLEARomni Retail Platform

Innovative Smart Solution Award & Smart Retail Best Practice Award E8EEE£| =N

dHealth

Innovative Digital Health Limited
Project Name 585 %
GoFever.com.hk B EEEEHFA

Smart Retail Talent Award
BEEE AL KR

r

Grand Prize of E-Commerce Specialists
EFRBERKE

Grand Prize of Digital Marketers

BIREEERAR

dHealth

Innovative Digital Health Limited Sasa.com
Project Name 1§55 % : Project Name $&H R :
GoFever.com.hk BEBEENTAE Sasa Smart Retail Solution 55 BB EBEMARFE

Ms. Regen Au Mr. Hong Li
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020 Customer Experience Recognition Scheme

O20F R MAETE

This year, the Association launched the 020 Customer Experience
Recognition Scheme, aiming to recognize retail brands with excellent
performance in omni-channel retailing with seamless customer journey.

The “Top 10 020 Retail Brands” are selected according to the total
marks of the assessment result of the 020 Customer Experience
Recognition Scheme.

TOP 10 020 RETAIL BRANDS
TRO20ZEmME

& A AEERE [O0BEBRAEHE] - SERBHRLEK
TIRGGE R BRER - 1 EE RS RE R R
TR -

F+ﬁ020f%uu){$l IS EMEIE R [O20BEERRE] &
AITEMRE - WEBRETELOERDL -

anelhey
el il e

Another Beauty REFNE
Another beauty company Greatness Global Limited

Bm&N

iy =g
Lemon King Meiriki
Lemon King Company Limited Meiriki Japan Co., Limited
[} i
Watson's Wine l‘\‘ HE
COUPLE
Watson's Wine BEEKEZ Wine Couple
Watson's Wine Wine Couple Company Limited
EEREE

PR i1
CME

HAREODY HOME HILTI
Hareody Home (Hong Kong) Limited Hilti (Hong Kong) Limited

pr.cer-te

PARKnSHOP H BB Tz Pricerite BEE
PARKnSHOP (HK) Limited Pricerite Home Limited

* List in alphabetical order W2 G1E X5 FHF
J
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Trade & Industrial Organisation Support Fund Project
PN EEEBHETS

Thanks to funding earmarked by the Trade and Industry Department (TID), the EIXESENEZRENT  HEE2010FAK— o - A
Association has made unwavering efforts to strengthen the competitiveness of SMEs R - BOHIEFAR/ e EH SR ED - %Eﬁu%ﬁ@ﬁ-%ﬂﬂ&@u*ﬁﬁﬁ%%%ﬁﬁiﬁ
= R ce: Achieving Technalogy Innevation and New Market Development

through different projects since 2010. = N ~

_ BEHREBEENRERSEELIE &R
Taking the theme ‘Entering the Era of Smart Retall’ (552 =€ RH%4558), the Association n\,,\ s 3 g 1 i S = TL
joined forces with the Hong Kong Productivity Council and launched the 7" Trade & MEEMTERR] - BRI —RIIEH - RE
Industry Support Fund Project, aims to promote retail technologies among SME retailers LREEBREES  BEERFPINCTEFHESS

through conferences, seminars, site visits, and business matching events. Rl o

b4

2 Conferences 2 Exhibitions 2 Local Site Visits 6 Seminars & business
2RERTETR 2RERTETR 2FHEMEBE matching
Share the trend of retail, the most llustrate the most commonly used Visit two selected Hong Kong 6 Bt &R RHEH
popular and most advanced and advanced technologies retailers to introduce the real use Focus on key technology topics
technologies, successful cases REDZTETETBY - N8 case of new retail technology in and assist you to adopt the right
RESFEETENBS 1A 54 S TR AT R 2 (B . I;ong Kong: o ~ companies
SR TRDH BT R S @K =) FEERSBMAEEETEA SRR RO BT - AT
e Al BEGINEERREENOM B BE & AT B Al

Retail Innovation
Conference: Reshape
for Rebound
SHANER : EUT
€& EMmR

29 October
2020

September &
October 2021

Local Site Visits -
Samsung & Bonjour
B2 - ERRAE
Kil

106

Retail Innovation
Seminar: In-store
Experience
SHEAFHANE : 8%
TEHERR

7 January
2021

27 August
2021

Retail Innovation Seminar:
Know Your Customer via
Customer Relationship
Management (CRM) & Apps
SEAHHANE : ZEHCRM -
EEEEMS

Retail Innovation
Seminar: Electronic
Payment and Point-

of-Sales

THEANWNE :
POSRHEREFXf

26 February
2021

Retail Innovation
Conference: Achieving
Technology Innovation and
New Market Development
TEAFEER  BREHE
HARRTTHS

TERM

Retail Innovation
Seminar: Seamless
Experience in 020

SEAHWAE : 020
EhEREe

26 March
2021

Retail Innovation
Seminar:
Predicting the
Customers - Big
Data Analytics
SELNHHE -
HERA - X8
S

Retail Innovation
Seminar: The
Tips in Online

Marketing

TEAFHANE :

RRENER
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The Hong Kong Retail Management Association acknowledges with special thanks to EETEEERTBHUTRARRENSZ - B
the following organizations for their generous support and contributions to our 2021 0021 fEE MBS Il R 2021 ELR o
HKRMA Annual Awards and the 2021 Annual Report. .
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Atome Hong Kong Ltd.

Café de Coral Holdings Ltd ARZ4EBEHR A 7

Chow Sang Sang Jewellery Co Ltd - Emphasis E44HKBLTERAT - iR
Chow Tai Fook Jewellery Co Ltd B ABEHRELTHER AT
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CSL Mobile Ltd FEBBEBABRALE
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DFI Retail Group

Four Seas PUMEE
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Hewlett Packard

Hung Fook Tong Group Holdings Ltd JEfREEEIZER AR AT
KFC 5188

McDonald's Hong Kong &HiB% &4

Nissin Foods (HK) Co. Ltd B8 G(&8)8R A
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My Favourite Exclusive Brands Collaborate with International Brands

-
asmo
French quality products
1901

woolworths (@) YVAITROSE
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ESSENTIAL
WAITROSE

LONG LIFE
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‘Waitrose
fruit and nut muesli
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A member of CK Hutchison Holdings

A member of CK Hutchison Holdings @ ; Gl
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https://www.parknshop.com/zh-hk/own-brands-exclusive-brands/c/own-brands
https://www.parknshop.com/zh-hk/
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PARKNSHOP e AT e PARKNSHOP
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NISSIN FOODS COMPANY LIMITED
Stock Code: 1475

iRy

=

SN 0-0883
(5= 57 1340616888 = Eidinfo@nissinfoodsicomih kil as Edwwwinissinfoodstcomihks

@E:] A member of CK Hutchison Holdings @ED A member of CK Hutchison Holdings
RINZEXERE RINZEERE
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Digital Technology Hub in Hong Kong

With a vision to be the hub for digital technology, creating a new economic driver for

Hong Kong, Cyberport is committed to nurturing a vibrant tech ecosystem by

cultivating talent, promoting entrepreneurship among youth, supporting start-ups on

their growth journey, fostering industry development by promoting strategic
collaboration with local and international partners, and integrating new and traditional

economies by accelerating digital transformation in the public and private sectors.

» Innovative digital community gathered around 800 start-ups and technology companies

» Focuses on building key clusters of digital tech:

Application Technology
D LY
= oo

s SR
_% 98
FinTech Smart Living Digital Al & Big Data Blockchain  Cybersecurity

Entertainment
/Esports

8158
C gberporf

C Your Springboard to Success

www.cyberporthk

[ cuberporthk [ cuberport hong kong g hkeyberport cuberporthkofficisl @) Cyberport HongKong Y @cyberport_hk
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lAanMAgKe
“ FBNo.lI' =218 E

E1) = HI8

’ - RIS SENE
fit o RIS IR B

o HE(EIR

o BlZERINIEZE
o BNPYLF T H5ist
= = o BISHEENS
RIS EE 5t o ENESE TN
rE EEHT - ABR RIBHG EiwE

e

- NUTESR A
— quﬁEEmmiﬁ ﬁi’]ﬂ:l]n%ﬁﬂlls %iﬁé?nﬂﬁg (=

o # 1218 Ipsos Media Atlas 2015 £ —FE2019F E=FHAELR - JobMarket BEBH S EE AR BIEME
* 1R admanGo 2014 F Z2018FERE R R » JobMarket B2 B RS EE 2 BR% R

@) Q | https://www.jobmarket.com.hk/ | [@ﬂm JobMarket REgE15 |Q] g

4

5 e R

| HHERE | BRHEAREE

WEBEEE LT BIFTHES (JobMarketREES)

lAMAarKeTr - s+ resunpapranesrs E“%;\é
%v. www.jobmarket.com.hk EE%A%(%% ! E%%gﬁ ! NO1*EH%%%:§# E/:FJI HIZRI

BR NEER  EER  TEE  BEL  $ERSRRBSEEBHERIRE FEEEER - 3181 3181

RHRMIE RN WX EENGREEN  WRHAR


https://www.jobmarket.com.hk/
https://www.hungfooktong.com/chickenessence/

Omnichat Limited

' Omnichat

Omni-Channel
Chat Commerce Solution

o R
hndiﬁg

8 zERMARFL @ ﬂnﬁ‘\’,nﬂuﬁﬁﬁ]’

4 WhatsApp * Facebook — ¥ —EIRFN#E23 A BNBFE
Messenger * Instagram - Eﬁ ) ?&ﬁﬂ%iﬁiﬁ_ﬁﬁﬁ—]’ » IRFHEE
LINE - WeChat Fi@ifliRE B
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OPTICAL 88
HERBEERR

HK PR TSR -
FHE -FErHBELSEE!
© BRIERIBARS
&) 2ERRR L HE
(9) BB mE & BB R R
Q ) REEERE KB 2R A RS
25 28 3T 15 1 I RS
Q TR SR AR E
IR AR A TR g
AL E e 5T (ARIA) RS
o ANt R B 5T (ARIA) i &
W) ENE =R AR

@“
i

s

‘@@@

&ﬂe‘k?ﬁﬂﬁ%'ﬂ’ AR MERRIEER & 2113 2363

—ZH FFRFEZETF 1R T F 20 250 (REARR D)


https://optical88.com.hk/en/home/
https://www.omnichat.ai/hk/whatsapp-business-api?utm_medium=referral&utm_source=affiliate-website&utm_campaign=hkrma-annual-report&utm_content=1119-hkrma-rop
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&8 i & fe 758 55555

555 Hennessy Road, Causeway Bay, Hong Kong
NEER I IH BB 2058

20 Nathan Road, Tsim Sha Tsui, Kowloon

ﬁ SOGO Hong Kong ﬁ SOGO_HongKong

QD EFHEREE @ sogohongkong

SOGO Hong Kong Company Limited is subsidiary of
Lifestyle International Holdings Limited.

X

SOGO

HONG KONG

OIS0
e

estore.sogo.com.hk
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http://www.sogo.com.hk
https://www.towngasappliance.com
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388 Fashion Walk #E® THE LOHAS | 1828 MegaBox ¥»H HomeSquare A & D-PARK Shop us at: IRMOROEE - 50+ 25 -

Fashion Walk Rt HOEI%HRT | B4 407-408%5 4 | MegaBox 21£29-303 & | HomeSquare 3##3063%4 | WIRITH22009-1085 R

Tel: 2803 7170 Tel: 2709 1877 Tel: 2782 6728 Tel: 2891 6311 Tel: 2723 3788
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http://www.athome.com.hk
https://www.watsons.com.hk/

About Hewlett Packard Enterprise

Hewlett Packard Enterprise is the global edge-to-cloud platform as-a-service company that
helps organizations accelerate outcomes by unlocking value from all” of their data,
everywhere. Built on decades of reimagining the future and innovating to advance the way

people live and work, HPE delivers unique, opefi'and intelligent technology solutions, with a
consistent experience across all clouds and edges, to help customers develop new business
Official Website.~ models, ,engage in new ways, and increase operational performance.
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HEIE ¢ MBEERIE301-3008% EEE C 3511-2222 shop.yuehwa.com


https://shop.yuehwa.com/
https://www.hpe.com/hk/en/home.html
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7/F., First Commercial Building, 33-35 Leighton Road, Causeway Bay, Hong Kong
. (852) 2866 8311 =i (852) 2866 8380
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7% admin@hkrma.org
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