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guests at the awards presentation ceremony
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Winners of the 11th SHKP Malls 'Serving with Heart' Customer Care Ambassador Election with the Group’s management, leasing teams, mall operation teams and

Heartfelt, caring service from
SHKP mall customer care ambassadors

RIS RS AL IRIE 2 - BBl E O

Since 2008, the SHKP Malls 'Serving with Heart' Customer Care Ambassador Election has been held annually
to enhance mall service and recognize all outstanding customer care ambassadors’ efforts. Putting the 'Serving
with Heart' spirit into practice while continually making improvements, the customer care ambassadors have won

widespread praise for years from mall visitors.

The 11th Customer Care Ambassador
Election concludes successfully

The theme for this year is: ‘We wholeheartedly
commit to serving you!' featuring the customer
care ambassadors’ sincere attitudes and caring
service that make customers feel at home.

A total of 99 customer care ambassadors from
20 malls participated in the election this year
and the public response was enthusiastic. Over
90,000 valid votes had been received during
the two-month voting period, while crowds of
netizens were reached through the SHKP Malls
'Serving with Heart' CCA Election Facebook
page. Eight awards were presented this
year with most comprising mystery shopper
assessments as the criteria to ensure fairness
and objectivity.

Among the individual awards, the Best
‘Serving with Heart’ Customer Care
Ambassador Award went to 19 winners in
total. HomeSquare's winning customer care
ambassador also took home the Mystery
Shopper Assessment Top Customer Care
Ambassador Award due to his record-
breaking score. The Excellent Service
Customer Care Ambassador Awards
recognize customer care ambassadors who
have demonstrated consistent excellence
over the past three years, with eight
recipients winning the award this year.
The Top New Customer Care Ambassador
Award was given to new customer care
ambassadors. As a way to encourage more
ambassadors, the number of awardees was

increased to three. The Most-like Customer
Care Ambassador Awards were once again
based solely on public voting.

For team awards, the Mystery Shopper
Assessment Top Mall Service Award was
based on mystery shopper assessments of
the overall performance of the customer care
centre at the participating malls. Tai Po Mega
Mall which outperformed in several rounds of
assessment, achieving perfect scores in certain
categories, ultimately took the prize. The Best
Performing Mall Award went to Uptown Plaza.
The brand new Mystery Shopper Assessment
Best Improvement Mall Award was won by
Landmark North.
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Tai Po Mega Mall: 3C creates team spirit
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Tai Po Mega Mall received the Mystery Shopper Assessment
Top Mall Service Award for the first time. Their strong
performance was backed by the 3C spirits: Co-operation,

Communication and Caring. For co-operation, customer
care ambassadors share administrative work in addition to
customer service duties to ensure that the customer care
centre runs smoothly. To enhance communication, the
supervisor spends some time each day at the customer
care centre, demonstrating proper service attitudes while
giving reminders and encouragement. As a token of
appreciation from Tai Po Mega Mall, there are regular tea
gatherings at which experience sharing is also encouraged.
Birthday celebrations make up another team practice to
provide blessings and encouragement to each other.

All of these bits and pieces help to foster a greater team
spirit, creating a strong team that can handle ad-hoc
issues professionally. Earlier this year, an elderly woman fell
down the mall’s stairs and was injured. Two customer care
ambassadors rushed on the scene to help. One of them
comforted the woman and checked her status, followed

by applying some disinfectant and a bandage. At the same time, the other
staff called an ambulance as well as contacting the woman'’s family. With the
assistance of the security staff, he led the ambulance personnel to swiftly take
the injured woman to the hospital. The unruffled reaction of the customer care
ambassadors was caught on camera by a passerby, who uploaded the photos to
a social networking group, attracting likes and encouraging comments as well as
sharing on the media.
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