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Ninth SHKP Malls ‘Serving with Heart’
Customer Care Ambassador Election

FhfEFEs PUDRST EEAREIES

The Group organizes annual SHKP Malls ‘Serving with Heart’ Customer Care Ambassador Elections to enhance
service and recognize staff contributions. The ninth election drew over 90,000 effective votes from customers over
two months, showing high awareness of the dedicated service in SHKP malls.

Always serving with heart

There were 116 ambassadors from 20 malls in
this election, which had a ‘We're Committed
to Serving You!" theme emphasizing caring
service and treating customers like VIPs.
Sun Hung Kai Real Estate Agency Limited
Retail Marketing and Customer Relations
General Manager Cris Fung said that the
annual Customer Care Ambassador Elections
are held to give credit to top ambassadors
and help them identify strengths and
weaknesses for improvement. Another goal
is to boost team spirit so staff work together
at offering professional, caring service to
make customers feel like at home. The
candidates this year were exceptional, so
the Group will nominate 18 of them for the
Hong Kong Retail Management Association’s
2017 Service & Courtesy Award, where they
can learn from other retail professionals and
broaden their horizons.

Six awards to recognize exceptional
service

Stringent assessment criteria were used for
deciding the six awards this year (including
two new ones) with mystery shopper
assessments included for most awards to
ensure fairness.

The three Most-like Customer Care Ambassador
Awards were again based solely on popular
vote. The Best ‘Serving with Heart’ Customer
Care Ambassador Awards were determined by
mystery shopper assessments alone, producing
one top performer from each mall reaching a
specified score. There were 12 ambassadors
chosen this year with the top one winning the
Mystery Shopper Assessment Top Customer
Care Ambassador Award, and the winner was
from HomeSquare. The new Excellent Service
Customer Care Ambassador Awards were to
encourage ambassadors who attained the
specified mystery shopper assessment scores
in the last three years, and these went to six
candidates.

As in previous years, there were two mall awards
this year. The Best Performing Mall Award based
half on the average score from the new customer
satisfaction online surveys and half on the
average score of the mall ambassadors’ mystery
shopper assessments, and the award went to
HomeSquare. The Mystery Shopper Assessment
Top Mall Service Award was again assessed by
mystery shoppers among the customer care
centres of participating malls. The award also
went to HomeSquare with top grades in four
assessments.

Professional, caring team

The HomeSquare team got a total of three
grand prizes, topping among mystery shopper
assessments and customer satisfaction
online surveys. The team was excited by
the recognition, with ambassador Cally Li
saying: “Team spirit is very important. Close
communication, mutual trust and friendly
reminders among the team are keys for
continuous enhancement. And of course,
continuous learning to improve is also a must.”

HomeSquare is a one-stop mall for home
furnishings, which makes the ambassadors’
work slightly different. They have to be familiar
with all the brands and product features in the
mall as they sometimes give decorating advice
and recommend the right shops or products
in addition to basic service. The customer
care centre also provides wrapping kits and
can order vans. It goes beyond responding
to enquiries during annual Smart Buy Weeks
by offering snacks and drinks, and lending
portable phone chargers and mini fans for
customers queuing overnight. The caring
attitude keeps customers smiling from when
they walk through the door to when they
leave with their new furniture.




Winners of the ninth SHKP Malls ‘Serving with Heart’ Customer C

guests at the award presentation ceremony
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Mall Award and Mystery Shopper Assessment Top
Mall Service Award with ambassador Cally Li taking
the Mystery Shopper Assessment Top Customer Care
Ambassador Award
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