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Winners of the 10th SHKP Malls 'Serving with Heart' Customer Care Ambassador Election together with the Group’s management team, leasing teams, mall operation

teams and guests at the awards presentation ceremony

== | S
IELEl
o o) ! 5
- ~

#

& s IO IRTS =

F10EFHET LRSS FEAREH S BRESEAERR HEH ArERANREEARES

The 10th SHKP Malls 'Serving with Heart'
Customer Care Ambassador Election concludes with success
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Since 2008, the SHKP Malls 'Serving with Heart' Customer Care Ambassador Election has been held annually to
enhance service and recognize staff contributions. The election recently celebrated its 10th successful year, thanks
to long-standing support from customers and their recognition of premium services at SHKP malls.

Make you feel like home

The election theme for the year is ‘Make You
Feel Like Home’, highlighting customer care
ambassadors’ professional and caring service.
As always, the customer care ambassadors pay
careful attention to what customers need and
go the extra mile to satisfy them. The caring
service makes customers feel like they are at
home while shopping, and lets them truly enjoy
the entire experience.

There were 104 customer care ambassadors
from 20 malls participated in the latest election.
The response was indeed encouraging with
over 90,000 valid votes received during the
two-month voting period. Additionally, over
156,000 impressions were reached on the
SHKP Malls 'Serving with Heart' CCA Election
Facebook page to let more people learn about
the Customer Care Ambassador Election.

Seven awards for performance recognition
Seven awards were presented this year with
mystery shopper assessments included for most
awards to ensure fairness.

The Most-like Customer Care Ambassador Awards
were based solely on public voting with the top
three garnering the highest number of valid votes
becoming the winners. The Best ‘Serving with
Heart’ Customer Care Ambassador Awards were
determined by mystery shopper assessments
alone. Only the top performer from each mall
reaching a specified score could win with 18
customer care ambassadors receiving the award
this year. Among them, the best performer took
home the Mystery Shopper Assessment Top
Customer Care Ambassador Award. The winner
for this year came from New Town Plaza lll who
also attained a record-winning score in the
mystery shopper assessment.
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The Excellent Service Customer Care
Ambassador Awards were initiated
to recognize those customer care
ambassadors who consistently
demonstrated strong performance
in their work. Awards went to seven
candidates who managed to meet the
specified minimum mystery shopper
assessment score over the past three
elections. The Top New Customer Care
Ambassador Award was introduced this
year to encourage newcomers to make
continuous progress and fit in with the
team. The award ultimately went to the
one earning the highest score in the
mystery shopper assessment.

The Best Performing Mall Award, won
again by HomeSquare, was assessed based
50% on mystery shopper assessments and



50% on customer assessments via an online
satisfaction survey. The Mystery Shopper
Assessment Top Mall Service Award was
assessed by mystery shoppers on the overall
performance of the customer care centre at
participating malls. The HomeSquare team,
which received the highest score throughout
the assessments, took both team titles for the
second year.

HomeSquare: Team chemistry creates
a happy working environment
HomeSquare won two grand prizes again
this year, reflecting the fact that both mystery
shoppers and real customers were entirely
satisfied with their service. An achievement
like this is the result of building strong esprit
de corps. The team strongly believes that
a happy working environment helps create
a happy atmosphere for customers. That
is why staff are encouraged to speak up
at regular gatherings to strengthen their
sense of belonging. Staff appreciation and
recognitions are also given out to raise job
satisfaction. A happy working environment
generates positive team chemistry. When
paired with professional and caring service, it
offers an exceptional shopping experience for
customers.

Team spirit is of the utmost importance in
special situations. Team chemistry played a
vital role in a recent case in which a pregnant
lady was about to give birth outside the
restroom. A customer care ambassador helped
to calm the couple while the others brought
the lady a blanket. Knowing that the husband
wanted to drive his wife to hospital, the team
immediately escorted the lady to the carpark
in a wheelchair. At the same time, the carpark
staff made special arrangements to divert
nearby traffic. Ultimately, the couple managed
to arrive at the hospital without delay for a safe
delivery of the baby.

The only Home Ambassadors service in
town

As the first one-stop shopping mall for home
furnishings in Hong Kong, HomeSquare has
continually enhanced its services to stay
connected with customers’ changing needs
over the past 10 years. Apart from general
customer service skills, each and every team
member is an expert on all tenant brands,

product categories, offers, features and
much more. HomeSquare introduced the
Home Ambassadors service in 2017, which
helps customers plan their shopping route,
accompanies customers to try specific home
furnishings, and helps customers analyze
their shopping needs. Currently, this service
is the only one of its kind in town, offering a
warm yet practical shopping experience for
customers.
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