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e The Hong Kong Association for Customer Service Excellence (HKACE) conducts an
annual survey to understand the challenges and opportunities of the customer service
industry in Hong Kong
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Research Objectives

e The objectives of this research:
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Understand the trend of customer experience ]
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Evaluate the degree of alignment between job seekers and employers
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&
[ Understand how the service industry can attract young talents




Research Design
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A total sample of n=1300 people participated in this online survey in

December, 2016
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Hong Kong
residents

R
(n=500)

CS employers
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(n=200)

Young
CS employee
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(n=300)

Young job
seekers

» e EHH 71,3000 A7

Aged 18-54 who have experienced customer service in Hong
Kong in the past 12 months:
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Business owners/ HR managers or above/ team heads of
companies which provides customer service
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Aged 29 or below who are working in the CS industry
in Hong Kong
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Those who are going to graduate in the next 2 years

(n= 300)

Follow-up
focus group
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We also conducted focus
groups in January 2017 with
CS employees and employers
from big corporations to
understand their perspective
on working in the customer
service industry.
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Executive Summary

Hong Kong customer services quality remains at a high level
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Hong Kong customers are more willing to show appreciation
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Both young job seekers and CS employees perceive that the CS industry

has long working hours and high pressure
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Encouraging Work-Life balance can effectively support
talent acquisition and retention
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Key finding 1: Hong Kong customer service quality remains at a high level
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Customer Service Experience in Past 12 Months
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Key finding 2: Hong Kong customers are more willing to show appreciation
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Customers Shown Appreciation in Past 12 Months
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Key finding 3: Both young job seekers and CS employees perceive that the CS industry has long ’Q
working hours and high pressure Poineci
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Only of Young Job

Seekers consider working in the
Customer Service Industry full-
time

(slight increase from 31% in 2015).

B ZEIEREFEK
Hﬁﬂig‘@ ] Ex i giN e
e .

(¥EE2015F /Y3 1%H8F B0




Key finding 3: Both young job seekers and CS employees perceive that the CS industry has long \
working hours and high pressure Pors I
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81% of Young Job Seekers think the long working
hours and high pressure are the key problems of working

Young job

seekers in the CS industry
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Q Young 74% of Young CS employees think the same
- CS employee
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Key finding 3: Both young job seekers and CS employees perceive that the CS industry has long \

working hours and high pressure
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However, there are ways to help
Customer Service employees to be more
engaging in the industry.
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“My company and my team are very supportive.
When we are stressful with customers, we will share in
team sharing session. They will teach us how to deal
with difficult situations and we will discuss how to

solve problems.”
m A young CS employee working in call centr.
\
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“The good thing about working in CS is that we work in
shifts. We can use day-offs to go on vacation and get
cheaper air fare. | work a late-night shift, | could take

care of my children and sending them to school before

I go to work.”

A young CS employee working in call centre
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The career path of my company is very clear

and transparent. It's just up to us if we want to pay
efforts to achieve the level that we want.

\ A CS employee working in branch
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Key finding 4: Focusing on Work-Life balance is effective on talent acquisition and retention ;&
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Important factors when considering a job in Customer Service Industry
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RANKI NG:‘kF}", Young job seekers Young CS employee CS employers
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Working hours T {EIFE]

Opportunities for Promotion & J|-fr

Working environment T {EIE1E

Young CS employees are less concerned about the long service hours
once they are working in the industry
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Key finding 4: Focusing on Work-Life balance is effective on talent acquisition and retention ;&_
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Important factors when considering a job in Customer Service Industry
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Nature of the industry /72

10th 1 5th

OT payment and Bonus {81% TES: 4 K FE4T 7th

Reputation of the company /,\ =] 2 18th 17th

Respect from company 15:Z1]/,\ 5| & &

7th 16th

Support from company K 5 /\ 5|0y 5 ]_Oth 13th
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Key finding 4: Focusing on Work-Life balance is effective on talent acquisition and retention j\
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Young job

seekers

fﬁ%‘?fﬁ% Work-life balance is ranked 4th most important factors
B o when choosing a company in Customer Service Industry
Young CS
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Words from a Branch Manager
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One colleague lives quite far away. So by 6pm, | would urge him
to go home so that he could have dinner with his wife. By 8am,

he would already be at work. My team works with each
other's schedule so that someone's always at the branch.
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Key finding 4: Focusing on Work-Life balance is effective on talent acquisition and retention ‘\i
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Some good practices to encourage work-life balance
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/- Work at home when needed %175 252 0]
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* Flexible working hours so that staff may
handle their personal matters &4 3T
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 Green tours with families&g 2 fE T

* Wellness Promotion Seminars ¥ & (i F
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* Recreational clubs which provide
different types of sports facilities FF&%r
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Summary FHEMGE 2

Hong Kong customer services quality remains at a high level

e e

Hong Kong customers are more willing to show appreciation
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Both young job seekers and CS employees perceive that the CS industry
has long working hours and high pressure
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Encouraging Work-Life balance can effectively support
talent acquisition and retention
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Conclusion ZB%S =
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Employers should provide their employees
with a better career path and a happier
workplace.

Corporations should strive to promote a
healthy work life and uplift staff
engagement by organizing staff engagement
activities and wellness programs.
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HKACE would: R B R RS e
HKACE will continue to work with our S E AR IR e f1 & 53 [E] 2%
member companies to advocate Customer 77 » E = ~ EBERE S » SEEIEE
Service Excellence in Hong Kong by TR IR EE S EEEER -
providing a platform for learning, sharing
and encouraging best practices in the
industry.
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