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2021 survey - Customer respondents

®m below 20

Age
121-30
~131-40
©41-50
m51-60
161-65

® above 65

Gender

m Female
= Male




Gender ®m below 20
21-30
22%
31-40
® Female
41-50
= Male
40% w 51-60

above 60



Customer respondents: Did you appreciate any frontline

staff of a company in the past year?

=518
.:,:&:.
Customers Customers

appreciate employees appreciate employees



Top three Iindustries most appreciated by

customers during the pandemic

m Clinical / Medical sercives

Home Delivery
Café/ Restaurant (including fast food 2018
Retail/ Wholesale

m Government/ Public Services

Public Transportation
Banking/ Insurance <= 2018
Tourism
Beauty industry
m Aviation ~— < 2018
m Hotel
Theme Park
m Grocer/ Supermarket
B Telecommunication
m Real Estate

Automotive/ Automotive-related Services
miT



Customer respondents: Views

on companies or

employees
- Customers Customers not used
' appreciate appreciate
P employees employees
(%) (%)
If | encountered a service problem, | would express and 55% 40%
discuss with the company or the employee. (52%) (34%)
| am willing to try the new product or service recommended 52% 38%
by the employee. (51%) (30%)
0 0
| am grateful for the services provided by the company. (210//3) (ig(y/:)
0 0
| will continue to buy the services/products of the company. (220//3) (ggcy/:)

(Figures in 2018)



Examples of customer appreciation

A tiny move can result in unexpected impact!”
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Key findings

1. Drivers that motivate customers to appreciate employees

2. Impacts of customer appreciation on employees’ service

performance
3. Appreciation channels most preferred by customers

4. Working conditions under the pandemic and role of customer

appreciation



Key finding 1

How to motivate customers to
appreciate employees?



How to

employees?

4 key
drivers to
motivate
customer

. appreciation
Customers’
personal
psychological
factors

Availability and

convenience of the

appreciation
channels




How to

employees?

Service quality 2021

2018
Product quality 2021

2018
Convenience and 2021
availability of the
appreciation channels 2018
Customers’ personal 2021
psychological factors

2018

Importance of the motivating dri
39% 30%
52% 34%
42% 41%
31% 31%

11% 15%
10% 15%
9% 14%

8% 20%

n=>518

Most
Important

Important



Key finding 2

Can customer appreciation enhance employees’
service performance?



During the pandemic, can customer appreciation

Customer appreciation can

All employee respondents .
enhance service performance

Employees Employees
appreciated by not appreciated
customers by customers

of respondents
said that customer
appreciation _improves
their service
performance

n = 502



Customer appreciation’s impact on service performance of

employees of different age during the pandemic

§Q< % < <

21-30 years old 31-40 years old 4150 yrs old 51 years old or above

50% /6% /9%




Employee respondents:

during the pandemic

. Empl Empl

B @ aprg fe(():)i/aeteesd not g]ppp(r)gf i?ﬁ[ed

3 ‘,a by customers by customers

(%) (%)

| am proud to be an employee of the company. 85% 74%
(80%) (63%)
| feel good when people say | am an employee 81% 73%
of the company. (78%) (63%)
Overall, | am pleased to work for this company. 88% 80%
(80%) (63%)

(Figures in 2018)



Key finding 3

Customers’ most preferred
appreciation channels



used/likely to be used

during the pandemic

- Customers oo (0 Customers o used 10
3 appreciate employee appreciate employee

Verbal compliment Facebook (Comment / Tips Verbal compliment Facebook (Comment / Leaving messages on
"Like") "Like") company's website

(Figures in 2018)



during the pandemlc

SOS@
AIF D o, (Customers aged 51
A &

@ @ or above)
s ? ™ B e-platforms
A@ &'0' (give “likes” or leave comments on 13.9%
u . o D @ = Facebook; leave messages on o ’
m @ *  messaging apps such as WhatsApp, (7.3%)
a WeChat)

(Figures in 2018)



pan

demic

e-Platforms

(give “likes” or leave comments on
Facebook)

e-Platforms
(leave messages on messaging apps
such as WhatsApp, WeChat)

SO0

(Customers aged 51 or above)

11.4%




Key finding 4

Work conditions and customer appreciation’s influence
on employees’ performance during the pandemic



Employee respondents: Work conditions

at work.

A

(3
My job requirements are higher. 6.34
Overall, my workload has increased. 6.73
Overall, higher pressure is being felt 6.68

(1-10 points scale - 1 point= strongly disagree ; 10 point= strongly agree)

(Average Point)




b/

during the Pandemic

“Relationship

Customers

Employees

Companies sSupervisors



Customer respondents:

Feeling when being served by frontline employees

Customers’ empathy [I% Customers Customers
towards employees appreciate i appreciate
employee employee

| feel deep concern about the employees who serve me

during the pandemic. 6.86 6.22

| have a desire to offer help to the employees who serve

me during the pandemic. 6.77 5.96

| could feel the worry of the employees who serve me

during the pandemic. 7.05 6.37

| feel deep sympathy for the employees who serve me

during the pandemic. 7.31 6.65

(Average point) (Average point)

(1-10 points scale > 1 point= strongly disagree ; 10 point= strongly agree)



Employee respondents:

Relationship with supervisors

Supervisors’ support Employees @*. Employees
towards employees by customers [(X2) by customers
| treat him/her as my friend. /.15 6.20
He/she concerns about my career development. 6.98 6.47
He/she has spent time on and thought about m
P Y 6.87 6.03
career development.
(Average Point) (Average Point)

(1-10 points scale > 1 point= strongly disagree ; 10 point= strongly agree)



Customer respondents:

Companies care about staff’s safety

Companies’ care [I% Customers ﬁ Customers
f appreciate N appreciate
towards employees e oves o loyae
| think the company responded to the safety concerns of 7 09 6.33
its employees quickly during the pandemic. ) )
| think the company has sufficient precautionary
measures to ensure a safe environment. /.11 6.26
| think the company has strictly followed the precautionary 7 24 6.42
measures as required by the Government. ) )
| think the company has strived to adopt a higher hygienic
standard. 7.29 6.49

(1-10 points scale - 1 point= strongly disagree ; 10 point= strongly agree)

(Average point)

(Average point)



Conclusions and Recommendations




1) Empathy, support and care amid the

difficulties of the pandemic

BFrontline employees In the service industry
during the pandemic.

HFortunately,
during the
pandemic.

u was not affected by the
pandemic as expected. Rather,

BEmployers and the public are recommended
and take concrete actions



2) Build resilience with appreciation

N and
are the
pandemic.

BMThe service iIndustry and other stakeholders should
continue to



3) Digitalisation of services and

appreciation channels

u have been In service delivery and

customer appreciation during the pandemic.

H of customers and
employees aged 51 or above has
though there is still

HBThe



DS S ﬁjﬁﬁﬁi’?"ﬁf
Appreciation Drives Service Excellence
under the COVID-19 Pandemic

Supervisors/
Companies




THANK YOU
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