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RESEARCH OBJECTIVES %S

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

éi&g"‘FERHE%QTﬁ(HKACE) —IRARRERBNEERE - B M HREERERBITRNE A E R

e The objectives of this research are:
EXRBEENWERLH .
r

To study how Hong Kong customers have adopted to use digital service channels, and to A
look at what are the drivers behind them to use more in the future

| IREERERARERERENEBE KR EMFIE S ERIER

J

" To listen to customer service staffs on how the migration towards digital services impacts A
their work

| REEPERBAEEREDERZNOZEMM LIENEEX )

f

To explore the opportunities for companies to offer better overall customer services, and to\
formulate strategies using digital channels to create good customer experiences

RERZHEBNIEIHSREBRTFIEEZPIRG - WRERM - AHEEREREBEL
\ J 13);';'5/]&}5)%3%/% y
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_RESEARCH DESIGN HEERE

Online survey 48 FAE -
A total sample of n=800 people participated in this online survey from 12t to 20t
December 2018.

EXRFEEH2018F 1283122 20HAE FHNETT - 5 HEME F800IXEHE °

,—' ------------------- N —- ———————————————————
Hong Kong Customers l Customer Service Staff
R : EEEREE
(n=500) : D (n=300)
|

o

1 People who are currently working in

: the customer service industry in Hong

eople who have experienced
ustomer service in Hong Kong in the

(@)

2\ A
: stomers -
! E | I
i - ' '
i S— - !
i : : |
i ' '
: past 12 months. : ! Kong. :
: TRBEENREAFERABEFIRERN : WNBEBNREEFPRFHVEL - ]
A i :

1 1
| |
| 2018 2017 Il 2018 2017 §
|
I| Female 54% 54% [i 1| Female 54% 52% ||

|
Ll Male 46%  46% |1 | Male 46%  48% ||

|

: 2018 2017 [ | 2018 2017
| 18t024 16% 16% || i 181024 16% 13% |1
1] 25t044 42% 42% |1} | 25to44 42% 47% | |
1| 45t064 42% 2% || | [_45to64 42% 20% |}
\

G

Focus group discussion FEERE —
Two focus groups were conducted
on 7t and 8t March 2019.
rEnplE3IA7H KSHEW M
SERE -

{ Group 1
|Customer service staff

RS

:- Number of respondents X' &h
: BANEL7
N Age range TFHREE: 24 - 44

- ..

{ Group 2 ‘I
|Hong Kong customers I
I MRS :
I* Number of respondents 255 :
I EBAEe 1
:- Age range FHZEE[E]: 22 - 42 :
N e, ———— !



Overview of Digital Landscape
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There are 18,573,000 mobile subscribers in Hong Kong in 2018, a 9% increased from 2017.

.{-E2018$ B EEERA P EE £18,573,000 - tE2017F EFAEE D E -

Mobile subscription in Hong Kong

HENERHABEHE

Population A [ (‘000) 7,309 7,377
Average no. of mobile
subscription ISR EN BEEEE 2.0 2.1
Thousands 18
15,828
7 14,776
2015 2016

Aup to Oct 2018 B 22018104
Source BN R Census and Statistics Department I fiT#7 412

7,413
2.3

17,053

2017

7,482
2.5

x9%
a 18,573

20181

:?)}Q*

=
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Mobile subscription will continue to grow with an estimated 4% growth in 2019.

FRETHE2019%F - MENBRAHERSTH4EE 0 MAVER

THE YEAR-ON-YEAR CHANGE IN KEY STATISTICAL INDICATORS

TOTAL
POPULATION

+0.9%

JAN 2018 - JAN 2019
+63 THOUSAND

MOBILE
SUBSCRIPTIONS

+4.0%

JAN 2018 - JAN 2019
+526 THOUSAND

m Source MR Digital 2019 Report by Hootsuite

INTERNET
USERS

+3.2%

JAN 2018 - JAN 2019

+208 THOUSAND

ACTIVE SOCIAL
MEDIA USERS

(o)
0%
JAN 2018 - JAN 2019
[UNCHANGED]

MOBILE SOCIAL
MEDIA USERS

+3.8%

JAN 2018 - JAN 2019
+200 THOUSAND
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Among internet users in Hong Kong, 90% used*mobile messengers and 56% used mobile banking.
TEENGBABPES - o0%fEAFHEARM - MASe%EAFHIRTTARTS - )
.—

HKA

LE g DT

%

PERCENTAGE OF INTERNET USERS PERFORMING EACH ACTIVITY ON A MOBILE PHONE EACH MONTH [SURVEY BASED]

PERCENTAGE OF PERCENTAGE OF PERCENTAGE OF PERCENTAGE OF PERCENTAGE OF
INTERNET USERS USING  |JINTERNET USERS WATCHING  INTERNET USERS PLAYING INTERNET USERS USING INTERNET USERS USING
MOBILE MESSENGERS VIDEOS ON MOBILE GAMES ON MOBILE MOBILE BANKING MOBILE MAP SERVICES

=

88% 67%

m Source BRI IR: Digital 2019 Report by Hootsuite
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*
316 million mobile apps were downloaded in 2018 in Hong Kong. r&
BEAT2018FH M /3. 16EERENERARET - =

y
HKACE

LE g DT

A CLOSER LOOK AT THE NUMBER OF APPS DOWNLOADED AND INSTALLED, COMPARED TO THE NUMBER OF APPS USED

NUMBER OF MOBILE TOTAL CONSUMER
APPS DOWNLOADED SPENDING ON MOBILE APPS
DURING FULL YEAR 2018 DURING 2018 {U.S. DOLLARS)

316.3 $739.4

MILLION MILLION

m Source BRI IR: Digital 2019 Report by Hootsuite
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HKACE
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Hong Kong customers have become more enthusiastic to use digital services because digital channels are
able to meet customers’ needs for convenience. Among the various digital channels, mobile apps receive the
highest satisfaction and the highest intention to use in the future.

HSEERIF REBENT SR ERZ YR A ENEXK - éZ%E’JEE%FEtbuﬁ%%?@"iﬁ@@ﬁﬁ%ﬁﬁﬁ
%o deRENREAENNREEMARERERNEMBEE REEE PR

Despite the convenience of using digital channels, manned channels continue to be very important to
customers for solving urgent or complicated issues, since customers appreciate the immediate attention and
resolution received from the human interaction with the customer service staff.

BEBRREELENR BERRNBEERCAZTFRFAE LB MERSRIRREMNEIEDENT
B NLREHRERABENEZEZNEMNBBINRIERTER -

With the increasing prevalence of using digital channels, customer service employees expect that their
companies will strengthen the digital channels in the next two years. Yet half of customer service employees
express that they need more time to learn about the use of digital means, and one-third of them feel
stressed when serving the customers through the digital channels.

MEEENNEREHBER  BERPRBEERE AR EERRMEINBEHERE - A6 B—FHNE
FlR#ZRERNMIMEZEZSNHREREBEZBEIGRERERELPRT - MB=7—NEFPIRHHE
SEFEHEIGREBREEPIRBIHEKZIES -
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Detailed Research Findings
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_KEY FINDINGS FEMITEEIR %

Hong Kong customers have become more enthusiastic to use digital services because digital channels are
able to meet customers’ needs for convenience. Among the various digital channels, mobile apps receive the
highest satisfaction and the highest intention to use in the future.

RSB RFSREENT S HEERMBHR D ENTK - HENBMEMRLLAIERE *75’:\@?@%&76%5&
% BEBRENABEAENN REENARRERASOEMBREREE R /R

Despite the convenience of using digital channels, manned channels continue to be very important to
customers for solving urgent or complicated issues, since customers appreciate the immediate attention and
resolution received from the human interaction with the customer service staff.

EEEIRREESEN -  BEHRBEERCAETPRHEAE DHMERFNEIRREFNEEDERS
B NLREBHRERBENZES S EMNBBEINRIFEER -

With the increasing prevalence of using digital channels, customer service employees expect that their
companies will strengthen the digital channels in the next two years. Yet half of customer service employees
express that they need more time to learn about the use of digital means, and one-third of them feel
stressed when serving the customers through the digital channels.

MEEENEREHBE R  BERPIREBEREASES E%Xﬂﬁﬁﬂﬂﬁ@ﬁ%ﬂﬁmﬁ_ A B—FHE
FRZEERNMPZEEESNGEREEEBEEREREHRELPRE  MA=7—NEFPRZEHE
STFHEEREREZPRFEERKEIRE S -
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More customers have used digital channels this year (increased from 79% in 2017 to 88% in 2018) to obtain customer services, particularly through *
official websites/ mobile app and social media.

MHEE20175F - AEZBAEEZEZ BRI RERENE PR ( H2017F/79% L £2018FAI88% ) - SR EHALL / MENERBEINLIKAL -
RIFBEN A IR BHE =

o
HKACE
Channel Usage in the Past 12 Months
@WXE12EHRREERR
Manned channels Digital channels
ANTEE FEREE
98% 98%
Sk
I E T
Official website/ mobile app
— 59% 70%
m 2017 WAk EN / mENERER
m 2018 Eﬁé“iaﬂ" 39%  49%

Instant messaging

0, o,
BB 38H £ 4% 23%  29%

12
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Convenience is the key reason for customers to use digital channels.

.7’51@ eEPEREIGRENRRARREA -

*
as

Reasons of using digital channels

EREERERREA

| can use customer service any time_ 61% |

58%

KA HUSERRE PR

| can use customer service anywhere_ 5104
HAEHE T AT SEIE SR 189%

—

Convenience

FEH

It is difficult to reach staff through hotline B 4%
B RREEERFIREE £10%

It is always a long queue in the store B 27

BB R A B REE 44%
Digital channels can perform as well as
manned service I 18%
SR BRI E A ZEBRTS —XE 19%
m 2018 m 2017

HKACE

LE g DT

“Now when | have queries, | will first go to the official \
websites to find solutions. In some websites you can type
questions and you will find related information. This is very
useful and saves me lots of time.”

T X # B RTE TR - 7 B B LA EASE AR
)% BIATE O LUE T FTRTEE - 175, O L 4 2 3G e Ter
B o JENE 74 TF = 5 eI M R 22 5 - )

“Every one has a phone now. It is very convenient to use A

mobile apps to look for company information.”
f M NTNEGE B B - AT &S HF app i 1 &

EﬁoJ y

“I ordered food delivery through the app. The order WCIS\
wrong and | wanted to call the CS. However | can’t find
the number in the app and | can only use the feedback
function in the app. The response was great and they
refunded immediately.”

T Bl (elapp 2L S E 18 fEorder E#5 10 - 15 F 18call &
AH - 181 I (Eapp B R IEZIEEZ 71 - T F il ZE

W (Blapp /Z FHfeedback function EZFE - (8 [ ELFLF//1E

%W%%ﬁmj 4/
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»

Mobile app receives the highest satisfaction and highest intention to use in the future amongst all digital channels.

.Eﬁﬁﬁgﬁzﬁﬁ%%é%‘?qﬂ - HEBREHRERENNREENARRERASORES

Satisfaction (very satisfied/ satisfied)

mEE (FERE/mE )

Likelihood to use more in N3Y

OJBEERKIFAFEHES

HKACE

rAAEAEEARY

Company mobile app

Online instant e-chat . .
NS4 LIIF 57% - E

Instant messaging (e.g. WhatsApp)
BNRS38EN ( Ald0WhatsApp )

Company official website
NCIN=WT =]

Email

B

Chatbot
I ReEza A

Social media

LR IRAS

57%

56%

48%

46%

43%

36%

29%

23%

35%

27%

14
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Mobile app receives the highest satisfaction and highest intention to use in the futurg_amongst all digital channels.
.Eﬁﬁﬁgﬂﬁﬁ%‘%?@%ﬂp - BEREHRNEAEINNRAEENAKEHEDAES © =
HKACE
Satisfaction (very satisfied/ satisfied) Likelihood to use more in N3Y
WEE (EFERE/ME ) OJEEERIIFANFERES

e s T - - E
NS FHERRE 63% 26%

Advantages of mobile app

e ERED N E

Instant Promotions and Discount Linkage to Membership Programs

BIFFE# FIHTH] eSS E

“I like downloading company mobile apps \ “I download the company mobile app because | wam
because the app will notify me whenever to use membership program. | use the app to gain
there are promotions and discounts (e.g. loyalty points when making purchase. | can also

Flash offer).” check balance and redemption information easily

with the app. ”
" F A2 [ B2\ 5] F#opp - 273 1Eopp T T B\ 5] F app BB BAEMEMIEES -
Wz 75 18R 5/ T I i I 8 4 e (BT 1R F O] LY (efapp 15 g Y IELAF IR B# R & 7 - [/ 121

\/%’%EZE ) ° / @LXcheck 12]55 58 /e IR 18 o L E Al | /

15
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Hong Kong customers have become more enthusiastic to use digital services because digital channels are
able to meet customers’ needs for convenience. Among the various digital channels, mobile apps receive the
highest satisfaction and the highest intention to use in the future.
AABEERIS R BT SHEERZHN S ENFEXK - %%%@Eﬁ&umﬁﬁﬂﬁmﬁﬁﬁﬁw
% - BEREHREERAELNN MEEMARREARCQEMBEEREE P AR

Despite the convenience of using digital channels, manned channels continue to be very important to
customers for solving urgent or complicated issues, since customers appreciate the immediate attention and
resolution received from the human interaction with the customer service staff.

EEBIRRERLEE - ERRBEEREAZTFPRIFAE G MEFNENSREE TN EEB BT
A NLREHRERBENZTNEMNBBINRIERTER -

With the increasing prevalence of using digital channels, customer service employees expect that their
companies will strengthen the digital channels in the next two years. Yet half of customer service employees
express that they need more time to learn about the use of digital means, and one-third of them feel
stressed when serving the customers through the digital channels.

MEEENEREHBE R  BEPREBEREASISEERRMENMBEEIEERE - A6 B—FHE
FRZEERNMPZEEESNGEREEEBEEREREHRELPRE  MA=7—NEFPRZEHE
STFHEEREREZPRFEERKEIRE S -
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@ Convenient to use is the most important factor for customer service and customers think that digital channels perform better in this aspect. However,
manned channels are better in the ability of solving customers’ issues, efficiency of services as well as ease to access. (S
=

BERALBERAEEPREEEENREZ  MEBBREEEEHNHRIERY ;| ATREERKEENFERAEZEFPEE  RENERSNESE
o -

Important factors Top performing channel
EE PSS RIRRIEAER
Manned A T3R8 Dlglta|§“ﬁm
Convenient to use
0, % %
seen T o [N 625
HE %9 R A T RY I RE ° ’ ’
Efficient service
e I so [
B5ERE ° ’ ’
Clear information that is easy to find _ 510/ 200, - .
0 0 ()
BERABMER
Able to understand my needs/ issues _ _
o 5 44% 84% 16%
RS R BN E /RIS i
Able to provide professional advice _ _
o 41% 86% 14%
RES IR B EER

17
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@ Nearly 90% of customers think that ability to solve problems first time is important to them and that manned channels are able to solve their

problems first time than digital channels.

BRI ER R ES —RIEBEFPRFEERRIBEZEEN - MALREBICEBREBMEHES —RIEBEFRIBHELE

o FAREUEE -

*
;,—:;S
HKACE

Importance of solving problems [
the first time

F—REREENEE N

11%

89% fRAERENASY
A
1
m Not important at all m Not important Average Important m Very important
AEHE —fi% EEE JEH S

Able to solve problems first time SEENEE

BES0 55 —NE R FIRIE
Store/ Branch/ Service centre _ 86%
JE&8/ 217/ IRFE PO
Meeting dedicated staff _ 859%
HEBEHEER
otine (o) I 7=
BRAEGR (EAER) 78%

Instant messaging (e.g. WhatsApp) _ 64%

BORS3@EN ( BlEWhatsApp )

Online instant e-chat _ 57%

________________________________________________________________ B LR
Company mobile app 449
ABFHERE I
Email 41%
B I

Social media
39%
2 s I 39%
Company official website _ 38Y%
ATESES °
Chatbot
27%
IR 52 A I 27

Pure digital
AEEIHE

“I prefer calling hotline for urgent matters. Once | reach a \
customer service agent, | can ask all the details. | won’t let go
until I've got what | want to know.”

MBI E 2500 P ZfEcall TR - B F s & IR -
OJ LY TZIF A B - B 2152 B 15T 7 (7 I8 AR

IEf - J

“I have booked a travel package online and | canceled it using\
the app. However, a month was gone | still didn’t be refunded.
| sent emails but no reply. Finally, | called the hotline and the
staff helped me right away.”

P Z LATG] I ir B - 2 & F G (Eopp B HE I - 16
1Z—185 2 B F AN FZER - Fsend email (EEZ TN ZE -

& - B EZRARIEE - ERAR S 5l B R E R R

18
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_KEY FINDINGS FEMITEEIR c—.;%

Hong Kong customers have become more enthusiastic to use digital services because digital channels are
able to meet customers’ needs for convenience. Among the various digital channels, mobile apps receive the
highest satisfaction and the highest intention to use in the future.
AABEERIS R BT SHEERZHN S ENFEXK - %J%E’JEEF%HtbLXﬂE%?ﬂ?@ﬁéﬁﬁﬁ%ﬂﬁ%Hﬁ
7% B EREYREERAEINREEMARKERAERNEMBEE REEE PR

Despite the convenience of using digital channels, manned channels continue to be very important to
customers for solving urgent or complicated issues, since customers appreciate the immediate attention and
resolution received from the human interaction with the customer service staff.

EEEIRREESEN -  BEHRBEERCAETPRHEAE DHMERFNEIRREFNEEDERS
B NLREBHRERBENZES S EMNBBEINRIFEER -

With the increasing prevalence of using digital channels, customer service employees expect that their
companies will strengthen the digital channels in the next two years. Yet half of customer service employees
express that they need more time to learn about the use of digital means, and one-third of them feel
stressed when serving the customers through the digital channels.

MEEEISREHBENR  BEPFEBHERRATSREERRMENMNBEENEES - A8 A—3FHE
PRRZFEEFRNMMPEZESHRBIRBEBZBEGEREREHREZRPERE - MA=-_7 —HNEFPIREE
SEFHENEREREZPIRZERREIRET -
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Most customer service employees see that their companies have strengthened, and will strengthen the various digital channels that they offer; and *

they also agree that this trend is good for customers.

ﬁ%ﬂ%%?}ﬂﬁ%%l%%%ﬂaﬂiﬁﬂﬁﬁE’\J%%’fﬁﬁ?ﬂiﬁlﬂﬁﬂﬂéﬁ%ﬂﬁ%%’%?ﬁ - MR 4B NSRS RE - BT - MRS LB SRR =

BT g e )

== HEASE
of customer service employees see that of customer service employees see that
their company has strengthened digital their company will strengthen digital
7 1% channels in the past 2 years. 76% channels in the next 2 years.

HNEPIRFEIESIREBNMEBETEAE HNEPIRFE L EFIRBREBERR
MEANREERE - MEF S IEEERE -

Perceived benefit of digital channels

SR BT

(%\fter my company launched the mobile app, | receive less calls N
because more customers, especially younger ones, use mobile app.”
F BN ST F iapp L5 - FTE D BB 3 A 73 25 e 5 /7 MlE]
app + LHEGELNWINE -
\_ ~ hotline staff?f%fg_g

Disagree
ENEI=
2%

| think more and more
customers prefer
contacting customer
services through digital
channels.

K mHRSEE
SEBBEIERERT
FBZE R -

ﬁMy company has launched some automated teller machines and l\
see more customers are willing to use them. This will help us focus
_ on customers with more complicated request.”
e BB | TRATRIEWEBESY  BEAZEEEFEN - EET
’ WU EFE M E P FE— I EN AR IEFZEK -
\_ ~branch staff fj\f/fﬁﬁ%
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Around half of customer service employees expressed that digital channels takes up more of their personal time to serve customers (49%) and to *

learn how to use digital channels (48%) Around one third (32%) feel stressed when serving customers via digital channels

AN —FNEFPIRHEE T RRMMAEE LEZSAARBIRSEPIRHEEERE (49% ) SLRAZREBBUOEAELLEE (48% ) - RA=7—W e
.Rﬁﬁﬁ%%élaﬂ%ﬁﬂﬂ%ﬂﬁm BERREHEPRERAIKEN (32%) - D

Challenges Customer Service Employees Face with Digital Channels

EFRBE T H (ER G REIFIER AP E

It takes up more of my personal time when | use digital
channels to serve customers.

EREMGREABERERGZELESTHALKE -

It takes me more time to learn how to use digital channels to
serve customers than the traditional channels.
TELEEE#HEE  RECEZIGHEERARGREEES
AR IR HEARTS -

| feel stressed when serving customers via digital channels.

REZBEBRESBEZRERGE - ZREIRKES -

®Agree @& "Neutral 17 "™ Disagree FEE
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@ Some customer service employees think that digital channels takes up them more time to serve customers and they have to face more complicated X

problems with digital channels.
BEERPRFEIRNEAEGRESC LB IRERSZFPRERER  UESEAENEENSRSMMHFTEEH EEHENERE - =
®

HKACE

rAAEAEEARY

Challenges Customer Service Employees Face with Digital Channels

EERH%E T & &R RE TSR Pk E

Mjm a broker and more customers now contact me through \
WhatsApp. Every day when | wake up, | see more than 10
WhatsApp messages sent during midnight. Every morning |
am busy replying them one by one.”

@stomers can now access information online. When they cal}
us, they expect us to provide them with service same as other
companies. | feel stressed because | need to get updated on the
industry in addition to my company’s products.”

F BG4 - T XK 2 E45WhatsApp 75 F - =21
HEH S HEE Z R 7510 [EWhatsApp ZFHZ - SR ELF

1L —Z B -
~ dedicated staff 255 T

"R EN T LA ER - [EMFT R 517 - 2178 %
MEEAIE RR ML SIF IR - BB IFFAXET] - BlAmHe
B ZZ S O N G Em 28 - PFEEAETH LRAT

EFEET - 4

o /

(o The new Al robot installed has required me more time to teach\

customers to use the machine.”

P 2N [ EREEA =
EEl#ess - J

~ dedicated staff 255 T

\_ ERRL

.

(’l need to solve IT problems, but | do not have the access right\
nor the knowledge to help customers solve their problems with
their mobile app or internet account.”

FEEZHRT LI - 1617 11ER Z A #3EE
E N IEFF app B Z AT LI PR RETE »
\_ ~ hotline staff ?f%fg_p

~ dedicated staff 5559

HEIEEZ A ENF
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_KEY FINDINGS FEHITEEIR A(S

HKACE
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Hong Kong customers have become more enthusiastic to use digital services because digital channels are
able to meet customers’ needs for convenience. Among the various digital channels, mobile apps receive the
highest satisfaction and the highest intention to use in the future.

HSEERIF REBENT SR ERZ YR A ENEXK - éZ%E’JEE%FEtbuﬁ%%?@"iﬁ@@ﬁﬁ%ﬁﬁﬁ
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Despite the convenience of using digital channels, manned channels continue to be very important to
customers for solving urgent or complicated issues, since customers appreciate the immediate attention and
resolution received from the human interaction with the customer service staff.

BEBRREELENR BERRNBEERCAZTFRFAE LB MERSRIRREMNEIEDENT
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With the increasing prevalence of using digital channels, customer service employees expect that their
companies will strengthen the digital channels in the next two years. Yet half of customer service employees
express that they need more time to learn about the use of digital means, and one-third of them feel
stressed when serving the customers through the digital channels.

MEEENNEREHBER  BERPRBEERE AR EERRMEINBEHERE - A6 B—FHNE
FlR#ZRERNMIMEZEZSNHREREBEZBEIGRERERELPRT - MB=7—NEFPIRHHE
SEFEHEIGREBREEPIRBIHEKZIES -

23



Recommendation
2




RECOMMENDATION %2

*

s
sEH

2};-“\%

HKAC

rAAEAEEARY

Recommendation from HKACE:

* We are delighted to see customers continued to use more
digital services. However, we must make sure our digital
channels or services create value and convenience to our
customers in areas that matter to them.

» Companies should continue to develop Mobile apps as it
receives higher satisfaction and intention to use in the
future

» Improve user experience with chatbots, which have lower
satisfaction and intention to use

e While advocating the use of digital technologies in customer
service, we will continue to emphasize the importance of
integrated channels by embedding human touch elements into
digital technology. At the same time, companies need to
ensure the customer service staff are equipped and trained to
deliver service digitally, in order to keep up with the pace of
technology advancements.
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Recommendation from HKACE:

* In order to create good customer experiences, companies
should strive for holistic strategies that look at end-to-end
processes rather than rolling out digital features in isolations.
They should leverage the right digital channels to create the
engaging experience when new and existing customers come
into interactions with them.

With our "i-Service, | Serve” theme, HKACE will work with our
fellow industry players to provide Hong Kong customers with
satisfactory customer journey through experience sharing,
company visits and research findings sharing, to uplift
Customer Service staffs’ readiness and knowledge to provide
customers services on digital platforms.
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