ASSESSMENT FORM

Total score; 34434

Shop Information & &

Company Name 2 5] §i
Luk Fook Jewellery & Goldsmith (HK) Co Lid - Lukfook Jewellary

Brand Name [§-f-5
Lukiook Jewellery

Store Mo, [543 E85
M3

Shop Name [[-# &
(PR R T B 117911835

Shop Addrass [ &MLk
B R e ML e L W R 11 T 9- 118350 Shops 1179 - 1183, Phase 1, Tuen Mun
Town Plaza, Mo. 1 Tuen Shing Street Tuen Mun, N.T.

Visiting Information £E51i 1
Assessment Time Slot
Peak

Date H 1
15 Dec 2018

Time L
1730

Number of Staff 15 5\ 8
25

Number of Customer B3 A B
62

Observations %

Hame of the shop at the left hand side (mystery shopper facing the shopping site) *
A IR T B s LS A

hbarrall

Staff name B & 08
(At least 1 Stafl Mamae 15 required to fll il b HUES— W & 66

1. Female
FRig

2

i

Shopping Environment [ 51

1. Staff Appearance [ 6 6%

a,  The staff's appearance s neat and tidy. *
VI e Y R -
Yes
b, The staf's clothing and shoes are clean and tidy.
SR e W SR o U R
Yas
c. The staff wear name badges properly, *
[ B TTEET M L T L
Yes
d,  The staff maintain appropriate posture, *
E FE AR e rwod | F U i O

Yas

Scenario f§# *



it ARGRHE - FTAN G AR P SR - AU - PUE R R AR
e b ELt

Impression & *

Appreciations 7]

| PR A o L

2. Shopping Site Housekeeping (& 48150}

s The shopping site is clean and fidy with no messy ilems, *
ANRRTIREEY - St AL
Yes

b, Display iterms and facilities are clean and neatly placed (o dust, not broken, etc.). *
Pt 0t R T SR Oy PR, R ) -
Yas

. The merchandise and infarmation leaflets are clean and neatly displayed, *
I R T e A e -
Yes

d.  Tha shopping site enviranmant is comfortable, *
LR PR I R -
Yes

Scenario {&5*
(L R TR LAY R S R R [
Impression g *

Appreciations S5
R &F 4

Shopping Experience [ s

3. Staff Assistance /I Fi H R

a  Customar is greefed by staff with pleasant eya contact and friendly smile, plug any one of
the following gestures: a nod, greeting. *
KRR B i £ P e E e T S e A o e A | T A R - R -
Yas

b,

c.

4.

TM3E)

Staff offer immediate assistance or alternative assistance (e.q. Inform customer 1o wail for a
whille, re=direct the customer to the suitable personnel for assistance, provide leallets, ete.)
whan raguired, *
5 CRRR A ot s A 105 LAV AL RIS ety (IR0 G AABE « ) o A i
RO A PR T o

Yas
Stafl listen patiently to customer's enquires / needs and provide appropnale answer |
assistance. *
i AT A L e o T R 2 e e 4

Yes

Scenario f§§*

LG B AT T QI T | | PR R o TNRRL AR BRI e T R
B0 Rfgestm

Impression [§% *

Appreciations i1 1]
B ANLT CERR BN LR S R AT

Merchandise | Services Knowledge 584108555 /5% 55

Staff have sufficient information and knowledge of merchandise [ services, and can:
I B Pl T 7 e o MR S 2 A R -

a,

b,

c,

d.

Describe marchandise / services fealures, *
Sl et R R ThEE -
Yes
Explain merchandise ! sarvices benelits in relation Lo ils features. *
FAEERiGn ¢ FLAERRILRE O Bl AR TR
Yes
Answear customar's quernes,
BEER A degih)
s
Understand customar's needs and make suitable recommendation(s) to the cusiomers, *
B A AT A R e
Yes

Describe the product enquiry ©
M e A

R

i Staff could describe | explain merchandise | service

I 5 A L A AR B T i



+  Features THHEMTI
«  Advantages (54

Describe the staff's response *

HRAERE (e (]

Wil TSR 1 = T et o R LT T SR S R R R A ) -
AT IR EE

5, Staff Attitude & Proactiveness i B B F il

a, Slaff are polite and helpful when serving custamer, *
118 Al R A e B S S N
Yes
b, Stall rermain patient and does not show dissatisfection during:
ET LRI ¢ IR G AR o e
i. Customer's enquiries & L &5
Yes
ii. Serving process [l fisigg *
Yes
¢ Customer decides not 1o buy the merchandise | services & A0 E IR CES S
M
. Slaff proactively seck additional sales opportunitios by achieving any one of the followings:

"

5 R A o |- R ] — TR 0 S PR -
Yes

«  Discount sales [7 150

Scenario ti# *

W5 B P AR R b ST 5 TR R PRSP TR L B~ SRR R TR R A
EEEAR R R R G -

Impression E&eF *

Appreciations
EARAR P A (3t M T TR [ A R 0l

6. Availability of Merchandise ! Services and Price Information &5 / 1B B 200 H 8

4. Merchandise ! services are avallable for purchase by customer. *
7 AT s of L A TENR - 7
Yes

«  Slyle i

2,)
b, There is clear pricing displayed for all merchandise | services. * LT"
FIEATIBE ) MR AT T A -
Yes

Comments 1§ 5

7. Till Service / Customer's Leaving (58505 £ % LS

Mote: If there is ne transaction: 7a and QFE will be "not applicable",
M S s AT Ta, Th 3 mH -

a.  Slafl complets the fransaction process within 10 minutes (including transaclion time and
guauing time). *
REFAWTE |8t e SR (ELGE S FIREmEi )
i,
b I there s ransaction: Stalf politely gives the merchandise (if applicable), recelpl and
change (if any) 1o the customer with both hands. *
AL b N S Y F AR IR ) - IR RGOt i A
Me Transaction
¢, Staff acknowdedge the customer with pleasant eye contact and says "Thank you". =
P e A 2 o R T -
Yas
d. Upon customer's leaving the shopping site, the staff say *Goodbye" or “Flease come
again” politely, *
Er A BN IR DS o e A O g 7
Yas

Scenario fi§# *

g S R ol DS i E N | TR e 4 L R TR B i
AR R R ] - URERINT A B A T

Impression @& *

Appreciations 57 £
e T A HE

B. After Sales Service (% {%E i

8, Customer feedback channel Is available in the shopping site and can be easily accessed
by customers. *
i FRE I B e A SO R B T -
Yes



43

= Name card ¥

The shopping site has a dlear return pelicy on merchandise | services (this could take form
of any one kind of merchandise ! services exchange, refund in the form of coupons, cash,
credit card or shopping site credit) or the staff 15 able to explain the policy to the customer
clearky and politely, *
et R R L T T e S LR B S e Tt A W 1
A B ERTHE R ERTE A TR ) ST e SV O A T RS R A R
Al

Yas

Comments § &,

Team Spirit W) ¥

Slaff members exhibit good coordination and willingness to share responsibilities by achiaving al
least 2 of the followings:- *
I 95 2 2 O AT A DR R SR T R B T e s

Infarm colleagues while they ara away from sales floor,

T e i U S TN R

Be ready fo give assistance to other colleagues (e.g. check price of merchandise, pack
merchandise or check information, etc. ).

B0 ) B R R g S B o LR - SRR

Show good communication among team members,

M 0 2o U LA T

® 1t there is only one staff al the shopping site, this part will be “not applicable”
* S L B+ LR 4T

Yes

Comments § &l

Overall Comments & &,

Appreciations #¥# *
IEIFRHEEATER - |5 T - SRS A

Improvements & Recommendations
RN
SN S AT LS e

COPYRIGHT ff#

Mo part of this assessment form should be reproduced without the prior written permission of
the Hong Kang Retall Managemant Associalion.
s S VR T T BT e R I e T e

1 understand and agree to the COPYRIGHT Statemeant
P [ T R AL

T3

&



