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Spotlight on Customer- centricity at
Hang Lung Retail Service Award
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Executive Director Mr. Norman Chan (right) presents certificates to winning tenant staff
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rom the Emerald Award to the Retail Service Award, Hang Lung puts customer-centricity

[=

at the heart of everything it does as it recognizes outstanding staff in various positions
for the best approach to customer service and enhancing brand experience.

Building on the success of the inaugural event last year, the 2018 Hang Lung Retail Service
Award presentation ceremony was held on February 28, 2019 (Thursday) at The Lounge

at Plaza 66 in Shanghai. A total of 20 Individual Excellence Awards and six Corporate
Excellence Awards were presented in recognition of the outstanding efforts of tenants and
their staff in their provision of superb service, and as part of Hang Lung'’s desire to foster the
Go The Extra Mile spirit of customer-centric service among its tenants.

EE—HSRYULEBRRFIELE () PARRTFEREFAT
Director — Leasing & Management Mr. Joseph To (left) presents certificates to winning tenant staff

Executive Director Mr. Norman Chan said “Facing the increasingly competitive retail
service market, we hope to join hands with our tenants to bring the Hang Lung-branded
experience to life in every detail, and to present a high quality and individualized
shopping experience to our customers. The establishment of the Retail Service Award
honors staff with exceptional accomplishments in service delivery, which elevates the
customer experience.”

Also attending the award presentation ceremony were Directors — Leasing and
Management Mr. Derek Pang and Mr. Joseph To, General Manager of Plaza 66 Ms. Vera Wu
and General Manager of Grand Gateway 66 Mr. Rico Yip, as well as mall tenants and their
guests, to cheer for the outstanding winners.

Since the inception of the award, it has been well received among tenants with strong
support and proactive participation. The judging panel, consisting of Hang Lung
executive members, evaluated the list of final winners based on customer satisfaction,
problem solving and innovative thinking, initiative and sense of responsibility.
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This year's award-winning cases not only placed customer needs at the forefront, but also sought to see service expectations from the customer’s point of view, solving their problems while
being attentive to their concerns. Here are some of the winning cases:
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Zhao Yiping from Moschino sacrificed his personal time to provide professional advice
and even delivered the selection to the customer’s workplace to solve her urgent needs,

in the process becoming his customer’s most trusted consultant.
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Securing sought-after items and helping to prepare romantic surprises for birthdays and \

even engagement proposals, the Dior team demonstrated their passion for their brand

and for their customers.
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Norman Chan (center, front row), Derek Pang (3 from right, front row), Joseph To (3 from left, front row), Vera Wu (2™ from right, front row) and Rico Yip (2 from left, front row) present certificates to winners from Plaza 66
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Dong Shuai from Yi helped a customer to rebuild her self-confidence by providing

professional fashion ideas and even helping her get a pair of matching shoes from
another store.

Din Tai Fung staff saved the life of a little boy involved in a car accident and helped him
find his parents while comforting him.
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Norman Chan (4™ from right, front row), Derek Pang (3" from right, front row), Joseph To (4t from left, front row), and Rico Yip (3 from left, front row) present certificates to winners from Grand Gateway 66
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201 8fERER P IR FRIRK L (HEA A7 6)E)  Winners of 2018 Hang Lung Retail Service Award (Listed in no particular order)
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Individual Excellence Awards

fmhEE P Shops 1F88%& Winners

BFERK Dunhill K=& ZhuYunfeng
HAKAE Jimmy Choo Z &  DongCheng
| = Urlazh BA K Fan Xingfei
=R Pleats Please Issey Miyake EFEEHY  QiuYumin
SNl Omega & &  HouTing
Yi E b Dong Shuai
ZER Loewe B B WeiYang
(LEES Din Tai Fung H O  GuiYan
E%/NEE  Shanghai Min AR Xie Liping
EB/)mEmE  Shanghai Min E#k%  Lu Zhenrong
A FRAE MR  Corporate Excellence Awards
RHT A Moschino fE W LuWei

BARE  CalWeilei
EZHE  Duan Guiqi
BERF Din Tai Fung #M Livanyan
+ R WangFeng
BR¥cE  Chen Xianbi
AL Jardin De Jade 2h0%  Liang Jiaju
FARIE  Sun Qingling
BRE=  Chen Hailan
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The HLP and HLG FY2018
Annual Reports are available for
downloading on our websites.
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MAEHBE Individual Excellence Awards

fmhE® P Shops 1532#F Winners

Celine 7~ A SukKe
%Eﬁ%vﬁ Moschino WA Zhao Yiping
RATOR 2 4% Taste Paradise FU®EX  Ou Binglian
F/IME The Dining Room 5k/\¥  Zhang Xiaofang
Mr & Mrs Italy 4R Niu Xiaotong
R Cartier YEE Aidigjia
B B Piaget B B ZhaoWei
£ Vertu X fF LulJia
ZEE %8545 Andrew Mackenzie A 8  Sun Mei
BiEE Cerruti 1881 FEE  GuoWengin
RN E &R Corporate Excellence Awards
1 R Dior B Qu Minli
B4 ;L Gu Weifan
A i Zhou Li
HO® Hu Wei
2= J Cai Qing
g B Dong Qi
ZEE<E 5% Andrew Mackenzie & H# Tang Yanping
t# Hu Yan
B Sunli
IR® Wu Lingling
W 15 Sun Mei
B B Christofle EZ B  XTing
= M Jiva
EZER Yan Ruiling
A& Zhou Zhijiao
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FY2018 Annual Reports
of HLP
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he FY2018 Annual Reports of

Hang Lung Properties (HLP)
and Hang Lung Group (HLG),
themed Building a Sustainable
Future, were published on March
21 (Thursday). The twin covers of
the Annual Reports showcase the
unique architectural and design
features of our 10 world-class
properties, while the respective
sections in the Reports highlight
the different features of our
exceptional performance.

Chairman Mr. Ronnie C. Chan
continues to pen personally the
Chairman’s Letters to Shareholders
for this year's Reports. He said
our Mainland shopping malls
have performed satisfactorily,
not only in Shanghai but also
elsewhere and he also disclosed
“In the past few months, we
have signed many leases with
top luxury brands and more

are forthcoming. Of the total of 30-some new contracts,

about two-thirds are outside Shanghai. Those in Shanghai

are primarily in Grand Gateway 66, which will be transformed
from a sub-luxury mall to a luxury one. Forum 66 in Shenyang
is expected to gain a few more top brands while Center 66 in

Wuxi will very soon become the ‘Plaza 66 of Wuxi' Spring City

FY2018 Annual Reports

66 in Kunming will be the city’s'Home to Luxury’from the day

of HLG it opens its doors later this year”
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Hang Lung Management Conference Successfully Concluded
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1" Leadership starts with us,"as the key theme of this year's Hang Lung Management Conference (HLMC)
goes, is setting a clear agenda for the Company’s continuous efforts in people development, as it
understands the importance of nurturing future leaders for the sustainable growth of the Company.

The second edition of the HLMC brought close to 140 Hang Lung executives together at Beas River
Country Club on February 22 (Friday), for a whole-day event that encouraged leadership development and
collaboration.

Chairman Mr. Ronnie C. Chan walked through the history of Hang Lung over the past 60 years with

attendees during his opening remarks. Throughout the speech, he recognized the hard work of all

colleagues and encouraged continuous innovation to prepare for the exciting growth of the Company in

the future. »

CEO Mr. Weber Lo shared with colleagues on how to execute the five strategies for a sustainable growth,
including customer-centricity, building a unique Hang Lung-branded experience, embracing technology,
disciplined execution and uploading Hang Lung’s core values, as well as the expectations for the desirable
behaviors. He also highlighted a few upcoming initiatives while encouraging all to work hard together and
achieve the ultimate goal as one.

This year, the conference presented a unique list of speakers to deliver fresh perspectives on a broad range
of topics focused on the realization and execution of the key strategies and the delivery of sustainable
growth in an ever-changing business environment. Breakout sessions filled with interactive challenges in
the afternoon also provided participants the opportunity to get hands-on with how to deliver business
growth and customer value.

Executive Director Mr. Adriel Chan highlighted, in his closing remarks, that the “with us”where “leadership
starts” refers to every participating executive and is key to building culture and driving performance.
“Ultimately, as leaders in this organization, we all need to act like owners with a sense of decisiveness and
responsibility,he said.
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Facial recognition technology is introduced for
event registration by the EST Team under the
Service Delivery Department, to enhance the
experience
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Colleagues take part in the team-building activity,
River Runner, which is a role-play adventure for
players to work through strategies to promote
customer satisfaction
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Ms. Lily Cheng, Founder of Hubel Labs and Board
Member of Swire Properties and Octopus, shares
how technology and service can go hand-in-hand
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Mr. Evan Kleinberg, Managing Director
and Head of Real Estate — Asia, at
WeWork, explains how corporate
culture can be nurtured and groomed

BERLTHAFEELELEMr Praveen
Choudhary7 Z 3 {BRE L 5 KA E A
Mr. Praveen Choudhary, Managing
Director of Morgan Stanley, delivers
views on the Company’s performance
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Mr. Ronnie C. Chan (left), Mr. Weber Lo (center) and
Mr. Adriel Chan (right) share their views
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Colleagues learn more about the 60 Service Standards through a variety of workshops

G etting ready to open its doors this year, frontline staff of Spring City 66 have
received comprehensive training so as to present customers in Kunming with 3 .
a world-class Hang Lung-branded experience in fulfilment of the Company’s core . ' ~% i J : |/
business strategy of customer-centricity with top standards in service delivery. i i

Over the past few months, a total of 20 colleagues from the Service Delivery
Department have continued to build a strong foundation through the Hang Lung
STAR Service Campaign. The programs include the basic course which covers
grooming and standard service flow, the intermediate course on handling customer
complaints, and the advanced program focusing on the 60 Hang Lung Service

Standards and how to apply them.

store, i i i ;
respectively, in Fashion Walk's brand-new beauty hub. The two concept stores in Fashion Walk will
Wi

feature a one-of-a-ki i i i
of-a-kind experience in retail, beauty, and hairdressing services for customers

L'Oreal ; ; )
rerr:i)z;izggbizngtPriSIgem and Managing Director. Ms. Eva YU, said that they have put down a
getofabout HK$ 10 million to ensure that ' i
Director- i at customers will revel in the brand
gkmé or ‘Leasmg and Management, Ms. Bella Chhoa, shared that it was a real pleasure t;an ,”eW S
euticals and Kerastase — the two top beauty brands of ['Oreg| Hong Kong ecome

— to the team at Fashion Walk,
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City’s aficionados of style.
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Colleagues in Kunming receive comprehensive training under the Hang Lung STAR Service Campaign
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BCBREM 34 Grand Gateway 66
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Louis Vuitton Exhibits its Spring-Summer Men's Collection
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nternationally acclaimed purveyors of high fashion, Louis Vuitton is once again collaborating
with Grand Gateway 66 to bring the latest trends to fashion fans. From now on, Louis Vuitton
is unveiling its latest spring-summer menswear collection at a pop-up store in the First Floor
Atrium of the mall. As this marks the first season of the brand’s menswear Artistic Director,
Mr. Virgil Abloh, Louis Vuitton has pulled out all the stops to design and build a spectacular exhibition, featuring the iconic Monogram pattern
in a rainbow wall to accentuate the energy and joy of the collection. Taking pop-up store design to a whole new level, the brand has also
created a forest-like world with trees and flowers, to fully immerse customers in the collection’s unique vibe.

18BEM3A. L8 Plaza 66
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n 1997, Italian luxury brand FENDI drew inspiration from the ubiquitous French bread to create

the Baguette Bag, which was highly sought after by fashionistas at the time. In celebration of the
return of the Baguette Bag, the brand opened a pop-up store at Plaza 66 in Shanghai from March
1-10 . The space, aptly named the Baguette Dream Room, displayed a collection of Baguette Bags
in various sizes and styles, complimented by the brand’s 2019 Spring/Summer collection and Plaza
66-limited line. Customers found themselves fully immersed in the elegance of FENDI as they got
up close to the legendary Baguette!
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SKIET BRI RS LI BHE Combining the trendiest styles and fashionable lifestyles,
BAAKNETTES 17N i &l six Hang Lung’s Mainland malls team up with a range of
A BRTFAOESHNESS BB A chic brands to introduce Hang Lung Style Lab in towns. On

THnE  HESEINFNS LETS top of collfabo.ratlr‘]g Wlthfmalls F&A categories to showcase
R AT ML - P LA Bk AR the latest fashion items of the season, Style Lab also adds
P RTUA 1 5K - P interactive elements throughout its installations and mobile

AR - EH - KIBIESE - K2 phones, from AR photo-taking booth to capsule machine
i A= and toy grabber machine, for an 020 fashion experiment
where customers enjoy their chicest self!
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Forecast of Style Lab movement
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With sustainability at the heart of its business philosophy, Hang Lung has always
been proactive in putting the concept of green transportation into action. All
our properties, as integrated parts of many metropolises on the Mainland and in
Hong Kong, are conveniently connected to public transport systems. We have
also conducted a feasibility study on increasing the number of charging bays for
electric vehicles at our carparks. The Company will continue to promote green
transportation and help contribute to global sustainability.
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n order to draw attention to climate issues and air quality among children, the Hang Lung

K/ NAANRENAMSRAEN KT FEH As One Volunteer Team in Jinan held a plant potting workshop to explain the importance of
BE—ONY TBAE3IAIR (BHIN) 24 7 — 77| plants in improving the air quality to about 30 primary school students on March 9 (Saturday).
2B TIEY - 54308/ 2 £ R EYnEREsSRE o The volunteers hoped to raise awareness of environmental protection, and to help the next

VTR EE XK E S EE T MEE D - il generation understand the significant role of plants in balancing the ecosystem.
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I ) 5 Enjoying Holidays
" a -K with Seniors
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he Lantern Festival does not have to be just about lovers or solving
riddles together, it can also be meaningful to spend time visiting
A LiBmBRTIAH LT SKE —RHIFRLT the elderly, who may not be able to go home and celebrate with
WiellostE i [Mee 6 e lemia i v Gre 2k e their families during the festive season. The Hang Lung As One
v M EREERET M LT ZH T RIEBRE Volunteer Teams from Palace 66 in Shenyang and Plaza 66 in
Volunteers from Palace 66 sing songs for the Shanghai visited the senior members of their communities in
elderly residents N\ mid-February, and took the opportunity to put smiles on the
elderly faces as they played games together. In Tianjin, the
Hang Lung As One Volunteer Team from Riverside 66 also
visited a nursing home in January. They made Chinese
New Year Decorations with the seniors there and ’
wished them good health in the year ahead.
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Volunteers from
Riverside 66 dress their
elderly friends with
festive accessories to
celebrate the New Year
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n March 5 (Tuesday), the Company held this year’s,Annual Qinner in Hong )
: Kong. Our Management, Senior Executives, and coIIeagues gathered tp‘

* share joyful moments. To match the theme Hang Lung Galaxy - I

We Shine As One, colleagues from different departments dressed up as .
* astronauts, aliens, and characters from science fiction moVies.’They‘aIso v
brought fabulous performances to the stage, which pushed the atmosphere to
an exci]:ing climax! -
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Stars) Colleagues

MT18 form a band successfully decode
and perform the the galaxy code and
song Rewrite the connect to the senior -

Stars management
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Chairman Mr. Ronnie C. Chan (middle) presents the
Long Service Award to Chu Saikit (left) and Chan Sukkwan
(right), both from the Leasing & Management Department
and with 30 years of service to Hang Lung
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Winning teams from Hong Kong and Mainland
offices compete for the championship of Hang
Lung’s Got Talent 2019 ’
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Champion: Spring City 66, Kunming

> REMBE : HEF (Kiss); RA 5 XE - K280 FfF
AP

Performance: Singing & Dancing “Kiss”; Members: Candy
Yang, Jazmine Zhang, Jojo Liu, Leo Li, Layla Zhang

TERREISE - B AHSRMUIEIR (B —-WHZERPIA)
1# Runner-up and Best Costume Award: Legsing &Management
(HK—Causeway Bay and Central), Hong Kong

<« REME : BH GFBEA); BR  HIEF o BREE - BACE - RS BB y

Performance: Dancing “Cairo Party”; Members: Yandy Yip, Eric Chan, David Fung,
Jeff Ip, Horace Chien .

£F : thiFIBREr 17 - 6D L 4
2" Runner-up: Forum 66, Shenyang
> REUME : RE(FREESD), MR - BfF  BEIEM - 5% ZF# - T4

Performance: Singing & Dancing “Music Flows Along With the Dance”; Members:
David Cao, Freeman Dong, Rose Chen, Laurel An, Sue Wang

v SR EEIE BT v SHEmHEH
Tersa Wong, Leasing & Management Central Marketing
(HK — Marketing & Promotions)

> HAZRYULEEE
FRBFE
Victor Chan,
Leasing &
Management
(HK - Marketing &
Promotions)
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Mainland Annual Gatherings
to Share Joy and Show Appreciation to Outstanding Volunteers
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s tokens of thanks to all the hard work by our
colleagues, our Mainland offices also held their annual
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Entertaining performances by colleagues heat up the scene :' = :{ SRS H gatherings to share the joyful moments. Meanwhile,
AR R ER—OLTARR outstanding volunteers of different Hang Lung As One
HYTo Volunteer Teams were also recognized.

fBFEI 3% LB Plaza 66 &
#&/CEEI % Grand Gateway 66

A BB LT IRHEAR
Outstanding volunteers in Shanghai receive
certificates

> FENINES—HAZRILEE
PRKBRSEE (A7) FHhERR
Jinan’s volunteers receive
certificates from Director - Leasing
& Management Mr. William Yiu (6%
from right)

NEEAER  THFLBHREFSA
Wauxi's fairy tale-themed annual dinner is
filled with joy

[EFE 17 «i5FFa
Parc 66
<« ABIRFEES

Jinan’s talents gather
at the annual dinner
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General Manager Mr. James Zhu (left) presented certificates to three
outstanding volunteers: (from right) Emily Liu, Judy Zhu and Marina
Zhang from Human Resources and Administration
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Colleagues dress up as movie characters to attend the annual gathering



Olympia :
v B S RILEEM: Aris Maroulis (573) SAENAE L TSR EYEEr & FEE 1%

Director — Leasing & Management Mr. Aris Maroulis (6™ from right) and
Palace 66 and Forum 66

outstanding volunteers in Olympia pose for a group photo

> LMENEEES EEHHE
Colleagues in Shenyang entertain with music
and dance
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i ‘ - - ‘ i ‘ v Shenyang’s Hang Lung As One Volunteer Teams are praised during the annual dinner
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A BETHAEBIELE (F2HYP)
S5XEREER
General Manager Mr. Sean
Ang (center, second row) and

colleagues of Olympia 66 pose
for a group photo

A EEXNEDENEFENEHAWIERET 7
Colleagues are all ready for the upcoming opening of Spring City 66

fBkEI 5 - BB
Spring City 66

REABANRELE (FTHALED) RHIEE—O LT
B9 & TR

General Manager Mr. Eric Lau (4t from left, front
row) appreciates exceptional contributions by the
Hang Lung As One Volunteer Team

B3 - R
Heartland 66

> RXESEHERR-—R
Colleagues in Wuhan spend an amazing night




explains why number of its Instagram followers has skyrocketed!
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i[=] Morokok
15801308 QR code - ik
MEEH Location

Instagram @morokok_hk
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M _EhR (G ZfEFE) : connections.hanglung.com
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One of the most popular “instagrammable” hotspots in Mongkok recently, for sure is Morokok,
which opened last December at Gala Place. Covering an area of 8,000sq. ft, this new restaurant

surprises its customers not only with its Moroccan interior design, but also the creative fusion of

Thai dishes offered by the experienced chef. Providing a beautiful environment with great food, it's
no wonder Morokok is a hotspot for internet celebrities and teenagers to “check-in". It perhaps also
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Tornr furn Soainig) Saides

A AEITLH56 S K K814801 54
Shop 801, 8/F, Gala Place, 56 Dundas Street, Mongkok
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BEE BRI X R IR
MorokokiE BT K k37 FT1&8,0009R BE £
Moroccan Style x Thai Fusion Dishes

Morokok Aims to Create 8,000sq. ft. Wonderland in Mongkok
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Hang Lung Properties: www.hanglung.com

e-Connections: connections.hanglung.com

Chief Editor: Elaine Mok Associate Editor: Nia Tam

Connections is a monthly newsletter published by the Corporate Communications Department
of Hang Lung Properties. Hang Lung Properties owns the copyright of all articles and images
in the newsletter. As part of our commitment to social enterprises, we hire the Hong Chi

Association for lettershopping services. FSC
www.fsc.org

If you do not wish to receive Connections, please unsubscribe through e-Connections or email to MIX

Connections@HangLung.com. Paper from
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