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Report Summary

Provided by The Dairy Farm Company, Limited —Wellcome

Company Background

Wellcome is Hong Kong’s longest established supermarket chain, having
served the community for 72 years. Wellcome is owned by The Dairy
Farm International Group, a pan-Asian retailer, which is part of the Jardine
Matheson Group.

We operate 322 supermarkets in multiple formats ranging from mini- to
superstores. In addition to the Wellcome mass market supermarket, we
serve customers through our upscale store formats of Market Place by
Jasons, Jasons Food and Living, ThreeSixty and Oliver’s The
Delicatessen.

We offer omni-channel shopping experience through Wellcome Delivers,
MarketPlacebyJasons.com and Click & Collect services. Wellcome has
also extended to Macau in 2015 with the acquisition of San Miu.

We offer greater value to customers through:
e Product range and quality

* Price, promotion and loyalty programme
e Service and shopping experience

e Convenient locations

Leadership

We live by our 6 Pioneers (6Ps) Guiding Principles, which embody our
core values:

1. Consumers are our reason for being
2. Innovation drives our growth

3. Our people make us different
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4. Teamwork gives us our competitive advantage
5. Sustainable results reinforce everything we do
6. Integrity is at the heart of the way we do business

These form the basis of our actions and help us evaluate our
performance.

A collaborative culture is crucial to achieving our goals. Our leadership
team promotes this culture by living by the 6Ps, and reaching out to teams
through various channels.

We nurture and retain talent. Several have risen to leadership roles. We
are proud that almost two-thirds of Store Managers have progressed up
from Sales Assistants.

As an ethical corporate citizen, we govern ourselves in strict compliance
with the law and our Code of Conduct.

We promote societal wellbeing and give back to the community. We
donate to food banks, support the elderly and children with special needs,
and promote the three Rs (reduce, re-use, recycle). We have won 5
consecutive Gold Awards in “Hong Kong Awards for Environmental
Excellence”.

Strategy

Every part of our strategy aims to continuously improve the Customer
Journey.

We strive to be the leading supermarket in Hong Kong using a consumer-
centric approach with short- and long-term plans.

We are mindful of our industry, which has faced rapid and disruptive
changes along with severe economic challenges in recent years. We
monitor performance and developments in our operating environment—
while making tactical and nimble moves to stay true to our long-term
Strategic Objectives.

Customers

Listening to customers is crucial to our goal of continuously improving
our Customer’s Journey.

We adopt a multi-channel approach to reach customers using direct/
indirect channels. Our staff always seek customer feedback. This, along
with insights from research and data analytics, allows us to know our
customers intimately.
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Our Customer Care team will go out of their way to resolve issues and
ensure satisfaction. Our Marketing Team monitors our social platforms.
Store and sales performance also provides insights on how to better
serve customers.

Measurement, Analysis, and Knowledge Management

We measure our success by our customers’ satisfaction. As our Strategic
Objectives are designed to continuously improve the Customer Journey,
it is important that we have a complete view of our performance against
key performance indicators related to Strategic Objectives and Work
Processes.

Our well-developed IT system helps us share information and knowledge.
We increased IT investment by 30+% in the past 4 years—ensuring we
always have one version of the truth that remains accessible. This helps
us understand our customers and our business, and gives us the agility
to manage contingencies and respond to emerging needs.

Workforce

We actively maintain a collaborative culture which is vital to happy staff
and business excellence. To encourage behaviour that is in line with our
values, our 6Ps Guiding Principles form the basis of performance reviews.

It is not easy to find talent suited for the retail industry. That is why we
seek talent with a passion for retail and encourage internal mobility. When
we grow our people, we ultimately grow our success.

We groom and up-skill our people as we seek to differentiate our range
and services to improve customer satisfaction. We emphasises training
and retaining full-time staff, and ensure they have the necessary skills for
the present and the future.

Celebrating good results helps boost morale and team spirit. Examples
include our various staff awards that recognise excellent performance.

We are proud that more than one-third of our dedicated teams have
remained with us for ten years or more.

Operations

We act as a conduit to move products from suppliers to customers—with
more than 300 stores, 30,000 SKUs from more than 50 countries, and up
to 6,000 promotion items every week.

Our key work and support processes are designed to create a smooth
and speedy product journey to better serve customers.
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Our process design ensures that key customer concerns, regulatory
and food safety requirements and inventory management needs are
efficiently met. In the past 6 years, we have renovated on average over
2 stores a month, thanks to teams that can handle 40-50 major projects
a year.

Results
The result that counts the most is our customers’ satisfaction.
Ipsos U&A surveys show that we are exceeding customer expectations.

For 5 consecutive years, we have led top-of-mind awareness in Ipsos’s
“Hong Kong’s Most Liked Supermarket” research.

We have been growing our network for the past 10 years. Our strategy
of sustainable growth has enabled us to weather challenging times better
than other market players; we grew in 2015 and 2016 while others
experienced a drop in store counts.

By earning our customers’ trust and building a sustainable business,
Wellcome has become the largest supermarket network in Hong Kong.

Some of our ongoing achievements include:
e Over 3,500 new items added to our range yearly

e Food-related complaints dropped to under 1 in a million transactions,
thanks to stringent monitoring and training

e Increased Store Equity Index for 3 consecutive years, while key market
player dropped in 2016

e Wellcome Cares Team carries out over 700 hours of community service
per year—benefitting many underprivileged in our community
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