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Susanna Wong: quality and flexibility take modern
Japanese Iifestyle department store to new heights
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Despite intense competition in the local retail industry, YATA continues to thrive rapidly. Three supermarkets were opened

during the year and new stores are being planned for Kwai Fong and North Point.

These, together with the Sha Tin store

renovation due to complete in late 2018, are expected to bring sustained growth for the company. Chief Executive Officer
Susanna Wong says that instead of following others in selling their products at cut prices, she emphasizes flexibility and
quality because she believes that is the key to winning in a competitive market.

Industry on the move

Japanese goods are always much sought-after
by the people of Hong Kong for their quality
and variety. In the 1980s, Japanese department
stores were everywhere in the city, but many
of them were eventually forced out. So how
does YATA, positioned as a modern Japanese
lifestyle department store, manage to secure
a firm footing in the market? Susanna said:
“Japanese department stores used to operate

by gathering a variety of retailers in a large
establishment, but times have changed and
this approach to department stores was
replaced by shopping malls long ago. We
must therefore be bold to innovate; take the
initiative in understanding customer needs
and respond promptly to the changing
market. Susanna thinks there is no shortcut
to success, the only way is to always observe

and listen to customers. “For example, if a

particular candy isn't selling well, you need
to ask what has gone wrong? Is it on racks
too high for kids to notice, or doesn't it meet
consumer tastes? We need our frontline staff
to observe and communicate with customers
to get this information.” As the Chinese idiom
goes, ‘Speed is the most valuable in war. " and
the same applies to the retail industry. "If the
situation does not improve after we relocate
the product and reduce price, we need to



adjust the quantity and variety of our stock.
Susanna thinks that in running a supermarket,
one has to be responsive and decisive because
many products have a limited shelf life. A
product may expire if you do not act quickly
enough.”

Quality over price

Competition in the retail industry is fierce and
price wars among industry players have a
direct impact on profit. According to Susanna,
YATA's operating strategy is not to engage
in price wars but to make greater efforts in
sourcing goods that consumers want and
which are lacking in the market, so you can
attract a group of discerning customers.
She said: “Price reductions don't help build
customer loyalty. Only by offering unique,
quality products will customers have the
incentive to make continuous patronage. That
said, sometimes when others in the industry
launch cut-throat price wars, we have no
alternative but to make difficult decisions. All
in all, we need to follow the trends and adapt
to the changing circumstances.”

Online shopping has grown rapidly in recent
years. The YATA team recognized this and took
steps to meet the challenge. Susanna said:
"We don't plan to develop online shopping
on a large scale at this stage because of the
high logistics costs, but we find that our young
customers do have a preference for online
shopping so we have a strategic approach to
attracting more customers to use our online
shopping service, for example by making
specific goods exclusively available from YATA's
online store.”

A flexible, efficient team

In the eyes of Susanna, the success of
YATA comes from a team where everyone
supports and helps each other and is also self-
motivated, and this is evident even in just a
frontline employee. When YATA has Shopping
Days, Susanna often works together with
the frontline staff, usually helping to bag at
the cashier because this gives her a direct
understanding of customer preferences. She
remembered one time when there was a
difficult customer: “She kept coming back
asking for plastic bags to hold her refrigerated
food. | asked her why she needed so many

Susanna thinks only quality products and services can build customer loyalty
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of them and she started hurling abuse at me
saying | did not bag her groceries properly so
she needed more bags to rearrange her goods.
[t wasn't true and | felt very upset hearing her
cursing. Fortunately, my colleagues stood up
for me. At that moment, | truly appreciated the
patience of all our frontline staff who can remain
calm despite having to stand all day long.”

Colleagues are willing to contribute because
the company cares for them. Susanna said:
“We insist on giving staff sufficient room for
development so they feel this isn't just the
business of a company but also their career,
and this way they work hard.” The company
limits frontline staff to work 8.5 hours a day
so they do not wear themselves out. It also
provides a reasonable place for breaks so they
can take as much rest as possible when they
are off duty. “Sometimes, we treat staff with
popular, seasonal fruits or specialty food. It may
not be a big favour, but at least it represents
the company’s appreciation for staff for their
contributions and hard work’, she said.

Failure drives innovation

To Susanna, innovation comes at a cost. “For
any new attempts, there's a chance of failure as
well as success. Instead of blaming anyone in
the team, you should treat failure as a learning
opportunity. Only then can you encourage the
whole team to innovate.”"

Leading a team of around 1,000, Susanna
feels a heavy responsibility is rested on
her. She follows an aphorism by the late
American President Theodore Roosevelt
as her management philosophy — ‘Keep
your eyes on the stars, and your feet on the
ground.” “As management, it's important
that we set our sights high, but not chase
castles in the air”

Special back up

As a mother of two, Susanna feels blessed
to have her family as strong support. Every
weekend, she spends some time visiting
YATA stores with her family, both to see how
business is doing and buy groceries. She
said her family is used to the routine and is
even very dedicated to her work: “Whenever
they see something new while shopping,
they will call me right away to see if that
can be an inspiration to my work.” She
joked that while she was a consultant in the
retail industry before joining the Group, her
husband is now her personal consultant. "My
husband is seasoned in management, so
whenever | run into problems, | talk to him
and he gives me advice." At work, Susanna
has good colleagues. Outside, she has the
full support of her family. These are the
most important driving force for her work
and life.
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As management, it’s important that we set our
sights high, but not chase castles in the air.

EREERE - BEMNESEXARSES—

ARTEAE B ]

o

Mﬂ%ﬁﬁﬁr | BB ElREX
=8 &E%W’Rﬁ$%%gﬂ
%ﬁ@g [ a0 — 5K iE R 1B F
?’W%Eﬁ@@wﬁW@ﬁTﬁ%7
TEMMBASLIARETIEG ? &
ETEBEREAK? E—HMEEAER
EERNMERTABB ] B [EEW
R]  ZTETERBEOZ [WMRRT
BHRAE - BBREHRRERE  BRT
R - EEREFHEG AT BERN
HE HEEBHEFLEET RE—T

ZHRMRE  AARZERNRESHRAE
PR M—BBREWETELE - |

LUE BB THERE
T%EEﬁ%ﬂﬂ~ﬁ¥ZﬁmMFﬁ
FEEFELENNE -ZEBREXRT

—HAmEgE ﬁ%%ﬁi?%ﬁfﬂﬁ

’
TR .
“--v__ -
- R
: .

Bl EREERNERE -LWERZM
BEEREBNER  RE I [5E]
MER - [REEDEIIEEENDH
B WAMESNSufiREBEEMER
MEM: BESEELFENLELE -8
R EREBHRITRAKNE [EE]
B EREIEH —LLERERTE - 4
ZEREMIT > BEREE - |

MEREBYARET  — BB
BFAMBELIEHAE - [—HERK

EARBREREE  ARERILAE
VIRARAEE - BERMER-ANFE
EREBERZEEREE  IASELS

HUERE M- LBENERREE
—HBETHRESD  BUBRSIEZHE

EERBEANBEBRS - J

Susanna cares about every frontline staffand the company is committed to prowdlng a good working envwronment for aII employees
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The YATA Team embraces success and faces setbacks together
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w Susanna helps at YATA Shopping Days to back up frontline staff
and understand consumer behaviour
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Family support gives the strongest impetus to
Susanna's work
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