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National Productivity Council

No. 31204/21
Dt. 24-09-21

Sub: 21-CL-02-GE-OSM-A : Multicountry Observational Study Mission on Service Quality
and Productivity for the Retail Industry from 27-29 October 2021, Digital Multicountry
(DMC). (Visitwww.npcindia.gov.in/NPC/User/InternationalServices for detailed Project
Notification.

Déar Sir,

We invite your kind attention to NPC https://www.npcindia.qov.in/NPC/User/InternationalServices
with regard to above Asian Productivity Organization (APO) project. The project notification and
the APO bio data form are available on the above mentioned page and the same are also
attached herewith. The duly filled in single copy of Performa enclosed (in excel form only) of the
suitable officers for participation as per the para (Qualifications for Participants) of the project
notification may kindly be forwarded to reach us latest by 8" October, 2021, In this regard, the
following points may be noted.

e Fees and Charges

| The Participation fees (NON-REFUNDABLE)of Rs. 500/- for MSME Sector, Trade Unions and
NGO's and Rs. 1000/- for others is payable along with the nomination form for each
participant.

The requisite amount can be paid through a demand draft/cheque/ECS drawn in favour of
National Productivity Council, New Delhi. In the regard, the bank account of NPC details is
- attached herewith. Kindly e-mail the details of the ECS/RTGS/NEFT payment made, -~
mentioning the’ name of applicant in remarks, to mayank.verma@npcindia.gov.in,
~isg@npcindia.gov.in, rk.rawat@npcindia.gov.in Please note, in the absence of application fee,
the nomination.will not be considered.

e Nomination Procedure

All nominations should be routed through proper channel and as per the attached APO
bio data form. The nominations received after the last date will not be considered. It is the
responsibility of the candidates to complete all the official formalities required by their
organizations/department for participating in the program.

- It is requested to send nominations by e-mail to mayank.verma@npcindia gov.ii .
isg@npcindia.gov.in, rk.rawat@npcindia.gov.in (application in prescribed excel format) and
one hard copy by post along with the covering letter of the competent authority on company’s
letter head. All information pertaining to nominations will be treated as confidential and
classified. The nominated officers may be invited as a faculty in programs on the relevant
subject/s, organized by NPC.

We look forward to receiving of nominations from your esteemed organization.
Thanking you,

Ydyrs faithfully,

(K.D.'Bhardwaj)

Director & Head (Int’l Serv.)

for Director General
e-mail: isg@npcindia.gov.in

- Phone :. 91-11-24690331 Fax : 91-11-24615002 « E-mail : npcinfo@npcindia.gov.in Web-Site : www.npcindia.gov.in '
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PROJECT NOTIFICATION

Ref. No.: 21-CL-02-GE-OSM-A-PN2100073-001

Date of Issue

09 September 2021

Project Code

21-CL-02-GE-OSM-A

Title

Multicountry Observational Study Mission on Service
Quality and Productivity for the Retail Industry

Timing and Duration

27-29 October 2021 (three days)

Hosting Country(ies)

Republic of China

Modality

Digital Multicountry

Implementing Organization(s)

China Productivity Center and APO Secretariat

Participating Country(ies)

All Member Countries

Overseas Participants

19

Local Participants

12

Quallifications of Participants

Policymakers and government officials, representatives of
public organizations, and staff of SMEs and startups
working to improve productivity in the retail industry

Nomination of Participants

All nominations must be submitted through National
Productivity Organizations of member countries

Closing Date for Nominations

8 October 2021




1. Objectives

a. Introduce recent innovations to improve customer service, quality, and productivity in the retail
sector.

b. Learn about the best practices of customer service and productivity in consumer retail
enterprises.

c. Apply best-in-class practices in the context of local markets across APO member countries.
2. Background

Competition in the retail market is becoming more severe as customers’ expectations of service levels
increase. Differentiated, customer-centered marketing strategies are being adopted by retailers to
gain a competitive edge and attract customers with varied needs. Greater customer loyalty, retention,
and profits can be generated through improved relationships with consumers. Enhancing service
quality and productivity in the retail industry is therefore imperative.

The Asia-Pacific region, which accounts for more than 50% of the world’s population, is the largest
retail market. According to Bain & Company (2020), from 2014 to 2019, the compound annual growth
rate for Asia-Pacific retail sales was more than quadruple that of the rest of the world. The retail
industry in this region is expected to maintain its momentum due to strong overall economic growth,
rapidly changing consumer trends, greater purchasing power, and increasing populations. Another
reason why the Asia-Pacific will remain the retail industry’s growth engine is its advanced digital
maturity.

The ROC, the host of this study mission, provides an excellent example. Retail sales in the ROC
jumped 3.56% year-on-year in January 2021, following a 1.69% increase in the previous month. That
was the fastest growth in retail sales since August 2020, mainly attributed to motor vehicles,
motorcycles and parts, construction materials, e-commerce, and household appliances. Service-
sector employment accounted for 59.6% of jobs in the ROC in 2019. Considering the key role of
service-sector productivity in determining a nation’s overall ability to compete, in addition to its
contributions to employment, income, international trade, and production costs, it is timely for APO
member countries to give priority to boosting service-sector productivity.

The ROC'’s retail culture is widely recognized as setting the gold standard for customer service
quality, productivity, and innovation. Other APO members will be able to learn about the ROC’s best
practices in terms of levels of customer service, productivity, and service innovation under various
initiatives during this study mission.

3. Scope, Methodology, and Certificate of Attendance

The duration of each day’s sessions will be around three hours comprising presentations by experts,
group discussions, and other relevant learning methods. The indicative topics of the presentations
are:

Day 1:
¢ Integrating service quality and productivity strategies
¢ Learning from customer feedback and data-driven strategies

Day 2:
¢ Tools to analyze and address service quality problems and returns on quality
¢ The omnichannel approach: Online and offline coordination

Day 3:
¢ Buy online and pick-up in store (BOPIS)/buy online and pick-up at curbside (BOPAC) case
studies
¢ Defining, measuring, and improving service productivity

The detailed program and list of speakers will be provided two weeks prior to the sessions with
announcement of the names of the selected participants.
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The participants are required to attend all sessions. This full participation is a prerequisite for
receiving the APO certificate of attendance.

4. Financial Arrangements

a. The APO will meet the assignment costs for overseas resource persons.

b. The host country will meet the assignment costs of local resource persons and for a virtual site
visit(s), either broadcast live or recorded as applicable.

5. Implementation Procedures

Please refer to the implementation procedures for APO digital multicountry projects circulated with
this document.

Dr. AKP Mochtan
Secretary-General
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