Customers Knowledge

Knowledo

Disclaimer: The information contained in this document is strictly ‘private and confidential’ and must not be copied,
reproduced or transmitted to third parties without the consent and prior approval of Kino Biotech.



What do | need to know for Knowledge Management?

How Kino Biotech selects and manages data, information and
knowledge assets for planning, daily operations and
performance evaluation?

How comparative and benchmarking information is used to
make improvementse
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E-learn Portal was developed to aid in
the training and development of our
sales promoters down at the shop _
floor.

1. Captures & retains fraining

knowledge,

Improves training for new staff \

Achieves better customer service in
the long term ' il 7

Features of E-learn Portal include:
* Product catalogue

*  Quizzes

« Operations Manuals

* Training Videos e
* Media Library m—
* Product FAQs —
 Event calendar
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« Shared drives

* Regular product training for existing staff

* New product training and sampling

« Product FAQs

« SOP Guides (Outlet operations, Brand guidelines)

« Staff induction training

» Regular operations briefing by manager

*  Microsoft AX ERP system

«  VEND POS Mobile Application

*+ CRM system and hardcopy customer information forms



Analytics for Performance Management

« CRM (VEND POS, OG, Mailchimp)

* ERP (procurement, financial management, sales & marketing,
project accounting, supply chain management, business
documents customisation)

» External reports for benchmarking - e.g. ADEX report (marketing
spend by competitors), SPRING’s retail industry productivity
benchmarking reports, brand audit by Brand Finance

« Overseas study trips to learn best practices — e.g. China, New York,
London, Spain

« Allinformation gathered are reviewed by management during
monthly EXCO and weekly operations meetings to aid in goal
setting and action planning.



Competitive Marketing Positioning
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