
benefits that truly benefit
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2. Big impact on Business & retail globally
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3. Retail Trends

More 
Omnichannel

Less
Trafic

More 
Experience

Better
Service
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3. Retail Trends

Less
Trafic

strategies

- Focus in CR, ATV, UPT

- Online, safety, convenience

- CRM, data acquisition & loyalty programs

- Brand building



Brand builders
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3. Retail Trends

More 
Omnichannel

strategies

- Every purchase start in digital (mobile) & ends in any channel

- Omnichannel = comfort

- Pick & pack, efficient one stock, ask me, …

- Last mile satisfaction & profit

- Inspiration, content creators
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3. Retail Trends

More 
Experience

strategies

- Brands as content creators

- Capacity to inspire, surprise, joy

- 1 to 1

- Seamless experience



Life is awesome
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3. Retail Trends

Better
Service

strategies

- Virtual shopping & new ways of selling

- Where the customer is, as fast as possible

- AI vs Customer know how & personalization

- Personal shopping

- High tech tools



Ginza store (Tokyo)

- Opened May 2020
- https://virtualstoreginza.desigual.com/



- Start digital, end

omnichannel

- Hybrid models

- Content creators & 

inspiration



THANK YOU!
Jordi Balsells / Chief Strategy & Channels Officer /  j.balsells@desigual.com
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CN HK MO TW SG MY TH ID PH VN IN KR JP AU NZ

2021 Retail Industry Pay Increase Forecast – Excluding Pay Freeze
Median (P50)

2021 - Total 2021 - Merit

2021 MERIT 5.5% 2.5% 2.6% 3.3% 3.0% 3.9% 3.4% 5.8% 4.5% 6.3% 6.6% 3.8% 1.7% 2.6% 2.6%

2020 MERIT 6.0% 3.6% 4.0% 3.6% 4.0% 4.8% 5.0% 8.5% 6.5% 9.0% 10.0% 4.3% 2.2% 2.8% 2.9%

2021 TOTAL 6.1% 2.9% 2.9% 3.5% 3.6% 4.2% 4.1% 6.6% 4.8% 7.4% 7.3% 4.1% 2.2% 2.8% 2.8%

2020 TOTAL 6.8% 4.0% 4.2% 4.0% 4.2% 5.3% 5.3% 8.8% 6.9% 9.5% 10.6% 4.8% 2.5% 3.2% 3.0%

Source: Mercer 2020 Retail Industry Market Intelligence Survey (Oct 2020)
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2021 Retail Industry Pay Increase Forecast – Including Pay Freeze
Median (P50)

2021 - Total 2021 - Merit

2021 MERIT

2021 TOTAL

Source: Mercer 2020 Retail Industry Market Intelligence Survey (Oct 2020)
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Source: Mercer 2020 Retail Industry Market Intelligence Survey (Oct 2020)

CN HK MO TW SG MY TH ID PH VN IN KR JP AU NZ

2021F 6% 18% 14% 11% 10% 8% 6% - - 10% - 9% 11% 8% -

2020 16% 30% 29% 26% 24% 20% 15% - - 18% - 18% 9% 10% -

% of respondent having Pay Freeze (Zero Pay Increase) in 2021
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Voluntary Attrition Rate – Company Overall
(Average)

2020 H1 Overall 2020E Overall

2020 H1 Actual

2020E (Full Year 

Estimation)

2019E

YoY Change

Source: Mercer 2020 Retail Industry Market Intelligence Survey (Oct 2020)
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2020H1 Store

2020H1 Office

2020E Store 

(Full Year Estimation)

2020E Office 

(Full Year Estimation)

2019E Store 31.9% 27.8% 33.9% 29.7% 27.5% 31.6% 32.5% -- -- 29.5% -- 26.6% 19.4% 29.3% --

2019E Office 16.3% 18.5% 26.0% 17.5% 22.4% 19.6% 24.3% -- -- 21.4% -- 19.9% 12.7% 20.0% --

0%

5%

10%

15%

20%

25%

CN HK MO TW SG MY TH ID PH VN IN KR JP AU NZ

Voluntary Attrition Rate - Store and Office
(Average)

2020E Store 2020E Office

Source: Mercer 2020 Retail Industry Market Intelligence Survey (Oct 2020)
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Workforce Demand for 2021

Increase Maintain Decrease

CN HK MO TW SG MY TH ID PH VN IN KR JP AU NZ CNT1 CNT2 CNT3

Avg % Increased in 

HC
13% 5% 24% 9% 3% 16% 5% -- -- 20% -- 28% 6% 73% -- 11% 16% --

Avg% Decreased in 

HC
-4% -16% -21% -23% -5% -7% -- -- -- -- -- -8% -- -- -- -- -6% --

Source: Mercer 2020 Retail Industry Market Intelligence Survey (Oct 2020)
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14% of the organizations in APAC had 

difficulties in hiring employees in a certain 

job family during the pandemic; while

10% of the organizations in APAC had 

difficulties in retaining employees in a 

certain job family during the pandemic

Source: Mercer 2020 TRS Special Edition

Some organizations are offering “premiums” of one form or 

another to attract critical talent

12%

of the organizations in APAC granted or are 

considering granting special COVID-19 related 

bonuses for employees who are critical to meet or 

maintain the organization’s current business goals

Job families most difficult to hire/retain in APAC during the pandemic

38%

16%

9%

8%

5%

Difficult to hire

31%

28%

10%

6%

7%

Difficult to retain

Sales, Marketing & 

Product Management

Engineering & Science

IT, Telecom & Internet

Finance

Production & Skilled 

Trades
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of the organization adjusted or are considering adjusting their 

sales incentive policy because of the COVID-19 pandemic

For 37% of the organizations, all departments were affected by the 

sales policy adjustment

19%

Source: Mercer 2020 TRS Special Edition

41%

28%
25% 24%

12%
9% 9%

25%

Sales target Threshold Sales
incentives

factors

Offer
guaranteed

pay-outs

Maximum
sales

achievement

Sales
incentive

target rate

Commission
rate

Other

Elements that organizations are looking to adjust in their 
sales incentive policy because of the COVID-19 pandemic
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Source: MAD Publications
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e-Commerce Digital Communications CRM Tools Retail in China Customer Experiences

Investment Priorities in the Next 18 Months
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Source: McKinsey China Consumer Report, Spet2020

• Digitalization: Digital tools become increasingly popular 

solutions, expanding from B2C to B2B

• Declining Global Exposure: Rising importance of domestic 

markets, technology, and capital

• Rising Competitive Intensity: Technology and agility drive 

winners to capture the lion’s share of industry value

• Consumers Come of Age: Consumers (especially the young) 

are becoming more prudent and health-conscious

• Private and social sectors step up: The private sector plays a 

stronger socioeconomic role, while the social sector rises
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Keep a pulse on the market to ensure competitiveness

The market is still moving, and disruption will drive new 

patterns as we move into 2021

Streamline merit planning and other compensation 

administration activities to stay agile 

Decisions are likely to be delayed or change

Make the most of your budget

Organizations with smaller budgets are increasing 

differentiation (performance, skills and competitiveness) and 

limiting eligible populations

Actions you can take:
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Retail Forum Meetings to 

share industry trends and poll 

result by Mercer, also with 

industry speakers sharing on hot 

topics.

Regular pulse surveys on 

retail hot topics, covering salary 

trend, benefits update, 

workforce planning and industry 

outlook, etc.

HR Metrics from Mercer market 

intelligence surveys.

Forum member organizations 

are represented by their 

regional/local HR or rewards 

leaders, thus providing 

opportunities to exchange POV 

within the forum.

Discounted price for existing 

Mercer TRS Survey participants

APAC Retail Update / 

Trends Sharing

Quick Poll & HR 

Metrics

APAC Retail Industry 

Networking

Extra Discount with 

Other Retail Offerings





About Us

Established in 1997 in Hong Kong, ConnectedGroup is a regional executive recruitment and 
search consultancy with broad coverage across a range of functional and industry 

specialisms, each serviced by dedicated teams.  Our strategy is to continue to develop our 
offering as a 'big boutique' where we combine high levels of engagement and accountability 
with a comprehensive scope of delivery capability.

Our Expertise

Consumer & Retail ·  Manufacturing, Sourcing & Supply Chain·  Financial Services ·  Technology 

Sales, Marketing & Communications ·  Finance & Accounting ·  Human Resources ·  Legal ·  
Property and Real Estate ·  Technical & Engineering ·  Professional Support



Kimmie has been in the search industry for 

almost ten years and with ConnectedGroup 

since 2015 to head the Consumer & Retail 

practice.  She has progressed to additionally 

became the functional leader for Sales, 

Marketing and Communications across all key 

industry verticals.

Prior to which she held consulting positions 

within Mercer and PricewaterhouseCoopers, 

as well as in-house HRBP role with Burberry 

and British American Tobacco.  She has a 

Bachelor’s degree from the University of British 

Columbia.

She leads a team of consultants delivering 

services to clients across a wide range of 

industries.  She is passionate about providing a 

consultative level of service to her clients and 

meaningful career advice to her candidates.  

Kimmie is considered as a trusted advisor and 

business partner to many senior executives.

Kimmie Chan
Director 

Industry leader:  Consumer & Retail

Functional leader:  Sales, Marketing & Communications

Based in Hong Kong covering Global recruitment

Over 15,000 Linkedin followers

To connect, email kimmie.chan@connectedgroup.com

mailto:kimmie.chan@connectedgroup.com


Macro Impact on Talent Trend

Overall global economic situation remains weak, 
i.e. Brexit, Trade War, US President election, etc.

Uncertainty on how COVID-19 will evolve

Government’s Employment Scheme subsidy (ESS) 
ends in November

Hong Kong’s seasonally adjusted unemployment rate 
increased to 6.4% in Q3 2020 – the highest in close to 16 years

Source: Labour force statistics (i.e. provisional figures for July - September 2020) released on October 20 by the Census and Statistics Department

Social unrest from 2019



Trend in the Retail Industry

• Total retail sales in Sep 2020 decreased by 12.9%, compared with the same 

month in 2019

• First nine months of 2020 taken together, it was decreased by 28.7% 

compared with the same period in 2019

• Talent departed from Hong Kong during turbulent times created talent gap

• Retail business in China has rebounded significantly since Q3

• Most brands have clearer business objectives on how they will tackle the 

new norm, i.e. digitalization 

• Positive news on how Brands partner with marketplaces starting November

• APAC hubs split into sub-regional GC & SEA hubs

Source: 

• Monthly Survey of Retail Sales September 2020 Census and Statistics Department HKSAR

• Retail in Asia, articles in November 2020 

• Marketing Interactive, article on 12 November 2020

• Both Alibaba and Lazada’s Double-11 

Global Shopping Festival broke record

• Farfetch, Alibaba Group and 

Richemont partner to develop “Luxury 

New Retail”

• Shiseido and Shopee partner to boost J-

beauty in SEA

• Diageo partners with JD.com to enter 

the Chinese market



What’s in Demand?

Agility
Resilience

Critical thinking
Project management

Growth mindset

Influential marketing
Experiential marketing

AI and machine learning
Data analysis
Programming
Cybersecurity

Skillsets in Demand

App/ Web engineer
Software developer

Information security

IT

Performance/ growth marketing
CRM/ loyalty (domestic)

MARKETING

Strategy director
Digital transformation

Project manager

CONSULTING

Organisation development

E-community engagement

HR

eCommerce/ omni-channel Director
KOL/ Live streaming specialist

SALES

Jobs in Demand



Attract and Retain the Right Talent

WHAT

• Talent in Demand ≠ Available Candidates

• High unemployment rate vs. 80%+ job vacancies

WHERE

• Hiring without boundaries (through different channels and online platforms)

• Internationalised talent pool (remote team)

HOW
• Embrace existing and emerging technologies

• Offer competitive salary and financial incentives; they want stability

• Provide opportunities for growth

• Give them some privacy

• Walk the talk with corporate purpose and values

WHO

• Recruit talent with the Digital Agility (right mindset and skillset) 

• Millennial and Gen Z 

Source:

• hrbulletin, Human Resources Magazine Q3 2020

• Future of Work: How to attract GenZ to the Workplace, Flexible workspace news, Allwork.Space 27 Sep 2019 

• The Deloitte Global Millennial Survey 2020

• HR360, Millennials to Generation Z: How to Attract, Retain and Encourage the New-Age Workforce 10 Nov 2020



Thank you
For further information, please visit 
www.connectedgroup.com

My email
infohk@connectedgroup.com

http://www.connectedgroup.com/
mailto:kimmie.chan@connectedgroup.com
















mailto:Kimmie.Chan@connectedgroup.com
mailto:j.balsells@desigual.com
mailto:shirman.li@mercer.com
mailto:Karen.Tse@MercerMarshBenefits.com




49

References to Mercer shall be construed to include Mercer LLC and/or its associated companies.

© 2020 Mercer LLC. All rights reserved.

This contains confidential and proprietary information of Mercer and is intended for the exclusive use of the parties to whom it was provided by Mercer. Its content may not be modified, sold 

or otherwise provided, in whole or in part, to any other person or entity, without Mercer’s prior written permission. The findings, ratings and/or opinions expressed herein are the intellectual 

property of Mercer and are subject to change without notice. They are not intended to convey any guarantees as to the future performance of the investment products, asset classes or 

capital markets discussed.  Past performance does not guarantee future results. 

This does not contain investment advice or constitute individualized investment advice relating to your particular circumstances. No investment decision should be made based on this 

information without first obtaining appropriate professional advice and considering your circumstances.

Information contained herein has been obtained from a range of third party sources. While the information is believed to be reliable, Mercer has not sought to verify it independently. As 

such, Mercer makes no representations or warranties as to the accuracy of the information presented and takes no responsibility or liability (including for indirect, consequential or 

incidental damages), for any error, omission or inaccuracy in the data supplied by any third party.

This does not constitute an offer or a solicitation of an offer to buy or sell securities, commodities and/or any other financial instruments or products or constitute a solicitation on behalf of 

any of the investment managers, their affiliates, products or strategies the information of which may be contained herein. Such an offer may be made only by delivery of separate 

confidential offering documents to “professional investors” within the meaning of the Securities and Futures Ordinance (Cap 571, Laws of Hong Kong) (including professional investors as 

defined by the Securities and Futures (Professional Investors) Rules). The contents and information contained herein have not been reviewed nor endorsed by the Securities and Futures 

Commission and/or any other regulatory authorities in Hong Kong. 

The information contained herein may not adequately take into account the recipient’s particular investment objectives, financial situations, or needs. Prospective investors should consult 

their legal, tax and financial advisers as to the consequences of an investment. Any manager mix and portfolio structure which may be provided herein are for illustrative purposes only and 

subject to change. The inclusion of any investment herein does not represent a recommendation of that investment. All investments experience gain or loss. An investor may lose all or a 

substantial part of its investment in any private investment vehicle. There can be no assurance that the investment objectives of any fund managed by Mercer will be achieved.

For Mercer’s conflict of interest disclosures, contact your Mercer representative or see www.mercer.com/conflictsofinterest.

For the most recent approved ratings of an investment strategy, and a fuller explanation of their meanings, contact your Mercer representative.

Mercer’s universes are intended to provide collective samples of strategies that best allow for robust peer group comparisons over a chosen timeframe. Mercer does not assert that the 

peer groups are wholly representative of and applicable to all strategies available to investors.

http://www.mercer.com/conflictsofinterest

