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Course Introduction B /1

In the current competitive business environment, customers have certain expectations about service. The long term
survival of a company cannot simply rely on low prices, but rather on how customers feel about the value the
organisation brings. Customers must want to come back for more! Successful companies know how to build customer

relations to retain customers.

Service Excellence™ is a program designed specifically to help managers and management meet the challenge of
providing excellent service by setting up best practices in customer service through having effective service strategy,
processes, mindset, behaviours, and through building a service culture. Random and intermittent surveys on customer
satisfaction provide feedback on the service level, and this input forms the basis for continuous service improvement.
Staff development through training, coaching of supervisors and frontline staff to understand, improve and internalise

the service culture is key to performance via retention and growth.

Course OutlinegAd 5

Great Customer Service, Great Retention and Growth ==
B Customer Service, Value and Impact on Profitability

B Delighting Your Customers with Service Excellence™

Best Practices and Models for Managing Customer Service
What Customer Really Wants?
How to Create a Plan to Deliver Excellent Service _ ¢
Standards for Service: from Scorecard to Accountability
Servicing Soft Skills and Techniques AN =
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Customer Service Satisfaction

B Design Surveys
B Measure with Index
B Interpret Results
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Internalising Service Culture through Training and Coaching
B Getting the Best from Frontline Staff
B Building Pride through Service

Learning Objectives F¥25F I

At the end of the workshop, participants will be able to:

Recognize what customer really wants

Establish the relationship between customer service, retention and growth
Develop a systematic approach and a practical model for managing service
Establish best practices in providing excellent customer service

Measure customer satisfaction and interpreting the results

Determine service level and build service culture

Target Audience ¥}g4 Managers and Supervisors;

Instructor EFE/F Weelan HO [FE# |42
Principal and Director of PGA Consulting Limited
Director of Ascent Global Services Pty Ltd (Australia)
Accredited Myers-Briggs Facilitator
Certified Trainer



About Weelan Ho
Weelan graduated from the University of London with BSc (Econ), and a Master degree in Business Analysis with

the University of Lancaster in England. She has always worked internationally, bringing with her 20+years of
experience helping clients improve organisational productivity, efficiency, quality, service and bottom-line results
through consulting, training, coaching and organisation development

Weelan works closely with all levels of management as they are the pillars of the organisation. Her in-depth
knowledge of operations, processes, human performance, and behaviours makes her uniquely suitable to be a good
coach and effective facilitator.

Currently, as the Principal for PGA Consulting Limited, she works with a variety of clients including multinationals,
SMEs, family-owned enterprises (FOE) across Asia Pacific in multiple industries, as well as collaborating with
institutes such as the Hong Kong Management Association, in addition to conducting open training programs for
PGA Consulting Limited.

Weelan writes articles relating to leadership, change management, talent management, customer service, learning and
personal development that are published in T/Dialogue and E-news for the Hong Kong Institute of Accredited
Accounting Technicians (HKIAAT). She reads, writes and speaks a few languages including English, Cantonese,
Putonghua and the Malay Language in addition to speaking other Chinese dialects.

Medium of Instruction sz?;'s'?ﬁi—‘, English and Supplemented with Cantonese and Putonghua depending on the
needs, requirements and preference of the participants. Course material will be
in English unless specifically requested for customized in-house training.
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Venue l—%d*&%!‘ Alameda Dr. Carlos D Assumpcao 335-341, Hotline Centre, 10/F, Macau
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Course date & time 14
| 20 Feb, 2014 | Thurs  09:30 to 18:00 | (Total hrs: 7.5) |

Tuition Fee FFEHFYYE] MOP 2,200 Class Size &% €% 15 people
All fees are non-refundable and non-transferable. (The school has full right to withdraw any course anytime).
Therefore, student is advised to consider carefully about the course time and personal situations before application.
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Enquiries A5 Tel: 8796 1999 / 8796 1998 Email: scs@must.edu.mo

Website: http://www.must.edu.mo/scs-tw/admission/diploma-certificate-programs/news

The School of Continuing Studies develops life-long learning opportunities. Should you wish to receive information on our
programs / courses, please send us an email (to scs@must.edu.mo) stating your email address in your email and “Join the
mailing list” in the Subject line.
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We also offer in-house training for corporations/Government Departments/schools, tailor-made with respect to your
choices of topics, time, place, and group of attendees. Please contact us for more information.
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