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School of Continuing Studies

Servicing in Hospitality
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Course Introduction FRF2fE

This 2 days course is design to help bring the awareness of how service can impact an operation. Service excellence is
today’s basic needs in all businesses. If you are in a position that have customer contact and would like to learn new
techniques to exceed customers’ expectations, this course will help you to be more prepared and gain confidence in
handling customers.

Learning Objectives {2 H&
At the end of the workshop, participants will be able to:
- Effectively handle customer complaint
- Exercise empowerment benefit
- Gain confidence in managing difficult customers
- Understand the meaning of Spirit to Serve
- Able to train subordinates on improving customer service

Course Outline sRFE A4
- Rules of engagement
- Aggressive Hospitality
- What is Empowerment
- How to handle a Tough customer

- Who is in charge

- You are the Gate Keeper

- Happy ending

Target Audience ¥j52
Entry level Managers, Supervisors, Anyone interested in self-development.
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Instructor EEREE A
The extensive background of the instructor is in the hospitality industry. He was previously employed with Marriott

International for over 25 years where he earned multiple domestic and international leadership awards throughout his
career; he served as: General Manager, Director of Operations, Director of Food & Beverage, Director of Sales & Catering,
and as Restaurant Manager. He has worked in Barbados, West Indies; Toronto & Calgary, Canada; Riyadh, Saudi Arabia;
Athens, Greece; Amsterdam, Netherlands and throughout major cities and resort destinations within the United States.

In the area of culinary education, the instructor has been the Vice President and Managing Director of Le Cordon Bleu
North America, a Culinary Division of Career Education Corporation. He was also the President of Le Cordon Bleu College
of Culinary Arts in Atlanta and President in San Francisco. The instructor has accrued multiple leadership awards through

his career with Le Cordon Bleu.



Medium of Instruction PFEREES

English and Supplemented with Cantonese 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 FERHIEE  Alameda Dr. Carlos D Assumpcéo 335-341, Hotline Centre, 10/F, Macau
SEFTHT L FoR R4 55 335-341 SRIE XA rfr, 10 1

Course date & time _EzRHEHH
Class B. 2015 410 H 17 ~ 18 H Sat, Sun  10:00 - 16:00 Course code: 1504260213 Total hours: 10

Tuition Fee 3Rf2EFA MOP 1,250 Class Size WW4E42%E 25 people

If tuition fee is to be paid by cheque, please make payable to SCHOOL OF CONTINUING STUDIES MACAU UNIV. OF
SCIENCE AND TECHNOLOGY. #5PIS SEsAZES - JaHEE 5 L« MPIRECRE R S EE 2l -

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 #g Tel: 8796 1807 / 8796 1999 Email: scs@must.edu.mo
Website: http://www.must.edu.mo/scs-tw/course/diploma-certificate-programs/
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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