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Is Customer always right? Nowadays, front-line staff and supervisors play a key role in customer service but
relatively they are very exhausting. In fact, customer service is two-way, which means mutual understanding
is much more important. “Wow...Service Series” training program aims to enhance employee’s technique in
communication with customers, effective selling and service to achieve company's business objectives.
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This course aims to let participants rediscover customer service through classroom learning, discussion,

experience sharing, simulation exercises, case studies and role-playing, for leading a change to their inherent
mentality and accept the “Two-Way Customer Service” concept for a win-win situation.

1% IETS After sales service

¥ Target Audience
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SMEs frontline officers and employees of customer service or any
person who are interested

SRfE A4 Course Outlines

® RN EEAI{T R Understanding customer behavior :
® ifiF N EIBFLAYIRS Removal of dilemma in selling process

® FAB SHEFAYER Applications of FAB Model
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The instructor is a seasoned trainer and Certified DISC Consultant specializing in effective communication,
selling and customer service skills training. With over 9 years of experience in the insurance industry, she

has won the Professional Life Insurance Service Award in Hong Kong through public voting by clients as
recognition and appreciation to her excellent service. Besides, she possesses strong interpersonal skills and



expertise in offering deep insights and solutions fit for clients, especially in positive attitude and customer
service.

In the customer service category, the instructor is observant and willing to listen to customers for their real
needs. Using behavioral styles theory as core and her practical experience, she is able to provide customers
with tailor-made training services.
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0204, 2/F Block O, Macau University of Science and Technology, Avenida Wai Long, Taipa, Macau
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Macau University of Science and Technology, Avenida Wai Long, Taipa, Macau (Classroom number will be
notified after the course is confirmed to commence.)

R HEH Class Date and Time P7aRzE= Medium of Instruction &5 =% Cantonese
Bl s Corporate in-house training is welcome gapt B 9 Ni% Total 9 hours
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For those who enroll for our courses for the first time, please go to https://coes-stud.scs.must.edu.mo/oasc/Personallnfo.do or
scan the QR Code below, choose the category of <Business & Management> , and input personal information (no need to
upload ID copy). After registration online successfully, please come to our school to make payment. You should bring along
with your ID card and copy.
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Tuition fee and materials fee (if any) should be paid by cash or by cheque/Cashier Order (Please make payable to“SCHOOL
OF CONTINUING STUDIES MACAU UNIV. OF SCIENCE AND TECHNOLOGY?”). Cash is accepted for payment of not
more than MOP5,000.
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All payment made is not refundable (except that the course is cancelled by the School) or transferable.
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The School reserves the right to cancel or postpone the courses if minimum class size is not reached.

&E=H) Enquiries Tel: 8796 1998 Email: scs@must.edu.mo

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



