[image: image1.png]HFRBYTNLE



HONG KONG TOTAL QUALITY FORUM 

Promoting quality initiatives among the Hong Kong
community through sharing of success stories

Customer Focus through “Relationshipping”
by Mr. Alfred Cheung and Mr. William Chau
Presentation in Cantonese
Tuesday, 12th April 2005, 6:30PM – 8:15PM
VENUE: Jordan Room, Eaton Hotel, Nathan Road, Jordan, Kowloon 
(nearest MTR is Jordan)
	Who: 
Mr. Alfred Cheung Kin-Ting, a renowned film director, is the Chief Executive Director of Cousin-Café (表哥茶餐廳).  He has successfully applied his stage experiences in his corporate life and transformed his café into a well-known chain.

Mr. William Chau, the Executive Director of B2A Management Consulting Ltd., is a trainer, facilitator and moderator noted for his highly interactive and lively presentations.  His specialties include customer services, team development and motivation, experiential programmes, and field coaching.  William has facilitated numerous seminars; the recent ones include the CLP Power Annual Customer Conference and International Pharmacists Conference 2004.
Alfred and William have been collaborating in a consulting and training project for a local government department utilizing theatrical experience to enhance the service experience for citizens.




	What: 

Academic researchers and practitioners have claimed that delightful experiences will be one of the key attributes to drive customer loyalty and enhance customer relationships.  However, most corporations still have questions about how to implement this type of approach and philosophy and how this approach can be benchmarked against other successful corporations’ “magical” approach.
In February’s special forum, our two guest speakers shared with us their experiences of translating the stage concepts into service concepts and how one can apply stage experiences into actual service management.   In order to have us understand the details of the threshold of customer experience, William and Alfred have kindly agreed to share with us again on why and how to build and nurture effective relationships with our customers, and how to lead our staff members in this direction through drama-based training.



To reserve your space free of charge, please reply to mailto:hktqf@yahoo.com with your name, title and company.  For more details of who we are and what we do, please visit our website at http://www.geocities.com/hktqf.

Venue Sponsor: Eaton Hotel Hong Kong.
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