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HONG KONG TOTAL QUALITY FORUM 

Promoting quality initiatives among the Hong Kong
community through sharing of success stories
Is All About Experience
Dr. John Leung
Presentation in English
Tuesday, 7th December 2004, 6:30PM – 8:00PM
VENUE: 7/F, Faculty Studio, Room G7534, Green Zone, City University Academic Building, Tat Chee Avenue, Kowloon Tong
	Who: 
Dr. John Leung is currently the Director of the Executive MBA program, and an Associate Professor of Marketing at City University of Hong Kong.  He earned his MS and PhD in Industrial Engineering from the University of Wisconsin at Madison and his MS in Computer and Information Science at Georgia Institute of Technology.

Prior to joining City University, Dr. Leung served in various Fortune 500 companies, including American Express where he had responsibility for global reengineering and an optimisation project in credit authorization, and Eastman Kodak where he was responsible for developing and conducting corporate training programmes that focused on improving and controlling the quality of large-scale systems development. 

Dr. Leung has lectured and consulted on service and excellence to over 60 organisations including Hong Kong Bank, Standard Chartered Bank, Hang Seng Bank, Bank of China and Hong Kong International Terminal.  He is currently a columnist of Recruit Magazine in Hong Kong and contributes articles in the areas of quality management to China Entrepreneur Magazine in the PRC.




	What: 

How much more profit could you make if you had customers who couldn't imagine doing business with anyone but you? In your dreams? Tell that to Virgin Atlantic or Harley Davidson!
Service is simply a delivery process on transferring your products from the organization to your customer.  Optimising the service operation is the perfect foundation for building customer satisfaction.  Surfing the customers’ experience and emotions will be the cutting edge.  Consider how “Mamma Mia” brings the high tide to the audiences’ emotion through their encouraging ending with audiences’ participation.

Dr. Leung will share with us the “5 Philosophies” for building a great customer experience and for delighting your customers.




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.
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