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HONG KONG TOTAL QUALITY FORUM 

promoting quality initiatives among the Hong Kong
community through sharing of success stories
Observing through your Customer’s Eyes by 
Mystery Shoppers 

 Presentation in Chinese

Tuesday, 2nd March 2004, 6:30PM - 8:00PM
VENUE:  14/F, Room A&B, PCCW Tower, 979 King's Road, Quarry Bay
(5 mins walk from the Quarry MTR Station)

	Who:
Ms Cecilia Lam is the Director of Mystery Customer Services, a company that specializes in developing tailor-made mystery shoppers program to help companies identify key service attributes and competencies.  Before establishing her own business, Cecilia has worked in sales, services and marketing areas for more than 10 years serving different service industries such as hotel, travel and medical services.

Ms Sujina Lam has worked in the service quality field for financial institutions and as a TQM business consultant for over 10 years.  Sujina is the Section Head, Service Tracking of one of the best financial institutes in Hong Kong.  She has successfully facilitated the organization to achieve tremendous service awards through the establishment of an effective service tracking system and service standards.
Both Cecilia and Sujina are Steering Committee Members of this Forum. 




	What: 

One of the success factors for achieving outstanding service quality is that the organisation knows why customers do or do not return as repeat clients, as well as the variables that affect customer satisfaction and employee performance.  We are pleased to have 2 speakers this month to share with us how a mystery shoppers program can facilitate an organisation to uncover the clues.

Cecilia will introduce to us what Mystery Shopping is and how this tool can help organisations achieve their service goals.

Sujina will share some practical experience in using Mystery Shopping as an effective service-tracking tool on measuring qualitatively the “moment of truth”.  In addition, she will also introduce the key milestones in setting up a mystery shopping program.



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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