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Remarks:

1. Due to limited seats available, QTS Secretariat does not guarantee all enrolled members can
participate in the sessions. QTS Secretariat reserves full right in registration arrangement.

2. Only the registrations for the Seminars received on or before 4 August 2014 will be processed.
Registration is on a first-come-first-served basis.

3. Successful Registration: A confirmation letter/ email for entrance will be sent to your contact person.

4. QTS Secretariat reserves all rights of changes to speakers.

5. Personal data provided will be used for enrollment purpose only and will not be retained after this
programme.

6. Adverse Weather Arrangements:

Morning Session: If Typhoon Signal No. 8 or above/ the Black Rainstorm Warning Signal is still
hoisted at or after 7am on the date of the seminar, Morning Session of the seminar will be cancelled.
Arrangements for the seminar will be notified at a later stage.

Afternoon Session: If Typhoon Signal No. 8 or above/ the Black Rainstorm Warning Signal is still
hoisted at or after 11am on the date of the seminar, Afternoon Session of the seminar will be cancelled.
Arrangements for the seminar will be notified at a later stage.
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American Express presents: “Quality Services” Training Series
Seminar 1 — “Turning Difficult Customers into Loyal Customers”

Organiser: American Express International, Inc.

Supporting Organisations: Hong Kong Tourism Board and Quality Tourism Services Association

Date 12 August 2014 (Tuesday)

Time 9:30 am — 12:30 pm (Registration starts at 9:15 am)

Venue Theatre 2, Hong Kong Convention and Exhibition Centre

Training Mr Daniel Kong

Consultant Corporate Consultant & Training Strategist, Inno:vision Management Consulting Limited.
Language Cantonese

Content  Different Strokes for Different Folks! Different Customer Types and Personalities,
Highlights Especially the “Difficult” and “Spicy” Customers that require Different Classifications

and Effective Handling Skills?

* What are “Difficult” Customers? How to Decode the Latest Customer Complaints and
Consumption Habits in the Internet Age, so that Effective “Spicy” Complaint Handling
Approaches can be applied?

* How to Cool Down Personal Temper, Control Emotional Ups and Downs, Stay Calm
and Collected in order to Handle Unfriendly or Challenging, Explosive “Difficult”
Customers?

* How to Reduce Unnecessary Media Complaints filed by Customers through Handling
Customer Dissatisfaction Tactfully in order to Strengthen Positive Service Experience to
Avoid Offending and Losing Many Valuable Customers?

* How to Turn “Difficult” Customers into “Long term Fans”, especially those Loyal
Customers through Appropriate Customer Service Recovery?

* How to Observe “Difficult” Customers through their Micro-expressions, Recognize the
Unique “Spicy” Characteristics of Customers, so that these can be Tackled and Reduced
in order to Gain more Businesses for the Companies?

Company Name:

ENROLLMENT FORM (Fax to 3007 1466)
Deadline: 4 August 2014 (Monday)

Name of Contact Person: Position:
Tel. No: Fax No*:
Email™*:

Postal Address*:

* Must be provided for written confirmation.

QTS Merchant Participation Fee

2 free seats
HK$200 per each additional seat

Participants’ Details (Please submit the details in separate sheet should more than 4 seats are required.)

1). Name: 2). Name:
Job Title: Job Title:

3). Name: 4). Name:
Job Title: Job Title:
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American Express presents: “Quality Services” Training Series
Seminar 2 — “The Keys to All-Win: Brand Values and Customer Bonding”

Organiser: American Express International, Inc.
Supporting Organisations: Hong Kong Tourism Board and Quality Tourism Services Association

Date 12 August 2014 (Tuesday)

Time 2:30 pm — 5:30 pm (Registration starts at 2:15 pm)
Venue Theatre 2, Hong Kong Convention and Exhibition Centre
Training Dr Jackia Lee

Consultant Managing Director, Holistic Consultants Ltd.

Language Cantonese

Content 1. Differences between Brand and Brand Values
Highlights

2. The formation of Brand Values
I. Quality services and products of Brand Values
ii. Total image of Brand Values
iii. After sales services of Brand Values

3. The powerful Customer Bonding in this new Era
I. What is Customer Bonding?
ii. The difference between CRM and Customer Bonding
il The successful proven record of creative Customer Bonding

4. The application of Customer Bonding in an Innovative Way
I. Winning customers with six elements
ii. 3 Steps to emotional bond your customers
iii. iii. All-win Situations of Customer Bonding

ENROLLMENT FORM (Fax to 3007 1466)
Deadline: 4 August 2014 (Monday)

Company Name:

Name of Contact Person: Position:
Tel. No: Fax No*:
Email™*:

Postal Address*:
* Must be provided for written confirmation.

2 free seats
HK$200 per each additional seat

QTS Merchant Participation Fee

Participants’ Details (Please submit the details in separate sheet should more than 4 seats are required.)

1). Name: 2). Name:
Job Title: Job Title:

3). Name: 4). Name:
Job Title: Job Title:
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American Express presents: “Quality Services” Training Series
Seminar 3 — “Nurture Next Generation to Lead”

Organiser: American Express International, Inc.
Supporting Organisations: Hong Kong Tourism Board and Quality Tourism Services Association

Date 14 October 2014 (Tuesday)

Time 9:30 am — 12:30 pm (Registration starts at 9:15 am)

Venue Conference Hall, 4/F, Hong Kong Productivity Council Building, 78 Tat Chee Ave.,
Kowloon Tong

Training Dr Michael Kwong

Consultant Dew-Point International Limited.

Language Cantonese

Content 1. Understanding the making of the new generation

Highlights * Pros and Cons of harmonizing staff of different generations

* Learn about expectations of “Generation Y’
2. Characteristics of the new generation of staff and how they are different
* Common problems and challenges of working with the new generation of staff and
leverage the strength of the next generation.
* SERVE principle of harmonizing relationship amongst different generations
* Ways of motivating and nurturing next generation to lead
3. Communicate and coach the new generation of staff
* 5Cs model in communicating with the new generation of staff
* Leveraging the power of asking questions to listen to the new generation of staff
» Set goals and discuss future directions with the new generation of staff
» Create a corporate culture that the next generation can participate and engage

ENROLLMENT FORM (Fax to 3007 1466)
Deadline: 4 August 2014 (Monday)

Company Name:

Name of Contact Person: Position:
Tel. No : Fax No*:
Email*:

Postal Address*:
* Must be provided for written confirmation.

2 free seats
HK$200 per each additional seat

QTS Merchant Participation Fee

Participants’ Details (Please submit the details in separate sheet should more than 4 seats are required.)

1). Name: 2). Name:
Job Title: Job Title:

3). Name: 4). Name:
Job Title: Job Title:




