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HONG KONG TOTAL QUALITY FORUM 

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

Professionalism in Customer Service
by Mr. William Chau
Presentation in Cantonese
Tuesday, 10th January 2006, 6:30PM – 8:00PM
VENUE: City University of Hong Kong 
6th Floor Purple Zone, Room P6300A, Academic Building 
Tat Chee Avenue, Kowloon Tong
	Who: 
Mr. William Chau, the Executive Director of B2A Management Consulting Ltd., is a seasoned consultant, facilitator and moderator noted for his insightful sharing, highly interactive and lively presentations.  His specialties include brand building, customer services, experience management, customer touch-point development, team building and motivation, experiential programmes, executive and field coaching.  

William has been providing consulting and training services for numerous firms and organizations in industries such as tele-communication, public services, legal, health & beauty, furniture, property management, insurance and food & beverage from both the public and private sectors.



	What: 

In the past few decades, Hong Kong has transformed from a small fishing village to an industrial colony; and from a regional manufacturing depot to a world-class financial centre. While the transition is still underway, one can easily recall the contributions made by the Hong Kong Government in supporting such developments, especially in vocational training and education. In the 1970 and 80s, numerous government departments and voluntary agencies worked hand in hand for promoting the position of manufacturing industries, thus consolidating the professional platform of the vocational sector.
However, the same development or focus in the service sector, especially in the the area of professional qualifications, was lagged behind. It has resulted, among other reasons, in the gap between the service users’ requirements and the service providers’ performance. Even worse is that some service providers strongly believe that they have already performed very well, while the users are convinced that they will never patronise such so-called good service. In view of the above expectation gap and the Hong Kong’s increasing economic reliance on service industries, the Speaker will highlight the rationale and ways to enhance the professionalism of this “economic pillar’ for Hong Kong.
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