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HONG KONG TOTAL QUALITY FORUM 

Promoting quality initiatives among the Hong Kong
community through sharing of success stories
Empowered Customer Service: 
Going beyond service standards compliance

Presentation in English
Tuesday, 4th July 2006, 6:30PM – 8:00PM
VENUE: Room 1007, 1/F., HKPC Building, 78 Tat Chee Avenue,
Kowloon Tong, Kowloon (nearest MTR station is Kowloon Tong, Exit C)
	Who: 

Mr. Roy Fung, the Chief Executive of Level 4 Performance Consulting Limited, has been working in people development and service quality areas for many years.  He was previously the Country Manager of Wilson Learning China Limited, Human Resources Development Director of the American Express International Inc. of Japan, Asia Pacific and Australia regions; and Senior Quality Assurance Manager and Training Manager of Hang Seng Bank.
Roy is a veteran of Sales and Services Management and skills development.  He has successfully assisted many companies build up their strategic functions in talent development and service management.
Mr. Fung is actively involved in community service as well.  He is an Executive Council Member of the Hong Kong Institute of Human Resources Management (IHRM), co-chairing the IT committee.  He is also Panel Assessor for the Civil Service Customer Service Award Scheme in 2002 and 2004, Member of "Advisory Committee for Graduate Employment" for the City University of Hong Kong, and Member of the Advisory Board, the Asian Registered Trainers Society.



	What: 


Cultivating a customer service culture within an organisation is really an art.  It is not as simple as complying with all defined service standards or developing a service training program.  The real challenge for most service companies is how to appreciate their staff who service customers wholeheartedly through delivering the experience with enthusiasm in every single touch.
In this presentation, Mr. Fung will share with us the key factors for driving changes in staff behaviours; and for embedding enthusiasm in their every moment of truth.  He will also share with us his experience of developing a successful service culture 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.
Venue Sponsor: Hong Kong Productivity Council
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