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VENUE: Room CY-316, Cheng Yick Chi Building, City University of Hong Kong

Kowloon Tong, Hong Kong
	Who: 

Dr. Oliver Hon-ming Yau is Chair Professor of Marketing and Director of the Unit for Chinese Management Development, Department of Marketing at the City University of Hong Kong (CityU).  He holds a BBA degree with honours and an MBA degree from the Chinese University of Hong Kong, an International Teacher’s Certificate from CESA (now HEC), France, and a Ph.D. in Marketing from the Management Centre, Bradford University, England.

He was appointed visiting and consulting professor by several major universities in Mainland China, Australia, Taiwan and England.  Over the past thirty years of teaching and research, he has published over 180 articles in international journals and conferences, and has written more than 30 books in both Chinese and English.

Dr. Yau is now a member of editorial boards for more than ten international journals.  He was made Honorary President of the Hong Kong Institute of Marketing, President of the Academy of Chinese Management and Vice-president of the Asian Knowledge Management Association.




	What: 

From retail buying to telephone orders, from marketing communications to online shopping, every customer touch-point offers companies opportunities to maximize the customer experience and establish a bond that will never be broken.   Numerous researches have demonstrated that customer experience management can be formulated to work in any organization to spur growth, increase revenues, and transform the image of the company and its brands.  However, the next question is how to manage the customer experience.

In this presentation, Prof. Yau will share with us real life examples on the moment of truth, illustrating what are the unsound experience requirements that consumers expect from their service providers.  He also will share with us his insights on critical attributes and approaches to connect the customer with excellent experiences.
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