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Diploma in Quality Customer Service and Self Management 
 
Nature & Objectives: 
The quality of customer service is a crucial element that determines whether an enterprise can survive in 
today’s highly competitive market. Excellent customer service not only strengthens customers’ loyalty towards 
an enterprise but also attracts new customers.  Customer service has often been deemed the responsibility of 
customer service staff and marketing personnel only. In fact, a company is represented by all of its staff 
members. Every employee should provide customer-oriented service and support to both their customers and 
colleagues, thereby fostering and reinforcing a corporate culture of quality service. 
 
Who Should Attend: 
This course will give an all-round exploration of the strategies of customer service. Participants will learn how 
to build a customer-oriented culture and improve their communication skills. Primarily designed for front-line 
staff, trainers and supervisors in the field of customer service, this course will also prove valuable for those 
who wish to have an in-depth understanding of customer service and achieve effective communications. 
 
Date: 9th August 2010 – 20th December 2010  
 
Time:  Mondays, 6:45pm – 9:45pm 
 
No. of Sessions:  60 hours of lectures spreading over 20 sessions of 3 hours each. 
 
Fee:  HK$5,800 per participant (paid by 5 installments) :  
 1st installment to be paid before the course commenced  $1,160 
 2nd installment to be paid from 9 Aug 10 to 16 Aug 10  $1,160 
 3rd installment to be paid from 6 Sep 10 to 13 Sep 10  $1,160 
 4th installment to be paid from 4 Oct 10 to 11 Oct 10  $1,160 
 5th installment to be paid from 1 Nov 10 to 8 Nov 10  $1,160 
 
Speaker:   
The speaker is a seasoned human resource professional with more than ten years’ experience in training and 
management development.  She worked in various financial institutes, monitored service quality and participated 
in process improvement, and was responsible for sales and service training.  Her specialist areas include the 
design and delivery of training courses in customer service excellence, supervisory skills, process improvement 
and communication skills.  She is also a licensed practitioner of the following instruments:  
Neuro Linguistic Programming (NLP), Myers-Briggs Type Indicator (MBTI) and Disc. 
 
Other Speaker : Guest speaker of HKPC will also be invited to lead relevant session. 
 
Medium of Instruction:  Cantonese with English terminology and Chinese handouts  
 
Methods of Instruction:  Lecturing, Skills Practice, Discussion, Video Playing, Case Analysis and Role Play 
 
Entry Requirement: 
Participants who enrolled for this course should have 5 passes in HKCE Examination, OR, be 18 years old or 
above with two years’ working experience at least. 
 
Award of Certificate: 
Participants who have satisfactorily completed a group project, relevant assignment and have attended at least 
80% of the classroom sessions will be awarded the “Diploma in Quality Customer Service and Self 
Management". 
 
Application: 
To enrol, please send us the following: 
a. Completed enrolment form; 
b. Copies of documents showing relevant academic qualifications and/or working experience; and 
c. The appropriate fee 
Mailing Address: Ms Angie Lee, Productivity Training Institute, Hong Kong Productivity Council, 3/F HKPC 
Building, 78 Tat Chee Avenue, Yau Yat Chuen, Kowloon. 
(All cheques should be crossed and made payable to the Hong Kong Productivity Council) 
 
Application Deadline: 2nd Aug 2010 (Due to limited vacancies, admission will be accepted on a first-come-first 
served basis.) 



 
Table of Contents: 

 
Module 1:  

Winning the Heart of 
Customer 

Module 2: Building and 
Maintaining an Empowered 

Workforce 

Module 3: 
Self Management 

1. Strategic Focus of Service 
Excellence 
1.1 Definition, importance 

and key elements of 
excellent customer 
service 

1.2 Three service principles 
1.3 Four winning steps to 
 create customer-
 oriented services 
1.4 Maintaining customers’ 
  loyalty 
1.5 Professional selling  
  techniques 

  
2. Setting Service Standard 

2.1 Analysis of the service 
   elements 
2.2 Establishment of service 
   standards 
2.3 Effective
 Implementation  
2.4 Benefits of service level 
 

3. Professional Telephone 
Service Skills 
3.1 Professional telephone 

handling attitude and 
skills 

3.2 Art of Communication  
3.3 Skills for handling 

“trouble” callers 
 
4. Handling Customers’ 

Complaints 
4.1 Four types of customer’s 

characters 
4.2 Reasons why customers 

get upset and become 
difficult to handle 

4.3 Steps in handling 
complaints 

4.4 Reasons why we feel 
pressure to handle  angry 
customers 

4.5 Process of remedies 

1. Recruiting Customer-
oriented Staff 
1.1 Key competency of  
  customer-oriented staff 
1.2 Elements of a  
  successful interview 
1.3 Interview techniques 
1.4 Common errors in  
  interviews 
 

2. Building an Empowered 
Team 
2.1 Identifying internal 
 customers 
2.2 Key Elements of 
 effective teams 
2.3 Setting up an effective 
 communication system 

 
3. New Leadership Paradigm 

3.1 Identifying employees’  
 performance problems 
3.2 The importance of 
 coaching 
3.3 Coaching steps for 
 performance 
 improvement 
3.4 Techniques for 
 motivation 

 
4. Professional Selling 

4.1 Barriers & solutions to 
 selling 
4.2 The power of 
 professional selling 
4.3 Understand four styles 
 of customers 

 
 

1. Communication Techniques 
1.1 Identifying your 
 communication style 
1.2 Four types of 
 communication styles 
1.3 Building effective 
 communication model 

 
2. Professional Presentation 

 2.1 Speaking with self-  
  confidence 
 2.2 Qualities of a good  
  presenter 
 2.3 Know your audience 
 2.4 Dealing with difficult 
  people 

 
3. Enhance your time 

management techniques 
 3.1 Result-oriented  
   management model 
 3.2  Understand your style 
 3.3 Tactics in time  
   management 
 3.4 Golden rules     
 3.5 Tips to better use of time 
 3.6 Link with your life goal 
 
4.  Stress Management 

4.1 Service Empathy 
4.2 Know your emotion 
4.3 Manage your negative 
  emotion 
4.4 Ten thinking traps 

 
 

 

Venue: 
1/F., Hong Kong Productivity Council, HKPC Building, 78 Tat Chee Avenue, Yau Yat Chuen, Kowloon. 

 
Enquiries:  Please call 2788 5028 (Ms. Angie Lee)   E-mail: angielee@hkpc.org 
 
Course Organiser:  Ms. Peggy Fung (Tel: 2788 5024) E-mail: peggyfung@hkpc.org 
 
Fax: 2788 5011 Website:  http://www.hktrainingonline.com 
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Chinese Name (Mr./Miss/Mrs./Ms*) ��� �  
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Name in English ��� �  

��� �                                                    ��� �  
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    Secondary School 
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     Diploma to Associate Degree 

��� �  ��������  
    Degree 
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    Postgraduate 

-./01-./01-./01-./01 ��� �  
Office Telephone ��� �  

 23232323 01010101 ��� �  
Mobile No. ��� �  

 4501450145014501 ��� �  
Home Telephone ��� �  

 

0678067806780678 ��� �  
E-mail Address ��� �  

 9:9:9:9: ��� �  
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 ��� �  ?@A?@A?@A?@A Credit 
  

 ?@A�B?@A�B?@A�B?@A�B ��� �  - - -  ��� �  VISA   ��� � MASTER CDEFCDEFCDEFCDEF ��� �  GGGG   HHHH  
  
  �IJK?@ALMNOPQ�IJK?@ALMNOPQ�IJK?@ALMNOPQ�IJK?@ALMNOPQ  $   RAK��RAK��RAK��RAK�� ��� �   
 
 S�S�S�S� ��� �   EFEFEFEF ��� �   
 
 ��� �  TU�BTU�BTU�BTU�B  Cheque No. ��� �                   VVVV ( ��������  Company / WKWKWKWK  Private*) ####  

(TUTUTUTU ��� �XYXYXYXY VVVVZ[Z[Z[Z[ K\K\K\K\ ]]] ]^P�_`abc^P�_`abc^P�_`abc^P�_`abc dddd#### The cheque has to be crossed and made payable to th e “Hong Kong 
Productivity Council.”) 

 

Is The programme fee sponsored by your employer?                                            
��������	 
                                     ��� �   YES eeee      ��� �   NO fff f  
 

*Please delete whichever inappropriate / ��
����  
��������  Declaration ��� �  
 

��������	
��
������� ������������ �  
I declare that all information provided in this enrolment form and the attached documents are, to the best of my 
knowledge, accurate and complete. 
 
��� !��"#$%& ���'()&*�+, �  
I consent that if admitted, I will comply with all the Rules and Regulations stipulated by the Institute. 
 
��-./��	�012� �3�4�5 6012� 789 �:�*;< => �?@ABCDE F� G�H �  
I have read and understood the “Important Note” in this enrolment form is subject to revisions in the course pamphlets and 
the latest updates in the Institute’s website. 
 
 
 
������������ ��������  
Applicant’s Signature ��� �  

  

 
 
 � � � �  
Date ��� �  

 

������������  Enrolment Form  



 

                

 
 
���!���!���!���!  
 
������ ������������ �� !"#$%&'
()'* +  
 
&,-. /01234 7856789: ;: <=678>?@6
78ABCD EFGHIJ  (�KLMNOP�Q ���R  S
5 + ) 
 
 
 
"#$%"#$%"#$%"#$% : 
 
1. ��� (T�UVW )XY��C�KZ�[\]^* !_`�

�ab +  
2. W@cdefghi (jk )lm !n�hiopTK��qr

s!$tuTvW@fghiwx�yz{ +  
3. W@|}~��%L�• �€•‚$ƒ„^*C� +C�J…

%W@†V(‡nb !ƒ„J�ˆd +  
4. ‰ŠW@K��Z‹[ �g�g�g�g 5 hijEhijEhijEhijE JŒ~��•NŽ••

C!_`c^C�‘�•’ +~��~�•’C��^*“”
�•–—˜ +  

5. ~��T™�šg›œ•WgžŸ�� ! ‚¡Y¢W@�
£+  

6. <=678>?@¤ ¥¦y§¨©u %y§ª«¬­y§®
C~��¯° +~��^±C�² !³Y´µ®C�¶n·
�!•~�(T¸¢¹º +  

7. <=678>?@¤¥¦y§¨©u»¼��½¾ �¿�-
À�ÁÂ ÃÄ�¯° +  

8. ÅÆ ÇÈÉÊ /Ë�ÌÃÄÍ¦ÎÏ (09:00-13:00)�uÐ
(14:00-17:00)$ÑÄ (6:30-10:00)!Ò¦uÓ¨©uÔÕ / (\ )
Ö5$%ÏÅÆ×5$ÇØÙÈÉÊ×5¦ÎÏ 6:00� 11:00 
$uÐ 4:00 ³ÚÛÜ Ý$ (• )<=Þ�ß¦ÎÏ 6:00� 11:00
$uÐ 4:00 $3² !àáÒÛÜÖ5$% ÏÅÆ×5$ÇØ
ÙÈÉÊ×5 +W@ ÒâÎŽ•Cãä��ÁÂ ÃÄ +  

 
 

Enrolment Procedure ��� �  
 

Please complete and send the enrolment form with required 
documents and fee to the Institute in person / by mail. 
 
Mailing Address: Ms Angie Lee, Productivity Training Institute, 
Hong Kong Productivity Council, 3/F, HKPC Building, 78 Tat 
Chee Avenue, Kowloon. (Please mark the programme title and 
programme code on the envelope.) 
  
IMPORTANT NOTE: 
 
1. Course fee must be accompanied with this form (or 

photocopy) before course commence, otherwise enrolment 
would be rejected. 

2. HKPC has adopted a Personal Data (Privacy) Policy.  
Information about the policy is available at HKPC enrolment 
counters for collection.  You may also contact our Personal 
Data Controlling Officer for further details. 

3. Applicants are encouraged to pay by credit cards, EPS or 
cheques, if possible.  Amount received will be imprinted.  
Cheques are subject to bank clearance. 

4. Enrolment fee is not refundable unless HKPC is notified in 
writing of your withdrawal at least 5 working days  before the 
course commences.  A handling charge of HK$200 will also 
be levied. 

5. An applicant may, subject to approval from HKPC, nominate 
a person to attend the course on his/her behalf. 

6. HKPC reserves the right to reject any application in any 
circumstances and for whatever reasons.  Payment of fees 
should only be construed as conditional acceptance of 
application. 

7. HKPC reserves the right to change the contents, venue and / 
or time as necessary. 

8. Classes in the morning, afternoon or evening will be 
cancelled if typhoon signal No. 8 or above OR black 
rainstorm warning is still hoisted after (or is announced by 
the Hong Kong Observatory to be hoisted at/after) 6:00 a.m., 
11:00 a.m. and 4:00 p.m. respectively.  Participants will be 
notified when the class will be made up as soon as possible. 

 

 

 

 

 
 
 


