Advanced Certificate in Service Quality and
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“After our RQM programs run successfully in the last few years, HKQMA is now developing a new training course for
service quality professionals. This program equips participants with both theories and practical knowledge in service

industry.”
Dr. Mark Chan, Chairman of HKQMA

“We are now in the service era. Providing quality service is a must for organizations to survive and growth. | have no
hesitation to recommend this program to service operators gaining the up-dated knowledge and skills in service quality.”

Dr. Y. K. Chan, Chairman of Six Sigma Institute



Day 1

Unit A

® |ntroduction to Quality

e Definitions of service quality
® Importance of quality of service to organizations
e Strategic Quality Planning
Unit B

e  SWOT Analysis

e TOC, Benchmarking

e External Environment

Day 2

Unit A

e The 8 principles of ISO9001

e Complaint Handling 1ISO10002
e Malcolm Baldrige Criteria
Unit B

e Recruiting and training of personnel to delivery
excellent service

e |eadership-the art of empowerment

Day 3 Day 7

Unit A

® Service strategies

e Service Encounter Triad

e Service Standards

e Organizational Culture (VMV) in providing excellent
services

Unit B

® Process analysis and improvement

e Service Blue-print, BPR

e Dimensions of Service Quality;

Day 4 Activities

Unit A

e Tools for providing quality service
e SERVQUAL model; Poka-Yoke

e (Case: WIT/QCC

Unit B

® |nnovation in service development
® Managing capacity and demands

® Managing queues

CONTENTS

T 3

Day 5
Unit A
® Mysteries customers survey

Unit B

e Service failure and recovery

® Failure Modes and Effects Analysis (FMEA)
e QFD

e Balance score cards

Day 6

Unit A

e |ean Concepts
® Lean service

Unit B
® McKinsey’s 4 Integrated Disciplines in Lean Management
e Technology and IT implications to Service Quality

Unit A

e Measurement of Service Performance
e Customer Service Index

e (Case study

Unit B

e Change management

® Resource management

® Value chain Analysis

® Internal marketing

e Course Review

® Project Presentation
e Company Visit
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PERSONAL DATA COLLECTION STATEMENT fiE A\ & ¥ e 42 5 B

The personal data provided on this form is used by HKQMA for purposes related to the processing of enrollment and course
administration. Under the provisions of the Personal Data (Privacy) Ordinance, applicants have rights to request access to and
make correction of their personal data.
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IMPORTANT NOTE EZ i 411

1. Receipt of this application form by HKQMA constitutes an official booking. Payment of fees must be received before the
deadline of payment.
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2. HKQMA 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.
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3. Refund Policy of course fees paid: After course enrollment and with notice of more than 1 week prior courses starts - refund
80% - Notice less than 1 week before courses starts - refund 70% - Once course has begun - NO REFUND.
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4. HKQMA reserves the right to revise the subject without prior notice. Please see our website for the latest changes.
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[J | object to the proposed use of my personal data including, without limitation, name, age, gender, phone number, fax number,
job title, academic and professional qualification, correspondence address and email address (“Personal Data”) for the purpose
of sending me information relating to HKQMA's latest developments, job matching support services, training courses and related
events, and other marketing activities as may be organized by HKQMA.
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DECLARATION % B

1. | declare that all information provided in this application and the attached documents are, to the best of my knowledge,
accurate and complete.
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2. | consent that if admitted, | will comply with all the Rules and Regulations stipulated by the Hong Kong Quality Management
Association.
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3. | have read the IMPORTANT NOTE in this application form and understood that the details of enrolment are subject to
revisions in the course pamphlets and the latest changes in SSI/HKQMA website.
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4. | understand that Personal Data collected will be used for processing application for admission, registration, academic,
administrative, research and statistical purposes and will also be used for marketing purposes, specifically for the purpose of
sending you information relating to HKQMA's latest developments, job matching support services, events and training courses.
Personal Data will be treated in strict confidence. Unless otherwise agreed by me, Personal Data will not be transferred to any
third parties.
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Applicant’s Signature Date
H AN X 4 H #




Method of payment £ & /5% :
'] Cheque 3252 / [1 ATM H EjiE & 1%

1. Please complete and return this form together with a crossed cheque payable to Hong Kong Quality
Management Association. Please send the payment to Room 130, 1/F., Liven House, 61-63 King Yip Street,
Kwun Tong, Kowloon”.

L2 [ P A T [ S SR TR 2 4 s o T PR TR - JUHE I AR SE AT 61-63 SRAAE R 14 130
=, AR TARE %5 “Hong Kong Quality Management Association”.

2. If using payment transfer, please return the bank-in slip to us by fax (852) 2581 2212 or by Email to
enquiry @hkgma.org

s B B B SR Ik 5 4 B, R B B B B AN E IR A L 2 ¢ (852) 2581 2212 B H T
% enquiry@hkgma.org

.y The Hongkong and Shanghai Banking Corporation Limited (HSBC)
Bank Name it 17 Bl LA R A
Account Number 1 5: 019-147404-001
Account Name M 4 F: Hong Kong Quality Management Association

FOR OFFICE USE ONLY

[0 Admitted
[J Waiting List
1 Reject, Reson:

Payment Received: HK$ Cheque No /Cash Receipt Number

Approval by HKQMA

Signature:

Date:

Advanced Certificate in Service Quality & Registered Service Quality Manager_Sept/2015



