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MEMORANDUM TO:

SUBJECT:

10/F., First Commercial Building, 33-35 Leighton Road, Causeway Bay, Hong Kong.
Tel:

Fax: 2866 8380 Website:

www.hkrma.org
10 January, 2014

Members of the Hong Kong Retail Management
Association and Fellow Retailers

Training Series: Retail Workshops (Feb to Mar 2014)
UPDATED

The Association is pleased to offer the following workshops conducted by seasoned
training professionals who have many years of training and consultancy experience.
All workshops will be enrolled on first-come-first-served basis, act now to secure your

seat!

(A) New Training of 4321 Service Experience

Deadline: 17/2/2014

Date: 21 February 2014, Friday | 9:30am — 12:30noon € FULL
21 February 2014, Friday | 2:30pm — 5:30pm € new class!!

Instructor: Mr. Paul Ma (KAR Consultants Limited)

Target HR & Training Officers / Managers, Store Supervisors & SME

Participants: Managers

Fee: Member: $550 / person | Non-member: $950 / person

Language: Cantonese

(B) 5C Service Management Intelligence (SMI)

Deadline: 3/3/2014

Date: 7 March 2014, Friday | 9:30am — 5:00pm

Instructor: Ms. Janet Wong (JNet Consulting Ltd)

Target Retail Shop Managers, Area Managers, Training Managers
Participants:

Fee: Member: $1,350 / person | Non-member: $2,050 / person
Language: Cantonese

Please refer to the attached leaflets for course outline, instructors profile and

application forms.
For enquiries, please
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Instructor: Mr. Paul Ma (KAR Consultants Limited)

Target Participant:  ATJEREEA - AL - EEBEABRT/NMEEESEETESE
Venue: THINK CAFE ---- $l$#BEL TaiE491-49058 T EE L 1 OfE B &H

Fee: Member: $550/ person | Non-member: $950 / person
Language: BRE
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Enroliment will be made on a first-come-first-served basis Z2F5EF5H7F
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5C Service Management Intelligence

7 March 2014, Friday | 9:30am — 5:00pm -
Deadline
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3/3/2014

SERVICE )+

5C Service Management Intelligence aims to help Store Management staff
to lead and to manage frontline staff in delivering consistent Quality
Customer Service by using a systematic approach in the store operation.

Training Objectives

Upon the completion of the training, Learners will be able to:

Demonstrate a quality service leader

Build a HAPPY TEAM gaining more HAPPY CUSTOMERS
Raise the service level reflected in Mystery Shopper Evaluation
Increase customer loyalty

Training Contents

(1) Understand Quality Service & Service Culture

(2) Roles of Service Leader

(3) 5C of Service Management Intelligence: Clarity,
Communication, Commitment, Coaching and Celebration
(4) Establish a set of understandable service standards
(5) Communicating is NOT telling

(6) Inspiring staff to deliver service with HEART

(7) Motivating staff to strive for the BEST service

(8) Practical Tools of Service Management Intelligence

Instructor: Ms. Janet Wong (JNet Consulting Ltd)

Target Participant:  Retail Shop Managers, Area Managers & Training Managers

Venue: Rm 302, First Commercial Building, 33-35 Leighton Road, Causeway Bay
Fee: Member: $1,350/ person | Non-member: $2,050 / person

Language: Cantonese

Janet was the Director of Training of the largest cosmetics retail chain in Asia and is also one of the top ten retail group in Hong Kong for 13 years. Other than
retail experience, she held the position of Training Manager in a number of 5-star hotels in Hong Kong. Her contributions to her past working partners included
the Training function development, customer service culture and system establishment, retail management training system development, staff training and
development system as well as training courses design and delivery, such as Leadership, Communication, Teambuilding, Customer Service and Selling Skill,
Personal Quality and Self-Motivation.

In the past 13 years, Janet has delivered training and provided training management consultancy in Singapore, Malaysia, Taiwan and big cities in mainland
China, she has extensive experience in handling participants of different culture.

Janet is being recognized by mainland China as [ [B 5% &k 3% 5/Ifi | | and is the Certified Practitioner of NLP and Hypnotherapist.

Enrollment will be made on a first-come-first-served basis Z355E 257



HONG KONG

RETAIL MANAGEMENT Please return the form by
ASSOCIATION Fax: 2866 8380
HBEEMN® Email: event@hkrma.org

2014 Retail Workshops Enrolment Form

#3381 {EH 4478 Workshop Name:

JNE]ERE Company Information

Company

ANEIEL

Contact Person (Mr./Ms.) : Position
Brss N\ (Gederict) Sz
Tel : Fax
B HHE
Email :

BRI

The following person(s) will attend the captioned workshop HfEE 4T :

Name #4 Position B&fir E-mail ZEE}
(Mr.5e4:1 Ms. Zz+4)*
(Mr.5e4:/ Ms. Z+4)*
(Mr.524/ Ms. 24y

* Please delete whichever inappropriate * 224~ i /H2&

3= Payment Method

[] Cheque Payment X% HK$ (Chq No: )

[ ] American Express (AE) Card Payment (all information MUST be completed):
Card Member Name: Card Number:
Card Expiry Date: Amount Due: HK$

Card Member Signature:

#2HH Declaration
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If a receipt is required, please complete the section below. N » FHIEZ LI N ER
Name #E:£4:
Address #if:
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#HF 2 Application Procedures

1 FEZHARNE  BEEEREEREGE - B R RRRIAEE SR > DEs B GO5HaH - & EE
Hi g AIRAE) -
2. EEFHAL - FEHEEGIRIE33-3557 5 PR RF 10 -

1. Application form can be submitted by email or fax. Copy of application form and a crossed cheque payable to “Hong Kong Retail
Management Association Ltd” should be sent to the HKRMA by post.
2. Mailing address: 10/F., First Commercial Building, 33-35 Leighton Road, Causeway Bay, Hong Kong.

&k Kz 4HHI] Terms and Conditions

1 JEEREEAIR - DUCEIRR Tk AURREREhIAE - AGRHERERARI AL -

2. BERZAREULEA HIHRTSTC - SRR - WA > AGREEN R T O IRTR V2R R A LS E
RS -

3. A EUEAY MERERK -

4. WEGKESINAEEEE T - DA EBIRTME TIER A HE A& -

5 ANEEEH EFTRFSLUR TG UREEE(S Rl b R ORI EEEE 0 2 HIEE) (9:30am-6:00pm) K EAIES)
(9:30am-1:00 pm);KF & HUY - & H T F LR s LUR D 28 0 SR BE R E 3R sl DA | R ERMEEE5 > TH/a8
(2:30pm-6:00pm)F & HUH © AEEHHCY - FHETRHEFEILTAE B A S T2 W IRE— UIRERERE -

6. IHGAMEEE(LMHE - HUMBHESUSEIZ 5 > WARE — VIR e RE -

1. Due to limited seats, enrollment will be made on a first-come-first-served basis. In case of unsuccessful enroliment, HKRMA will
notify the applicants individually.

2. Confirmation is subject to payment in full. Confirmation email will be sent to the successful applicant at least 2 working days
before the event.

3. No refund for cancellation.

4. Substitution of applicant is allowed. Written notification should be sent to the HKRMA at least 3 working days before the event.

5. If Typhoon Signal No. 8 or above is hoisted at or after 7:00am, the full-day event (9:30am-6:00pm) and morning event
(9:30am-1:00pm) will be cancelled. If Typhoon Signal No. 8 or above is hoisted at or after 1:00pm, afternoon event will be
cancelled. HKRMA reserves the final right to cancel or reschedule the event.

6. HKRMA reserves the final right to reject any application, cancel or change the event arrangement.

FLIE(%%| Data Privacy Statement

AT UEREY BAFERIGREEE LAUSEN S - 5518 BARMREITAER - IEAGREARTF - AFFgtEm
HAFEFR A S BRI E SR SRR - EAERE S - T - IEER - SEER © R G R A AR - e
Bk MY SUEETE - BRI RRES - UGG RIS ER TR R EUSE) - Ag RERG BAFMEERS
EFARER - BAEARERERSEEATNER - S5EmIEE - BEE(event@hkrma.org) ¢ #HH (2866 8380) J7=(id
A G S S NI -

The information collected from your company will be used for purpose of processing your company’s application. Please note that it is
mandatory for your company to provide all the data. If your company does not provide such data, the Association will not be able to
process the application. The Association intends to use all your company’s data for communication and marketing purposes; the data will
be used for distributing circulars, publications, research materials, market information; promotion of the annual events, conferences,
seminars, briefings, meetings, awards programmes, training programmes, and services of the Association; and direct marketing of
activities similar to the Association’s above activities which are organized by the Association’s business partners. The Association shall not
so use the data unless with your company’s consent. Your company has the right to request access to and correction of information held
by us about your company. If your company wishes to access or correct the data, please contact us by writing to Ms. Ng at our address,
by email (event@hkrma.org) or by fax (2866-8380).



