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BY FAX
To : All QTSA members
From : Cathy Yau, Executive Manager
Total Pages : 2 pages (including this page)

“EQ at Shop Front for Quality Service” Seminar

20 Nov 2007 (Tue) 9:30am-12:30pm
Exhibition Hall, 4/F., HKPC Building, Kowloon Tong

Facing the rapidly-changing and evolving customer expectations, frontline representatives possess high
Emotional Quotient (EQ) is identified as an essential attribute to ensure the delivery of service excellence at
all times. Frontline representative plays a vital role in building company’s image, develop staff’s EQ
enables them to establish a positive service mindset and to further develop their communication skills and
ultimately enhancing their professionalism.

With an aim to enable frontline staff and supervisors to fully develop their EQ as well as equip them with
effective strategies for mastering negative emotions, QTSA is pleased to invite your frontline
representatives and supervisors to join our coming seminar on “EQ at Shop Front for Quality Service”,
presented by Mr Danny Pin, Director of Synergy Training Centre Ltd, on 20 November 2007 (Tuesday) at
Exhibition Hall, 4/F., HKPC Building, Kowloon Tong.

The seminar is designed for frontline representative and supervisors who attempt to improve their skills at
managing emotions and interpersonal relationships. By the end of the seminar, participants will achieve to
understand the values of EQ in customer service and how to develop and apply EQ at shop front, which will
further enhance their skills in responding appropriately to the emotions and behaviour of customers or
difficult situations. The ultimate goal is to boost high EQ service attitude and mindset at the shop front and
maximising the team’s effectiveness.

Each QTSA member can enjoy 1 FREE seat to join this seminar (each additional seat costs $200) and
fee for non-QTSA members is $400 only. For registration, please visit our website www.gtsa.com for
online registration or fax back the enclosed completed form by 6 November 2007 (Tuesday) to 2807
6360. Seats are limited and available on a first-come-first-served basis”. For enquiry, please call 2807
6554.

Yours sincerely

-

Cathy Yau
Executive Manager

“Remarks:

a. Due to limited seats available, QTSA does not guarantee all enrolled members can participate in the seminar. QTSA reserves full right in
registration arrangement.

b. All registrations will only be processed on a first-come-first-served basis received on or before 6 November 2007.

c. Successful Registration: A confirmation letter for entrance will be faxed to your contact person.

If you do not wish to receive such messages from the Quality Tourism Services Association, please call us on telephone 2807 6280 or fax 2807 6360 so that we
can stop sending you our messages in future.



Quality Tourism Services Association

“EQ at Shop Front for Quality Service” Seminar

Date 20 November 2007 (Tuesday)
Time 9:30 AM - 12:30 PM (Registration starts at 9:15 AM)
Exhibition Hall, 4/F, Hong Kong Productivity Council Building, 78

Venue Tat Chee Ave., Kowloon Tong
Speaker Mr Danny Pin, Director of Synergy Training Centre
Language Cantonese

Content Highlights:

Importance of EQ in Quality Service

Nurturing EQ at the Shop Front

Shop Front EQ principles

Guidelines for defusing customer anger or negative emotions

How to respond appropriately to the emotions and behaviour of difficult customers (what to
say and how to say)

ENROLLMENT FORM (Fax to 2807-6360)
Deadline: 6 November 2007 (Tuesday)

Company Name:
Name of Contact Person: Mr/Ms Position:

Tel. No: Fax No*:

* Fax number must be provided for written confirmation.

- Total Amount
Fee (Per Head) No. of Participants (HKS$)

QTSA Member 1 free seat (each additional

seat costs $200)
Non-QTSA Member $400
Participants’ Details (Please submit the details in separate sheet should more than 4 paid seats are required.)
1). Name: 2). Name:
Job Title: Job Title:
3). Name: 4). Name:
Job Title: Job Title:




