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Organizer Contact person/Tel &lF:

HAERAENA B = b o7l A B+ PR A ik a2 e ol
RFRENERE EEEREERD LR LY. Hong Kong Convention el : {ngufﬂa?}}m@ |ﬂt§rnahunai Telecommunication
VTC Tower, Wanchal The Management DrGiiviong L & Exhibition Centre ol S e Uﬁmun, + ELECOM Secretara
Develonment Centre 7 : 2836 1930 - 1 .U.;._Iu_:;l:.:i.;..J-ﬂ; rom all fields Q + 41-22-7306161
of Hong Kong =+ 25727130 | AL SIS =t 41-22-7306444
><]: mdc@uvtc.edu.hk A

: hitp://www.vtc.edu.hk

03.11.2000 Learning and Managing Change

ot =5 £l R 3 F & 2000 SEERRIET D o 7R BN IR A B IT in Education Ltd
T 2788 6128 8 IT in Education Exhibition Hong Kong Convention i BB T : (852) 2509 3430
= : 2788 6288 | o Hong Kong 2000 & Exhibition Centre [nf-:}.rmatian technology products, /5.t (B52) 2667 6927
52 : hkpceng@hkpc.org g iy eqm!:}men't, techinologies, accessories,

2 ¢ http://www.hkpc.org . services for the education industry

6.11-4.12.2000  Advanced Diplomain 335 78 S D BELET] {Eiﬁ%' . ‘
Strategic Project Management Caroline Centre, Causeway Bay  Hong Kong Productivity Council

6.11-4.122000  Executive Development Programme in ~ ALEEREEN KR EEEENRER + 2788 6128 | Sk oz ; ¥E BT HEE B0 3K T2t (T 2 =
Contemporary Management Systems ~ HKPC Building, Kowloon Tong Hong Kong Productivity Council /& : 22788 6288 I o — - — EIEIERE HeH ok B ID | &R ﬁg A #% ‘ e (M JEﬁﬁEﬁi‘i‘%.ﬂ
< ¢ hkpceng@hkpce.org o 21st Fall/Winter Wedding Hong Kong Convention All Wedding services Hong Kong (Asia) Exhibition Co. Ltd
&L ¢ hitp://www.hkpc.org Expo 2000 & Exhibition Centre T : (852) 2591 9823
. 2. (852) 2573 3311

15.11.2000 Marketing Creativity and Innovation BEEEINEE EESEEEDRED EXFR B3 o4
VIC Tower, Wanchali The Management Mr. C L Lok | Tl e
Development Centre @ . 2836 1891 | ‘ 9 fil & it 7 200018 5E & EEERERPD &ralshEm E-E-.E.d Exhibitions Limited
of Hong Kong A : 2572 7130 Ao Vi £ SmartWorld 2000 Hong Kong Convention A complete showcase of q : (852) 2824 0330

< : mdc@vtc,edu.hk | S & Exhibition Centre smart intelligent products = ¢ (852) 2824 0246
kL ¢ http://www.vtceduhk (] “ for a smart living

18.11.2000 Advanced Negotiation . ged EXE IS EHEEgRnEr EXr B sk 4
VIC Tower, Wanchai The Management Mr C L Lok
Development Cenfre . 2836 1891

EEhEREESE
The Chinese Manufacturers

= B EHPIERERE RHEI¥ERRHEED

% = — ar Site, Hong Kon All kinds of Industrial and Sy

of Hong Kong < ¢ 2572 7130 é%f E;n ;{% QF(,"AE z 35 0 L . X consumer products Assaciation of Hong Kong
54 mde@vtc.edu.hk SS0Y L ACHCS EAD T : (852) 2545 6166

L ¢ http://www.vtc.edu.hk . = ¢ (852) 2541 4941
| g =4 : info@cma.org.nk

j A

= | 3;;‘:; =+ htip//www.hkpe.com.hk
21.11-5122000 FMEE NEREENKR EEEENEER : 2788 6128 r =+ htipy/ p
Purchasing Management HKPC Building, Kowloon Tong Hong Kong Productivity Council /& : 2788 6288 | e

- hkpceng@hkpc.org
.+ http://www.hkpc.org

24 &28.11.2000  Wide Area Network Technology NEREE N KR EEAEENRER : 27886128
HKPC Building, Kowloon Tong Hong Kong Productivity Council 2. : 2788 6288

><11 hkpceng@hkpc.org

s ¢ http:/lwww.hkpc.org

27 - 28.11.2000 Value-Added Negotiation BEREINEE EAEREERER] Al AR &

VIC Tower, Wanchai The Management Mr Alfred Ho

Development Centre T 2836 1930
of Hong Kong = 1 2572 7130

» mdc@vic.edu.hk
« hitp://www.vtc.edu,hk

g, ;ﬁgﬁgl;ffmmf" 5 FEAREM ENEER
Caroline Centre, C ¥ 3 = . 2788 6128
Selected Shop-floor Management Skills o b ong Productivity Council . ; 2788 6288

for Supervisor & Potential Managers =)'t hkpcenq@hkpc.org
&= & http://www.hkpc.org
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© Technical Consullgiy™

* Quality Control

° Quality Assuranc® Prograym
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The Chief Executive of the H'O]lg Kong Special
Administrative Region the Hon. Tung Chee Hwa gave his
fourth Policy Address at the Legislative Council Meetin o
on 11 October. The Association welcomes this fourth
Policy Address which proposes a series of measures to
tackle pressing issues including promoting em ployment,
strengthening education and training and helping Small
and Medium Enterprises (SMEs), favouring the
harmonious and long-term development of Hong Kong.

This year’s Policy Address focuses on employment
and training. In recent time, throu ¢h different channels,
the Association has made recommendations on the
direction and strategy for manpower development in
Hong Kong to the Government. We are appreciative that
the Government has adopted and embodied most of our
recommendations in the Policy Address. These include
formulating all-rounded and visionary manpower
policy based on different aspects such as employment
pron'wtion, training, education and immigration policy;
helping the development of SMEs; encouraging life-
It?fng Iearning and on-job trainin g; removing the “digital
divide”; helping to nurture industries favouring
:‘;‘ﬂgﬁgﬁéﬁ; ;S I—vell‘as establishing a flexible talents

echanism,

to Zl:feiﬁﬁe:e:ﬁomes the proposal by the Government
s ? status of the Small and Medium
% Pl‘ﬁbléms ?Il"m;lttee and to expl?re practical solutions
stages, SMEs ;CE F‘}" SMEs at different development
s a major r;‘:}d‘“‘]}”liﬂ‘r of Hong Km:t ga economy as u-'till
1S Vita] tg t][*?e ecl ¢ 0-f job opportunities. Helping SMEs
B 1 Unfnmc development and social stability

& fong, Itis hoped that the Government would,

formuyja¢ H51ve consultation of the trade, speedily
W€ tangible measures and brin

The g
OVer 1. :
cOntiny oy tment should provide all-rounded and
S : :
COmprepe Sl_lppmtand assistance to SMEs by building a
NSive g 3 : ‘ i
V€ Supporting system from production

€C nﬁ]{) Y .
. qu T erars .
f‘“ﬂncin;% Juality improvement, marketing and sales,

trainjp g

¢ them into action.

Ty e |
Peration and management, human resources
reventi * - - *

Prevention of pollution to international

‘OVida ’ . 13
rovide lli'glllﬂl and H}f.':il'f.?lniltl_f COUNSe! im:;-*;

S SS States that the Government would
; (‘] 11 ( ¢ % - . . 7y «
{ "l ; :
»and make proactive but prudent efforts to

aamit from the Mainl. :
not readily ax-'ailjtlal;:lﬂ;f [i}lij}ijblj’,md il L
: - e
agrees and views that the introiwtiﬁh f }The m iy
overseas pr{}ftrssimm lstoHong K mne 1 ?ilt'“f S e
to the local labour market incxi ::nnu.-; jectnew power
| | Jncreasing but not reducing local
1-1;(:&1'#:01‘5 employment opportunities. [n bliildi!]ﬁ?{p an
t‘fft{FtI?'ﬂf tlexible introduction nmchaniﬁm of
protessionals, the Government should strengthen its inter-
departmental coordination, simplify th; application
process and seek for the cooperation i:rom the Mainland
counterparts, in order to facilitate flow of talents across the
borders. In addition, the Government should also
strengthen overseas promotion and publicity of this
professionals introduction programme. While ;speeding
up the introduction of talents from the Mainland, the
Government should strive to attract Chinese students

abroad to work in Hong Kong.

Although the unemployment rate of Hong Kong has
declined, due to transformation of industries, the rise of
the knowledge-based economy and other reasons, the
structural unemployment has remained a problem
difficult to be solved in the short term. The employment
prospect of workers with low education level is even
gloomier. With regard to the proposal by the Government
tﬁ review the development direction of the labour market,
devise training courses which meet the needs, increase
funding for organising diversitied training for H-‘Gl‘kﬂl‘#ﬁ
with low education level, as well as launching selt-
employment training on a trial basis, ﬂw Assc"rr:iitiﬂfl
opines that these measures are timely and necessary. bﬁmae
rs in Hong Kong are well aware of the

business chambe
and can help

needs and the current situation of the trade .
| . frainino and employment, 1S
promote the integration Of traiing and emplo)

2, F Ny s :. 31 0SS
sucoested that the Government maj involve busine:
e Dh = " = - ] : i _ﬁ" }_\‘ 3 . #y 1{]I‘t 1!1
chambers, in the form of oftering subsides, to take |

related training.

hopes that the Gm‘ermnjent

encourage continuing
ere of learning

HHowance

Finally, the Association

would adopt more measures to
altivate the atmosph
the pur:-:m'uﬂ taxallow
av provide dn‘::wt
fuals to raise

education and ¢
hlife. Apartfrom raising
the Government m
wt [oans for ndivic |
e education.

throug
for studving,

.qui‘u:ia.iiv:-;mu'{Hpm.‘mlmh-*r-. L
v contintii

selt a.‘L'1:%I}-'*t-‘iitii ENESS UTTUH:‘:} | 1de subsidies
} L NLos ' 1S priﬂy 1L ¢ &
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ehidine service Personne

l, rece
“Perators, execy tives / admi

professionals.

Ptionists / telephone
Nistra tors /

d5S0Ciate

t hese henchmarks reflect the standard of

dilirea of €mployees in these
OCCupations
Eront-line Receplionists/  Secrelaries Exacuives/ CC “;- d“(}nb. A“hgugh thev

: Telephone Administrators/
Service

Personnel Operators Associate [ ﬂ:.:;él_l l'('fqu il'El.ﬂE‘nt L‘mployee

Professionals

workplace English re

are not a sOVernment or

5 can take them s targets
for self-improve , - |
- Spoken B Written _ [»ID\LI'HGﬂt ﬂﬂd tareer gl'UWth,
| Bmch:‘nmﬁklng tests not only provide
g I Workplace English Benchmarks proof of their English compe

AR

; do the Workplace English
SBenchmarks worl?

an objective

tency, but alsg open up
MOre career opportunities.

While employers have ful] discretion in deciding
L

whether to adopt a benchmark, the government

‘Between December 1999 and January 2000, some encourages them to do so, especially if they are in

The Workplace English Campaign

ir Ependent testing bodies invited around 2,000 sectors that require good English communication.

is a maior Go’vermﬁent mmatn/e 2 ;-l_.l_i;'lgyees from four selected job types (clerks, I'hese benchmarks may serve as an objective

7l J g f'"';%ii_:etaries, frontline service personnel, telephone assessment of an employee's business I:nglxs.ﬂi

to hEightEﬂ p‘ublic awareness of | il._ij?erators/ receptionists, and executives/ standard, as a reference for rt?crm:ment and staff

. N : @mhlistrators/ associate professionals) to do some training. But most important of all, the government

\ [ ) ' . = = ks || . . s :1 1&.‘” - E‘ l__‘“[.'ﬁ

. “the Importance of English competency at work and to raise _ #0ttests. The results were used to establish English hopes to see emp]oy‘u‘s u?com 1.De and .u. Thm 1ze
. DL el w0 € - 10 B#P T - _ nchmarks for five job types: clerks, secretaries, workplace English training for their employees.

. the 'standard of workplace English. If you are in tourism, _

e
T S, = =l m . ==

¥
.

tetailing, trading, banking, finance, or an y industry where good

s T = '~ = S

English - cerview | : HKSAR Deputy Secretary for
e : Manpower Mr Raymond Young

i . : : 7 o
: At ification in Hong Kong.
Accordmg to Deputy Secretary for Education and already a recognized qualific

: 7
lW""“"’*P‘CW*-’E‘I‘ of HKSAR government Mr. Raymond Why take St lish
Yo _ o : » HKCEE Englis
; "1, the government has set aside HK$50 million Mr. Young believes that the HRC I\L-.! A
Or th; ; 31 | . » academic, while workpiac
his Project, and so far around $10 million have examination is more academic, |

: gl : | “enepificallv a
| | | " used. Since application is based on the Enelish exams target specificall ch 3orkie
. : . ~ = 3 : Y . _ . 'l:‘ e "‘_.., [ ".i.h_
1. Enroll in English courses according to required minimum benchmarks in the examinations. The vaﬂablhty of funds hould be multi-chan

& : th On a first-come-first-serve basis, environment. “There s 7 ha eavs. “This is
benchmarks of their jobs (see Table 1), and sit for maximum subsidy is HK$1,500 per course and he says.
internationally recognized and accredited examination, with a maximum of three courses

examinatiol'}s for business/ workplace English. fundable, i.e. maximum HK$4. 500 per applicant | : ‘ﬁgi.11g. Mr. Young reveals that
These examinations can be any one held by the » applications have reached 10,000,

& Individual applications. Of the
applicant passes the minimum benchmark for their 1S, aroung one-third
respective job type. Applicants may re-take an
€Xamination within four months after completing

an English course should they fail in their first
. Applicants may take courses and €Xaminations in attempt,
written or spoken English, or both

Course & Subsidy

“ rrade themselves,
employees to upgrade

5 o P "ﬂ,-'f"’
unity ftor workers 1n [¢

also a good opport

proficiency jobs to advance.
London Chamber of Commerce and Industry 4. Reimbursements will only be given after the
Examination Board (LCCI), Pitman Qualifications,
The Test of English for

Communication (TOEIC), and The University of
Cambridge Local Examina tions Syndicate (UCLES).

are clerks, one-third are

2r are front-line officers.

of thig campaign are two-fold:

ave the teéSponsibility to provide

for the: : '
1€Ir staff. This Increases their sense of

a3 11 your COmpany subsidizes the remaining 507 © 4§ PIUVmg their standard of English
e I 0 UCk v ’ /
the fee, the cOmpany will submit the application Clivity, t00,” says Mr. oung.
“tay’ 2 auipi AL L8 G ];_]l
Othmw:se, the employee submits an indiy it

application.

- The government wij subsidize 5
the form of reimbursement w
completed the courses

0% of the fee in

hen they have

. ] AOODCO ™ 3 ALY .i--“-_.-
and have attained the 1t hecessary to have anotl

ation if the Hong Kong Schoo!
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Interview Il ;

Chairman of the Steering Committee on the
Workplace English Campaign Mr Michael Tien

f Asanemployer,Mr. Michael Tien sees a declining standard
of English in Hong Kong. “The decline between each year
1s notso significant, butif youcompare the present standard
with that ten years ago, you will see a significant drop,” he
asserts. The decline is not an isolated case. “This decline is
prevalent among employees. Not only is the level of spoken
English declining, but also listening, writing and reading,”
headds. Employershavenochoicebutlower theirrecruitment
criteria, further reinforcing the decline.

As Chairman of the Steering Committee, Mr. Tien explains
how the Campaign began: “Our original idea was toimprove
employees® English standard by going after employers.
Employers have been complaining of declining English
standards for years, and they should take the lead to do
something about it.”

“Sowesetup benchmarksand persuaded employerstoadopt
theminrecruitmentand training. This wasa top-downapproach
in which employers pressure employees to reach certain
standards before they can be promoted or employed.”

However, when the Campaign was launched early this
year, things did not work out as they expected. He admits
that the original idea was too ideal. “In reality, it’s very hard
to implement. First, the business sector is used to working
on their own: each company has its own requirements and
few (mainly big companies) will adopt the benchmarks.
Second, labour organizations thought that employers have
come up with a new excuse to fire people ---- that they have
failed to meet certain English standards.”

Butnow it turns out that employees are enrolling English
courses without any pressure from their employers. “It's a
blessing in disguise. We are surprised but happy,” he says.
“Had weknowntheresponse, wewouldn’thaveto go through
 all that trouble: if  had to start again, I would just go after
employees. We've reached our goal the hard way. But we
are happier with the results, because we now know that
employees have the initiative to strive for the better. Pressure

from employers can only last for a year or so, but employees’

initiatives will sustain.”

Mr. Tien believes that the success of the Campaign is not
determined by how much fund is granted, but by whether
people will actively improve their English. And so far it is
encouraging: course providers and examination boards have
reported a 30% to 100% increase in applications compared
with that last year.

In the first phase, there were two individual applications
forevery company application, butin the second phase (which
started in June), most of them are individual applications.
Why is that so?
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Mr. Tien explains using an interesting feedback from
employers: many companies are willing tosubsidize theirstaff,
buttheresponse was poor. Reason:ifemployeesapply through
the company, their applications will be recorded in their files
which won'tlook good if they fail the exam. They would rather
pass the exams first and then notify their bosses. This further
showsthatemployeeshavetheinitiativetoimprovetheirEnglish
even without a subsidy from their employers.

When asked when we will see the overall English standard
of the workforce improve, Mr. Tien replied it will be at least
after 2 or 3 years when a critical mass have participated in
the Campaign. But, he says, there is actually no timeframe.
“Educationislife-long. Whatwearemostconcernediswhether
the workforce is concerned about improving their English
and puts this on their top priority... Only by this can the
Campaign sustain, otherwise it willhave a good startbut fade
away In a year or so, just like a lot of other campaigns.”

Itis critized that the publicity for the Workplace English
Programmes is not adequate.

“We hope the government can keep up the initiative and

constantly remind people the importance of English and to
actively improve their English,” he says.

Aseries of TV commercials have been aired with the latest
one featuring Cannes best actor Tony Leung Chiu-wai. A
believer that movie stars can help promote the campaign,
Mr. Tien is disappointed that there is not enough airtime.
“The TV commercials for the Campaign have to compete
for airtime with other government advertisements, such as
the election advertisements. Too bad the government is
unwilling to spend part of the $50 million on more airtime.

More airtime means more promotion, and hence more
people will improve their English.”

Details of Workplace English Campaign

The other part ofthe Workplace E nglish Campaign is the Business

e ek,

and Schools Partnership Programme. |.ed Jointly by the Education

Department and the Business Coalition on Education, the
Programme involves about 170 schools and over 100 companies.

{Exchange Visits andtalks are held to let students know how English
IS used in the real world.

Details of the Workplace English Campaign and application

forms are avallable at Major post offices, district offices and can
be downloaded from their website www.english.gov.hk. °
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he growing popularity of Internet 1n

Hong Kong has boosted the development

‘ ‘ -vices relating to
of online financial services. Services relating

securities trading, commodities and futures

trading, banking, financial inform 13

1 .l

moving online, and, 1N line,
L

ation and asset

management are all

ir ve |
many brokerage firms and banks ha ‘
services. By the time the

and Execution

is launched,

aunched

online stock trading
Automatic Order Matching
System/Third Generation (AMS/3)
trading stocks online 1S expected to become even

more p0pular.

Deputy CEO of CASH on-line, Mr Felix Miao,

‘ ~necended national
said financial services have transcended N

H ~dec of investment.
boundaries and traditional modes of iny

We have entered a new age

of globalization for
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: n a leader in the
CASH on-line has been a leader 1n

electronic brokerage
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y 1999 to provide customers with Internet
atform for securities

Februar
and mobile phone trading p!
and commuodities (futures and options).

[t is imperative tO develop on-line financial

' » of online platforms
cervices. But what is the edge of online pl

over traditional channels? Will traditional

channels be replaced? And what should mvestors
C

- - i ‘- ; - ?
be careful of when trading online!

BENEFITS OF
ON-LINE STOCK TRADING

‘ | > greate »fit of Internet
Mr Miao said the greatest benefit of 1

- . - - 4 ,*ir.- AT “»
trading is its transparency. With Internet

' ino service, | stors are able to
cecurities trading service, investors are able
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auotes, bid and ask prices, as W ell as status ¢

" ansactions. Through
aqueues and completed transactions. [hroug

other content providers, they can also access
stock analyses
investme
investors to make tl
They can also monitor the

transactions are executed.
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and then formulate their
nt strategies. All the information allows
eir own immediate decisions,

Process while their
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Another advantage of Internet trading 1s 1ts
speed and efficiency, which is crucial to Investors
in Hong Kong. It only takes a person 6 seconds
from placing order to verification of the trade.
Customers can instantly check account details
after completing each transaction, a benefit that
traditional brokerage services cannot provide.
Also, the automatic trading process on the
Internet requires less labour, allowing room for

reduction in commissions.

However, Mr Miao pointed out that Internet
stock trading and financial services in Hong
Kong are still not ‘perfect’ at this stage. Although
investors get information from various content
providers, the interface lacks the human touch
compared to a retail broker or a bank where

customers can have more discussions with their
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in total. In terms of trading amount, [n¢, et 3 PROMIS
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transactions account for 5 to 10 Per cent of ¢
Ll ‘IL].

whole Group’s transactions.

STRENGTHENING ON-LINE
SUPPORT AND SECURITY

When asked about what online INVestors

should be careful about, Mr Miao said that
C

security and reliability are always big concerns

superior technology back-up is an Important

criferion when a customer chooses which

network to trade on. “Even if you have the
best technical support from a world-renowned
hardware supplier, you still cannot guarantee
total confidence. Internet companies usually
work with different vendors for different parts
of the network, and they will change vendors,

too. It is hard for them to maintain their service
quality,” Mr Miao added.

Mr Miao used CASH on-line as an example,
“We knew the competitive advantage of the
Windows 2000 platform
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broker representatives and other

fellow investors. Therefore, Mr

Miao does not think Internet stock trading seryice

in Hong Kong will grow at the same speed

as in
the US, and either will it totally ¢t

% ake over
traditional brokera ge services

In fact, both the Internet and

ave been g '
405t rowin
significantly over the past two years :

to a survey conducted by CASH ¢
than 1 per cent of Internet clients

Accordin g
n-line, Jessg
come from

al brokerage, showing that they are

Gn-flae Ireting Dems

even before it was launched
and we had already
planned to be Microsoft’s
long-term partner. We
tested Windows 2000 on our
stock trading simulation
game, iGame, and migrated
our In-Trade service onto
the platform afterwards. Our partnership with
Microsoft allows us to introduce all the latest
Windows technologies onto our In-Trade system.
It also enables our In-Trade customers to benefit

from 128-bit encryption that Windows 2000
Provides.”

The latest software must be matched with
ex : ~
cellent hardware sg as to be able to handle the

INCreasine : OWing
&6 Capacity demand from a fast-growing

ING PROSPECT FOR

ON-LINE FINANCIAL TRADING

Asg for the prospect of Internet financial and

tock trading services, Mr Miao described it as a
5
irend. The market potential for online stock

trading and other financial products is huge. Mr
Miao i confident of the future development of

CASH on-line’s products. The
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pPlails, and e-tinder, a buyer-driven online
[mancial service. \ ou can almost call it a cvber-

store of financial services.

Mr Miao said the crucial factor for the success
of an electronic brokerage firm in this rapidly

developing online financial market is to have

the ability to see things through and take the

lead in the market. With the
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comparny currently focuses on
three products: In-Trade (Www. ﬂ B
sashon-line.com), the fast,
reliable and low-cost Internet
trading service for securities,
futures and options launched in
Qctober 1998; SmarTrade,
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| line financial services from
. customers, online brokerage
firms must understand their
ever-changing needs and

expectation in order to

pmvide them with tailor-

made services. A company

Asia’s first mobile phone

trading service for securities,

futures and options launched in February 1999;
and e-finance (www.e-finance.com.hk), Hong
Kong’s first intelligent investment and financial
services portal. e-finance provides a total solution
for interactive personal finance management
services. They include market informa tion and
Interactive investment tools - tax, loans, credit

cards, housing mortgages, saving and insurance

Mr Miao has been the
of CASH on-line imited si

extensive experience In

several senior executive positions I various

capable of doing this puts
customers at the top and gains their loyalty to
its services. This is the mission of CASH on-line.
[n-Trade, SmarTrade and e-finance have all led
the local market and inspired the launch of
similar products in Hong Kong. [t proves that
CASH on-line has the right vision and gets the

right click to the market ahead of others,

occupying a leading market position.

Deputy Chief Executive Officer
nce January 2000. He has

the financial market and held

multinational companies.

previously, Mr Miao was
largest and most reputab

Burson Marsteller, one of the world'’s

companies, wit

Prior to his appoinime:
Director of Citigate DeWe
consultancy firm. [ie was also well

the editor of the first three ISSU€es of t!

h major responsibility in ma

nt with Burson-Marste!

Roqerson, a financial relatio
versed with Hong Kong me |
e chinese edition of the Media MagaZzine.

the Managing Director of .
le public relations

naqging Its regional operation.
ler, Mr Miao was the Managing

ns and privatization marketing
dia and worked as

predominantly ne customer bage
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Dah Sing Bank iBanking Launching
- Ceremony and Press Conference

- As a strategic partner of Dah Sing Bank iBanking Service,
the Association co-organised a launching ceremony and press
conference with Dah Sing Bank on ‘August 14. CMA Président
: Mr. Chan Wing Kee, Vice-President Mr. Lo Man Tuen,
Assistant to President Mr. Lam Hok Po, Executive Committee
Member Dr David Wong, General Committee Members Mr
~ Yim Chan Chee, Mr Ho Yuk Wing, Dr Dennis Yip etc. attended

- the event. CMA President Mr Chan Wing Kee, Mr David
. Wong and Mr Derek Wong, Chairman and Managing_ Director

SHL - S

R

& SmarTone Broadband

1;3. ek E-Commerce Initiatives
L Associﬂﬁm and SmarTone Broadband Services Ltd. have
! | pre,_rated in promoting e-commerce among SMESs, and one
| E.éfithe cornerstones is a survey on ‘E—commerce_Adnptim
| a{ﬁ‘l 6ng gMEs'. A Pl'ﬁ?‘s% l::onference was held at the Hong Kong
L qyention and Exhibition Centre on ?ep tember 4 to E‘II]IH-’_}LIHEE
Lth details of the survey. Mr Chan Wing Kee, CMA President,
; -ﬁ]ose Yu, CMA Vice-President and Dr Dennis Yip, Chairman
: S CMA Tnnovation & Technology Committee and CMA
# General Committee Member, Ms Prudence Chan, Chief
| "Jerating Officer of SmarTone, Ms Vivian Lau and Mr Alex

': rﬁWong, Director and General Manager of SmarTone Broadband

T'o enhance members’ understandings on CMA Testing and
Certification Laboratories’ (TCL) services, the Certificate of
Origin & TCL Services Promotion Committee organized a visit
to the TCL for members from various industries on August 29,

X g
Institute accredited by the Hong Kong Laboratory Accreditation
ocheme (HOKLAS) to provide product testing and certification.
More than 20 members were received by the Co-Chairmen of
the Committee Mr Choi Hin To, Mr Lam Hok Po and General
Committee Member Mr Yim Chan Chee., Members had the
opportunity to tour around the laboratories and were shown
different testing demonstrations on various products and

@ Services respectively were the Guests of Honour on the . materials.
M " 5 W oceasion. Dr Jose Yu and Ms Vivian Lau signed a co-operative
e | 'ﬁ:*a.greement on behalf of both organizations. Other attendees

| gﬁf ‘;’Eﬁpfesfdi”é Mr’E‘;df*; Lu (r fg;?t)_recefved Mr Shafi V Ahmed (lefy), 88 from CMA included Mr Lam Hok Po, Assistant to President
Ul General or bangiadesn, on July 14, Both parties exchaneed vi hl L : e ; _ i

on the trade and economic situation of the two iﬁaces. o ﬂ?l.vs E B and Dr David Wong, Executwe Comnutte_e Meml‘m. ey H.J'SS

(e i s ' | ‘conference was covered by more than 30 journalists from print

@ and electronic media.

Uf Dah _Sing Bank respectively were invited to deliver speeches
at the press conference. iBanking service demonstration and

launching ceremony were held afterwards.
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Delegation from the .
_Cllangxmg_ County of Zhejiang
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-(-fhéd;he.whﬂ was standing in the middle
TCL was demonstrating the sharp point.

| Staff from the Toys Division
FRYVEEALIE o - 4 e Ay / . 3 * ., fam ¥ " and facing the camera) of CMA
5 . Ed R Lo Cesoe ) OSSR . tester for toys physical test to members.

5 fMﬁ President Mr. Chan Wi g Kee (2nd from right), Vfce-Pfesfdenf Mr
Bink?; ?fﬂ ( T?l‘ fgam ;@ht);-M!‘ David Wong, Chairman of Dah thé _ | ¥ |
| cankiendIrom feft) and Mr Derek Wong, Managing Diy S v 2 : ' B R S
Sing Bank (1st from left) offciated at the faunching ceropmors f Lo P A e w0 { . EE . . WAy
fallos i _ aunchi LOAR = . A 1 : o : | oiia 1. Adminictrative
Sing Bank (Banking service. o oy of Dah B P g § e . 1 The officiating guests answered questions raised by the media ﬂt.ff_lf-’_ WY degmwﬁl from "ﬂ;{l :hh}lmi?ii ave .
g g ponc) -y e S §' bress conference. ' | _ “ 1 Committee of Xian High lechnology

- CMA Pfesfdént Mr Chan W" Ke ." " | [ i '

: : ing Kee (4th from left) ted a souvenir {0 o Taeteios Devel Tt Zone

Vice- . presente 1ocivies Development Z
ice-Magistrate Qf Changxing County, Zhejiang, Mr Liu Guofu (3rd from left). [ndustri '? ! o I |

AR L R R et A . : DEl'Egation of Hai Bei Zhou
Introduciory Talk on ST A Ml _ |* Youth Federation of Qing kai

. The Latest Development of E-commerce’

i ‘Organized by the Association, the first e
- ;ntroductc}ry series on e-commerce, ‘The Latest Developmg
- of E-Commerce, was held on August 2. Mr Rex Me Ugm?ﬂt
 Consultant, Enterprise Solutions of Oracle was inyj oo 5 5 - 0y = | 1 1 AN ‘
- on t}w ._latest development of €-commerce, the soft S T ol 1 iades e %] ST Y - e B
requirements and the cost-effectiveress achié\?ecib Ora 1 Wf’ffe 454 & adbl TRE : B & & e ik  ,_ Y
the adoption of e-commerce. Besides, Mr Den”i-s{ éunf:ew{th. | prom | . ——— I CEEEETARY Lt R ik 1
- Operating Officer of GlobalNet Telecommun-g’ h - : i ] K ; e irector of the Administrative Committee of Xian High
International Ltd, gave an introduction to the service lcatl'ﬂ'ns e . e ' iy ' !J}E:;;n:h“: !.ﬁaftfﬁ!r'iﬁ Development Zone Mr thm}; Dongtan {r{g;h:‘%.ft‘ff‘
_._by_an applica-tion services provider. More than zgmﬁded_ W% e ) : Theitors. Mr Lia };w fu (centre) A1) | .. | f L;:f{_ﬂf;r;:kif;ﬁ;}-a to visil the ..~t:-f:¢.z:rf'affun on A,“‘?iiff;(}-‘fl,}{: t;{hmﬁ:i :{:1{}
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qfactures one-quarter of America’s
man |

E oarly 100 petro
the state 15 value

s. Annual production by the
chemical facilities operating in
d at more than $19.6 billion.

ouisiana, US/

[ouisiana’s general manufacturing sector

Situated in the southern USA where the Mississippi Riﬂh § cludes maritime,
" e ver barge and

a2l vessel

meets the Gulf of Mexico,Louisiana is the naty;

—

gateway to the-heavily industrialized Mississj,

River Valley and the /ngCal' point of export for

goods of the American Midwest.- I'j-..lfS capital |

S

baton Rouge. Louisiana covers an area of 125 657

square kilometers with a population of 4,574 000

Pre | '
sent foreign investment of Louisiana reached

USD 15 billion, ranks fifth in the IS,

INFRASTRUCTURAL
DEVELOPMENT

. Louisiana has five deep water ports and fo
of th‘e eleven largest U.S, ports are located ]:H:
Louisif—ma. Trade is conducted with 1911;
coluntrles around the world. Major traj
shlpment_ point to and from north, south ;isc;

;eil-tral America, within overnight surface
c€livery time to 25 million Americans
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and paper industry and the production of pine
Plywood and lumber for construction. The state
1S also a major manufacturer of linerboard, kraft
Ezgearband fine pstpers. Lf:n.lisiana’s mild climate
undant rainfall give it one of the fastest
tree-growing cycles in North America.

Louisiana’s fishine ;
lana’s flshmg 111dustry is the second

largest i :
§€st In America, accounting for 26 percent

f
of all seafood landed in the country. Only

Alaska’s £ ;
a’s flshery 1S larger. The catch includes

oysters, cr =
, Crab, shrimp, menhaden, redfish, shark

and b :
l utterfish. Crawfish and catfish are
larvested from speci

5 ally-develo -eshwater
“farms” y ped freshws

E.
CONOMIC DEVELOPMENT

1 S - ].-l

Petroleum in the y g

lubri
cants 3 . :
& fuels refiners in the world which

pmd}mes 16.9 billion o ar.
Louisian

, and is one of the largest

allons of gasoline a ¢
A’ . * . L
4 5 petrochemical industry

20 [50 and aviation facilities,

automobile equipment
manufacturing, food processing and apparel

manufacturing. Louisiana is among the ten
largest producers in the U.S. of cotton, sugar
cane, yams, rice and pecan nuts. [t also raises
important quantities of soybeans, beef cattle,
maize, strawberries and truck crops.

FAVOURABLE INVESTMENT
ENVIRONMENT

BUSINESS INCENTIVES

Louisiana’s business incentives include a 10-
year industrial property taX exemption,
inventory tax credits, jobs tax credits, Enterprise
Zones, tax credits/refund based on percentage
of gross payroll, investment tax credit, and a
tax exemption on goods in transit.

PRoODUCTIVE WORK FORCE

Louisiana production workers are rated

among the most productive in the U.S. as
measured by value added per dollar of payroll.
Louisiana is a Right-to—\/\fm'k state with
rElatiVely low (less than 20 PE'!]'L"E'.'Ht)
Unionization. Louisiana does not rely heavily
ON corporate franchise and corporate income

taxes to finance state government.

CosT-FREE TRAINING

LLouisiana supports two customized
programmes for employee training. The
QuickStart programme utilizes the state’s 50
vocational and technical institutes to provide
pre-employment training. Meanwhile, the
state’s new Worktorce Development and
Training Programme offers both pre-

employment and worker upgrade training

through public or private SOUrces.

COMPREHENSIVE
INFRASTRUCTUAL FACILITIES

[ ouisiana’s transportation complex includes
deepwater pOrts, barge access to the entire mid-
continental U.S., five Interstates and six Class

and seven commercial alrports.

1 railroads,
cost per million BTU to

[ ouisiana’s energy

industrial users is 40 percent lower than the

U.S. average.

L

BUSINESS SUPPORT SERVICES

The Depnrtnmnt of Economic Development's
information and

location 5}1ﬂciﬂlist5 can prmwde

labour, sites, utilities,
snvironmental permitting,

ts. Business support

Nneentives
assistance On incentives,
training, markets,
on COS
s.apvrinli;f.m‘l engineering and

hio-remediat ion and

and transportatl
Services include
acilities,

research | S
hstrumentation specialists, specialized

ﬁ.‘ﬂ{"lraii‘LiL?tiﬂn t:\.‘rﬂ'lpﬂniﬂﬁ! and

fabrication and
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CAD-CAM and tecl integration
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CMA TESTING PROVIDES TESTING SERVlGi‘{; FACE T0 FAGE Co MPLA
| FOR DRINKING WATER QUALITY HANDLING

ccording to surveys, the public has

increasingly concerned about the impact
of food hygiene on our health. Following
publishing of the article entitled “An analysis of
genetically modified food” in the June issue, this
Issue we would Investigate into the problem of
drinking water quality in Hong Kong,

In August, the Hong Kong Water Supplies
Department (WSD) organized a seminar which

maintenance of drinking water tank are
common factors contribu ting to the d
water quality.

also
Egradﬂﬁﬂﬂ of |
s commented by Mr Clive Stallwood

of the Bristish Standards Institution
(BSI), ‘Managing complaints pos'1t1ve[y will
enhance a customer per-ce'ptmn of an
organization, as well as providing a bgsmess
with valuable market intelligence. This, in turn,

Some organisations’ procedures state that
a more senior member of staff must be
involved. If this is the case, explain this to the

The copper aqueducts and wa ter pipeline
for a long period of time generate the Materia]
deterioration. As a result, water Howing aCross the
PIping system may become yellowish and Mixed
with very small meta] particles. The high
concentration of heavy metals js found to have

5 nfa
| @ 2698 8198 used

customer, and, if possible, have somewhere for
the customer to wait for the manager’s arrival.
Be aware that people do not like being passed
around, and waiting for the ‘manager’ can

&aVe an account of the whole process of quality
control of drinking water.

The water supply in Hong Kong mainly comes
from Dongjian. In August, the WSD unveiled a
Summary report of Dongjiang water quality before
and after treatment procedures on the department's
homepage, The I€port revealed that five pollutant
Parameters - Tota] Manganese, Nitrite, Tota]
Phosphorus, Dissolved Oxygen and Biochemica]

treatment plant ¢, COnsume

- IS, a Edﬂ u
water pipeline, as wej &€d aqueduct ang

as Poor d@Sign and

No Parameters

Unit
iy

L

Dissolved Oxygen
i W 4 mg/L >=

Biochemica] Oxygen Demang

(EBSHBH-HH Type I
SJIundard Valye
5 114 f fif

negative impact on human health.

level of drinking water qu
tanks are advised to pe

inhabitation, and other potential hazards.

(;ertainly, g00d maintenance and sufficient
monitoring are considered critical to the stability

of the wtater quality. Many estate management
cOmpanies appoint a thjrd party to test water

m .
anagement companies gyer the years. Common
Pai'ameters chosen for water quality analysis
Inc : . "
ude pH, Mercus Y, Iron, Total bacterial Count,

Total.Coliform, E.Coli, Tota] Hardness (calcium),
Flouride and Chloride, et

& Water, CMA Testing

. Nmental testing services.
SErvices cover air, noise, sewage, as well as
TES appeal, ENVironmenta] audit and monitoring

ete. For enquiries, plegs e
& el ke >sting at tel:
2698 8198 Please call CMA Testing L

Compliance With
(iB3838-8% Class I|
S

X

Monitoring Data.

TRIUE SRS -
04/1999/-03/2000+
0.6

41 %96 Bt (BOD,y -
Total Phosphorys (as P)

P <0. |
(lake 0.025)
"!:’:-_UJ

0.078

0.03

<=().]

0072 | 0.757

ality, the water stora ge

cleaned and checked
regularly to avoid dust dccumulation, insect

will enable a business to increase the individual
value’. The following article is an extract from
the booklet entitled “Turning Customer
Complaints Into Opportunities” published by
the Highgrade Resources Limited. It presents
some useful ideas of turning customer
complaints into opportunities to develop
customer loyalty and gives some down to earth
guidance in handling dissatisfied customers
effectively.

DIAGNOSIS

1. Become serious

Normally a customer will be greeted with
4smile, and a friendly greeting. The interactim"l‘
between the customer and the member of staff
would then normally progress in a friendlj?h
'Smiling’ manner. This is inappropriate in this
Situation. As soon as it is realised that there is
4 complaint, the member of staff must hemm‘e
SErious, respectful and ultra-polite. Often it 1s
~aSy to tell that there is a problem before the
cUStomer is even greeted (from the “hUd}"
lﬂﬂguage). In this case, the member of statt goes
into ‘'serious mode’ and greets the customer

apprﬁpriately.

2. Assume responsibility for handling
the complaint

hine done

The customer wants something dc 7

. . < \ a1 '}!
lmmedlately_ In his/her eyes, any membe: t!
e Or'ganization is the organisation and,

A A fi‘r
th@refore, 1S a legitimate target IO! __
. i

i

“Omplaint, The quicker the complaint 15 -:~i.'¢1e'lx'~'.l
0 be dealt with, the less ﬂppm‘i'.u":i:-'~, __1.‘51*.?.
POtential there js for escalation. In alf
Person receiving the complaint muist .: ke 0
I‘ESpUnSibility to move the complaii JUAY
sven if they cannot deal with it then

escalate the complaint before it is started to be
dealt with.

Sometimes, the customer demands to speak

to the manager with or without saying that they
have a complaint. In this case, the member of

staff should say ‘Certainly” but then ask if it is
something that they could deal with or would

the customer prefer to speak to the manager. It
the customer wishes to speak to the manager,

then thev must be allowed to do so.

3. Invite the customer to tell you about
the complaint

] > customer has not
Assuming that the cu

detailed the complaint up front, invite them
to talk about it - ‘Would you like to tell me

about it?’

The points below apply when the customer

| ith or wi invitation.
details the complaint with or without invitatic
- LAl

. I.I- . r
Li ' oty without interrupting
Listen in entirety witl s

Sever let their rudeness affect you

5 ; 1CIUO
ors will often be rude and abusive,

Custom

‘ - :‘- i T “11
especially if it 1s not g

g o 1
do not react to abuse W
| r . | : 1, g (
or said than done. [he aim 18 {c¢ _
'. ]

Fasl o
| can calm. If you react to the abuse, 1t 1
COOIL Ce - A ‘ , R
likely to escalate the situation. It a custc
18 'ﬁ, ) Colc
' -y TMES 1\"[__‘
¢ or become: AN
3 puru;umi“\.“} ask “Would you
47, ) . '.-.n}_l-
woer/ acolleague bears this:
d if my manager;/ d &
mind 1t m) ‘
1 oot a manager /
; :I“i 'tltt. t d ; : ., . s e T 15
5 | the member ol staff much stronger.
16 [T LALLAA

rv abusive (especially it 1t
s aimed at you
/ colleague as this

makes

1

y 1w

A '-,-n“r-u;-l“-h‘”]'"

.t-']xp'lii_!\.. _
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know it is not your fault, but....”

look interested, use ‘listening” noises, use
listening” body language. Lean slightly
towards the person. Head nods, ‘Ha-ha’.
Open hand gestures, open body posture.
Do not stare/ glower at the customer.

be interested, not defensive

Be interested in what the customer is saying.
Think of it as an opportunity to learn how
to improve the organisation. Think what
the customer is really saying and what the
problem (for the customer) really is.

Let the customer run out of steam. Do not

do anything until the customer has finished
talking.

4. Pause, then speak

Pause for 3 - 5 seconds for ‘thinking’. When
speaking be sincere.

5. If appropriate -

| P}busive customer/ subject is confidential/ it
1S going to take time to sort out - iry to move the
customer away from the limelight. This is not
necessary if you can solve the problem on the spot

6. Apologise

"I am sorry that this has happened”, “1
really sorry that the product/ sery
met your expectations”

aln

ice has not
Be sincere.

do not seek to justify what has happened

do not admit responsibility

do not criticise anyone either implicitly or

expllCltly Or ex sEE :
Plicitly withs
organisation 4 Rl ke

do not make excuses

Open body
Stand / sit up st
custome

pf)sture, open hand gestyres
raight, shoulders back, look the

r in the eye, hand :
1 ’ S witl 3
facing the A 1 the palms

to the customer and it can feel very
personal. Some customers realise this and
will apologise and say things like ‘Sorry, I

7. Empathise

This means that you show th
understand how the customer must pe

“l can understand that you must be
annoyed, etc.”

8. Be clear in your own mind what the
customer is complaining about

Make sure that you think that yoy
understand the essentials of the cusmn*;e
complaint (from the customer’s point of v
You must be able to tell someone e]

of . -
customer’s problem/ complaint is.

r's
lew).
se what the

If it is serious or beyond your authority to
solve, bring in the Mmanager at this point or

refer it directly to them without going

: _ throu gh
It again.

If the complaint is complicated, but within
your scope/ authority to resolve, get the
customer to go through the complaint again

slowly whilst making notes. (This is also good
for defusing emotion)

9. Restate the facts - get agreement

Let me see if [ have this straight, you
bought this last Saturday and it was broken
when you opened the box at home”. “Yes”.

10. Ask any questions you need to

Only dppropriate if more information is
n - - -
eeded in order to be able to resolve the
oo ‘ -
mplaint or is needed to ensure that the

Si '
tuation does not happen again. Accept the
answers without comment.

11. “Accept’ the complaint
Show the Customer that you ‘accept’ the

complaint,

‘OK. This is what I would like to do....”

Lead into/state what happens next.

THE RESoLuTION

12. Resolve the complaint

[f -
at all possib]e the complaint should be

at yoy
feeling

upset/

4 Offer the solution

Assumiﬂg it is appropriate to offer a

iytion on the spot, either:

ared solution, or better, a choice

~ Offer a prep
of twWO.

d

Example: (Customer has brought some
g00ds back that are damaged) “Would you
like us to exchange the item, or would you
prefer just to have a refund?”

b, Ask them what will make the problem
ihetter’ for them, solve the problem for

themr Etc‘

Example: (The businessman who missed his
anniversary dinner because his train was
late) ‘I understand how you must be feeling,
what can we do to make it up to you?”

This may seem to be very open ended but
many customers are simply happy to get it off
their chests. There may be no compensation or
remedy needed.

The organisation can always put a limit on.
For example: One General Motors garage has
the policy that the customer service department
may offer anything up to and including a new
car, if they feel it is warranted. If they felt that
the customer was asking for too much for the
fature of the complaint, they were instructed
to say “Sorry, that is too much for me to
duthorise, I will have to get the manager to
SPeak to you. “At this point the manager would
Make the decision, possibly offering something
Hore appropriate.

It is interesting to note, that employees often
glVe less away than their managers do 1 @
Similar situation.

Get agreement that the solution will be
t€ceptable - implement - apologise again

“You would like a refund, so if I can arrange
that, that will be alright?” (Watch the body
laf"guage to ensure that it is alright.) It you are
Hhable to ‘settle’ the complaint to the caller’s
“tisfaction, you will have to refer it to a higher
auth()rity_

thing, say 100 items and onl y 95 are delivered.
The person complains, whether by telephone,
letter, or face to face. Even if they get their 5
items with no trouble, that person has already
had to spend extra time and money to get what
they paid for in the first place.

Lherefore give them something extra for

their trouble. (In some circumstances it is better
to have a senior manager write to the customer
enclosing the ‘something extra’ for their
trouble.) For a very little extra, a voucher,
accessory for what was bought, 5% otf the
invoice, etc, a vast amount of goodwill and loyal

customer can be gained.

However, it must be carefully handled/
worded so that it cannot be construed as an
admission of liability in a case that might end

up in litiga tion.

15. Take their name and address
“for the record”

In some cases, for example, a complaint

concerning a medicine, it 1s common Sense, if

not mandatory to have this inform
there is a need to refer back to the person.

ation In case

i aver, | re able
The main purpose, however, 15 to be a

to send a follow up letter. It 1s nice for genuine
and it helps to discourage (and if a

complaints ? 2
identify) customers W ho are

letter is sent,
abusing the system.

16. Ensure that the complaint/
dissatisfaction is recorded along

with the delivered solution

All cm*nplaintﬁ, details thereot and action

taken shou ld be recorded.

17. Send the record to
the appropriate person

thine should be analysed at regulat
o she

1 order to dete
cords should be

q7 Y ! ‘s .

intervals 1 | .
1 - v all complaint re
lzhL‘l'L"tLHt ﬂ” COl F

{ LIIH’.‘IEI” the

for example,

shility of a single
responsibility of a sing

storec the Quality Control

}_‘HJ SO,

NManager.

thank them for br Ining the problem g you to / will happen next
| 4

flthIIti()n.. “Thank-you for coming back ¢
1s useful to know these things, 5

i](::lf]]j;e: ::) i p?intkﬂf complaint. The more

Howeyep Somp]f}mt 1S resolved the h;:ai-te‘_-r.

referred .]‘r Metimes the complaint will b¢
ciSewhere, See 18b at end of section.

Feplain what needs

;.'-.,: 3 " .
A L —

14, Give them something extra
. 0y 1y i
for their trouble SEatots .+ the person handling the

,-:"g A

ynnot be rosolved

us, it

| -. :i .
| 0 KV
. a'l._ar.]?,[ﬁl.rh.. C
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complaint, the customer must be informed of There is also the question of:

s with  esson why. “We . . MES ORDINANCE
th a reason why. “We will need lto do Where the customer waits while waiting for ® - H E M A ¥ A ATl
some investigation...”, “I’ refer this to : : | s _ - |
&¢ , “I'll need to refe the manager. The options are to leave the ‘-
SN (“T H E @ E% lrr?;‘g R A RECT I
complaint - if you'll bear with me I will see if I Al oo i e e e Uil
embarrassment (see below) or move them
A1

my manager as he/ she deals with this sort of where they are, where Yy L
S, = Can be
can find him /her.” : -
to a ‘quiet’ place out of the limelight Ifthe B : }w N1 i * "'nl LM LB"L'() l S 0/ P I 19
. 3 '. I ' » P 19 / j J L le r@l/'{llli

latter, does the member of staff wait with Promtmg Of inunum (Uld M(l o *

18b. Refer to High Authori DUt
€ier to righ Authority the customer or leave them alone? | | Income fOr Manda/t()ry COI'Ltr‘l.-[)utl-On P Urposes

' Complam‘ts .should only be referred to What the customer does while waitipe for
higher authority if absolutely necessary. the manager. If in earshot of ?I |
< - =& O Other

customers, it i :
5,1t 1s not unknown for the On the other hand, if the length

dissatisfied customer to tell evervb j dules 2 and 3 (“the Schedules”) -
VLIS AL dhls of a contribution period of an

The amount of monev is i red i SRR, '

R : ey- sanyoved 11*.1 il the vicinity about the complaint. o to the Ordinance provide for the Ve \ . |
that it requires a higher authority to q . um levels of 4 Y a8 employee is expressed in number of
N1 anda maxi - a8 | ' . throp
g hs (such as half a month or three

authorise the necessary compensation. What the member of staff does while he / & &y | mont
she waits for the manager to appear. It is MF’FA mont
often embarrassing for them to be around R B . levels of relevant income for a period
| the customer who has complained (they do
I'he organisation has a ‘Complaints not have much to talk about). Or if they
Department’ (Customer Service leave them alone, even if it is to serve ot'her;,
Department) or designates specific it can be interpreted that the customer is : : for based on the -

| Prorating may be performed based On On this basis, the minimum and maximum

individuals to handle complai NG i
aints. being ignored - mor : i

- more anger and frustr : " : :

serand frustration. number of days in a month. On this basis, the

ay

Possible reasons for referring complaint:

o
? ]
% * > e
e g e p— e
S i A
o R e - e =i e r,. .

P "
L 5

— ﬁﬁwﬂﬂ-&:wﬂwwﬁ
= Ty ! T i
: P
=
=l ﬂp

income for mandatory WA n
relevant 1 hs), the minimum and maximum

contribution purposes. These two
schedules also provide that the levels
be prorated if a relevant employee 1S

The complaint is one of a technical nature
and may need investigating.

: i [
1 g i
{ b

e

_‘-"\-—

<hould be determined by multiplying the

oL
\ perimd

number of months in a contribution

thly basis. 2 :
ot remunerated on a montaly by $4,000 and $20,000 respectively.

levels of relevant common remuneration bases

are as (chart 1).

minimum levels of relevant income for one d
in October (a 31-day month) and one day in

: ould be $129 and
November (a 30-day month) would be 3 OTHER ISSUES RELATING

The complaint relates to another

department Without question, the best solution is for

the member of staff who takes the original

Where the complaint is referred elsewhere complaint to have the authority to provide a
or cannot be dealt with immediately, the solution, or take it to a point where the $133 respectively. Accordingly, the mimimum NG
member of staff should apologise and explain customer’s next step is to leave the premises 1 level of relevant income for the week from 29 TO PRORATI
that they cannot deal with it personally/ why and wait for a response. ! October 2000 to 4 November 2001 would be Commencement of Termination of
Ty ing a Contribution

it cannot be dealt with immediatel - '
Sl ] 9 ,
o It the customer has to wait, the best solution | <120 + 4 x§133) Employment e
' Period

IS to take them to 3 place away from the
m - N a - - ‘21 - 1‘1’12
ainstream of operations/ other customers, and employers to prorate the relevant inco The fact that an e

and give them g cup of coffee/ tea or other levels precisely, the MPFA is prepared to accept ¢ within a contribution

refreshment while they are waiting. This latter jf the use of a daily minimum and maximum levels of relevant
| ' level : £13(0) fmd 55650 . xamplth
S of r me of $150 ¢ -
elevant inco . come applicabl

18c. D | T€Spectively. These daily levels are identical to the minimum and maximum l
C. . . RO 16 : e | lovees, Who
0 the backgrnund work that 1 those applicable to a casual employee W hois a S e of a relevant employees, W
INCOMe ! 2%

The reason why an : |
y complaint should on] has : 18 : el
be referred if absolutely e i :{1}; to be done to resolve complaint €mber of an industry scheme.

quicker it is resolved the quicker it defuses the
situation. Therefore, the closer the complaint is

handled to the point :
% point of reception of the original trouble’ or
complaint, the better. ouble” or for collateral damage (for example,

Ht ‘
It is not so bad if 1 .he top came off the new bottle of cough

. . 1 t 1€ I'l'l'll'la T . HHXturQ, al]d H] 3 1 o : N , W
immediately available, byt RS, BeRioed oy carpet”) | o
to wait unti] the manager — F’Jl‘tnighﬂy

should tell the customer what will happen next.
The complaint should be handed over to the
correct person to deal with it. Where possible
the member of staff should brief the COI‘I‘EC;
person as to the problem. (One thing that

4nNoys customers is being asked to repeat the
story time and time again.)

Due to its difficulties for service providers .
mployee commences ot

ases employme
t affect the
o to that period. Fore
levels of relevant

ce
period will no

Ploy also buys time for the manager to appear.

Some complaints cannot be resolved on the : .
. | relevant income

Pot, usually because they need investigation - Mini "'__"t'im?:'l.w?l-'ﬂf

-*1»'*!'## n
011 t - . - e G b, L B
here is a demand for compensation ‘for the | - rele
’ o e Net, e

REmunE : - e e y? L . | T ] . =
L ' : # f.; .# ; . | : h‘f: ‘. EEQEQ -_'!i .-__-.-:-..|lI - s e B ._

g -——r—

_ Daily

if the Customer hag

| is found/ can spar
the time to deal with the comp] il

time for the custome
frustrated, etc.

| If there is to be a delay, then the customer
sh i,

olulcl be informed of when they can expect a
replv. If thic : |
i onger than a week or if it takes ' L Once every two months

longe T '
: 5er H.lﬂn Initially stated, the customer should Quarterly
e kept informed of progress, L 3

~ Twice a month

' to become angry
/

HONG KONG ENTR EPRENEUR 2000 UCTOBER Issyg




is remunerated on a monthly basis and
commences employment on 20 December ?OUO,
would be HK$4,000 and HK$20,000 l*espechj.fely
for determination of mandatory contributions
required for the first contribution period fl':r:}111
20 December 2000 to 31 December 2000. Similar
treatment should be applied to relevant
employee who ceases employment during a

contribution period.

II. First Contribution Period of a
Relevant Employee who is not a
Casual Employee (“ Non-casual
Employee”)

Section 7A(10)(b) of the Ordinance provides
that the contribution period of a non-casual
employee does not include the first 30 days of
employment after the relevant time. The
minimum and maximum relevant j Income levels
applicable to a monthly-paid, non-casual
employee for the period from the 31st of
employment to the end of the calendar month
In which the 30th day of employment falls

dlscount

 :¥@%§$th ¢m 7“1-
 ERE 125456165
For details and bookmgs

 please contact Ms Connje Yeu’ng |
at tel, 2545 6166 '

should be prorated. For exa mple, the ¢
of a non-casual employee who i mum Y paid
and is under employment on ] Dewm{-g_f. ?:UU[)
should compare the employee’s . Loy m;
income for the day of 31st Decembey 2, 000 to
$130 and $650 to determine the employee’s

mandatory contribution for the month
December 2000. On the othey hand,

employer’s mandatory contr ibutions fo; t

the

e
month of December 2000 should be d etermined

by comparing the relevant Income of the
employee for the whole month with 94,000 and
$20,000.

[1I. Casual Employee who is not a
Member of an Industry Scheme

The prorating arrangement for a casya]
employee (who is not a member of and Industry
scheme) are identical to those applicable to
relevant employee who is not a casual
employee. By design, no prorating arrangement
is applicable to a casual employee who is a
member of an industr y scheme.
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