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Date / Language / Venue:
September 2-5, 2012 / English with sequential Chinese interpretation /
Shanghai

Is China a manufacturing-based economy? Yes, but increasingly the
service sector is playing a major role. Already similar to many other
countries, China’s growth in GDP is explained by the service sector. In a
few years time, services will become the dominant share in the Chinese
economy. This growth will be driven not only by the traditional service
sector such as banking, leisure, transportation and retailing, but also by
traditional manufacturing firms engaging in superior service quality and

service innovation as a new source of competitive advantage.

The strategic vision of a service oriented firm is dual: it must be focused
towards the customers, understanding or defining their specific needs,
positioning the firm’s service offering to satisfy them and creating the
operational processes to support and enhance the service experience; at
the same time, the company must adjust these operational processes to
be able to make them attractive to recruit and retain the adequate
personnel who is key to provide service excellence. It is only by
understanding and developing this dual focus that service companies can

develop a sustainable competitive advantage.

Fee: RMB 32,800

For more information, please visit http://exed.ceibs.edu

The programme focuses on the unique challenges of managing quality
services and delivering value to customers in a profitable and sustainable
form. The attraction, retention, and building of strong customer
relationships through innovative and quality service (and services) are at
the heart of the course content. This programme develops a profile of the
strategic capabilities required to create a high-performance service
organisation. The course will put special emphasis on strategic, marketing
and operational issues while also building on the aspects of human

resources management.

The programme is equally applicable to senior executives from
organisations whose core product is service (e.g., banks, transportation
companies, hotels, hospitals, educational institutions, professional
services, telecommunication, retailers, etc.) and from organisations that
depend on service excellence for competitive advantage (e.g., high

technology manufacturers, automotive, industrial products, etc.).
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Programme Benefits

In this programme, participants will learn:

e A thorough understanding of the critical operational aspects of service
provision and delivery, including capacity and demand management

o Critical skills and gain knowledge needed to implement quality service
and service strategies for competitive advantage of your firm

e Frameworks for customer-focused management, and how to increase
customer satisfaction and retention through service strategies

e To map services, understand customer expectations and develop
relationship marketing strategies

® To define, measure and improve productivity in service delivery

e To understand and apply the latest developments of IT/IS on services

e To create a culture of innovation in developing value propositions for

customers

Overall, participants will become a more perceptive and effective
manager through understanding the complexities of service design,
delivery, and communication.

Programme Coverage

e Framework for marketing and operations services management

e Capacity and demand management in service operations: how to deal
with variability

e Customer expectations and perceptions of services

e The role of customers in services

e Service quality and productivity

e Service recovery and service guarantees

e Service innovation - developing and delivering new services

e Integrated services marketing communication

e Strategies for building customer loyalty

Delivering Service Excellence programme is insightful and enjoyable. The

information-packed sessions delivered by two CEIBS professors helped
participants understand the essence of “excellence” in service industry and
the ultimate goal of service — customer delight. Meanwhile, all particjpants
shared their different opinions on the criteria for “excellence”. That's why
the programme really works.

Fang Xuguo
Director, President Office
Hwabao Trust Co., Ltd.
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Programme Schedule

Day 1
morming

afternoon

Day 2
morning

afternoon

Day 3
morming

afternoon

Day 4
morning

afternoon

Understanding Services and Service Customers

e Introduction to programme

e Nature of services: characteristics of services and their
implications for management

e Case discussion

® The gap model of services quality: different gaps
managing services and their implications

e Case discussion

e Customers role in services

Delivering Quality Services

e Service satisfaction: dimensions of service quality,
fairness and delight

e Case discussion

e Service recovery and service guarantees

e Case discussion

e Service scapes and clue management

Service Operations Processes

¢ Introduction to service operations: the customer
corridor

® Adjusting capacity and demand in service operations -
identifying and managing the flow

e Case discussion

¢ Planning and scheduling for service operations:
managing waiting lines

e Case discussion

® Revenue management

Service Strategy and Innovation

e Capturing and using data for customer service
improvement

e Case discussion

e Service innovation

e Case discussion

® The strategy-operations cycle
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Faculty

Kwaku Atuahene-Gima - Programme Co-director
Professor of Marketing and Innovation Management,
Director of Centre of Marketing and Innovation, CEIBS
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Educational Background:
Ph.D. in Management, University of
Wollongong, Australia )
Master of Commerce in Marketing,
University of New South Wales,
Australia ) )
B.S.. .(tHo.nours _in_ Business
Administration, University of Ghana

Teaching/Research Interests:
Professor™  Atuahene-Gima  is
Professor of Marketing and
Innovation Management at CEIBS,
where he is also the Director of the
Centre for Marketing & Innovation.
He was formerly ~Professor of
Innovation ~ Management  and
Marketing, head of the Department
of Management, founder and
Director of the Centre for
[nnovation ~ Management  and
Organisational Change at the City
University of Hong Kong. He has
been visiting professor at several
universities Including the University

of Bocconi, University of New
South Wales, and Delft University
of Technology, Singapore

Management University, held a
part-time Chair of Marketing at
Aston Business School and is
currently Adjunct Professor of
Innovation ) Management,
Mannheim Business School. His
teaching and research focus on
assisting firms to improve in the
following key =areas: excel in
customer-centric ~ R&D
management, build innovation as

an organisational competency,
develop and sustain
market-oriented capability,

manage new product development

processes, ~and develop and
implement innovative marketing
strategies.

Academic Achievements:

Professor Atuahene-Gima’s work
has been published in leading
international ~ journals such as
Journal of Marketing, Journal of
Product Innovation Management,

Academy of Management Journal,
Management Science, Organisation
Science, Strategic Management
Journal, Journal of International
Marketing,  Journal  ofBusiness
Research,  ResearchTechnology
Management, International Journal of

Technology Management, Journal
of International Marketing, Journal
of Business Research, Research
Technology Management,
International Journal of Technology
Management, and others. His
research work has won prestigious
Best Paper Awards at = the
American Marketing Association
Educators’ Conferences, appeared
in the Best Paper proceedings of
the Academy of Management, and
received a Citation of Excellence
for Highest Quality and for
outstanding contribution to
knowledge by Annbar. He is on the
Editorial Board of the Journal of

Marketing, Journal of Product
Innovation Management,
Australasian _Marketing Journal,
Critical Perspectives on

International  Business. He has
been track chair for new product
development at  several
professional conferences in Europe
and the U.S. He was recognised
recently by research published in
the Journal of Product Innovation
Management as the world's 4th
most prolific researcher in the field.

Corporate Experience:

Professor ~ Atuahene-Gima has
consulted  and/or  conducted
marketing and innovation

management training programmes
and workshops for  companies
such as UBS Financial Services,
Philips, General Motors, Wyeth,
Hong_ Kong Society for ~ the
Handicapped, Hong Kong
Productivity Council, Group Sense,
Sunhing Millennium, Manulife and
others. He was a member of the
Judging Panel for the Hong Kong
Awards for Industry - Innovation.
He has been a keynote speaker at
the annual gathering of the Hong
Kong . Coaliton ~of  Services
Industries and  the  Chinese
International Invention  and
Innovation Symposium. Prior to
academia. he held executive
positions in product development,
distribution, marketing = and
materials management ~ in  the
harmaceutical ~ industry  with
elcome (Australia) Ltd. for several
years.
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Jaume Ribera - Programme Co-director
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Professor of Production and Operations Management, CEIBS
Professor of Production and Operations Management, IESE Business School. Spain
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Educational Background:
Ph.D. in Industrial and Systems
Engineering, University of Florida,
U.S.A.

Ph.D. in Engineering, Polytechnic
University of Catalunya, Spain
Registered Professional Industrial
Engineer in Spain

Teaching/Research Interests:
Professor Ribera is the Port of
Barcelona Professor of Logistics at
CEIBS. He is also Professor of
Production and Operations
Management at IESE in Barcelona,
Spain. He is a registered
Professional Industrial Engineer in
Spain. From 1993 to 2001, he was
Associate Dean for Faculty at [ESE.
Professor Ribera focuses his
research interests on the design
and improvement of production
and operations systems in
manufacturing and service sectors,
supply chain management, project
management, health  systems
operations, information systems in
operations, etc. He has rich
teaching experience in operations

management, management of
service institutions (special
emphasis on health), project

management and supply chain
management.

Academic Achievements:
Professor Ribera is a Founding
Member and Member of the Board
of the European Operations
Management Association. He has
published numerous books and
articles. He is a member of the
editorial board of the Harvard
Business Review (China) and the
International Journal of Operations
and Production Management.

Corporate Experience:
Professor Ribera has extensive
consulting experience with private
and public companies in Europe,
America and Asia; his consulting
clients have included the European
Union and the World Bank. His
work concentrates on the design
and improvement of operations
systems in manufacturing and
service sectors, with special
emphasis on healthcare.
Furthermore, he has extensive
experience of working  with
Chinese companies since 1987,
including BMS, BBK, Boshi Fund,
Emerson, Eli Lily, Kingdee,
Schneider, CNOOC, TCL,
Shanghai Pharm, Dongsheng Oil,
Sinopec etc.
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The programme is creatively designed to meet the actual requirements of practical

applications. Both the concepts and theories are very useful in practice. The programme

also provides a good opportunity for participants to learn from each other and forge

long-lasting bonds of friendship in a cooperative atmosphere.

Date / Language / Venue
September 2-5, 2012 / English with sequential Chinese Interpretation / Shanghai (CEIBS Shanghai campus, 699
Hongfeng Road, Pudong, Shanghai)

Admissions Procedures

Applicants can apply for the programme as follows:

« Online application: Please visit the CEIBS Executive Education website http://exed.ceibs.edu, select the
programme you want to take, and click “Apply Now” to apply for the programme; or

» Please call the CEIBS Customer Service Team for a printed Application Form, then fill in the form and send it
to the CEIBS Customer Service Team by fax, email or mail.

Applications are requested 20 days before the programme start date. Applications are reviewed as they arrive
and admissions are subject to the final confirmation of CEIBS. Any applications received after that date will be
considered on a space-available basis. For more information, please contact our customer service team in
Shanghai, Beijing or Shenzhen.

Fee

The cost of the programme is RMB32,800, which includes tuition, case licensing fees, lunches, stationery, other
course materials, and interpretation and translation fees if required. The full fee must be paid no later than 15 days
before the start of the programme. Applications made within 15 days of the start of a programme require
immediate payment.

Cancellations

Any cancellation made 15 days or more prior to the programme start date is eligible for a full refund of programme
fees paid. However, the expenses arising therefrom shall be for the account of the applicant or his/her employer.
Any cancellation made less than 15 days prior to the programme start date shall be subject to a fee of 20 percent
of total programme fees. After the programme starts, no fees shall be refunded for participants who withdraw
from the programme for any reason.

* CEIBS reserves the right to amend information on this programme including price, date, location, faculty, daily schedule

and other details.

LuYi
Vice Manager, Customer Service Centre

Shanghai 3G Electronic Engineering Co., Ltd.

Contact Information

Customer Service Team

Executive Education Department

China Europe International Business School
699 Hongfeng Road, Pudong

Shanghai, 201206, P.R.C.

Tel: (86 21) 2890 5187 / 5197

Fax: (86 21) 2890 5183

E-mail: exed@ceibs.edu

Website: http://exed.ceibs.edu

Customer Service Team

CEIBS Beijing Campus

No.20, Zhongguancun Software Park, 8 Dongbeiwang
West Road, Haidian District, Beijing, 100193, P.R.C.

Tel: (86 10) 8296 6688

Fax: (86 10) 8296 6677

E-mail: exed@ceibs.edu

Customer Service Team

CEIBS Shenzhen Representative Office

8F, RongChao Business Centre Block A, 6003 Yitian Road,
Futian District, Shenzhen, 518026, P.R.C.

Tel: (86 755) 3337 8136

Fax: (86 755) 3337 8113

E-mail: exed@ceibs.edu
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For more information about any CEIBS Executive Education programme, please tick it.

Multinational
Management
D CEIBS-INSEAD Expanding
Opportunities - Doing Business in
Europe ¢

[ ] Doing Business in China
[ ] Global CEO Programme: A

Transformational Journey

Advanced
Management

D Shaping Innovative Companies:
Inspiring, Managing and
Implementing Innovation
(Modular) Vo

[ ] CEIBS-Harvard Business
School-IESE Business School
Global CEO Programme for
China (Modular)

[ ] Leadership for CEOs in China: A
Journey to Leadership at Peak
(Modular)

[ ] CEIBS-Harvard Business
School-Tsinghua SEM Senior
Executive Programme (Modular)

[ ] Advanced Management
Programme (Modular)

D Chief Marketing Officer (CMO)
Programme (Modular)

[ ] CEIBS-LBS CFO Programme
(Modular)

Name (Mr/Ms)

Company

D Leadership Development
Programme for Hospital
Executives (Modular)

Corporate
Governance
[ ] CEIBS-Wharton Programme:

Corporate Governance and Board
of Directors

General
Management
D Diploma in Management
Programme (Modular)

[ ] Management Development
Programme (Modular)

Strategy

D Rethinking Strategy of the Digital
World "

[ ] Mega-Trends for the Future

D Integrating and Managing
Acquisitions

[ ] Game Theory in Practice: How to
Compete and Cooperate More
Effectively?

[ ] Building Organisational Capability
for Strategic Implementation

[ | Strategy Execution

Province/State

Fax

Please fill in the form and send it to CEIBS by fax, email or mail

Leadership

D Proactive Leadership Programme "“"

[ ] High Performance and
Sustainable Leadership

[ ] Leadership and Change
Management

D Leadership and Coaching

D Women in Leadership Programme

Negotiation &

Decision-making
[ ] Strategic Negotiation Programme
[] Management of Negotiation and
Decision-making

Organisation &
Management
D Leading Change: Enhancing
Organisation’s Effectiveness and
Viability V"

[ ] Managerial Psychology in Practice "

[ ] Talent Management Programme "

[ ] EVA and Performance Management

[ ] Human Resources Management:
Psychology, Human Nature and
Culture

[ ] Human Resources Management

Marketing & Sales

D Digital Marketing: The Future of
Your Marketing *"

Job Title

[ ] Creating a Customer-centric
Organisation

[ ] Market Creation Programme

D Key Account Management

[ ] Strategic Sales Forces Management

[ ] Building and Managing Brands

[ | Marketing Strategy and Planning

[ Management of Innovation and
New Product Development

[ Private Equity Managment
Programme

[ ] Managing Strategic Investment
Decisions

[ ] Finance for Non-financial
Executives

[ ] Financial Statements Interpretation
for Decision-makers

[ ] Managerial Accounting for
Decision-makers

Operations
Management
[ ] Delivering Service Excellence
D Supply Chain Management

Special Offering ™"

|:| China Entrepreneurial Leadership

Programme (Modular) "

Address

Business Telephone/Mobile

Email
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