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Treating Others Wholeheartedly
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Li Man Ho, Stephen
2011 Advanced Diploma of Hospitality, TAFE SA
Working at The Macro Polo Club as Member Services Executive
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"1 am Joyful to know that
my customers have a pleasant Journey. "
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Stephen likes to work in aviation related industry, so he is now working at Macro Polo Club as Member Services Executive. However, he
had used to feel perplexed about his future before he enrolled in HKUE.

"I was so helpless after | had received my HKCEE result, which was not satisfactory. | then attended a seminar held by HKUE, which gave
me a glimpse of hope to continue my study.The Programme only takes 20 months to attain an academic qualification that is internationally
recognized and the Hospitality discipline is suitable for me as | am an outgoing person.”

To Stephen’s surprise, HKUE has not only given him a chance to continue his study, but the professional teaching staff members of HKUE
have also taught him the real meaning of “Serving; which then won him many applauses from customers and colleagues.
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Stephen believes that good team spirit can lead to high work efficiency.
Hence, he has maintained a good relationship with colleagues.
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Stephen (Right 1) likes to go travelling on holidays. Not only can he be relaxed,
but he can also equip himselfwith different knowledge to serve his
customers better.

Assisting the Others Thoughtfully and Patiently

"Customer Reigns supreme” is the basic rule in the service industry, but
what exactly does it mean in Stephen’s opinion?

“It means we need to treat our customers wholeheartedly,” Stephen said
firmly. “There was a time a customer, who was an elderly, called us and
wanted to re-confirm her itinerary details with us, which had already been
checked for a couple of times. | was initially annoyed by her, but then the
faces of HKUE's teachers popped up in my mind, reminding me to be
patient.” Stephen wore a smile when reminiscing the days with teachers.

“We used to know nothing about wine. However, the teacher not only
repeated every key point for a few times, but also used different methods,
including Role-Play, PowerPoint slides and graphics to deepen our
understanding. Unluckily, we still didnt understand. Then he spent his
leisure time after class to answer each of our questions.” Teacher's behavior
serves as a good reminder for Stephen.

“At last, | insisted on double checking the details with the old lady again,
including my company’s overseas hotline. Whenever | receive cumbersome
requests from customers, | will recall the behaviors of teachers, and then |
can solve customers’' requests patiently.”

Teacher's contribution has impressed Stephen. Today, he is willing to serve
his customers, just like what his teacher did.

Sacrificing Himself For the Sake of the Others

“Sometimes, | need to sacrifice my benefits as well. | dated my good friend
on the eve of Easter, but | had received a call from a customer before | got
off from work. Unfortunately, that customer’s request was a complicated
one, which required me to contact colleagues in different departments and
colleagues in Beijing as well. It would take an hour to get everything done.
| was then struggling in my heart.” Right at this moment, Stephen recalled
his memories of how teachers sacrificed their benefits for the sake of their
students.

“Because of some personal issues, | was not able to attend the classes for a
month at HKUE. Teachers not only concerned me, but also offered me
make-up classes, which were unnecessary from my perspective as my
academic result was not affected. However, they insisted and spent their
leisure time on making up the lessons for me.”

“Finally, | have chosen to help the customer and solved his problem
successfully. Although | was late for the gathering, | felt so pleased
when hearing the happy voice of my customer. | am joyful to know
that my customer has had a pleasant journey.” Stephen was also
appreciated and commended by his colleagues because he helped
them solve an urgent issue.

Influenced by his teacher, Stephen is continuing the spirit of helping the
others through his work. He has given his job a real meaning and has made
people’s journey a colourful one.
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