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Presenter
Presentation Notes
Thank IAAPA and sponsor for making this possible.

My background has been work teach work teach so I am having the best of both worlds

Teach when I am tired of work and work when I am bored with teaching.

Blessed to have met many interesting people in the course of my work me make this sharing possible. 
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Agenda

• Introduction 
• Understanding Key Asian Values
• Parameters of Service Training
• Enhancing Service Training

Presenter
Presentation Notes
4 main areas in today’s session

Pick out a few key values that we can look at acrodd the board for a number of examples.

I have done service training in Singapore and in China. Both for my staff when I was in the industry and for students and as a trainer.

My objective is to see how understanding these similarities and differences can help people to improve their own training. This is definitely is not a know all  or know how type of presentation but rather a sharing so that we all can learn from each other.
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Can Asians be less-Asian?

EasternWestern

Mixture

Presenter
Presentation Notes
What exactly is considered Asian Values? Different sources used different description but the common terms associated with being Asian are: self-denial, frugality, patience, fortitude, self-discipline, dedication, rote learning and aptitude for science and math.



Most agreed that Asian excel in efforts that required patience, unstinting efforts over long period with delayed gratification.

Individualism is always downplayed both at work and in school or work. Group orientation and acceptance of authority, deference, consciousness and dutifulness. There are more but the general picture is quite consistent across countries that has Confucian influence for a long time.
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Concept of Self

• Interdependent
• Conform to others
• Identify from 

connection to others
• Self criticism/denial
• Focus on negative
• Delay gratification

• Independent
• Autonomous
• Unique and separate 

from others
• Self enhancement
• Focus on positive
• Instant gratification
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Concept of Learning Vs Training
Learning
(for self)

Continuous

Training
(for company) 

Task specific

Presenter
Presentation Notes
Learning to be human is a life long Endeavour

- Not accidental but through a very conscious and deliberate effort that is on going and continuous

It requires a transformation of personality over time.

Learning covers all aspects of life (including the ethical and religious realm)



Service training can be reposition as a series of learning journeys with the intent to make the staff a better person 

Staff should be made to believe that they are learning for the sake of themselves and not just for the benefits of the company.



A main concern of Confucianism is learning how to be human.[1]. This learning does not happen by itself instead it is a personal decision and commitment that is achieved through continuous and conscious efforts. This learning to be human requires a transformation of the personality in the ethical and religious sense.  Confucianism can be understood as a way of life as a form of moral ethic. People should see what they do everyday, whether at work or at home, as an extension of their daily life. This means the same value system can be applied to all aspects of their lives.
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Concept of Learning Vs Training

• Rituals = Discipline of the body

• As a response to standards that one              
inspires to be in society

• Involves verbal & non-verbal 
communication

• Imitate the intention and the spirit

Presenter
Presentation Notes
Ritualising the training for effectiveness

Ritual is the discipline of the body. It is intended to transform the body into a fitting expression of the self in ordinary, daily existence. One is trained to perform routine functions as a fully participating member of the society. Ritual involves non-verbal as well as verbal communication. Ideally, one learns and enacts ritual not for social approval as but as a response to standards that inspires one to become an integral part of a community. (It is the way they carry themselves- boss must behave like one)

The project of learning to be human involves the ritualisation of the body, the expansion and training of the heart, the opening up of oneself to high dimensions of human existence and to spiritual ideas. Before one can be imbue with a new set of values, it must be ritualized to form a routine and a discipline of the body and mind.

One important form of instruction occurs not through words, but by example. The very manner of the teacher induces the students to emulate that standard. By this we mean the students are expected to imitate the intention and the spirit underlying the behavioral patterns – not just physical manner. This will enlarge the scope of duties, responsibilities and obligations
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Key Elements of Confucianism

• Five Ethical codes (Wu Lun)
– Determines how humans relate to each other
– Determines the social order
– Determines the way of life 
– Emphasize commonality rather than 

differences.
• Focus on share-ability, mutuality and 

reciprocity (point of convergence)

Presenter
Presentation Notes
A better understandings of Confucianism / Confucian Values can make service trainings more effective. Especially when they are in sync with the core values of the company’s customer care programmes.

Commonality must be understood in terms of human needs and sensitivity

The point of convergence is more important than divergence. All things must be made relevant at the point of convergence so that it is meaningful.

The 5 Ethical codes consist of:

Ruler to people – righteousness and justice

Husband to Wife – different roles

Older to Younger – respect and protection

Parent to Child – Love and respect

Friends to Friends – Trust & loyalty

The 5 Ethical Codes (wu lun) is still widely observed today in Chinese communities all over the world. It is based on the idea that in every relationship one person is of higher status and the other is of lower status and hence certain respect and obedience is expected. Social order is important in Asian Society and is often considered a symbol of one’s wisdom and experience.[1]

�5 power relations

Subject to ruler; son to father; wife to husband; younger brother to elder brother (or sister); less influential friend to friend with greater influence.

Today these 5 relationships are characterized by reciprocity. The power must be earned. It is not blind obedience as some had thought earlier. 
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To Establish Commonality
DIFFERENCES

Shareability

Zone
Mutuality Reciprocity

= Group consensus & surface harmony

Presenter
Presentation Notes
Despite all the difference… Shareability zone is where mutuality meets reciprocity

Commonality can be understood in terms of human sensitivity: human need for communication, for self expression and for self development which does not infringe on the self development of others. Commonality entails shareability – points of convergence between human beings. It means relationships are not based on the one-dimensional imposition of ideas and power upon others but on the concept of mutuality and reciprocity. In this regard good customer car programme should help the staff see the customer as having similar needs (commonality) and requires the same mutuality and reciprocity in a service encounter.

Individual rights Vs communal needs (groups)

Duty consciousness (Eastern notion) Vs Right consciousness (Western notion)

Duty consciousness in the Confucian tradition is not simply the submission of individual to the group. The dignity, autonomy and the independence of the person are important features of individualism as a positive doctrine. The rise of individual rights in the west was not part of a philosophical doctrine but closely tied to the notion of privacy as it applies to the de facto rights of private property.

In Korea and much of Asia, the emphasis is on group consensus and surface harmony. It is always placed above the individual. Modesty is highly regarded and in many cases arrogance is not tolerated. Behaviours that are seen as loud or overt should be toned down to blend into the cultural norms.

To translate to excellence service attitude, Asians must see things in the right light. Is it the right of the customer? Is it the duty of the provider? What are group and community needs? What are the individual needs? There is a need for one to navigate carefully and find a middle path so that it does not go against the grain as far as relationships are concerned.
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Understanding relationships

• SELF is the sum of its relationships and 
centre of all relations
– But it is not reducible to the relationship 

themselves
• Relationship is an open system 

– Ever expanding and ever growing
– Always open to other dimensions of human 

relatedness and human experience

Presenter
Presentation Notes
Importance of Relationships 

Confucianism conceived of the self as being in a relationship. Each relationship contributes to the development and overall constitution of the self. The self in a sense is the sum of its relationship and the centre of relationships which is not reducible to the relationship themselves. This means the relationship is not a closed system, but is always open to other dimensions of the human experience and human relatedness. 



It is the ever-expanding and ever-growing network of human-relatedness the bounds the society at large. This relatedness can be expressed as a series of concentric circles. These relationships are crucial in the development of self: family, neighborhood, various forms of community, society, nation, world, and beyond. 

Asians are harder to understand because of all the complexities, subtleties and dynamism that accompanies a relationship.

Most of what is important is not visible. Asians are less likely to be direct even when they are open in their relations.
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Structure of Relationships

Community

State

Society 
at large Where is 

workplace 
or 

customer  
positioned 

?

Emphasize COMMONALITY Vs differences

Family

Presenter
Presentation Notes
The structure of human relationship begins with the family then the society, then the state and then beyond to the world at large. The distinctive feature of Confucian thought is its emphasis on the commonality rather than on the differences of human beings. The workplace falls into the realm of society and will always remain as number two, next to the family. 

The family (including distant relatives) is the core of all relationship and plays an important role in all aspects of life.

While the community is next in line, school is at the forefront followed by neighbours and colleagues

The State and Society at large are next in line, although not as intimate, it still governs certain social and public expectations



While Guanxi or connections and network based on a person’s background are common in China, Korea has the In-maek meaning Human Pulse (literally). These are connections built on relationships of relatives, school mates and birth places. This implies a personal’s personal history is very important in how he built future relationships. If the customer can be fitted into this scheme of relationships then the treatment of the customers will not be any different from all other relationships close to them.
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Understanding Relationships

Is there a 
clear 

boundary?
EastWest

Feeling

Truth

Presenter
Presentation Notes
Over time, Asians are thought the structure of relationship, the priority and ranking of people and things in life. It is difficult to make that change when the basic value system remained the same. So the difficulty here is not about controlling the feeling or emotions �

There’s no absolute and over time, the boundaries between what is has become blurred over time.

It is more like an inclination towards East or West, towards Truth or Feeling. Where it works best is where we should be in the situation. 



While in the best there is a lot of absolute clear cut boxes, Asian tend to work better with a bit of grey here and there.
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Understanding Relationships

• Management of Feelings
– Feelings as the basis for behaviors & attitudes
– Used as a weapon or a refuge

• Principle of Truth
– Not based solely on facts and logic
– Truth can be tailored (situational)
– Personal consideration always comes first

Presenter
Presentation Notes
Over time, Asians are thought the structure of relationship, the priority and ranking of people and things in life. It is difficult to make that change when the basic value system remained the same.

Management of feelings

In terms of priority, generally people will try to manage feelings first, couple with facts and rationality as second or third priority. Everyone is trying to maintain a façade of harmony because feelings and not rational thoughts remain as the basis for most behaviours and attitudes. This is the exact opposite of logical and fact-minded westerner. Feelings can be used as both a weapon and a refuge. The question is how and when should such inward management of feelings surface.

Asians are conditioned from young to read a “YES” is really a “YES” and a “NO” is not really a “NO”. The answers usually lies somewhere in between. Therefore is any situation, there must be a grey area, large enough to cater for the in-between Yes and No. 

Principle of Truth

The principle of truth is not just from facts. It can be situational truth / circumstantial truth. In other words, truth can be tailored. Truth does not depend on logic alone. Personal consideration always comes first. How do we build in such considerations?

Pause, reflect, ponder etc… and be ready to change to accommodate the feelings of the day.

It is interesting to note that management of feelings in the public is not unusual in the west. In Disney, they prided themselves on having used “Emotional Labour” to its advantage. They are able to achieve a high level of success in their management of feelings to create a publicly observable facial and bodily display. The Disney crew, as part of their work roles, need to convey emotions and preferable, appear as though these emotions are deeply held. So the difficulty here is not about controlling the feeling or emotions �

Without using feelings & circumstantial truth they canot be expected to go that extra mile.
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Understanding Relationships

• Focus on feelings & emotions
– Different expectation in public and in private
– Avoid any factor that disrupt the order of any 

society (cultural intelligence)
– Face reading and cultural telepathy

Presenter
Presentation Notes
Public and Private Display of emotions

Koreans are expected to remain reserved and modest and conduct in public is important. To be outspoken or emotional is considered undignified bringing disrespect to both the individual and the people close to them. This type of public display can be seen as expressionless, unemotional and even hard to read. To teach Asian how to display empathy can be tough when they are taught from young not to demonstrate any emotions in public places. The solution is to make those encounters as private as possible, away from public eye.

Koreans avoid eye contact and would always pretend to focus on other things while conversing. Silence is actually seen as a sign of respect and not disrespect. This in many cases can be difficult in establishing basic greetings. 

Using “Peace-of-Mind” factor

This is a primary theme found in both Buddhism and Confucianism. This idea calls for avoidance of any factor that may disrupt the order of any society. This may also lead to the suppression of virtually most emotions; make face reading or cultural telepathy by western interpretation. Asians have cultural intelligence in place of emotional intelligence. It is considered a highly developed skill to be able to understand the largely unexpressed feeling and intentions of people around you.
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Understanding Relationships

• Learning to be sensitive
– Conscience + Conscious
– Seeing + Feeling

Presenter
Presentation Notes
Learning to be sensitive

One concept that differentiates the Confucian approach to learning from other forms of mental exercise or merely psychological techniques is the notion of Xin, which has been rendered both as heart and mind. It combines the dimensions of both the conscience and consciousness. Xin is both a centre of feeling and sensitivity and of will power and cognition. Willing, knowing and feeling all function together as an integral part of Xin.

When a person is trained to be sensitive - This goes beyond cognitive awareness, the person is emotionally capable of relating to other people and to be able to direct the will in appropriate ways. In essence, sensitivity training for Asians must combine the seeing and the feeling when dealing with the customer. 

Criticism is usually reserved for people of higher rank an authority (superior). Individual criticism should be done in private and group criticism should be expressed in general.  In most cases, an apology at the onset can the day for any situation. It is considered polite to apologize first, incase we often someone later over something you are not aware of.



Common & Uncommon 
Parameters & Understanding

Presenter
Presentation Notes
We love to separate the East and he West as if it is 2 blocks but the truth, it is never that simple.



In the examples that follow I hope managers can understand that there is a need to tolerate the difference and manage within the cultural of philosophical concepts of the country.
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East Vs West at the Workplace
• Long time to decide
• Short time to 

implement

• Short time to decide
• Long time to 

implement

= Collective Responsibility

• Shame Culture
• Internal moral 

standard

• Guilt Culture
• External moral 

standard

= Guilty by Association

Presenter
Presentation Notes
In the west, a business executive can make a policy decision in a short period of time but the company as a whole takes a long time to implement. This happens because people have not had the time to internalize the need for change or the nature of the change. The executive can push on as an expression of his individuality and independent thinking because he is expected to take the initiate.

In the east, decisions cannot be arrived at so quickly because consensus formation is a lengthy process and often begins at the grass roots level. Yet when a decision is made, implementation is less of a problem. People simply carry out the decision that they themselves have participated while the first is more effective, the later is more enduring.

Collective responsibility came from strong family ties and the group minded approach to life in general Hence most social controls will fall on families.

Guilt Versus Shame Culture at work

The West used mostly a guilt culture to moderate social behaviour. It is based on an internal moral standard. In Asia, the Shame culture is more widely used. Confucian actually propagate this to much of Asia. It is based on an external moral standard which guided people in their everyday behaviours. The standards are based on a person’s relationships with others and it is influenced by one’s sense of duty and obligation.

Four basic moral qualities transmitted in Confucian tradition

The ability to feel the suffering of others - Commiseration 

The ability to recognize what they failed to do and provide the incentive to behave morally - A sense of shame 

The feeling of Deference and compliance – is the basis for propriety and the ritualized system that enables one to communicate with other non-verbally as well as verbally.

The ability to distinguish right from wrong and to prefer what is right.

Shame is the basis used to set the high standards of etiquette, respect and group responsibility. The fear of shaming self and family is very real. The “Guilty by Association” is an even strong deterrent because anyone who makes a mistake can expect that embarrassment to be transferred to friends and family members. In fact, close associates often shares blame and punishments for one another. The need for dignity and face saving means they will not do things that embarrass others or make others feel bad. 
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East Vs West at the Workplace

• From Natural Social 
Order

• Associated to the 
notion of WORTH

• Ritualised power 
established thru 
influence

• From Legal System 
allowed to exercise & 
function

• Can be given rather 
than earned

• Implies coercion
• Invites abuse

Presenter
Presentation Notes
Authority Vs power at work

The legal system functions and exercises power, whether one chooses to recognize it or not. In the Chinese context, the notion of authority and the notion of worth are close related. Authority can sometimes be understood as ritualized power. Authority in the Confucian context does not involve coercion. The increase in one’s authority always accompanies corresponding depth and extension of one’s personality through self cultivation. One’s authority, as a form of influence, is often communicated through non-verbal ritualized pattern of interaction. Meaning only in a communal setting, where ritualized patterns are recognized, can authority be meaningfully established. In a sense, authority has to be earned, power can be given.

Power does not feature prominently in the Confucian tradition. The emphasis is on human sensitivity and the affirmation of human-relatedness. This notion of one’s relationship to other human beings and to a larger horizon of experiences is of great significance. The emphasis on unity, commonality and shareability continues to be feature prominently today. Authority on the other hand, takes on a different notion. Some of the power can come from the natural social order established by the society.

Using “Peace-of-Mind” factor

This is a primary theme found in both Buddhism and Confucianism. This idea calls for avoidance of any factor that may disrupt the order of any society. This may also lead to the suppression of virtually most emotions; make face reading or cultural telepathy by western interpretation. Asians have cultural intelligence in place of emotional intelligence. It is considered a highly developed skill to be able to understand the largely unexpressed feeling and intentions of people around you.
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Typical Service Training Topics

o Establishing Good 
Relationships
o Building Rapport
o Working in Teams

o Service Journey
o Customer Satisfaction

o Being responsive  
o Creating Value
o Empowerment

Presenter
Presentation Notes
Service Journey = touch points



While the topics are similar, the delivery need not be the same. There is a need to adapt along the way.

We learn through our international students the subtle differences in everyday behaviours and happenings
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Making that transition….

Presenter
Presentation Notes
So if there’s no clear cut lines for us to draw then we must find the middle ground. While some may complain the middle ground is neither here nor there and it lack focus. But Asian in general can deal with that kind of grey areas with some degree of control and tolerance.



But this…. Because …. And then…. Sounds like an excuse but it is actually important to have a sufficient margin of grayness to survive
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Building Rapport

CustomerIn
tim

ac
y

Level of Relationship

Client

Member

Friend

Presenter
Presentation Notes
Cultivating friendship is not easy especially with strangers. Historically people depend on family and personal ties (friends). This social conditioning over time has had a lasting impact on the way most viewed relationships at the work place. Friendship and emotions in the context of work are primary motivators and not “responsibility” per se. The “someone-you-know” factor is far stronger relationship building model. As such in any business dealings it is important to first develop the relationship.

Relationships with customers & guests

Building Rapport is often an important aspect of customer service. Rapport is defined as building a relationship of mutual trust and emotional affinity. For Asians it is hard to imagine building close relationships with people outside the usual circle of family and friends. This invisible wall is hard to tear down in the short term. However, Asians can be made to redefine their relationship with the customer to that similar to family and friends yet acknowledge they can never quite be in the same league as real friends. 

While relationships are concentric, it also has height and depth. Much like that of climbing up a staircase up to some targeted destination. We have to build our relationships with our customers in layers and in according to the Chinese philosophy of radiating outwards or in this case building it upwards one layer at a time. If given the chance and time to develop relationships over a period of time in full understanding of how each layer is formed will help to establish a strong foundation for a service culture.

At each level, the participants what are the elements that they want to add on or intensify as the relationship becomes stronger. They can add layers by moving vertically or horizontally. Good Service Delivery must equate to building strong relationships with our customers in order for Asians to appreciate its importance. Building relationship with customer is always tough due to long term social conditioning
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Well defined Service Experience

S..t..r..e..t..c..h

Thinking 
about it

Memories 
of the trip

The Service Journey

Presenter
Presentation Notes
Every service journey start with the definition of the star and end point of this journey. People have to understand the total journey start way before the arrive and remain long after they are gone.

Helping the staff identify these touch points will help them appreciate their roles better and see the big picture.

A well trained/ good service staff who is rude on the phone only sees her duty as starting from the time the customer approach her…



Why can’t we get them to see the little things? Because the customer is not in the inner circle of relationships and many failed to see the need to pay attention to the little things. If they cannot see the little things then they must know what are the touch points that they must see (compulsory) from time to time. Make it s habit!
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Dimensions of Customer 
Satisfaction

Satisfied customer

Value PeopleSystem

Presenter
Presentation Notes
Value 

Quality relative to Price paid & Length of shelf life

Due to culture or background or environment they value different things

System 

Process

Procedures

Policy                            They must incorporate management of feelings

People 

Behaviour 

Verbal communication

Non verbal communication



People often don’t associate the behind-the-scene work that goes into delighting the customer. They cannot see their role or their position in the bigger scheme of things. Hence the need for deeper understandng.
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Enhancing Service Training

1. Redefine Service 
Experience

2. Change & Modify 
Behaviour

3. Creating Value
4. Recognise what 

buyers want

Presenter
Presentation Notes
We need not make major changes just the minor adjustments and adaptations here and there and it will be more effective if not more meaningful for the trainees.



There are many so we look at a few first.
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Redefine the Service Experience
• Design Arrival Experience

– NOT Front Desk Experience
• Design Room Experience

– NOT Housekeeping Experience
• Train for Service Experience

– NOT for service tasks
• Train across Divisions

– DON’T train by department functions
• Define Roles and Responsibilities

– DON’T describe the duties and assignments

Presenter
Presentation Notes
Framing correctly is very important for an Asian workforce because they are used to operating within an “approved” environment. No one wants to rock the boat so we have to make sure we define what is a BOAT and what is outside but part of. Remember the structure of relationships? Asians are good at connecting and linking inherently but they must be willingly to apply that to a work context. 



Is it my boat, your boat or we are in a cabin of a boat.
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Example: Dealing with 
Dissatisfied Customer

Listen to Solve problemApologize

Actions taken Group oriented

Emotions Emotions 
evoked

Individualize

Content

Add another layer!

Presenter
Presentation Notes
Adding depth to the dealings = deepening the experience and emotional attachment

Most service recovery instruction will stop at the first layer. For better results extend another layer by recognising the feelings of the guests.

This should not be difficult for Asian. Once they can relate to the feeling part, they can empathise and respond accordingly.
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Example: Handling Angry Customer

Think before acting!
Unusual?

Emergency?

My Responsibility?

My Decision?

My Action?

Presenter
Presentation Notes
Personal considerations comes first. No One want to be the one to make others unhappy.

Most will try to avoid such uncomfortable/unhappy situation. What is important is to recognise who has to act first without waiting

If the scope of the duties or roles has been widen then it is everybody’s job to respond to the situation.



To over come this concern with personal consideration we have to bring in another concern – respect to senior/elder/boss

They must see beyond the action of not doing to reflect on the responsibility part because they can decide. 

Most Asians think they can make a difference through their own effort so they must be motivated to act soon.
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Example: Calming Angry Customers

Rational at first

Emotional 
takeoff

Brew
ing

…

Rationalizing…

Slow 
down

1

2

3

4
5

6

Supportive 
behavior

Cool off

Problem 
solved

When is a good time to intervene?

Presenter
Presentation Notes
Management of feeling is complex for Asian. Time is of essence when dealing with angry customer. 

There must be a deliberate effort to manage the time line so that the results is most desirable.



Asians hate confrontation so they avoid and possibly delay acting. With this, they can see the consequence of not acting on time.

We present the feeling aspect by showing them what their delayed action can do to others and they would want to avoid making other feel bad so they will act…
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Recognise what buyers want

• Hotel rooms
• Meals
• Meeting rooms
• Business facilities

• Fast solutions to a 
complex problem

• Guaranteed success
• Peace of mind

needs

Presenter
Presentation Notes
Most will see the physical aspect of a product and neglect the intangible aspects.

For a conference buyer what are they looking for really???

If you can offer the intangibles, most will be willing to pay more.



It takes some training to see things in different light. 

Asians can see the future quite well that’s why many saved and make plans for retirement.

The issue here is ca they see beyond the physical things and look at the invisible/intangible things.

Once they develop the habit of thinking ahead, it will be a breeze.



e.g. they see a long queue and recognise that the problem is not the queue but the wait (time is money).
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• Product
– Facilities
– Food & Beverage
– Souvenirs
– Decor
– Rooms
– Amenities
– Activities

• Offer
– Convenience
– Enjoyment
– Knowledge
– Experience
– Bonding Time 
– Reputation
– Memories

Your Product Vs Your Offer

Presenter
Presentation Notes
Once we recognise the “offer” we will move away from physical things and focus on emotional needs

We stop promoting based on intellect but work on the emotions and personal needs.



Do we train staff to give or to offer? Staff themselves but recognise the offer as they work each day. They themselves must see the value of what they are doing and recognise the impact it has on other things.
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Power of “Empowerment”

Dimensions of 
Empowerment

Meaning 
of work 

role

Beliefs in 
ability to 
perform

Self - 
determination in 
making choice

Degree of 
Impact & 
influence

Presenter
Presentation Notes
Empowerment 

A philosophical shift of responsibilities and control from management to the people doing the core work of the organization

Dimensions of empowerment

Meaning - Fit between work role and a person’s beliefs, values and behavior

Competence - Beliefs in one’s capability to perform work activities with skill

Self Determination - A sense of choice in initiating and regulating actions (can do nothing or do something)

Impact - The degree to which a person can influence strategic, administrative or operating outcomes

The intent of Empowerment does not clash with any Asian values but it often mistaken for Power and Abuse.

Example of the Ritz Housekeeper with Primary School education but nominated for Excellence Service

She knows her work role, she believes she can make a difference and she make a conscious choice in deciding what to do every day. She knows her job is not just housekeeping – she is helping the hotel to retain its guests and living up the reputation of the company. She knows she has to do (within limits) to achieve that.

Locus of Control appears higher in Asian (Husen, 1976. pg 19 studied the extent to which man is perceived as having effective control and mastery over his environment). Most Asian believed they have some control over the outcome of the efforts hence the drive and motivation to work hard for a better life.
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Challenges Ahead
Change the Boundary Markers
• Identify and widen

– Sphere of Control
– Sphere of Responsibility

• Redefine the meaning 
– Power and Authority

• Modify the mindset 
• Relationship Structure
• Values System

Presenter
Presentation Notes
Start by introducing more grey area with greater understanding and seek commonality all the time.

Everyone is responsible for everyone else.



Start by looking at what you already have. Add depth and layer it so that it is not delivered in one go which is hard to stomach.



Look at power and authority with less absolute and more flexibility. It must come from within.



What we value in life must mirror what we value at the work place. The relationships we build must be linked to our work. 

All we are trying to do is to move from the office to the home and vice visa.





Email: ngleeli@tp.edu.sg


	Incorporating Asian Values�In your Service Training
	Agenda
	Can Asians be less-Asian?
	Concept of Self
	Concept of Learning Vs Training
	Concept of Learning Vs Training
	Key Elements of Confucianism
	To Establish Commonality
	Understanding relationships
	Structure of Relationships
	Understanding Relationships
	Understanding Relationships
	Understanding Relationships
	Understanding Relationships
	Common & Uncommon Parameters & Understanding
	East Vs West at the Workplace
	East Vs West at the Workplace
	Typical Service Training Topics
	Making that transition….
	Building Rapport
	The Service Journey
	Dimensions of Customer Satisfaction
	Enhancing Service Training
	Redefine the Service Experience
	Example: Dealing with Dissatisfied Customer 
	Example: Handling Angry Customer
	Example: Calming Angry Customers
	Recognise what buyers want
	Your Product Vs Your Offer
	Power of “Empowerment”
	Challenges Ahead
	Slide Number 37

