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Essential Workshop for Banking, Insurance & DisputeResolution Professionals

Program Objectives

The Banking and Insurance markets today are gettang competitive and complex. On one hand, wefacing tough
negotiations and demand in business expansionsrgadization profitability, on the other hand, we eequired to effectively
deal with both external and internal customer disp& complaints and internal organizational catéli Thus, mastery of
negotiation and dispute & complaint handling skilecomes important success factors.

While people generally think that anyone with certife or work experiences would be a capable tiagmr, however,
empirical research shows that a lot of people agotiating with counterparties purely on the faotg wants but not on solid
skills, tactics and strategies, and in particulaey do not know when to stop. This significantiygluces the negotiation power
and affects the end-result.

On the other hand, customers are becoming moreassigalted and demanding. Effective dispute & camilhandling is a
crucial skill that we need to master, regardleswioéther we are directly client facing or requiteddeal with colleagues or
working parties. With effective complaint handligkjlls, we would be able to turn unhappy custoniets more neutral (or
even happy) customers and maintain relationship thiem. With excellent skills and techniques, wayreven be able to
cross-sell more products or services and grow aginlesses further. In addition, this skill enhanest is also a very crucial
component when the upcoming Financial Dispute Riisol Centre ("FDRC") initiative is implementedrinid-2012.

Those who have attended our previous negotiatainig programs found the learnings useful andtjmal¢c and it would be

very beneficial to come back again to fine-tunestemaand further practise what they have learnis pfogram would help to
make their life and work more effective and prodgtand more importantly, it can help them to pres or even improve
their relationship and harmony with other peopléhbo personal life and workplace. Experiences alsow that this mode of
learning returns the best values.

This one-day program consists of two parts. Tha fiart shares in-depth strategy and tactics gotiaion and dispute &
complaint handling. The second part will give @pants opportunities to put what have been leartass into practice and
receive instant feedback from our experienced érain

Program Coverage and Benefits

» Learn advanced strategy and techniques for effecidgotiation and dispute & complaint handling

» Master negotiation tactics and better understamdtbaise counter-tactics

» Sharpen questioning techniques and learn how tgaesitions more effectively

« Know when to accept offer and when to walk away

» Strengthen skills on dispute & complaint handlimgl @ffective emotion management

» Master influencing skills so as to make work andspeal lives more successful

» Real-life simulated role-play for financial dispsitévith instant feedback from the trainer) to pdhniques acquired into
practice

Who Should Attend

» Professionals of financial services industry (bagkiinsurance and financial institutions) who wolikeé to sharpen the
crucial soft skills to manage customer complaimtdisputes that are essential in particular withldunch of the FDRC in
mid-2012

» Mediators who wish to sharpen negotiation skillb@mdling financial disputes to get ready for tnenich of the FDRC

» Business executives who already have good negmtiatid complaint handling skills and wish to furthraster them

» Participants who have participated in our previtBe a Winner in the New Era of Banking: Regulatioisisiness
Opportunities & the FDRC” program in Sept 2011, avmlld like to further strengthen their negotiatiamd complaint
handling skills
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The World-Class Faculty

Mr. Charles LAM

Mr. Charles Lam is a seasoned executive in bankingncial services, information technology andpdie resolution. He has
over 20 years of experience working as CEO, COQ, &id sales director at several major multi-natifinancial institutions
and corporations. Some of the financial institwighat Charles had worked for include ABN AMRO, diteSuisse First
Boston, HSBC and National Australia Bank. Charlessgsses strong banking, information technologgnfiial services and
wealth management industry knowledge and understéme market, risks, product and consumers weltodgh practical
experience in managing various functions, stakedreldand clients, he has accumulated extensive ierges in team
management, business development, providing camgutiegotiating and helping clients and institnido manage disputes
and conflicts. Charles has many successful tractrds in helping the multi-national financial instions build and expand
their presence and business around the globe,iapét the Asia Pacific and China Regioithroughout the career, he had
executed more than 100 negotiation deals/transestiand was one of the key members involved in raevaampany
acquisitions.

Charles has obtained the Master of Laws (LLM) friba University of Hong Kong. He is a CEDR Accreditdediator and
panel mediators of Chartered Institute of ArbitratEast Asia Branch) and Hong Kong Institute obi&kators. He is also
Member of Chartered Institute of Arbitrators (UKlember of Hong Kong Standing Committee on Arbitati{|ICC-HK),

Member of The Hong Kong Institute of Bankers, MembgBritish Institute of Facilities Management aRdllow of The

Chartered Institute of IT (BCS) UK.

Ms. lise CHAN

Louise is an experienced banker with many year&kiwgrin different areas of banking and wealth mamagnt in a few major

multi-national financial institutions. With her sblpractical experience and professional qualiftca in wealth management,
Louise is well versed in financial planning, sddliprocess, customer experience, customer comgiaimdling and the latest
development and the dynamics of the market. Overytfars, Louise was very active in community weatke had given

coaching and training on negotiation, entrepreréprand conflict management.

Louise has obtained the Master of Laws (LLM) frdme tUniversity of Hong Kong and is a CEDR AccredidMéddiator and a
panel mediator of Hong Kong Institute of ArbitragoShe is also Member of International Chamber @ih@erce — Hong
Kong, China, Member of Hong Kong Standing Committee Arbitration (ICC-HK), Certified Financial Plaeff™ and

Member of The Hong Kong Institute of Bankers.

Dr. Shahla ALI

Dr. Shahla Ali serves as the Deputy Director of théM in Arbitration and Dispute Resolution Programmand Assistant
Professor at the Faculty of Law of the UniversityHong Kong. Prior to joining the Faculty of Lavhesworked as an attorney
in the international trade group with Baker & Mck@én LLP in its San Francisco office. She has cdedulvith USAID,
IFC/World Bank and the United Nations Office of HamResource Management on issues pertaining totdispsolution
design and evaluation. She is an accredited nudiBtKMC), public arbitrator (FINRA) and member tife State Bar of
California.
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Program Fee

¢ Full fee — HK$2,000
« Early Bird: Registration on or before®&ebruary, 2012 — HK$1,800
 HKU or CLLC Alumni — HK$1,800

CPD

Please check with your respective associationthioeligibility of claiming of CPD. For Law Societf Hong Kong and the
Hong Kong Bar Association, HKU is in the processapplying for CPD points.

/Registration \

Registration deadling®™ March, 2012

To register, please complete and return the regiistr form with a cross cheque (cheque payabl€ltaC Training Centre
Limited’ ) to CLLC Training Centre Limited?.0. Box No. 1969, General Post Office, Hong Kong.

Program details will be sent to you by email 1 weelor to the program commencement date. If youndbreceive it
accordingly, please contact us.

Program fee is due upon acceptance of registration.
For enquiries, please contact (852) 3151-6800 quiey@clic.com.hk.

CLLC Training Centre Limited reserves the righttake any amendments to the program without priticeo

Cancellation Policy

For any cancellation of registration befofeFebruary 2012, 50% of the program fee will be meifed.
For any cancellation of registration beford’ Zebruary 2012, 30% of the program fee will be meffed.
Thereafter, no program fee will be refunded.
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REGISTRATION FORM

Please complete and return the registration forth avicross cheque
(cheque payable t&@CLLC Training Centre Limited’ ) to CLLC .
Training Centre LimitedP.O. Box No. 1969, General Post Offic|
Hong Kong. The registration deadlineZisMarch, 2012 |

. . o . (Please affix your business card)
Please note that your booking is provisional unthfirmed in |

writing by CLLC Training Centre Limited (“CLLC") adh your i
cheque is cleared. For enquiries, please con

enquiry@cllc.com.hlor 3151-6800.

Section A — Program Application

Program Name & Code Program Date Fee (HKD)

Essintial Workshop forBanking, Insurance ¢ Mar 1(, 2012 (1amr-6pm) J Early Bird (on or befordeb 2!, 2012)—

Dispute Resolution Professionals: Masterfing HK$1,800
Negotiation, Dispute & Complaint Handling J CLLC or HKU Alumni — HK$1,800
Skills and Getting Ready for the Launch of the J Full Fee — HK$2,000

Financial Dispute Resolution Centre (“FDR{")
(BN(CLLC-HKU)120107)

Section B — Personal Particulars (ALL fields must be completed)
Title: Prof / Dr/ Mr/ Mrs / Ms / Miss (Please delethere inapproprie)
Full Name:

(As printed on your HKID Card / Passport)

Company Name: Position:

Email Address: Mobile Phone No. Office Tel. No.:

Correspondence Address:

In case of any dispute arises, the decision ofCkhall be final.
Signature & Date:
Information collected from this Registration Fornillwot be passed
to a third party without the delegate’s expressedsent, but CLLC|
and/or HKU may on occasion send further detailspofducts or
services that it feels may be of interest.

Section C — Payment Details

Cheque No. Bank:

(Payable tdCLLC Training Centre Limited” )




