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Speaker’s Biography 主講嘉賓簡介 

1) Peter Massey

Peter Massey於過去的15年創立一系列以科技及客戶關係的營運業務。由他所創辦和領導的BUDD UK Ltd，專責協助不同企業系統地簡化客戶服務。 BUDD UK Ltd提供項目策劃、人才培訓及推動客戶服務策略，並與全球超過十個國家具領導性地位的客戶管理專家聯盟LimeBridge在英國組成合作夥伴。
Peter Massey is a serial entrepreneur who has built and run a series of businesses, originally in technology and in customer relationships over the last 15 years. He is a founder director of BUDD UK Ltd, specializing in helping businesses to systematically simplify themselves on behalf of customers. Budd provides rapid programme delivery, develops people and transforms customer strategies into tangible operations. BUDD is the UK partner in LimeBridge, which is an alliance of the leading specialists in customer management in ten countries worldwide.

2) Ho Kong Tang鄧浩光
鄧浩光先生為香港特別行政區政府綜合聯繫中心「1823政府熱線服務」總經理，其聯繫中心為市民提供各項查詢服務。過去的15年，他曾任職香港特別行政區政府不同部門，具有豐富的行政經驗，並於1998年加入效率促進組，擔當不同職務，其中包括為各政府部門設計一套持續性的客戶滿意程度調查系統，及籌辦基準學習研討會予超過15,000名高級公務人員參加。

Mr. Tang is the general manager of the Integrated Call Center providing “1823 Citizen’s Easy Link” service to the public of Hong Kong. He has over 15 years of executive experience in different departments of the Hong Kong SAR Government. He joined the Efficiency Unit in 1998 and performed different duties, including, amongst others, designing a continuous customer satisfaction survey system for departments and organizing a root map based learning seminar which was attended by more than 15,000 senior managers of the Government.

3) Andy Cranshaw

Andy Cranshaw於英國開展他的事業並擁有20年管理「聯繫中心」經驗。Andy Cranshaw為客戶運作表現中心(COPC) 亞太區的副總裁，在過去的3年他曾領導馬來西亞、新加坡、澳洲、香港以及菲律賓「聯繫中心」提高服務表現及處理證書方案。於客戶聯繫中心界是一位經驗豐富及備受尊敬的學者，亦經常在世界各地開辦COPC課程並在英國市場學學院(Institute of Direct Marketing)及澳洲證券學院(Securities Institute)親自授課。

Andy Cranshaw started his career in the UK and has almost 20 years experience in the Contact Centre Industry.  During the last three years, as Vice President of COPC Asia Pacific, he has led performance improvement and COPC Certification projects with Customer Contact Centres in Malaysia, Singapore, Australia, Hong Kong and the Philippines.  He is an experienced and well-respected educator in the Customer Contact and CRM field and, as well as regularly delivering COPC’s training courses all over the Asia Pacific region and in the US, has lectured for the Institute of Direct Marketing (UK) and the Securities Institute in Australia.  
4) Peter Leung 梁永鈞
梁永鈞現為BT東北亞洲區客戶關係管理及聯絡中心方案拓展總監，專責香港、台灣、中國內地及南韓地區BT聯繫中心服務、話音系統及聯繫中心之業市場務推廣。他擁有19年資訊科技/電訊業方面的豐富經驗，被公認為客戶聯繫方案、聯合訊息及IP話音網絡科技及產品的專家。

Peter Leung is the Business Development Director of CRM/Contact Center Solutions for BT NEA. In this role, he takes care of market development in Hong Kong, Taiwan, PRC and Korea and has full responsibility for BT Contact Center Service, Voice Parts & Contact Central in these markets. A 19-year veteran in the IT/telecommunications industry, Mr. Leung is an acknowledged expert on major Customer Contact solutions, Unified Messaging, IP voice networking technologies and products.

5) Fanny Vaz 譚瑞儀
譚瑞儀小姐現為澳門電訊個人消費市場總監，主要負責管理超過300名前線員工及澳門電訊「聯繫中心」、門市、安裝及維修服務的運作。譚小姐曾於澳門電訊多個部門工作並擁有超過20年行政管理經驗，於2001年更成為澳門生產力暨科技轉移中心優質管理委員會委員。

Fanny is the Director of Personal Market Unit of CTM.  In her role, she takes care of  300 front-line staff and has full responsibility for the CTM Contact Center, Retail Shops, Installation and Maintenance Service.  She has over 20 years of executive experience in different departments of CTM.  She is also a member of the Quality Committee of the Macau Productivity & Technology Transfer Center since 2001.
6) Tony Bruno 

Tony Bruno是顧問服務公司C-Solutions之創辦人，專責為工商機構建立及推行客戶聯繫管理方案。他擁有超過18年客戶服務業的經驗，尤其對於亞洲及歐洲之客戶聯繫中心擁有豐富經驗，曾參與初期遷移其中一個商務客戶中心到中國內地的項目。他亦曾為多個亞洲區會議，包括於新加坡及北京舉行的客戶聯繫會議及於香港舉行的IIRs客戶中心會議擔任講者。
Tony is the founder of C-Solutions; a consulting and services business, specializing in the creation and delivery of industry leading customer contact management solutions. He brings over 18 years of business experience in customer environments. Tony has significant experience in customer contact centers in Asia and Europe, and was involved in one of the first re-locations of a commercial call center to Mainland China. Tony has spoken at numerous conferences in Asia, including Customer Contact World in Singapore and Beijing, and IIRs call center conference in Hong Kong. 
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