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Lot W

Waterfront Location
Serviced Apartment
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Ocean Gardens

No.83,Rua Seis dos Jardins do Oceano,Ocean Gardens,Taipa,Macau
Enquiry: 853-2881 1050 / 853-2881 1234  E-mail: leasing@oceangardens.com.mo Web: http://lotw.oceangardens.com.mo

Owner Property Manager
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MMA Young Managers’ Club: “Optimize Customer Experience

through Digital Transformation”

Organized by MMA Young Managers’ Club (YMC), sponsored by
Macao Foundation, a sharing session themed “Optimize Customer
Experience through Digital Transformation” was held on June 24.
Mr. Chum Pak Tak, Council Member of MMA and Chairman of
YMC, Ms. Doris Lei, Council Member of MMA and Vice-Chairman
of YMC, and Ms. Jodie Lam, Assistant Secretary General of MMA
attended the sharing session. Mr. Sam Sugiarto, Managing Director
of Medan limited and Ms. Juli Zhu, CEO of Macao Live Streaming
Station were invited to be the speakers.

During the sharing session, Mr. Sugiarto stated that the smart
POS system is able to forecast the sales volume accurately, which

helps the business in cost reduction and increasing sales revenue.
By using the smart membership system, it is easy to analyze the
taste of costumers in different areas. The smart systems benefit
the business in general. Ms. Zhu shared that there have been over
50 local enterprises joined their “Operation Agency” corporation
program, which is a quick and low cost way to test the reaction
of the Mainland market. Products such as Macanese food, inter-
national brand, original jewelry and products from Portuguese-
speaking countries are favored by the Mainland costumers. There-
fore, local enterprises should seize the opportunity to expand their
business to the Mainland.
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“Bank of China Trophy” Global Management Challenge 2021 - Macao Region

Organized by Macau Management Association (MMA) and title
sponsored by Bank of China Macau Branch, the “Bank of China
Trophy” Global Management Challenge 2021 - Macao Region will
begin in October. The Champion team, 1%t runner-up team and 2™
runner-up team will relatively receive cash prize and trophy. The
Champion team of Macao Region will represent Macao to compete
against 36 countries and regions for the World Championship Title
at the International Final.

Global Management Challenge (GMC) is today’s largest worldwide
online strategy and management annual competition played in over
5 continents. GMC aims to improve modern corporate manage-
ment standards, promote normalization and standardization of cor-
porate management techniques across countries. There are over

30 countries and regionals have participated. MMA had introduced
GMC to Macao since 1996, in order to cultivate management tal-
ents for the society.

Each team consists of 3 to 5 members to operate an online simulat-
ed stock listed company, making decisions for 5 financial quarters,
aiming to achieve the best investment performance. Participants
are able to learn how to manage and operate a listed company in
the virtual business environment, understand and engage with dif-
ferent business model in which modern management is in practice.
The registration opens until October 8. For interest parties, please
visit GMC Macao official website at www.worldgmc.com/macao
for more information and registration. For inquiries, please contact
MMA at 2832 3233.
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MMA Visited Photo Exhibition “100™" Anniversary of the Founding of the CPC”

In view of the centenary of the establishment of the Communist
Party of China (CPC), Macau Management Association (MMA) re-
cently organized for its staff a tour to the large scale photo exhibition
celebrating the 100™ Anniversary of the Founding of the CPC, and
had received a warm welcome from Mr. Lai Chan Keong, member
of the Administration Council of the Macau Foundation.

Led by Mr. Tommy Lau, Council Chairman of MMA, Mr. Vong Hin Fai,
Council Vice-Chairman & Honorary Secretary General of MMA, Mr.
Alex Mok and Ms. Simone Ho, Council Vice-Chairmen, the group
was given a guided tour of the photos during the visit, which deep-
ened their understanding of the century-long history of the CPC,
enabling staff to strengthen their national knowledge and identity,
also to gain a deeper understanding of important milestones ac-
complished by the CPC.

To commemorate the 100" Anniversary of the Founding of the CPC,
the large-scale photo exhibition was jointly organized by the State
Council Information Office of the People’s Republic of China, the
Macao SAR Government, and the Liaison Office of the Central Peo-
ple’'s Government in the Macao SAR. The exhibition was divided into
four sections featuring 298 vivid photos to form a comprehensive

display of the centuries of struggle of the Chinese Communist Par-
ty through text and imagery: “Founding the CPC and Seizing the
Great Victory of the New-Democratic Revolution”, “Founding the
People’s Republic of China and Carrying Out Socialist Revolution
and Construction”, “Promoting Reform and Opening Up and Cre-
ating and Developing Socialism with Chinese Characteristics” and
“Advancing Socialism with Chinese Characteristics into the New
Era, Completing a Moderately Prosperous Society in All Respects
and Embarking on a New Journey to Fully Build a Modern Socialist
China”. The group was benefited from an overview of its significant
achievements during the country’s reform journey across the fields
of politics, economy, peoples’ livelihoods and beyond.

Mr. Tommy Lau stated that the photography exhibition included a
number of precious and meaningful historical photos. He believed
MMA staff was given an opportunity to learn about the Party and
the country’s history as well as their sense of belonging.

Looking ahead, MMA would spare no effort to take part in more na-
tional activities in enriching staff’s understanding of the Chinese his-
tory and contemporary development as well as dedicating to promot-
ing patriotic and the spirit of loving the Motherland and Macao.
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Macao Team Won the World Champion at the International Final of GMC 2019

Due to all the restrictions imposed by the pandemic in the last 18
months, it has not been possible to organize the physical compe-
tition of the International Final of Global Management Challenge
(GMC) 2019. The Final, which should have been held in April 2020
in Lisbon, was hold entirely online from July 19 to July 27 this year.
After several rounds of eliminations, Macao team excelled among
16 global teams and claimed the honor of World Championship. It
is worth mentioning that this is Macao’s 3 World Champion title
after the ones at the 2007 and 2016 editions. The final round was
held online on July 27. The Macao team competed for the world
title with the 7 top-ranked countries and regions including Brazil,
Czech Republic, Kenya, Poland, Portugal, Russia and Spain. The
team had fully met the challenges to display their skills and out-
performed their competitors through several rounds of competition
and finally crowned the World Championship, while Czech Repub-
lic came as the 1%t Runner-up followed by Poland. Mr. Tommy
Lau, Council Chairman of Macau Management Association (MMA),
as well as the organizer of GMC Macao Region remarked that in

spite of challenges brought about by COVID-19, the team had gone
above and beyond, demonstrated resilience and given their best
shots. Mr. Lau congratulated the winning team on their outstand-
ing accomplishment and commended for their tremendous efforts
in preparing for the competition as well as perseverance in adver-
sity which made him proud. The team expressed that it had been a
valuable real-practice experience for them, not only enhancing the
knowledge they had learned but also improved their capabilities in
management and decision-making; as well as to understand the
management culture and operation methods of different places, and
therefore broaden their horizons. There were 178 teams took part
in the “Bank of China Trophy” GMC 2019 - Macao Region with 158
student teams and 20 corporate and mixed teams. Team Instinctive
comprised 4 undergraduate students from Macau University of Sci-
ence and Technology: Yang Yindong, Chen Kehui, Zheng Bowen
and Jiang Junyi. They stood out among the teams at the Macao
Regional Final and won candidacy for the International Final and
compete with the teams around the globe.
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MIM 2021/2022 Academic Year
Opening Ceremony

The opening ceremony of 2020/2021 academic year of Macau Institute of
Management (MIM) was held on September 3 in the form of live streaming.
The ceremony was hosted by Dr. Samuel Tong, President of MIM, who wel-
comed all freshmen with enlightening speech. He encouraged students to
make good use of what they have learned. By taking the advantage of “One
Country, Two Systems” of Macao, students will be able to grasp the op-
portunities in the Guangdong-Hong Kong-Macao Greater Bay Area, make
contribution to the Macao social, and become a responsible talent to family
and society.
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Press Conference of “F&B Training Program 2021”

Jointly Organized by Macau Institute of Management (MIM) and  Vice-Chairman of UAFBMM attended the press conference. The
the United Association of Food and Beverage Merchants of Macao  training program includes 4 short-term courses, 3 seminars, 1 team
(UAFBMM), sponsored by Macao Government Tourism Office, the  building and Henggin’s Field Trip. Due to the pandemic situation and
press conference of “F&B Training Program 2021” was held on July  development of smart catering, there will be courses and seminars on
6 in MIM seminar room. Mr. Tommy Lau, Council Chairman of MMA,  these topics, such as “Technology Application in F&B Business”, “Op-
Mr. Alex Mok, Council Vice-Chairman of MMA and Vice-President  timizing Social Platform for Sales” and “Food Safety and Environmen-
of MIM Board of Directors, Mr. Keegan Cheang, Council Vice- tal Hygiene”. The program allows F&B employees to have suitable and
Chairman of MMA, Mr. Chu Kwan Li and Mr. Lei Kit Chi, Council  timely training so as to enrich their knowledge and increase the service

Members of MMA, Dr. Samuel Tong, President of MIM, Mr. Kenneth
Lei, Council Chairman of UAFBMM, and Mr. Lo Kam Kuan, Council

standard. The program welcomes F&B frontline staff and management
in F&B industry, 350 participants are expected to benefit from it.
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GEG Youth Achievement Program 2020-21: Final Project Competition

Jointly organized by Macau Management Association (MMA) and
Galaxy Entertainment Group (GEG), the Final Project Competition
of GEG Youth Achievement Program (YAP) 2020-21 was suc-
cessfully held on September 11. The theme of the competition
was “YAP entering the Greater Bay Area”. The teams submitted
a business proposal about starting a business in Henggin, and
presented it to the judges in the form of simulated roadshow.
Ms. Jay Huang, Vice-President of Customer Insights & Competi-
tor Analysis of GEG, Ms. Emily Chan, Senior Manager of Talent

Management & Leadership Development of GEG, Dr. Kevin Lei,
Dr. Timothy Lam and Mr. Chester Lai, Trainers of MMA were in-
vited to be the judges.The final teams presented various business
proposals, including tuition centre, retirement industry, all-in-one
queuing application and leisure farming. The competition was very
intense and the teams had excellent performance. The result will
be announced in the awarding ceremony at the end of the year.
The winning teams will be awarded with trophies, cash prizes and
prizes respectively.
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A Practical Framework

by Brian Tang

5/

Corporate Training Consultant

his is the third and last
episode of “Business

Coaching” - a series

which aims to introduce

the background and ba-
sics of coaching in business. In the
first article I talked about the defini-
tion and myths of coaching. Then
I introduced a basic yet important
principle and questions to ask during
a coaching conversation in the second
article. I will recap the main points
from the second article below. Read-
ers are advised to refer to the previ-
ous issues for full details.

The fundamental principle of coaching is “The
answer is already in the room”. The coachee is the
best person to tackle the challenge at hand. Remem-
ber coaching is not for everyone — only those techni-
cally competent and mentally ready are suitable to be
coached. Those who are not completely ready can be
helped by a combination of methodologies, such as in-
structing, feedback, and training. In coaching, the coach
must trust that the coachee can find the solution she
is after. Hence the coach'’s job is not to provide direct
guidance on the coachee’s challenge, but using skill-
ful questioning technique to help the coachee expand
her thinking so that she can discover insight and blind
spots that prevent her from resolving the challenge in
the first place. The focus of questions is expansion and
discovery — by stretching the coachee to think higher,
farther, bigger and deeper. When the coachee’s think-
ing has expanded, she stands a higher chance to come
up with the best solution.

In this article I will introduce a common frame-
work in business coaching and discuss the common
mistakes in using it.

of Business Coaching

Coaching Framework: A — B
This simple framework contains three elements:

A, B, and the arrow pointing from A to B. The letter
“A” represents the current state, while “B” is the future
state, or the goal, the coachee wants to reach. The arrow
is the process to go from A to B. Here’s a quiz for you:
Out of the three elements, A, B, and the arrow, which el-
ement should take the longest time in the conversation?

A common mistake in coaching is that too much
time was spent on the arrow, i.e. the “how” of reaching
the goal. Similarly, a lot of effort was spent on discuss-
ing the goal and metrics. This happens the most when
the coach herself is the superior of the coachee. When
the staff is not meeting the standard, the manager tries
to coach her and “set the target”. Hence they spend a
great deal of time talking about the goal and the means
of reaching the goal. This is not wrong, but the effec-
tiveness of the coaching conversation is questionable.
Without digging deep into the current state and under-
standing the root causes, it is unlikely that any “solu-
tion” as a result of the conversation can truly address
the issue. For example, when you are driving and try




MACAU MANAGER  September 2021

to use GPS to get to the destination, the machine will
determine your current location before it can calcu-
late the best route for you. Using this analogy, the first
and foremost element in the coaching framework is A
(Know where you are), then B (Know what you want),
and finally the arrow (Know how to get it). The coach-
ing conversation should go in that sequence.

A—>B

A (Know where you are)
B (Know what you want)
— (Know how to get it)

Framework:
In Practice:

Analyzing Current Situation: A

Analyzing current situation contains two parts:
Understand where the coachee stands and why she
got to where she is, and the latter is more important
than the former. In the last article I used the example
of a salesperson who wants to improve her low sales
performance. The coach did not start by asking how
much she wants to improve and what she can do to
improve sales. Instead, the coach spent enough effort
to dig into the causes of the current state using ques-
tions of expansion and discovery. You may refer to the
last issue for the conversation. At the end, the coachee
admitted that she has not been doing her job to develop
new sales leads and take care of existing customers. If
the conversation were to continue, it might look like the
following:
Coachee: I have not contacted as many customers as
before, both in terms of generating new leads and tak-
ing care of existing customers.
Coach: I see. This sounds like worth discussing. Let’s
dig deeper. How’s that?
Coachee: Sure.
Coach: You said you haven’t done as much for your
customers as before. How did it compare to the past?
Coachee: In the pre-pandemic time I used to talk to at

MANAGEMENT UPDATES

least 10-15 new leads per week. Now I talked to 5-6 per
week at best.

Coach: It is quite a drop, isn’t it? What caused the
change?

Coachee: I don’t know. I just don’t feel like doing it.
Coach: Tell me more.

Coachee: I had a pretty good conversion rate in the
past. Roughly 30% of the calls I made were interested
in the product and 10% would finally buy. Now the rate
was much smaller.

Coach: How did you feel about that?

Coachee: I felt discouraged and frustrated.

Coach: Thanks for sharing your feeling. It must not be
easy. You mentioned that the conversion is much lower
now. Have you thought about what caused the change?
Coachee: I don’t know. I haven’t changed anything on
my side, such as how and when I called, my pitch and
offering, etc. I have been doing the same thing as al-
ways.

Coach: So your approach didn’t change, but the result
has changed.

Coachee: That's it. Maybe the customers have changed.
Coach: What do you think?

Coachee: The pandemic might have changed people’s
buying habits and desire. People are more likely to
shop online than before. COVID-19 has changed the
world after all.

Coach: That's interesting observation Susan. How did
you come across that idea?

Coachee: I read it from an article from somewhere, and
I remembered one of the top sales from my company
has also mentioned about that.

Coach: It seems to me that we have discovered at
least part of the reason why you have not been able to
achieve the result you want.

Coachee: I think so. Thanks coach.

We will stop here for a while. As you can see, the
coach spent enough time to dig into the cause of the
problem by using expansion and discovery questions.
It is the coachee, not the coach, who answers her own
question. The coach might choose to continue digging
deep into the current state by asking additional ques-
tions. For illustration purpose let us assume we have
concluded the part of A — Current state analysis.

Now, the conversation continues...

45



EEHA 2021598 HPEE AN

Setting the Goal: B

Coach: Now we have some ideas of why you are where
you are now, have you thought about where you want
to go?

Coachee: I want to improve sales.

Coach: That's good. By how much?

Coachee: At least back to my pre-pandemic level.
Coach: Can you be a bit more specific?

Coachee: I got you. I need to reach $2 millions of sales
per month.

Coach: Other than the sales figure, are there any other
figures that may indicate success?

Coachee: The sales number is all the counts, but there
are other numbers that contribute to sales figure, such
as number of new leads per week, number of calls to
make, etc. As you know, it’s a number game. The more
actions you take, the higher the chance you close a deal.
Coach: Sounds good. Do you have targets for those
numbers?

Coachee: I do, 15 new leads and 30 calls or contacts
with existing customers per week.

Coach: Great. We have three targets in total: sales fig-
ure, new leads, and customer engagement. Do you have
a timeline to achieve them?

Coachee: I don't think I have much time to play with. I
have been slow for a few months, so I want to get back
to my normal standard in two months’ time.

Coach: I see. How about after that?

Coachee: I don’t know. Don’t have any idea. The pan-
demic situation may change at any time. I guess I will
focus on getting back to normal as a priority, then we
can set another target after. How’s that?

Coach: Sounds good to me.

We'll pause again here. The identification of B,
the goal, is relatively straightforward in this case. The
coachee wants to get back to the normal standard of
sales. The coach pushed her to be specific on the target,
as well as defining “success” in multiple metrics. Again,
expansion questions were used. Finally, the coach asked
the coachee to put a timeline on it, which is crucial to
establish accountability.

Establishing Actions — the Arrow
Coach: Now we’ve identified what you want to get.
What's your plan to get there?

Coachee: I will work much harder than now.

Coach: Hard work is definitely important. Is that the
only thing you need to do?

Coachee: Huh... I'm not sure.

Coach: Let me rephrase my question. If, two months
from now, you have reached the sales figure you
want. What must have happened between now and
then?

Coachee: I must have worked hard on the indicators,
such as number of calls per week, etc. But I think
there should be more than that.

Coach: What else?

Coachee: I must have understood new customer
preferences. We said COVID-19 has changed many
things. Customers’ preferences and buying behaviors
have also changed as a result. I must try to under-
stand that as well.

Coach: Sounds good. How would you like to do that?
Coachee: I can talk to my colleagues who are doing
well in sales and pick their brains.

Coach: Very well. Anything else?

Coachee: Huh... I can do some research on the inter-
net. I don’t think I am the only one in this industry
suffering from the same thing.

Coach: That sounds like a plan. Can you think of one
more way?

Coachee: I don’t know. Can’t think of anything.
Coach: Take your time.

Coachee: Maybe I can just ask the customers, my ex-
isting customers?

Coach: Why not?

Coachee: Ok, we are all set then.

Coach: Let me recap. To discover new customer in-
sight, you plan to talk to your colleagues and existing
customers, and do some research on the Internet.
Coachee: Yes!

Coach: If you are to pick one thing to begin with,
what would you pick?

Coachee: I think I will speak to my successful col-
leagues. That's easiest to do and effective. Learn from
the best!

Coach: Sounds like a plan. When should we meet
again to review your progress?

Coachee: How about two weeks from now?

Coach: Sure. Thanks Susan. Good luck to you!
Coachee: Thanks coach. See you then.
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That's the last part of the coaching conversation, fo-

cusing on the “how” — the arrow of moving from point
A to point B. As usual, it was the coachee who came
up with ideas on how to reach the goal. Notice that the
coach rephrased the question when the coachee was un-
able to give a quality answer. The question guided the
coachee to first picture the achievement of goal, “Imag-
ine you have achieved (so-and-so) by (a timeline), what
must have happened?” This approach turned the train
of thought on its head - start with the end goal and work
backward. It has a number of benefits. First, the coachee
gets to visualize success in her brain, which increases
her confidence and makes her feel empowered. Second,
when the end goal is clear, the gap between now and
future becomes apparent. The best way to do this is to
crystalize point A and point B either by writing them
down on post-it notes, drawing them on papers, or cre-
ating a representation using LEGO® bricks, and placing
them on a table with some distance apart, thus creating
a physical “gap” between two points. Our brain often

MANAGEMENT UPDATES

needs a reference point to think. When the gap can be
seen, it can be filled.

Next, the coach asked the coachee to come up with
three actions to fill the “gap”. Note that the coach didn’t
start by saying “Now give me three strategies to reach
your goal.” because such request will create stress for
the coachee. The coachee simply asked the coach to
think of actions to take, one by one, and didn’t stop un-
til she has come up with three. Why three? Because it
gives the coachee options. If the coachee only has one
strategy and it doesn’t turn out well, she is stuck. Af-
ter three actions have been come up, the coachee has
to prioritize one thing to start. This is crucial to estab-
lish momentum. If no priority was established, some
coachees may never take actions because they don’t
know where to begin. Lastly, the coach and coachee
agree on a time to review progress. Business coaching
rarely is a one-time event but rather a series of meetings
in which the coach and coachee review progress and
make new goals. Therefore, setting the schedule of the
next meeting is often the last thing to do in a coaching
conversation.

Stay Flexible in the Approach

We have covered a lot of grounds about coaching
in this series, and we are close to the end by now. The
coaching methodology and techniques I have written in
this series was based on the original version of coach-
ing, or “Pure Coaching” so to speak. However, in the
everyday business world, Pure Coaching may not be
the right tool all the time, especially when the coach
is the superior of the coachee. When the coachee lacks
a certain skill or has low self-awareness, the coachee
must employ other skills, such as instructing, feedback,
and training, to help the coachee. One may argue that
when the coach uses other skill, she is not technically a
coach anymore. True, but as long as we can effectively
and appropriately help the coachee, it doesn’t matter
whether we put on a coach’s hat or a manager’s hat. As
the saying goes, “No matter it is a black cat or a white
cat, a cat that catches rats is a good cat.” Hold tight to
the intention of helping others, but stay flexible in the
approach. Hone your coaching skills, mix and match
with other techniques, self-reflect and learn from your
experience are the three things you can do to start your
coaching journey. Happy Coaching!
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