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Our daily lives rely heavily on electricity, and 
thus the customer service staff of power com-
panies play an important role, as they are the 
people we interact with when we need their 
services.

HK Electric places great emphasis on de-
livering good customer service and on exceed-
ing customers’ expectations when meeting 
their needs. The nine Customer Relationship 
Excellence Awards they won over the last 
three years testify to their ceaseless effort to 
enhance their customer services in different 
areas, from technology to people.

As early as in 1992, HK Electric conducted 
a thorough review of their service f low and 
streamlined the processes to allow customers 
to raise and solve many service requests over 
the phone, saving customers’ time and trouble 
in getting the services they needed. 

With nearly 560,000 customers from all 

walks of life, HK Electric’s service hotline 
receives over 340,000 calls each year. In other 
words, each customer calls the hotlines less 
than once a year on average.

“We therefore treasure every opportunity 
to serve our customers, and will strive to serve 
them well,” said Raymond Choi, HK Electric’s 
Chief Customer Services Engineer. “Our focus 
is not only handling customers’ requests, but 
also reacting to their needs proactively and of-
fering them services that exceed their expecta-
tions.”

Connie Hui, Winner (Public Service) – 
Customer Service Manager of the Year (Con-
tact Center), recalled a customer’s enquiry 
on why electricity was not activated after 
registration, allowing the food in his fridge to 
turn bad.  “We immediately arranged a techni-
cian to check, and affirmed that the electricity 
supply was normal, but found that the fridge 
had an independent switch, and the customer 
forgot to switch it on.  After knowing the rea-
son, the customer called back to thank us for 
helping him identify the cause and solving his 
problem,” said Hui.

In fact, many customers’ enquiries rise 
from misunderstanding or lack of information 
on the full picture. Eric Tang, another Cus-
tomer Service Representative being awarded 
the Merit (Public Service) – Customer Service 
Professional of the Year (Contact Center), 
shared that patience in listening, diligence in 
following up and explaining to customers are 

the keys to success in han-
dling these cases.

Dorothy Lee and Mango 
Chang, who swept the Winner 
and Merit (Public Service) 
– Customer Service Team 
Leader of the Year (Contact 
Center) respectively, also 
agreed that to go beyond cus-
tomers’ expectations, five ele-
ments are crucial: empathy, 
love, attention to details, care 
and patience, while politeness 
and efficient help are also im-
portant. 

Training is yet another 
success factor for good customer service. At 
HK Electric, each staff member in the cus-
tomer service team undergoes extensive train-
ing on topics such as handling general account 

enquiries, customer service and telephone 
service skills, quality management as well as 
language courses like Putonghua and English 
writing.  A briefing is also held each day be-
fore work, in a bid to share service tips and 
updates about various services. 

Fion Cheung, Customer Services Repre-
sentative and the Winner (Public Service) – 
Customer Service Professional of the Year 
(Contact Center), attributed their winning 
to the comprehensive training they receive. 
“Through training, we come to realize the im-
portance and learn the techniques of address-
ing customers’ needs promptly and accurately. 
The honor we receive is truly a recognition 
of our efforts and commitment to serving our 
customers well,” she said.

HK Electric sweeps five customer service awards in Customer Relationship 
Excellence Awards 2007.

In the area of customer service, the notion 
of excellence varies with different countries, 
organizations and individuals. It has become 
difficult for companies to reach a service level 
that suits all members of the public.

Excellence Model
“Many companies are struggling to achieve 

service excellence branding. Despite the good-
will of many organizations in search for inno-
vative and effective ways to enhance customer 
interactions, existing quality standards do not 
fully answer the total needs of customers,” 
said Jason Chu, Chairman of APCSC. “That 
explains why APCSC has jointly developed the 
Customer Service Quality Standard (CSQS) 
with the University of Hong Kong to provide a 
roadmap for organizations to bridge the expec-
tation gap.”

Integration of balanced scorecard & 
ISO9000

CSQS holds the most advanced and com-
prehensive key to providing a clear step-by-
step roadmap for companies to deliver the best 
customer services. It embraces and integrates 
the balanced scorecard (BSC) management 
system and the ISO9000 quality management 
to provide a world-class framework with crys-
tal clear directions for transforming an organi-
zation into a customer-centric unit. 

A further goal of the CSQS guidelines is to 
enhance a common understanding of the cus-
tomer centric service best practices for organi-
zations and departments in serving both inter-
nal and external customers to improve their 
business performance, to align the approach 
throughout the company, and to improve inter-
departmental and company wide integration. 

The yardsticks for the CRE Awards
CSQS is so crucial to customer service that 

it became the yardsticks for the CRE Awards. 
“CSQS is important to CRE Awards judging 
criteria as a fundamental reference that char-
acterizes world class organizations. Further-
more, the CSQS has incorporated the advance-
ments that are strategic and business practical 

from the CRE Awards winners’ business case 
presentations annually to create a progressive 
service movement,” said Chu.

CSKM empowers the frontline 
The assessment of CSQS is progressively 

divided into three levels: intention, implemen-
tation and integration. CSQS not only measure 
if a company has achieved certain levels, but 
also benchmarking with the industry, and 
more importantly, how well they have adopted 
the Customer Service Knowledge Manage-
ment (CSKM) to empower the frontline staff 
to deliver the best customer experience. 

3 levels of CSQS Achievement 
According to Chu, it is a three-dimensional 

accreditation scoring system that takes into ac-
count every aspect from both independent and 
interrelated perspectives. Level I Outsourcing 
Service Center; Level II Interactive Service 
Center; Level III Strategic Business Unit.  
This year, DIALOG TELEKOM  PLC and 
Henderson Land Group Property Management 
Department have attained the highest accredi-
tation of CSQS, Level III Strategic Business 
Unit.

In the future, CSQS will continue to evolve 
to be an even more robust roadmap for com-
panies to learn, incorporate and implement a 
quality managing system that fulfills and ex-
ceeds customer expectations.

CRE & CSQS Summit and 
CSQS Roundtable

Knowledge exchange always initiates inno-
vative ideas and solutions. On top of the CRE 
Awards, the CRE Summit and CSQS Round-

tables are the interactive highlights of APCSC.  
DIALOG TELEKOM PLC received both 

CSQS Level III for Contact Center & Custom-
er Service Center. Mr. Kapil Sharma, Head 
- Group Service Delivery, Dialog Telekom 
PLC said, “We are proud to have our service 
achievements recognized by receiving these 
awards at the APCSC Summit 2008 for two 
consecutive years. Organizations such as ours 
Sell‘Experience’ as against Products & Serv-
ices, Innovation/Convenience/Commitment 
reflect few of the offerings we provide custom-
ers through our diverse portfolio. ‘Service Ex-
cellence’ has been a culture at Dialog & over 
the years we have delivered successive en-
hancements to our Service capabilities through 
all channels. We strive to set new benchmarks 
in Service Quality to delight our Customers 
as well as the employees who deliver this to 
them. This achievement not only reflects our 
commitment to deliver World Class service to 
customers but also encourages the entire team 
to be the ‘Best in Class Always’ We appreci-
ate APCSC for the efforts in establishing BIC 
awards as a platform for driving Customer 
Relationship Excellence within the Region.” 

The CSQS Roundtables are held in differ-
ent international cities of the Asia-Pacific re-
gion, further pushing the CSQS awareness and 
best practice sharing to more countries.

CSQS: Roadmap to CRE

  Open for Applications &  June – Nov, 2008
  Nomination

  Application Deadline Nov 15, 2008 

  Self Assessment Questionnaire Jan 31, 2009 

  Business Case Presentations Feb, 2009

  Mystery Call / Visit Mar – Apr 2009

  CSQS Audit Feb – Apr 2009

  Public Webvoting Apr 2009

  Final Assessment by Judging Panel May 2009

  CRE Awards Dinner Ceremony Jun – Jul, 2009

  Press Release & Publication  Jul, 2009
  of Newspaper Supplements

Overview of CRE Awards 2008 Process

Ms. Sandra De Zoysa, Group Chief Customer Officer of 
Dialog Telekom, shared on Dialog's CSQS journey at the 
CSQS Roundtable in Colombo, Sri Lanka

HK Electric committed to exceeding customers’ 
expectations

Care and patience are important qualities 
in good customer service.

Customers are impressed by the efficient 
and caring services HK Electric delivers.

CUSTOMER SERVICE
2008

Mr. Suen Kwok Lam, MH, Managing Director, Henderson 
Land Group received the CSQS Certification from APCSC


