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FOR IMMEDIATE RELEASE

APCSC Introduces Customer Service
“Best-in-Class” Recognition for CRM and Call Centers

Hong Kong, China — August 16, 2004 -- The Asia Pacific Customer Service Consortium (APCSC)
introduces Best-in-Class (BIC) recognition for Asia Pacific business communities and companies
that have performed well in the Regional CRM & Call Center Benchmarking (The Benchmarking)
program, which is organized by APCSC annually.

This BIC is awarded to benchmarking participants who perform well in a particular area of The
Benchmarking at the Customer Relationship Excellence (CRE) & Customer Service Quality Standard
(CSQS) Summit. There are various areas covered within the service operation. 2004 BIC Categories
include: 1) Sales Management, 2) Proactive Service Management, 3) Customer Satisfaction
Management, 4) CRM Transformation Management, 5) Complaint Prevention Management, etc.

Each category has one Best-in-Class winner. Each category also covers various KPI’s (Key
Performance Indicators). The CRM & Call Center Benchmarking is an on-going program which
allows companies to benchmark their Customer Service operation, enabling them to identify key
areas for improvement.

“We are delighted to introduce the Best-in-Class recognition to the Asia Pacific Service Industry and
the Benchmarking Program participants.” commented Mr. Jason Chu, Chairman of APCSC. “This
really helps to promote performance and increase productivity for strategic business units. We
are looking forward to identifying market leaders with Best-in-Class elements to set the market
standard at the APCSC CRE & CSQS Summit”.

The BIC recognition will be awarded during the CRE & CSQS Summit on September 23-24. The
Summit is a regional conference for leading companies to exhibit and showcase Customer Service
and CRM related best practices, success stories, technologies, as well as keynote presentations by
CRE Award winners, honorable guests of APCSC, industry leaders and experts of the Leadership
Community including Cathay Pacific Loyalty Programmes Limited, Hong Kong CSL Limited,
HK5S  Association, PCCW Limited, Society for Worldwide Interbank Financial
Telecommunication (SWIFT),Standard Chartered Bank, Tao Heung Holding Limited, The Six
Sigma Institute Hong Kong, and Expense Reduction Analyst.

The CRE Awards is Asia's best award for Customer Relationship Excellence. The 2004 CRE
Awards are now open for application.

Companies who are interested in the CRM & Call Center Benchmarking or the 2004 CRE Awards
please contact Mr. Paul Hilton on (852) 2174 1428 or visit the CRE Award website
http://www.apcsc.com/cseaward/2004.
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About Asia Pacific Customer Service Consortium (APCSC) www.apcsc.com

APCSC is founded with the belief of “Excellent Customer Relationship is the only way to Sharpen
your Competitive Edge !’ The goal of the Consortium is to promote service quality and customer
relationship excellence in international cities across Asia Pacific Region and to recognize and reward
companies, business units, teams, and individuals that have contributed to the success of both their
customers and the organizations that they serve.

About the CRE & CSQS Summit on 23-24 September 2004

The APCSC Customer Relationship Excellence (CRE) & Customer Service Quality Standard (CSQS)
Summit is a regional conference for members and leading companies to exhibit and showcase
Customer Service and CRM related best practices, success stories, technologies, as well as keynote
presentations by honorable guests of APCSC, industry leaders and experts of the Leadership
Community.

Presentations from the Winners of the CRE Award will be given, covering customer relationship best
practices. Award winning companies from different service and technology sectors will showcase
their innovations and customer loyalty successes.

The goal of the Summit is to provide an International Platform for effective knowledge sharing and
exemplary customer success leadership and showcase for WORLD-CLASS service quality and
Customer Relationship Excellence. The Summit is interactive. Conference participants, including
attendees, speakers, sponsors and exhibitors will have opportunities to share experience, knowledge
and networking to establish close relationship in this Customer Relationship Excellence community.

About the Asia Pacific Customer Relationship Excellence Awards (CRE Awards)

The goal of the CRE Awards is to promote service quality and customer relationship excellence in
international cities across Asia Pacific and to recognize companies, business units, teams, and
individuals that have contributed to the success of both their customers and the organizations that they
serve.

Through the Summit and the Customer Relationship Excellence Award, APCSC promotes
Customer Relationship as a core business value in international cities across Asia Pacific and to
recognize companies, business units, teams, and individuals that have contributed to the success of
both their customers and the organizations that they serve.

About APCSC CRM & Call Center Benchmarking

APCSC’s benchmarking program serves as a strategic business assessment and audit to identify gaps
in CRM and call center business performance, as well as areas in which these strategic business units
need attention. APCSC has formulated this program to help companies identify areas in which
improvements can greatly increase customer retention and repeat business. It is every company’s goal
to provide their customers with the best customer experience,

For Press interviews and APCSC CRE & CSQS Summit participation and CRE Award &
sponsorship, please contact Mr. Paul Hilton via tel: (852) 21741428 or email: paul@apcsc.com




