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CRE Strategies & Customer Communications
Digital marketing, Social Media, Mobile Internet & Apps, CRM, contact center, BPO & eCommerce

APCSC held CRE&CSQS Roundtable together with QNet in Hong Kong

Hong Kong — December 14, 2012 — Asia Pacific Customer Service Consortium (APCSC) held the Customer Relationship
Excellence (CRE) & Customer Service Quality Standard (CSQS) Roundtable together with QNet Ltd. in Hong Kong. The
CRE & CSQS Roundtable, with the theme of “CRE Strategies & Customer Communications”, has attracted experts and
senior executives of CRM, Customer Service, Marketing, Operation Management, Human Resources, Sales & Business
Development fields from different industries including retail, securities, healthcare, information technology, government,
entertainment, telecommunications, direct marketing, e-commerce, financial and property sectors from Hong Kong and
Singapore on the CRE Strategies, Social CRM, CEM and customer communications.

The following prestigious speakers and panelists also shared ideas about a wide range of topics and answered audience
questions during the panel discussion:

e Mr. Jason Chu, Chairman, APCSC, CRE Awards Panel of Judge

Mr. Sinamar Reyes, Research and Development Manager for International Operations, QNet Ltd.

Mr. Matt Valentine, Enterprise Solution Director, Microsoft Hong Kong Ltd.

Ms. Mun Shing Cheong, Head of E-Business, Sun Hung Kai Financial Ltd.

Mr. Daniel Cheah, Head, Technology, Experis IT
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Mr. Jason Chu, Chairman of APCSC addressed the delegates, “APCSC has for years facilitated the trailblazing path,
organized CRE & CSQS roundtable in many international cities in Asia Pacific Region, for corporate sustainability and
higher achievement. Through the CRE & CSQS Leadership Summit, Hong Kong International CRE & Innovation Expo, and
CRE & CSQS Roundtable in international cities in Asia Pacific region, we see that the commitments to CRE innovation and
integration are the key determining factors for business sustainability and market leadership. We encourage firms to develop
and incorporate CRE Strategies with effective customer communications, build new business competence, integrate CRE into
your corporate DNA and strategy, and make a better future for customers and society.” Mr. Chu concluded, “On behalf of
APCSC and the international supporting organizations, I pay tribute to you all for the perseverance in pursuit of Customer
Relationship Excellence (CRE) despite the global crises, and to QNet on their commitment for Customer Relationship
Excellence and support for the CRE & CSQS Roundtable today.”

Mr. Malcolm Chiu, Chief Information Officer of QNet Ltd. welcomed the delegates, “QNET is very proud to co-host this
Customer Relationship Excellence & Customer Service Quality Standard roundtable discussion together with Asia Pacific
customer Service Consortium today. On behalf of QNET and the Consortium, I would like to welcome all our guests and our
honored speakers here in our QNet office in Hong Kong Island. First, I would like to thank the consortium for the organizing
the Customer Relations Excellence Awards which was a tremendous learning experience for QNET and we are also honored
to have received 9 awards. This round table event is just another excellent example of what the consortium is doing to help
many industries to strive for customer service excellence. Established in 1998, QNET is now a global lifestyle and wellness
company with offices in 14 countries. We operate a borderless global direct selling business with millions of active



distributors in over 150 countries around the world. Servicing customers is a very critical part of our business success, and we
are excited to be here today with all of you to explore the topic of CRE Strategies & Customer communications in the various
areas of digital marketing, social media, mobile internet, customer relationship management, contact center, business process
optimization and eCommerce. Let’s all share our experiences and ideas! I am sure that we will all become a step closer to
customer service excellence at the end of this event.”

Mr. Sinamar Reyes, Research and Development Manager for International Operations, QNet Ltd. in his presentation
“Global Support with Multi-Channel Communications - Mobile and Social Media Platforms” introduced Customer
communication preferences have significantly transformed over the past years with the prevalence of 24/7 internet
connectivity and the evolution of smart phones and tablets. These social phenomena mean that people now communicate
more frequently and in more channels and methods than ever before. In his presentation, Sinamar shared why you need to go
‘social & mobile’ and how QNET took advantage of multiple and localized communication channels for their customers
around the globe. “Almost all communication channels are no longer a trend that is only limited to the young ones, but a
necessity that is now a requirement in every business, available for the general ‘literate’ age. This change implies that
providing communication through multiple channels is now critical in order to remain competitive and at par with the others”
says Sinamar. He also shared how QNET managed to constantly advance in the communication field and how they faced the
challenges that came across their way while establishing their milestones.

Mr. Matt Valentine, Enterprise Solution Director, Microsoft Hong Kong Ltd. in his topic “The New Customer
Conversation” shared today’s consumer expects to connect with your company across multiple touch points. The
challenge—and opportunity—today is to connect those touch points and deliver to consumers a seamless, relevant experience
of your brand. Customers around the world today are finding new ways to connect with, interact with, and stay relevant to
today’s consumer.

Insightful discussion was led by Mr. Jason Chu, on the topics about the approaches to initiating CRE Strategies and elevating
customer communication channels and experience through product and service innovation. Cases of past international CRE
Awards winners and successful America, Asia Pacific and European businesses were also analyzed for the study on product
and service innovation, strategic transformation, CRE Initiatives, customer and employee engagement, digital marketing,
brand promotion and as well as real time content delivery.

Through CRE & CSQS Roundtable, APCSC invites market leaders to come together for best practices sharing on product
and service innovation, CSR, CRM, customer experience management, knowledge management, Social media CRM with
successful business cases and strategies, facilitate innovation in business operation, bring new opportunities for brand
building and market development, create win-win-win to customers, staffs and employers.

APCSC also encouraged roundtable attendees to join the LinkedIn Group “Strategic Customer Relationship Excellence CRE”
which was launched to facilitate further discussion and sharing by panelists and audience after the roundtable.

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

Customer Relationship Excellence (CRE) Awards

The Customer Relationship Excellent (CRE) Awards has recognized many industry leaders and professionals for their customer
centric service innovation. The participants have come from more international cities and business sectors in both corporate and
individual categories, all demonstrating their business successes, best practices and insights on CRE. With the introduction of the
Customer Service Quality Standard (CSQS) as important CRE Awards judging criteria, the participants have been benefited greatly
from the best practices and critical success factors from a world-class framework.

Customer Service Quality Standard (CSQS)

The CSQS has been developed jointly by the Asia Pacific Customer Service Consortium (APCSC) and the researchers at the
University of Hong Kong (HKU), with industry support by the CSQS Committee Asia Pacific. It is the highest certification awarded
to customer centric service organizations and centers that excel in customer relationship excellence. CSQS holds the most advanced
and comprehensive key to providing a clear step-by-step roadmap for companies to reinforce their CRE strategies and 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 crystal clear roadmap and directions for transforming an organization into a
customer-centric unit.

About HK International Customer Relationship Excellence & Innovation Expo

www.apcsc.com/expo/index.asp

> Digital marketing, Social Media, Mobile Internet and Apps

» CRM, contact center, BPO and eCommerce

The HK International CRE Innovation Expo is aiming at providing a cross industry platform for enterprises to “open up,
communicate and collaborate,” to expand overseas markets, achieve collaboration, improve international competitiveness, and



showcase innovative solutions within the industry. In the Expo, focusing on above themes, outstanding companies from Hong
Kong, China and overseas display and share, to build a prestigious platform to communicate, cooperate and create more business
opportunities. Apart from senior executives from government, organizations, enterprises, research and training institutions, leaders
and professionals from different industries including ICT, social media, marketing agency, finance, investment, and ecommerce
participate and exhibit in the event, have in-depth discussion on business opportunities and challenges to create Customer
Relationship Excellence and Innovation, pay close attention to and share frontier problems regarding present and future industries’
development in HK, China, Asia Pacific and global competitiveness. The next HK International CRE Innovation Expo 2013
will be held in June 2013.

For Press interviews, APCSC CRE & CSQS Leadership Summit, CRE Awards promotion and sponsorship, International
Customer Relationship Excellence & Innovation Expo, please contact Ms. Lau via tel: (852) 2174 1428. enquiry@apcsc.com.
You can also obtain more information through Sina Weibo: weibo.com/apcsc, Facebook: Asia Pacific Customer Service
Consortium, Twitter: CREAwards, LinkedIn: APCSC, MSN: enquiry@apcsc.com, QQ : 2303712688.



