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Investing in Professional Service Development, Become the Leader in Your Industry
Global Certification Program - Certificate in Customer Service Management (CCSM)
in Taipei, Hong Kong, Shenzhen

Taipei — July 24th — 27th, 2012 —Asia Pacific Customer Service Consortium (APCSC) hosted 4-day training course — Certificate
in Customer Service Management (CCSM) cooperated with Chunghwa Telecom Co., Ltd. in Taipei. APCSC has been established
since 1998 and the CCSM is recognized by international authorities including Hong Kong SAR Government’s Continuing
Education Fund, SIRIM (Malaysia official standard certification institution) and Customer Service Institution of Australia. The
course explains the Customer Service Quality Standards (CSQS) and covers the latest and advanced topics in Customer
Management in terms of technology as well as management concept, including CRM, Operations, Customer Satisfaction, Loyalty
and Performance. It helps the companies improve their service quality to international standard, meet the demands and
expectations from the customers and enhance their competiveness. Students will be awarded the CCSM certificate after finishing
this course, passing the examination and submitting the CSQS project. Next CCSM course will be held in Shenzhen on November
20 —23, 2012 and in Hong Kong on December 4 — 7, 2012.

Hong Kong — September 18th — 21st, 2012 — Asia Pacific Customer Service Consortium (APCSC) organized the 4-day
Certificate in Customer Service Management (CCSM) in Hong Kong and attracted senior executives around the world to
participate, such as DHL Express, HP, SGS, Financial PR, Metropolitan Life Insurance, Global Payments Inc., Continuous
Technologies International Ltd., China Telecom Global Ltd. (H.K. & Shenzhen), Companhia de Electricidade de Macau (Macau),
Advanced Info Service Plc. (Thailand), Advanced Contact Center Co., Ltd (Thailand), PT XL Axiata Tbk (Indonesia).

Mr. Jason Chu, Chairman of APCSC said, “More and more companies are adopting best practices in customer service and
building customer relationship excellence with respect to increasing market competition and customer’s higher expectations.
APCSC is working with CRE leaders internationally to facilitate the development of Customer Service Quality Standard (CSQS)
and helping companies to set world class standards internationally to create a strong competitive edge.”

The CCSM courses have been organized in Asia Pacific cities such as Hong Kong, Shanghai, Guangzhou and Malaysia. In July
this year, APCSC organized the course in Taipei and attracted senior executives from different industries such as Banking,
Insurance, Telecom, Logistics, ICT, Manufacturing and different departments including CRM, Technical Support, CS Center, HR
and Business Operations to participate. The participating companies include Chunghwa Telecom Co., Ltd. (Taiwan), DHL Express
(Taiwan), DBS Bank (Taiwan), Taiwan Life Insurance Co. Ltd. (Taiwan), China Pacific Insurance Co. Ltd. (China), etc. All of the
students appreciated the course very much. (Please refer to the students’ comments below.)

After the training, the instructor, Mr. Jason Chu together with the students visited one of the contact centers of Chunghwa Telecom.
The contact center not only commits to provide excellent customer service to their clients, but also pay great efforts on sustainable
environmental development. They optimized the energy efficiency of their telecommunication tower and business buildings with
innovative green technology integration. Their contribution to the “Green Economy” has been recognized with the Green Contact
Center Award and Annual Enterprises Environmental Protection Award from Taiwan Environmental Protection Agency. Their
efforts in corporate environmental and social responsibility and technology innovation are exemplary for industry benchmarking
reference.

Achieve a Win-Win Situation: Invest in Professional Service Development for Customer Service Quality Improvement
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Mr. Jason Chu visited Chungha Telecom’s call center together with the students
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Mr. Michael Chang, Director of Customer Service of Chunghwa Telecom Co., Ltd. said, “I gained a lot from the topic of the
Resource Management. The instructor mastered the teaching schedule very well. During these 4-day learning process, I have

learnt a lot through the group discussion under the guidance of the instructor. In particular, I have integrated the knowledge that 1
have learnt in the past through this 4-day course with better logical inductive analysis. The course is really worthwhile.”

Ms. Julia Huang, Customer Service Development Manager of DHL Express (Taiwan) said, “Through the four days training,
it certainly can help my company substantially, also stimulate a lot of ideas to bring back to my work. Through this training
process, I have more in-depth understanding of each topic and have better management skill about how to link these concepts into
the operation practically. The instructor has well integrated different chapters, group discussion sharing, and students’ job scope.
The Customer Service Quality Standard (CSQS) and the case studies sharing are very valuable.” Mr. Andy Lai, Customer Care
& Key Account Desk Manager said, “Root Cause Analysis and the content of Process Management benefit me a lot. Curriculum
and teaching arrangements can fulfill the needs of professional customer service. The instructor gave detailed description of the
problems and explained the theories of customer service clearly. The case studies are useful for understanding the concepts and
inspired me a lot. The courses are highly recommended.”

Mr. Vincent Chang, Analyst of DBS Bank (Taiwan) said, “The instructor is willing to share the business cases from different
corporate and industries. This is remarkable. He organized his analysis well and made the course content really useful. The contact
center visit is excellent.” Ms. Jessica Pao, Assistant Vice President also said, “The Process Management and Problem Solving
were most attractive. The case studies of CRM, video discussion and contact center site visit are the highlights of the program.
The instructor gave methodical and well organized lecturing and explained the course materials clearly and insightfully with
positive learning experience. The 4-day course discussions and interactions are extremely practical.”

Ms. Heh Shu Shing, Manager of Taiwan Life Insurance Co. Ltd, said, “I gained a lot from the course especially the topics of
Data Analysis and Process Management which are very useful for me. CRM and Managing Performance are also remarkable. The
course has broadened our horizons and benefited greatly. Thank you.” Ms. Huang Ling Ling, Deputy Manager said, “CSQS is
definitely a very valuable standard worthwhile to be adopted by corporations. CSQS can bring substantial development and
competitive advantages if all the staff, from the top down, can learn and implement it companywide.”

Ms. Yang Bei Na, Senior HR Manager of China Pacific Life Insurance Co., Ltd. said, “I have in-depth understanding of the
topics through the group discussion in the class. The topics such as Process Improvement, Problem Solving and Managing
Performance are very valuable.” Mr. Yao Wei, Head of Contact Service Planning said, “The Best Use of Analysis Tools is the
most valuable part of this course. The instructor presented the course materials clearly and accurately.” Huang Xin, Senior
Software Development Manager said, “The CCSM curriculum has depth, breath and professional knowledge. The instructor is
professional and controls the time very well. Best Practices of Human Resource Management and Process Improvement with
cases studies are the most useful topics.”
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Mr. Jason Chu and CCSM international students in Hong Kong

Mr. Raymond Law, AVP of MetLife Insurance Co. Ltd. said, “The CCSM class provides very comprehensive courses, good
examples, and inspiration for me to run the operations. The most valuable topic is refreshing managing financial objectives for my
company. Also, the instructor has covered different topics in this 4-day training with excellent time management.”

Mr. Rosanna Yim, Customer Care and Key Account Support Manager of DHL Express (Hong Kong) Limited said, “The
topics and organization of the CCSM course materials, especially the topic of CRM and Customer Satisfaction Survey, are
excellent and valuable. The instructor is willing to assist the student during the group discussion.”
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Ms. Betty Wang, Operation Manager of China Telecom Global Ltd. (Shenzhen) said, “The concepts of CRM are valuable.
The Instructor has excellent knowledge of those training topics and can take everything under control.”

Ms. Jane Leong, Manager, Customer Contact Management of Companhia de Electricidade de Macau said, "The CCSM
course provides a good platform for networking and learning the importance of best practices. The most valuable topic for me is
managing a business unit. The instructor shows his expertise in Customer Service Excellence."

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 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 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 crystal clear roadmap and directions for transforming an organization into a
customer-centric unit.

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.




