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NEWS RELEASE
APCSC Presents CRM Benchmarking
Outstanding Performance Companies with the Region’s
“Best-in-Class” Recognition

Hong Kong, China — December 7, 2005 -- The Asia Pacific Customer Service Consortium (APCSC)
presents the Best-in-Class (BIC) recognition to the companies who have performed well in the Regional
CRM Benchmarking (The Benchmarking) program, which is organized by APCSC annually.

The BIC recognition was awarded to the benchmarking participants during the Customer Relationship
Excellence (CRE) & Customer Service Quality Standard (CSQS) Summit, who have performed well in
different areas of The Benchmarking. The companies who were awarded BIC recognition, along with the
different Best-in-Class categories are:-

e Customer Retention Management: Dao Heng Insurance Co., Ltd.

e Corporate Service Management: New World Telecommunications Limited
e Personalized Service Management: Hong Kong CSL Limited

e Proactive Service Management: SUNDAY Communications Limited

e Service Level Management: DHL Express (Hong Kong) Limited

e Technical Support Management: PCCW Limited, Call Center Sales

Mr. Jason Chu, Chairman of APCSC commented, “While most companies would measure their own
business performance and compare with their direct competitors, the Best-in-Class companies do not stop
there and be complacent. They go beyond and benchmark with cross industry leaders from different
sectors to exceed the industry boundaries to learn from the best of other industries. Their effort will ensure
their market leadership as well as business success through higher benchmark standard in today’s cross
industry business competitive global market. Congratulations to the BIC winners’ outstanding performance
and their business success and relentless pursuit for Best-in-Class.”

“It is a great honour to receive the Best-in-Class recognition for Customer Retention Management. We
have dedicated a lot of heart and energy in the past few years to transform ourselves to a loyalty driven
business model. We strongly believe customer retention is a critical contributor to our business growth.
Today, we put customer in the centre of our business operation. We shall continue committing to deliver
excellent customer service to meet or even exceed our customers’ expectations. | would also like to share
this moment of glory with my team. Without their trust and support, | do not think we could make it.” said
Ms. Macy Lim, Senior Manager, Personal Insurance, Dao Heng Insurance Co. Ltd.

"NWT's Customer Service is endeavoured to deliver quality customer service for pre-and after-sales
activities of state-of-the-art IP solutions to our customers. Blending high efficiency in service provision,
staff training and development with customized service support enables NWT to continuously excel the
customer relationship in today's competitive service industry." said Ms. Anita Tam, General Manager,
Customer Services, NWT.

“Hong Kong CSL is delighted to be recognised as ‘Best in Class’ for its ‘Personalised Service
Management’. In today’s highly competitive mobile communications market, personalised customer
service is essential in maintaining long-term customer relationships. By using an integrated CRM solution
— eCRM , in which sales, customer service, marketing, service provisioning, billing and planning are
incorporated into one single platform, CSL is able to better understand customer needs and effectively
develop timely, personalised marketing programmes. In addition, our well-trained Customer Ambassadors
provide professional advice and personalised service to further enhance customer satisfaction. CSL will
continue to provide the best service and be the benchmark for the industry.” said Ms. Charlotte Chin,
General Manager, Customer Relationship Management, Hong Kong CSL Limited.
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“SUNDAY is honoured to receive the Proactive Service Management Best-in-Class at the CRE & CSQS
Summit. We have made a commitment to set the highest customer service standards in our industry, and
it's rewarding to be recognized for our efforts.” said Mr. Bruce Hicks, Chief Executive Officer,
SUNDAY Communications Limited.

“It is our great honour to be here and get the award. Every member of the DHL team is committed to
continuously exceed standards for customer service excellence. The Best-in-Class ‘Service Level
Management’ Award is an encouragement and source of satisfaction, as the Award recognizes the
outstanding contributions of our staff and their relentless pursuit of service excellence. The award also
assures DHL’s efforts in continuous enhancement of our call center’s operations and investment in staff. It
serves to inspire and encourage us to explore more service enhancement initiatives in future. Once again,
thanks for AP Customer Service Consortium for giving us the award and their efforts in raising service
excellence in service industry.” said Ms. Helen Chan, Customer Contact Centre Manager, DHL
Express (Hong Kong) Limited.

“PCCW is committed to creating the industry's best customer experience through effective customer
service management. For the past several years, we have adopted a long-term vision to excel in generating
customer satisfaction. Customers will stay loyal to PCCW provided they enjoy a happy experience while
using our services, and are likely to "spread the word" to prospective customers. Our commitment to
deliver high-quality customer service has been reinforced by the Best in Class Award in Technical Support
Management from the Asia Pacific Customer Service Consortium.” said Ms. Wallis Tam, Call Center
Sales Assistant General Manager, PCCW Ltd.

The BIC recognition is awarded on annual basis to participants of the Regional CRM Benchmarking
Program. The Benchmarking is an on-going program which allows companies to benchmark their business
and service operations, enabling them to identify key market trend, best practices and set investment
plans.

APCSC has also launched two new BIC CRM Benchmarking Programs to facilitate the sophisticated
business benchmarking requirements in the region. They are CRM Corporate Client Servicing Center
Benchmarking Program and CRM Telemarketing Benchmarking Program.

For full details of the Benchmarking Program, please visit www.apcsc.com.

Companies who are interested in the BIC CRM Benchmarking Program or the 2005 CRE Awards please
contact Mr. Lam on (852) 2174 1428 or visit our website: http://www.apcsc.com

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 APCSC Best-in-Class CRM Benchmarking Program

APCSC’s benchmarking program serves as a strategic business assessment and audit to identify gaps in
CRM and customer service 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, CSQS and CRE Awards, please contact Ms. Stella Lau via tel: 852 2174 1428 or
email: stella.lau@apcsc.com
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