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ASIA PACIFIC CUSTOMER SERVICE CONSORTIUM 2007 Customer Relationship Excellence Awards

Goodwell delivers legendary
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Experience Management of the Year (Property
Management).

Caring hotel services

Dicto Leung, General Manager at Goodwell said
that by adhering to the principle of “Committed to the
Pursuit of Excellence,” they keep rolling out new services
and striving to advance their value-added services.

Conventional property management services,
formerly confined to cleaning, maintenance
and security, now include limousines, technical help desk and butler services.
Goodwell Property Management Limited,
a wholly-owned subsidiary of Cheung Kong
(Holdings) Limited, earned three awards this
year in Customer Relationship Excellence
2007. The company as a whole was awarded
Corporate Service Team of the Year and People
Development Program of the Year (Property
Management). The Legend at Jardine’s Lookout under Goodwell’s management further
earned one more honor with Best Customer

The Legend at Jardine’s Lookout, one of
the most prestigious dwellings in Hong Kong,
offers diversified and innovative services to its
residents in all aspects of daily life. “We have
introduced the concept of Hotel Management
to modern property management. We are the
first property management in Hong Kong to
provide free limousine service to our residents
taking a ride to any popular spots on the Hong
Kong Island,” said Jackson Wong, General
Manager of The Legend at Jardine’s Lookout.
Security is always the top concern for both
the residents and the property management
company. Motor guards, newly introduced
by Goodwell, and guard dogs are employed
to patrol the estate. Goodwell also lined up a
renowned spa and salon to deliver health and
beauty services to the residents. Their service
even covers the residents’ pets. In the 1500-sqft Legend Pet Clubhouse, the pets can swim
freely in the pool and enjoy beauty services.
With such caring services resulting from wellthought-out design, no wonder The Legend at
Jardine’s Lookout was honored the Best Customer Experience Management of the Year.

Strong i nternal communicat ion to
facilitate delivery of premier services
Qualit y customer ser vice is not just

concerned with the front line. To provide
substantial support, the Goodwell corporate
service team at the Head Office operates on a
performance pledge that all enquiries, suggestions and complaints received from customers
are answered within seven days. All these external communications are relayed to the management and the sites through the powerful
internal platform “Lotus Notes”, so different
departments concerned are well-informed and
a high level of internal transparency across
divisions can be maintained. Appropriate solutions for customers can therefore be drawn up
promptly. To facilitate mutual communication
and to ensure management strategies are well
executed in the front line, regular meetings are
held among the management and the frontline
staff. According to the annual customer survey of all the properties, the overall satisfaction rate reaches as high as 95%. Goodwell’s
receiving of the “Corporate Service Team of
the Year” is well substantiated.

Tap the right talent and offer right
training
The sophisticated use of infor mation
technology empowers Goodwell in delivering training efficiently to all customer service
team players. Induction training is offered to
newcomers, and e-learning system is set up for
all staff, which features video training to equip
them with essential customer service skills. On
special occasions, Goodwell organizes tailor-

Goodwell introduced hotel management
style to The Legend, by offering a series of
brand new services.

made courses for staff with particular needs.
For instance, in order to ensure all customer
service ambassadors at The Legend keep a
decent corporate image at all times, cosmetic
and etiquette workshops are arranged as pretraining. Goodwell also puts heavy emphasis
on body health and work harmony. Every day,
fresh fruits are provided to staff as afternoon
snack, and a 10-minute stretching exercise
session is arranged as a break from work. A
diversity of staff activities are also organized
throughout the year to boost staff morale. Such
measures are solid ground for their efforts in
people development, and justify them for the
honor of People Development Program of the
Year.
“We always try to think ahead of our customers, so that as their needs arise, we can address them instantly,” concluded Dicto Leung,
General Manager of Goodwell Property Management Limited.
Committed to “improving quality of life”,
Goodwell sets a good example of how vital it
is to have a well-established structure in order
to deliver excellent services to customers.

Three leading companies awarded
People Site Certification
Commitment to outstanding services

This year, three service leaders have been
awarded the People Site Certification (PSC)
from APCSC, in recognition of their staff development and commitment in providing outstanding services that meet the global markets.
The awards go to Dao Heng Insurance Co.,
Ltd., Quality Health Care Medical Services
Ltd., and S. W. I. F. T. SCRL.
“The PSC recipients have demonstrated
their commitment to service professionalism,
customer satisfaction and employee development,” commented Jason Chu, Chairman of
APCSC. “Today, customers everywhere have
much higher expectations and personalized
demand. Our customer service professionals
require professional training and development
to take the initiative to discover customer
needs and deliver services that can exceed the
customers’ expectations on a consistent basis.”
People Site Certifications are awarded to
companies that have over ninety percent of

Ms. Shirley W.S. Wong, Manager of Personal Insurance
Marketing, representing DHI, received the PSC

their Customer Service and Contact Centre
staff in participation with APCSC’s Global
Certification programs. Therefore, People Site
Certification is a credit given to participating
companies that are able to demonstrate strong
consistency and profound service professionalism.

Win-Win-Win management
“The staffs from the PSC recipients have
committed themselves in achieving the professional certifications. Their joint efforts create
a win-win-win situation for customers, staff
and employers, and build stronger satisfaction,
relationships and retention management,” continued Chu.
Dr. Lincoln Chee, CEO, Quality HealthCare Medical Services (QHMS) commented,
“We are committed to building an all-rounded
service excellence throughout all our customer
interaction channels. Customer Services Department is definitely one of the key touch
points, in fact, often times the first point of
contact, to translate our professionalism and
dedication towards service excellence to our
clients.”
Dr. Chee added, “We are honored to receive the People Site Certification from the
APCSC in recognition of the team’s commitment in striving for a high level of service excellence through continuous improvement and
dedication. Winning the award highlights the
capability of our customer service executives
and serves as an encouragement for all staff at

QHMS to exceed our customer expectations.”

Global Certification Program
To help better achieve customer service excellence in Hong Kong and Asia Pacific, APCSC has launched a series of global certification
programs with international bodies in the US,
Australia, China, Malaysia and other countries.
Over the years, APCSC, with its proven
methodologies, has helped many new and existing international leaders to ensure that the
critical success factors lie in people readiness
and transformation through its certification
programs. The certified professionals are able
to create a business impact by using worldclass customer service best practices with customer oriented mindset and attitude.

Increase the training ROI
According to APCSC, the most effective
way to ensure training results is through certification. Certification ensures that participants
understand the concepts taught in class with
online exam, as well as to provide a direction
and goal for the participants’ career development. APCSC continues to engage, monitor,
and coach participants through the after-stages
of Certification on a one-to-one basis through
projects submission and review to get the most
return on investment.
Out of more than ten Global Certification
Programs, there are three new programs which
are registered under the Continuing Education
Fund (CEF). These programs are provided by

Dr. Lincoln Chee, CEO of QHMS and Ms. Esther Tsang,
Head of Customer Service, received PSC from Mr. Jason
Chu, Chairman of APCSC

The Hong Kong Customer Service Consortium
(HKCSC) and are approved by the Secretary
of Education and Manpower of Hong Kong.
Through inspiring peer-to-peer consultation and stimulating exercises such as video
case studies and Micro Analysis, participants
will acquire technique, knowledge and experience that are advantageous to their career ladders.
Upon completion, eligible applicants will
be reimbursed 80% of their fees, subject to a
maximum sum of HK$10,000.
Companies who wish to know more about
different global certification programs offered
by APCSC can visit http://www.apcsc.com/

Global Certification
Certified CRM Director (CRMD)
Certified Contact Center Manager (CCCM)
Certified Customer Service Analyst & Auditor (CCSA)
Certified Contact Center Supervisor (CCCS)
Certified Telemarketing Supervisor (CTMS)
Certified Customer Service Professional (CCSP)
Certified Contact Center Professional (CCCP)
Certificate in Customer Service Management (CCSM)
Certificate in Service Excellence Leadership (CSEL)
Certificate in Professional Customer Service (CPCS)

