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FOR IMMEDIATE RELEASE

APCSC Introduces the Customer Service Quality Standard (CSQS)
At CRM Senior Executive Forum in Taipei

TAIPEI, TAIWAN - November 21, 2003 — APCSC officially introduced the Customer Service
Quality Standard (“CSQS” or The Standard) to leaders and senior executives of Call Center,
Customer Service and CRM from major Taiwan corporations at the CRM Senior Executive Forum
organized by The Asia Pacific Customer Service Consortium (APCSC) and co-organized by
Taiwan Call Center Development Association (TCCDA).

APCSC invited Mr Larry Huang, Chief Training Consultant of TCCDA, Mr. Deng-Song Chiou,
President of Taiwan Teleservices and Technologies Co., Ltd. (TT&T), and Mr. Jason Chu, Chairman
of APCSC, as the speakers and panelists of the forum. Discussions, experience and knowledge
sharing took place on the CRM Benchmarking findings and the business impact, organizational
effectiveness and integration of Customer Service Quality Standard (CSQS) in Taiwan and Asia
Pacific.

“Through promoting and implementing the four areas of CSQS: management responsibility, resource
management, process management, performance management, with plan-do-check-action cycle, the
customer service industry could improve the overall service quality and performance;” said Mr. Deng-
Song Chiou, President of TT&T, “The CSQS could also help the outsourcing sector to achieve
clienteles” business outsourcing service level agreement, strengthen their competitiveness, and
enhance their profitability!”

The CSQS has been developed in conjunction with the Asia Pacific Customer Service Consortium
(APCSC) and in collaboration with researchers at the University of Hong Kong (HKU) to assess the
overall service quality, best practice compliance and performance of the customer service operation. It
is the highest certification that is awarded to call centers and customer service organizations that excel
in customer relationship excellence.

Mr. Jason Chu, Chairman of APCSC said, “The CSQS is essential for a more mature service industry
in the Asia Pacific region as is 1SO9000 for the manufacturing industry. We are delighted to have
such a rapid response to the CSQS, which confirms the growing need for a dedicated standard that
addresses key aspects within the Customer Service and Call Center operation.”

“The Standard and the Committee will bring to the Service Industry much benefits and long term
contribution; and the Standard will accelerate the maturity and professional development in particular
the organizational effectiveness and integration of customer service, call center and quality of
outsourcing service sector.” added Mr. Chu.

The CSQS will also be supported by a Standards Consortium that comprises of leading companies
throughout the region. Several industry leaders including Hong Kong CSL, UL International,
Taiwan Teleservices & Technologies, Dao Heng Insurance, and Prof. Sam Ho, Founder Chair of
International Conference on 1ISO9000 and TQM (ICIT), have already pledged their support and have
allocated key personnel to participate and form the CSQS Committee, Asia Pacific.

Dr. George Huang, Associate Professor of HKU, joint-project leader for the CSQS commented, “The
CSQS has a significant advantage over other standards in the fact that it focuses on the core value of
customer relationship excellence. The CSQS ties together years of research, benchmarking
measurement, best practices and business case studies, enabling the CSQS to create customer life-time
value and address bottom-line issues that affect the overall business performance of the organization.”
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The main aim of the CSQS is to establish a practitioner-based, user-driven set of good-practice
guidelines that can be followed by service organizations to manage and improve their customer
service operations systematically and effectively so that customer requirements and expectations are
met consistently and efficiently with the delivery of service excellence. These guidelines are arranged
as a Standard specific to organizations with customer service operations and service/call/contact
centers.

APCSC is inviting leading organizations to contribute to the success of the CSQS, please check
http://www.apcsc.com for more information.

Asia Pacific Customer Service Consortium (www.apcsc.com)

Asia Pacific Customer Service Consortium (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. APCSC jointly offers the most recognized global certifications for Call Center, Help Desk and
Customer Service Management with global education partners and international membership
organizations to set World-Wide Standards.

Taiwan Call Center Development Association (TCCDA)

TCCDA is to provide connection and network opportunities to Senior Management and Professionals
from Call Centers in Taiwan. The goals are (1) Experiences Sharing; (2) Expertise Learning; (3)
Employee Training; (4) Event Discussion / Reporting. TCCDA is aimed at the development and
enhancement of the service quality and efficiency.

For CSQS or Press enquiries/interviews, please contact Mr. Paul Hilton via tel: +852 2174 1428.
Press releases are also available by email, kindly send requests to: paul@apcsc.com




