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FOR IMMEDIATE RELEASE

APCSC Introduces the Customer Service Quality Standard (CSQS)
At the Asia-Pacific CRM/CIS Conference in Kuala Lumpur, Malaysia

MALAYSIA, Kuala Lumpur — February 18th, 2004 — APCSC officially introduced the Customer
Service Quality Standard (“CSQS” or The Standard) to leaders and senior executives of CRM, IT,
Call Center, Customer Service from utility industry in Asia Pacific during the CRM/CIS, Billing and
Metering Conference in Kuala Lumpur, Malaysia.

The CSQS is supported by the Standards Consortium that comprises of leading companies throughout
the region. Several industry leaders including:-

e Hong Kong CSL Limited e HSBC Life (International)
e PCCW HKT e HSBC Medical Insurance
e UL International e Dao Heng Insurance Company Limited

e Taiwan Teleservices and Technologies SmarTone Mobile Communications Limited

e HSBC Insurance (Asia)

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, “Since the introduction of the CSQS in Hong Kong,
Taiwan and Singapore, we are seeing a growing interest in the CSQS as more companies recognize
the importance of elevating and raising the quality of service that is provided to customers.
Geographical location is unimportant these days — what matters is that we meet and exceed the
expectations of our customers and raise the overall quality of the service we are providing. This is a
common objective shared by all committee members.”

Dr. Roger Jiao, Assistant professor at the School of Mechanical & Production Engineering, Nanyang
Technological University (NTU) commented, “The CSQS is a robust and solid platform,
enabling organizations to enhance and improve their customer service processes. The standard has
been in development for many years and we are pleased to introduce the CSQS to businesses here in
Singapore”. Dr. Jiao added, “I am confident that businesses in Singapore can learn a great deal from
the standard, since many market leaders in Hong Kong and Taiwan are already adopting it and
leveraging on the benefits. 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. We are looking forward to expanding the reach of the CSQS into Malaysia
and we are delighted with the initial response from local organizations.” added Mr. Chu.

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

Customer Relationship Excellence Awards (CRE Awards)

Asia Pacific Customer Service Consortium (APCSC) is currently hosting the 2003/04 Asia Pacific
Customer Relationship Excellence Awards (CRE Awards). The goal of this CRE Award is to promote
service quality and customer relationship excellence in international cities across Asia Pacific and to
recognize companies, business units, teams, and individuals that have contributed to the success of
both their customers and the organizations that they serve.

For more information, please visit http://www.apcsc.com/cgi-bin/global/awards.asp

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.

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



