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Name: Joseph Mak
Title: Customer Service Professional
Company: ABC Corporation Limited
Years of Service in industry: 3
Type of support: Inbound and Outbound Support

Dear APCSC,

After hearing about your CRE Awards program, | fielvas appropriate for
me to enter this award since | have been workingdpénservice industry for
over 3 years and have won several internal awaoisperformance and
also employee of the month. Please kindly notetiaehed certificates for
your reference.

| am aware of the highly challenging criteria fdwet individual selection
process and | am confident that my experience amglice skills will
certainly be competitive to others who are currgrghrticipating in this
award.

My responsibilities at work are very important teetcompany, since | am
the first point of contact for our customers. Witfs in mind, it is important
that | project a professional image whilst represeg my company as well
as to provide complete customer satisfaction attiales.<...continue to
explain and elaborate as necessary>

I'd also like to share with you a recent enjoyaleeperience with a
customer who had a problem, which | was able toluesto the customers
complete satisfaction. Initially, the customer wgsite upset about
<explain a particular case or experience that wasj@rable>. They had
been trying to resolve the problem for some tinoé with no success. Since
the problem required a high degree of authorityyds able to provide a
solution since our company provides frontline emgroment. This enables
me to make strategic decisions and to reach aisoldast. <..continue to
explain and elaborate as necessary

The perception of good customer service is quitgasgt to me, I'd also
like to share with you the important values of oostr service and how |
can utilize these values in order for me to prowidasistent service quality
to our customers. <explain a little about the values of customer semwi
and best practices. Continue and elaborate as neags>

Thank you for giving me the opportunity to sharéhwiou my experience
and thoughts on Customer Relationship Excellence,

Sincerely,
<Name of Applicant>
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Open for Applications &
Nomination

Preparation for the CRE
Awards

Application Deadline
Self Assessment
Questionnaire

Business Case
Presentations

Stage One Screening

Mystery Call / Visit

Stage Two Screening

Public Webvoting

Final Assessment by
Judging Panel

CRE Awards Dinner
Ceremony and
Trophy Presentation

Press Release & Publication
of Newspaper Supplements

s 2R 4

¥ 3

4+ ¥

»

Applications and Nomination can be submitted online or
by fax

Applicants are recommended to attend the Customer
Service Analyst and Auditor (CCSA) program to
understand the CSQS Assessment criteria

Early Admission (EA)
Second Admission (SA)

Participants must complete a comprehensive self
assessment questionnaire based on CSQS*

Award Participants have the opportunity to present their
business case at a special forum that is only open to the
participants of the CRE Awards and APCSC corporate
members

Stage One short listed applicants are notified

Mystery calls will be made to the participating
organizations. For service centers, mystery visits will be
made, and for confidential centers, a site visit will be
made

Customer Service Quality Standard (CSQS)* as
important CRE Awards judging criteria has become a
fundamental reference that characterizes world class
organizations. CRE Awards Audit based on CSQS to
identify the use and compliance of Best Practices and
Customer Service Knowledge Management (CSKM) on
the adoption of Knowledge Management for Customer
Service operation and quality management system.

Site visit Q&A Session to verify, check and clarify self
assessment details, mystery call findings, etc.

Applicant’s data, self assessment, mystery call findings
etc. will be referenced to the Customer Service Quality
Standard (CSQS) to establish use of Best Practices.

General public and customers of the participating
organizations will have the opportunity to register their
vote through official website

Winners are notified

Trophies and certificates will be awarded to the winners
at the CRE Awards Asia Pacific Dinner Ceremony

Winners will be invited to contribute and support a
special newspaper supplement. Interview opportunity
would be provided to the winning companies

July — December 2009

SA
Dec 15

EA
Oct 15

January 31, 2010

February, 2010

February — March 2010

March — April 2010

October — January —
December April 2010
2009

April — May 2010

April — May 2010

May 2010

June 2010

June - July, 2010
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There is no limitation one company can apply. Yesach of you premise
is applying as one company, each premise can &qpdyegories separately.

7
( (
/01(122

)

If each premise is planning to enroll and to reeghe CRE Awards
separately, each premise should apply independastbne company. The
fee will be HK15,500 for first category for eacteprise and HK7,750 for
additional category.

In order to apply for the Outstanding AchievemamtG@RE Awards, a
comprehensive assessment is required for addit®@alrporate Categories
to qualify for enrolment for the grand award.
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