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FOR IMMEDIATE RELEASE

Henderson Land Group Property Management Department
Receives CSQS Site Certification from APCSC

Hong Kong, China — June 26, 2009 -- The Asia Pacific Customer Service Consortium (APCSC)
presents the Customer Service Quality Standard (CSQS) site certificate to Henderson Land Group
Property Management Department—Well Born Real Estate Management and Hang Yick Properties
Management in recognition of their achievements and high level of compliance to CSQS Level 111
Strategic Business Unit. Customers of the property management sector will experience higher quality and
professional customer service in Hong Kong.

Mr. Jason Chu, Chairman of APCSC, commented “Through the annual review and CSQS audit and
accreditation by APCSC, many new opportunities and initiatives of customer engagement, experience
management, process improvement and benchmarking have taken place by the property management
service teams of Henderson Land Group Property Management Department—Well Born Real Estate
Management and Hang Yick Properties Management. Many excellent projects through the Certified
Analyst and Auditor (CCSA) program have achieved in creating higher revenue and income for the
shopping mall, commercial and residential properties, improving business competitiveness, reducing
customer complaints with root problem investigation and multiple solutions. Their continuing business
success is a testimony of their customer-focus strategy and execution.”

Mr. Suen Kwok Lam, MH, Managing Director of Henderson Land Group said, “Henderson Land
Group Property Management Department — Hang Yick Properties Management and Well Born Real Estate
Management is honored to receive the Customer Service Quality Standard presented by the Asia Pacific
Customer Service Consortium. This is a solid recognition and affirmation for our professional services. In
the future, our professional team will uphold our commitment - customer-oriented and continue to strive for
excellence to offer quality and premium property management services for our customer.”

Professor George Huang of The University of Hong Kong (HKU), member of the CSQS Advisory
Committee, said, “Congratulations to the success of the 2009 CRE & CSQS Leadership Summit and
recipients of the CSQS certifications for their pursuit of world class service standards and customer
relationship excellence. We are working with APCSC to develop and organize research projects and best
practices papers on Customer Service Knowledge Management (CSKM) to be disseminated and published
at the International Conference of Digital Enterprise Technology (DET) to be hosted by HKU in December
2009. We encourage and invite the business sector industrialist to submit their business case and research
findings for the International Customer Service Paper and Project (ICSP) Awards to improve customer
service quality and management systems and to enhance the service economy worldwide!”

Introduction & Overview of the CSQS

The CSQS has been developed jointly by the Asia Pacific Customer Service Consortium (APCSC) and the
researchers at the University of Hong Kong (HKU), with industry support by the CSQS Committee Asia
Pacific. It is the highest certification awarded to contact centres and customer service organizations that
excel in customer relationship excellence.

Excellence Model

“Many companies are struggling to achieve service excellence branding. Despite the goodwill of many
organizations in search for innovative and effective ways to enhance customer interactions, existing quality
standards do not fully answer the total needs of customers,” said Jason Chu, Chairman of APCSC. “That
explains why APCSC has jointly developed the Customer Service Quality Standard (CSQS) with the
University of Hong Kong to provide a roadmap for organizations to bridge the expectation gap.”

Integration of balanced scorecard & 1SO9000
CSQS holds the most advanced and comprehensive key to providing a clear step-by-step roadmap for
companies to deliver the best customer services. It embraces and integrates the balanced scorecard (BSC)



management system and the 1SO9000 quality management to provide a world-class framework with crystal
clear directions for transforming an organization into a customer-centric unit. A further goal of the CSQS
guidelines is to enhance a common understanding of the customer centric service best practices for
organizations and departments in serving both internal and external customers to improve their business
performance, to align the approach throughout the company, and to improve interdepartmental and
company wide integration.

The yardsticks for the CRE Awards

CSQS is so crucial to customer service that it became the yardsticks for the CRE Awards. “CSQS is
important to CRE Awards judging criteria as a fundamental reference that characterizes world class
organizations. Furthermore, the CSQS has incorporated the advancements that are strategic and business
practical from the CRE Awards winners’ business case presentations annually to create a progressive
service movement,” said Chu.

CSKM empowers the frontline

The assessment of CSQS is progressively divided into three levels: intention, implementation and
integration. CSQS not only measure if a company has achieved certain levels, but also benchmarking with
the industry, and more importantly, how well they have adopted the Customer Service Knowledge
Management (CSKM) to empower the frontline staff to deliver the best customer experience.

3 levels of CSQS Achievement

CSQS has a three-dimensional accreditation scoring system that takes into account every aspect from both
independent and interrelated perspectives: Level | Outsourcing Service Center; Level 11 Proactive
Service Center; Level 11 Strategic Business Unit.

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.

Henderson Land Group Property Management Department—Well Born Real Estate Management
and Hang Yick Properties Management www.hld.com

Henderson Land Group Property Management Department—Well Born Real Estate Management and Hang
Yick Properties Management, is dedicated to providing one-stop sophisticated services including finance
control, facility management, security, cleaning and maintenance services to high-end properties, mass
residential-cum-retail projects and car parks developed by the Group. With landmark management projects
such as the Beverly Hills, King’s Park Hill, Grand Promenade, Grand Waterfront, CentreStage, Metro City
and Sunshine City; Well Born and Hang Yick currently manage some 200 property developments across
the territory, with a total of approximately 80,000 residential units and car park spaces. Over the years,
Well Born and Hang Yick continue to earn praise from the public and received over 1000 international and
local accolades and accreditation in various performance-related aspects.

About International Conference of Digital Enterprise Technology (DET)

An International Conference of Digital Enterprise Technology (DET) is also held by The University of
Hong Kong on 14-16 December 2009, which aims to provide a forum for academia and industrialists to
disseminate to all branches, industries, businesses, information and knowledge on the most recent and
relevant innovations, theories and practices in electronic business and digital enterprise technology.

For Press interviews, CSQS Certification and CRE Awards, please contact Ms. Lau via tel: 852+2174
1428 or email: enquiry@apcsc.com



Asia P-Cif.:!l_ﬁf Asia Pacific Customer Savice Consortium Tel: (832) 2174 1428
AP Customer 9F Surson Commercial Building Fa: (852) 2174 1438
%‘S c Service 140-142 Austin Road, Tsim Sha Tsui Email: infoi ap csc.com
Consortium Eowloon, Hong Kong Website hitpe/www.apesc.com
SR

mgr#%@%@%&ﬁ%ﬁ—ﬁ%ﬁ%E%bﬁé%#Eﬁ
T R T A Y TR A TSR A CSQO)RH

s i 20005 671207 | - B BRI MR TR CSQNRY, PR K R WP
B S PR AP R - T DT G TR B R R
fib o P F*if;lﬁfp R g;ﬁ HE[E - [Ejbw‘f@f'r L FFRR U]

BEEHTIBAGICSON ) RBPASS ST LD S B AT T
AT LY BT ﬁﬁ%i?@bgﬁ% A1 N e L
61, PR A P S TS (. S
RV T R TR KT A g S Wi
UG - L [ w%wwﬂfi%%éuﬁiﬁﬂﬁﬂ*lmi%ﬁ°J

ElﬁlJ“ﬁf%&ﬁ@'ﬁtFEm?@'ﬁ MHZA + CEFLHEE 8 RS e — (a3 i A s
mﬁ%ﬁﬂﬂ%¢ gL ]y ﬂﬁM%@*@a%ﬁfffﬁ@ﬁga%w@#ﬁﬁﬁﬁ W$ﬁ§@ﬂﬂﬁw
A5 R EHEATGR < 4 TSR] TI R 5 poE > B R SURTIRIRRGE - SR R
@f’ﬁjﬂ}:p RECE 4 E"%%ﬂﬂ

ﬁ@&%%@#@ﬁéﬁ 5 )~ O AT ¢ 0095 [ TGS BT
¢@f TR VR & R R 4#mwﬁ%ﬁﬁ#va@z%hujﬁi
At cara gghﬁﬁﬂsﬁdﬁﬁ%ﬁ%%ﬁﬁﬂpﬂﬁﬁ HIFHR SR s %

¥

FleF A = FJJEMF“ WA igital Enterprise Technology (DET)BUEEE 08 AAF( 5T o 25 (1575 *Jf[lﬁfl ¥
%’Eﬂ@ PPV R AP T VR %Mﬂxuﬂ/ K iiiL;‘ﬁ E'YQF@?EB" TR A ﬁ » $EE
;I“Ejiﬁfjﬁ?ﬁ‘;?f?i! ]

@@@%ﬁ?@ﬁﬁﬁf AT

PRV 3 RS Y R LT N 4 IR ) ﬁ'??’ﬁ*é’s ES AT JﬁUJL Fip Ji_# JL%Z’F“?FV SR IR

PV & IR [ o1 AR iﬁij (et gt 7 profg e o g JLH W’E‘ HARTE AT R A R lqﬁ"fﬁﬁ‘**ﬁ

@@ﬁﬁ%f@#WPW£#%“~wﬁr&mﬂwnuﬂaW@%ﬁMm%-wawqﬁﬁ%ﬁﬂgﬁ%ﬁ
FRET [ IR - PRV I o R A R A gﬂ*‘“& Jrﬁ,g HqF/’%’ﬁM%‘IJ}‘H@ﬁ -
qﬁ;’;ﬂi""“\ﬁ‘/ Ti{é%wﬁl u:Tﬂ ~ (e

HTEHRE]

Eruiﬁglgﬁqwj’fmf F%j’i%ﬂ cTEg ﬁ_ij&/\ﬂ—ﬁylﬂﬁw@ﬂ P?ﬁxfﬁ l—j DRI s BESRE Y 7 s
lﬁﬁ%mﬁwé&léﬁ ) rEaN lﬂﬂf'”‘mﬂ?"riwrﬂﬁ* CTREEE ﬁTT B RLR s ONE F,ng]gl Bl
TOERIECSQS o VAR - R R TR AL

CSQSHEA ™ Bt 57 £ 7 8 2 1S09000 l,&,@:‘rﬁfﬁ A

CSQSHA (T v L& JiFfi7 % 0 R iE WIALHIROE - CSQSEurms = Bl ) e
SEFISO9000y #l’ﬁ?ﬂ?%ﬁ s S L5y éﬁhH'“F'ﬁT' lirﬁﬁ'*wﬂﬂ‘ CgQSEJE“@ﬁ’H’“wib E
FRFERAR DI sy S ST BB O 9 %Fﬁ Jg R AT Tl Eﬁ#l@ﬁ%"*éﬁf,ﬁﬂ#ﬁ% il

,Mﬁ&ﬁwwaVﬁwpﬁ

GV R (R AR A e

CSQSELF Vs Fjdl TGRS > Sf At R T CSQSEL VBT il (71552 J;IE@%!’%EU o E Y B
P PR G PO A 2 - CSQSHE 73’@;‘?}, FIFE TR R ] P b pepss o LS T SE i Tsie
e

S ’iFﬁ ST AR R T

CSQS ﬂ Y IE:VJ B~ [t P FH_EJFE“F& El%nw E‘J’n“[]ﬁff CSQS[# 3 58 ]FLI CRIFORSERA - W
%ﬁ ftﬁ.ﬁ; R ,tgwfr,gf 3 (R F%;j I PIEIRIY CSQ ; PR & ﬁfjﬁlﬁﬁﬁf‘%ffﬁl ’
i Ej‘fﬁrif/['lﬁ SEH i['%ﬁﬁéﬁr']@ﬁ T E’ﬁ R (R R -



Asia P-Cif.:!l_ﬁf Asia Pacific Custamer Service Consart ium Tel: (B52) 2174 1428

AP Customer 9F Surson Commercial Building Fa: (852) 2174 1438
%‘S c Service 140-142 Austin Road, Tsim Sha Tsui Email: infoi ap csc.com
Consortium Eowloon, Hong Kong Website hitpe/www.apesc.com
CSQS= FEEE

AL SIS - PR PRI S B A 3
Tere e o= - PR

Bﬁ&*@?ﬁ’qg;‘% Jllé? (APCSC) www.apcsc.com

FHONE R IR 8 (APCSC)Ry F“l Fa A TR R RLIETIR T PV - Tk L T Y TR
B Y RS T 5, IR FTJM b%m Bl o [l i *lﬁl"@*éﬁ FTJI,TqBHJQﬁ:;f JIFREER R A E R
WA - A - -

| R LR R PP BRI — (B A TRV [ PR TR www.hld.com

[gﬁl)“ﬁ:%@% Tﬂ;lﬂﬁ;j *‘riff[ EESISCE F‘,ﬁfﬁlb[gﬁ%i E‘*{I £ E I Y LF? B L Jfru AT
G s A TR AES RIS o P B R R IR 200 0k e = WP CRET > £ 180,000
lﬁ?ﬂ'ﬂlﬁf'* ;lgﬁﬁﬁ«ﬁfﬁ'ﬁ [t [HUEP Y E A Ay~ AR E A ) a%ﬂ%@?ﬁ R
?‘}l il ﬁlﬂﬁ%ﬁ’ﬂiﬁ‘ﬂﬁﬂL ]%fﬁ‘b lﬂiﬁvmﬁ*& J”E DT li’?’?ﬁﬂﬁ %ﬁ'}%j‘g’m/?’ T e
J,HlOOO'FI@“[ﬁg;—}Vj:W REREUEL TR VI R TR e SRR O AR e ﬁw@

?lgDiqital Enterprise Technology (DET)WB;Z?»IQ_%

f,iﬁkwﬁ?ﬁ“* FHuF A T E[A pi=- - pIEREDigital Enterprise Technology (DET)[E f%ﬁ%“% FURLHRL
PSR T T I T PTG (81 e P SR -

RIS ~ EEVER AT (VR R R G EeS2+2174 1428 R NERG - A ETI S

enquiry @ apcsc com




