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Chairman’s Message

Welcome to Hong Kong, international delegates!

The APCSC Customer Relationship Excellence (CRE) and Customer Service
Quality Standard (CSQS) Leadership Summit is an International Conference for
leading companies to exhibit and showcase Customer Service, CEM and CRM
related best practices, success stories, technologies, as well as Reynote
presentations by honorable guests of APCSC, industry leaders and experts of the
CRE Leadership Community.

Presentations from the Winners of the CRE Awards will be given, covering
customer telationship best practices. Award winning companies from different
service and technology sectors will showcase their service innovations and
customer loyalty successes.

The goal of the Leadership Summit is to provide an International Platform for
effective Rnowledge sharing and exemplary customer success leadership and show
case for WORLD-CLASS service quality and Customer Relationship Excellence.

Conference participants, including speaRers, sponsors and exhibitors will have
opportunities to share insights, experience, Rnowledge and networking to establish
close partnership through this CRE Leadership Community.

Through the Leadership Summit and the CRE Awards, APCSC promotes
Customer Relationship Excellence as a core business value in international cities
and recognize companies, business units, teams, and individuals that have
contributed to the success of both their customers and the organizations that they
serve.

Best wishes for great learning, sharing and networking!

L Z

Jason Chu, Chairman, APCSC
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Leadership Summit Agenda — 2014 June 12

Morning Session

eme: Future Trend in eCommerce, Cloud and Customer Experience

9:00 Registration and Morning Coffee
Summit Opening

9:15 Professor George Huang, Department Head of Industrial and Manufacturing Systems
Engineering, The University of Hong Kong
RFID Applications and Future Trend in Greater China eCommerce

9:30 Professor George Huang, Department Head of Industrial and Manufacturing Systems
Engineering, The University of Hong Kong
Cloud Services Interactive Platform Create Best Customer Experience

10:00 Mr. Song Xue Wu, Director, Oversea Customer Service Center, Haier Electrical Appliance
Co., Ltd.

10:30 Leveraging Multichannel Service Strategies to Maximize Customer Experience

: Mr. John Jansen, VP of International Marketing, Interactive Intelligence Inc.
11:00 Networking Tea Break

CEO Luncheon Forum &

CSQS Certification Presentation

Theme: 020 CEM & CSKM for CRE Customer Journey

11:30 Customer-centric oriented Customer Service Knowledge Management Center
) Mr. Zhang Jian, General Manager, Lenovo Services, Beijing, China
12:00 CSQS Certification Presentation and Networking Luncheon
020 Online & Offline Integration on Customer Experience Management for CRE Customer
13:00 Journey
Mr. Jason Chu, Chairman, Asia Pacific Customer Service Consortium
13:30 CEO Forum: 020 CEM & CSKM for CRE Customer Journey

Afternoon Session

Expo Innovation Awards Presentation

CXO Forum: Innovation and Technology Leadership

14:15 Networking Tea Break
The Evolution from Customer Service to Customer Engagement
14:30 Mr. Frits E. Fraase Storm, Country Director, Tripolis Solutions, Netherlands
15:00 Engaging the Next Future Digital Consumers with Cloud, Mobile & Analytics
' Mr. Malcolm Chiu, CIO, QNet Limited
15:30 Expo Innovation Awards Presentation
16:00 Creating The Center of Excellence in Innovation and Technology for Future Generation
) Mr. Charles Mok, Legislative Councilor (IT), HKSAR Government
16:30 CXO Forum: Innovation and Technology Leadership
17:00 Evaluation Form & Lucky Draw

End of Day 1




Leadership Summit _Agenda — 2014 June 13

Morning Session

Theme: ROI on Customer, Service, Quality, Standard

9:00 Registration & Morning Coffee
9:15 Summit Opening
: Mr. Jason Chu, Chairman, Asia Pacific Customer Service Consortium
9:30 Going Beyond - Our Continuous Journey to Be Better & Making Digital Work
’ Ms. Liew Swee Lin, Chief Commercial Officer, Astro Malaysia Holdings Berhad
10:00 Successful Achievement of CRE by the Tsing Yi Telebet Centre - Strategy and Practice
’ Ms. Arist Yue, Telebet Manager (Tsuen Wan & Tsing Yi), The Hong Kong Jockey Club
10:30 Reconnecting with Customers
) Mr. Nikhil Advani, Group Head of Channel Marketing, AlIA Group
11:00 Networking Tea Break

CEO Luncheon Forum &

People Site Certification Presentation

e: International Service Innovation & CEM Benchmarking Trend

11:30 Service Innovation & Corporate Sustainable Growth for International Theme Park
) Mr. Tom Mehrmann, Chief Executive, Ocean Park Hong Kong

12:00 People Site Certification Presentation and Networking Luncheon

13:00 Customer Experience Management Trend and Benchmarking in Japan
) Mr. Tatsumi Yamashita, CEO, HDI (Help Desk Institute), Japan

13:30 CEO Forum: International Service Innovation & CEM Benchmarking Trend

Afternoon Session

O Forum: Mobility, Customer First, Innovation CRE Leadership

14:15 Networking Tea Break
Innovation on Cards and Mobility for Future Customers and Business Requirements

14:30 Mr. Sammy Kam, Technical Director, Octopus Cards Limited
15:00 Public Service Innovation and CSR towards Customer Relationship Excellence

’ Mr. S.T. Chan, Senior Customer Supplies Engineer, The Hongkong Electric Co., Ltd.
15:30 Client First

’ Ms. Joanna Wang, Operation Manager, IBM Solution & Services (Shenzhen) Co., Ltd.
16:00 Networking Tea Break
16:15 CXO Forum: Mobility, Customer First, Innovation CRE Leadership
17:00 Evaluation Form & Lucky Draw

End of Day 2
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Asia Pacific Customer Service Consortium APCSC and Hong
Kong Customer Service Consortium HKCSC are founded with the
belief of “Customer Relationship Excellence 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 regions 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.

Through the International Customer Relationship Excellence
Awards, APCSC promotes Customer Relationship Excellence as
a core business value in international cities to recognize government
bodies, companies, business units, teams, and individuals that have
contributed to the success of both their customers and the
organizations that they serve.

Website: http://www.apcsc.com

International Leadership Summit Sponsors eI Exhibitor

Gold Sponsor

ORTINUOUS TECENOLOGES

INTERANATIONAL

AIS

Your World. Your Way.

LTD

Advanced Info Services Plc. (AIS) is the leading mobile operator in
Thailand. Q114, we registered 42 mil subscribers and generated 53%
of market share by revenue. Our strategy focuses on delivering
quality in device, network, applications and services. A vital role in
customer service is Advanced Contact Center Co. Ltd., our premier
call center. Website: http://www.ais.co.th

Continuous Technologies is a leading provider of customer service
and business communications solutions. We offer simple, efficient
and beneficial systems for companies, employees and customers. It is
achieved by combining best-of-breed business process automation,
communications and collaboration applications on secure, reliable,
and scalable platforms. Our solutions make it easier for enterprises
and government organizations to seamlessly connect and service
customer requests, while reducing costs and implementation risks.
Website: http://www.ctint.com
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Astro Malaysia Holdings Berhad is a leading integrated consumer
media entertainment group in Malaysia and Southeast Asia with
operations in 4 key areas of business, namely pay-TV, Radio,
Publications and Digital Media. With a customer base of over 3.9
million residential customers or approximately 56% penetration of
Malaysian TV households, Astro offers 170 TV channels, including
38 HD channels, delivered via DTH satellite TV, IPTV and OTT
platforms. Astro provides HD, 3D, PVR, VOD and IPTV services
through Astro B.yond and Astro On-The-Go.

Website: http://www.astro.com.my

Interactive Intelligence Group, Inc. (NASDAQ: ININ) is a global
provider of contact center, unified communications, and business
process automation software and services designed to improve the
customer experience. Founded in 1994 and backed by more than
6,000 customers worldwide, ININ is debt-free with 2013 revenues of
$318.2 million. Website: http://www.inin.com

Tripolis Solutions, founded in 1999, is one of the first European
email service providers (ESP) which develops technical solutions in
the area of email, mobile & social marketing software and delivery.
Our services are delivered via a network of industry leading reseller
partners. Together they work for more than 2,500 end users at
national and international level in a variety of industries such as
Finance & Legal, Automotive, Retail, FMCG, Travel, Publishing and
Corporates. Tripolis Dialogue is a multichannel communication
solution which is delivered as a ‘Software as a Service’ (SAAS).
Website: http://www.tripolis.com

Lenovo is one of the global Fortune 500 companies providing
innovative PCs and mobile internet devices. Lenovo Services is
devoted to fostering customer loyalty and improving service quality
experience. We have undertaken the responsibility of serving its
personal and enterprise customers all over the world through various
methods including call center, online-chat, APPs and Wechat.
Website: http://www.lenovo.com.cn

QNET is one of Asia’s leading direct selling companies, offering
meaningful products in diverse markets. We provide borderless
opportunities through our eCommerce platform to everyday people in
more than 100 countries. The QNET brand is all about unlimited
choice. The company’s product portfolio features a diverse and wide
selection of strong and innovative products designed to enhance
every aspect of daily living. Website: http://www.qgnet.net




International Endorsers, Media Partners and Supporting Organizations

inTErRNATIONAL Councit The International Council of Customer Service
SroaSTOMER SERVIEE  QOrganizations (ICCSO) is an international body for customer

T ST (o service organisations seeking to develop and promote
international service standards and professional excellence in

customer service. [CCSO is dedicated to supporting the organisations around the world which are

responsible for the development of customer service excellence. Website: http://www.iccso.org

The Customer Service Institute of Australia (CSIA) is Australia’s peak customer
W™ service organisation and secretariat for the International Council of Customer Service
Organisations. Founded in 1997, CSIA is dedicated to the professional development of
CSIA organisations and individuals in the achievement of customer service excellence.

cromnsece YV €Dsite: http://www.csia.com.au

INSTITUTE OF AUSTRALIA

HDI is the world's largest membership association for the service and
support industry. Founded in 1989, HDI's mission is to lead and promote
the customer service and technical support industry by empowering its
JAPAN . . . .
members through access to timely and valuable industry information,
including reports and publications; encouraging member collaboration through events and forums;

and establishing internationally recognized, standards-based industry certification and training
programs. HDI has more than 50,000 members worldwide. Website: http://www.HDI-Japan.com

The Chinese Society for Quality (CSQ) was festablished at Taipei, Taiwan in
March, 1964. The current membership are 5,000 for individual members and 500
for group members. The major activities are publication of Journal & Magazine,
SEASIRREEET  Quality(Control) Award, Certified Examination for Quality Personnel, Training &
Consultant Service. Website: http://www.csq.org.tw

ACCB - Academy of Contact Centre and BPO is a unique learning and development
business that specializes in the BPO and customer management industries. The
Academy aims to be the lead organization, internationally, that promotes the
qualification standard for the BPO sector. ACCB have joined forces with partners to
create an end to end capability that can deliver a global learning, job benchmarking
contact centre benchmarking and development proposition.

Website: http://www.cn-accb.org

C CRMXchange is a premier web site dedicated to providing
.x“.‘. information in an interactive environment for CRM/Contact Center
professionals. The site offers white papers, newsroom, monthly

columns, a showcase for products and services for the industry, and free webinars on a variety of
CRM and Contact Center issues. Website: http://www.crmxchange.com

Sohu.com Inc. (SOHU) is China's premier online brand and indispensable to
the daily life of millions of Chinese, providing a network of web properties
and community based/web 2.0 products which offer the vast Sohu user
community a broad array of choices regarding information, entertainment and
communication. Sohu has built one of the most comprehensive matrices of
Chinese language web properties and proprietary search engines, consisting of the mass portal and
leading online media destination; interactive search engine; #1 games information portal; the top
real estate website; #1 online alumni club; wireless value-added services provider; leading online
mapping service provider; and developer and operator of online games.

Website: http://learning.sohu.com/lytang/




21CN, P HAFHE N S BB OME . HEA S AR TR TLER A, IR AR
O TR IR = U FAUK IR 7 A, D A AT AN NP SRR S
S BE N A T RS o

. Vsharing is the first interactive portal in China, through the research
$I-ﬁ§.|—| wwwvsharing.com  CEMtET, selection center, vsharing HR services, vsharing meeting services
four platforms to provide reliable IT decision makers reference

information. Website: http://www.vsharing.com/

ﬁ:}%’% ) We are an online media company serving global Chinese communities.
YN ET_Wn Our digital media network enable Internet users to access professional
media reports in multi-media formats from the web and mobile devices
and share public comments each other on open platform. YNET.com is ready to be a revolutionary
news portal in the next era. Website: http://www.ynet.com

Chnsourcing is the largest service outsourcing portal and E-trading
platform facing global market operated by Devott Co., Ltd. since 8th
March, 2007. Depending on China's outsourcing industry and refer to
global market, Chnsourcing collects the latest and most comprehensive
information and resources. Website: http://www.chnsourcing.com.cn
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S CEECW (China Company Electronic-commerce Website) is a power
ONVchinaCompanyNet.en  InterNet Media of EC & Information. Our services across many areas,
bETWEFEEM  such as E-commerce consultant(E-Commerce Strategy, Popularization
&Structural-optimization), Marketing-news, Cross-media  integration,
Internet PR, IDC, E-zine, Virtual-panorama , Meetings & exhibition etc. Our aim: Transmission of
information, Inclusive society, Create value, Promote the development of society.
Website: http://www.chinacompanynet.cn

Hong¢Kong The HK International CRE Innovation Expo is aiming at providing a
International cross industry platform for enterprises to “open up, communicate and
(AT collaborate,” to expand overseas markets, achieve collaboration, improve
E X P international competitiveness, and showcase innovative industry solutions.
»  Digital, Social, Mobile, Apps & Ads

AWARDS »  Cloud, CRM, contact center, BPO, eCom & Security
In the Expo, focusing on above themes, outstanding companies from Hong Kong, China and
overseas display, share, and build a prestigious platform to communicate, cooperate and create more
business opportunities. Apart from senior executives from organizations, enterprises, research and
training institutions, leaders and professionals from different industries including ICT, social media,
marketing agency, finance, investment, and ecommerce participate and exhibit in the event, have in-
depth discussion on business opportunities and challenges to create Customer Relationship
Excellence and Innovation, pay close attention to and share frontier problems regarding present and
future industry development in HK, China, Asia Pacific and global competitiveness.
Website: http://www.apcsc.com/expo/index.asp

The Expo Innovation Awards is established since 2012 with the goal to promote innovation in
solving business challenges and improving customer relationship excellence. The Innovation Expo
and the Innovation Awards recognize innovative products and services, strengthen the corporate
brand in the industry, and develop a sustainable business development strategy in Asia-Pacific
region for the exhibitors. Firms are assessed through introduction of product or service, business
case presentation, summary and write- up, customer reference and customer satisfaction assessment.
All the winners are awarded a trophy and certification from APCSC & HKCSC Expo Organizing
Committee.

Website: http://www.apcsc.com/expo/2013winners.asp
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APCSC Leadership Programs

The International Customer Relationship Excellence (CRE) Awards has recognized
many industry leaders and professionals for their customer centric service innovation.
The participants have come from more international cities and business sectors in both
corporate and individual categories, all demonstrating their business successes, best
practices and leadership on CRE. With the introduction of the Customer Service Quality
Standard (CSQS) as important CRE Awards judging criteria, the participants have been
benefited greatly from the best practices and critical success factors from a world-class
framework.

BRI BRIk 5% (CRE Awards) 157E 1 #1 % 2K B AR T SR Bl bl W i v S s Al
HENL - BIESMEZE RS NERIN 2B - 51k E SRR AT T3 -
JEoR T ARG S Dl 38 ~ Bt Sy R R R B ARl - DU R IR AR S
HH R B (R 5 B Y B SRR e ] - 2B S RE AR — (I8 AR 2R i de 2 <7 U AR
AN ETEE RS -

Website: http://www.apcsc.com/creaward/index.asp

The Customer Service Quality Standard (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 centers and customer service
organizations that excel in customer relationship excellence. 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 ISO9000 quality management

to provide a world-class framework with clear roadmap and directions for transforming a
business operation into a world class customer-centric strategic business unit.

B IR AR 2 i K I o & A R 2 IE e B S 1FHIE - BRI
EREIREER » REEERNER IRGEFRR - 382 — 85z AYEEHE KT R
B s KR 28N - #EDAR T8 55 % P IRSHAE - CSQS BE T i st K EZ AT
% BORERRERGREEWIEE - CSQS WIEMIEE T Pt FEH R MM
ISO9000 (HEE R - BBIPZET USRI LA B L RIS M 22 FLAL(SBU) -

Website: http://www.apcsc.com/csgsnet/index.asp

The Best-In-Class Certification CRM Benchmarking Program (The BIC) is
conducted by APCSC continuously throughout the year with annual reporting to
member companies from different industries. In addition to the benchmarking
participants, APCSC makes regular mystery calls and visits to non-benchmarking
participants to evaluate and benchmark their service performance. The objective is to
find solutions that member companies can adapt for use in their own business contexts,
so that together we may learn faster from the best practices of other companies across
industry, and pool resources to innovate where no one has yet found an acceptable
solution.

H APCSC #2 ftry ik G = - BA R IRE B UE J R (The BIC) F2KE A
SRS R EFME MR IRB R - BR 7 IRES IR =W 3% - APCSC e ]
A NAHF - BBEN LTSRS BB BT - 2K E 2 U A R 22 6L > a] DIRE 2
INARIBIRT T BT RS - IREE SRR G R TT 2  IE RN ETTE
HIRR BB INREE T ~ LB ~ BHEIHTIEAME » DUBRRIIARA SEimfitR 5 22RO R -

Website: http://www.apcsc.com/bic/index.asp

The People Site Certification is a free of charge accreditation offered to organizations
that have over 90% of their Customer Service and Contact Centre staffs remain
certified under APCSC’s Global Certification program. The certification is renewed on
an annual basis. By achieving the People Site Certification, organizations are much
better positioned to integrate professional customer service staff with their mission
critical services process. They can therefore ensure that efficient and reliable services
are provided to all customers with unique and sopbhisticated requirements.

LERE 909 LA bR IR Bk .0 N EHIE S T R AR IR I BRI R R R B -
BIFTERE AR E F IR B ORleEE - R EE N - SRR - BREEHE
BEIREEFLI G - HRSRER U IR 5 B B H RS 7 IR e SE Al &4 —
- fEMTRECR A A B & PR BEA R AT SRR - e B R AR 20K -

Website: http://www.apcsc.com/peoplesite/index.asp
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APCSC MEMBERSHIPS & BENEFITS

Affiliate Full F.ellhow Associate | Professional Corporate
(By Invitation Only)
Egll?ies;‘lsl?iiQs N/A 5% Discount 5% Discount 5% Discount 15% Discount 20% Discount
. 1 VIP Pass 3 VIP Passes
Summit
Training 3y
Discount N/A 1 x HK$500 1 x HK$500 3 x HK$500 5 x HK$500
HK$500
Coupon
1 x CCSM or 3 x CCSM or
1 x CCCM
Training Quota* N/A N/A N/A N/A 1 x CCCP 2x CCCM
2 x CCSA
1 x ECOH/ 2 x CCCP
CHSM
Knowledge Mail YES YES YES YES YES YES
Advisory
Question (Tele) N/A 1 Question 2 Questions 3 Questions 3 Questions 6 Questions
Conference
Benchmarking N/A 5% Discount 5% Discount | 5% Discount | 5% Discount .10%
Program Discount
APCSC/
HKCSC Logo N/A N/A N/A YES YES YES
Usage
Membership Fee Free HK$500 HK$1,000 HK$3,800 HK$20,000 HK$40,000
(Annual) (US$70) (US$130) (US$500) (US$2,550) (US$5,250)
Customer
Loyalty N/A N/A N/A N/A 1 x Passes 2 x Passes
Award Forum
9
Member’s FREE for participants
Survey
Salary Increase
& Staff FREE for participants
Turnover Survey
IcloRlﬁlnggsl(ezs N/A Members Only

CCSM - Certificate in Customer Service Management

CCCM - Certified Contact Center Manager

CCCP - Certified Contact Center Professional
CHSM - Complaint Handling & Stress Management

CCSA - Certified Customer Service Analyst & Auditor
ECOH - Effective Communication & Objection Handling

* The training courses can be exchanged to different courses with similar value to meet the member’s development needs. Please feel
free to visit www.apcsc.com for more details on the global certifications.

All membership options include networking opportunities at various events that are organised by partners and affiliates of APCSC
throughout the year, which may also include special discounts. Members will be notified of such events as and when they occur.

APCSC has no control over events that are organised by 3rd parties.

All Membership duration is on annual basis, member benefits are only valid and should be utilised within the membership period.
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The Goal of CRE Awards

The goal of the International CRE Awards is to promote service quality and customer relationship
excellence as core business value in international cities across regions and to recognise government
bodies, companies, business units, teams, and individuals that have contributed to the success of both
their customers and the organisations that they serve.

Benefits of the Awards

*  Recognition of participating organisation's achievements in Customer Service, Relationship, and
Experience Management, increasing and enhancing its credibility and image in the marRet place

*  Increased customer perception and confidence in dealing with the organisation

*  Continuous improvement opportunities and benchmarking the organisation's Customer Service
efforts through APCSC's comprehensive CRM Benchmarking

*  Greater focus on Customer Service Quality Standard throughout the entire organisation

*  Increased morale at all levels of the organisation

The International CRE Awards application process is designed to highlight organisations that excel in
World-Class standards, use of Best Practices and follow the Customer Service Quality Standard
(CSQS), a world class framework, By entering the CRE Awards Program, you will learn from the
Best in Class in world class standard.

Acknowledgements

APCSC wishes to sincerely thank all speakers, panelists and sponsors for their time and dedication
throughout the summit and all supporting organizations and media partners

International Organizer I Endorsement I ntemationa[ Leadership Summit Sponsor

Asia Pacific ’ Hong Kong

Eor 8 B BT =This (o [

Consortium Consortium Your World. Your Way. INTERNATIONAL LTD

,\Q,RACD
S .
INTERNATIONAL COUNCIL N ((\ b "\ 4
OF CuUSTOMER SERVICE \
ORGANISATIONS ast rO » \ . U
FOUNDATION MEMBER ~ 4/} - $(‘fl Trl'polis Solutions
EL16% We deliver

International Supporting Organization, Exhibitor &l Media Partner

Lenovo  QNET mm|

Services

EEI!*?

& 58 M
CHINAS&URCING

CF Rz IR O) REETT ML

B o 5 % 5 CSI!& -,\ °
TR e CUSTOMER SERVICE
Academy of Contact Center & 8P INSTITUTE OF AUSTRALIA @‘ S w

JAPAN

4

AR 2 i e 4R
FONG KONG ECONOMIC TIMES
www.hket.com

YNETL /™ e

©2014 Asia Pacific Customer Service Consortium All Rights Reserved 12



