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Winning Speech for the CSQS Certification Ceremony
Ann Chong, Customer Service Manager, Pacific Satellite International Ltd

Ladies & Gentlemen!

There is a famous saying by Andy Lau on a TV advertisement “Service like this just isn't
good enough.” This illustrates the fact that the general public has a higher expectation
towards the customer services from various organizations or companies nowadays. Many
companies and institutions hope to attract more new customers as well as retain the
existing customers by providing first class customer service. By participating in the
Customer Service Quality Standard (CSQS) Certification Program, we would like to take
this as the opportunity to have a complete and thorough review at our Customer Service
department, as well as construct the blueprint for the plan of improving our existing
Customer Service.

“To improve ourselves, to advance the standard” is our belief for participating the CSQS
Certification Program.

Pacific Satellite International Ltd was established in 1989, after 16 years of operation,
most of the staff will use their own experience to resolve the problems. A proper
knowledge management system was not yet in place. In order to advance the customer
service quality, we decide to make a change in the simplest way, which will not cost a lot
of administration work. After the information and the experience that we learn from
various projects has been tidied up and properly recorded, the team can share the
information and can use them for future reference.

“Change your attitude before changing the system” is something I learn from
participating in this program.

At first when the staff know that we have to participate this project, the feedback is not
that positive. Most of them also feel that “it is none of my business”, some even think it is
waste of effort. Facing this kind of negative feedback, as the key facilitator, | also felt a
bit frustrated and thought about to giving up too. Because if we just change the system
abruptly while the staff do not really believe in it, they will just do it without bringing
back the most effective result. The only way to convince my staff to accept this change is
to start the change by myself. In the past, | always failed to attend the daily operation
meeting because of other work | had to do. However, | will insist to have a weekly
meeting with all the team leaders and even a morning briefing with all the technicians
everyday. The staff gradually realize this kind of change will able to help them to work
more efficiently and so they start accepting the changes.

“We care about our customers; Our Creativity, Your Solution” is the motto of Pacific
Satellite and our promise to the customers. By participating the CSQS program, it is a
clear indication that we are committed to advance the customer service quality and this is
not just an empty slogan. Thank You!
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Testimonial for CSQS Program

Joseph Yeung, Managing Director
Pacific Satellite International Ltd

Pacific Satellite has always leaded the market in terms of developing and deploying new
technologies. Whether it is the latest satellite communication, broadband technologies or
digital TV set-top boxes, we always bring the best and the latest to the market and our
customers. Providing maintenance and customer services to our customers is natural
extension of our business, however, in the past our approach were more of solving
technical problems and making sure the system works for our customers. We were less
aware of the total customer service requirement and did not integrated the customer
service function as an intrinsic part of our total business strategy.

After we joined the CSQS Program, we have benefited a lot from it. We had not only
updated with the latest customer service concept and techniques, the CSQS consultants
helped us to identify areas for improvement, such as internal department communication,
inter-department communications, and performance tracking. We further enhanced our
CRM system by more integration with other operating systems. Our Customer Service
team now gets more results from regular review meetings with a positive-thinking
approach. I am seeing increase of our service incomes, and more important | am seeing
improvement in employee morale, as well as the growth of our customer satisfactory
level.
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