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PREAMBLE

Hong Kong Association for Customer Service Excellence (HKACE) is pleased to share with its members
Hong Kong's first-ever Customer Service Charter inaugurated by HKACE.

HKACE has been fostering customer service excellence and enhancing the service standard in Hong
Kong since its inauguration. Over the past years, we have worked single-mindedly with utmost
dedication and we are proud to report an encouraging measure of success. The Association grows
continuously with the support and active involvement from all member companies, we share best
practices and keep raising the bar on service excellence for ourselves, the service industry at large and
Hong Kong.

Going forward, we wish to expand our scope to cover talent development, process management, service
environment design, marketing strategies and service branding. These initiatives aim at stimulating
innovative ideas of business executives and service personnel, elevating the quality of their customer
service to a new height. This is the best way to uphold the competitive advantage of Hong Kong and its
status of being an international customer service hub.

We have chosen to cover the macro aspect rather than details in preparing this Charter. This should
attract more practitioners to focus and anchor their efforts in the endless journey of service excellence.

We welcome any feedback to make this work and to make this better. Please let us have your views and
suggestions.

James Tong
Chairman
Hong Kong Association for Customer Service Excellence
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to stay close to the customer by

e understanding customer needs, expectations and
satisfaction

e treating customers with fairness, respect and integrity
e being accessible and attentive
e proactive service recovery

to shape and nurture a culture in which
e employees serve with empowerment and gratification
e customers are encouraged to appreciate good services

e a long-term and mutually rewarding customer
relationship is promote

e customer and employee feedback is treasured and
acted upon

e review and service improvement are continuously made

to deliver service through

e quality products and services which consistently meet
customer needs

e relentless product and service innovation

e value-formoney offerings

e knowledgeable, professional and dedicated staff
e organization-wide commitment to serve

WE COMMUNICATE...
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to encourage all to work toward the shared goal and

standards of service excellence

to entrench the culture for service excellence
throughout Hong Kong

WE SHARE...
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best practices
lessons learnt

the way forward
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Honorary Patron
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Mr Gregory SO, GBS, JP

Secretary for Commerce and Economic Development
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Honorary Advisors %22 Eafa]

Dr Peter LAM

Chairman of Hong Kong Tourism Board
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Mr Jack SO, GBS, OBE, JP

Chairman of The Hong Kong Trade Development Council
#RE £ & GBS, OBE, JP
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Mrs Selina CHOW , GBS, OBE, JP
B2 &+ GBS, OBE, JP

Mr Allan CHIANG, SBS

Founding Chairman of HKACE (2000-2006)
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EBEERTRBIHEEIEEFE (2000-2006)

Ms Quince CHONG

Former Chairman of HKACE (2006-7-2012)
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Mr Buston CHU

Former Chairman of HKACE (7-:2012-3-2014)
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Mr Patrick WONG
Managing Partner, KEEP Consulting Limited
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Mrs Sandra MAK

Chief Executive Officer, A-World Consulting Limited
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Contact Us Ht 48 F AP

GPO Box 8800 Hong Kong &S E B 42 B E /58800557

Tel & &h: 8100-9978

Fax {8 &: 8100-9986

Email EEB: general@hkace.org  Website #31F: www.hkace.org





