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Customer Centricity and Process Orientation

Empowering a customer driven process architecture across all customer interfaces and touch
points to deliver a distinctive and differentiated customer value proposition 

Companies are shifting their focus from pruning cost to stimulating growth by deeply
understanding customer by exploring how customer centricity and process orientation can offer
a proven path towards growth and profitability

“Service, in short, is not what you do, but who you are. It is
a way of living that you need to bring to everything you do, if
you are to bring it to your customer interactions” 

Your eminent panel of local and international presenters :

Mark Schuelke Regional Head of Client Services, Asia-Pacific 
Citibank, Hong Kong
Mark has led numerous reengineering efforts to embed client excellence at the center of organisational
processes and capabilities, resulting in standard, optimum, revolutionised results for his business and
their loyal clients. 

Sivakumar Thangaratnavelu Global Head Customer Experience
HSBC, United Arab Emirates
Siva is responsible for understanding customer expectations, to develop next practices through various
facets of the HSBC Amanah business globally and across three major geographies - Middle East, North
America and Asia Pacific.

Anthony Dodson Head of Transformation and Programme Asia Pacific
British Telecommunication, Singapore
Anthony is responsible for the management of business transformation and customer support activities
in Asia and Europe, to deliver significant benefit to the End to End Customer Experience whilst impacting
financial benefits

Stephen Cherian Director Sales & Marketing
Customer Support, Asia Region 
Volvo Construction Equipment, Singapore
Stephen and his team has been instrumental in setting industry benchmarks for aftermarket support in
many Asian markets during the past decade by delighting customers by launching innovative support
initiatives

Ahmad Zulkarnain Group Customer Head
Nestle, Malaysia 
Nestlé Malaysia was crowned winner of the Asia Responsible Entrepreneurship Awards 2010 (AREA)
Malaysia in July 2011. Nestle was also the Most Admired Company in Malaysia 2008 Wall Street Journal
Asia 200

Ajay Row Group & Head - CRM and Loyalty
Tata Capital Limited, India
Ajay is responsible in creating businesses in database marketing, customer loyalty and CRM across the
world, the last 7 were spent at Taj Hotels Resorts & Palaces (a Tata company) where he also managed
the award-winning Taj InnerCircle program

Priya Nayak VP Service Quality
ICICI Prudential Life Insurance Co. Ltd
Priya has won numerous awards for including the coveted “International Service Excellence – Customer
Service Leader” title by the International Council of Customer Service Organizations (ICCSO) 2009

Jarod Ong VP Operational Excellence
Credit Suisse, Singapore
Jarod has a proven track record in cost reductions, process streamlining and efficiency improvements
with work experiences in the United States, United Kingdom, Middle East, Hong Kong and Malaysia

Mohd Hafiz Hassan Regional Customer Service Head
Naza Kia, Malaysia
Hafiz is in charge of the entire operations of client management division that comprise of call centre,
regional customer service and CRM activities nationwide

Jamilah Haron Business Optimisation Consultant
BP Asia Business Service Center, Malaysia 
Her expertise accumulats from three giant multinationals – Sony, GE and Johnson Controls with senior
management roles at Malaysian banks and generated value proposition through development of
process improvement function at a major bank’s customer resolution center

Peggy Teng Vice President of Customer Relationship Management
Sime Darby Healthcare Sdn Bhd, Malaysia 
Peggy develops the service transformation and CRM strategic blueprint to sustain customer loyalty
which she is tasked to champion CRM initiatives and nurture the inculcation of a caring & compassionate
culture as part of a journey to establish a unique customer experience

Betsy Sanders

This event is endorsed by The Chartered Institute of Marketing Malaysia
and accredited with 14 CPD hours for this two-day conference to CIM
members who are currently working toward the Chartered Marketer
status only

Featuring a world class course facilitator and
honourable chairman:

3rd day post course: Putting the customer at the centre: An
integrated model for Outside-In process management

Steve Towers CEO & Co-Founder
BPGROUP, United Kingdom
Steve has helped pioneer through research and ‘hands-on’ exposure to the
world’s leading companies the evolution to Advanced BPM aka ‘Outside-In’
where Steve was recently recognised as a global thought leader in ‘Outside-In’
Steve continues to evolve process thinking towards a customer centric view of
business.  Steve previously worked for Citibank where he led restructuring and
business process transformation programs both in the US and Europe.

Your distinguished international keynote
presenters:

Billy Butler Director Global Customer Quality
Dell, Ireland
Billy received the 2010 Ruban d’Honneur Award for Customer Focus from the
European Business Awards group at a special ceremony in Paris recently. From a
group of 15,000 companies across Europe, Dell was one of only ten such
recipients for this prestigious award

Christine Hawkins Head of Process Transformation for Asia Pacific 
Hewlett Packard PSG, Australia
Vice President
Australasian Association of Business Improvement Practitioners
HP is the first personal computer and printer company in Asia Pacific and Japan
to receive the TSIA Accolade in Service Excellence. Christine has previously
worked with Rio Tinto, Telstra, Qantas, Westpac

Endorsers

Attend this event and gain valuable insights into: 

• Discovering powerful techniques that better connects with customer’s through
innovative processes

• Reconstructing techniques that isolates complexity within the customer
centricity system that helps minimise cost and achieve superior customer value

• Shaping analytical interpretation of customer value quotients to improve
customer retention and satisfaction

• Re-designing and implementing business processes to serve customers and
manage resources in an efficient, effective and consistent manner

• Establishing and articulating performance objectives by building a sustainable
and competitive architecture of customer centric ROI model for improved
economic profit

• Integrating six sigma and lean into customer experience management effort -
when customer experience meets six sigma and lean

*Early Bird & Group Discounts
Ask about our savings

For more information and registration,
please contact Cherrie Koay
Tel:  +603 2723 6662
Email: CherrieK@marcusevanskl.com 
www.marcusevans.com



KL-GM2674 Please write in BLOCK LETTERS

Sales Contract
Please complete this form immediately and fax back to

CHERRIE KOAY

Fax: +603 2723 6699

conferences

Register Now
Contact Marketing at marcus evans
Tel: +603 2723 6662
Fax: +603 2723 6699
Email: cherriek@marcusevanskl.com

Confirmation Details: After receiving payment a receipt will be issued. If you do not
receive a letter outlining joining details two weeks prior to the event, please contact the
Conference Coordinator at marcus evans conferences.

Terms & Conditions:
1. Fees are inclusive of program materials and refreshments.
2. Payment Terms: Following completion and return of the registration form, full payment is required within 5 days
from receipt of invoice. PLEASE NOTE: payment must be received prior to the conference date. A receipt will be issued
on payment. Due to limited conference space, we advise early registration to avoid disappointment. A 50%
cancellation fee will be charged under the terms outlined below. We reserve the right to refuse admission if payment
is not received on time. 
3. Cancellation/Substitution: Provided the total fee has been paid, substitutions at no extra charge up to 14 days before
the event are allowed. Substitutions between 14 days and the date of the event will be allowed subject to an
administration fee of equal to 10% of the total fee that is to be transferred. Otherwise all bookings carry a 50%
cancellation liability immediately after a signed sales contract has been received by marcus evans (as defined above).
Cancellations must be received in writing by mail or fax six (6) weeks before the conference is to be held in order to
obtain a full credit for any future marcus evans conference. Thereafter, the full conference fee is payable and is
nonrefundable. The service charge is completely non-refundable and non-creditable. Payment terms are five days and
payment must be made prior to the start of the conference. Nonpayment or non-attendance does not constitute
cancellation. By signing this contract, the client agrees that in case of dispute or cancellation of this contract that
marcus evans will not be able to mitigate its losses for any less than 50% of the total contract value. If, for any
reason, marcus evans decides to cancel or postpone this conference, marcus evans is not responsible for covering
airfare, hotel, or other travel costs incurred by clients. The conference fee will not be refunded, but can be credited to
a future conference. Event program content is subject to change without notice. 
4. Copyright etc: All intellectual property rights in all materials produced or distributed by marcus evans in
connection with this event is expressly reserved and any unauthorized duplication, publication or distribution is
prohibited. 
5. Data Protection: Client confirms that it has requested and consented to marcus evans retaining client information
on marcus evans group companies database to be used by marcus evans groups companies and passed to
selected third parties, to assist in communicating products and services which may be of interest to the client. If the
client wishes to stop receiving such information please inform marcus evans local office or email
gleavep@marcusevansuk.com. For training and security purposes telephone calls may be recorded.
6. Important note. While every reasonable effort will be made to adhere to the advertised package, marcus evans
reserves the right to change event dates, sites or location or omit event features, or merge the event with another
event, as it deems necessary without penalty and in such situations no refunds, part refunds or alternative offers shall
be made. In the event that marcus evans permanently cancels the event for any reason whatsoever, (including, but
not limited to any force majeure occurrence) and provided that the event is not postponed to a later date nor is merged
with another event, the Client shall receive a credit note for the amount that the Client has paid to such permanently
cancelled event, valid for up to six months to be used at another marcus evans event. No refunds, part refunds or
alternative offers shall be made. 
7. Governing law: This Agreement shall be governed and construed in accordance with the law of Malaysia and the
parties submit to the exclusive jurisdiction of the courts in Kuala Lumpur.  However, marcus evans only is entitled to
waive this right and submit to the jurisdiction of the courts in which the Client's office is located. 
8. Client hereby acknowledges that he/she specifically authorizes that marcus evans charge the credit card listed
above for the amount provided herein; that this Contract is valid, binding and enforceable; and that he/she has no
basis to claim that any payments required under this Contract at any time are improper, disputed or unauthorized in
any way. Client acknowledges that they have read and understood all terms of this contract, including, without
limitation, the provisions relating to cancellation.

marcus evans
CP 21 Suite 2101, Level 21 Central Plaza
34 Jalan Sultan Ismail, 50250 Kuala Lumpur
Malaysia
www.marcusevans.com

Code:E

Business Opportunities
A limited amount of exhibition space is available at the conference. Sponsorship opportunities
covering the lunch and documentation also exist. For further details contact Pat C (603) 2723 6600
or e-mail patc@marcusevanskl.com

Customer Centricity and Process Orientation

Payment Method
Payment is required within 5 working days on receipt of invoice

Credit Card:

Please debit my ■■ Visa  ■■ Mastercard  ■■ Amex ■■ Diners

Card Holder’s Name: 

Card Number:

■■■■■■■■  ■■■■■■■■  ■■■■■■■■  ■■■■■■■■
Security Code:

■■■■■■■■
Signature: Expiry Date:          /

M Y

Fees
■■  Conference fee @

■■  2 days conference @ USD2,095 + GST / VAT (if applicable) per delegate
■■  2 days conference + 1 day post course workshop @ USD2,995 + GST / VAT (if applicable)

per delegate

■■  Premier Plus - Bring 3 or more delegates to this event and benefit from a 10% SAVINGS off
the regular price

■■  Online Documentation - USD295. You will be provided a username and password to
access the documentation online

All options include luncheon, refreshments & service charge. In accordance with delegate requests and our
positioning as one of Asia’s foremost business intelligence providers, marcus evans will now make its
conference documentation available online.  A website and password will be provided to you approximately
two weeks before the event. 

Indemnity: Should for any reason outside the control of marcus evans conferences, the venue
orspeakers change, or the event be cancelled due to an act of terrorism, extreme weather conditions or
industrial action, marcus evans conferences shall endeavour to reschedule but the client hereby
indemnifies and holds marcus evans conferences harmless from and against any and all costs, damages
and expenses, including attorneys fees, which are incurred by the client. The construction, validity and
performance of this Agreement shall be governed in all respects by the laws of Malaysia to the exclusive
jurisdiction of whose Courts the Parties hereby agree to submit.

Authorisation
Signatory must be authorised to sign on behalf of contracting organisation.

Name:

Position:

Signature: Date: /       /

This booking is invalid without a signature.

Date: 19th – 21st March 2012
Venue: Prince Hotel & Residence, 

Kuala Lumpur, Malaysia

Name:

Position:

Email:

Name:

Position:

Email:

Name:

Position:

Email:

Organisation:

Address:

Town: State:

Country: Postcode:

Tel: ( ) Fax: (    )

Nature of Business: 

Company Size: ■■  1-9   ■■  10-24   ■■  25-49   ■■  50-99
■■  100-249   ■■  250-499 ■■  500-999   ■■  1000+ 

Hotel Accommodation
Accommodation is not included in the conference fee. To reserve accommodation at the
conference venue, please contact the hotel at (603) 2170 8888 and make it clear that you
are attending marcus evans conferences event quoting KL-GM2674 as a reference.


