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CLIENT 
Singapore Telecommunications

PROFILE
The Singtel group of companies
has a total subscription base of
477 million, and operates in 25
countries across APAC, Middle East,
Europe and the US.

Founded in 1879, Singtel is 
the largest company by market 
cap listed on the Singapore 
Exchange, has expanded 
aggressively, and owns shares 
in many regional operators.

PRODUCTS
Fixed-line and mobile telephony,
broadband and fixed-line internet
services, digital television and 
media, IT and network services, 
innovation incubator.

TEAM MEMBERS 
23,000+ employees in the group. 

“The UP! Your Service methodology has changed the way we 
serve our customers and made a difference across the Singtel 
Group. It has helped us create a new level of service that our 
customers appreciate and recommend.”

YUEN KUAN MOON
Chief Executive Officer

SINgTEL
Making Each Day Better in Singapore

CREATINg AMAzINg TOgEThER

UYS principles taught to all employees in 
Singtel consumer group in 12 months to
establish a common service language
and mindset across silos.

40 Course Leaders certified by UYS to 
drive change, with use of external UYS 
facilitators for speed to scale and impact.

UYS tools embedded into “Team 
Huddles” to improve complaint handling, 
product launches, and ongoing service 
improvement.

RESULTS
Worst to best in CSAT in the country in
12 months (based on national survey).
Highest ever Net Promoter and employee
engagement scores.

Singapore is Asia’s most connected 
country with mobile penetration of over 
150%, and over 99% internet connectivity.

Founded more than 135 years ago, 
Singtel has always been the largest 
player and consistently facing dissent 
about its services and reputation for 
being ‘institutional and cold’.

In early 2013, the company embarked on 
a journey to become warmer and in turn, 
well loved. Singtel chose UYS as their 
partner for this cultural transformation. 
UYS worked with Singtel’s strong group-
wide Centre of Excellence, starting with 
the Singtel Consumer group.

Results have been very positive with the 
UYS methodology now being implemented 
across the group, including Enterprise, 
shared services, subsidiaries, and the 
partner community.
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CLIENT 
Globe Telecom

PROFILE 
Started in 1930s, Globe is the
2nd largest telecom company
in Philippines, serving 45 million
customers in a country with a
population of 100+ million.
 
VISION
The happiest customers,
employees and shareholders

RECENT AwARdS
•	Best	in	Customer	Experience 
(World	Communication	Awards)

•	Customer	Service	Leader	of	the	
Year	(Asia	Pacific	Stevie	Awards)

TEAM MEMBERS 
6,000+ employees, and over 13,000
agents supporting a wide range of
customer	profiles	and	touch-points

“This program has been contributing not only improvements 
in customer service, but also billions of pesos of real financial 
benefits. Most importantly, the UYS program has been 
instrumental in shifting the mindset of our people to actively be 
part of the change we want to see happen, instilling innovation 
and continuous process improvement as part of the culture.”

REBECCA ECLIPSE 
Executive	Vice	President	and	Chief	Customer	Experience	Officer

GLOBE TELECOM
Serving to Win with Service Culture

Globe was a distant #2 in the highly 
competitive Philippines telecom-
munications market, disappointing 
customers and shareholders alike.

The population perceived Globe as an 
expensive utility, while higher-value 
customers demanded much better service.

Globe launched a program with UYS 
to achieve competitive advantage 
through rapid service improvement and 
service culture. This effort included 
service education to inspire employees, 
contractors, and partners. 

The following three years have seen 
dramatic increases in financial 
performance, market share, and 
customer delight.

ThE GLOBE wAY

UP! Your Service principles and tools 
taught to all employees and contractors 
in 12 months.

95	Course	Leaders	certified	by	UYS 
to drive change programs across 
thousands throughout the entire 
organization.

UYS	tools	embedded	into	existing 
platforms	such	as	Customer	First	Circles,	
Get	Better	Projects,	and	Customer	
Experience	Blueprints	for	ongoing	service 
improvement and competitive differentiation.
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“Singapore is an example to the world of how service can 
distinguish and uplift a nation.”

RON KAUFMAN
Chairman

UP! Your Service

How Service Reinvigorated an Economy and a Culture

Just five times the size of Manhattan and with 
limited natural resources, Singapore has long 
known its greatest asset is people. Initially, 
the country wooed industrialists with low-cost 
labor. Then, as manufacturing and back-office 
jobs moved into China and India in the 1980s,  
the Republic realized it must reinvent what 
Singapore and Singaporeans had to offer.

A NEW APPROACH

In 1991 the National Productivity Board 
and Singapore Airlines invited service 
authority, Ron Kaufman, to play a leading 
role in educatingand mobilizing the 
nation to build a more vibrant service 
industry. Facing a diverse populace and 
an education system more focused on 
perfection than personality, Kaufman’s 
task was not small. In his own words 

he explains, “My job was to help create 
and launch a national curriculum 
for innovation and service quality 
improvement. Our challenge was to 
educate and inspire the whole nation.” 

Over two decades later, Kaufman’s 
service principles have reached every 
possible industry and service sector. A 
vast range of local and global companies 
and Singapore government agencies 
have participated in these courses and 
implemented the ideas.

Today, Singapore is a nation distinguished by 
Uplifting Service. The country boasts an award 
winning airport and airline, with a reputation 
for world-class hospitality, convention, 
financial, legal, medical, educational, logistics 
and supply chain services.

THE REPUBLIC OF SINGAPORE

CLIENT 
The Republic of Singapore 

POPULATION 
5.2 million and growing

OFFICIAL LANGUAGES 
English, Tamil, Malay, Mandarin

DISTINCTIONS  
Among the world’s highest ranking 
countries in competitiveness, GDP, 
educational standards, and quality 
of life. Consistently among the 
lowest in corruption and crime.

PROGRAM OVERVIEW  
National curriculum for innovation 
and service quality improvement 
for the nation of Singapore that 
scaled to reach every possible 
government and service sector. 
The resulting courses have been 
taught to Singapore residents 
in hundreds of companies and 
government agencies.
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CLIENT 
LUX* Resorts 
(formerly Naiade Resorts)

PROFILE 
A luxury hotel group with properties 
in Mauritius, the Maldives and 
Réunion Island

CEO PROFILE  
Paul Jones has 44 years of 
experience in the hospitality 
industry and is a graduate of the 
University of Surrey and Harvard 
Business School

PROPERTIES 
9 resorts with 1,223 rooms & suites, 
206 villas, and 1 private island

TEAM MEMBERS 
3,000+ staff, most are 
natives of Mauritius

LANGUAGES 
French and English

While the luxury island tourism industry often 
distinguishes itself through ornateness and 
excess, LUX* Resorts, under the direction of 
CEO Paul Jones, is redefining extravagance in 
terms of experience. Under the banner belief 
that time is the only true luxury, the resort’s 
mission is to make each moment matter.

In 2011, Jones called upon renowned service 
expert Ron Kaufman to assist with this 
transformation, saying, “We recognize that 
time is precious, and we shall leave no stone 
unturned in striving to achieve the level of 
service that helps all our guests enjoy every 
second of their stay with us.”  

LUX* RESORTS
Redefining Luxury in the Competitive Island Tourism Industry

“The effects of the UP! Your Service program have been 
transformative. Our team members take greater pride in what 
they do, and customer response has never been better.”

JULIAN HAGGER
Chief Sales & Marketing Officer

THE TRANSFORMATION

Employing the proven UP! Your 
Service educational program, Kaufman 
conducted launch sessions for over 
2,000 team members in Mauritius and 
many others live via internet stream. The 
UP! Your Service team then certified 
in-house Course Leaders to establish 
an actionable service education 
program. This sustainable approach 
has earned compliments from guests, 
higher occupancy rates, better rankings 
on social media sites, and greater job 
satisfaction for the diverse LUX* staff. 
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CLIENT 
Singapore Airlines (SIA)

AIR CRAFTS 
One of the youngest fleets of any 
major airline, SIA’s Airbus and 
Boeing jets have an average age 
of just over 6 years

FLIGHTS  
SIA offers flights to 62 scheduled 
destinations in 35 countries around 
the world

PASSENGERS PER YEAR 
More than 18 million

TEAM MEMBERS 
More than 14 thousand

BRANDING 
Singapore Airlines is best known 
for its ‘Singapore Girls’ (and guys), 
an incredibly well trained in-flight 
crew that serve as representatives 
for the nation’s culture of hospitality 
and grace 

When Singapore Airlines began operations 
in 1972, it didn’t have the capital necessary 
to obtain a large fleet, an expansive route 
structure, and international pilots. Undeterred, 
the company adopted service as their core 
differentiating strategy with the tagline, 
“Service Even Other Airlines Talk About.” 

While the airline has been recognized for its 
impeccable service ever since, it continuously 
faces the more challenging task of staying on 
top. Sim Kay Wee, former Senior V.P. of Cabin 
Crew, explains saying, “If you are in the lead 
and want to stay there, 100 percent is not 
enough. You need every member of the team 
to keep stepping up even higher.”    

ACCOLADES & AWARDS
“Best Foreign Airline”– Conde Nast Traveller – winner, 24 out of 25 years
“Best International Airline” – Travel & Leisure – winner, 17 consecutive years
“Best Airline” – Business Traveller (Asia Pacific) – winner, 21 consecutive years

“Singapore Airlines trains for service at an unbelievable 
level. The quality required of the flight attendants is simply 
unmatchable - but if you fly with them, you know this already.”

CUSTOMER REVIEW 
travelandleisure.com

SINGAPORE AIRLINES 
“Service Other Airlines Talk About”

TAKING SERVICE TO NEW HEIGHTS

Since his arrival in the country in 1990, 
Singapore Airlines has repeatedly invited 
service expert Ron Kaufman to help keep 
the company at the top of its game. Ron 
has created, conducted, and contributed 
to over 40 different workshops for the 
airline’s cabin crew, commercial training 
center, pilots, overseas offices, and 
management. Today, even through 
economic downturns, the airline soars 
above its competitors thanks to its 
unrelenting emphasis on continuous 
service education and an Uplifting 
Service culture.
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“We lacked a common service language and a holistic
framework. UP! Your Service provided that. There was initial
resistance across the board - but as people attended the
UYS programs, we could see the change right away.”

Andre Viljoen 
Chief Executive Officer

Air MAUritiUS
From 2nd Class to World Class in 24 Months

GoinG BiG, And GoinG FASt

UYS principles and tools taught to 2,800
employees in 4 months to enable them 
for the ambitious journey ahead. 

30 employees selected and certified by
UYS to support teams across the airline
with ‘quick win’ service improvements.

CEO-led committee aligned culture 
building activities to reinforce and sustain 
momentum.

Results include return to profitability, 4 
Star Skytrax Rating, cited among ‘Top 10 
Most Improved Airlines’, with employee 
attrition less than 5%

two years ago the national airline of
Mauritius was struggling with financial
losses, poor customer service ratings, 
and low staff morale. Set in a difficult 
commercial environment, the company 
faced many business and cultural 
challenges.

A new Ceo and dedicated top team
launched a bold attempt to achieve
profitability and service reputation in
just two years. An audacious element of
the plan was inspiring all employees to
commit to “Stepping UP together”.

Air Mauritius engaged UYS to work on 
this challenge. the resulting ‘Go Big, 
Go Fast’ engagement contributed to 
Air Mauritius’ profitability in 2013 and 
achieving the goal of ‘4 Star Skytrax 
rating in 2 years’.

Client 
Air Mauritius

ProFile 
More than just a national airline,
Air Mauritius serves as a global 
ambassador for the nation. 

Created in 1967, Air Mauritius flies
direct to and from 26 locations in
Europe, Asia, Australia and Africa.

The airline plays a key role in the
economic development of Mauritius.

PArtnerShiPS
Codeshare agreements with Air 
France, Emirates, Malaysia Airlines,
South African Airways and Virgin
Australia Airlines.

teAM MeMBerS
2,800+ employees
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MARINA BAY SANDS
On a Journey to Magnificent Service

“Marina Bay Sands constantly strives to develop unique 
and measurable ways of teaching, training and engaging 
our people.”

GEORGE TANASIJEVICH
Chief Executive

Marina Bay Sands

In fast-paced preparation for their grand 
opening in 2011, Singapore’s luxurious, 
integrated resort, Marina Bay Sands, hired 
more than 6,000 employees in three months.  
As training efforts became paramount, the 
company’s leadership team saw a chance to 
differentiate their property from competitors. 
Beyond technical training, the organization 
chose to focus their employee education on 
creating a magnificent guest experience.

Their main challenge was time. A program 
had to be defined and implemented quickly, 
efficiently, and continuously to employees 
throughout the organization. To meet this 
challenge, Marina Bay Sands turned to Ron 
Kaufman and UP! Your Service to consult. 

THE ROAD TO SUPERIOR SERVICE

First, Kaufman and his team hosted 
a Service Leadership Workshop for the 
entire Marina Bay Sands leadership 
team, and worked with a Steering 
Committee empowered to align 
culture-building activities across the 
organization. Soon after, all 8,800 Marina 
Bay Sands team members completed 
one of the core UP! Your Service 
educational programs conducted by 
in-house Certified Course Leaders. UP! 
Your Service consultants met regularly 
with the Steering Committee to review 
results. Within three months of the 
program’s start, the resort saw a 30% 
jump in customer experience scores. 

CLIENT 
Marina Bay Sands

PROFILE 
An integrated resort destination 
with business, leisure, and 
entertainment venues

BRAND  
Member of the internationally 
renowned Las Vegas Sands 
Corporation

VENUES AND FACILITIES 
Large convention and exhibition 
halls, 2,650 hotel rooms and suites, 
world-class dining, premium 
shopping, on-site casino, theaters, 
and ArtScience museum

TEAM MEMBERS 
10,000+ staff

ART AND CULTURE 
Offers a choice of three rotating 
and one permanent world-class 
art exhibits, and boasts seven 
celebrity chef restaurants
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Since 1985, Microsoft has been a global 
leader in software development, working 
with billions of customers and over 640,000 
partners around the world. With so many to 
please and so much to lose, the company 
continuously seeks to improve their 
customers’ and partners’ experience.

In response to intensified competition and 
extensive research, Microsoft created a global 
Customer and Partner Experience initiative 
(CPE). Soon after, UP! Your Service was 
chosen to contribute to the CPE program to 
help the brand make a momentous shift from a 
developer-centric culture to a more customer-
oriented, proactive, and collaborative 
company culture.

MICROSOFT CORPORATION
Committing to a Customer-Focused Culture

“Ron Kaufman offers a strategy on how to uplift the world 
around us. For mankind, it’s transformational. For business, it’s 
a clean and clear path to a sustainable competitive advantage.” 

THOMAS MORAN 
Director, Customer and Partner Experience

Microsoft Corporation

ADAPTING FROM THE INSIDE OUT

UP! Your Service trained selected 
Microsoft employees and partners as 
Certified Course Leaders to teach and 
internalize service principles throughout 
the organization. These Course Leaders 
conducted UP! Your Service workshops 
in major cities around the world, enabling 
employees to listen and respond 
more effectively, and take personal 
accountability for customer satisfaction. 
Today, CPE program teams use the 
language and tools learned from UP! 
Your Service to improve product support, 
new program planning, launch design, 
as well as future product and service 
development.

CLIENT 
Microsoft Corporation

PROFILE 
Worldwide leader in software 
development, devices, services, and 
solutions for home and business

CHAIRMAN PROFILE  
Bill Gates is an original founder of 
Microsoft and industry icon. Since 
2008, Gates has devoted himself to 
his foundation supporting innovation 
and education.

PRODUCTS AND SERVICES 
Office, Windows OS, Bing, XBox 
gaming system, and, most recently, 
Windows OS smartphones

TEAM MEMBERS 
90,000+ employees, spanning 
190 countries

NASDAQ 
MSFT

http://www.UpYourService.com/case-studies
mailto:Enquiry%40UpYourService.com?subject=
http://www.UpYourService.com
http://www.upyourservice.com


For more case studies, visit UpYourService.com/client-results

Tel : (+65) 6309 9668

Tel : (+1) 302 309 0047

Enquiry@UpYourService.com

www.UpYourService.com

“In the new Digital era our service culture is creating a 
differentiation. Thank you and your team for making it happen.”

ARVIND THAKUR
CEO, NIIT Technologies Limited

NIIT TECHNOLOGIES
From Predictable Service Provider to Greater Value Partner

New IDeas, More Value

In 2012 NIIT Tech reached out to 
UP! Your Service. Senior leaders made 
a bold commitment to achieve a 
company-wide paradigm shift – to 
constantly generate new ideas and 
convert them to greater customer value. 

Since the “New Ideas, More Value” 
revolution began in 2013, the percentage 
of customer-facing ideas has increased 
from 44% to 99%, number of ideas 
selected for implementation has grown 
from 21% to 60%, and almost 50% of 
selected ideas are implemented within 
6 months.

A global IT solutions organization based 
in India, NIIT Technologies was widely 
viewed as talented and reliable. For years 
it was trusted to deliver well on clearly 
defined Service Level Agreements. But by 
2012, NIIT Tech needed to deliver more 
than predictability. Expectations were 
changing rapidly. Customers “did not know 
what they did not know” – and needed 
technology partners to advise them on 
problems, solutions and even innovations 
not yet imagined or understood.

NIIT Tech’s leaders knew that a 
fundamental shift in employee thinking 
and behavior was needed. Employees were 
not accustomed to thinking innovatively, 
and only a revolution that included every 
employee in every location at every level 
of authority would change this reality.

CLIENT 
NIIT Technologies

PROFILE
Global IT Solutions Organization 
with clients and operations in 
Americas, Asia, Australia, Europe, 
and Middle East. 

SERVICES
Application Development and 
Maintenance, Infrastructure 
Managed Services, Digital 
Services, Business Process 
Management and Geographical 
Information Services.

3 YEARS IMPROVEMENT 
100% gain in share price
60% gain in customer-facing ideas
16% gain in employee engagement
6% gain in Net Promoter Score

TEAM MEMBERS
More than 10,000 in 18 countries
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CLIENT 
Nokia Siemens Networks, B.V.

HEADQUARTERS 
Espoo, Finland 

COMPANY PROFILE  
A multinational data networking 
and telecommunications equipment 
company founded in 2007 as a joint 
venture of Nokia of Finland and 
Siemens of Germany

CEO PROFILE  
Prior to becoming CEO in 2009, 
Rajeev Suri was head of services at 
NSN, a division which now accounts 
for over 45% of the company’s 
revenues.

TEAM MEMBERS 
70,000+ staff (including joinees from 
its $1.2B Motorola acquisition) 

LOCATIONS
150+ countries

Every day, a quarter of the world’s population 
connects using Nokia Siemens Networks 
(NSN) infrastructure and solutions. However, 
competition is fierce in the telecom market, 
and NSN must do all that it can to maintain 
and grow its customer base.

To support this effort, NSN turned to Ron 
Kaufman’s UP! Your Service program to create 
a service culture that would distinguish NSN 
from competitors. CEO Rajeev Suri explains, 
saying, “Today, everyone has access to the 
same information, technology is outdated 
faster than ever before and competitors can 
replicate everything except our attitude, and 
our service-focused actions.” 
  

“Now we see that, with a little bit of difference in our behavior, 
we can all deliver much better service, and that helps everyone.”

LEMNA PARVINI SANI
Certified Course Leader

Nokia Siemens Networks

NOKIA SIEMENS NETWORK
United and Thriving Under the Banner of Service

SERVICE EXCEEDS EXPECTATIONS

Making UP! Your Service the anchor 
for their global Service Excellence 
program, NSN sent 650 members of its 
Executive Board and Global Leadership 
Team to UYS leadership workshops in 
14 locations around the world, trained 
high-potential employees as Certified 
Course Leaders, and scaled curriculum 
to more than 20,000 team members in 
12 languages–all in less than 24 months. 
Now, customer surveys are more 
proactive, loyalty scores are increasing, 
and service excellence is improving 
across the organization.
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AIA MAlAYSIA
Accelerating to be the undisputed #1 life insurance company

ClIENT
AIA Bhd a subsidiary 
of AIA Company Limited. 

PROFIlE
AIA Bhd offers financial solutions:

•	 Protection,	Health,	Personal	
Accident, Employee Benefits, 
General Insurance, Mortgage 
Retirement and Family Takaful 
products

•	Over	3	million	customers	
nationwide.	14,000	Life	Planners 
as well as sales teams and brokers

•	 2015	total	asset	worth	RM47B,	
paid-up capital RM767M

2016 AWARDS 
•	 Best	Customer	Experience	

Management of the Year (Insurance 
–	South	Asia),	Asia	Pacific	Customer	
Service	Excellence	Awards	

•	 CRM	Director	of	the	Year	
(Insurance),	Asia	Pacific	Customer	
Service	Excellence	Awards

•	 People	Development	Program	of	
the Year (Insurance – South Asia), 
Asia	Pacific	Customer	Service	
Excellence	Awards

GOING BIG, GOING FAST 

•	 April	2015:	CEO	and	senior	leadership	
aligned on service vision and culture 
building approach 

•	 April	2015:	Strategic	building	block	
activities to create ‘Awareness- 
Embracing-Championing’ in service

•	 July	2015:	Change	Champions	develop	
customer centricity mindset and skillset

•	 July	2015:	20	Change	Ambassadors	
certified to educate and innovate service 
with quick wins improvements 

•	 Sep-Dec	2015:	Over	500	management	
staff across all levels taught UYS 
principles in first 6 months to begin the 
customer-centricity journey

Key outcomes

•	NPS	increased	by	32%	and	CES 
went	up	25%

•	A	common	service	language	is	used	
across the organization

•	 Staff	embody	AIA’s	vision	and	values	
to deliver personalised and trustworthy 
experiences	

•	 Team	members	take	personal	
responsibility	(TPR)	to	resolve	issues 
and innovate solutions

AIA Group Ltd, the second largest Asia-
based	insurers	bought	ING	Groep	NV’s	
insurance	business	in	Malaysia	in	October	
2012. This acquisition propelled the 
company to embark on a service cultural 
transformation across diversified 
business units. 

Under	CEO	Anusha	Thavarajah,	the	
company	made	customer	experience 
a key priority and hired Troy Barnes, Chief 
Customer	Experience	Officer	to	develop	
AIA	Malaysia’s	customer	experience	
blueprint. Barnes established three 
immediate	priorities:	a	Service	Vision	and	
Customer	Value	Proposition;	a	Customer	
Management	Framework;	and	a	Service	
Mindset across the organization.

AIA	partnered	with	UP!	Your	Service 
to implement a service culture building 
program in 2015.

“We saw a huge improvement 
in our NPS and Customer Effort 
Scores, which we attribute to 
results and changes from the 
UP! Your Service Program.”

TROY BARNES
Chief	Customer	Experience	Officer
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Before partnering with UP! Your Service, 
Singapore’s NTUC Income was already a 
multi-billion dollar company and one of the 
strongest financial institutions in the region.  
Yet, while Singaporeans found NTUC to be 
quite trustworthy, they also considered it 
“rigid” and “old-fashioned.”

Company heads realized that NTUC would 
have to transform its culture to compete 
for customer loyalty. CEO Tan Suee Chieh 
explains, saying, “We wanted to become an 
icon of service. To achieve this, the company 
first needed to change customer perceptions.”  
Soon after, NTUC looked to Ron Kaufman and 
UP! Your Service to do just that.

“The UP! Your Service programs are an important cornerstone 
of our practices, our mind set and our actions now and in the 
years to come.”

TAN SUEE CHIEH
Chief Executive Officer

NTUC Income

NTUC INCOME
Ensuring Customer Loyalty Through Service

SERVICE TRANSFORMS PERCEPTIONS

UP! Your Service programs soon 
cascaded to all 1500 staff, while over 
40 team members were selected and 
trained as in-house Certified Course 
Leaders and a Steering Committee was 
established to form service culture-
building activities around “The 12 
Building Blocks of Service Culture”.  
Three years later, NTUC Income 
successfully shifted customer perception 
of the company to “flexible, modern and 
highly professional.”  The company also 
moved from the #3 to #1 market position 
in sales in 18 months. 

CLIENT 
NTUC Income Co-Operative Limited

PROFILE 
Established in 1970 to provide 
affordable insurance for workers in 
Singapore, NTUC is a co-operative 
insurance society with close to 
2 million policyholders and 
$19.9 billion in assets

INSURANCE PRODUCTS  
Life, health, travel, personal 
accident, home, property, motor 
vehicle, general business insurance, 
and more.

S&P CREDIT RATING  
NTUC has a “AA-” credit rating, 
making it one of the strongest 
financial institutions in Singapore 
and the region.

TEAM MEMBERS 
1,600 insurance advisers 
1,500 office staff
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SWAN GENERAL LTD
Reaching Service Excellence

UP SERVICE TOGETHER

Recent improvements in key perception
points include a centralized call center,
simplified proposal forms, redesigned
website, reduced paper dependency,
and better time management. 

‘Ideas Box’ project gathers service 
improvement ideas that ‘can be done 
quickly’ and those that ‘require more time 
and resources’. 

Revised orientation program teaches 
common service language so new team 
members can quickly learn shared 
service principles.  

Steering Committee implements new 
actions based on ideas raised during the 
service education workshops. 

CLIENT 
Swan General Ltd

PROFILE 
Swan General Ltd is the leading 
financial solutions provider in 
Mauritius for short-term and 
long-term insurance, retirement 
plans, wealth management and 
stockbroking for corporate clients 
and individual customers.
 
VISION
To be the preferred financial services 
solution partner for life
 
IDENTITY
SWAN delivers value through “The 
Pyramid of Prosperity” to Protect 
with coverage, Provide investment 
advice, Progress towards goals, and 
Prosper customers to flourish.

“We have embarked on a daring customer service program to 
challenge every staff member to deliver best in class service 
and reinforce a culture of respect across the company.”

MR LOUIS RIVALLAND  
Chief Executive Officer

Established in 1855, SWAN has 
transformed from selling financial products 
to serving customers as life long partner 
for a wide range of non-banking financial 
solutions. In 2015, SWAN unified with 
a common purpose and united under a 
single brand. 

SWAN chose UP! Your Service as their 
partner to provide service education 
workshops and course leader certification 
to deliver the service program to all 
employees, including a customized 
e-learning program. 

Service culture building blocks activities 
have been implemented by cross-
functional teams in multiple areas, 
including Service Communications, Voice 
of the Customer, New Staff Orientation, 
and Service Measures and Metrics.   
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When Habib Bank Limited (HBL) set out to 
differentiate from its competition—the top five 
banks in Pakistan—it focused intensively on 
service. Banking in Pakistan is done primarily 
“in person.” Few customers are comfortable 
making online or ATM transactions, so branch 
walk-in traffic is always high. Computers 
systems can be unstable, increasing the 
challenge for HBL employees.

When HBL launched its “Achieving Superior 
Service” initiative, branch staff members were 
equipped with a profound understanding 
of service improvement and diligently 
worked to improve their service every day. 
Leaders at each branch location customized 
improvements for their local customer 
base. Within three years, HBL passed its 
competitors and is frequently ranked as the 
top bank in Pakistan. 

“Getting to know the real work force of HBL has changed 
the mindset and old school of thought of what HBL and its 
employees were all about. It has not only enriched but touched 
our lives, not only as individuals but as one team.”

HBL NewSLetter 

“The L&D Bulletin”

HaBiB BaNk Ltd (now HBL)
Delivering Superior Service Across a Vast Nation

a FaSt aNd exHiLaratiNg 
experieNce

When a large and diverse organization
builds a service culture, it must go big
and go fast. In less than one year, HBL
delivered “Achieving Superior Service”, 
a customized service education program 
in eight regions and 304 branches, 
including remote locations in Karak 
(Peshawar region), Chak Jhumra 
(Central region) and Turbat (South 
region). Hundreds of learning sessions 
were conducted, reaching more than 
10,000 participants. The Learning and 
Development team described this feat 
as “an exhilarating experience”—and 
service scores showed across-the-board 
customer experience improvement.

cLieNt 
Habib Bank Ltd (now HBL)

ServiceS
A full range of in-person and 
online consumer, corporate, and 
investment banking services

HiStorY
1941 Founded in Bombay, India
1947 Shifted to Karachi, Pakistan, 

upon Indo-Pak partition
1974 Nationalized
2002 Denationalized, acquired 

by Aga Khan Fund for 
Economic Development. 
The Government of Pakistan 
retains a 40 percent share.

cUStomer FocUS
“We understand fully the needs 
of our customers and adapt our 
products and services to meet 
these. We always strive to put the 
satisfaction of our customers first.” 

team memBerS 
13,446 employees in Pakistan 
14,227 employees worldwide 
1,600 branches in Pakistan 
1,629 branches worldwide
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CLIENT 
FGB (formerly First Gulf Bank)

PROFILE 
Established in 1979, FGB is the 
3rd largest bank in the UAE by 
assets and 1st in profit. FGB 
provides consumer, wholesale, 
and treasury solutions in the 
Middle East and globally.

VISION
To be recognized as a world class 
organization, maximizing value for 
all stakeholders.

RECENT AWARDS
Best Bank in the United Arab 
Emirates and Best Wealth 
Management Firm (Banker 
Middle East Industry Awards)

Ranked 8th on the “Top 500 
Companies in the Arab World” 
list (Forbes)

Employer of Choice
(GCC Best Employer Brand Awards)

Facing increased competition and challenges 
to customer loyalty, FGB launched a service 
excellence and process improvement initiative 
called Service First.  

The objective was to “unlock possibilities” with 
consumer and corporate clients. By better 
understanding customer needs, increasing 
speed to deliver solutions, enhancing 
communication, and creating a better 
customer experience, FGB would “be the first 
choice” for all banking needs.

Four critical areas were identified: Service 
Leadership, Service Improvement Process, 
Service Recognition, and Service Education. 
Top Executives led a Steering Committee 
and “Work Stream” teams were formed to 
address each area. The top 100 Functional 
leaders met quarterly with UP! Your Service to 
align direction, understand new brand values, 
determine improvement targets, and create 
service improvement tools. 

“We can see the change. Complaints are down, processes are 
improved and everyone is focused on raising the bar of service.”

ZULFIqUAR SULAImAN
Chief Operating Officer

FGB (formerly First Gulf Bank)
Be First

SERVICE ImPROVEmENT 
OPPORTUNITIES

21 Service First Leaders certified to 
facilitate UP! Your Service education 
for all staff. Application Workshops 
supported all business units to target 
and complete Service Improvement 
Opportunities (SIOs) with greatest impact 
on customer experience and bank 
operations.  

FGB has recognized more than 150 major 
SIOs improving significant customer 
transactions by increasing efficiencies, 
creating customer savings, and raising 
customer satisfaction. Complaints have 
been reduced, while understanding 
of complaints, eliminating repeat 
complaints, and speed to recovery have 
all increased.
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CLIENT
Parkway Health

HOLDING COMPANY 
Parkway Health is a medical group 
held by IHH Healthcare Berhad 
Group, the largest hospital group 
outside of the United States 

PROFILE 
Based in Singapore, Parkway 
also has locations in Malaysia, 
China and Hong Kong, India, 
Vietnam, and Brunei

FACILITIES 
17 hospitals (6 JCI accredited)
3,400+ licensed beds
60 medical centers, clinics and 
ancillary healthcare businesses 

TEAM MEMBERS 
1,200+ accredited physicians 
providing over 30 specialities

Parkway Health is one of the largest private 
healthcare providers in Asia. With 17 
hospitals and numerous ancillary medical 
facilities, they are fully equipped to succeed 
in highly competitive markets. “However,” 
acknowledges CEO and Managing Director,  
Dr. Tan See Leng, “we can have the best 
medical technology and facilities, but patients 
will not return if service is poor.”

To address this service imperative, the 
Parkway group adopted Ron Kaufman’s 
proven UP! Your Service program. With these 
courses deployed in all Singapore facilities, the 
company has achieved new levels of growth 
through improved patient and customer care.  

“Our Course Leaders are true champions who have an ongoing 
positive impact, and it is great development for the individual.” 

SOH SAY LIM 
Assistant Vice President 

Parkway Health 

PARKWAY HEALTH
Making a Difference Through Excellent Patient Care

PERSONALIZED PREPARATION

Accommodating Parkway’s complex 
service ladder, the UP! Your Service 
team employed a multifaceted, multi-
level strategy. Senior management 
participated in a full-day Service 
Leadership Workshop, department 
heads and supervisors took part in three 
Managers Workshops, and specially 
selected team members became in-
house Certified Course Leaders. Since 
the launch, Parkway has received 
positive comments from patients, and 
has received awards and recognitions for 
their excellent healthcare experience.
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CLIENT 
Royal Vopak N. V.

TAGLINE 
Beyond Capacity

COMPANY PROFILE  
A Dutch company based out of 
Rotterdam, Netherlands, Vopak 
is the world’s largest independent 
tank storage service provider, 
specializing in the storage and 
handling of chemicals, biofuels, 
and oil products.

PROPERTIES 
84 terminals in 31 countries, 
covering and connecting the world’s 
major shipping lanes

TEAM MEMBERS 
5,500+ dedicated professionals 
(including joint ventures)

REVENUE IN 2011 
EUR 1.2 billion

With over 400 years of experience in bulk 
liquid and chemical storage and facilities 
across the world, Royal Vopak provides a 
critical link in the global energy supply chain 
and maintains an extraordinarily strong culture 
of Safety and Operational Excellence.  

Yet, when it comes to their future, leaders at 
Vopak look beyond their past successes and 
even beyond their immediate competitors. 
Instead, Vopak benchmarks itself against 
service industry leaders, seeking ways to 
exceed customer expectations and cultivate a 
more loyal customer base. That’s why, starting 
in Asia Pacific region, the company turned to 
UP! Your Service for new ideas.

“The programs are working well across cultures and languages 
– from Singapore, Malaysia, Thailand, Indonesia and Vietnam to 
Pakistan, Korea, Japan and Australia.”

EDWIN EBRAHIMI
Regional Service Excellence Manager 

Royal Vopak

ROYAL VOPAK
Scaling Service Beyond Industry Standards

SERVICE STEPS UP ACROSS 
THE GLOBE

Vopak started with a Service Leadership 
Workshop for its top team in Asia. 
Managers Workshops were then 
conducted across the region. Finally, 
UP! Your Service programs were 
deployed in 6 languages at 20 terminals 
in 9 countries. Since then, 80% of 
team members Asia and Australia, plus 
selected contractors and security staff, 
have participated in service workshops. 
Now Vopak is seeing improvements 
in the speed and ease of new project 
implementation, as well as growth in 
profit and customer loyalty metrics.
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When you work in the technology industry, 
you always have to be ready for ‘the next 
big thing’–especially when it comes to best 
business practices. That’s why information 
technology and consulting powerhouse 
Wipro Technologies has long been an early 
adopter of the latest business improvement 
methodologies. 

While Wipro has employed everything from 
Six Sigma to Lean to Kaizen in order to 
enhance its efficiency, the company chose to 
partner with service consultant Ron Kaufman 
and the UP! Your Service team when it came 
time to develop a superior, sustainable, and 
adaptable service culture.

“I have witnessed and walked on this proven path and have seen 
the results that follow. Now is the right time for you and your 
customers to experience this uplifting transformation as well.”

JAGDISH RAMASWAMY
Chief Quality Officer 

Wipro

WIPRO TECHNOLOGIES
Service in Sync with the Technology Industry

CLIENT 
Wipro Technologies

HEADQUARTERS 
Bangalore, Karnataka, India

COMPANY PROFILE  
A leading IT, consulting and 
outsourcing company, Wipro 
helps clients create successful 
and adaptive businesses through 
technology (NYSE:WIT).

PARENT COMPANY  
Wipro Limited, one of the largest 
product engineering and support 
service providers worldwide

GLOBAL REACH 
Serves clients across 54 countries 
and maintains alliances with over 
100 major technology brands

TEAM MEMBERS 
135,000+ employees

SERVICE TAILORED TO TECHNOLOGY

UP! Your Service began working 
with Wipro in 2008 as part of a new 
Customer Centricity initiative. After a 
series of successful pilots, Wipro’s top 
30 customer teams completed the full 
UYS program, while others, including 
developers and engineers who rarely 
interact with customers, completed 
core modules. Within 18 months, all 30 
key accounts saw significant customer 
satisfaction improvement. The company 
is now widely regarded for “Customer 
Centricity” thought leadership and 
domain expertise.  
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Just two decades after it was founded, Xerox 
Emirates became a leader in market share 
and profitability. By 2006, it was a three-time 
quality award winner known for operational 
excellence. However, that year, the company 
committed to do even more.

With an ambitious new goal to double its 
size in four years, Xerox brought in renowned 
service expert Ron Kaufman to help. General 
Manager, Andrew Hurt, explains saying, “We 
had a strong heritage in customer satisfaction. 
The big question was how to raise the bar and 
further improve what we were already doing. 
UP! Your Service delivered what we needed.”  

“This program generated so many new ideas and opportunities 
that it was necessary to establish an UP! Your Service task 
force to prioritize initiatives.”

ANDREW HURT
General Manager

Xerox Emirates 

XEROX EMIRATES
Raising the Bar on Customer Service Excellence

CUSTOMER SATISFACTION SOARS

Ron’s UP! Your Service program became 
the key pillar in the company’s growth 
strategy. Using in-house Certified Course 
Leaders, the program was customized 
around Xerox’s industry and culture. The 
results were remarkable. Xerox saw an 
immediate boost in employee motivation, 
as well as a 53% Gross Profit Growth 
and 52% Net Profit Growth. What’s more, 
Xerox launched an inspired service-
recovery project, turning customer 
complaints into rising satisfaction scores.

CLIENT 
XEROX Emirates

PROFILE 
A joint venture between the 
Mohamed Hareb Al Oteiba Group 
and Xerox Limited, Xerox Emirates 
markets document management 
products, applications and solutions 
throughout the highly competitive 
UAE market
 
PRODUCTS 
Expanding portfolio of products and 
services includes high-end digital 
production, publishing and printing 
systems, end-to-end document 
management services, networked 
multi-functional office devices, and 
a range of laser printers. 

TEAM MEMBERS 
200+ employees, representing 
20 different nationalities
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Serving over 50 million visitors each 
year (more than seven times the national 
population), Singapore’s Changi Airport is one 
of the busiest in the world, and the first place 
where millions of visitors make their first and 
last impressions of this small island nation.

Due to the international influence of the 
airport’s day-to-day operations, Changi’s 
management invited service expert Ron 
Kaufman to help establish a curriculum for 
impeccable service.  Foo Sek Min, Executive 
V.P. of Airport Management, explains, “Airports 
are typically stressful places. Our goal is to 
remove stress. And it doesn’t just happen with 
people. It must envelop the entire culture.”
     

CLIENT 
Changi Airport Group

TERMINALS 
3 terminals, each able to handle 
over 20 million passengers a year

FLIGHTS 
The 7th busiest international airport 
in 2011, Changi serves 100+ 
international airlines flying to 220 
cities in 60+ countries

RETAIL & DINING
70,000 m3 of commercial space; 
330+ retail and service locations; 
120+ food and beverage venues

TEAM MEMBERS 
29,000+ employees including 
staff from airport, airline, retail, 
and dining services

AWARDS 
With 400+ accolades, Changi is 
the world’s most awarded airport

CHANGI AIRPORT
How Service Changed a Departure Into a Destination 

airport singapore

“Changi Airport is Singapore’s front door to the world. Our 
service impacts the reputation of our nation.”

FOO SEK MIN
Executive VP of Airport Management 

Changi Airport

“I really like the ‘rate 
our service’ concept 
screens everywhere.” 

- G. NERKER, INDIA

“This is truly a 5 star 
experience. Changi 
sets the standard.” 

- M. VILLANEUVA, USA

“Polite and efficient 
service–everything an 
airport should aspire to.” 

- C. McLUCKIE, UK

CUSTOMER RESPONSE

THE TRANSFORMATION

With Ron Kaufman and UP! Your Service 
assistance over the years, the airport has 
established a “personalized, positively 
surprising and stress-free” service 
culture. To passengers, this includes 
feedback kiosks, numerous gardens, 
a four-story slide, clean terminals, and 
efficient, smiling employees from many 
organizations. Behind the scenes, 
however, is where one discovers the 
strong leadership, clear role-modeling, 
full-staff training and recognition 
programs that make this airport stand out 
and this nation shine.
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CLIENT
CapitaMalls Asia Limited (CMA)

COMPANY PROFILE 
CapitaMalls Asia Limited is one 
of the largest listed shopping mall 
developers, owners and managers 
in Asia by total property value of 
assets and geographic reach.

LOCATIONS 
101 shopping malls across 52 cit-
ies in Singapore, China, Malaysia, 
Japan and India

PROPERTY VALUE 
Total combined property value 
is approximately S$30.7 billion 
(HK$193.8 billion)

GROSS FLOOR AREA (GFA)
Approximately 92.4 million sq. ft.

TEAM MEMBERS 
CapitaMalls oversees more than 
3,500 mall employees with 
thousands more operating within 
tenant businesses 

CapitaMalls’ extensive network of retail 
real estate is well known for its stunning 
architecture, expansive shopping, and diverse 
dining options. However, while this impressive 
development company has been paying the 
price to set the standard, its efforts have been 
too easily duplicated by competitors.

Recognizing that there was no way to 
prevent others from copying CapitaMalls’ 
developmental successes, CEO Lim Beng 
Chee began looking for a more sustainable 
competitive advantage. In 2011, service 
expert Ron Kaufman was invited to speak at 
CapitaMalls’ annual China conference, and 
soon after his UP! Your Service program was 
brought to Singapore’s then 19 mall locations 
to prototype a possible regional expansion.

“Service is about adding value to other people and Ron brings 
a lot of energy to that cause. I’m very keen to get all my team 
members to subscribe to this mind set.”

SIMON HO CHEE HWEE
Chief Executive Officer

CapitaMalls 

CAPITAMALLS
Service as a Sustainable Competitive Advantage

A SCALABLE SERVICE EDUCATION 

With CapitaMalls’ many location and 
time constraints in mind, the UP! Your 
Service team first implemented their 
service education program online. 300 of 
CapitaMalls’ Singapore service providers 
completed the online “Achieving Superior 
Service” course, allowing team members 
to learn Fundamental Service Principles 
at their convenience. Afterwards, UYS 
Master Trainers trained Certified Course 
Leaders who were then equipped to 
lead group discussions on how to meet 
and exceed the needs of shoppers 
and tenants. Today the UYS program 
continues to grow and develop CMA’s 
flourishing service culture.
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THEBRANDHOUSE
Uplift Your World. Everyday.

CLIENT
TheBrandHouse

PROFILE 
Owns a portfolio of brands: 

•	Galaxy,	a	nationwide	network	of 
20 multi-brand retail stores

•	 JMG,	distributor	of	leading	
international brands such as  
Samsung,	Panasonic,	JBL,	etc.

•	 JMG	Service	Centre

SERVICE VISION
Uplift Your World. Everyday. 

IDENTITY
Delivers	value	through:

•	Customer	Inspired	–	serve 
from the perspective of the 
customer	and	colleague

•	 Forward	Thinking	–	challenge 
status	quo	to	take	the 
organization	forward

•	 Trustworthy	–	I	serve	you	and 
you serve me to build trust

•	 Performance	Driven	–	provide	
service	excellence	by	stepping 
up consistently 

GOING BIG, GOING FAST 

•	March	to	October	2016:	350	employees	
educated on UYS principles and tools  

•	 April	2016:	Strategic	building	block	
activities in phases

•	November	2015:	12	Course	Leaders	
certified to educate and innovate service 
with	quick	win	improvements

•	October	2015:	CEO	and	Senior	Leaders	
aligned	understanding	on	service	vision	
and	culture	building	approach	

Key outcomes

•	 A	common	service	language	adopted		
•	 350	employees	pledged	to	always	deliver	

“Desired” level of service
•	 An	internal	Uplift	Facebook	page	with	

active membership of more than 70% 
of employees to share new service 
initiatives and to reward best ideas 

•	 An	Executive	Committee	set	up	
to	provide	guidance	for	service	
improvement evaluation and project 
implementation 

•	Chat	groups	with	instant	messaging	
platforms	to	provide	timely	sharing	and	
implementation of service ideas 

•	Greater	customer	satisfaction	
achieved	through	improved	internal	
communication and team collaboration 

A	leading	distributor	and	retailer	of	home	
appliances and consumer electronics in 
Mauritius.	TheBrandHouse	was	founded	in	
2015	from	the	merger	of	JM	Goupille	&	Co	
(1930)	and	Waterfalls	Marketing,	owner	of	
the	Galaxy	retail	stores	since	1991.	

CEO	Clovis	Wong	declared	SERVICE	a
strategic	differentiator.	The	company
identified five business activities to benefit
from	superior	service:	Retail,	B2B,
Aftersales,	Delivery,	and	Head	Office.

TheBrandHouse	partnered	with	UP!	Your	
Service to implement a service culture 
program	to	create	alignment	for	their	
leadership team on a common service 
vision	and	culture	building	approach.	

“We want to create a company 
culture we are all proud of and 
which people talk about. We are at 
the beginning of the journey and it 
is exciting to see that everyday we 
are consolidating the foundations 
of our service culture.”

CLOVIS WONG
CEO	
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CLIENT 
Temasek Polytechnic (TP)

ESTABLISHED 
April 6, 1990

COMPANY PROFILE  
TP is a significant contributor to 
the field of para-professional 
education in Singapore.

SCHOOLS OF STUDY
6 including schools of Applied 
Science, Business, Design, 
Engineering, Humanities & Social 
Sciences, and Informatics & IT

FULL-TIME PROGRAMS 
52 full-time courses

TEAM MEMBERS 
Around 1,200

STUDENTS
15,000+ full-time students

TEMASEK POLYTECHNIC
Preparing Students Today for Greater Service Tomorrow

“The UP! Your Service mindset is giving our graduates a 
competitive edge and enhancing their future career prospects.”

EDMOND KHOO
Deputy Principal

Every year, 15,000 students arrive to the 
Temasek Polytechnic (TP) campus, each 
striving to become an asset in a competitive 
job market. While TP has long advocated 
team skills and creative thinking to give these 
students an edge, the school soon realized 
that this would not be enough.

In 2006, Temasek teamed up with service 
educator Ron Kaufman to better prepare 
their students for value-adding customer, 
client, and colleague interactions. Deploying 
Kaufman’s UP! Your Service education 
programs, TP equips their students with 
a uplifting service mindset and service 
excellence skills needed to help their students 
stand apart in their internships and careers. 

EXTENDING SERVICE TO STUDENTS 

More than 50 academic teaching staff 
from TP have been certified to conduct 
the UP! Your Service “Achieving Superior 
Service” course, and more than 1,000 
students complete this two-day course 
each year prior to graduation. And 
since 2010, Temasek Poly has offered 
students two other UP! Your Service 
courses in their curriculum: “Building 
Service Partnerships” (Course 200) and 
“Increasing Customer Loyalty” (Course 
300). Students who complete all three 
courses are recognized as “Certified 
Service Ambassadors”.
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