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BACKGROUND

1. At the APO Study meeting on the establishment of a Best Practice Network held in

Singapore between 24 and 27 April 2001, the participants agreed that a best

practice network could be set up among APO member countries. The network will

generate knowledge on global best practices which will be useful for NPOs in

helping their client organizations achieve best practice performance standards. It

will support the transfer of best practice knowledge to clients of NPOs and position

the NPOs as leaders in this knowledge transfer.

2. The APO Best Practice Network will initially conduct demonstration best practice

projects in key topic areas of interest to client organizations of NPOs. At the First

Workshop on the APO Best Practice Network held in Singapore between 26 and 28

November 2001, the participants identified eight (8) possible topics for

demonstration projects. These topics are in the areas of the balanced scorecard

performance management system, people development and management, and

customer focus and service. The topics were identified based on the needs of client

organizations of NPOs. In addition, a common framework for the benchmarking

methodology to be adopted for conducting the projects was developed. Hence, a

standard, consistent method of securing the participation of NPO client

organizations in the demonstration projects and of carrying out benchmarking

across countries for these projects was established.

3. At the Second Workshop on the Best Practice Network, the planning phase (which

is the first phase in the agreed-upon benchmarking methodology) was initiated for

the three selected demonstration projects. These are in the areas of the balanced

scorecard, customer service, and human resources performance management

system. Training was also conducted in the methodology so that project

participants will be able to implement these projects in their own countries.

4. The NPO representatives from Thailand, Malaysia, and the Philippines were

appointed as project leaders for the balanced scorecard, human resources

performance management system, and customer service projects, respectively.

They will coordinate the implementation of the projects by the participants in line

with the timelines decided at the workshop. It was agreed that the project teams

should secure the participation of best practice organizations, develop data

collection tools, and prepare a report on the data collected by September 2002.

5. As a follow-up, a third workshop on the APO Best Practice Network was held on

28-31 October 2002 in Kuala Lumpur. Twenty-four participants from 14 member

countries participated in the workshop and contributed to the deliberations. The

workshop was facilitated by three resource persons (Mr Darshan Singh, Program

Director, Business Excellence, SPRING Singapore; Mr Bruce Searles, Director,

Benchmarking Partnerships, Australia, and Dr Jong Dae Kim, Kookmin University,

Republic of Korea). The program schedule and list of participants and resource



persons are attached at Annexes A and B, respectively.

6. The objectives of the third workshop were to:

Review the progress made by the demonstration project teams and refine

the methodology adopted for the demonstration projects, if necessary;

a.

Share the main interim findings of the demonstration projects, including

the best practices identified; and

b.

Develop an action plan on the specific follow-up actions to be taken for

the demonstration projects over the next 5 months

c.

7. At the Third Workshop of the APO Best Practice Network, the project teams

reviewed the methodology adopted based on their experiences in implementing the

project. The data collected by the team so far was summarized and discussed. A

preliminary list of learning needs and the best practices identified was compiled.

 

SUMMARY OF ISSUES AND RECOMMENDATIONS

  

Participation in Demonstration Projects

8. The member countries participating in the demonstration project on balanced

scorecard are Thailand, Malaysia, Singapore, Indonesia, Mongolia, India, Republic

of Korea, and Japan. As for the demonstration project on front-line customer

service, the countries participating are Philippines, Fiji, Thailand, Indonesia,

Mongolia and Singapore. The participating countries for the third demonstration

project on performance management system are Malaysia, Thailand, Indonesia,

Mongolia, Philippines and Bangladesh.

  

Benchmarking Methodology

9. The APO Best Practice Network has adopted a Sharing and Learning

Methodology Framework for the demonstration projects (See Figure 1). This

framework will enable project teams to:

Identify topics of importance to NPO customersa.

Secure participation by likely NPO best practice organizationsb.

Generate Knowledge on global best practices – who does them and how

they do them

c.

Share the knowledge amongst participating customer organizations and

NPO's

d.

Disseminate best practice knowledge in NPO countriese.

Improvement by participating customer organizationsf.

Review and improvement of APO BPN processesg.

Figure 1.  APO Best Practice Network Methodology Framework



10. The key issues identified for improvement to the Methodology Framework at the

workshop included the following:

Standard approach to be adopted in validating the information gathered;a.

Realistic timeframe to be adopted in completing each step;b.

Approaches to convince customer organizations to participate in the

project and address the fear of releasing data and information among

customer organizations;

c.

Clear definition of roles of project team members;d.

Proper handover process for new members;e.

Reduce cycle time taken to develop and gain approval on questionnaires;f.

Well-defined criteria for identification of best practice organizations;g.

Definition of best practices;h.

Availability of topic experts to support project team members in

implementing the project in their own countries; and

i.

Ensure effective communication among project team members and regular

progress reporting during the implementation of the projects.

j.

11. These issues will be addressed in the improvements made to the draft manual on

the benchmarking methodology for the demonstration projects prepared by the

resource persons with inputs from the network members.

  

Sharing of leading Australian Practices

12. Mr Bruce Searles shared the leading practices adopted by Australian organizations

in the 3 topics areas for the demonstration projects. A benchmarking project on the

balanced scorecard was carried out in Australia in 2000. The aim of the

benchmarking was for participating organizations to share and learn how to

develop and implement a balanced scorecard. Over 12 organizations were involved

in the benchmarking. In summary, the benchmarking organizations learned:

How to get started – start with something and don't delay starting for the

ultimate scorecard – develop it as you go

a.

Integration of measures occurs by having a few measures for each

department or unit – with all measures contributing to the higher level

measures for the department above, or for the organization as a whole

b.



Measures are deployed to create information to monitor performance and

improve the organization

c.

The main purpose of a balanced scorecard is to create alignment

throughout the organization to common goals and objectives – vision and

mission

d.

Strong communication is very important for the successful implementation

of a balanced scorecard

e.

Get some early wins and demonstrate the value of the balanced scorecard

so that others will follow

f.

Don't let the computer system rule the balanced scorecard – concentrate

on decision-making by people

g.

Measures should be simple, meaningful, valid and visibleh.

Get rid of data that is confusing or not meaningful for decision making –

but don't throw it all away – some data that you already have will be very

useful – don't throw the baby out with the bathwater

i.

Review and change measures as necessary – especially where processes

are rapidly changing

j.

Be conscious of the fact that it will take time for the culture of the

organization to change

k.

Start with measures from the top of the organization – what do key

stakeholders want and how do we measure how well we are meeting their

needs. Also include measures to track success in achieving strategic

business plan goals

l.

You will need "lead" and "lag" measures – the "lead" indicators tend to be

measures of processes and will give early warning of outcomes (or "lag"

measures. This will enable processes to be improved before poor

outcomes are obtained.

m.

Measurement per se is not the point – don't get caught up in the

measurement trap – measurement is simply a means to an end

n.

13. As for frontline customer service, there have been a large number of

benchmarking projects networks conducted in Australia. Some key findings were:

Need to consider the entire value chain for customers – including internal

and external suppliers – if you are not serving a customer then you should

be serving

a.

Organizations in Australia are developing sophisticated customer

relationship management processes and are using computer systems to

support efficient and effective delivery

b.

Need to consider and increase service, quality and customer satisfaction

and at the same time reduce costs to increase revenue and profits

c.

Teams are very useful to deliver superior customer service – and team

leaders are critical to the success of teams

d.

Need "grains of sand" training for customer service staff – i.e. detailed

training on procedures, products, system navigation, managing

e.



relationships etc.

Balanced scorecards can be very useful to ensure all relevant matters are

managed e.g. covering accessibility for customers, morale and

development of employees, costs and revenue, customer satisfaction

f.

Organizations in Australia are not happy now with high levels of customer

satisfaction – they are concentrating on the small percentage of people

who are dissatisfied and others who are not using the services – what can

we do to capture them, and on those who are delighted – what are we

doing to delight them so that we can also delight others and make more

people advocates for us

g.

Use of 360-degree feedback for all employees to help them improveh.

Use of procedures to reinforce good performance through recognition and

reward

i.

Use of agreed and understood values and related behaviors – only recruit

people who have the right values (in preference to skills – you can train

skills) and don't reward high performers who do not display appropriate

behavior at all times

j.

Look towards managing the business by process rather that hierarchical

structure – it is the processes through which you relate to customers, not

the hierarchy

k.

Use methods to reduce stress for staff who are serving customers all day

e.g. massages, fair % of time doing other work

l.

Use the frontline staff to champion organizational change for customersm.

Technology is an enabler - not a driver for customer service and

satisfaction

n.

14. In the area of People Performance Management, there have also been a number of

benchmarking studies conducted in Australia. Some key leading practices identified

were:

Management concentrating on "below the green line" emotional

management through building relationships with and between employees

a.

Aligning balanced scorecard and relationship management with rational

management e.g. of budgets etc.

b.

Importance of having an agreed set of values and related behaviors and

measure people's performance based on these – values are used a first

measure of performance and in recruitment

c.

Having action plans for people related to the organization's goals and

objectives and managing performance so that people can track their

contribution to the organization's success

d.

Developing action plans for the development and skilling of people as well

as career paths as part of the PPM process

e.

Using 360 degree feedback compared to self review to identify

performance gaps and development opportunities

f.

Having leadership development programs for all staff – particularly seniorg.



management and supervisors / team leaders

Using recognition and reward processes to reinforce and drive appropriate

behaviors and achievement of goals

h.

Aligning recognition and reward to appropriate organizational objectivesi.

  

Frontline Customer Service Demonstration Project

15. The demonstration project team summarized the information obtained from the 11

participating organizations on their frontline customer service systems and

practices (see Annex 3). This information will be used to identify the learning

needs and strengths of the participating organizations. The learning needs are

specific issues or areas that participating organizations want to focus on in their

learning from others so as to improve their frontline customer service system .

The strengths are those factors, as defined by the participating organizations, that

deliver value to their organizations or customers and address their learning needs.

16. The project team also completed a draft template identifying the learning needs of

participating organizations (see Annex 4). This template would be updated after

the workshop based on further inputs from the participating organizations.

  

People Performance Management Demonstration Project

17. The People Performance Management project team summarized the information

obtained from 6 participating organizations on their PPM systems and practices

(see Annex 5). Two other organizations from Malaysia and Indonesia are expected

to submit their information after the workshop.

18. The project team has also done a draft template on learning needs of participating

organizations (see Annex 6). These learning needs are based on the information on

practices adopted by rganizations in Malaysia that hosted a site visit by the

workshop participants(Samsung SDI and Telecom Malaysia). The learning needs

cover areas such as performance evaluation, career progression programs,

alignment of the work done by employees and their performance targets to the

organization's objectives, and the reward system. The learning needs will be

updated after the completion of the data collection phase by the project team.

  

Balanced Scorecard Demonstration Project

19. The Balanced Scorecard project team is in the process of collecting data and

information on the balanced scorecard performance management systems in the

participating organizations. At the workshop, 7 participating organizations have

already their submitted their data and information, while 4 other participating

organizations would do so after the workshop. Based on the information gathered,

the project team develop ed a tentative list of learning needs (See Annex 7).

These learning needs will be updated after the completion of the data collection

phase.

  

FOLLOW-UP ACTIONS FOR PROJECT TEAMS



20. It was agreed at the workshop that the project teams should finalize their learning

needs and the identification of strengths to address these learning needs by

January 2003. These best practices would be presented for sharing of the Fourth

workshop in Manila in April 2003. The following preparatory work was required for

participants from NPOs in the demonstration project teams for the fourth

workshop:

To complete data collection by 30 Nov 2002a.

To finalize the survey questionnaire matrix by 15 Dec 2002b.

To finalize learning needs template by 7 Jan 2003c.

To identify selected participating client organizations with best practices to

address the learning needs - Each project team is to select the top 3 client

organizations which could be invited to present their best practices at the

fourth workshop by 15 Jan 2003

d.

21. The NPOs participating in the demonstration projects should make a presentation

at the fourth workshop on the following:

Challenges faced in implementing the methodology for the demonstration

projects in their own countries and how these could be addressed.

a.

Key findings of the demonstration project from their own countries.b.

The project team leaders must prepare and present their overall project findings at

the fourth workshop.

  

ANNEX

Annex 1–7: Various attachments to this report
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Annex 1

PROGRAM SCHEDULE

DAY 1: 28 OCT 2002 (MONDAY)

TIME PROGRAM FACILITATOR

9.00am � 10.00am Orientation and Introduction
•  Welcome by APO/NPC

Representative
•  Introduction & Update on the APO

Best Practice Network (BPN)
•  Introduction on the APO BPN

Website (http://www.aponet.org)

APO/NPC

Darshan Singh / APO
(Lee Kia Yoke)

10.00am � 10.30am Group Photo & Tea Break

10.30am � 11.00am Presentation by People Performance
Management Workgroup

•  Status of project

•  Outputs from the workgroup (e.g.
finalised scope, data collection tool,
summary of data gathered, etc)

•  Next Steps

•  Comments on Methodology
Framework (What worked well and
what could be improved)

People Performance
Management Workgroup
(Group Leader �
Ms Shahuren Ismail)

11.00am � 12.00pm Presentations by participating countries in
the People Performance Management
Project.

•  Participating Best Practice
organizations in the country

•  Key findings from the participating
organizations

•  Issues and challenges that need to be
addressed in implementing the project

Participating countries �
each country to take about
10 mins and presentation to
be done on PowerPoint
slides

12.00pm � 1.15pm LUNCH

1.15pm � 1.45pm Presentation by Balanced Scorecard
Workgroup
Status of project
Outputs from the workgroup (e.g.
finalised scope, data collection tool,
summary of data gathered, etc)
Next Steps
Comments on Methodology Framework
(What worked well and what could be
improved)

Balanced Scorecard
Workgroup
(Group Leader �
Dr Phanit Laosirirat)



1.45p.m. � 3.00pm Presentations by participating countries in
the Balanced Scorecard Project.

•  Participating Best Practice
organizations in the country

•  Key findings from the participating
organizations

•  Issues and challenges that need to be
addressed in implementing the project

Participating countries �
each country to take about
10 mins and presentation to
be done on PowerPoint
slides

3.00p.m. � 3.30pm Tea Break

3.30p.m. � 4.00pm Presentation by Customer Service
Workgroup
•  Status of project

•  Outputs from the workgroup (e.g.
finalized scope, data collection tool,
summary of data gathered, etc)

•  Next Steps

•  Comments on Methodology
Framework (What worked well and
what could be improved)

Customer Service
Workgroup
(Group Leader �
Normandy T. Nangca)

4.00p.m. � 5.00pm Presentations by participating countries in
the Customer Service Project.

•  Participating Best Practice
organizations in the country

•  Key findings from the participating
organizations

•  Issues and challenges that need to be
addressed in implementing the project

Participating countries -
each country to take about
10 mins and presentation to
be done on PowerPoint
slides

5.00p.m. � 5.45pm Review of APO BPN Methodology
Framework

Bruce Searles

DAY 2: 29 OCT 2002 (TUESDAY)

TIME PROGRAM FACILITATOR
9.00am � 10.30am Presentation on Leading Practices in

Balanced Scorecard Management System

•  Korea

•  Japan

•  Australia

Dr Jong Dae Kim /
Korean participant
Japanese participant
Bruce Searles

10.30am � 11.00am TEA BREAK

11.00am � 12.30pm Presentation on Leading Practices in
Customer Service

•  Philippines

•  Singapore

•  Australia

Philippines participant
Singapore participant
Bruce Searles



12.30pm � 1.30pm LUNCH
1.30pm � 3.00pm Presentation on Leading Practices in

People Performance Management

•  Thailand

•  Malaysia

•  Australia

FTPI/Client Organization
Shahuren Ismail
Bruce Searles

3.00pm � 3.15pm TEA BREAK

3.15pm � 4.15pm Presentation on, �Diffusion of Best
Practice: Implementation Methodology
View.�

•  How can we collect the best practices

•  How can we utilize the best practices
by diffusion among customer
organizations

Dr Jong Dae Kim

4.15pm � 5.15pm Next Key Steps- Approaches to be
adopted for data analysis and
identification of strengths & learning
needs for the 3 projects

Bruce Searles

5.15p.m. � 5.30pm Briefing on the Site Visits to be done on
Day 3

Shahuren Ismail/
Darshan Singh

DAY 3: 30 OCT 2002 (WEDNESDAY)

TIME PROGRAM FACILITATOR
9.00am � 12.00am Site Visit to Malaysian Company A

(Company to present on Balanced
Scorecard System & Customer Service)

NPC

12.00pm � 1.30pm LUNCH

2.00pm �  4.00pm Site Visit to Malaysian Company
B (Company to present on People
Performance Management
System)

NPC

7.30pm � 9.00pm Site Visit Report Preparation by Project
Groups

All Groups

DAY 4: 31 OCT 2002 (THURSDAY)

TIME PROGRAM FACILITATOR

8.30am � 9.00am Approach to be adopted for the Action
Planning Session

Bruce Searles



9.00am � 10.30am Action Planning- Project Group
discussions on the specific actions to be
taken to prepare for the sharing and
learning session in April 2003

Bruce Searles,
Dr Jong Dae Kim &
Darshan Singh
APO (Lee Kia Yoke)

10.30am � 11.00am TEA BREAK

11.00am � 12.00pm Presentation by the Project groups on
their action plans

Project Workgroup
Leaders

12.00pm � 12.30pm Workshop Review and follow-up actions Darshan Singh
APO (Lee Kia Yoke)

12.30p.m. � 2.00pm Lunch and Workshop Closing APO / NPC



Annex 2

Third Workshop of the APO Best Practice Network
(28 � 31 October 2002, Kuala Lumpur, Malaysia)

List of Participants and Resource Persons

Participants

Bangladesh Mr. Mohammad Abdul Musabbir
Research Officer
National Productivity Organisation
Ministry of Industries
Shilpa Bhaban (1F)
91, Motijheel Commercial Area
Dhaka-1000
Tel : 880-2-9554871/3
e-mail: npobd@ncll.com

Republic of China Dr. Johnson Hsi-Chin Lin
Director
Planning & Training Division
China Productivity Center
2F., No.79, Sec.1
Hsin-Tai-Wu Road
Hsichih 221, Taipei, Hsien
Tel: 886-2-2698-2989 (Ext.0157)
Fax: 886-2-2698-9049
e-mail: 0157@cpc.org.tw

Fiji Ms. Ranju Ravinita Kumar
Training Officer
Productivity & Quality Training Board
Fiji National Training Council
P. O. Box 6890
Nasinu
Tel: 679-3392000 (Ext 251)
Fax : 679-3398973
e-mail : ranju_k@fntc.ac.fj

India Mr. Neeraj Chopra
Deputy Director
National Productivity Council
Institutional Area, Lodi Road
New Delhi 110003
Tel: 91-11-4618480
Fax: 91-11-4615002
e-mail: ifc@nda.vsnl.net.in



Indonesia Mr. Sutanto
Deputy Director
Directorate of Manpower Productivity Development
Ministry of Manpower
Jl. Jend. Gatot Subroto Kav. 51
Floor VII/B
Jakarta Selatan 12950
Tel: 62-21-5255733
Fax: 62-21-5260487
e-mail: protek@centrin.net.id

Japan Mr. Yoshiro Takahashi
General Manager
Total Quality Management Department
Philips Japan, Ltd.
13-37, Kohnan 2-chome
Minato-ku, Tokyo 108-0075
Tel: 81-3-3740-5256
Fax: 81-3-3740-5011
e-mail: yoshiro.takahashi@philips.com

Republic of Korea Mr. Byung-Cheol Lee
Manager
E-Ware System Inc.
3F, KiaMotors B/D
55-3, Moonjung-Dong
Songpa-Gu, Seoul 138-200
Tel: 82-409-5544
Fax: 82-409-5544
e-mail: misnik@dreamwiz.com

Ms. Kun-Eun Bae
Senior Consultant
Deloitte Consulting
19F, Seoul Finance Center Bldg.
84 Taepyeongno 1-ga
Chung-gu, Seoul 100-101
Tel: 82-2-3179777
Fax: 82-2-7712070
e-mail: kebae@dc.com

Malaysia Ms. Shahuren Ismail
Director
National Productivity Corporation
P. O. Box 64
Jalan Sultan
46904 Petaling Jaya
Tel: 60-3-79557266
Fax: 60-3-79578068
e-mail: shen@npc.org.my



Malaysia Mr. Sabtu Md. Ali
Head
Knowledge Management
Tenaga Nasional Berhad
4F, TNB Head Office
Jalan Bangsar, Kuala Lumpur
Tel: 60-3-22966641
Fax: 60-192395025
e-mail: sabtu@tnb.com.my

Mr. Mohd Rozalli bin Majid
Senior Director of Human Resource and Development
Unico Technology Berhad
Plot 554 & 574
Lorong Perusahaan 4
Zon Perindustrian Bebas Prai
13600 Prai Penang
Tel : 60-4-3864628
Fax : 60-4-3864709
e-mail : mohd.rozalli.majid@unico.com.my

Mongolia Ms. Sh. Nurmaa (No Show)
Senior Expert
National Productivity and Development Center (NPDC)
1F, Central Cultural Palace
Sukhbaatar Sq.3
Ulaanbaatar 11
Tel: 976-11-323662
Fax: 976-11-329799
e-mail: npdc-mon@mongol.net

Pakistan Mr. Nabeel Hasan
Program Officer
National Productivity Organization
42-A Nazim Uddin Road
F-7/4
Islamabad
Tel: 92-51-9215981/3
Fax: 92-51-9215984/5
e-mail: sectt@npo.gov.pk / hasannabeel@yahoo.com

Philippines Mr. Normandy T. Nangca
Senior Project Officer
Productivity & Development Center
Development Academy of the Philippines
San Miguel Ave.
Pasig, Metro Manila
Tel: 63-2-631-2137
Fax: 63-2-631-2137
e-mail: nangca@dap.edu.ph



Philippines Ms. Maria Theresa B. Guevarra-Libiran
Assistant Vice-President
The Philippine American Life and
General Insurance Co.
Philamlife Building
UN Avenue, Ermita
Manila 1000
Tel: 63-2-5269085
Fax: 63-2-5223432
e-mail: MariaTheresa-G.Libiran@aig.com

Ms. Eleonora Y. Cinco
Head
Quality Management Department
Social Security System
6F, SSS Main Building
East Avenue
Diliman, Quezon City
Metro Manila
Tel: 63-2-9206401 (Local: 5356)
Fax: 63-2-924-7843
e-mail: ellen_cinco@yahoo.com / e_cinco@hotmail.com

Singapore Mr. Ho Kok Wai
Head & Vice President
Oversea-Chinese Banking Corporation Limited
65 Chulia Street
#22-00 OCBC Centre
Singapore 049513
Tel: 65-65304222
Fax: 65-65322783
e-mail: hokw@ocbc.com.sg

Mr. Seah Choon Siang
Head of Quality
Ritz Carlton Millenia Singapore
7 Raffles Avenue
Singapore 039799
Tel: 65-64345230
Fax: 65-63380001
e-mail: choonsiang@ritz-carlton.com.sg

Sri Lanka Mr. S. L. Ginige
Assistant Director (Agr & Food)
Sri Lanka Standards Institution
No.17, Elvitigala Mawatha
Colombo 8
Tel: 94-1-671567/70
Fax: 94-1-672616
e-mail: slsi@slsi.slt.lk



Thailand Dr. Phanit Laosirirat
Director
Research & Information Technology Division
Thailand Productivity Institute
12-15F Yakult Bldg.
1025 Pahonyothin Rd., Payathai
Bangkok 10400
Tel: 66-2-619-5500
Fax: 66-2-619-8096
e-mail: phanit@ftpi.or.th

Ms. Nongluk Prasopsukchokchai
Consultant
Thailand Productivity Institute
12-15F Yakult Bldg.
1025 Pahonyothin Rd., Payathai
Bangkok 10400
Tel: 66-2-619-5500
Fax: 66-2-619-8091
e-mail: nongluk@ftpi.or.th

Mr. Supachai Muangrux
Manager
Thailand Productivity Institute
12-15F Yakult Bldg.
1025 Pahonyothin Rd., Payathai
Bangkok 10400
Tel: 66-2-619-5500
Fax: 66-2-619-8091
e-mail: supachai@ftpi.or.th

Mr. Chaichana Thongklaew
Senior Manager
Human Resource
Thai Carbon Black Public Co., Ltd.
44 Moo 1, T. Posa A. Muang Angthong 14000
Tel: 66-35-611631/5
Fax: 66-35-611636/620200
e-mail: chaichana@thaicarbon.com

Vietnam Ms. Nguyen Thi Bich Hang
Director
Directorate for Standards and Quality
Vietnam Productivity Center
Hoang Quoc Viet Street
Nghia Do, Cau Giay
Hanoi
Tel: 84-4-7561548
Fax: 84-4-7561502
e-mail: vpc@fpt.vn



Vietnam Mr. Hoang Hai Duong
Chairman of Goldsun Group
Goldsun
14F Fortuna Tower
6B Lang H, Ba Dinh
Hanoi
Tel: 84-4-7760760
Fax: 84-4-7760761
e-mail: Ceo@goldsungroup.com.vn

APO Resource Persons

Dr. Jong Dae Kim
Professor
Kookmin University
c/o 2124, Camino Rey
Fullerton, CA 92833, USA
Tel: 1-714-526-4142
e-mail: jdkim@kookmin.ac.kr

Mr. Bruce Searles
Managing Partner
Benchmarking Partnerships
P.O. Box 3029
ASQUITH, NSW 2077
Tel: 61-2-418-267-794
Fax: 61-2-9482-4093
e-mail: searles@zip.com.au

Mr. Darshan Singh
Programme Director
Business Excellence Centre
Enterprise Productivity Division
Standards, Productivity and
Innovation for Growth
(SPRING, Singapore)
2 Bukit Merah Central
Singapore 159835
Tel: 65-62793844
Fax: 65-62748078
e-mail: darshan@spring.gov.sg
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