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The service will be never the best,but better

o EEFL &ILA

Good afternoon everyone, I’ m very hornor to to give all of you the speech. Honestly
speaking, it makes me very nervous, for I am not very good at English. Someone told me,
“you should always be the least smart person of the team” . Yes, most of vou are better
than me. “save the best on the last.” I comfort myself. This competition is a challenge
for me. Thank you for giving me the opportunity. I learn a lot from you guys, young gen—
eral and fresh blood. You’ re the hope of the new era. But for me,never too old to
learn, T will keep on trying. I’ 11 never give up. “Be tough with vourself” , T like it
as my motto. Now let me start the speech.

Today, I would like to talk about FROM “THE BEST OR NOTHING “TO “NEVER THE BEST, BUT
BETTER” .

I want to sketch three dimensions:

1. WHO ARE WE?

2~ WHAT ARE WE DOING?

3~ WHERE ARE WE GOING?

First, “WHO ARE WE” . T have to make one thing clear. QOur service is called
“Customer Service” , but the correct name should be “Client Service” . What’ s the dif-
ference? the relationship between customer and us is based on transactions, while the
relationship between client and us should be based on trust. we must always concern the
client’ s interests first. To this regard, “Client Service” is more suitable and accu-
rate.

The high—quality services we provide to our clients are called” one-stop services” .
To be more specific, they include consulting, account opening, transaction, delivery,
hedging, warrents and more. Therefore, we are the window of the company.

We have been awarded many times. Such as the “Five-Star Quality Service Window”.
“Workers Pioneer” . the “Excellent Organization”. the” Excellent team”

Next, WHAT ARE WE DOING? Be sincerely and diligently, we place the client’ s

interests first at all times. We provide full services for our clients. Our department

29
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is consists of three parts, the trading centre , the call centre and the risk management
centre.

In the trading centre, we need various professional abilities: fast and accurate
trading executives, a disconcerning mind of unusual trading, explaining trading rules in
details, and be very clear of delivery process. The delivery service is our advantage.
We call it ” gapless tape”, we face to our industrial and institutional clients direct—
ly, it also can be known as a kind of B2C. The requirements of it are quietly high, they
need comprehensive abilities.Not only the skillful operating, but also good training, in-
formation gathering, delivery plans making, communication with different places, such as
exchanges and warehouses .All these are included in the gapless tape.

In the call center, also,we need more.We must open accounts efficiently for various
clients online and offline. We should know clients’ relationship management, such as
data statistical analysis, clients evaluation analysis, clients care, clients complaint
resolution and clients classification service.

Last but not least, WHERE ARE WE GOING? ? 1 have been thinking about it for very
long time. Our work is busy, hard, repeating, and pressured. What are we standing for?
why can we adhere to? | ask myself time and time again .In my perspective, the answer is
simple. When we are working, we just want to do everything well:every calling, every ac—
count opening, every trading, every delivery, we work hard to assure that all the cli-
ents are satisfied, all the other department are cooperating well. As a team leader, as
a manager, 1’ 11 do my best to make everyone in the team to get recognition and enjoy
the work. Perhaps after one calling, a potential client become a real client; Perhaps
after a trading, the client may introduce another new for us; Perhaps through a delivery
operation, an industrial client increase the equity greatly. I hope everyone can be ap-
proved, can be creative, can find their own values and get real happiness in their
work. we ever tried to provide the service “best or nothing” ,but now we get clearer the
service will be “never the best,but better” .

Finally, let me end with a lyric “If T fail, If T succeed, at least T lived as I be-
lieved, No matter what they take from me. they can’t take away my dignity.” Let’ s work
hard together!

Thank you!
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