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Day One 27 October 2008
Evaluating Employee Engagement Levels

8.30 - 8.55	 Registration and Morning Coffee 

8.55 - 9.00	 Welcome and Opening Remarks from the Chair

9.00 - 9.45	 OPENING KEYNOTE COMMENTARY
Evaluating Behaviour and Human Instinct - The 
Link between Constructive Leadership and 
Business Outcomes 
Eighty percent of staff who resign do so because of 
an unsatisfactory relationship with their immediate 
manager. Given that this phenomenon applies across all 
organisations and industries, there must be a powerful 
reason why leadership roles are a crucial element in 
successfully engaging employees. Our instinctive behaviour 
as humans helps explain why people behave as they do at 
work, and what leaders can do to build sustainable, high-
performance organisations. Explore:

Families, villages and tribes and the role of leaders 
Findings from Harvard of the one action managers need 
to do to drive productive outputs 
The power traps that derail leaders 

Andrew O’Keeffe Author of “The Boss” and Principal 
Hardwired Humans

9.45 - 10.00	 Questions and Discussion

10.00 - 10.45	 CASE STUDY
Measuring Culture and Engagement Levels to 
Enhance Customer Service 
At 3 Mobile (Hutchison Telecommunications), recruiting 
and retaining exceptional people is key to the ongoing 
success of the business. Ensuring that their culture values 
and recognises employees enables 3 Mobile to build 
strong customer relationships, and ultimately enhances 
the overall performance of the organisation. This session 
will outline 3’s strategies in aligning engagement with their 
dynamic culture, and how this reflects on the quality of their 
customer service. Discuss:

Employing highly trained and talented people who focus 
on customer care 
Ways of measuring culture and engagement 
The impact the ‘3 Culture’ has on customer relationships 
and customer advocacy

Franck Appleby Head of Human Resources and 
Organisational Development 
3 Mobile - Hutchison Telecommunications

10.45 - 11.00	 Questions and Discussion

11.00 - 11.15	 Morning Tea

11.15 - 12.00	 CASE STUDY
The NAB People Framework - Providing 
Choice and Flexibility in Careers to 
Deliver Improved Employee and Customer 
Engagement
In its ongoing quest to maintain its Employer of Choice 
status, NAB has invested in a radical new People 
Framework – a single framework for career, reward, 

•
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•
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performance and development for all of its 27,000+ 
Australian based staff. The People Framework has 
reinvigorated NAB’s focus on career development and is 
supported by a suite of career tools, differentiated career 
paths and transparent market reward information. Explore 
the NAB People Framework, focusing on:

Transforming career structures to match the right people 
to the right roles 
The role of people leaders in improving employee 
experience and individual / organisational performance 
Rewarding competitively to support business growth

Colleen Harris General Manager, People Programs, 
People and Organisational Development 
National Australia Bank

12.00 - 12.15	 Questions and Discussion

12.15 - 1.15	 Networking Lunch

1.15 - 2.00	 CASE STUDY
HumanSigma® - Managing the Employee-
Customer Encounter
HumanSigma combines the power of two Gallup 
Consulting concepts: employee and customer 
engagement. Gallup’s HumanSigma methodology offers an 
innovative, research-based approach to one of the toughest 
challenges businesses face today: how to drive success by 
effectively managing the moments when employees interact 
with customers. Based on research panning 10 million 
employees and 10 million customers around the globe, the 
HumanSigma approach combines a proven method for 
assessing the health of the employee-customer encounter 
with a disciplined process for improving it.
Kim Cleworth Lead Partner 
Melissa Dunn Lampe Principal Consultant, Global 
Leadership

Gallup Consulting

2.00 - 2.15 	 Questions and Discussion

2.15 - 3.00	 CASE STUDY
Driving High Levels of Employee Engagement 
- The ‘Emotional Connection’ 
It is a firm belief within many organisations that in order to 
link employee and customer engagement, it is important to 
connect with people on an emotional level. This requires a 
strong understanding of how customers truly feel about the 
organisation they are dealing with, and it is this loyalty that 
builds lifetime relationships. Reflecting on current research 
findings, Jane will discuss the importance of emotionally 
engaging with staff, and the role of intrinsic rewards in 
retaining valuable employees. Discover:

Maintaining employee engagement by keeping 
organisational goals simple and effective 
The importance of intrinsic rewards and their link to 
enhanced business performance 
Understanding why people ‘job hop’, and key strategies 
for retaining valuable staff 

Jane Coffey Undergraduate Program Coordinator, 
HR/IR; Lecturer, HR/IR Curtin Business School
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PLUS WORKSHOPS!
A selection of Two Post-conference  
workshops on 29 October 2008

SUPER SAVER DISCOUNT
Receive $200 off registration if you 
register and pay by 15 August 2008



28 October 2008Day Two
Evaluating Employee Engagement Levels

3.00 - 3.15	 Questions and Discussion

3.15 - 3.30	 Afternoon Tea

3.30 - 4.15	 CASE STUDY
The “Guild Way” to Engagement - Building an 
Organisation that Customers can Trust 
The Guild Group are dedicated to creating a workplace 
culture where employees are satisfied in their roles, 
support the organisation’s values and believe strongly 
in the company’s goals and overall objectives. Their 
2008 Link Survey indicated that 98% of their employees 
support the company, and are consequently engaged in 
the organisation. This session will highlight how the Guild 
Group is able to engage their employees and build an 
organisation that their customers trust. Discuss:  

The “Guild Way” - Building a positive workforce 
Guild’s incentive schemes, and how they are 
fundamental to engagement levels, understanding of the 
business and their people, and delivering great service to 
client groups 
How annual surveys contribute to the overall 
performance of the organisation

Brian Benger Managing Director  
Guild Group  

4.15 - 4.30	 Questions and Discussion

4.30 - 5.30	 KEYNOTE INTERACTIVE SESSION
The Psychology of Employee Engagement 
- Tools for Understanding your People  
In order to successfully engage with staff in the 
workplace, it is not only essential to connect with 
them in a professional capacity, but also an emotional 
one. Understanding how your employees feel about 
the organisation is crucial in determining their level of 
commitment to the company’s success. In this session, 
Travis will analyse the psychological factors influencing 
engagement, commitment and personal change amongst 
employees, such as:   

Understanding what makes your employees ‘tick’ 
The dilemma of resistance to personal change, and how 
this reflects on organisational performance 
The psychological impact of performance feedback 
on an individual, and its effectiveness in facilitating 
engagement and personal change 

Dr Travis Kemp Managing Director and Lead 
Psychologist 
The Teleran Group Pty Ltd 
Adjunct Research Fellow 
University of South Australia  
Adjunct Lecturer, Coaching Psychology Unit  
University of Sydney 

5.30	 Concluding Remarks from the Chair 

5.30 - 6.30	 Networking Drinks
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8.30 - 8.55	 Morning Coffee 

8.55 - 9.00	 Opening Remarks from the Chair

9.00 - 9.45	 OPENING CASE STUDY
Building a Better CSA through Customer 
Service, Delivery and Engagement 
One of the major visions of the Child Support Agency 
(CSA) is to transform customer experience. In order to 
achieve this, five goals are in place that ultimately focus 
on improving customer service, customer and stakeholder 
engagement and service delivery capacity. This session 
will highlight CSA’s journey in creating an engaged work 
environment, and how their Strategic Plan has assisted 
them in achieving this goal. Explore:

CSA’s five goals to enhancing engagement, and how 
they are approaching this 
Building an engaged workforce - The successes, 
challenges and key lessons learned 
Transforming customer experience through the CSA 
Strategic Plan

Beth Amos Director of Internal Communication 
Child Support Agency

9.45 - 10.00	 Questions and Discussion

10.00 - 10.45	 CASE STUDY
Maintaining High Employee Engagement 
during Periods of Growth
Building and maintaining employee engagement in 
organisations that are constantly growing is a challenge 
that poses many threats to organisational performance. At 
GE Money, there is a continuous focus on building talent, 
culture and capability for global growth, and ensuring 
employees are fully engaged. This session will highlight 
GE’s initiatives in sustaining employee engagement during 
growth, and how this reflects on customer service and 
profitability. Explore:

Developing GE’s growth culture, and why engagement 
is crucial to this process
How engaged employees boost organisational 
performance and growth
Ways engaged and motivated staff link to customer 
satisfaction and increased profit

Krista Parcell HR Director, Operations 
GE Money Australia and New Zealand

10.45 - 11.00	 Questions and Discussion

11.00 - 11.15	 Morning Tea

11.15 - 12.00	 CASE STUDY
Change and Engagement - Rhetoric or 
Reality? 
In order to successfully engage employees to accept and 
adjust to organisational change, specific strategies must 
be in place - however, determining their effectiveness 
is not quite so easy. Through an examination of the 
latest research and case studies, Julia will assess the 
change strategies that have been effective with regard 
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EARLY BIRD DISCOUNT
Receive $100 off registration if you 
register and pay by 19 September 2008 !To request an electronic version  

for easy circulation, email  
info@liquidlearning.com.au



Enhancing Business Performance and Customer Experience

3.15 - 3.30	 Afternoon Tea

3.30 - 4.15	 CASE STUDY
Authentic Branding - The Alignment of 
Company, Customer and Employee Value 
Propositions 
Australia Post was recently ranked as the highest Australian 
company in the Authentic Brand Index by over 4,500 
consumers from 104 brands. The alignment of Company, 
Customer and Employee Value propositions is one of the 
key elements to achieving this strong acknowledgement. 
This session will analyse the strategies that have been 
developed at Australia Post to align employee experience, 
company branding and customer relations, including: 

Australia Post branding - Making Australia Post part of 
everyday
Australia Post’s Employment Experience, and how this 
addresses critical attraction and retention challenges in a 
tight labour market
Aligning customer, employment and company branding 
initiatives to deliver an Authentic result

Trish Unwin Manager, HR Strategy and 
Organisation Development 
Leonie O’Farrell Manager, Brand and Reputation 
Australia Post 

4.15 - 4.30	 Questions and Discussion

4.30 - 5.15	 CLOSING EXPERT COMMENTARY
Employee Retention Strategies and the 
Importance of Organisational Surveys   
For organisations to stay in front in today’s tightening 
employment market, regular workforce check-ups are 
conducted to ensure staff are satisfied and committed to 
success. As a result, many organisations are investing in 
research to devise employee retention strategies, so as to 
retain, motivate and manage their workforce. This session 
will discuss a number recent case studies explaining:

Methods for finding out what your employees really think
The top ten reasons why employees emotionally ‘check 
out’ or disengage
Practical HR solutions and strategies that cutting edge 
organisations are adopting to improve retention and 
employee engagement

Tina Radford Managing Director 
HR Business Solutions

5.15 - 5.30	 Questions and Discussion

5.30	 Concluding Remarks from the Chair and Close 
of the Conference
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to employee engagement, and those that have not. Julia 
will also highlight the key implications for change and 
engagement in reality as opposed to rhetoric, and how 
organisations are able to utilise such strategies to enhance 
their overall business performance.

Dr Julia Connell Associate Professor, School of 
Management 
University of Technology, Sydney

12.00 - 12.15	 Questions and Discussion

12.15 - 1.15	 Networking Lunch

1.15 - 2.00	 CASE STUDY
Building Employee and Customer Engagement 
the Westpac Way
At Westpac, it is recognised that engaged employees 
are vital to the success of the organisation. Helping 
employees to understand how their role contributes to 
the overall purpose of the bank enables Westpac to meet 
customer needs and achieve their goal of retaining the 
most skilled and engaged employees who are passionate 
about delighting customers. This session will discuss 
how Westpac is able to build and sustain employee 
and customer engagement, and how this contributes to 
organisational goals and values. Topics include:

How Westpac measures employee engagement
Engaging employees to be passionate and committed to 
their roles
Developing and retaining skilled and engaged employees, 
and the effect on customer relations 

Dimity Hodge Head of Leadership  
Westpac Banking Corporation

2.00 - 2.15	 Questions and Discussion

2.15 - 3.00 	 CASE STUDY
AXA Australia’s Employee Engagement 
Journey
One of AXA Australia’s key strategic imperatives is to “build 
a culture that supports a winning company”. This is critical 
to the achievement of organisational goals and objectives, 
and is a key driver of their ‘Ambition 2012’ Strategy. 
This has ensured an enhanced emphasis on employee 
engagement, succession management, talent development 
and building leadership capability. Adam will highlight how 
AXA engages their employees to maximise organisational 
performance, and the impact this has on customer loyalty 
and relationships. Discuss:

The AXA global employee engagement model and the 
key dimensions which drive engagement
‘SCOPE’ - AXA’s global employee opinion survey, and 
how this monitors and evaluates engagement on a global 
scale
Talent management at AXA Australia - A critical driver of 
employee and customer engagement

Adam Kreuzer Manager, Talent and Leadership 
AXA Australia 

3.00 - 3.15	 Questions and Discussion

•
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Workshops 29 October 2008

12.30 - 1.30	 NETWORKING LUNCH

9.00 - 12.30	 WORKSHOP A
The Deadly Dangers of Disengagement - Crucial Steps in Avoiding the Hazards 
As recent research shows that disengaged employees cost organisations in poor satisfaction of customers and stakeholders, low productivity 
levels and high staff turnover, the need for ensuring staff are satisfied in their workplace roles is more important than ever. As a result, an 
increasing number of organisations are investing in specific strategies to increase their employee engagement levels and maximise business 
performance. Identifying and preventing disengagement – as well as a strong leadership framework – is crucial in building a positive workforce. 
This interactive session will provide delegates with key tools to avoid the dangers of disengagement, such as:

Engaging conversations - A key business priority in maintaining relationships 
Practical strategies for dealing with disengaged employees 
The importance of the leader - Enhancing leadership practices to inspire and engage employees for greater business results

Expert Facilitator: Meiron Lees Executive Director 
InnerCents

Meiron has spent most of his professional career dedicated to the study of behaviour change in the corporate market. He incorporates the latest research and 
leading edge strategies in his training and coaching programs, and over 3000 leaders, managers, consultants and business owners have participated in his 
programs worldwide. Meiron holds a Bachelor of Commerce Honours degree and has worked with PriceWaterhouseCoopers, Harvey World Travel, IBM, MTV, 
Symantec, Laing and Simmons and Oporto to name a few.

•
•
•

1.30 - 5.00	 WORKSHOP B
Ignore them at your Peril - How Measuring and Monitoring Employee and Customer Engagement can Transform 
your Organisation
Today’s most successful organisations have long recognised the importance of possessing a highly engaged workforce. But for the average 
organisation, the greatest proportion of employees are either ambivalent or disengaged from their work. As such, a tremendous source of 
potential competitive advantage lies untapped in a great number of Australian workplaces. Whilst a great number of engagement improvement 
strategies are grounded in the results of an employee or customer opinion survey, it would be fair to say that there is considerable variation in 
how effectively these surveys are used, and consequently, wide variation in how effectively organisations have managed to engage their people, 
or their customers. Discover:

The case for measurement - How measuring and monitoring employee engagement and customer satisfaction can drive business success
Practical solutions for identifying engagement levels within your organisation and for improving employee engagement
Cases and insight on how to link employee survey data with customer satisfaction scores (don’t just assume engaged employees lead to more 
satisfied customers - Measure it and show it!) 

Expert Facilitator: Dr Neal Knight-Turvey General Manager and Research Director 
JRA Australia

Neal is an organisational psychologist specialising in the assessment of employee engagement and in survey research in general. JRA is a specialist 
organisation with 15 years experience in conducting stakeholder surveys and analysis services to clients globally. JRA’s key aim is to help organisations build 
great workplaces by providing insight into the perceptions of key stakeholders.

•
•
•
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SPONSOR TODAY!
Limited sponsorship and exhibition opportunities 
available. For your chance to brand yourself as a market 
leader, please call: +61 2 9437 1311 or email:  
sponsorship@liquidlearning.com.au

The ‘Linking Employee and Customer Engagement Summit’ will focus on the challenging 
task of how organisations are engaging their employees to be passionate and committed 
to their role, their organisation and its customers. Recent research conducted by the Gallup 
Organization indicates that only 29% of employees are actively engaged, the other 71% 
are consequently disengaged. This comes at an enormous cost to organisations in poor 
satisfaction of customers and stakeholders, low productivity levels and high staff turnover. 
Featuring a range of case studies from leading practitioners, this conference will highlight 
how organisations are implementing a range of leadership, learning and engagement 
strategies to enhance the quality of customer care and in turn improve overall business 
performance. This unique learning and networking opportunity will provide delegates with 
new insights as to how to target learning and development and cultural change initiatives to 
enhance employee and customer engagement.

ABOUT THE EVENT
•  Human Resources / People and Culture
•	 Employee Engagement / Commitment 
•	 Learning and Organisation Development
•	 Rewards and Recognition
•	 Leadership / Talent Development
•	 Customer Experience
•	 Internal Communication / Brand
•	 Cultural Change / Transformation 
•	 Customer / Client Service Delivery
•	 Contact / Service Centre Management
•	 Service Improvement

WHO WILL ATTEND



 
Linking Employee and Customer Engagement 
Summit 2008
27 & 28 October 2008

Options Standard Rate Early Bird Rate* Super Saver Rate **

Conference + 2 Workshops (3 days) $2995 + GST = ($3294.50) $2895 + GST = ($3184.50) $2795 + GST = ($3074.50)

Conference + 1 Workshop (2.5 days) $2595 + GST = ($2854.50) $2495 + GST = ($2744.50) $2395 + GST = ($2634.50)

Conference Only (2 days) $2195 + GST = ($2414.50) $2095 + GST = ($2304.50) $1995 + GST = ($2194.50)

2 Half-day Workshops (1 day) $1095 + GST = ($1204.50) N/A N/A

1 Half-day Workshop (0.5 day) $595 + GST = ($654.50) N/A N/A

* Receive $100 off registration if you book and pay by 19 September 2008

** Receive $200 off registration if you book and pay by 15 August 2008
Note: Course Materials, refreshments & lunches are included. 
Travel and accommodation are NOT included.
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Please confirm my registration for the Linking Employee and Customer Engagement Summit 2008c 

Group Discounts Available: 
3 – 4 people: 10% off Standard Rate 
5 – 7 people: 15% off Standard Rate 
8 – 10 people: 20% off Standard Rate 
More than 10: Please contact us.

Conditions: 
Group Discounts apply for bookings 
made simultaneously and on one 
invoice only. Only one discount 
applies. Group discounts apply to 
standard rates only. Group discounts 
are not applicable to Early Bird 
or Super Saver rate. Individual 
workshops not valid with Super Saver 
or Early Bird Discounts 
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Booking Form

EARLY BIRD DISCOUNTS
Receive $100 off registration if you 
book and pay by 19 September 2008

SUPER SAVER DISCOUNTS 
Receive $200 off registration if you  
book and pay by 15 August 2008

Citigate Central Hotel
169-179 Thomas Street
Sydney NSW 2000 
Ph: + 61 2 9281 6888
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c Electronic Funds Transfer

c Please invoice me: 

Purchase Order No.#

Card Number

Full name as on card

Expiry
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Please transfer funds directly to:
Westpac Account Name: Liquid Learning 
Group Pty Ltd BSB: 032 002
Account No: 407 273 

Credit Card Details – Please charge my credit card for this registration: Electronic Funds Transfer (EFT)

Amount   

Please Note: Payment is required prior to attending this conference.

Visa c MasterCard c Diners Club c American Expressc Card Type

Note: 2% surcharge applies to Diners Club and American Express payments

Cardholder’s Contact Number

Cancellation Policy
If you are unable to attend this event, you may send a substitute delegate in your place at no additional cost. 
Please advise us of any substitutions as soon as possible. Alternatively, you may transfer your registration to 
another Liquid Learning event. A 10% service fee may apply. Should you wish to cancel your registration, please 
notify us in writing as soon as possible and a credit note will be issued valid for use towards any future Liquid 
Learning event held in the twelve months following date of issuance. A 10% service fee may apply. Liquid Learn-
ing Group Pty Ltd does not provide refunds for cancellation. Registered delegates who cancel within 14 days of 
the event or who do not attend will receive the event documentation.

 Liquid Learning Group Pty Ltd takes all care to produce high quality events that deliver as promised. All 
advertised details are correct at time of publishing. However, when circumstances beyond our control prevail, 
we reserve the right to change program content, facilitators or venues. We also reserve the right to cancel or 
reschedule events if circumstances arise whereby performance of the event is no longer feasible, possible or 
legal. Liquid Learning Group Pty Ltd will not be responsible for any loss or damage arising from any changes to 
or cancelling or rescheduling of an event. If an event is cancelled or rescheduled, Liquid Learning Group Pty Ltd 
will make every effort to contact every registered delegate; if an event is cancelled or you are unable to attend the 
rescheduled event you will be issued with a credit note valid for use towards any future Liquid Learning event held 
in the twelve months following date of issuance.

 

Disclaimer
Liquid Learning Group Pty Ltd has taken due care in selecting qualified professionals as its authors and course 
facilitators. The information provided by course facilitators is not produced by Liquid Learning Group Pty Ltd and 
should not be regarded as advice. Liquid Learning Group Pty Ltd accepts no responsibility for reliance on such 
information and recommends that its clients seek further professional advice.

Privacy Statement
Liquid Learning Group Pty Ltd is committed to your privacy. All information collected on this registration will be 
held in the strictest of confidence and in accordance with the Privacy Act 1988. Liquid Learning Group Pty Ltd 
will add your information to a secure database. This will be used primarily to contact you for ongoing research, 
product development and notice of future events and services offered by Liquid Learning Group Pty Ltd. Oc-
casionally you may receive information from organisations associated with Liquid Learning Group Pty Ltd. If you 
do not wish to receive such information please tick this box:

To update or have your details deleted please advise our Database team at Liquid Learning Group Pty Ltd,  
Level 4, 619 Pacific Hwy, St Leonards NSW 2065, PH: +61 2 9437 1311, FX: +61 2 9437 1093,  
email: database@liquidlearning.com.au 

© 2008 Liquid Learning Group Pty Ltd ACN 108 415 354

Fax this form to: +61 2 9437 1093	 Please call us if you require any assistance on: +61 2 9437 1311
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