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Welcome from the CCO Forum Committee
On behalf of the member committee and LimeBridge Australia, we would like 
to welcome you to the 19th meeting of the Chief Customer Officer Forum.  The 
theme for the day is “The Next Wave”.  This should be an interesting day as 
we look at what is happening here and overseas.  Our speakers come from 
offshore and within the group and all kinds of trends are on show.  Our offshore 
guests are some of the leaders of our sister companies and other CCOF Forums 
around the world.  We haven’t hosted them since 2008 so it will be interesting 
to hear how the UK, US, France and Sweden are evolving.  

We’ll kick off the day with a mini world tour as our four global guests will give 
us a quick heads up on what is happening in their part of the world.  That will 
help us understand if Australia is up to date or behind our global peers.  We’ll 
finish the day in an unusual way discussing leadership and change with one of 
the most successful political, business and sporting figures of the last twenty 
years, the Honourable Jeffrey Kennett, former Premier of Victoria, founder of 
the charity beyondblue and former chairman of the Hawthorn football club.  

Our other speakers are a great mix of internal, external and international:
• Simon Rosenberg (former member) from SEEK joins us to share his   
 experience leading business in China;
• Bill Price, runs both the US CCOF and its sister body the Global Operations 
 council.  He’ll share his expertise in both a case study and discussion of 
 outsourcing and customer experience trends.  Many of you will remember 
 Bill from a past forum and know that he is a true Guru in the customer  
 space;
• Peter Massey from the UK chairs the UK CCO Forum and will share some of 
 his observations and learnings from those companies;
• Toby Detter is from LimeBridge’s Scandinavian affiliate and is an expert on 
 trends and working with an ageing customer base; and
• Joseph Kort CEO and Founder of Activeo in France will discuss some key 
 technologies.

Two Forum members have kindly agreed to share their experiences:
• Karen Andrews of Nestlé Australia will discuss how she has positioned 
 customer service in a Fast Moving Consumer Goods business; and
• Anthony Justice from IAG will talk about how IAG/NMRA has refreshed its 
 view of liability channels.

So this should be a great day and we hope everyone will get a lot from it.

There are a couple of new members to the group.  Tanya McCabe joins us from 
Tabcorp Holdings and Hamish Reid has taken the reigns from Julia Oxley at 
South East Water.  Pete Birch, a former member, has joined again representing 
Bankwest.

So please join us in welcoming these new and returned members and we look 
forward to some interesting discussions over the day.  For those of you that are 
new to our group, we really look forward to hearing from you in our discussions.

We hope you find today both valuable and enjoyable. 

Dayle, Michelle, Andrew, Tracey, Peter and David

Agenda

Tuesday 22nd October
7:00pm – 7:30pm Arrival drinks and EDGE Experience

7:30pm – 11:00pm Dinner at Eureka 89 

Wednesday 23rd October
Park Hyatt, Melbourne

8:00am Registration and Arrival Coffee

8:30am Welcome and Introductions

8:45am Opening Keynote: World Tour 

9:45am Morning Tea Break

10:15am Break Out Session 1

11:30am Coffee Recharge

11:45am Break Out Session 2

1:00pm Lunch

1:45pm Break Out Session 3 

3:00pm Afternoon Tea Break

3:30pm Closing Session: The Honorable Jeffrey Kennett

4:30pm What did we learn and what next for the CCO Forum?
   Closing questions and wrap up

5:00pm Meeting Close and Drinks
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Editorial – The Next Wave; Can We See It 
Coming?
One of the fascinating things about the last five years has been the shorter 
shelf life of some successful businesses.  It appears harder to see the next 
wave coming.  Blackberry, Nokia, Yahoo, ABC Learning, Darrell Lea, Angus 
and Robertson and others have gone from leaders and market stalwarts to 
basket cases in a very short time.  So how do we operate in the customer 
space if it is that hard to see the next wave?  Rather than see the wave we 
think the answer is to be ready for it.  That involves three things; satisfying 
customers sufficiently to close the door on new entrants, creating operations 
that can flex with each new wave and creating stickiness through rapid 
channel adoption.  We’ll explain each idea. 

Regardless of new trends, having satisfied customers remains a great 
defensive strategy.  We’ve seen that neglect of customers in any industry 
leaves the market open to challengers who can offer (or appear to offer) a 
better customer proposition and exploit the latest technology innovation.  
Richard Branson has built business after business looking for these pockets 
of neglected customer needs.  He loves looking for markets dominated by 
fat and lazy incumbents who don’t appear to value customers.  The Telco’s 
and Banks in Australia left their markets open to challengers in the late 90’s 
and other competitors stepped in.  The incumbents recognised belatedly 
that offering really good services made it far harder for their challengers and 
helped them retain or recapture their market share (with a little help from the 
GFC, and Vodafone’s network melt down).

A common trait of that list of “dead or dying business” is that they created one 
model of success but not one that flexed as customer needs changed.  We 
have seen many companies lock into operating models that can’t respond 
to changing customer preferences.  Often they are organised around 
channel silos that defend their turf even as customer behaviours are turning 
against them.  It takes a conscious shift in operating model design to bring 
channels together and have them collaborate.  At a recent Forum, Medibank 
showed how they had turned branches into a channel that now promotes 
and supports the internet and AGL discussed how they blend call and email 
related work.  Those kinds of hybrid models had to be designed but created 
greater flexibility to respond to the next wave of customer behaviours.  

The pace of change means that new entrants can exploit the lower costs of 
new channels while incumbents have to add another channel to their cost 
base.  So incumbents need to exploit and use new channels as fast as 
their challengers or be at a cost disadvantage.  Their potential strategic 
advantage is to create an omni-channel (let’s call that integrated channel) 
offer that competitors can’t match.  But this means that the channels have 
to work together.  For example, SMS, email and chat must be embedded 
into manned channels as they can be faster and cheaper.  If the incumbents 
can also understand and use customer preferences this embeds some 

stickiness in the relationship because customers have invested in sharing 
their needs.  

So we may not be able to predict the next wave but perhaps with these three 
strategies, we can be ready to ride it.  

David Jaffe, Graham Howard and Peter Morrison

LimeBridge Australia

Opening Keynote 
World Tour

Each of our overseas guests will give us a quick snapshot on their markets 
with a focus on:

• What’s the onshore/offshore trend?  What’s moving what’s coming 
 back?

• What seems to be working in terms of new channels?

• What’s hot in the customer experience space?

Breakout Sessions

Turning Legacy Channels from a Liability into an Asset – 
Anthony Justice, IAG

IAG/NRMA has been refreshing its channel strategy.  Like many companies 
it had legacy channels such as retail outlets and call centres that appeared 
to be liabilities given that customers seemed to be ready to switch to new 
low cost channels.  Anthony will describe how they re-assessed these 
issues and turned apparent liabilities into key channels in the overall channel 
mix.  They also debunked the myths that some channels were always more 
expensive than others and found ways to bring costs of expensive channels 
into line with others.  He’ll also describe how new channels have been added 
into the mix.  

How to Make Customer Issues Visible In Your Business- Karen 
Andrews, Nestlé

The consumer service function at Nestlé has found ways to punch above its 
weight and have an impact across a manufacturing and distribution business.  
They have used a variety of techniques to make the voice of consumer heard 
across the business.  Karen will take us through three techniques that have 
been effective and that would work well in any business.  One hinges on 
relationships, one on financial impacts and the last on canary in the coal 
mine style feedback during key product launches and testing.  If you are 
struggling to get traction with other parts of your business, these ideas 
might of interest.  There is also potential for some free Nestle goodies!
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How SEEK has Approached its Expansion into China and the 
Keys to Success- Simon Rosenberg, SEEK

For the last three years Simon has had responsibility for SEEK’s business in 
Asia with a heavy emphasis on China.  Over this time he has learnt a great 
deal about the business models that work and the challenges of straddling 
multiple diverse countries.  He’ll discuss issues such as talent shortages, 
building trust, working in different cultures, the balance between local and 
non-local in the business and the need for patience.  He’s had to rethink 
issues such as incentives and how to work markets that see competition 
differently.  Even if you have no Asia or China strategy this will be a great 
discussion on the challenges of rethinking all aspects of how we lead and 
manage.  

Lessons in Contact Strategies and New Channels from 
T Mobile - Bill Price, Driva Solutions

With 17,000 seats and over 40 million calls per year T Mobile USA needed 
a different strategy for customer contacts to resume growth and reduce 
costs.  They thought that new contact mechanisms and contact demand 
reductions strategies could help with that issue.  Bill will discuss how they 
tackled the problem and the results they obtained.  Hear how a major US 
company put theory into action, reducing their contacts per subscriber (and 
per device type) and winning customer satisfaction awards.  

Lessons in Contact Deflection and New Channels – UK Cases 
– Peter Massey, Budd

Public and private sector UK companies are driving towards a holy grail of 
digital service.  Better websites, simpler apps, the offer of chat, YouTube 
videos, forums or the ubiquitous “social” customer experience.  Drawing 
on the UK CCO Forum members experience and as a judge of a number of 
customer experience awards, Peter Massey will share what UK companies 
are learning as they move from being phone centric to being centered on 
digital and on being “multichannel”.  What does this mean companies have 
to do internally to make this work for their customers?  

Outsourcing - Sourcing or Sweetening? - Bill Price and Peter 
Massey

The UK and US went offshore to India and Manila well ahead of Australia.  
Bill located his first operation in India in mid-2000.  As chair of the Global 
Operations Council Bill gets first hand insights on what 39 of the biggest 
companies in the world are doing with their offshore and outsourcing strategy 
for all types of work.  Peter has watched as offshore strategies from the UK 
have been reversed or re-directed.  This session will give fascinating insights 
on what is and isn’t working and why.  They will cover what is coming back 
from offshore and why, plus how to make outsourcing and offshoring work.  

Working With an Ageing Customer Base – Toby Detter, 
LimeBridge Scandinavia

In Scandinavia Toby advises businesses on how to market and promote to 
the ageing demographic.  In this discussion he’ll talk about whether channel 
strategies need to be the same or different and how companies have had 
to adapt their thinking and attitude as they work with (or target) an ageing 
customer base.  Hear one of the leading experts discuss the segmentation 
strategies that apply to a growing and affluent part of the population.  

Back to the Customer Future: What Customers Always Want 
From the Customer Experience – Bill Price, Driva Solutions

For three years Bill, lead author of The Best Service is No Service, has been 
researching whether there is a repeatable formula for sales and service 
delivery that customers love.  By studying market leaders he (with a little 
help from our own David Jaffe) has boiled it down to seven key drivers of 
success.  He’ll share these drivers and examples of them in practice.  Then 
he’ll also describe the characteristics of the companies that make this 
happen.  Even if your organisation isn’t doing these things, it may help you 
learn about what some of your competitors are doing.

What Value Are Companies Really Getting From Analytics? –
Lessons from France – Joseph Kort, Activeo

French companies, like those in Australia, have started using data and 
call analytics tools and techniques but many struggle to obtain value from 
them.  In this case study Joseph will describe the particular techniques that 
a French company is using.  He’ll describe the analysis and actions arising 
from it and other techniques French companies are using.

Closing Session – Lessons in Leadership
Our closing guest speaker is Former Victorian Premier, the Honourable 
Jeffrey Kennett.  Jeff will talk to the group about leadership and creating an 
environment for employee success.  He’ll reflect on his time in government, 
his success in setting up charity beyondblue and in chairing recent two time 
AFL premiers, Hawthorn.

Guest Speaker Biographies

The Honourable Jeffrey Kennett
Hon Jeff Kennett AC is one of Australia’s most recognisable political leaders 
and widely regarded as one of its strongest. He entered the Victorian State 
Parliament in 1977 and was elected Leader of the Opposition in 1982. Under 
his leadership, the Liberal-National Party coalition was elected to government 
in 1992, with two-to-one majorities in both Houses of Parliament - a position 

Jeffrey Kennett
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unparalleled in almost 140 years in the state - and returned to office in 1996 
with a net gain in representation across both Houses.

Under his premiership, Victoria earned the reputation of being Australia’s most 
reformist state, implementing reforms to the Victorian public service, leading 
Australia in the privatisation of public utilities, reducing the State’s deficit from 
$33bn to $5.5bn, reinvigorating the economy, reinstating confidence amongst 
the Victorian community, and taking the state to the world.

Currently Chairman and Director of a range of companies and Patron of a 
number of community organisations, he is most prominently the founding 
Chairman of beyondblue, and was for seven years President of the Hawthorn 
Football Club, during which time the Hawks played four Finals series, won 
their first Premiership in 16 years (2008) and nearly doubled their membership 
base.

Anthony Justice, IAG
Anthony joined IAG in February 2011 as General Manager, Sales and Service 
for Direct Insurance where he was responsible for the distribution of DI’s 
insurance products via Call Centres, Branches and Agencies for the NRMA, 
SGIO and SGIC brands. He moved to lead the marketing function in June 
2012.

Anthony started his career in the oil industry where he spent 9 years with 
BP. He moved into financial services in 2005, where he worked for one of the 
UK’s major banks running a retail branch network of 60 branches and then as 
Director for the Bancassurance business across the UK, responsible for 1000 
Personal Financial Advisors.  

Anthony has an MA in Physics from Oxford University and an MBA from 
INSEAD.

Karen Andrews, Nestlé Australia
Karen has over 15 years’ experience in the food industry covering quality 
control and more extensively consumer service. Karen’s background is Food 
& Nutrition, however, meeting the needs of consumers and driving consumer 
focus within the business is her passion.  

Karen was appointed Manager, Consumer Services for Nestlé Australia in 
2005 after a posting in the New Zealand operation.  The Consumer Services 
Team is the Voice of the Consumer for Nestlé responsible for responding to 
consumers queries about the Company’s range of products and services.  
Karen has moved the team on from the traditional ‘complaints’ department to 
one where they partner the business to achieve business objectives.  

Simon Rosenberg, SEEK
Simon joined SEEK nearly 14 years ago and has been privileged to be part 
of SEEK’s amazing journey to becoming one of Australia’s most successful 
internet companies.  SEEK is listed on the ASX and is the leading provider of 
online employment services in Australia and New Zealand and has investments 
in other leading employment websites in China, South East Asia, Brazil, 
Mexico and Africa. Since its establishment in 1997, SEEK has consistently 
been rated as a Hewitt “Best Employer”.

Anthony Justice

Karen Andrews

Simon Rosenberg

Peter Massey

For the last 3 years, Simon has headed up SEEK’s investment in China 
(called “Zhaopin”) where he has responsibility for its operational performance 
and works with the local management teams across areas such as growth 
strategies, product prioritisation and development, salesforce effectiveness, 
customer engagement and capability development.  There is a big focus on 
looking for opportunities to leverage SEEK’s experience and expertise gained 
in the Australian and New Zealand markets.  Prior to this position, Simon had 
a range of roles at SEEK heading up sales, customer service and operations 
functions.  He is a strong leader and extremely passionate about people and 
their development and success.

Prior to joining SEEK, Simon was a solicitor with commercial law firm Hall & 
Wilcox and he holds a Bachelor of Laws and Commerce degree from Monash 
University.

Peter Massey, Budd
Peter Massey is a serial entrepreneur who has built and run a series of 
businesses, originally in technology and in customer relationships over the 
last 15 years.  He has taken part in a number of large transformation and rapid 
business startup projects.  Prior to developing Budd, Peter started, ran and 
sold 2 customer contact businesses, Round and Aspen (now e-loyalty).

He has personally consulted for many of the leading European companies 
in the technology, telecommunications, financial services, media, distribution 
and local government sectors over the previous years.

Bill Price, Driva Solutions
Bill Price started Driva Solutions in September 2001 to help companies 
achieve the delicate balance between cost containment and greater customer 
loyalty, co-founded the 10-country LimeBridge Global Alliance in early 2002, 
and formed and chairs the 39-organization Global Operations Council and the 
15-company Chief Customer Officer Forum Americas.  

Prior to forming Driva Solutions Bill served as Amazon.com’s first Vice 
President of Global Customer Service, and before that was Vice President and 
General Manager of the MCI Enhanced Call Router and Call Center Services 
divisions, COO/CFO with IVR service bureau ACP, and a Senior Engagement 
Manager with McKinsey & Company in San Francisco and Stockholm.  

He is a “Call Center Pioneer” (1997) and “CRM Guru” (2004), the lead author 
of The Best Service is No Service: How to Liberate Your Customers From 
Customer Service, Keep Them Happy and Control Costs (Wiley/Jossey-Bass, 
March 2008), and frequent speaker across the 80 countries that he has been 
fortunate to visit.  He is now working on his 2nd book tentatively called Back to 
the Customer Future: How the Best Service Leaders Delivery Great Customer 
Experiences.

Bill received his undergraduate degree from Dartmouth College and his MBA 
from Stanford University, and lives in Bellevue, Washington. He serves on the 
Board of Soccer Without Borders and Music Aid Northwest.  In his spare time 
he kayaks, runs 14 miles per week, devours TV shows, dotes on daughters 
Erika and Rachel, and takes long walks with his wife Lori and their Golden 
Retriever puppy Mac.

Bill Price
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Joseph Kort, Activeo
Since 1996, Joseph has been developing Activeo as a market leader in 
Customer Experience Management and Customer Contact Technologies.

With graduate degrees from Syracuse University in New York: Master of 
Engineering in Telecommunications and Master of Management, Joseph Kort 
began his career with Mobil then with Hewlett-Packard internationally and 
later in France. He joined Datapoint Corporation and soon thereafter became 
Managing Director of its French subsidiary. Between 1994 and 1996, he 
managed the French operations within Data General Southern Europe.

Toby Detter, LimeBridge Scandinavia
Toby (Thorbjörn) Detter, founder and principal partner in LimeBridge 
Scandinavia and Senioragency Scandinavia, is one of Europe top experts in the 
field of Customer Management (CM) and in strategic marketing. His academic 
background is from Lund University, Master in Chemical Engineering, and 
Marketing studies from Uppsala University.  

Toby has methodologies and tools that have emerged from implementation of 
Customer Management and Brand strategies across more than 30 countries 
within the Shell Group of companies.  Over the last 20 years, Toby has gained 
a wide experience, including industrial and consumer operation as well as 
successfully implementing very large projects with results recognised on 
the international arena. Examples of projects are implementation of CRM 
strategies in Europe across 16 countries, developing and implementing 
both consumer and industrial brand platforms, establishing Scandinavian 
marketing and sales organisation in a highly competitive environment.

Joseph Kort

Toby Detter

France
15, rue du 1er mai
F92752 NANTERRE
France
Phone: +33 1 47 86 17 17

Germany
Technologiepark 21,
33100 Paderborn,
Germany
Phone: +49 700 2372 6786

Sweden
Gamla Brogatan 26
111 20 Stockholm
Sweden
Phone + 46 8 22 55 29

United Kingdom
8 Percy Street,
London 
W1T 1DJ
United Kingdom
Phone: +44 (0)870 010 6190

United States
Bellevue
Washington
USA
Phone: +1 (206) 321 0841

India
49 Linden Street
Palmgrove Road
Victoria Layout
Bangalore 560 047
India
Phone + 91 (80) 5150 1654

Japan
Suite 301,
3-2-7 Azabujuban, 
Minatoku
Tokyo 106-0045 Japan
Phone: +81-3-5730-8530

Singapore
Activeo Singapore Pte. Ltd.
541 Orchard Road. 
FCCS #09-01 Liat Towers, 
Singapore 238881
Phone: +65 6933 1385

Hong Kong
12th Fl, China Merchants Tower
Shun Tak Centre
168-200 Connaught Road 
Central
Hong Kong
Phone + 852 2559 0904

Sydney
Level 57, MLC Centre
19-29 Martin Place
SYDNEY
NSW 2000
Phone: +61 2 9238 6265

Melbourne
Level 27
101 Collins Street
MELBOURNE
VIC 3000
Phone: +61 3 9499 3550

Perth
Level 18, Central Park
152-158 St Georges Terrace
PERTH
WA 6000
Phone: +61 8 6311 4699

Brisbane
Level 36, Riparian Plaza
71 Eagle Street 
BRISBANE 
QLD 4000
Phone: +61 7 3121 3058

AUSTRALIA
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