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Welcome from the CCO Forum Committee
Welcome to our 2nd “Virtual” Chief Customer Officer Forum (CCOF). We’ve taken 
onboard your feedback from our first virtual meeting last year so hope this will 
work even better. As always, we expect good discussions and a mix of strategic 
and tactical ideas. The theme for the Forum is, Changing Customer Operating 
Models Post COVIC, and we’re very pleased with the range of speakers and topics 
that have come together, a varied mix of size, location, and age of businesses.

With travel still a week-by-week proposition we decided on dinners in three locations 
(apologies to our Perth and Adelaide members). We tried to construct a meeting 
“doable” from anywhere with “no effort” so food should get to you. The zoom 
session will be open all day and we’ll move you into break outs twice during the day. 
It will help if you can be logged into the zoom five minutes before the break outs 
begin at 9.55 and 11.30am.

Our Opening Keynote speaker is Sue Morphet, (ex Pacific Brands CEO and former 
President of Chief Executive Women). Sue is one of Australia’s most experienced 
CEO’s and directors across major corporates. In contrast, our closing keynote Tony 
Nash, Founder and CEO, Booktopia, is one of Australia’s “gun” entrepreneurs 
who has gone “From $10 to the ASX”. We look forward to both their perspectives.

In our featured cases we have a diverse range of size, scale and industries. We are 
fortunate to have Michael Baker, Chief Operating Officer, United HealthCare 
Provider Operations, from the US who will share the amazing things his 
business has done in the last year. They are a $250b business which is almost 
too big to comprehend but their achievements through 2020 are amazing. Emma 
Pezzimenti, Head of Customer Experience Aussie Broadband, will present 
some of the secrets of a business growing 100% a year! Andrew Hume, CEO 
ProbeCX was a member for many years and also doubled their business in 2020. 
They are involved in track and trace for NSW and Vic (yes both), so Andrew has 
much to share!

Tarek Ayoub, Co-Founder and CEO, Beforepay is a remarkable IT start-up – 
following in the footsteps of Afterpay who spoke here only 5 years ago. For those 
who regret not buying shares in Afterpay, perhaps this is another opportunity, 
but it does seem illogical that Beforepay should be following Afterpay. David 
McNeil, General Manager Customer Operations Alinta Energy is another 
long time member. He has twice been through the pain of drawn out and complex 
IT transformations but third time around it seems like an amazing success story. 
They believe this change will be game changing in their industry, so he’ll share the 
differences. Emma Prentice, General Manager, Customer Experience and 
Insights at Woolworths X, will tell the story of how the business dealt with a more 
than doubling of its online business, the need to respond to customers in exceptional 
circumstances and the move to at home work all in a compressed period.

Please also join us in welcoming our new members and guests for the day. We 
look forward to an interactive and informative day and as always welcome your 
suggestions on discussions, formats and speakers for the future.

The CCOF Member Committee
Julie Starley, Andrew Kiel, Lisa Pogonoski, Samantha Bartlett, Matt Paterson and 
David Jaffe
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Agenda

Wednesday 12 May Dinner

Sydney: Uccello

6:00pm – 6:30pm Drinks at the Pool Club
6:30pm - 10:00pm Dinner at Uccello

Melbourne: MoVida Aqui

6:00pm – 6:30pm Drinks
6:30pm – 10:00pm Dinner

Brisbane: Alchemy Restaurant and Bar

6:00pm – 6:30pm Drinks
6:30pm – 9:30pm Dinner

Thursday 15 October - Virtual

8:15am Zoom opens. People arrive with coffee, chat and settle in.

8:30am Welcome and Introductions

8:45am Opening Keynote: Sue Morphet, former CEO of Pacific Brands

9:45am Coffee Recharge Break

10:00am Session 1

11:05am Morning Tea Break/Opt in Networking

11:35am Session 2

12:40pm Lunch/Opt in Networking

1:40pm Closing Keynote: Tony Nash, Founder and CEO Booktopia

2:40pm What we Learnt Today and Close

3:00pm Meeting Close
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Opening Keynote
Sue Morphet, former CEO Pacific Brands: 
The Greatest Change Mix in Business History
Sue Morphet has led businesses through many dramatic changes including 
multiple mergers and transformational offshoring. However, the changes in 
business at present represent some of the most dramatic she has seen. 
The change in energy mix, gender equity impact and automation would be 
dramatic enough but COVID has also changed where we work and may 
impact globalisation trends. Sue will describe how the last year has driven 
permanent changes in consumer behaviour and preference. In her keynote 
Sue will challenge us to think what this means for business and how to 
exploit these changes.

Breakout Sessions
David McNeil, General Manager Customer Operations, 
Alinta Energy:
A Perfect Calm
Business transformation programs, particularly core system replacements 
are notoriously hard to pull off, often success is measured by the avoidance 
of a catastrophic event or significant business and customer dislocation, 
they can be ‘a perfect storm’. It would be unfair to claim failure as a constant 
in these programs but it’s definitely a more likely outcome in some form. 
Alinta has just pulled off a transformation that is the first stage of what they 
believe will be game changing in their industry, so successful they want to 
show everyone. The operational stats for their most valuable and complex 
customers (Commercial and industrial) have improved exponentially and 
customers using the associated portals now have access to information 
previously unavailable through self-service. The system helps customers 
use less power and cut their bills and customers care staff are prompted in 
how to help. The CX and UX are so good that Alinta acquired the software 
and the people who designed and built it to extend across their Mass Market 
business on the East and West coast of Australia. Find out from David what 
made this so different and how amazing the results have been.

Michael Baker, General Manager, Chief Operating Officer, 
United Healthcare Provider Operations: United Healthcare 
Provider Operations Dramatic Covid-19 Response
United health Care is among the largest insurers and providers of healthcare 
in the world. The COVID pandemic posed unique problems in health care 
provision, finance to providers and the move to at home working. At UHC’s 
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scale these problems are non trivial. Mike Baker will share some remarkable 
stories of how this $250b organisation had to respond and adapt in ways 
they didn’t expect. He’ll also discuss the lasting impacts to their operating 
model and models of health care provision. Join Mike for some fascinating 
insights into one of the unsung hero organisations in the US pandemic 
response.

Emma Pezzimenti, Head of Customer Experience, Aussie 
Broadband:
Values rather than scripts: Aussie Broadband’s approach 
to customer service
Aussie Broadband is one of the fastest growing internet service providers 
in Australia and is now the 5th largest provider of NBN services today. Their 
service ratings are off the charts by industry standards. The organisation 
believes that living and breathing the values underpins this performance. 
Join Customer Experience head, Emma, as she describes the unique 
values and how they underpin the operating model. She’ll also share some 
challenges that occur in such rapid growth and in a model so dependent on 
the NBN and other third parties. This will be a fascinating case about one of 
the emerging service leaders in Australia.

Andrew Hume, Chief Executive Officer at Probe CX:
Never miss the opportunity of a good crisis: the 2020 
Probe story
Andrew Hume has long believed that Australian needed a world class and 
world scale business process outsourcer. Probe has emerged from the 
crises of 2020 as a scale player on the world stage and an essential provider 
to government for services like Track and Trace. Andrew will describe how 
virtualisation was the easy bit for an organisation that had been cloud based 
for five years. The harder things were merger and acquisitions in a virtual 
world and adding more than 1000 employees in an at home state whilst 
maintaining the culture and values that the company thinks are critical. He’ll 
also share the balance of office and at home that he sees emerging from 
the transformations of 2020.

Tarek Ayoub, Co-Founder and CEO at Beforepay:
Customer obsession v Investor needs at Beforepay
Lender “BeforePay” has gone from nothing to next big thing in no time. With 
an IPO likely this year, BeforePay seems to be following the well-trodden 
route of AfterPay and Zip but with a different model business model. With 
the customers and revenue growing at exponential rates, founder Tarek 
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will explain the challenges of keeping the business operations on top of 
customer growth while having to find funding and manage the demands 
of investors. On top of that he is trying to create the culture and processes 
needed to make this a sustainable and massively scalable business model. 
This will be a fascinating case given the challenges we heard Jodie Fox 
discuss for start-ups at our last meeting.

Emma Prentice, General Manager, Customer Experience 
and Insights at WooliesX:
Woolworths COVID-19 Customer Game Change
COVID-19 led to massive demands on Woolworths online business as well 
as supermarkets. Emma Prentice will tell the story of how the business 
dealt with a more than doubling of its online business, the need to respond 
to customers in exceptional circumstances and the move to at home work 
all in a compressed period. The changes in Woolworths went far beyond 
a temporary COVID impact. Emma will describe the lasting impacts the 
crisis had on how the business sees customer contact and seeks insights 
and understanding from front line staff. The urgency of COVID also brought 
about greater collaboration across the business and a revised approach 
to Agile change. This is a fascinating story in how COVID disrupted one of 
Australia’s largest businesses in a positive way.

Closing Session

From $10 to the ASX.: The Booktopia Story
The Booktopia story has been a fantastic example of a start-up finding 
ways to challenge the norms in their industry. Founder and CEO Tony 
Nash recognised that publishers were stuck operating in a certain way 
with an obsession about new titles with little focus on the vast stock of 
existing books. He then worked on building a brand, processes, people 
and systems to match and has never looked back. This will be a fascinating 
overview of the growth of one of Australia’s most innovative businesses that 
has become a success where many have failed. Tony will share many of the 
lessons he has learnt and their applicability to all businesses.
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Guest Speaker Biographies

Sue Morphet former CEO Pacific Brands and past 
President of the Chief Executive Women
Sue has over 30 years of brand, consumer goods, manufacturing and retail 
management experience across Australia and New Zealand.

Sue currently holds non-executive directorships with The Arnott’s Group, 
Asaleo Care Limited, and Mosaic Brands Limited. Sue is a member of the 
Corporate Council for the European Business Council (EABC).

Sue was formally the president of Chief Executive Women from 2019-2020, 
formally Chair of National Tiles Co Pty Ltd from 2015-2020 and Manufacturing 
Australia from 2012-2014 and has held non-executive directorships with 
Fisher and Paykel, Godfreys, Melbourne Fashion Festival, Kings School 
Foundation and Save the Children Australia. Sue was CEO of Pacific Brands 
Limited from December 2007 to September 2012, following 12 years with 
the company.

Sue holds a Bachelor of Science and Education from the University of 
Melbourne.

Tony Nash is Founder and CEO of Booktopia
Tony Nash started his first internet business in 1996. In 2004 Tony founded 
Booktopia, an online bookstore, with an allocated budget of $10 a day. The 
company’s first book sold in 3 days. Fast track 16 years and Booktopia 
now sells one book every six seconds, with an annual turnover of over $175 
million a year. It was listed in AFR/BRW’s Fast 100 eight times, the only 
company to achieve this feat, and was voted Book Retailer of the Year for 
the 3rd time in 2019 at the Australian Book Industry Awards.

One of the defining aspects of the business is its philanthropic program. So 
far Booktopia has donated well over $1 million in books and cash to literacy 
based projects in Australia including indigenous literacy, writers festivals, 
readers conferences, library fundraising projects and book industry awards.

After being a finalist for 7 years, Booktopia finally took out the top award as 
the 2018 NSW Business of the Year at the Telstra Business Awards as well 
as the National People’s Choice Award in the same year.

In July 2018 Booktopia also won Best Pureplay Online Retailer at the Online 
Retail Industry Awards and Tony was acknowledged with the Industry 
Recognition Award.

Booktopia launched a book wholesale distribution business called Booktopia 
Publisher Services (BPS) in 2016. In 2019 it also launched its own publishing 

Sue Morphet

Tony Nash
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imprint Booktopia Editions so the business can own the whole value chain 
from publishing right through to distribution as well as retailing.

In 2015 Booktopia bought Angus & Robertson, an iconic Australian book 
retail brand established in 1886. In 2020, Booktopia also bought The Co-op 
Bookshop established in 1958 after it went into administration.

Tony is an entrepreneur, Founder & CEO in online retail. With a background in 
recruitment, programming, business development, selling, SEO and internet 
marketing, Tony has developed outstanding negotiation and leadership 
skills with a thorough understanding of sales, forecasting, bootstrapping, 
PR, empowerment and managing an executive team.

Emma Pezzimenti, Head of Customer Experience, Aussie 
Broadband
Emma is a passionate CX leader who has helped support Aussie Broadband 
through a period of massive change, with rapid growth, an upcoming IPO 
and a pandemic.

In 2019, she joined Aussie Broadband as a Customer Experience Manager. 
Her portfolio has recently been expanded to include Customer Value duties.

Over the past 12 months, Aussie Broadband has experienced rapid growth 
in both staff and customer numbers. During this time, Emma successfully 
removed more than 500 pain points for customers through tweaks, 
automation and new processes.

One of her biggest achievements has been the “Voice of the Customer” 
program, which Emma introduced to the company. Using insights from the 
program, she drives improvements in the customer journey.

In addition to the many prestigious awards that the company has won, 
Emma has recently been named as a finalist in the ‘Rising Star’ category in 
2020 ARN Women in ICT awards.

A compelling leader with a unique blend of strategic and operational 
capability and experience. I thrive when driving change, leading teams 
and managing initiatives that deliver measurable improvement in customer 
experience and have done so across a variety of contact centre, operational 
and strategic project roles in large customer-based organisations.

Tarek Ayoub, Co-Founder and CEO at Beforepay
On a mission to disrupt the payday lending industry by putting an end to the 
payday distress cycle, providing working people with instant access to their 
accrued wages on-demand, and increasing financial wellness :D

Emma Pezzimenti

Tarek Ayoub
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Andrew Hume, Chief Executive Officer, Probe CX
Experienced Chief Executive Officer with a demonstrated history of working in 
the outsourcing/offshoring industry. Skilled in Customer Experience, Shared 
Services and Knowledge Services, Customer Relationship Management 
(CRM), Customer Satisfaction, and Customer Retention. Proven business 
growth leader with an MBA from the University of Melbourne - Melbourne 
Business School.

David McNeil, General Manager Operations, Alinta Energy
Experienced senior manager in the retail energy sector with specialist 
skills and knowledge in business sales, back office operations and large 
offshore/outsourcing operations. Possessing deep functional knowledge 
and industry experience across wholesale & retail sales, settlements, 
billing, collections and BPO operations Skills and Experience: Experienced 
Leader of large Operational Business Units +2000 people, Strong Change 
Management and Business Transformation skills, Business Sales and Sales 
Strategy, Functional and Operational expertise in the energy industry and 
deep experience in managing offshore BPO operations.

Emma Prentice, General Manager, Customer Experience 
and Insights at WooliesX
Highly motivated individual with extensive experience leading large Contact 
Centres and operation teams. Passionate about excellent customer service, 
customer intelligence and service delivery. Determined to deliver continuous 
improvement and simplification of processes for customers and team.

Mike Baker, Chief Operating Officer at UnitedHealthcare 
Provider Operations
Mike Baker serves as Chief Operating Officer of UnitedHealthcare Provider 
Operations, a division of UnitedHealth Group (NYSE: UNH). In his role, Mike 
oversees all strategy and operations for UHC Provider Operations across 
the provider experience lifecycle. He leads a centralized function of more 
than 14,000 professionals dedicated to achieving distinctive performance 
for the largest provider network in the United States and the more than 50 
million UHC members they serve.

Mike and his team engineer the strategic direction and oversee end-to-
end management for the operation supporting our partners in the provider 
community. Their goal: distinction as the most recommended payer in 
the health care space. Most recently, Mike led the Consumer Services 
organization for UnitedHealthcare’s Medicare & Retirement business. While 
there, Mike and his team transformed the service experience for Medicare 

Mike Baker

David McNeil

Andrew Hume
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beneficiaries. This transformation resulted in record-breaking performance in 
every customer experience and operating measure and the first major health 
plan in the United States to achieve J.D. Power Call Center Certification.

Mike joined UnitedHealthcare in September of 2013. He has extensive 
experience running large-scale operations and brings expertise driving broad 
strategic change initiatives to transform the consumer experience. Mike 
joined UHC from First Data, the world’s leading payments company, where 
he was Vice President and Chief of Staff for Global Operations. Previous 
senior leadership roles at First Data include leading North American contact 
center operations, global vendor management and enterprise customer 
experience. Mike also previously led the contact centers for Hershey’s 
Chocolate Company.

Mike regularly gives keynote presentations on topics including employee 
engagement, culture, customer segmentation, social media and innovative 
sourcing concepts at major global customer contact forums throughout the 
past several years. Mike is an Honorary Senior Inventor at United Health 
Group and completed the first Certified Professional Innovators

program at Georgia State University. He holds an MBA from the University 
of Phoenix and a Master of Health Care Delivery Science from Dartmouth 
College. He is based in Minneapolis.

“Mike Baker’s day job has included overseeing the quality of consumer 
experiences provided to something like 50 million people who are customers 
of UnitedHealthcare, the largest private health insurer on the planet. Now, 
you might say, the bar must be set low for his work. We’re talking about 
health insurance, right? Yet of all the people whose views and research are 
included in Get What’s Yours, no one stood out as more of a consumer 
advocate than Baker, ostensibly the fox guarding the henhouse. When he 
talks about what consumers need from healthcare, Baker is so ardently 
pro-patient that he sounds like an industry critic. Could this just be an act 
for my benefit? I don’t think so.”

Moeller, Philip. Get What’s Yours for Health Care. Simon & Schuster, 2020..


