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8.45am Registration opens

9am Introduction from the Chair — Charis Palmer,
Editor, Retail Banking Review

9.15am Charting your customer experience journey

through tough times
= Why is customer experience important in a downturn?

- What does the customer experience journey look like?

- What steps should firms take, right now?

9.50am championing the voice of the customer
inside the enterprise

=> The evolving organisational structure for customer
experience management

=> Aligning channels and products to deliver the best

outcome for customers

= Some simple ideas to improve the user experience

Rob Findlay, Customer Experience Manager, Direct Sales
and Service — Portfolio Management & Strategy, NAB

10.25am Networking break

10.45 Embedding a customer focus

into your entire business

=> The role of a consumer advocate inside a finance
company

- Empowering staff to deliver a stand-out customer
experience

=> The role of customer experience improvements in
customer retention

Lisa Montgomery, Head of Consumer Advocacy, Resi
Mortgage

11.20am Our journey to improve the online
customer experience

=> Building an experience that appeals to the mass
market

= Using consumer feedback to simplify & streamline
processes

= The technical changes we’ve made to improve the
experience

11.55am Getting the service experience
consistent across channels

> Can banks really be all things to all people?

-> Differentiating your brand with customer experience
delivery

-> Ensuring service delivery aligns with your marketing
promise
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12.30pm Lunch
1.30pm

Interactive roundtable session

A chance to breakout, interact with your peers
and discuss some of the conference’s key topics.
Workshop leaders will cover:

- How to improve the online customer experience
- Live chat and other call centre supported
servicing tools

-> Branch experience trends

2.20pm

Innovation at the coal face

- What is the new customer experience — what should it

look like and which organisations get it?

-> Sparking innovation inside your organisation — do’s
and don’ts

- When to innovate and when to follow

James Gardner, Head of Innovation, Lloyds TSB

2.55pm

Networking break

3.15pm

Effectively communicating your service
proposition to customers

- The importance of transparency

- How to communicate your organisation’s values and
what they mean for customers

-> Using blogs and other two-way communication
techniques to gather useful feedback

Sarah Cutbush, Savings & Loans Credit Union

3.55pm

Panel debate: Social communities: Useful for aiding
customer experience, or an unwelcome distraction?
- The role of social networks in identifying and
responding to customer complaints

- Is Twitter a viable customer service tool?

- The compliance issues of using social networks to
address common problems

Kate Carruthers, Director, Digital Business Group

Monty Hamilton, Head of Online, UBank

Ean van Vuuren, Head of Consumer Online, Westpac

4.45pm

Close & networking cocktails

et 777/////| | \\\\\\NNN RN



_—_— ~ ~/////HINNNNANSS

Personal Details

Obr OMr OMrs O Ms [ Miss

Name Surname
Position
Company Name
Address
City State Postcode
Country
Telephone Mobile
Fax
Email 4 easy ways to register
TEL +617 3217 3422
Ven ue E?/IXAIL ;viL;é;Jr;iSZE:nkingrevew.com.au
MGSM CBD Campus Level 6, 51-57 Pitt St, Sydney MAIL  Banking Review Conferences
Fee GST Total PO Box 7292 East Brisbane Q 4169

[ Online Banking Review or
Retail Banking Review subsciber
[0 standard

$795.00 $79.50 $874.50
$995.00 $99.50 $1094.50

REGISTRATION FEE includes materials and refreshments.

This document becomes a Tax Invoice for GST purposes upon
completion and payment. Please photocopy and retain for your
records.

Method of payment

[ Please invoice me

Attach cheque made payable to Online Banking Review or provide
credit card details below:

[ vVisa [ Mastercard [ American Express [ Diners Club

Cardholders Name
Total Amount $
Card Number
Expiry Date

TERMS AND CONDITIONS

Payment terms

Full payment is required at the time of registration.
Cancellation and transfers

To obtain a full refund, delegates must notify Banking Review
Conferences in writing at least 10 working days prior to the
program start date that they wish to transfer to an alternate
program, or cancel.

Delegates who transfer or cancel from a program inside 10
working days from the program start date are liable for the

full program fee. No refunds will be given in this instance.
Substitutions can be made, with prior notification to Banking
Review Conferences, at any time up to the program start date
with no penalty.

Non attendance

If a delegate fails to attend a program, fees will not be refunded
or allocated to another program.

General

Banking Review Conferences reserves the right to cancel,
postpone or re-schedule programs due to low enrolments or
unforeseen circumstances. Full refunds or transfers will be given
in this instance. Banking Review Conferences is not liable for
any costs incurred by the attendee if the program is cancelled
or postponed. Banking Review Conferences reserves the right
to change course fees, dates, content, speakers or method of
presentation at its discretion. The information in this brochure
was correct at the time of publication but may be subject to
change.

Privacy

All personal information collected by Banking Review
Conferences is protected by the Privacy Act, 1988. Information
collected on this enrolment form is for the purposes of processing
registrations and creating and maintaining delegate records.
Information will not be disclosed to third parties except where
authorised or required by law. Please forward any enquiries you
may have in relation to privacy to events@onlinebankingrevew.
com.au




