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1 Do You Have a Customer-Centric Culture — Do

You Know Your People Risk?

Everyone in an organisation will be involved with customer service — directly
or indirectly. An organisation’s identity will always be defined by its people —
especially when it comes to creating a customer-centric culture. Therefore, the
board and CEO need to determine how to build and sustain the organisation’s
capacity to deliver customer service aligned with the organisation’s purpose.
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James will look at the role of the board in people risk, and what the board can
do to make customer-centricity a part of the organisation’s culture.
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James Beck — Managing Director,
Effective Governance
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Jamie Skella
Co-Founder,
Horizon State
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Dr Amantha Imber

Chief Executive Officer,
Inventium
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Professor cliff Mallett
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professor of Sport psychology
and Coaching,
The University of Queensland
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Main Conference - Saturday 11" & Sunday 12" August 2018

The heart of the Better Boards Conference runs over the Saturday and Sunday with fully catered breaks and a mix of
concurrent workshops and plenary presentations. Hundreds of board members and CEOs attend the Main Conference
forming one of the largest regular gatherings of leaders from not-for-profit organisations in Australasia, and creating an
environment ripe for making connections, the sharing of ideas and gathering of information with peers.
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“This conference exceeded | “Networking and side

to discuss and resolve and challenging.” compare products. Overall everyone could attend.”

common issues”’ Marion Truman | Director | South West a valuable use of time.” Jennifer O'Mullane | CEO

Community Foundation, VIC Australia Phil Greenwood | CEO | John James Local Drug Action Groups Inc,
Foundation, ACT Australia WA Australia

. Lynne Moran | CEO
ﬁ Blackmans Bay Community Services,
TAS Australia
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Pre-Conference Masterclasses - Thursday 9™ August

Half day Masterclasses will run on the Thursday before the conference and provide an opportunity for those wishing to
undertake focused and specialised learning. Topics this year are Strategic Transformation and Impact-led Design.
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