




programme

11.00	�Creating a Customer Focused Culture

	 �Jo Thomson, managing director,  

The Procter Consultancy

	� Learn secrets and top tips for delivering 

service excellence through your people 

- including Procter’s 7 steps to change 

model. Jo will also share some tried and 

tested good practices within the public and 

private sectors.

11.45	�Customer Satisfaction: Changing Direction 

	� Andy Fisher, superintendent,  
Merseyside Police

	� Andy will take delegates through 

the programme of cultural change at 

Merseyside Police.  He will highlight 

various ‘opportunities for learning’ and 

how they will shape the direction of 

continuous improvement for customer 

service delivery and culture change.

12.30 Lunch

09.00	�Registration, morning coffee  

and networking

09.30	�Chair’s introduction 

	� Shirley McNabney,  

membership director, ICS

09.35	�Welcome

	� Linda McDowall, senior director,  

Business Networks and Communications, 

Scottish Enterprise

09.45	�Scottish Water – Today and Tomorrow

	� Peter Farrer, customer service delivery 

director, Scottish Water

	� Peter will lead you through Scottish 

Water’s service improvement programme 

outlining key challenges and achievements 

and how the company will continue to 

improve customer service despite intensive 

competitive pressures.

10.30	Coffee

13.30	�Creating and Sustaining Innovative and 

Creative Workplaces 

	� Lynne Copp, managing director,  

The Worklife Company

	� Creating great places to work will help 

employers ride the waves of financial 

uncertainty and deter the best people from 

jumping ship in a crisis. Lynne will discuss 

the importance of strong leadership in 

achieving this. Using her research, work 

and experience she will provide delegates 

with an insight into the key aspects of 

establishing and sustaining innovative 

workplaces.

14.15	�Customer Service – Self-Starters 

Required! 

	 Patrick Tansey, director,  

	 SmarterBrain Training

	� In today’s highly competitive markets, 

organisations need to search for ways to 

maximise the return from their people. 

They should look for tools, techniques and 

systems to develop self-starters.   

Self-Starters?  These are people who not 

only carry out assigned tasks competently 

but who, independently, seek out, identify 

and solve problems.

	� A Gallop poll concluded that 50% of 

employees felt they could accomplish 20% 

more in a day if two conditions were met:

	 • they wanted to

	 • they knew how to.

	� In other words, if employees know how to 

improve their productivity they will want to 

make that improvement.

15.30 Close

Shirley McNabney
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 How much does it cost?

ICS member rate	           £200
Non member rate	           £250

This covers the cost of the 
conference and includes lunch 
and refreshments. The price 
excludes VAT.  

Booking contact details

Name of booking contact: .................................................................................

Organisation: ....................................................................................................

Address: ...........................................................................................................

..................................................................... Postcode: ...................................

Phone: .......................................................... Fax: .............................................

Email: ............................................................................................................... 

Programme changes

It may be necessary 
for reasons beyond 
our control to amend 
the programme and/or 
speakers.

Data Protection

Please note that the 
personal data you 
supply will be handled in 
accordance with the UK 
Data Protection Act 1998.
n �I don’t wish to be 

contacted about future 
ICS activities.

n �I don’t wish for my 
information to be 
passed to a third party.

Additional requirements

We are happy to 
accommodate any special 
needs, e.g. wheelchair 
access, large print, dietary 
requirements, etc.  
Please let us know at least 
14 working days before the 
conference date.

Wednesday 1 April 2009

Payment details 

Guarantee your place with full payment before the conference. 
Conference fee (members £200 or non members £250)

.	 n  @£200	 £......................

.	 n  @£250	 £......................

.	 VAT @ 15%	 £......................

.	 Total payment  	 £......................

Please tick appropriate box to indicate your method of payment.

n	 Cheque

 	 Enclosed is my cheque for £ ....................................... incl. VAT 

 	 (please make cheque payable to Institute of Customer Service)

n	 Credit card

	 Please charge my credit card for £ .............................. incl. VAT

	 n  AMEX     n  VISA      n  MASTERCARD      n  MAESTRO

	 Card number: nnnn  nnnn  nnnn  nnnn
	 Expiry date: nn/nn    Issue number (Maestro only): nn
	 CVV security number three/four digits: nnnn
	 Name of card holder: .................................................................................. 

	 Signature of card holder: ............................................................................

n  Invoice

	 Please invoice my company for £ ................................ incl. VAT

	 Purchase order number: .............................................................................. 

Invoice details (if different from above):

Name: .............................................................................................................. 

Organisation: ...................................................................................................  

Address: ...........................................................................................................

..................................................................... Postcode: ...................................

Delegate details

Delegates will receive correspondence individually if their address details are 
included below, otherwise all correspondence will be sent to the booking contact 

Name:.......................................................................................

Job title: ....................................................................................

Organisation: ............................................................................

ICS member: YES/NO ................................................................

Address: ....................................................................................

................................................................................................. 

................................................................................................. 

Postcode: .................................................................................

Phone: ......................................................................................

Fax: ...........................................................................................

Email: .......................................................................................

Name:.......................................................................................

Job title: ....................................................................................

Organisation: ............................................................................

ICS member: YES/NO ................................................................

Address: ....................................................................................

................................................................................................. 

................................................................................................. 

Postcode: .................................................................................

Phone: ......................................................................................

Fax: ...........................................................................................

Email: .......................................................................................

Name:.......................................................................................

Job title: ....................................................................................

Organisation: ............................................................................

ICS member: YES/NO ................................................................

Address: ....................................................................................

................................................................................................. 

................................................................................................. 

Postcode: .................................................................................

Phone: ......................................................................................

Fax: ...........................................................................................

Email: .......................................................................................

Institute of Customer Service 
2 Castle Court, St Peter’s Street, Colchester CO1 1EW  T: 01206 571716  F: 01206 546688  E: icsevents@icsmail.co.uk

Other ways to book

If you wish to book offline  
you can:

• �Fax the completed form to 
01206 546688

• �Post the completed form 
(with cheque, if applicable) 
to Institute of Customer 
Service, FREEPOST ANG 2768, 
COLCHESTER CO1 1YT

• �Phone 01206 571716 to book 
your place, using a credit card.

To register additional 
attendees, please photocopy 
this form.

Where did you hear about 

the conference?

.................................................

.................................................

.................................................

What happens if I have 
to cancel?

We are happy to welcome 
a substitute colleague 
if you are unable to 
attend the conference 
for any reason but would 
appreciate prior notice.  
If you have to cancel 
entirely, please let us 
know 14 working days 
in advance to receive 
a refund less a 20% 
administration charge.

http://www.icsconferences.com/
http://www.icsconferences.com/
http://www.icsconferences.com/EventDetail.aspx?ID=31&EId=69



