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“I took away some solid, tangible examples to stimulate employee 
engagement. I’m looking forward to sharing these with my colleagues 
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•	 Get leaders to take real action on engagement issues  

	 and understand it’s not just a communication exercise 

•	 Develop a thriving communication model where 
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	 employee relationship 
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Day One

9.00 	 Welcome from the Chair 

Rebecca Richmond, Research and Content Director 
Melcrum

9.10 	 International Keynote Speaker 
Question: What do CEO’s of winning companies do? Answer: They create great management teams.  
7 out of 10 people leave the manager they work for, not the organisation. Warren Buffett looks to buy strong management teams because he knows that over the 
long run, they deliver. We’ve long known about the power of effective management on the organisation’s ability to deliver on its strategic objectives, but it is the 
line managers who are key in delivering first class service to the organisations’ customers, as well as sustainable and profitable growth. So where do we find these 
effective managers? Or even better, is it possible to create them through a focus on what we’ve learnt about employee engagement and organisational dialogue? 
What role does the CEO play in all of this? And how can organisations truly leverage the skill set of the communications professional? You’ll experience a practical 
approach to driving world-class managerial engagement. You’ll also see compelling evidence and real life case studies that demonstrate the link between managerial 
engagement and performance, and more importantly, get to identify how to make this work for your organisation through the four elements of effective managerial 
engagement. 

Wayne Clark, Managing Partner, Best Companies™ Partnership LLP (BCP) 

10.00 	 Integrating social media into a communication strategy at PwC  
When PwC introduced a new social media channel for staff, it had some surprising and very pleasing results which had both staff and the executive asking for 
more. In this session you’ll hear how and why the very same leaders advocating traditional communication methods are now embracing new ways of connecting 
with their people.  
Megan will give you practical ideas on ways communicators can: 
•	Unleash the voice of your people for business results 
•	Get leaders on board with social media 
•	Shift the balance of power from executives to staff (without losing your job!) 
•	Show how communications impacts staff engagement 
•	Create connections across generations and different roles 

Megan Thomas, Head of Internal Communications, PwC

10.50 	 Morning tea

1.00 	 Lunch

11.10 	 Staying true to Orange - how we reinvigorated employees’ 
belief in the Bankwest brand 
What do you do if you want to challenge yourself to think and 
behave differently? For anyone who’s tried it, it has involved some 
kind of change; a revitalising of the spirit, a makeover of anything 
and everything from their wardrobe to their philosophies on life. And 
generally, though not always, the catalyst for this rebirth is a desire 
to think, do and be better. That’s why we launched project Orange. 
It’s about realising our vision to revitalise Bankwest’s stores, business 
centres and neighbourhood banks across Australia under One Vision. 
It’s about reinvesting in our people, careers, development plans, reward 
and recognition programs, creating a One Team environment. It’s 
about creating a brand, an environment and a culture that engages 
colleagues, and drives world class engagement results. 

Nicole Dowling, Manager - Internal Communications Retail  
Bankwest

OR	 Engaged staff; engaged customers 
When Sunsuper launched its new brand positioning, it recognised that 
a shift in the way call centre representatives engage with members 
was required. Sunsuper needed the phone teams to actively engage 
members in meaningful conversations. In this case study, Simone will 
share how Sunsuper approached this challenge - engaging call centre 
teams to embrace this important shift.  Hear Simone talk about: 
•	How engaging call centre teams can directly impact customer  
   engagement 
•	How this profit-for-members fund managed a communication  
   campaign (on a shoestring) 
•	How reality TV was brought to life in a call centre 

 

Simone Blumberg, Employee Communications Manager  
Sunsuper

12.00 	 The global impact of the Brisbane floods 
While the floods in Queensland were devastating the lives and homes 
of thousands of residents, communication and operations in Intec/CSG’s 
global business were being paralysed as the Brisbane CBD was shut 
down. This was a local event with global corporate impacts. Incident 
plans became a hollow shell as the multi-faceted implications became 
evident. In this case study Lisa will share the global impacts, steps taken, 
and lessons learnt as a result of this catastrophic event. Lisa will also cover 
how the internal communications team worked as a part of the incident 
management team to: 
•	Keep employees informed and engaged  
•	Create a temporary remote workforce 
•	Plan for improved future incident management with an updated  
	 business continuity plan 

Lisa McNally, Internal Communications Manager  
Intec (now officially a part of CSG Systems)

OR	 Communicating change, with an already engaged audience 
‘Commitment to the cause’ is not generally a challenge when you 
work in a not-for-profit organisation, but creating the time and space 
to successfully engage staff in significant change can be. When 
senior leaders within the policy and programs division at World 
Vision Australia agreed it was time to tackle systemic issues via a new 
operating model, they knew communicating effectively with staff was 
going to be critical. Jill Roche, Internal Communications Manager, will 
share insights from the process she followed to guide the leadership 
team through a planned approach to change communication. Drawing 
upon her experience in the corporate, consulting and not for profit 
sectors, Jill developed a communications program that is helping to 
empower the senior leaders and engage stakeholders. 
 

Jill Roche, Internal Communications Manager 
World Vision Australia 
 

Day One continued...
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	 Co-Chair 

Jonathan Champ, Communications Advisor 
Meaning Business
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2.00	 Leadership lessons: aligning people, cultures and creating high 
performance environment 
SAP Australia New Zealand is recognised within SAP globally as a 
top performer for the past 10 years.  Key to success in ANZ has been 
attracting and retaining the best people in the business, through the 
creation of a high performance culture and consistently high levels 
of employee engagement. For SAP, success is deemed drawing a 
‘line of sight’ from customers through to the individual.  Our people 
need to buy into who we are, what we do and what we are trying to 
achieve. This alignment of meaning and purpose is the key to SAP’s 
high performance culture, to attracting and retaining the best people.  
SAP’s CSR activities have been crucial in getting employees engaged 
with the company in new and different ways. 
Peter Sertori,  
Director Communications, SAP Australia New Zealand 

 
Andy Labute, HR Director, SAP Australia New Zealand

OR	 Rebranding across 20 countries at Ausenco 
The Ausenco communication team was challenged with the 
enormous task of uniting 2,500 personnel from four different 
businesses across 33 offices in 20 countries, speaking four different 
languages, behind one brand and culture in nine months.This 
presentation will cover the key rollout activities such as strategy and 
implementation plan; internal launch strategy; the engagement of 
Champions and Ambassadors; the briefing of key external audiences; 
the switchover; embedding as well as the challenges, achievements, 
lessons learnt and what’s next? From this presentation you’ll learn: 
•	The importance of support from the executive team 
•	Tips on dealing with branding and design partners 
•	What activities worked and what didn’t 
•	How to overcome the challenges of a communication change 
program leading organisational change 
 

Paula Lammey, Director Corporate Communication  
Ausenco
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3.40 	 Afternoon tea

4.00 	 Interactive Session 
Moving from cascade to dialogue 
Melcrum’s latest research, conducted specifically for members of the Strategic Communication Research Forum, explores the power of dialogue to bring 
strategy to life and the crucial role that line managers play in making this happen. In this session, Rebecca Richmond will share key insights from our 
interviews with comms leaders at companies including Aviva, IBM, Nokia, and GE Real Estate, as well as best practices addressing questions such as:  
•	How are new models of engagement changing workforce communication? 
•	Does the traditional communication cascade still have a place in our companies? 
•	What can a shift to a dialogue-based approach bring to our organisations? 
•	How can we better equip line managers to engage employees around strategy and open up ongoing dialogue with their teams? 
Rebecca Richmond, Research and Content Manager, (International Speaker) Melcrum

4.50 	 Closing remarks from the Chair

5.00 	 Networking drinks

2.50 	 Lifting the lid on engagement though authentic conversations 
Following a challenging period of change for the organisation, 
AGL embarked on a focussed strategy to foster a values based 
environment where authentic feedback is heard, valued and actioned. 
This strategy has influenced significant employee engagement score 
increases year on year, including our front line environments. Sam will 
share AGL’s journey and the key initiatives implemented including: 
•	AGL’s engagement action planning process including pulse check   
  discussions and feedback forums 
•	A focus on building leadership capability 
•	AGL’s Customer Connections Program  

 
Sam Bradley, People Engagement Strategy Manager  
AGL Energy

OR	 Performance through people 
Establishing a new five-year people strategy within an organisation of 
5,500 people spread across the country was an exciting and fulfilling 
task for Samantha Palmer and the people branch at the Department 
of Health and Ageing. Hear how this agency tried a new approach 
to engaging staff and reflecting their views and feedback within the 
development of a key strategy to drive performance through people 
from 2010-2015.  You’ll learn: 
•	Creating effective engagement when cynicism is potentially high  
•	Using external consultants versus inhouse staff - lessons learnt  
•	Creating an IC messaging platform for future people    
   communication 
 
Sam Palmer, General Manager, Communication & People 
Strategy, Department of Health and Ageing



 

Day Two 7th April 2011

9.00 	 Welcome from the Chair 

Rebecca Richmond, Research and Content Director 
Melcrum 

9.10 	 Post credit crunch: the NAB engagement story 
National Australia Bank’s approach to employee communication during the time of the Global Financial Crisis resulted in improved employee awareness and 
understanding, and a Gold Quill acknowledgement for its innovative and integrated approach.   
 
At a time where most corporates went quiet, NAB spoke up and grabbed the opportunity to engage with its people in a very different way. A few years on, hear 
how NAB is keeping its employees informed during a time where the banking industry is getting even more interesting! 

Helen Nelson, Head of Corporate Affairs, Group Functions, NAB

10.00 	 Round table discussion 
These discussions are one of the favourite components of Melcrum conferences. 
We’ll track the subjects that are creating the most interest and provide opportunities for meaningful discussions.

10.50 	 Morning tea

Day Two continued...

	 Co-Chair 

Jonathan Champ, Communications Advisor  
Meaning Business

11.10 	 Employee engagement to build a corporate intranet  
Creating and launching an intranet site involves input and buy-in from 
a wide range of staff.  Intranets are no longer just the domain of the 
IT department or Communications team.  This case study looks at 
how Powerlink’s intranet site was designed and built using employee 
engagement and how the site is managed today using an author and 
editor community.  Learn more about: 
 
•	 Educating staff to see the intranet as a valuable organisational tool 
•	 Engaging stakeholders to take ownership and management of their   
    intranet material 
•	 Maintaining engagement to the intranet once the project has     
    concluded 
 

 Pita Norris, Internal Communications Manager  
 Powerlink Queensland

OR	 Engaging a dispersed workforce  
Ambulance Victoria has 4,000 staff spread over 250 locations, with varied 
shift times and rosters so there are some real challenges that they’ve had 
to overcome. Due to the nature of the work, paramedics also spend more 
than 75% of their time on the road away from computers so electronic 
communications have limitations. During this presentation James will 
speak about some of the innovative approaches Ambulance Victoria has 
taken to deliver messages to their staff, including:  
•	Taking the message to the workforce, identifying where staff have to  
   go and how to reach them 
•	Using creative approaches to standard messages to influence behaviour 
•	Adopting technology to update age-old reliable information sharing  
   techniques 

James Howe, Manager Corporate Communications 
Ambulance Victoria

1.00 	 Lunch

12.00 	 Sustaining engagement during major change 
Following the release of plans for significant organisational restructuring 
at La Trobe University, an administrative change program was put in 
place to manage the reviews of ten areas of University administration. 
An internal communication campaign to support the change 
process was an integral part of this program. The program aimed 
to foster an open, honest and cooperative relationship between 
staff and management. Using various engagement techniques and 
communication channels, the University has seen significant staff 
engagement during the lengthy review process and subsequent 
implementation of changes. In this session Warrick will discuss:  
•	Challenges unique to La Trobe and those common to complex   
   organisations undergoing significant structural and cultural change  
•	Techniques employed to foster engagement and enthusiasm for                             
   change  
•	The effort to encourage input and feedback from staff 
•	How criticism of the University’s approach was responded to 

Warrick Glynn, Internal Communication Manager  
La Trobe University

OR	 Maintaining employee engagement during major change 
Our profession is all about communicating change but when a 
company undergoes a fundamental shift, how do you ensure 
employees move with you in the timeframe required and how do 
you maintain engagement and productivity? Lyn O’Dwyer will discuss 
three major change programs and the communication approach used 
in each - what worked well, lessons learned, and turning around a 
program when it goes wrong.   
Case studies will include: 
•	Financial services acquisition - bringing together disparate cultures 
•	Telecommunications transformation - getting back to basics and the 
	 importance of visible leadership 
•	Professional services rebrand - taking employees on the journey 
	 - fast-tracked! 
 
 
Lyn O’Dwyer, Communications Manager 
PPB Advisory

 



2.00 	 From research to results at Microsoft 
 
 
 
 
 
Teresa North, Internal Communications Lead, Mircrosoft

2.50 	 Communicating in times of change 
Multi-billion-dollar Queensland icon QR National Coal has faced wide-ranging challenges and undergone a significant corporate transformation in recent years. 
From the introduction of competition and internal organisational restructures, to new enterprise agreements, privatisation and the pursuit of cultural reform, the 
scale of change has been epic.  
Find out how QR National Coal: 
•	Established communication channels to reach its uniquely hard-to-reach workforce 
•	Ignited a safety revolution and instilled safety as its business core value   
•	Set the crusade and led a cultural transformation from government monopoly to top ASX-listed company 
•	Successfully managed complex issues and implemented significant change programs in a traditional unionised workforce without industrial unrest  

Margaret Lynch, Strategic Communication Manager, QR National Coal

3.40 	 Afternoon tea

4.00 	 Making it happen: The story of VicRoads blog 
Hear the inside story of an exciting internal social media project that is changing the conversation at VicRoads and providing new perspectives for Internal 
Communications. This collaborative project was driven by staff demonstrating their desired culture. 
Rebecca will share her insights on how they: 
•	Developed a successful social media tool 
•	Built strong partnerships with senior leaders 
•	Delivered effective communication and engagement strategies 
•	Exceeded expectations 

Rebecca Cattran, Internal Communications Manager, VicRoads

4.50 			         Closing remarks from Chair
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"I highly recommend this conference to both internal  

communications and human resource officers in the  

private and public sector."  

Kimberley Durham, Internal Communications Manager 

Australian Taxation Office

"I got lots of ideas which was exactly what I want – inspiration! 

Case studies, concrete examples, practical solutions - Keep it up!" 

 Helen McDonald, Corporate Communications Manager 

Department of Planning and Community Development

"A really great opportunity to connect with other communicators 

and learn from their success stories."  

Emma Tranching, Communications Adviser  

Victorian Police

On registering you will be sent a survey to complete asking you to indicate which concurrent session you would like to attend. 
Please note, there is limited availability at each session, so it is a case of first in best served. 

	 When Teresa joined Microsoft, the first thing she did was a communication audit. The results said that, overall, internal communication was good 
but as always, there was room for improvement. During the past year, the team has focused on redesigning the intranet, introducing a new internal 
brand, leadership communication, face to face events and how to introduce social media into the internal communication infrastructure.  
In this session, Teresa will talk about how they got from research to results and show examples of the changes they’ve put in place at Microsoft. 



“The conference was enjoyable and very informative.  
I am new to my role and the conference has helped 
me identify ways I can approach the “opportunities”  

(not challenges) in my organisation.”  
Principle Internal Communications Advisor, BHP Billiton

Pre-Conference 
5 April, 2011

Melcrum Pre-Conference Workshops 
Melcrum workshops are practical sessions consisting of case studies  
and exercises, giving you real solutions to real problems. 

Afternoon Session
 

We’ve studied the leadership teams from 

thousands of organisations over 10 years, 

and listened to the views of over 1.5 million 

employees in over 20 countries. We’ve 

found that there seem to be a few traits that 

separate the best organisations out there from 

the rest.

We already know about the “when, who and 

how” as it’s about the capability and capacity 

of leaders to engage and communicate. But 

this workshop will focus on the ‘why’ and the 

‘what’. It will focus on the four defining traits 

that seem to exist in the best organisations, it 

will focus on creating sustainable performance 

through dialogue. We’ll also be investigating 

the heart of the organisation; the reason for 

its very existence.

Using real life case studies, personal 

experiences and compelling research data, 

Wayne Clarke, Managing Partner of the Best 

Companies Partnership, will share these four 

“cornerstones” of strategic engagement. He 

will also share a current journey that one of 

the large prestigious European automotive 

companies are on with respect to how they’re 

implementing this approach.

The workshop aims to:

• Explain the B2 approach and its relevance to  

   driving strategic engagement 

• Share best practice to understand what  

   works for other organisations 

• Reassess the role of the communicator with 

   respect to what we know about leadership 

   behaviour 

• Create a structured plan for how we evolve 

    our respective organisations 

• Find out how your organisation shapes  

   up using a unique strategic engagement 

   measurement tool

 

 
 
Wayne Clarke 
Managing Partner 
Best CompaniesTM Partnership

Strategic engagement – what the best do

Morning Session

The cascade has been part of internal 

communication for decades; sending 

information from top to bottom of any 

organisation. But as communicators seek 

more strategic partnership with the business, 

we must support performance goals by 

helping employees to understand, and play 

their part in, corporate strategy. To achieve 

that, we need our front-line managers 

to engage employees in dialogue. But 

what support can, and should, internal 

communication provide for those managers?

 Workshop attendees will:

•	Understand and communicate the 

	 business case for dialogue in a  

  “manager friendly” way

•	Assess barriers to manager-led dialogue 

	 within their own organisations, and work 

	 with other practitioners to identify 

	 solutions to the identified challenges

•	Explore and develop “dialogue starter” 

	 toolkits (question formats, meeting structure        

guides, employee FAQs, story-telling exercises) 

to help line managers facilitate team dialogue 

to shape decisions, solve problems or drive 

adoption in their businesses.

 
Rebecca Richmond 
Research and Content Director 
Melcrum

Developing a dialogue-driving toolkit for front-line managers

9.00am - 12.30pm

1.30pm - 5.30pm 
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“The conference was enjoyable and very informative.  
I am new to my role and the conference has helped 
me identify ways I can approach the “opportunities”  

(not challenges) in my organisation.”  
Principle Internal Communications Advisor, BHP Billiton
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About MelcrumMelcrum is a provider of strategic business information. We gather best practices from 

expert practitioners to help you make better business decisions.

Other publications available include:
Subscription titles:• Strategic Communication Management

• Knowledge Management Review
Online resource:• Internal Comms HubPractitioner Guides:• Top 10 New Technologies for 

Internal Communicators
• Developing a Communication Toolkit 

for Managers• How to Develop Outstanding 

Internal Communicators

Reports:
• Employee Engagement

• Transforming your Intranet
• How to Structure Internal 
Communication• Making Managers Better 

Communicators• How to Measure Internal Communication

• How to Communicate Business Strategy 

to Employees• Driving a High-Performance Corporate 

Culture
• How to use Social Media to Engage 

Employees• Delivering Successful Change 

Communication

For more details visit: www.melcrum.com

Essential techniques for 
employee engagement 

Written by leading employee engagement experts:

The Practitioner’s Guide to…

Tips, tools and practical advice 

for building a committed workforce

 David Cooperrider on Appreciative Inquiry

 Linda Dulye on Action Teams  David Grossman on Message Maps
 Tony Quinlan on Storytelling
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Essential Techniques for Employee Engagement 
(normally $575) 

OR
How to use Social Media to  

 Engage Employees 
(normally $620!) 
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   �n  Join and Save Option 
Become a Melcrum Member for $595 + GST and attend 
the conference at the Melcrum member rate (normally $845)

Register me for the:

EARLYBIRD PRICE
Before 11 March, 2011

FULL PRICE
After 11 March, 2011
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All 2 days plus pre-conference 
workshops

n  
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Here at Melcrum, we realise the budgetary limitations for registered charity 

organisations. That’s why we’re offering 5 reduced rate registrations for key 

professional development opportunities – if you’d like to take advantage of one of 

these 5 spots – please contact infoaustralia@melcrum.com

On registering you will be sent a survey to complete asking you to indicate which concurrent session you would like to attend. 
Please note, there is limited availability at each session, so it is a case of first in best served. 




