2014 Australian Service Excellence Awards
winners have been announced
Melbourne, Australia – 8 October 2014
For 13 years, the Australian Service Excellence Awards program has been recognising the
delivery of outstanding customer service. The gala presentation dinner, held at Crown
Palladium, Melbourne on Tuesday 7 October 2014, was an opportunity to reward
organisations and individuals on their commitment to continuous high levels customer
service.
The evening was hosted by our nation’s authority in customer service, the Customer
Service Institute of Australia (CSIA), and Jessica Rowe, of Channel 10. Award winning
comedian, Marty Fields, co-hosted the event and provided some light entertainment.
The aim of the evening was primarily to recognise all of the awards finalists, state and
national winners, but also for the guests to have a fun, entertaining and enjoyable
evening. Along with Jessica Rowe and Marty Fields, Jeff Gravenhorst (Global CEO of ISS
Group) made the keynote speech, the Three Waiters performed a comedic act and a
variety of guests presented awards. The evening ended with the White Tree Band and a
full dance floor.
The Awards
There were a large number of nominations this year, and all of an incredibly high quality.
All the winners and finalist are very well deserving of their awards, and their hard work and
commitment to customer service should be recognised.
Reaching the finals and winning an award is a fantastic achievement, it illustrates the high
standards of management, training, processes and commitment to excellence within
those organisations.
Customer service is currently the key differentiator for an organisaton, and gives them a
competitive edge in the market. Due to this, it has been noticed that many organisations
are placing greater emphasis on the customer experience and making it a key business
objective.
Judging Process
The judges include CSIA staff and contractors, along with senior CSIA clients who are
actively involved in the customer service profession and the work of CSIA. The key stages
that the national judging committee undertakes in the evaluation process for each
category are:

•
•
•

Individual evaluation of submissions by members of the judging committee
Site visit to clarify the submission and assess it against the key aspects of ICSS
criteria and mystery shopping of relevant entrants
The key judges review the results and select winners and high commendations in
each state and national winners are then selected.

State-based Awards are conducted in New South Wales, ACT, Victoria, Queensland,
South Australia, Northern Territory, Tasmania and Western Australia.
State winners in each category automatically qualify for the National Awards program.
A full list of national winners presented with their awards on Tuesday night appears below:
National Small Business
Reload Media
National Medium Business
Signet Pty Ltd
National Customer Charter
Rockend
National Training Excellence
ISS Facility Services
National Local Government
City of Melville
National State and Federal Government
ServiceFirst
National Service Excellence in a Service Desk/Help Desk
Northern Territory Government & Kinetic IT
National Service Excellence in a Contact Centre (over 100 employees)
American Express Australia Limited
National Service Excellence in a Contact Centre (under 100 employees)
Sunsuper – Customer Contacts
National Not-for-Profit
Western Australian Football Commission – Patersons Stadium
National Service Excellence in a Business Unit
Telstra – Telstra Platinum
National Large Business
HCF
National Division of a Large Business (over 100 employees)
Civeo – Operations Division
National Division of a Large Business (under 100 employees)
Rackspace Australia
National Customer Service Professional of the Year
Inez Phillips – V/Line Pty Ltd

National Contact Centre Manager of the Year
Kathie O’Reilly – Telstra
National Customer Service Manager of the Year
Kylie Dunphy – National Australia Bank
National Chief Customer Officer of the Year
Darryl Prince – ISS Facility Services
National Customer Service Advocate of the Year
Daniel Stowe – Hertz
National Customer Experience Executive of the Year
Stuart Lee – Telstra Wholesale
National Customer Service Executive of the Year
Rachel Edmonds – Remunerator
National Customer Service Leader of the Year
David Hall – Patersons Stadium
National Customer Service Team of the Year
Liberty Place Team – JLL
National Customer Service Project of the Year
Customer Effort Reduction Project – Optus
National Customer Service CEO of the Year
Chris Woodruff – Melbourne Airport
International Large Business
Grupo emi
International Medium Business
Sundaram Business Services
International Customer Charter
Cloudnine
International Service Excellence in a Business Unit
Goldfinch Hotels, MRG Group
International Division of a Large Business
Tata Consultancy Services

Australian Service Excellence Awards Best of the Best 2014
Reload Media

OUR AIMS
The CSIA was founded with five initial aims:
• To promote customer service as a profession and to improve the level of its
practitioner's professionalism through assessment, accreditation and certification.
Recognition of members professional standing is provided through use of the CSIA's
designatory post-nominal letters (eg MCSIA) and use of our Certified Customer
Service Manager or Professional logo. Thus improving the pride, motivation and
self-esteem of customer service professionals.
• To provide people working directly or indirectly in customer service (Public or
Private sector), with the education and professional standards that will enable
them to reach their full potential in their chosen field.
• To develop and promote the International Customer Service Standard (including a
customer charter), which will help organisations develop and sustain a customer
ethos through improvements to the design, delivery, quality and effectiveness of
customer service strategies, policies and systems.
• To improve knowledge of the components of customer service excellence through
the Australian Service Excellence Awards, research, training and development
programmes, publications, conferences and customer focus groups.
• To provide a voice for customer service professionals and enhance the status of
these individuals and customer service issues via the media and public education
forums.

For more information please contact:
Customer Service Institute of Australia
T: 02 8047 6981 M: 0451 460 022 E: renna.markson@csia.com.au
W: www.csia.com.au

