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Program date /  
Friday 8 November 2019 – 9am to 5pm

Location /  
@313 - Level 1, 313 Payneham Road, Royston Park

Who should attend / Any staff providing internal 
or external customer service within a compliance/
regulatory framework – e.g. Customer Service Officers, 
General Inspectors, Regulatory Officers, Planning and 
Development Officers, Records Officers, IT Officers,  
HR Officers, Procurement Officers 

Investment /  
Member             $420 + GST = $462.00  
Non - Member  $525 + GST = $577.50

Register online /  
www.lgprofessionalssa.org.au/event-3499180 

Registrations close / Friday 25 October 2019

 

Overview
In the local government environment, leaders  
and professionals are required to balance the 
needs of upholding compliance and regulation 
(e.g. saying “no”, or issuing an expiation notice),  
while balancing the expectations of delivering a 
great customer experience.

This program enables you to identify the 
dynamics at play where there is tension between 
needing to meet compliance requirements, 
meeting strategic objectives and maintaining 
strong customer relations within the community 
You’ll learn the approaches, skills and behaviours 
that you can use on a daily basis to navigate this 
situation and be known for providing excellent 
customer service and improved performance, 
while meeting required levels of regulation.
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Key Learnings
At the end of this program you will be able to:

 understand the current dynamic in local 
         government between the compliance  
         and regulatory function and the service  
         expectations of your customers and   
 stakeholders, as well as the effect of that  
 relationship on delivering customer service,  
 ensuring compliance and creating value 
 understand the effect of that relationship  

         on delivering customer service, ensuring  
         compliance and creating value
 develop a strategic, high-value service  

         approach based on key service beliefs
 understand and manage customer  

         expectations in a variety of complex situations
 develop the skills to hold constructive  

         conversations that build trust with  
         customers, add value and increase  
         voluntary compliance
 use a range of skills to be seen as a trusted  

         advisor who is able to reinforce and create  
         a high-value service approach which  
         maintains strong relationships while  
         achieving outcomes.
 

 
 
 

 
 

DELIVER A GREAT  
CUSTOMER EXPERIENCE 

WHILE BALANCING  
COMPLIANCE AND  

REGULATORY  
REQUIREMENTS



 

About Local Government Professionals Australia, SA
Local Government Professionals Australia, SA is a not-for-
profit member based association representing professionals 
working in local government in South Australia.  We have 
the ability to link and connect people from different councils 
who may not otherwise form relationships or share with each 
other.  Our high quality professional development programs 
and networking events are uniquely local government – 
reflective of the culture of the sector and sensitive to the 
needs of its professionals.  The content of our events and 
programs are informed by our members and people who 
genuinely care about the sector.  We provide a safe and 
supportive environment in which to grow and learn while 
creating opportunities to make time away from the office to 
work on the business or on self.  We award and acknowledge 
achievements of excellence.

 

Developed by the sector, for the sector
All proceeds from our programs are directly reinvested 
to further develop the local government sector through 
continued support of professional networks, events  
and learning and development initiatives for local  
government professionals.

More Information
All program queries can be directed to Kate Staples,  
Manager Professional Development and Networks at  
kate@lgprofessionalssa.org.au or (08) 8291 7996.

This program is open to registrations from  
LG Professionals, SA members, council employees  
and employees of regional subsidiaries. 
A cancellation policy applies. Please view at: 
www.lgprofessionalssa.org.au/about-us
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Program Facilitator 

Gary Edwards
Gary is a keynote speaker, coach and consultant who takes business leaders, 
sales people, entrepreneurs and service staff ‘behind the smoke and mirrors’ 
to show them how to build their ability to influence their future.

As a lawyer, magician, negotiator, comedian and speaker, Gary is an expert in 
the art and science of influence – the key ability that businesses will need to 
navigate a future where nothing is quite as it seems.

For the past 20 years, Gary has worked with business leaders, entrepreneurs, 
sales people and service teams who want to survive the challenges of change 
and build successful, sustainable businesses.

Gary is a member and former State President of Professional Speakers 
Australia, a member of the Global Speakers Federation, and conducts 
research at the leading edge of trust-based influence as it applies to 
leadership, sales and change.
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