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Description automatically generated]Conference Day One: Tuesday 13th May 2025
Conference Day Two: Wednesday 14th May 2025
Pre-Conference Focus Day: Monday 12th May 225
Location: Marvel Stadium, Melbourne


Shared Services & Outsourcing Week ANZ 2025
Agenda

	
	CONFERENCE DAY ONE – TUESDAY 13th May 2025

	8:30
	Chair’s Opening Remarks
Melissa Guy, Finance Strategy & Improvement Lead - Group Finance, Woolworths Group

	
	THE FUTURE OF GBS AND SHARED SERVICES IN ANZ
Gain insights into the next phase of Shared Services maturity, with expert perspectives on building resilience, enhancing agility, and fostering regional excellence


	8:40
	From Transactional to Strategic: The Evolution of GBS
· Transforming GBS into a strategic value driver.
· Integrating advanced analytics and insights into GBS decision-making.
· Building cross-functional GBS teams to support enterprise-wide innovation.
Panellists:
Praveen Sasidharan, Chief Insurance Services Officer, Allianz Services 
Pratik Mukherjee Head of Performance & Programs Integrated Business Services, Team Global Express
Kartik Jayaraman, Market Leader - Asia-Pacific, Middle-East & Africa, Wipro


	
	NEXT-GEN SHARED SERVICES: AI ENABLED AUTOMATION, SERVICE & DELIVERY
Learn how AI next-gen technologies are reshaping shared services to deliver faster, more accurate, and cost-effective outcomes across the business.


	9:05
	The Ultimate Technology Discussion – AI and Automation Shaping the Future of Shared Services
· How has the evolution of AI and automation over the past decades transformed shared services, and what’s next on the horizon? 
· What lessons can we learn from 10 years of innovation to successfully implement cutting-edge AI and automation technologies? 
· How do organisations strike the right balance between leveraging automation for efficiency and maintaining a human touch in service delivery? 
Panellists: 
Abhi Kadian, Chief Process & Intelligent Automation Officer, Westpac
Tim Johnson, Head of Automation, Suncorp Group
Yaseen Mubarak, Hyperautomation & Scaled Innovation - International Lead, AstraZeneca


	9:35
	How Kraft Heinz Transformed Intercompany Processes with BlackLine
Intercompany operations are complex, with supply chain disruptions, tariffs, and evolving tax regulations adding to the challenge. For many multinationals, intercompany transactions exceed external sales by 10x, according to Deloitte, making inefficiencies both costly and risky.  
Hear how Kraft Heinz tackled $30M in unreconciled transactions using BlackLine to automate and streamline intercompany processes—reducing close delays, improving compliance, and unlocking trapped capital. Learn how data harmonization, process standardization, and automation create scalable, future-ready operations.

Presenter:
Mike Goldsworthy, Strategy Manager - Intercompany APJ, BlackLine


	10:00
	SSOW Connections – Meet Your Industry!
Engage in fast-paced, meaningful conversations with peers, experts, and industry leaders to expand your professional network and spark new ideas.


	10:15
	Maintaining Operational performance During Major Organisational Transformation
· Maintaining operational performance during major organisational transformation.
· Managing the people side of change and ensuring business continuity.
· Leveraging transformation to optimise shared services for the future.

Presenter:
Arturo Reitz, Group Head of Corporate Services, Asahi Beverages


	10:35
	Reimaging GBS for the Future
Discover how Wipro has been delivering customer centric service delivery excellence for their client’s. 
Presenter
Jasjit Singh Kang, Managing Partner and Global Head, Business Process Services, Wipro

	11:00
	Morning Break and Industry Connection
Refuel and Connect! Enjoy a refreshing morning break while building valuable industry connections with fellow attendees and experts.


	11:30
	INTERACTIVE DISCUSSION GROUPS: POWERING YOUR SSCS TRANSFORMATION, ACCELERATION AND DELIVERY
Discissions will be centred around the 4 core themes of SSOW ANZ 2025

	
	IDG A:
How BlackLine’s Finance-First Approach Enables AI-Powered Operations   
As AI takes centre stage in business, finance and accounting teams face growing pressure to integrate it into their operations. But first, ask: Can you trust your financial data? AI insights are only as good as the data behind them.
This roundtable explores why digital finance transformation is essential before adopting AI. We'll cover best practices for managing complex data across entities, currencies, and regulations—while modernizing processes to build accurate, efficient, AI-ready financial operations.

Mike Goldsworthy, Strategy Manager - Intercompany APJ, BlackLine

	IDG B:
 Mindset Shift - Unlocking Growth: From Process as a Roadblock to Process as Your Secret Advantage
Many teams resist process management, seeing it as bureaucratic rather than enabling. This session will explore how to reposition process thinking as a driver of efficiency, scalability, and innovation.

Host: Jason Gonce, VP APAC, GBTEC

Graeme Henley, Business Process Improvement Manager, Datacom NZ

	IDG C:
Streamline and Automate Credit Management to Create More Time for Your Team
FSS teams face increasing demands, and automating accounts receivable can help. Learn how to transform business processes into automated workflows, streamlining onboarding, invoicing, and payment allocation. Discover the benefits of centralising account data, task management, and real-time reporting, helping your business to free up valuable time.

Host: Dion Appel, CEO & Managing Director, Opypro 




	IDG D:
Workforce Excellence
Delve into strategies for building a resilient, skilled, and engaged workforce in shared services. Discussions will cover workforce transformation, upskilling, talent retention, and the role of culture in driving performance and innovation.

Host: Dr Kym Davis, Shared Services Researcher and Consultant

Reza Akbari, Associate Professor of Management, CQUniversity

	13:00
	Lunch Break and Industry Connection
Refuel and Connect! Enjoy a refreshing morning break while building valuable industry connections with fellow attendees and experts.


	
	SHARED SERVICES EXECUTIVE BOARDROOM
The SSOW Boardroom is a closed-door forum, strictly capped to 30 invited senior leaders, the region’s leading minds in Business Services & Shared Services
	MAXIMIZING VALUE, MINIMIZING COSTS
Discover the tools and frameworks that enable shared services to do more with less while driving organizational impact.


	14:00
	International Boardroom Session & Q&A
Shaping the Future of Shared Services Through Global Trends
· Understanding global trends impacting shared services and GBS, including technological disruption, cost pressures, regulatory changes and ESG.  
· Identifying opportunities for shared services in Australasia to thrive in a competitive global landscape.
· Practical strategies to align international trends with local market needs.
Presenter: 
Praveen Sasidharan, Chief Insurance Services Officer, Allianz Services
Lisa Seary, Head of Shared Services, Boral

	Doing More with Less: Transforming Shared Services for Maximum Impact with Limited Budgets
· Demonstrate Value: Showcase the tangible benefits of a streamlined shared services model by aligning outcomes with organisational goals.
· Innovate the Operating Model: Explore creative approaches to restructure the shared services model, driving real change even with a limited budget.
· Maximise Efficiency: Leverage existing resources and processes to improve operational performance with minimal additional investment.
· Repurpose Resources: Shift workforce roles and responsibilities to adapt to evolving needs, ensuring every resource contributes to strategic priorities.
· Empower Personal Development: Foster staff growth and upskilling to build a resilient, adaptable shared services workforce capable of meeting future demands.
Presenter:
Jo Duncan, Head of Shared Services, Airservices Australia



	14:30
	Panel Discussion:  
Breaking Barriers: Solving the Top Challenges in Global Business Services and Shared Services Leadership
·  How can leaders effectively address increasing operational complexities, including multi-region compliance, technological disruptions, and workforce challenges, while maintaining scalability and efficiency?
· What strategies can leaders implement to position GBS and Shared Services as strategic enablers of business innovation and growth rather than just cost-reduction centres
· In the face of evolving workforce expectations and skills gaps, how can leaders attract, develop, and retain top talent while fostering a culture that embraces continuous improvement and transformation?
Panellists:
Neil Padley, Global Head of Shared Services, Sims Metal
Dean Robinson, Group General Manager, Business Process, Data & Services, Asahi Beverages
Marcus Bayer, Commercial Assurance Manager, BP

	Anglishare – Starting Shared Services at Anglicare
· Developing the strategic direction and case for change at Anglicare
· Our 3-phase transformation: Stabilise, Digitise, Optimise
· Becoming a Certified Professional GBS Master with SSON/Inixia 
Presenter:
Vern Griffith, General Manager Shared Services Anglicare



	15:00
	Think Tank: Elevating Shared Services Leadership 
This interactive Think Tank brings together senior GBS and Shared Services leaders to reflect on key themes and insights from previous sessions on global trends and leadership challenges. Participants will collaboratively explore navigating operational complexity while driving strategic value and innovation. This session fosters peer learning and the development of actionable strategies based on shared experiences and reflections.
	Driving Transformation: at Worley:  Reinventing People Technology and Shared Services at a Global Scale
· Leading a global People Digital team overseeing technology, analytics, and data governance for 50,000 employees across 50 countries.
· Navigating a comprehensive transformation journey across Talent Acquisition, Onboarding, People Analytics, Reward, and Core HR.
· Leveraging people data governance to drive compliance, efficiency, and strategic workforce insights.
· Aligning people technology with business goals to enhance employee experience and operational effectiveness.
· Lessons learned and key takeaways from transforming with a shared services model in a complex, global organisation.
· Presenter:
Presenter:
Charles Gardiner, Senior Director, People Digital, Worley

	15:30
	Shared Services Demonstration Drive 
SSOW 2025 is all about making that critical connections that will help you transform, accelerate, and revolutionise your enterprise. During this session, you will get the chance to hear from solution providers during a short showcase of their innovative solutions that can form part and benefit your vision


	15:50
	Afternoon Break and Industry Connection
Refuel and Connect! Enjoy a refreshing morning break while building valuable industry connections with fellow attendees and experts.

	
	SHARED SERVICES EXECUTIVE BOARDROOM
The SSOW Boardroom is a closed-door forum, strictly capped to 30 invited senior leaders, the region’s leading minds in Business Services & Shared Services
	[bookmark: _Hlk187853005]DRIVING GROWTH: INNOVATION & SCALE
Explore how forward-thinking leaders are reimagining shared services to foster innovation, enhance scalability, and unlock new growth opportunities

	16:10
	Transformation for Shared Services Leaders Q&A 
· What are the most effective strategies for aligning shared services transformation initiatives with overall business objectives?
· How can leaders successfully navigate resistance to change and foster a culture of innovation within their teams?
· What technologies and digital tools are proving most impactful in driving efficiency and scalability in shared services operations?
· What metrics and KPIs should leaders focus on to measure the success and sustainability of transformation efforts?
· How can shared services leaders' future-proof their operating models to remain agile and responsive to evolving market demands?

Panellist:
Erena McAllum, Shared Services, New Zealand Defence Force
Amanda Roser, General Manager Corporate Services, Guide Dogs Queensland 
	Panel Discussion: Leveraging Data Analytics to Drive Efficiency in Shared Services
· Streamlined Operations: Use predictive analytics to identify bottlenecks and optimize processes in real time.
· Informed Decision-Making: Harness data insights to guide strategic planning and improve resource allocation.
· Enhanced Service Delivery: Implement automation and data-driven solutions to boost accuracy and speed in shared services.
Panellists:
Sharmini Krishnan, Head of PMI Business Solutions (Philippines), Philip Morris International
James McLoughlin, Manager, Shared Services ANZ, IXOM


	16:40
	Leadership Dialogue: Tech-Powered Transformation
This interactive dialogue brings together senior GBS and Shared Services leaders to focus on the role of impactful technologies in driving transformation. Building on themes from the Transformation for Shared Services Leaders session, participants will collaboratively explore: Leveraging impactful technologies to enhance efficiency, scalability, and innovation within shared services operations. The discussion will consider aligning technology with business objectives, navigating change, measuring success, and future-proofing operating models. This open forum fosters peer learning, and the development of actionable strategies based on shared experiences ad reflections.
	Transforming Shared Services Organisations (SSO) into a Global Business Powerhouse 
· Demonstrating how a share services organisation model can transcend cost reduction, becoming a strategic lever through operational optimisation and business alignment.
· Designing and implementing a practical framework for transforming existing Shared Service Organisations (SSC/GBS) into a value-generating GBS organisation that adds competitive advantage to your company.
· Looking at the competitive advantage factors in your SSC/GBS that can influence senior management.
· Exploring how a well-designed GBS model can drive innovation, improve service delivery, and enable business growth, challenging the misconception of SSCs as mere cost centres.

Presenter:
Dr. Joseph Soalheira, Shared Services and Risk Management Specialist, QUT University

	17:00
	Day One Closing Remarks 
Melissa Guy, Finance Strategy & Improvement Lead - Group Finance, Woolworths Group

	17:10
-
19:00
	SSOW 2025 Awards Ceremony: SSOW Impact Awards Gala Cocktail Reception
Recognising excellent work and celebrating achievements is hugely important for the community. SSON’s Shared Services & Outsourcing Impact Awards is a globally recognised, annual industry awards ceremony, which honours and celebrates SSC and service delivery teams who have exceeded industry standards in their SSO initiatives. Tonight is the night we reveal who the winners are for this year and celebrate with them!














	
	CONFERENCE DAY TWO – WEDNESDAY 14th May 2025

	
	DATA DRIVEN INSIGHTS & DIGITAL TRANSFORMATION
Harness the power of data to drive smarter decision-making, optimize processes, and unlock the full potential of digital transformation in shared services.

	09:00
	AI-Powered Analytics: Transforming Data into Actionable Insights
· Using AI to analyze vast amounts of data and identify trends.
· How predictive analytics can improve decision-making in shared services.
· Practical applications of AI in financial, HR, and procurement functions.
Presenter: 
Sharmini Krishnan, Head of PMI Business Solutions (Philippines), Philip Morris International

	09:25
	Data-Driven Productivity: Unlocking Potential in Shared Services
· Identifying Hidden Capacity: Learn how organizations and leaders can pinpoint latent capacity within their shared services.
· Simple, Effective Interventions: Discover how minor adjustments, without the need for extensive change management, can significantly enhance efficiency and productivity.
· Effort vs. Output Correlation: Gain insights into the relationship between team effort and output, and how to leverage this understanding.
· Unlocking Opportunities: Recognize substantial hidden opportunities that can drive a 20% improvement in productivity, even before embarking on complex initiatives like process mining, RPA, and automation.

Khiv Sewad, Country Manager, America, ProHance


	09:50
	Expanding Shared Services and the Need to Build Cyber Resilience
· Cyber resilience today, preparation and planning
· Managing cybersecurity risk in multi-vendor environments
· Strategies for ensuring continuous improvement

Presenter:  
Peter Tow, Chief Digital Resilience Officer, Western Sydney University

	10:15
	SSOW ANZ Top Tips Trade-Off
An interactive session where attendees exchange their best practices, innovative ideas, and proven strategies to tackle shared services and outsourcing challenges while driving success. Tips are shared in 2 minute speed round and could be based around challenges including
· Process Optimization
· Technology Integration
· Cost Management
· Workforce  Management
· Scalability Strategies
· Vendor Collaboration
· Data-Driven Decision
 

	
	PROCESS REDEFINED 
Gain insights into real-world examples of process redefinition that have transformed operations, reduced costs, and improved service delivery.

	10:30
	Panel Discussion: Elevating Excellence – Process Improvement and Service Delivery Redefined
· How can organisations identify high-impact areas for process improvement to drive efficiency and service quality? 
· What innovative approaches can leaders use to enhance service delivery and meet rising customer expectations? 
· How do you measure the success of process improvements and ensure their sustainability over time?
Panellists:
Aaron Leung, Head of Process Improvement and Enablement COE, Telstra
Rachel Anderson, Head of Shared Services, Sydney Water
Kirsty Bunfield, General Manager, Financial and Shared Services, Department of Industry, Science and Resources


	11:15
	Morning Break and Industry Connection
Refuel and Connect! Enjoy a refreshing morning break while building valuable industry connections with fellow attendees and experts.

	
	OUTSOURCING PARTNERSHIP STRATEGIES
Discover how to build strong, collaborative outsourcing partnerships that drive innovation, efficiency, and long-term success.

	11:50
	Panel discussion: Maximizing Value Through Performance-Based Outsourcing Contracts
· Argument for and against decentralised and centralised strategies.
· Defining clear performance metrics and accountability mechanisms.
· Effectively managing remote workers.
· Balancing autonomy and oversight in hybrid organisational structures

Panellists:
Kate Wadwelll, Manager Finance Operations & Director BPO, BlueScope
Amanda Roser, General Manager Corporate Services, Guide Dogs Queensland

	
	REDEFINING SERVICE EXPERIENCE, EXCELLENCE & RESULTS
Discover actionable insights into optimizing service processes, elevating quality, and ensuring a seamless user experience.

	12:15
	Customer-Centric Shared Services: Delivering Excellence at Scale
· Operating at scale.
· Leveraging workforce capability and culture.
· Understanding the needs and priorities of your customers.
· Balancing the needs and competing priorities of the “many” within a shared services context.
Presenter:
Adrian Hudson, General Manager Queensland Shared Services, Queensland Government - Department of Customer Services, Open Data and Small and Family Business


	12:40
	Panel Discussion: Customer Experience Transformation 
· Learn how to leverage customer insights to design responsive, error-free and personalised service models
· Explore strategies for innovating service delivery to exceed rising customer expectations
· Understand the role of shared services in enhancing the overall customer experience across business units
Panellists
Melissa Hankinson, Chief Information Officer, Canberra University
Janelle Annis-Brown, Program Director Corporate Operations, Life Without Barriers
Shakira Snowdon, Country Head, Philippines, Pepper Group Limited

	13:10
	Lunch Break and Industry Connection
Refuel and Connect! Enjoy a refreshing morning break while building valuable industry connections with fellow attendees and experts.

	
	WORKFORCE EXCELLENCE
Explore the evolving role of talent in shared services, from upskilling and reskilling to fostering adaptability and resilience.

	14:10
	PANEL DISCUSSION: Building a Workforce for AI Driven Shared Services: Upskilling and Fostering a Change Mindset
· Identifying the need and skills needed for an AI-enabled workforce 
· Reskilling and upskilling in the age of automation 
· Fostering a culture of continuous learning, innovation and change

Siva Halasya Subramania, Head of AI and Automation, Telstra
Michelle Carter, Director - Shared Services People and Culture, Swinburne University of Technology
Anuj Saraogi, Executive Branch Manager, ACT Government


	14:40
	Future-Ready Shared Services: Adapting to the New Workforce Landscape
· Understanding the Gen-Z Workforce: What motivates them, their expectations, and how to integrate their values into shared services environments.
· Operational Leanness: Strategies for optimizing resources while maintaining productivity and quality.
· Navigating Shrinking Discretionary Effort: Tactics for fostering engagement and maximizing employee contribution.
· Career Path Evolution: How to design career development opportunities that resonate with a modern workforce.
· Building High-Impact Teams: Tools and techniques to develop lean teams that are agile, effective, and aligned with business goals.
Dr Kym Davis, Shared Services Researcher and Consultant

	15:00
	SSOW 2025 – What To Put into Action for 2025/2026 

	15:15
	Afternoon Coffee, Industry Connection and Close of SSOW 2025



	
	PRE-CONFERENCE FOCUS DAY – 
GENERATIVE AI IN SHARED SERVICES
MONDAY 12th May 2025

	
	This day facilitated by Dr. Joseph Soalheira, Shared Services and Risk Management Specialist, QUT University is designed to equip attendees with actionable strategies, hands-on experiences, and collaborative discussions around Generative AI in shared services. By the end of the day, participants will be prepared to accelerate innovation, implement change, and drive measurable results in their organizations.

	08:30
	Registration 

	09:00
	From Hype to Reality – Where Generative AI is Being Applied Within Shared Services
· Explore real-world use cases of Generative AI in shared services, including finance, HR, and customer operations.
· Discuss the practical challenges and opportunities of AI adoption, including technology readiness and organizational alignment.
· Gain insights from leaders who have moved beyond the hype to deliver tangible outcomes with AI in their operations.

	10:00
	Morning Break and Industry Connection
Refuel and Connect! Enjoy a refreshing morning break while building valuable industry connections with fellow attendees and experts.

	10:30
	Sharing Results and Insights on Generative AI Projects
· Hear firsthand results from organizations that have implemented Generative AI initiatives in shared services.
· Examine lessons learned, key challenges, and success factors from these projects.
· Explore strategies to replicate success and avoid pitfalls when deploying AI-driven solutions.

	12:00
	Lunch Break and Industry Connection
Refuel and Connect! Enjoy a refreshing morning break while building valuable industry connections with fellow attendees and experts.

	13:00
	How to Accelerate AI in Shared Services for Optimal Results
· Hands-on exercises to identify high-impact areas for AI implementation in shared services.
· Develop a roadmap for accelerating AI adoption, including setting priorities, allocating resources, and measuring ROI.
· Collaborate with peers to brainstorm solutions to common AI deployment challenges.

	15:00
	Afternoon Break and Industry Connection
Refuel and Connect! Enjoy a refreshing morning break while building valuable industry connections with fellow attendees and experts.

	15:30
	Interactive Discussion Groups: Exploring Generative AI Applications in Shared Service Functions
Each group will present their findings, key takeaways, and actionable strategies to the broader audience at the end of the session.

	
	Finance & Accounting:
· Discuss how AI is transforming processes like accounts payable/receivable, reconciliations, and financial forecasting.
· Share best practices for integrating AI into finance workflows while ensuring compliance and accuracy.

	HR:
· Explore the role of AI in talent acquisition, employee engagement, and workforce analytics.
· Discuss how to leverage AI to enhance HR efficiency and improve employee experiences.

	Customer Operations:
· Dive into AI-driven enhancements in customer support, service delivery, and personalization.
· Share ideas for integrating AI into customer operations to drive satisfaction and loyalty.


	17:00
	End of Pre-Conference Day
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