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Deliver Outstanding Customer Experiences & Customer Journeys Through Savvy Tech Implementation Whilst Retaining The Human Touch & 
Empowering Resilient, Engaged Agents Who Represent The Customer, Add Value & Drive Continuous Improvement In The Organisation

Next-Level, Customer-Centric Contact Centres

Cutting-Edge New Tech & AI: 
Implement the right tech in your 
contact centre which adds value to the 
customer experience without losing the 
human touch

Harness Tech & Empower Agents To Deliver Seamless, Multi-Channel 
Customer Journeys & Experiences

• 2 Interactive Panels
- New Tech, AI & Chatbots
- Colleague & Customer 
  Experience
• 23 Brand Speakers

Happy Staff, Happy Customers - 
Enhance Colleague & Customer 
Experiences: Invest in your agents to 
deliver next-level, customer-centric care 

Find The Perfect Channel Mix: Prioritise the 
right customer contact channel mix for savvy platform 
investment

Seamless End-To-End Customer Journeys: 
Deliver personalised, joined-up customer journeys across 
multiple channels to fuel conversions and loyalty and 
reduce frustrations

Connect With Customer Demands & VOC: 
Listen and respond to customer feedback and data and 
surpass ever-changing customer expectations 

Empower Agents Through Winning 
Workforce Cultures: Change the perception and 
reality of work in your contact centres and train, motivate 
and retain your talent

Drive Organisational Change & 
Transformation: Redefine the role of your contact 
centre within your organisation to remain relevant, add 
strategic value and drive continuous improvement

Maximise Operational Efficiencies: 
Optimise resources and streamline to cut costs without 
compromising on quality

Next-Level Forecasting & Measurement – 
NPS & KPIs: Innovative ways to measure commercial 
success, improve efficiencies, empower agents and deliver 
excellent customer experience 

Future Of The Contact Centre: 
Tangible steps towards the contact centre 
of the future 

Organised By:

• Lunchtime Facilitated 
Peer Discussions

- Data & Insights
- GDPR & Brexit
- Vulnerable Customers

first direct

Alison Jaap
Customer Director

E.ON

Andrew Clayton, Global Head of 
Customer Experience

Openreach

Beverley Hullock, Senior Manager, 
Continuous Improvement

Marks and 
Spencer

Bogdan Grigorescu, AI Platform 
Manager

Vanarama

Dan Eddie
Customer Experience Director

The Co-op

Jane Bates, Co-op Business 
Services Director

Dixons 
Carphone

Jason Roberts, Head of Contact 
Centre Operations

Sky

Julia Murphy, Head of Customer 
Experience Strategy

Crown Commercial 
Service

Kevin Morley, Deputy Director - 
Customer Service

HSBC Commercial 
Banking

Laura Heggarty, Global Design 
Studio Director

MAG Contact 
Centre

Leanne Kerry, Head of Customer 
Service

Cynergy Bank

Mark Trick, Customer Operations 
Director

British Gas

Paul Basigara, Head of 
Customer Delivery - UK 
Field Operations

Cambridge 
University Press

Richard Murray, Global Customer 
Services Director

Philips

Ula Robinson
Consumer Care Lead

Bloom & Wild

Kirsty Macdonald
Head of Customer Experience

Dyson

Caroline Winwood, Customer 
Service & Direct Experience 
Director – Europe

John Lewis and 
Partners

Jo Garland, Senior Manager Operational 
Support, Contact Centres

Bupa UK

Mark Davies
Customer Contact Director

LV=

Stefan Elks, Head of 
Customer Operations 
(Legal & General)

1

2

3

4

5

6

7

8

9

10
www.customercontactconference.com
info@customercontactconference.cominfo@customercontactconference.com +44 (0) 20 3479 2299+44 (0) 20 3479 2299

23
Brand 
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Group

Discounts Available!

Book 4 For 3



New Tech, AI & Human Touch • Channel Mix • End-To-End Customer Journeys • Customer Demands & VOC • Train, Motivate & Retain • Colleague & Customer Experience 
• Change & Transformation • Winning Workforce Cultures • Operational Excellence • Forecasting & Measurement • The Future Of The Contact Centre

Registration, Morning Coffee & Objective Setting08.30

GIC Welcome, Interactive Voting Introduction 
& Morning Co-Chairs’ Opening Remarks

09.00

Beverley Hullock
Senior Manager, Continuous 
Improvement

Openreach

Leverage New Technologies, Genuine Innovation & AI In 
Your Contact Centre That Adds Value To The Customer 
Experience Whilst Retaining That All-Important Human 
Touch

09.20

New Tech, AI & The Human Touch 

• Determine your organisational and customer needs to uncover and invest in 
tech that lives up to your demands

• Harness AI to drive contact centre traffic to automation, feed agents 
information in real-time and add value to the customer experience 

• Deep dive into new tech implementation: lay the groundwork that will 
minimise pain points and retain the human touch

Co-Chairs’ 
Remarks

Co-Chairs’ 
Remarks

Jason Roberts
Head of Contact Centre Operations

Dixons Carphone

Dee Roberts
Director Contact Centre 
Transformation 

AA Ireland

Nicole Feighery
Director of Contact Centre 
Operations 

AA Ireland

Learnings On New Tech & Implementation 
Journeys Which Maximise AI & Machine 
Learning For A Strategic Advantage 

09.40

New Tech, AI & Chatbots  

• AI, chatbots and IVR: where are they right for your organisation and 
  are they worth the investment?
• Uncover how customers interact with the transition to new tech and 

avoid pitfalls for your contact centre 
• Out with the old: key takeaways and lessons learned from large-scale 

implementation and pivoting from traditional to modern contact 
centres

Bogdan Grigorescu 
AI Platform Manager 

Marks and Spencer

Q&AQ&A

Beverley Hullock
Senior Manager, Continuous 
Improvement

Openreach

Dan Eddie
Customer Experience Director

Vanarama

Kirsty Macdonald, Head of 
Customer Experience

Bloom & Wild

The Science Behind Exceptional Experiences In Contact 
Centres

10.10

Jez Groom
Behavioural Economist

Cowry Consulting

Morning Refreshment Break With Informal Networking10.25

Select & Prioritise The Right Channel Mix 
With Savvy Platform Investments For A 
Seamless, Efficient Customer Experience

10.55

Channel Mix 

• Quality over quantity? Phone, email, webchat, IVR… determine which 
channels to prioritise and invest in for your contact centre

• Get the inside scoop on which channels suit different types of customers and 
communications and add value to the omnichannel experience

• Save time for your organisation and your customers by encouraging and 
empowering customers to self-serve

Ula Robinson 
Consumer Care Lead 

Philips

Double 
Perspective

Double 
Perspective

10.55

Leanne Kerry
Head of Customer Service  

MAG Contact Centre

11.15

Wow Your Customers By Actioning Insights & 
Accurately Mapping Their Journey For A 
Seamless & Consistent Experience Across 
Channels

11.35

End-To-End Customer Journey 

• Harness CRM to swiftly and accurately identify pain points in the customer 
lifecycle to make journeys consistent and smooth across channels

• The colleague role in a digital world: utilise insights to drive traffic towards 
automation, identify when an agent should intervene in complex cases and 
feed agents relevant data to empower them to take ownership and avoid 
clunky customer journeys

• Collaborate internally to decide where internal responsibility lies for different 
channels to provide a frictionless offline to online journey 

Andrew Clayton
Global Head of Customer 
Experience

E.ON

Bonus Session; Reserved For Exclusive Conference Partner11.55

Power To The People! Crucial Lessons In How To Listen To 
Your Customers To Surpass Their Ever-Changing 
Expectations 

12.10

Customer Demands & VOC

• Establish your contact centre as the voice of the customer in your 
organisation: use data and feedback to rapidly respond to shifting customer 
expectations

• Generate authentic, memorable connections with customers to drive loyalty 
and retention at a time where brand loyalty has never been lower

• Assess the importance of bespoke, personalised service in becoming a 
standout brand for exceptional customer experiences 

• The power of social media: how does the voice of the customer on social 
platforms influence brand perception? 

Mark Davies
Customer Contact Director

Bupa UK

Lunch & Informal Networking For Speakers, Delegates & Partners12.30

Informal Breakout Discussions13.00

A) Data & Insights B) GDPR & Brexit

C) Vulnerable Customers

Afternoon Co-Chairs’ Opening Remarks13.30

Jo Garland
Senior Manager Operational 
Support, Contact Centres

John Lewis and 
Partners

Co-Chairs’ 
Remarks

Co-Chairs’ 
Remarks

Jane Bates
Co-op Business Services Director

The Co-opCase
Study
Case
Study

Peer-To-
Peer

Peer-To-
Peer



Recognised Contact Centre & Customer Thought Leaders Share Hard-Won Insights Behind Delivering Excellent Customer Experiences & Seamless Customer Journeys That Stand Out 

Through Savvy Tech Investments & Resilient, Empowered Agents Who Take Ownership Of The Customer Journey, Add Value & Drive Continuous Improvement In The Organisation 23
Walk In Their Shoes: Train, Motivate & Retain Agents To 
Be Effective & Resilient In The Evolving Contact Centre

13.40

Agents: Train, Motivate & Retain

• Equip agents with the right tools and technology to get the best out of them, 
and build a resilient workforce motivated to take the next call every single 
time

• Assess the benefits of training agents to deal with specialised vs. generalised 
communications 

• Pivot quickly and easily to keep up with business and customer demands and 
lead an agile contact centre

• Incentivise, motivate, reward: prioritise staff retention by providing ongoing 
training, rewards and career progression to cope with a revolving door

Kevin Morley
Deputy Director - Customer Service

Crown Commercial 
Service 

Happy Staff, Happy Customers: Engage & 
Empower Your Evolving Workforce For Fulfilled 
& Dedicated Agents Who Put The Customer First

14.00

Colleague & Customer Experience  

• Deliver renowned customer service through happy, empowered 
  agents who embody customer-centricity in every interaction
• Provide the level of personalised care that customers expect through 
  agents who feel connected to their team, the brand and the customers
• Inspire agents to put themselves in the customer’s shoes for compassionate care

Caroline Winwood
Customer Service & Direct 
Experience Director - Europe 

Dyson 

Laura Heggarty
Global Design Studio Director

HSBC Commercial 
Banking

Jason Roberts
Head of Contact Centre Operations

Dixons Carphone

Stefan Elks
Head of Customer Operations 
(Legal & General)

LV=

Mark Trick
Customer Operations Director

Cynergy Bank

Redefine The Role Of The Contact Centre Within Your 
Organisation To Add Value & Drive Continuous 
Improvement

14.30

Change & Transformation 

• Embed customer-centricity within the organisation and inspire agents to put 
the customer at the heart of everything they do

• Transform the perception of contact centres within the organisation: value 
agents as the VOC within the organisation 

• Utilise feedback and data from the contact centre to drive continuous 
improvement and influence product innovation, marketing and sales

• Break free from silo-mentality! Promote contact centre integration and 
collaboration by assessing who you should work alongside in decision 
making to add real value 

Stefan Elks
Head of Customer Operations 
(Legal & General)

LV= 

Bonus Session; Reserved For Exclusive Conference Partner14.50

Change The Perception & Reality Of Work In 
Your Contact Centre For Agents Who Put The 
Customer At The Heart Of What They Do

15.20

Winning Workforce Cultures

• Sustain a motivational, supportive and well-balanced working 
   environment which brings the best out of your agents
• Create a culture of trust where staff are empowered to take ownership of 

customer interactions and make the right decisions for the organisation and 
the customer 

• Avoid change fatigue: unearth how to bring people along with you on a 
change journey and build resilience into the organisation

Paul Basigara
Head of Customer Delivery - UK 
Field Operations

British Gas

Afternoon Refreshment Break With Informal Networking15.40

Make The Most Of What You’ve Got: Scrutinise & 
Eliminate Inefficiencies Without Compromising On 
Customer Quality

16.10

Maximise Operational Efficiencies

• Easy wins to move from a cost centre to a profit centre: streamline 
operations for agile contact centre management and add value to the 
organisation

• Utilise automation effectively in your contact centre to reduce inflow and 
increase outflow and leave customers with a great brand interaction

• Reinvigorate traditional operations to be fit for purpose in the modern world 
without breaking the bank

Richard Murray 
Global Customer Services Director

Cambridge 
University Press

Leverage NPS & KPIs To Optimise Contact Centre 
Efficiency & Drive Continuous Improvement

16.30

Forecasting & Measurement

• Call length, first time resolution, customer satisfaction, emotion: unearth 
innovative ways to measure commercial success 

• NPS & KPIs: pay attention to your customers and employees to add value to 
the organisation and drive continuous improvement

• Translate data into actionable insights to forecast need and staff efficiently in 
order to increase efficiency 

Tangible Next Steps Towards Next-Level Contact Centres16.50

The Future Of The Contact Centre:
Strategies, Profits & Efficiencies 

• Future proof and transform your contact centre from an ever-increasing cost 
base, to a value add, through strategic insight 

• Scrutinise the purpose of the contact centre in the future and prepare your 
organisation appropriately 

• The benefits of flexible and remote working! Discover what works for your 
agents and what will attract a higher calibre of employees to work in your 
contact centre

Alison Jaap
Customer Director 

first direct

Co-Chairs’ Closing Remarks & Official Close Of Conference 17.10

Q&AQ&A
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Jane Bates
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The Co-op

Julia Murphy
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4 Easy Ways To Register
Online @ www.customercontactconference.com
 
Phone +44 (0) 20 3479 2299 

Post this booking form to Global Insight Conferences, 5 - 11 
Lavington Street, London, SE1 0NZ

Email bookings@customercontactconference.com

   Bank Transfer  
Bank transfer details will be provided in your invoice. 
(UK  VAT is chargeable for all attending companies, regardless of country of origin.  

     All bank transfer charges must be carried by the company sending payment).

   Cheque   Enclosed
Please make cheques payable to Global Insight Conferences Ltd

    Invoice   PO Number:
Please include your PO Number if applicable, otherwise this may delay your booking.

PAYMENT OPTIONS: Please choose one of the payment options below:

   Credit Card/Debit Card

 Visa      Mastercard      Maestro     
Card No.

Exact name on card 

Valid From     Expiry Date  

Security Code  
Signature Date

1
2

3

4

REGISTRATION FORM

ATTENDEE DETAILS:
 

Forename (Mr/Ms/Mrs/Miss/Dr)

Surname

Job Title

Company Name

Tel

Email

Fax

Address

Postcode    Country

Brochure Code: 

 

How did you hear about the conference?

(Brochure code, email, advert etc)

Accounts Department:

Contact Name 

Tel   Email

Head of Department Contact Name

Head of Department Email

Booking Contact Name

Booking Contact Tel 

Booking Contact Email

Please complete in capitals. Photocopy for multiple bookings.

*
 

Card Billing Address (if different to above)

A One-Day, Brand-Led Conference & Networking Event, 
The Millennium Gloucester Hotel, London , 23rd June 2021

 AmEx      

TERMS & CONDITIONS

 

Group Discounts: 4 delegates for the price of 3. Or send 3 and get your third place 
half price! (This applies to inhouse practitioners only, not agencies and suppliers, and 
cannot be used in conjunction with any other discounts, including earlybird offers).

• Speaker notes will be available to download one week after the conference, subject to  
   speaker disclosure. 
• Please note VAT will be charged at 20% and all registrations are subject to a 3% booking fee.
• Only one discount can be used per registration.  

Programme Alterations: Conferences are organised many months in advance of the conference itself and 
sometimes we may need to make substitutions, alterations or cancellations of the speakers and/or topics. Whilst we 
make every effort to find a direct replacement if a speaker cancels, sometimes this is not always possible within the 
timeframes we are given. Any substitutions or alterations will be regularly updated on the conference website.

4
For
3

23.06.2021Effortless Experiences
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Payment Procedure: Payment is due on submission of your booking please note that VAT will be charged at 20% and all registrations are subject to a 3% booking fee. All orders placed on our online booking pages, by email, on the brochure’s 
booking form or over the telephone will all be followed up with an official booking confirmation email. All such orders are legally-binding and carry a 100% liability immediately after receipt of order. Full payment is a requirement of entry into the 
event and you will be asked to guarantee your payment with a credit card to enter the conference rooms if you have not paid before the date of the conference. Should you fail to pay an invoice or do not attend the conference, you still remain 
liable for the sums due. Global Insight Conferences Ltd reserves the right to decline any booking and make any alteration to the speaker panel, programme, date and venue. Global Insight Conferences accepts no liability for the content of 
presentations or papers. UK VAT is still chargeable on foreign companies attending conferences in the UK and must be paid at the prevailing rate on UK events. All bank and transfer fees must be covered by the company attending the 
conference. Please note that all calls are recorded for training and monitoring purposes. Cancellation Process: Cancellations received in writing on or after 40 working days before the conference date cannot be refunded and full payment is still 
due, although a replacement delegate will always be welcome. This is due to the way in which we are charged by our suppliers as during this final month, the costs have already been incurred by the organisers. Refunds will not be available for 
postponements, cancellations, change to a live conference or virtualisation and payment is still due: we reserve the right to make the event virtual or live depending on the circumstances at the time. All bookings shall be automatically transferred 
and refunds cannot be given for such changes. Cancellations received in writing at least 40 working days before the conference date will receive a full refund, minus an administration charge of £149 +VAT per ticket. If payment has not yet been 
made and cancellations are received in writing at least 40 working days before the conference date, the £149 +VAT per ticket administration charge is still due. By booking onto the conference, you warrant that you are authorised by your 
organisation to commit to the booking and pay all agreed costs. Global Insight Conferences Ltd cannot reimburse any travel, accommodation or other expenses under any circumstances. Global Insight Conferences Ltd will assume no liability in 
the event that this conference is cancelled, rescheduled, virtualised or postponed due to a fortuitous event, Act of God, unforeseen occurrence, a Force Majeure event, other major disruption or any other event that renders performance of this 
conference inadvisable, impracticable, illegal or impossible. For purposes of this clause a Force Majeure event shall include, but shall not be limited to: civil disorder; pandemics, endemics, disaster; an Act of God; war or apparent act of war; 
government restrictions and/or regulations; terrorism or apparent act of terrorism; disturbance and/ riots; strike, fire, curtailment, suspension and/ or restriction on transportation facilities/means of transportation; or any other emergency. 
Global Insight Conferences Ltd reserves the right to alter the venue for the conference due to a Force Majeure event or other major disruption or if Global Insight Conferences Ltd, deems it necessary to do so. If Global Insight Conferences Ltd 
postpones an event, the fee will be credited towards the rescheduled date or another conference and all outstanding invoices must still be paid in full. If GIC cancels an event, the fee will be credited towards another industry-related event within 
the next 12 months. This credit will be available for up to 12 months from the original conference date. Refunds will not be available for postponements or cancellations or virtualisation and payment is still due. If you wish to cancel a ticket on an 
event that has been postponed, the cancellation terms outlined above still stand, but in relation to the original date. Please note all exhibitors, sponsors and event partners should refer to their signed contract for more information on their terms 
and conditions. Date & Venue: Central London Or Virtually, 23rd June 2021. Please note that accommodation and transport fees are not included in the registration fee. Global Insight Conferences Ltd cannot reimburse any travel, 
accommodation or other expenses under any circumstances. Special Dietary, Access Or Speciality Requirements: We make every effort to ensure that all delegates are able to participate fully, but please do let us know if you have any access, 
dietary (other than vegetarian) or any other particular requirements. Speaker & Programme Changes: Sometimes speakers are unable to attend for personal or business reasons and whilst we make every effort to find a direct replacement, 
occasionally this is not possible within the timeframes we are given. GIC reserves the right to alter or modify the advertised speakers and/or topics if necessary. Any substitutions or alterations will be regularly updated at 
www.customercontactconference.com. Data Protection: The delegate names, organisations and occasionally job titles will be shared with other attendees of the event for the purpose of facilitating networking only. Should you not wish your 
information to be shared in this way, please email: database@globalinsightconferences.com or write to Data Protection Officer, Global Insight Conferences, 5-11 Lavington Street, London, SE1 0NZ. When you register for the conference, GIC will 
provide you with information relating to your booking and other GIC related products or services via email, direct mail, fax or telephone. Should you wish to discontinue this service at any time please write to the Marketing Director at the 
address above or please email database@globalinsightconferences.com. Admittance: We reserve the right to eject you without any prior notice or refund if your behaviour is disruptive, offensive, dangerous or illegal. Distribution of 
unauthorised materials and audio/visual recordings are not allowed without prior consent. GIC is not liable for damage to or loss of personal belongings at the conference venue and accepts no liability for the content of the papers and 
presentations given. Please note that photographs, video and audio footage, which may include speakers and delegates, may be taken at the event and used in future marketing material.
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Can You Help Contact Centres 
Deliver Seamless, Personalised & 

Easy Customer Journeys & 
Experiences?

For more information on how 
to get involved, please call 

+44 (0)20 3479 2299 or email 
partner@customercontactconference.com

Book An Exhibition Stand & 
2 Delegate Passes For Only 

£2,199 

  SAVE £600 

Organised By: Group Discounts Available! Call +44 (0)20 3479 2299 | @ www.customercontactconference.com

Inhouse/Brand

Agency/Supplier/All 
Other Companies

£619+VAT

£849+VAT

Exhibition Stand & 2 
Delegate Places £2,799+VAT

Price Standard Rate

23.06.2021Effortless Experiences
www.customercontactconference.com


