4th Annual

A One-Day, Brand-Led Conference & Networking Event, Central London, 21st June 2022
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Empower Agents, Harness Tech & Boost Eﬃciencies To Deliver
Seamless, Omni-Channel Customer Journeys &
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Customer-Centric, Loyalty-Boosting,
Fit-For-Future Contact Centre Experiences
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EVOLVING WITH PEOPLE

Tap Into The Evolving Customer Voice, Behaviours & Expectations To Unlock Exceptional Customer Experiences & Deliver Seamless End-To-End Journeys • Intuitive
Omni-Channel Experiences Which Smoothly Guide Towards Tech, Automation Or Agent Interaction & The Human Touch • Attract, Engage & Retain Agents & Enhance
Internal Cultures • Optimise Operational Eﬃciencies & Maximise Resourcing • The Future Of The Contact Centre & Remote & Flexible Operations

Day

Optimise AI For Tech-Dependent
Audiences With High Expectations: Set up

NEW
METHODS

your customer service oﬀering to thrive in the digitised marketplace

360° Customer Insights: Leverage VOC data and feedback
for insights into evolving customer behaviours and expectations

Gain & Retain Capable & Reliable Colleagues:

Giovanni Gelape
Global Operations
Director - Acquistion and
Customer Service

Alison Jaap
Customer Care Director &
Roseanne Baxter
Head of Customer Care

Julia Walker-Smith
Associate Director,
Underwriting Services &
Customer Support

James Revell
Director of International Contact
Contact
Centres Centres

BNP Paribas
Personal Finance

Michael O'Brien
Head of Fraud Prevention
- First Customer Contact
Centre

FirstGroup Plc

OVO
OVO

BGL Insurance

Air
AirFrance-KLM
France-KLM

Charlie Adams
Customer Service Operations
Operations
Manager Manager

Dimple Pattani
Head of Frontline
Customer Support

Lucy Child
Strategy Manager,
Customer Care

Katie
Roseanne
Greer-Thompson
Baxter
CRC
HeadFuture
of Customer
Customer
Care
Experience Delivery
Manager

Renzo Urzua
Global Contact Centre
Training & Design
Manager

Vitality
Vitality

GoCardless

The Very Group

OVO
Energy
Rover

Mastercard

Eugene Neale
Director of Business IT
and CX Engineering

Dawn Cronogue
Contact Centre Director

Richard Murray
Global Customer Services
Director

Tanya Geekie
Head of Customer Experience, UK &
Experience,
EMEA
UK & EMEA

Damian
Coulton
Tanya Geekie
Customer
Service Experience, UK &
Head of Customer
Director
EMEA

loveholidays

Brakes
Brakes

Meyer
MeyerGroup
Group

SSE Business
Meyer
Group
Energy

Clare Naunton
Former Programme
Director Customer and
Stakeholder Experience

Olivia Chambers
Customer Insights
Manager

Raphy March
Chief Design Officer &
Ziba Goddard
Chief Consulting Officer

Kirsty Tarbuck
Customer Experience Strategy
Strategy
ManagerManager

Trina Curry
Change Manager

National Grid

Huel

Cowry Consulting

The
Group
TheVery
Very
Group

Danone
Danone

Unlock eﬀective agent recruitment, development and engagement
strategies to avoid shortages in your service demand

Beneﬁt From Flexible & Remote Approaches: Fuse
employee beneﬁts, business needs and customer demands with a
workforce strategy that works for all

Responsive, Engaging Customer Journeys:

NEW

Dial up data to relieve pain points and deliver smooth and
personalised customer service with quick resolution

What About The Human Touch? Divert complex

enquiries seamlessly towards excellent customer care

Jaguar Land

Internal Cultures With Trust, Value & Connection:
Value your agents with autonomy and a healthy social culture to
foster above-and-beyond customer experience

8

Intuitive Omni-Channel Experiences: Design
ﬁt-for-purpose pathways for responsive contact tailored to customer
and business needs

9

High Demand, Staﬀ Shortages: Solutions to NEW
maximise resources in a high-demand, low-supply employment
market

10

Optimise Operational Eﬃciencies: Spark
NEW
change to streamline contact centre operations and STRATEGIES
maximise resources

11

Contact Centres 3.0: Embrace digital cultures and NEW
take people with you on your change journey to truly evolve

S!
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• Cutting-Edge Practice For 4 Years & Counting
• 18 Varied Contact Hubs Across 8 Sectors
• 3 Interactive Panels
- VOC & Keeping Pace With Changing Expectations & Behaviours
- Internal Cultures & Colleague Experience - Contact Centre Evolution NEW
• Peer Sharing: Networking Opportunities & Q&As throughout the day IN PERSON!
• Brand New Speaker Line-Up! Including Jaguar Land Rover, The Very
Group & Air France-KLM
Organised By:

info@customercontactconference.com

Cambridge
University Press
& Assessment

+44 (0) 20 3479 2299

www.customercontactconference.com

Cross-Sector Leaders From Contact Centres & CX Hubs Delve Into The Strategies, Insights & Innovations They Have Drawn Upon To Keep Apace With Digital
Change, Cultivate Thriving Work Cultures & Excellent Customer Care & Drive Their Operations Forward In A More Remote World
Registration, Informal Networking & GIC Opening Remarks

09.00

Morning Chair’s Opening Remarks
Alison Jaap
Customer Care Director

Olivia Chambers
Customer Insights Manager
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08.30

Huel

OVO

Kirsty Tarbuck
Customer Experience Strategy
Manager

NEW TECH, AI & SELF-SERVICE

The Very Group

What Can Tech Provide For Our Customers? New Tech, AI,
Automation & Self-Service Design To Improve Resolution
Time, Increase Customer Satisfaction & Minimise
Operational Costs
• AI, automation and tech has come so far! How can we break down the
connotation of poor experiences and remove fear around tech
applications to reap the beneﬁts?
• From new idea to business as usual: how can you ensure you have the
knowledge, skillset and resources required for successful integration of
future-trending tech such as WhatsApp, voice tech, screensharing and
other AI tools into contact centre operations and business frameworks?
• From vulnerable customers to diﬀerent drivers and goals, build in failsafe
responses which pivot from automation to agent contact where needed
• How can we inﬂuence customer behaviours to encourage interaction with
digital and self-service options for more cost-eﬀective, secure and
potentially speedier resolution?
• As the pandemic has accelerated the drive towards virtual customer
services, what is the future of digital connectivity?

Katie Greer-Thompson
CRC Future Customer Experience
Delivery Manager

Jaguar Land Rover

ATTRACT, ENGAGE & RETAIN AGENTS
10.15

HIGH
PRIORITY

ENHANCED
FOCUS

09.10

Julia Walker-Smith
Associate Director, Underwriting
Services & Customer Support

Eugene Neale
Director of Business IT and CX
Engineering

loveholidays

BGL Insurance

END-TO-END CUSTOMER JOURNEYS &
INSIGHTS
11.40

DOUBLE
PERSPECTIVE

20

In A Diﬃcult Recruitment Climate, Develop Stand-Out,
Beneﬁt-Driven Talent Strategies To Attract, Engage &
Retain Agents

• Temperature-check and analyse the roots of attrition to retain talent and
build eﬀective employee value propositions which appeal to today’s
workforce and mould a sustainable working culture
• Build up your employer branding for solid recruitment strategies which
expand your talent pool
• How can you maximise contact-centre speciﬁc employee engagement
approaches when calls are back-to-back and time equals money?
• Retention, retention, retention: L&D and training strategies to light a ﬁre
in agents, deﬁne purpose and keep their role exciting, engaging and
autonomous

11.40

12.00

Ziba Goddard, Chief Consulting Oﬃcer
& Raphy March, Chief Design Oﬃcer

cowry consulting

Q&A

• Soaring customer expectations getting you down? What are the easiest,
most eﬀective ways to level up the experience and what lessons can we
take from other sectors?
• Leverage CRM to dig into the data and analytics to understand exactly why a
customer is getting in contact
• Maximise data opportunities with strategic CRM integrations for a 360° view of
customer insights and analytics which increases agility, responsiveness and
resource deployment
• From asynchronous messaging and self-service to telephone, what are customer
behaviours telling us about what they want their contact to look like and how is
this evolving?
• Incorporate social media and online review portals into strategies which quickly
action complaints to enhance response times and company reputation

STRATEGIC
FOCUS

EL

360° Strategies: Level Up Customer Insights & Data
Strategies For Responsive, Customer-Driven Contact

Morning Refreshment Break With Informal Networking

11.20

N

09.45

Bonus Session; Reserved For Exclusive Conference Partner

10.50

REMOTE & FLEXIBLE SERVICE DELIVERY
PA

VOC: CHANGING EXPECTATIONS &
BEHAVIOURS

10.35

As Post-COVID Employee Expectations Around Flexible
& Homeworking Evolve, What Could & Should This Look
Like As A Long-Term Contact Centre Model & How Can
It Beneﬁt Both Business & Agents?
• As business in general trends towards hybrid working to what extent can we
widen our talent pool and secure top-level talent by oﬀering remote
customer contact positions?
• Do agents need to be in one location? What is needed in terms of data,
training and tools to trust agents to deliver top-of-the-range customer service
wherever they are based?
• Can we seize the opportunity to broaden our customer oﬀering and increase
staﬃng around peak demand with more ﬂexible communications delivered
by ﬂexible-hours agents? And what tech is needed to support this?
• Recognise the pressure hybrid or remote working places on team leaders to
ensure training and performance are managed and productivity and agent
engagement levels are high
• Better understand and navigate the barriers of remote contact to create a
strong sense of company identity and personal belonging during the
recruitment and onboarding period, and bolster engagement and motivation

Tanya Geekie
Head Of Customer Experience,
UK & EMEA

1

Damian Coulton
Customer Service Director

2

SSE Business Energy

THE VALUE OF HUMAN INTERACTION
12.20

STILL
KEY

Bonus Session; Reserved For Cowry Consulting

• Generate data-led overviews of customer journeys from ﬁrst interaction to
post-contact care to review demographic trends and optimise experiences
• With contact centres back to the forefront of CX, how can we embrace
digitisation to make seamless, eﬀortless connections with customers
across all our channels and frontline agents?
• Locate and address the pain points in customer journeys to smooth out
automated ﬂows or provide timely, seamless switches to agent
intervention
• One size doesn’t ﬁt all! Interrogate your customer contact to seek
opportunities for personalisation to maximise comms, oﬀer relevancy and
enhance loyalty

Meyer Group

Speaker To Be Announced
09.30

Design Intuitive Journeys & Minimise Pain Points To
Achieve Responsive, Engaging Customer Contact &
Experiences Across All Channels

Where Value Beats Cost! Where & When To Ensure
Customers Have Direct Agent Interaction To Achieve Better
Customer Outcomes, Issue Resolution & Enhance The CX
• Complex interactions, vulnerable customers and emotionally-charged
topics: identify where human assistance is absolutely essential and
ensure these customer enquiries are escalated to the right agent to
provide the right customer care
• Develop agency in your agents! Train and empower agents to deliver
responsive, tailored and personalised customer engagement
• Staﬃng issues, wait times, systems not aligning with customer experience
history… how can we alleviate the barriers to quick, eﬀective and
personable customer servicing?
• Increased value transaction, reduced complaints, enhanced loyalty… how
can we demonstrate the value-add of telephony where it is just often
seen as a cost?

Dawn Cronogue
Contact Centre Director

Brakes

New Tech & AI • VOC • Recruit & Retain • Remote & Flexible Operations • Customer Journeys & Insights • Personalised CX • Colleague Engagement & Internal
Cultures • Omni-Channel • Operational Efficiencies • Maximise Resources • Contact Centre Evolution
Morning Chair’s Closing Remarks
Alison Jaap
Customer Care Director
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12.40

OMNI-CHANNEL STRATEGY MIX
14.30

OVO

Clare Naunton
Former Programme Director
Customer and Stakeholder Experience

National Grid

Cultivate A Customer-Centric Contact Centre
Culture Where Agents Are Connected &
Independent, Add Value & Feel Valued

BNP Paribas Personal
Finance

EL

Q&A

• Happier agents, happier customers: methods to promote wellbeing and support
initiatives in oﬄine and online spaces to maintain engaged teams and keep spirits
high
• Future pipelines: take care of the next generation by fostering opportunities for
progression, agent-to-agent knowledge sharing and creating a culture of connection
and support
• Manage business change and transformation to reposition contact centres and
customer experience as central and pivotal to the organisation and ensure that
value is communicated to our front-line workers
• How can we do more to recognise direct correlation between agent action and high
CSAT and NPS scores and celebrate success?

14.50

OVO Energy

Cambridge University
Press & Assessment

FirstGroup Plc

15.10

Bonus Session; Reserved For Exclusive Conference Partner

GoCardless

15.40

Afternoon Refreshment Break With Informal Networking

Trina Curry
Change Manager

16.10

Charlie Adams
Customer Service Operations
Manager

Vitality

MAXIMISING RESOURCES
High Customer Demand, Staﬀ Shortages: Alternative
People Solutions To Overcome Pressures & Shortages In
The Labour Market
• Flexibility breeds savings? Optimise staﬃng during peak windows and
minimise staﬃng during quiet periods with ﬂexible resourcing and
ﬂexible contracts to comfortably cover demand
• Nearshoring, remote workers and part-time solutions can continue to
deliver consistent performance whilst making savings from the trade-oﬀs
with employee ﬂexibility and recruiting at distance
• Where needs must, explore outsourcing best practices to ensure
customers are serviced not just quickly, but eﬀectively!

Q&A

James Revell
Director of International Contact
Centres

Air France-KLM

Constantly & Consistently Deliver More & Better With
Less: Tactics Which Identify Waste & Ineﬃciencies &
Spark Change To Increase Operational Eﬃciencies
• From tech to staﬀ… strengthen operations to build business continuity
and resilience into the contact centre function for unshakable customer
services
• Strategically develop dashboards for at-a-glance contact centre
management overviews which identify operational ineﬃciencies and
potential savings within the current contact centre framework
• Embrace the right technology and RPA for your contact centre to replicate
and accelerate processes and save time, resources, and eﬀort
• Pressure-test your technology to ensure that it stands up to high
customer demand, staﬃng gaps and new digital upgrades
• We can and have responded to drastic change! How can we learn from
this to make continuous improvement part of day-to-day life and develop
forward-thinking mindsets?

From Tech To Agents, From Infrastructure
To Customer Demands: What Are The
Building Blocks For The Contact Centre Of
Tomorrow?

• Big ship to turn: how can large-scale, legacy organisations ignite a business-wide
desire for change and achieve agility in digital and people strategies?
• How can we not only build our vision but communicate it so customers,
colleagues and the wider business see the strategic and added value of contact
centres?
• Leverage customer and colleague feedback to guide transformative strategies for
truly people-centric servicing

Lucy Child
Strategy Manager, Customer Care

The Very Group

17.00

Afternoon Chair’s Closing Remarks
Clare Naunton
Former Programme Director
Customer and Stakeholder
Experience

Richard Murray
Global Customer Services Director

Michael O'Brien
Head of Fraud Prevention - First
Customer Contact Centre

Danone

16.30

National Grid
17.10

Oﬃcial Close Of Conference

“Great Insights”
Welsh Water (Previous Conference Attendee)

S
R’ S
AI RK
CH MA
RE

Roseanne Baxter
Head Of Customer Care

Dimple Pattani
Head of Frontline Customer Support

CONTACT CENTRE EVOLUTION

OPERATIONAL EFFICIENCIES

NEW
FOCUS

14.00

N
PA

INTERNAL CULTURES & COLLEAGUE
EXPERIENCE

Giovanni Gelape
Global Operations Director Acquisition and Customer Service

BEST
PRACTICE

Afternoon Chair’s Opening Remarks

• Omni-channel doesn’t mean every channel available! Slim down your channels for
strategic, insight-led customer contact journeys which oﬀer what customers really
need, minimise channel switching and drive eﬃciencies
• How can we make eﬀortless, seamless connections for our customers, and our
people, across all channels?
• Create intuitive customer journeys guided by what the customer needs, not only
how the business wants to interact with them
• Blend technologies such as chatbots and voice recognition to reduce triage time
with switching seamlessly to agent intervention where needed, and resolve queries
painlessly

Mastercard

EL

13.50

From Channel Proliferation To Strategic Pathways:
Optimise & Match Channels To Customer Needs
Eﬀectively To Streamline Customer Success

N
PA

Lunch For Delegates, Speakers & Partners
S
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12.50

Renzo Urzua
Global Contact Centre Training &
Design Manager

REGISTRATION FORM

4 Easy Ways To Register

Brochure Code:

A One-Day, Brand-Led Conference & Networking Event,
Central London, 21st June 2022

Online @ www.customercontactconference.com
Phone +44 (0) 20 3479 2299

ATTENDEE DETAILS:

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

Surname

(Brochure code, email, advert etc)

Job Title

Accounts Department:

Company Name

Contact Name

Tel

Tel

Email

Head of Department Contact Name

Fax

Head of Department Email

Address

Booking Contact Name

Email info@customercontactconference.com
Price

Standard Rate

Inhouse/Brand

£599 + VAT

Agency/Supplier/All
Other Companies

Exhibition Stand & 2
Delegate Places

£2,699 + VAT

SAVE £599

Booking Contact Email

Country

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

1

Credit Card/Debit Card
Visa

Mastercard

Maestro

AmEx

2

4
For
3

• Speaker notes available to download one week after the conference, subject to
speaker disclosure.
• Only one discount can be used per registration.
• Please note VAT will be charged at 21% and all registrations are subject to a 4%
booking fee.
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.

Can You Help Contact Centre &
CX Professionals Boost
Performance?
SO
SO
LD

LD

7
21.06.2022

www.customercontactconference.com

8
9
10

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 Places Now For
Only £2,199 + VAT

SAVE £500

Organised By:

(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).

3

Exact name on card
Valid From

Bank Transfer
Bank transfer details will be provided in your invoice.

Card No.

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).

EVOLVING WITH PEOPLE

Email

*

£1,797 + VAT

5 6

21.06.2022

www.customercontactconference.com

Booking Contact Tel
Postcode

£799 + VAT

Group Of 4 (Inhouse
Brand Only)

3 4
2
1

EVOLVING WITH PEOPLE

Please complete in capitals. Photocopy for multiple bookings.
How did you hear about the conference?
Forename (Mr/Ms/Mrs/Miss/Dr)

Enclosed

Please make cheques payable to Global Insight Conferences Ltd

Expiry Date

4

Security Code
Signature

Cheque
Invoice

PO Number:

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

Date

Card Billing Address (if different to above)

TERMS & CONDITIONS
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 4% 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 or cancellations or virtualisation and payment is still due and we reserve the right to make the event virtual or live depending on the circumstances at the time. Refunds will not be available for postponements, cancellations,
virtualisation or a change to a live conference from virtual and payment is still due. 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, 21st June 2022. 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. Please note that all registrations are subject to a 4% booking fee.

Book 4 Delegates For The Price Of 3 @www.customercontactconference.com

