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Attract, Engage & Retain Highly-Skilled 
Agents: Power targeted attraction schemes, mitigate high 
turnover rates and deliver exceptional engagement 
strategies to retain top talent

Brand Speakers18

A One-Day, Brand-Led Conference & Networking Exhibition, London, 21st June 2023           5th Annual
Group 

Discounts 

Available! 

Book 4 For 3

www.customercontactconference.com info@customercontactconference.com +44 (0)203 479 2299

Deliver Gold-Standard Customer & Agent Experiences, Leverage New 
Tech Efficiencies & Drive Seamless Customer Journeys With

New & Inspired Customer-Centric 
Contact Centre Experiences 

Day 1

Leverage Savvy New Tech & AI: Tangibly add real 
value to customer experiences, improve resolution time and 
minimise pain points with the latest tech and AI innovations 

VOC, Changing Customer Expectations & 
Measuring Success! Prioritise the customer voice, 
measure success and harness data to level up customer 
support at critical touchpoints and exceed expectations 

Showcase Seamless & Smooth Customer 
Journeys: Deliver gold-standard customer services across 
your contact centres by ensuring responsive and holistic 
customer journeys across all channels and touchpoints 
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21.06.2023Effortless Experiences
www.customercontactconference.com

E.ON Next

Abdul Khaled
Head of Digital Customer 
Experience

Attract, Engage & Retain Agents ■ Leverage New AI & Tech Innovations ■ Maximise VOC & Keep Up With Changing 
Expectations & Behaviours ■ Secure Seamless End-To-End Customer Journeys ■ Deliver Remote & Flexible Service Delivery 
■ Inspiring Internal Cultures & Colleague Experience ■ Assess The Role Of Human Interaction ■ Optimise Omnichannel 
Strategies ■ Strengthen Operational Efficiencies
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Flexible Working Which Maximises Service 
Delivery: Enhance agent performance and productivity 
with new hybrid and flexible working models which work for 
your business and agents

Elevate Internal Cultures & Colleague 
Experiences! Embed an engaging customer-centric 
culture which inspires agents to deliver high-quality 
customer service

The Role & Value Of Human Interaction 
Today: Determine the appropriate times to ensure human 
contact, maximise customer support and service 
satisfaction, and boost retention

Optimised Omnichannel: Streamline your 
customer services across all touchpoints and channels to 
save time and resources whilst securing high satisfaction 
and customer success 
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Refine & Maximise Operational Efficiencies: 
Strengthen operations and generate resource-effective 
services which reduce waste and inefficiencies and drive 
forward business goals 
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OVO Energy

Alison Japp
PayM & Customer Care 
Director

Nokia

Ashutosh Pandey
Senior Director & Head of 
Business Process 
Transformation

Anglican Home 
Improvements

Danielle McGann
Head of Contact Centre

Atlanta Group

David Harrison
Director of Customer

Mastercard

Grace Hayes
Senior Vice President, 
Customer Delivery, Europe

New Balance

Ingrid van Ruiswijk
Manager Customer Service

Southhampton City 
Council

James Marshall
Head of Customer & 
Communications

Sky

Jason Fiddes
Head of Digital: CX & Tech 
Futures

Biffa

Kate Birtles
Customer Service Director

Starling Bank

Maria Vidler
Customer Outcome & 
Resolution Director

Holland & Barrett

Nikki Saveker
Head of Customer & 
Registration Services

London Borough of 
Camden

Phil Quickenden
Head of Customer

J. P. Morgan 

Mayank Bothra
Vice President, Head of 
Product, Digital Client 
Services

London Borough of 
Barking & Dagenham

Sabina Onwuka, Head of 
Customer Services Manager 
Day/Mobilty Services

Radisson Hotel 
Group

Alexandra da Silva Rodrigues 
Strategical Advisor for Global 
Contact Centers

NatWest Group

Simon Separghan
Head of Customer 
Experience & Contact 

•  5 Years Of Cutting-Edge Insights & Inspirations 
•  The Brand-Led Contact Centre Excellence Conference 

Gathering Industry Leaders Annually For Critical Updates, 
Innovations & New Thinking!

•   New! Breakout Discussions: 
     1.  Measuring Success
     2. Customer Support & 
         Vulnerable Customers
     3. Chatbots
     4. Self-Service

PLUS!

Organised By:

•  2 Interactive Panels:
    1.  VOC: Changing Expectations  
         & Measuring Success
    2. Internal Cultures &  
         Colleague Experience 

Vitality

Charlie Adams
Customer Service Operations 
Manager



Contact Centre & CX Cross-Sector Industry Leaders Will Unite To Share Brand New & Refreshed Strategies, Insights & Innovations To Deliver Gold-Standard Customer & Agent 
Experiences, Leverage New Tech, AI, Automation & Self-Service Efficiencies & Drive Seamless Customer Journeys For Truly Customer-Centric Contact Centres 18

Grace Hayes
Senior Vice President, Customer 
Delivery, Europe 

Mastercard

Registration, Informal Networking & GIC Welcome  08.30

Morning Chair’s Opening Remarks 09.20
OPENING 

REM
ARKS

• Define your most desirable skill sets, expand your talent pool and secure 
top talent with winning employee value propositions which appeal to 
today’s workforce, stand out in a competitive market, and suit your 
organisation’s long-term needs 

• Define purpose and create a resilient workforce which allows staff to see 
their future with the business to dramatically increase agent retention 

• How can you keep your agents happy, engaged and motivated to power 
next-level performance where they are inspired to offer the top class 
customer service, every time?

• Drive effective and ongoing L&D and training strategies which nurture 
ambition and promote long-term career progression 

Power Targeted, Benefit-Driven Attraction Schemes, 
Mitigate High Turnover Rates & Deliver Exceptional, 
High-Quality Engagement Strategies Which Retain Top 
Talent In Your Contact Centre 

09.30

ATTRACT, RETAIN & ENGAGE AGENTS
• How do you define quality? Discover effective ways of using the 

voice-of-the-customer to measure the success and quality of your customer 
service in order to drive real improvements 

• Harness strategic data capturing capabilities to understand why a customer 
is getting in contact and what they are expecting from your service to 
become truly solutions-focused and mitigate the risk of brand reputational 
damage 

• How are customer behaviours evolving in 2023, what do your customers 
want from customer service from chatbots to self-service and telephone 
calls, and how can you rapidly respond to changes?

Promote & Prioritise The Customer Voice, Increase 
The Quality Of Insights Measured & Harness Data 
Captured To Level Up Customer Support At Critical 
Touchpoints & Exceed Ever-Changing Customer 
Expectations 

11.10

VOC: CHANGING EXPECTATIONS & 
MEASURING SUCCESS
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PANEL

Q&A

Alexandra da Silva Rodrigues 
Strategical Advisor for Global 
Contact Centers 

Radisson Hotel Group

• How can you decipher which new tech, AI and automation you should be 
investing in to drive contact centre traffic, feed agents information in 
real-time and ensure improved customer experiences?

• Explore practical insights on how to seamlessly integrate AI into existing 
strategies to minimise disruption and maximise service quality in your 
contact centre 

• Demystify AI for your teams by ensuring your agents have the knowledge, 
skills and resources required to ease new tech implementation and deliver 
top-class customer service 

• Critical airtight customer data safety! Examine real life case studies on how 
to mitigate data security risks and biases when harnessing AI and 
automation to reduce hiccups and increase operational efficiencies

Leverage Savvy Tech, AI, Automation & Self-Service Which 
Tangibly Adds Real Value To The Customer Experience & 
Outcomes, Improves Resolution Times & Minimises Pain 
Points  

09.50

AI & TECH INNOVATIONS
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Name
Title 

Brand

Bonus Session; Reserved For Exclusive Conference Partner10.10

Morning Refreshment Break With Informal Networking10.40
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Ashutosh Pandey 
Senior Director & Head of Business 
Process Transformation  

Nokia

Maria Vidler
Customer Outcome & Resolution 
Director  

Starling Bank

Nikki Saveker
Head of UX/UI  

Holland & Barrett

James Marshall
Head of Customer & 
Communications 

Southampton City 
Council

Showcase Seamless, Smooth, Responsive & Holistic 
Customer Journeys Which Guarantee Gold-Standard 
Customer Service Across All Channels 

11.40

SEAMLESS END-TO-END CUSTOMER 
JOURNEYS

DOUBLE 

PERSPECTIVE 

David Harrison 
Director of Customer  

Atlanta Group

11.40 Perspective 1

Mayank Bothra
Vice President, Head of Product, 
Digital Client Services  

J. P. Morgan

12.00 Perspective 2

• The remote working attraction factor: how important is remote working for new 
and existing employees today? Attract a wider talent base and improve retention 
through matching remote working models to their needs and expectations 

• Highlight the challenges faced by training a remote team and find new and 
innovative ways to connect teams, boost support and strengthen company 
culture

• Temperature-check productivity and performance rates under flexible working to 
identify pain points and improve service organisation for your agents and 
business

Benefit Your Business & Agents! Define How Flexible 
Working Fits Into Your Contact Centre Model To Enhance 
Agent Productivity, Improve Engagement & Drive 
Retention Levels 

12.20

REMOTE & FLEXIBLE SERVICE DELIVERY

Name
Title  

Brand

Lunch & Informal Networking For Speakers, Delegates & 
Partners

12.40

Sabina Onwuka
Head of Customer Services Manager 
Day/Mobilty Services

London Borough of 
Barking and Dagenham

• Connect the dots: explore new methods to integrate contact centres into wider 
business operations to simplify the customer experience and create positive 
contact outcomes

• Discover brand new and innovative strategies and training methods to inspire your 
agents to embrace digitalisation and create an informed, straight-forward 
customer-first approach

• Explore how each individual channel impacts the customer journey to minimise 
pain points and smooth out automation to provide a responsive, timely and 
seamless customer service 

Simon Separghan
Head of Customer Experience & 
Contact 

NatWest Group



• Quality over quantity: explore real world examples of how to review the best 
strategic channel mix for customer outreach to save time and resources

Get Your Channel Mix Right! Optimise Omnichannel 
Strategies To Streamline Customer Services Across Every 
Touchpoint, Retain & Recover Customer Loyalty In 
Unpredictable Times & Streamline Customer Success 

15.40

OMNICHANNEL STRATEGY MIX

Bonus Session; Reserved For Exclusive Conference Partner14.40

Afternoon Refreshment Break With Informal Networking15.10

Attract, Engage & Retain Agents • AI & Tech Innovations • VOC, Changing Expectations & Behaviours • Seamless End-To-End Customer Journeys • Remote & Flexible Service Delivery • Internal 
Cultures & Colleague Experience • The Role Of Human Interaction • Omnichannel Strategy Mix • Optimise Operational Efficiencies

Peer-To-Peer13.10
PEER-

TO-PEER

b) Measuring Success

c) Customer Support & Vulnerable Customers

a) Chatbots

d) Self-Service 

James Marshall 
Head of Customer & 
Communications 

Southampton City 
Council

Afternoon Chair’s Opening Remarks13.40
OPENING 

REM
ARKS

• Happy agents = happy customers! Prioritise and promote agent wellbeing and 
support initiatives internally so that your staff feel empowered and inspired to 
deliver exceptional customer service externally 

• Temperature check morale and engagement levels! Explore effective training 
methods that are time-efficient and high-impact to provide agents with all the 
tools they need to thrive in and out of the contact centre 

• Drive connection initiatives in offline and online spaces for value-adding results 
and improved customer service to retain and engage in the long-term

Build & Embed An Engaging & Value-Driven 
Customer-Centric Culture Which Inspires Agents 
To Deliver High-Quality Customer Service Within A 
Thriving Team

13.50

INTERNAL CULTURES & COLLEAGUE 
EXPERIENCE

PANEL

Q&A

Alison Jaap 
PayM & Customer Care Director 

OVO Energy

Abdul Khaled
Head of Digital Customer 
Experience 

E.ON Next

Danielle McGann
Head of Contact Centre

Anglican Home 
Improvements

Strike The Balance Right! Assess How Human Contact & 
Direct Agent Interaction Impacts Your Customer Service 
Satisfaction & Influences Customer Retention To 
Determine The Perfect Balance For Your Customers & 
Business 

14.20

THE ROLE OF HUMAN INTERACTION 

• In a digital-first world, where does human contact fit within your customer 
service and contact centres strategies today? 

• Supporting digital literacy: provide effective services for all customers to 
make sure however they access customer services, they’ll get the assistance 
they need first time to achieve better customer outcomes and issue 
resolution

• Establish effective customer-feedback loops to centre the voice of the 
customer in your strategies and get a clearer understanding of the reality 
of your wait times and system effectiveness 

• Addressing the cost-of-living crisis: in uncertain times the number of 
vulnerable customers will increase, and human assistance is essential, so 
how can you actively ensure your agents are able to effectively support 
your customers?
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Phil Quickenden 
Head of Customer & Registration 
Services  

London Borough of 
Camden

Ingrid van Ruiswijk
Manager Customer Service  
New Balance

• To insource or to outsource? Assess and examine different operations to 
determine what approach is right for your business to secure key investment and 
move from a cost centre to a profit centre 

• Revaluate how your contact centre can use resources efficiently to build and 
inspire environmentally friendly mindsets across the organisation 

• Discover cost-effective ways to pressure test tech and automation to withstand 
customer demand, minimise inefficiencies and maintain drive during operational 
takeovers

Kate Birtles 
Customer Service Director

Biffa Waste Services

James Marshall 
Head of Customer & Communications 

Southampton City Council

Afternoon Chair’s Closing Remarks 16.20
CLOSING 

REM
ARKS

Official Close Of Conference16.30

“Keeping up with customer needs, demands and behaviours has 
never been so unpredictable... providing effective and holistic support 
for your customers and agents alike is essential. I'm delighted to be 
chairing this conference, speaking alongside 20 cross-sector, 
industry-leading professionals as they share critical insights to unify your 
technologies, drive staff engagement and power seamless customer 
journeys which create quality-excellence in your contact centres today!”

Ingrid van Ruiswijk 
Manager Customer Service DTC

New Balance

Simon Separghan
Head of Customer Experience & 
Contact 

NatWest Group
Jason Fiddes
Head of Digital: CX & Tech Futures 

Sky

Strengthen Operations & Generate Resource-Effective 
Services Which Reduce Waste & Inefficiencies Without 
Compromising Customer Satisfaction & Quality To Drive 
Forward Business Goals 

16.00

OPTIMISE OPERATIONAL EFFICIENCIES

Grace Hayes
Senior Vice President, Customer 
Delivery, Europe 

Mastercard

CHAIR

Charlie Adams
Customer Service Operations 
Manager

Vitality

• Quality over quantity: explore real world examples of how to review the 
best strategic channel mix for customer outreach to save time and 
resources

• Power proactive and reactive omnichannel strategies to maintain loyalty 
and forecast methods of retention levels 

• Pressure test new channel strategies to analyse if a new channel would 
be right for your business to invest in to maximise operational 
efficiencies

• In unstable economic times, optimise your channels to maintain 
customer loyalty with timely and responsive algorithms  
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Can You Help Contact Centre 
& CX Professionals Boost 

Performance? 

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 For Only £3,799 

(SAVE £599)

   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 Exhibition, 
London, 21st June 2023

 AmEx      

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

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@www.customercontactconference.com

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

Inhouse/Brand

Agency/Supplier/All 
Other Companies

£599 + VAT

£999 + VAT

Price Standard Rate 

Group Of 4 (Inhouse 
Brand Only) £1,797 + VAT

Exhibition Stand & 2 
Delegate Places £3,799 + VAT

Organised By:

SAVE £599

TERMS & CONDITIONS
Payment Procedure: Payment is due on submission of your booking please note that VAT will be charged at 20%. Please note that all BACS/invoice registrations are subject to a £24.90 booking fee and all credit cards payments 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: London, 21st June 2023. 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@globalin-
sightconferences.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.

21.06.2023Effortless Experiences
www.customercontactconference.com

21.06.2023Effortless Experiences
www.customercontactconference.com


