
Conference Day One: Out of the Box Thinking 
29th January, 2019

08:30 REGISTRATION AND WELCOME COFFEE

09:35 WELCOME REMARKS AND CHAIR INTRODUCTION 
Taya Prokopenko, Conference Director, IQPC

09:45 UPGRADING YOUR CUSTOMER EXPERIENCE: A CROSS INDUSTRY PERSPECTIVE 
What’s going on in the CX world as a whole? In this introductory session you’ll hear trends and updates on what 
retailers, financial institutions and hospitality companies are doing out of the box in their quest to deliver memorable 
experiences to their customers. 
	How do we start thinking “out of the box” with our CX?
	Find out what makes top scoring industries perform as well as they do
	What can you actually do now to differentiate in a highly commoditised market?
	What can we learn from other industries that we can do differently?  
Ingrid Lindberg, Chief Experience Officer, Chief Customer 

10:15 UNIQUE APPROACH TO CX AT GO 
Find out how GO define and introduce the branded Customer Experience as a source of sustainable company 
advantage and reverse engineer CX from a predictive experience to experience as a differentiator.
	What are GO trying to achieve?
	What’s unique at GO? 
	Re-establishing operational structure to streamline CX process: looking at CX roles and skills
	How does a formula for success look like in practice?
Antonio Ivankovic, Chief Customer Experience Officer, GO 

10:45 LEVERAGING DATA AND TV OPERATIONS TO MEET CUSTOMER DEMANDS IN AN OTT WORLD
	 Using DPI and BI to segment customer preferences and pattern of content consumption
	 Looking beyond traditional TVoD and SVoD models and putting customer experience first!
	 Bundling non-linear content through OTT partnerships
	 Bringing linear content on OTT to meet customer requirement on the go and monetising data services
Aasif Inam, VP, Product & Pricing, PTCL 

 11:15 MORNING BREAK AND NETWORKING

11:45 ICE BREAKER ACTIVITY: WHY DO WE DO CX – THE HIGHS AND LOWS 
In this dedicated time slot, you will get to take part in the live poll to vote on what the most pressing issue it is that 
you are hoping to solve in the upcoming 3 days. The answers will be introduced and discussed. You will then be 
arranged into groups in orders to discuss and present your “best” and “worst” CX moments.

12:15 CUSTOMER EXPERIENCE IN THE AI FIRST WORLD
		Have you wondered what the future of the AI first world will be in telecoms and how it will impact customer 

experience? 
		Be a part of an exclusive expert discussion, followed by Q&A opportunity with the second largest telecoms in the 

world (Forbes, 2018) about how they are designing their CX in the AI First world to ensure a future proof strategy 
which will drive customer experience in the telecoms industry. 

		You will hear about the role of voice, sonic branding, the future of TV and much more in an AI First world.
Neil Shah, Head of Design, Verizon
Justin Reilly, Former Head of CX Innovation, Verizon
Fabian Birgfeld, CEO & Co-founder, W12 Studios

13:00 TELCO GROWTH STRATEGY IN THE DIGITAL WORLD
Exceeding customer expectations is what provides the wow factor. While digitally-born companies have established 
that standard, they’ve made it all the more difficult for Telcos to match, let alone exceed it. But the strategic question 
for Telcos continues to be ‘what’s the next growth engine?’. Diversifying the Telco value proposition beyond voice 
and data services is essential, but understanding where to diversify and how to deliver value in typically unfamiliar 
territory is informed by what customers want. A good understanding of customer needs guides us on choosing the 
big bets; and a good understanding of their expectations maximises the chances of success.
		Creating products based on customer demand
		Pivoting your product based on your customers asking
		Building delivery structures that are customer-friendly 
Alaa Zaher, Head of Strategy & Innovation, Vodafone Egypt

13:30 NETWORKING LUNCH
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29th January, 2019

"IT’S A MANDATORY 
ANNUAL EVENT!"
– Head of Customer Experience, Program, SFR

14:30 GROUP EXERCISE: A FRESH LOOK ON CUSTOMER JOURNEY MAPS 
The more broadly you define the customer experience, the more opportunities you can identify for improvement. 
One way to develop more empathy with—and gain new insights about—your customers is to look beyond the 
narrow definition of your offering and consider the customer’s total experience. In something as simple as each 
customer interaction, there is a dozen of steps.  A journey map helps you think systematically through the steps your 
customers—internal or external—have when they interact with your product or service.
Customer journey maps are nothing new in the telecoms industry; however, remain an essential step in 
understanding your customers’ motivations, expectations and next moves. 
In this exercise, you will discuss what CJM means for each of you, how you organize your CJM process and research, 
what common mistakes you’ve made in the past that cost you plenty of time, money and customer satisfaction. Build 
your own map for an allocated part of the customer journey, show the map to the rest of the group and ask them 
what you’ve overlooked or gotten out of sequence. By the end of the session, you will build an ultimate CJM plan 
and gather skills that will help you ensure you make the most out of your maps as they are the greatest source of 
innovation opportunities.  
Moderator: Ingrid Lindberg, Chief Experience Officer, Chief Customer

 15:00 RETHINKING BRANDING: HOW TO UNLEASH BRAND POWER TO IMPROVE CX?
In an era where brands seem to need rediscovery and reinvention, we will revisit some branding concepts and a new 
way to look at them to unleash the power of you brand and improve your customer experience efforts. 
		CX, the simplest definition of all
		CX and brand
		4 ways to unleash your brand power
		Brand fitness and brand behavior
		What is a cognitive limit and how does it affect your Brand CX?
		Living the Brand Experience: behaviours vs attitudes
Claudia Nieves, VP, Marketing & Digital, Central America, Millicom (Tigo)

 15:30 AFTERNOON BREAK AND NETWORKING

16:00 ROUNDTABLE EXERCISE: APPLYING OUT OF THE BOX THINKING TO CUSTOMER TOUCH POINTS
In this session you will select a customer touch point of particular interest (subject to space availability – please 
indicate your preference at the time of pass reservation) and apply what you’ve learnt during the day to collectively 
innovate CX opportunities for your customers.
Tables will be broken up by most significant customer touch points within telecoms. Use CJM and design thinking to 
asses each touch point, share your thoughts and draw up an ultimate 2019 map of customer interactions. These will 
be shared with an audience, discussed and a master copy created for everyone to keep. 
	Web Portal
	Self-service
	Social Media
	Mobile App
	Retail Experience
	Call Centres

17:00 CHAIR’S CLOSING THOUGHTS AND END OF CONFERENCE DAY ONE

17:15 NETWORKING DRINKS
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Conference Day Two: Customer facing CX 
30th January, 2019

08:15 REGISTRATION AND WELCOME COFFEE

09:00 CHAIR’S OPENING REMARKS
Ingrid Lindberg, Chief Experience Officer, Chief Customer

09:15 CUSTOMER SERVICE AND THE CHANGING CONSUMER DEMANDS IN THE DIGITAL WORLD
We have observed how customer expectations and habits have changed as a result of digitalisation and telecoms are 
now juggling to stay relevant trying to integrate digital channels into their CX effectively. Moving from Mobile First 
to AI First strategy on this digital journey, what does it mean to be proactive in meeting customer expectations and 
how to we act on that? In this session, you will explore what these changes mean for telecoms and how to build your 
business strategy based on customer service and innovation to live up to customer expectations in 2019+. 
David Erickson, Founder & CEO, FreeConferenceCall 

09:45 REINVENTING THE TELCO CUSTOMER EXPERIENCE
It is no secret that digital customers have increasingly high expectations of all types of service providers.  To win 
in today’s environment, communication service providers (CSPs) must reinvent the way they provide services and 
interact with their customers, delivering a true digital customer experience.  We will explore four requirements for 
CSPs to deliver a world-class digital customer experience, including practical examples.
	Engaging customers in digital time with the right service through the right channel, when it matters most
		Harnessing the power of connected intelligence to build a thorough understanding of customers - what they want, 

what they need and what they find valuable
		Delivering ultra-personalized customer experiences and contextualized offerings based on this customer 

understanding
		Utilizing AI & automation to make sense of the massive amounts of network and customer data and turn insights 

into immediate, even predictive action
Andy Fruhling, VP, Software Development, Nokia Digital Experience

10:15 DRIVING CUSTOMER-CENTRIC CHANGE IN LATIN AMERICA’S LARGEST CALL CENTRE
Find out how Telefonica is improving the quality of service for 100 million of their customers using AI, IVR & SMS.
		The journey of implementing AI for CX transformation 
		Keeping up with customer expectations
		Integrating tech innovation through a “learn as you go” mentality
Fabio Avellar, VP, Customer Experience, Telefonica Brazil (Vivo)

10:45 MORNING BREAK AND NETWORKING

13:15 NETWORKING LUNCH

11:15 IDGs:  
Choose 2 out of 8, you will have an hour for each discussion group. 
Please note that these sessions require early registration.

EXCLUSIVE VIP LOUNGE
(INVITE ONLY)

Self-service Platforms 
Revolution

Data 
Analytics & 

Personalisation

Management 
Transformation

For more information on this enquire with 
the conference director on  
Tayisiya.Prokopenko@iqpc.co.uk

VoC Social Media, 
Content & 
Branding

Digital & Cloud CX & UX Design

PRODUCTS & SERVICES STREAM PROCESS STREAM PEOPLE STREAM
What you offer to your 

customers, as well as how you 
position it

How you optimise processes 
to deliver on your customer 

promises

How to maximise potential in 
customer facing employees and 

take advantage of the human 
factor in CX

14:15 MOVING BEYOND APP PUSH 
NOTIFICATIONS AND PUSH SMS 
What if you could achieve a 
customer response rate 20X 
greater than push SMS or app push 
notifications?

CONTACT CENTRE 
TRANSFORMATION: HIGH TOUCH 
CX IN THE DIGITAL AGE
How do you deliver on promises of 
personalisation, understanding and 
care in your contact centres?

CUSTOMER FOCUS IN THE 
ORGANISATION 
Discover how to install commitment 
to CX goals and make your 
employees CX catalysts of CX 
delivery and CX opportunity pioneers.
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30th January, 2019
What if you could communicate 
with 100% of your customers, on all 
mobile devices, without requiring a 
mobile application?
Join us to learn how mobile 
operators and brands can digitize 
and transform the ways they reach 
and engage customers.
Christopher DeGrace, VP, Products 
and Alliances, OnePIN

High touch management process 
seems counter intuitive in the era of 
digitalisation and AI at first; however 
intelligent automation proves to be an 
incredibly useful tool to allow the special 
attention your customers deserve. 
Immerse yourself in this AT&T case 
study of premium contact centres 
transformation to move away from a 
quantity and speed of resolution to a 
quality, high touch approach that has 
evidently reaped its benefits through 
measuring the most important 
contact centre KPIs.
Marcos Arias, Director, Premium 
Contact Centres, AT&T

  Transforming how your 
organisation views CX
  Aligning the organisation and 

employees to ‘CX as a way of life ‘ 
  Driving creativity and innovation 

within the organisation 
  How to get your employees 

excited about your customers and 
what you do for them?

Suman Kargupta, Head of Customer 
Experience, Jio

 14:45 UTILISING CHATBOTS TO BUILD 
CUSTOMER RELATIONSHIPS 
As AI becomes part of consumers’ 
everyday lives, chatbots will play an 
ever-growing role in defining how 
operators connect to consumers. 
By leveraging chatbot and AI 
technology via APIs, we can not 
only increase customer loyalty by 
engaging with them in deeper, more 
personal ways, but we can also 
make it quicker and easier to solve 
problems and address their needs 
and wants.
Through a series of use cases, 
Omar Javaid will share how telecom 
service providers today can best 
unlock the potential of chatbot 
and AI technology to enhance their 
customer journey and build stronger 
customer relationships.
Omar Javaid, Chief Product Officer, 
Vonage

AI-DRIVEN EXPERIENCE-CENTRIC 
BUSINESS AND OPERATIONS
Gaining significant business benefits 
with real-world data-driven use cases.
  Boosting NPS by improving 

experience and customer 
satisfaction at every touch point of 
the customer omni-channel journey
  Retaining high value customers 

with automated VIP and corporate 
experience monitoring
  Moving from network-centric to 

experience-centric business by 
prioritising issue resolution based 
on customer impact
  Empowering the marketing, customer 

care and operations with personalised 
customer experience index
  Detecting up-sell and cross-sell 

opportunities, and finding new 
revenue streams faster
  Automating and optimising 

operations, and boosting network 
performance

Malla Poikela, Head of Marketing, 
Digital Intelligence, Nokia Software  

CX AND COLLABORATION
Collaboration amongst your 
employees, and between 
departments, is the single biggest 
enabler of customer satisfaction, or 
dis-satisfaction. A lack of effective 
collaboration is easily visible to 
the customer. It shows up in the 
transaction itself, in our customer 
surveys and in our internal NPS 
surveys. If you have a customer 
experience deficit, the “internal,” or 
employee, NPS survey is the easiest 
way to get to the heart of the issue.
We will look at the first right steps to 
get all employees rowing in the same 
direction, empowered by the same 
ideal journey vision, before you tackle 
the discrete customer issues:
  Shared business objectives
  Shared performance measures
  Enabling the greater view of the 

business performance
Maria Marino, VP, Customer 
Experience,  Windstream

15:15 HOW TO SAVE MILLIONS BY 
REFRAMING THE CUSTOMER 
SERVICE MODEL     
Koodo Mobile has remained an 
industry leader in the wireless 
category, backed by multiple J .D. 
Power wins over the last 10 years. 
A distinct approach to customer 
experience, centered around ‘design 
thinking’ principles is at the heart of 
the success. 
Learn how you can adopt some of 
these insights for your business 
strategy and transform your customer 
interactions to a new future-proof 
digital model, maximising customer 
satisfaction and loyalty.
  Leverage AI, tech innovation and 

customer centricity for a win-win 
outcome
  Implement Virtual assistant  into 

customer sales & care
  Using behavioral psychology in 

defining CX strategy 
Bernard Szederkenyi, VP, Customer 
Experience & Digital Evolution, Koodo 
Mobile

CUSTOMER INTERACTION 
STRATEGY FOR 2019+ 
Learn how to create a simple, 
consistent and accessible customer 
centric experience to drive customer 
satisfaction and cost effectiveness. 
  Revisiting the approach towards 

the customers
  Enhancing real time customer 

interactions 
  Optimising value through 

digitalized sales and service 
interactions 

Sana Afzaal, Director, Enterprise 
Channel Strategy & Insight, du 

IDG: HOW TO MAKE YOUR 
EMPLOYEES DRIVE CUSTOMER 
SATISFACTION AT ALL CUSTOMER 
TOUCH POINTS?
This session is an opportunity 
to discuss everything to do with 
running customer touch points 
and getting the most out of your 
employees within your Call Center, 
Retail, Field Operations, Digital and 
other channels. You will explore the 
best ways to overcome the common 
pain points in order to facilitate:
 Performance improvement
  Employee satisfaction and 

retention
 Taking CX initiative 
You will have a chance to bring your 
current challenges to the table and 
get input from the group.
Moderator: Michael Dmitrichenko, 
Chief Customer Officer, Volia
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30th January, 2019
13:15 NETWORKING LUNCH

16:15  PANEL DISCUSSION: BRINGING THE 3 Ps TOGETHER – HOW DO WE ENSURE ALIGNMENT OF CX BETWEEN 
DIFFERENT BUSINESS FUNCTIONS AND STAKEHOLDERS?
Organisational alignment is critical to getting your CX programmes off the ground and delivering. Many things need 
to be considered when setting up these programmes for success – defining the impact on key business outcomes, 
designing new processes and tools to support new CX capabilities, establishing what success means in your context. 
Aligning different business functions and stakeholders to work towards the same end goal is more complicated in 
practice than sounds. 
		What is the best approach to clarifying and operationalising your CX vision and tying it to clear business outcomes?
		How does the CX transformation impact the expectations from the other business functions?
		Metrics, recognitions and rewards: What is the most efficient way to accomplish employee engagement?
		How to engage your customer in this process as a primary stakeholder?
Moderator: Ingrid Lindberg, Chief Experience Officer, Chief Customer
Members of the panel:
Rolf Adamson, SVP, Customer Contact Centres, YouSee
Abdellatif Bouzani, Group CEO, Smart East Africa
Aasif Inam, VP, Product & Pricing, PTCL
Hany Mokhtar, VP, Customer Experience, Mobily
Prashantha Robertson, General Manager, Customer Experience, Sri Lanka Telecom

17:00 FIRESIDE CHAT:  DEFINING THE TELECOMS DIGITAL FUTURE – WHAT IT MEANS TO BE A “DIGITAL OPERATOR”
We offer you an exclusive discussion with the lead of the TM Forum’s Artificial Intelligence Collaboration Program - 
Aaron, who has been working to create industry standards and best practices with extensive research and analytics 
work alongside largest global telecoms.
This discussion will focus on what the near future holds for telecoms and what they should do today in order to add 
value to their customers. 
		What’s the vision for the 5G world and how do we achieve that vision?
		What aspects of the digital transformation are the most challenging and how should we go about them?
		How do we unlock innovation within telecoms, as well as address the skill gap?
The audience will have a dedicated Q&A time at the end of the chat.
Facilitator: Ingrid Lindberg, Chief Experience Officer, Chief Customer
Fireside chat expert: Aaron Boasman-Patel, VP, AI & Customer Experience, TM Forum

17:30 CHAIR’S CLOSING THOUGHTS AND DRINKS RECEPTION

WE INVITE YOU TO SIT BACK, RELAX AND NETWORK WITH  
YOUR PEERS TO REFLECT ON THE DAY’S LEARNING
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Conference Day Three: Behind the Scenes 
of Customer Interactions 

31st January, 2019

08:30 REGISTRATION AND WELCOME COFFEE

09:00 CHAIR’S OPENING REMARKS
Ingrid Lindberg, Chief Experience Officer, Chief Customer

09:15 THE 4 “E”S CX EXCELLENCE MODEL
In this session you will learn how to apply an empirical model of Customer Experience Excellence. The following 
aspects of CX will be discovered by you:
	CX key statistical facts
	What do the 4 "E"s stand for?
	What does the Customer really want?
	Key CX management notions
	6 steps towards Your CX foundational program
	CX Roadmap planning and management
Hany Mokhtar, VP, Customer Experience, Mobily 

09:45 THE FUTURE OF USER EXPERIENCE  
Hear the best practices of the complete overhaul of digital experience at Verizon Fios and learn to elevate your 
user experience by connecting all customer touch points from marketing and sales, to engagement, to product 
innovation.
		Understanding “moments that matter” for your customers
		Introducing modern operational practices
		Building a user experience and architecture based on simplicity and modularity 
		Providing increased catalogue flexibility
		Maximising customer channel distribution through ML based personalisation 
Neil Shah, Head of Design & User Experience, Verizon  

10:15 PANEL DISCUSSION: BIG DATA, SMALL DATA…
Big data and predictive analytics account for a sizable portion of the promise of improved CX based on 
personalization and customer offerings and interactions. While big data is proving a strong asset in selling to 
customers, it is often remarkably weak at guiding businesses in serving those customers.
When assessing customer pain points, big data tells us where the problem lies, but it is only with diving deep into 
small data we can figure out what the problem actually is. How do we utilise the two to deliver both the scope and 
the individual touch?
Our experts will discuss the challenges of personalising experiences for their customers, looking at the macro – big 
data and the micro data. 
		What are the potential hazards trying to predict future behaviour using big data without assessing what the small 

data is saying about the past and present?
		How small data help to reveal customer insights that big data cannot?
		Why big data’s attempts to personalise offerings can often feel impersonal and how do we overcome that?
		Why businesses need to embrace both big data and small data to create a superior end-to-end CX?
		Why an effective small data practice can be the key that unlocks the ability implement your omni-channel service 

strategy?
Moderator: Ingrid Lindberg, Chief Experience Officer, Chief Customer
Members of the panel:
Nisreen Abu Hadba, Director, Customer Experience & Quality, Orange Jordan
James Alexander, Decisioning Director, Sky
Tuula Heikkinen, Head of Customer Insight, Telia Finland
Tim Veroungen, SVP, Products & Marketing, Telenor Group

11:00 MORNING BREAK AND NETWORKING
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31st January, 2019
PRODUCT & PLATFORMS STREAM PROCESS & PEOPLE STREAM

Looking at product in terms 
of network and offerings

Looking at greater CX strategy improvement, 
including customer culture

11:30 CASE STUDY: A PRACTICAL APPROACH TO 
PERSONALISATION AT SKY 
Delivering on personalisation effectively is a challenge 
faced by many telecoms and the implications of failure 
to deliver are crucial in an over-digitalised world of high 
customer expectations.
Learn how Sky are building personalised experiences 
based on human driven solutions enhanced with AI, 
leading to step change in business impact.
  The importance of identity
  Human vs simple ML vs AI recommendations at Sky
  How staying flexible across these has allowed us to 

maximise benefit from personalisation
James Alexander, Decisioning Director, Sky

OPERATIONALISING CX FOR MEASURABLE SUCCESS
The importance of having metrics which provide the 
most accurate representation of your CX progress 
cannot be overstated. 
How to build intelligent metrics the soft way and drive 
your CX program smoothly? We need to be able to 
clearly operationalize CX ambitions, which will celebrate 
significant achievements. 
  Looking at different metrics: do you need an aspirin ? 

NPS? CSAT? CES? Or is AI going to lead the way with 
new, more comprehensive intelligent metrics solutions?
  Metrics to drive accountability at all levels
  What about human? 
Claire De Selve, VP, Customer Experience & Digital, Orange 

12:00 ADDRESSING THE TABOO: WHERE DOES OTT 
COMMUNICATION FIT IN THE MOBILE ECO-SYSTEM?
Over the last 4-5 years, OTT providers like Facebook 
Messenger, WhatsApp, Apple Facetime, WeChat, Line, 
Hike, and others have been growing their subscriber base 
in record numbers by offering free calling and messaging 
communication that ride on top of our networks. 
Are OTT providers, who leverage our networks, a threat 
to our business or should we embrace and agree to a 
co-opetition model that can benefit both sides? 
  Should we embrace OTT communications application 

providers who are using our networks to essentially 
compete against and devalue our own core business?
  Is there any way to create a logical co-operation with 

them or has that ship already sailed?
  Facebook/ WhatsApp/ WeChat and others have made 

significant progress with their messaging apps over 
the last few years. What could have we done more 
over the last 5 years?
  Can we build our own cooperative OTT eco-system 

to compete against the fragmented app2app OTT 
communications eco-system the way we all agreed to 
interop years ago for SMS?
  Messaging apps don’t take up nearly as much data 

usage or bandwidth as streaming video/ music/ etc. But 
what happens when calling/messaging communications 
evolve overnight into video communications? 

Jonathan Lin, Head of Product & Business 
Development, Ultra Mobile 

VOC: MOVING AWAY FROM CAPTURING TO 
TRANSLATING INTO PROCESS
How do you move away from talking about improving 
Customer Experience to actually doing something about 
your customer experience? Engage in a case study on 
the most successful approach for YouSee – the leading 
Danish traditional telecoms provider. 
  Taking the execution of CX to the next level through 

transformation of customer touch points 
  How do we capture the VoC to pick up the parts of 

customer transactions that need to be improved?
  Translating VoC into process changes 
  Taking away customer challenges from the frontline 

to the heart of the organization to deal with them 
effectively 

Rolf Adamson, SVP, Customer Contact Centres, YouSee 

12:30 CUSTOMER EXPERIENCE INNOVATION LEADING TO 
GROWTH IN MOBILE BROADBAND INDUSTRY
Muhammad will share the Jazz LTE Mobile broadband 
experience in leading CX, alongside the key insights into 
the digital transformation journey:
  Enablement pillars leading to digital lifestyles
  How to drive customer-centric digital transformation
  Retail engagement to create experience innovation
  Broadband monetization strategies and customer 

engagement models
Muhammad Ali Khan, Head of Devices & Mobile 
Broadband, Jazz

PUTTING DESIGN THINKING INTO PRACTICE 
The success of your team’s design thinking sessions 
hinges upon a solid foundation of user insights. Failure 
to know who you are solving for, what solutions they 
use today (if any), and what motivates and inhibits them 
means you’re operating in the dark. In other words, 
you’ll be doing what the overwhelming majority of 
organizations do by viewing design as an afterthought.
  Dive into the 5 step design thinking framework to 

fuse design thinking practices into your team’s daily 
workflow: Emphasise, Define, Ideate, Prototype and Test
  Powering design thinking with Customer Journey 

Maps:  With a customer journey map, the solutions 
your team ideates, prototypes, and tests will be much 
more informed—and they’ll ultimately save you from 
costly re-dos
  Engaging your team to think big 
Eman Rifaat, Head of Customer Experience & Service 
Modelling, Vodafone Egypt
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31st January, 2019
13:00 NETWORKING LUNCH

15:30 MAGENTA 1: A UNIQUE CONCEPT OF PREMIUM CUSTOMER EXPERIENCE AND BENEFITS
A case study of Croatian Telecom acting on their customer feedback to develop a unique package of service 
offerings for their residential and business customers. 
	Developing a product based on listening to your customers’ needs
	Magenta 1 offerings
	Delivering on our promises
	The benefits we’ve observed in the last few years
Branimir Spajić, Director, Customer Experience Management, Hrvatski Telecom

16:00 CHAIR’S CLOSING THOUGHTS AND CLOSE OF CONFERENCE

WORKSHOPS
Choose one of out the given options. 

Early registration is mandatory due to limited spaces – please indicate your preference when 
completing registration. 

14:00 ALIGNING CUSTOMER AND 
EMPLOYEE EXPERIENCE 
TO DELIVER REAL WORLD 
PERFORMANCE IN THE DIGITAL ERA
People are fallible, especially if work 
and personal pressures are at an 
unsustainable level. So now more 
companies are looking at ways to 
mitigate risk, but also to be more 
engaging, likeable and trusted by 
customers, partners and their own 
people.
This workshop will share practical 
examples of how to identify and 
quantify where, and how, you can 
improve business and individual 
performance.  It’s about knowing 
your people, what they move 
towards, what makes them tick 
and so how to motivate them and 
reduce effort in the delivery of great 
experiences.
Carl Lyon, Managing Director, 
Perpetual Experience 

WHAT, PSYCHOLOGICALLY 
SPEAKING DO YOUR 
CUSTOMERS NEED FROM YOU? 
UNDERSTANDING THE HIDDEN 
AND DIVERSE NEEDS OF YOUR 
AUDIENCE
In this session we will explore what 
drives your customers in terms 
of their emotional, cognitive and 
behavioural needs beyond  the 
pragmatic features of your products/
services. 
We will ascertain the difference 
between what your brand assumes 
and what it actually knows in 
terms of customer needs. We will 
demonstrate psychological methods 
to uncover these needs and using 
case studies showing  you how to 
better position and communicate 
with your target audiences.
Dr Simon Moore, CEO, 
Innovationbubble

BUILDING AN IMPACT CULTURE  
IN CX
How well your people work 
together fundamentally influences 
the experience that they create: 
unhappy staff tend to create unhappy 
customers. But how do you create a 
culture which puts a great customer 
experience at its heart? 
Ask most leadership teams what they 
mean by 'culture' and you will likely 
get a range of different answers. 
What's more, most businesses lack not 
only a shared language through which 
to discuss culture, but also meaningful 
data through which to measure it. This 
makes culture impossible to describe, 
let alone develop. 
In this intensive workshop, Phil 
Lewis will explain what culture really 
means and its commercial impact. 
He will help you diagnose the 
issues that you face in CX, and plan 
a practical cultural management 
strategy to overcome them.
Phil Lewis, Managing Director, 
Corporate Punk 
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