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Agenda Monday 7th October 2019 • Pre-Conference Site-Tour

LIMITED SPACES, SIGN UP TODAY!

8:00- Site Tour Hosted by Cygnific, a KLM Subsidiary

Site tours are a key format in addition to conference presentation for in-depth learning, networking and benchmarking. As part of CCW Europe 
2019, the audience will get a rare and exclusive opportunity to have a closer look at some of the leading customer operations in Amsterdam! 

Key objectives:
• An overview of KLM’s customer operations strategy and what makes the difference
• Understanding key elements KLM’s successful customer strategy
• Benchmarking and networking to form a peer-to-peer relationship for future learning

Schedule:

8:00  Site Tour Registration

8:30  Coach leaving conference venue

9:00  Delegation arriving at Cygnific

9:00 Welcome coffee and meeting the delegates

9:15 Introduction of KLM and Cygnific customer operations

9:40 Assisted Touring to different segment

10:30 Coach leaving! Thanks Cygnific and KLM for hosting us!

11:00 Coach arriving conference venue 

          Site Tour hosted by: 

          Ramón Delima, Vice President,  Air France KLM; Managing Director, Cygnific

11:00

Limited to 25 
participants! Book 

early to avoid 
disappointment.

www.asdevents.com - www.asdevents.com/event.asp?id=19135
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EUROPE Agenda Monday 7th October 2019 • Pre-Conference Workshops

Select three different workshops that align with your development areas. All workshop leaders will deliver and execute effective training programmes, giving 
you the solid strategies to take back and implement right away. LIMITED SPACES, SIGN UP TODAY!

“CCW brings Europe’s senior CX executives and customer contact practitioners on the same stage to share their learnings 
with peers. The weeks’ agenda is incredibly rich and jam packed with invaluable insights, learnings and years of hands-on 
experiences. It is a great event not only for networking but also for offering practical takeaways you can apply immediately.” 
Founder, CX-impact

“ “

11:00 Workshop day registration

11:30 

13:00 Lunch

Workshop B 
Combining the power of RPA & AI to drive 
business efficiency and  customer value
•  What are the customer operation areas

where RPA and AI can make the biggest
difference?

•  Ensuring end-to-end process optimisation
through an enterprise wide automation and
AI strategy

•  Implementing RPA fueled by AI to reduce
human efforts in customer contact

Contact partner@iqpc.co.uk for thought 
leadership opportunities

Workshop C 
Creating a high performance team to drive 
customer ambition: A hands on approach
•  This interactive workshop will take you on

a journey to develop and deliver customer
ambition by focusing on skillsets and
capabilities of your different (account) teams.

•  Identify the key characteristics and building
blocks of a High Performance (account) team:
•  Leveraging the customer ambition plan as a

common goal for everybody
•  Bringing collaboration on top of the agenda
•  A proactive approach to manage VOC for

better customer experience and satisfaction
•  Managing how to overcome (behavioral)

challenges along the journey to drive
transformation
•  Identifying skillset gaps to develop the right

capabilities to close them
      Mario Middendorp,  

Head Of Global Customer Care at  
VEON Wholesale Services, VEON

CUSTOMER CONTACT INNOVATION TECHNOLOGY: AUTOMATION, AI & 
ANALYTICS

CULTURAL TRANSFORMATION

Workshop A 
Implementing a winning customer strategy 
that links system, data, process and 
business priorities
•  Design your customer strategy with an end

in mind: What does a successful customer
delivery strategy look like?

•  Linking business priorities, systems and
processes with customer journey

•  Obtaining a deeper understanding of your
customers through data

•  Realign your customer model and metrics
to fit your organizational goal

•  Redesign the process to remove barriers
and give options to your customers

Jean-Pierre Beelen,  
Principal Consultant Customer 
Business Innovation, KPN

www.asdevents.com - www.asdevents.com/event.asp?id=19135
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ccweurope.com

13:30 

15:00 

17:00

Afternoon break

End of Pre-Conference Workshop Day

Workshop E 
From IVR to Chatbot: A self-service 
evolution into the cognitive world 
•  From FAQ to Chatbots, companies continue

to invest in self-service channels; virtual
assistants and chatbots are providing a
world of new opportunities yet companies
are struggling to demonstrate ROI.

•  Identify the business case for self-service
strategies

•  Designing self-service strategy focusing on
ease of use for a frictionless experience

•  Making the self-service channel stick:
developing strategies for behavioural
change and user adoption for self service

Contact partner@iqpc.co.uk for thought 
leadership opportunities

Workshop H 
Integrating customer data and harnessing 
the power of analytics to deliver 
personalised experience
•  How much do you really understand

your customers: Data-driven customer
personalisation

•  Integrating customer data across different
channels to paint a full picture of the
customer profiles

•  What are the tools and technologies
available for you to not only understand
but also predict customer behaviours

Workshop F 
Emotional intelligence in  customer contact 
in the cognitive age
With self-service, automation and bots 
playing a bigger part in contact centres,  
increased emotion management is destined 
to become a key competency, change 
initiative and catalyst for a whole new 
generation of people who are drawn to this 
higher value challenge.
•  How can emotional intelligence and

empathy be used to power customer
service and improve customer experience?

•  Developing an emotional intelligence
framework to make a positive impact at
every touch point

•  Harnessing AI-based solutions while
keeping the human touch

      Martin Hill-Wilson,  
Customer Service,  
CX & AI Engagement Strategist

Workshop I 
Women leadership in customer contact: 
Cracking through the glass ceiling
Women in leadership is becoming an ever more 
important area of topic as we see more and 
more female leaders rise to the top and break 
the glass ceiling. In this specially designed 
workshop session, our prestigious female leader 
panellists will share their personal journeys and 
practical tips to inspire and help accelerate your 
leadership skills. 
Women leaders include: 

      Marie Skinner, Global Head of Contact 
Centres, Dorchester Collection

      Petra Mengelt, Head of B2B - Business 
Relations, Mash
Helen Gillett, Managing Director,  

     Affinity for Business
     Melanie Stemerdink, Manager Customer 
     Services, InShared

Workshop D 
Translating CX programmes into business value 
•  Understand how to define the best CX

measures, metrics and business value for
your organization

•  Show how to “connect-the-dots” from
CX program to metrics improvement to
business results

•  Learn the art and science of quantifying the
value of customer experience

•  Discover the common “pitfalls” of
quantifying CX value - and tips for avoiding
them or fixing them

•  Learn ways to embed structure for CX benefits
into your internal processes and governance

•  Examine ways to think differently about
business results and ROI

•  Understand the implications of building a 
structure and foundation for CX benefits 
realization

•  Build your communication message to the
C-Suite to secure funding for your CX program
          Diane Magers,  

CEO, Customer Experience 
Professionals 

Workshop G 
Next Generation Omni-Channel Customer 
Contact: AI, NLP & Chatbots
As NPL and chatbot technologies maturing 
further, more and more companies are 
leveraging AI and chatbots to handle more 
complex customer queries. This workshop 
will share best practices in delivering 
customer satisfaction by incorporating these 
new channels seamlessly into your customer 
contact strategy. 
•  Assisting  live agents with relevant data to

transform a call into action with intelligent
decision

•  Providing the context of the interaction across
every communication channel to ensure
consistent experiences across channel s

•  Improve NPS score owing to better
customer engagement and interaction

Contact partner@iqpc.co.uk for thought 
leadership opportunities
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Agenda Tuesday 8th October 2019 • Conference Day One

It’s all about powerful and personalised stories from the leading brands that you won’t find anywhere else! Join in and power up your strategies!

7:45 Registration and morning coffee

8:00 CCW Europe Opening and Chairperson’s remarks

8:30  KEYNOTE CASE STUDY: Deutsche Telekom’s transformation path to personal + tailor made customer care
 At CCW 2017 Deutsche Telekom shared a powerful case study on how they created an environment for their digital transformation to thrive. In this 
keynote session, Dominik and Onno will bring updates on their programme and focus on what they have done to deliver personal and tailor made 
services in a digital world. 
• How DT is personalizing important customer journeys and moving from reactive to proactive service
• How DT is using messaging to establish “one on one” communication between agents and customers
• How DT started to transform the frontline business for mobile customers to increase NPS and first done rates
• How DT uses agile methods to strengthen team autonomy and push employee satisfaction

Dominik Bauersch, SVP Digital Business & Transformation B2B, 
Deutsche Telekom 
Onno Hoffmann, VP Special Operations & Innovation, 
Deutsche Telekom

9:00  INTERNATIONAL KEYNOTE: Own your customer edge
Session reserved

09:30  KEYNOTE CASE STUDY: Creating and reinforcing emotional engagement in a digitally savvy world through cultural, CX and performance 
transformation
 In his new role at the Royal Bank of Scotland, Simon is leading a team to make a difference in building emotional engagement in a digitally savvy 
world - whether it be through high volume traditional voice to social media to growing omni-channel capability. Prior to this, his relentless focus 
on customer confidence and staff development at Barclays saw how the culture has reaped real rewards; as NPS grew by over 50 points and 
colleague engagement rose by 15% globally. Through his experiences across these recognised brands, Simon will discuss how organisations can 
keep up with change through a focus on culture and CX transformation.
• Building emotional engagement in a digitally savvy world through cultural, proposition and performance transformation
• Creating a culture of care and ownership within customer contact teams
• Recognising empathy and knowledge are key to drive the best customer experience

Simon Separghan,  
Head of Customer Contact, RBS

10:00 KEYNOTE CASE STUDY: Intelligent Customer Service in the Experience Economy: How AI & ML are transforming 
Customer Engagement

10.30 SOLUTION PROVIDERS DEMO DRIVES (EXPO HALL)
 CCW is all about making that critical connection to future proof your customer strategy. During this session, you will get the chance 
to hear from solution providers during a short pitch on their innovative solutions and how these can benefit your customer service  
transformation and visions. 

www.asdevents.com - www.asdevents.com/event.asp?id=19135
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11.00 Morning refreshments and networking break in the exhibition hall

Case study: Own the customer edge to 
own your markets: Riding the customer 
excellence journey with Cabify
As a digital native travel industry disruptor, 
Cabify differentiates with service and support. 
Jacobo shares the key strategies they are 
embarking on to achieve global customer 
excellence: 
•  An integrated global customer experience

through social, community, app and self-
service channels

•  Providing exceptional offline and online
experiences

•  Developing natural language processing
capabilities for bot programmemes

     Jacobo Dominguez-Blanco,  
VP of Customer Experience & 
Operations, Cabify

Case study: End-to-end process automation 
and optimisation for improved customer and 
employee experience
Case study: End-to-end process automation 
and optimisation for improved customer and 
employee experience 
AI Telekom Austria set up a digital 
transformation centre of excellence focusing 
on identifying and implementing group wide 
automation programmemes. This case study 
showcases the key steps they have taken 
and the business impact they have generated 
within a year: 
•  Implementing RPA, process mining and

cognitive automation for end to end process
and customer optimisation

•  From speech IVR, natural language
processing to virtual assistants & chatbots:
Creating smarter and more efficient
customer interactions

•  Leverage network information for proactive
care leading to better self-service

•  Overcome the language challenges:
Develop a system that recognises and
interacts with customers in Eastern Europe
           Annamaria Toth,  

Process Automation Manager, 
A1 Telekom Austria Group 

When true customer and people centric 
culture shines through: What’s behind it?
Every organisation talks about customer 
centricity yet few excel in this area. At 
Dorchester Collection, it’s not a topic as 
customer centricity comes naturally to all 
employees.   Marie shares with us a jaw 
dropping story of customer centricity and key 
strategies that enable it:  
•  What does customer centricity look like at

Dorchester Collection?
•  How to fully engage and align a global

workforce of 6,500 people around customer
centricity?

•  It doesn’t happen naturally despite the look:
How to identify and recruit the right people
to carry through the same culture?

     Marie Skinner,  
Global Head of Contact Centres, 
Dorchester Collection 

TRACK A: CUSTOMER CONTACT 
INNOVATION

TRACK B: TECHNOLOGY  
(AUTOMATION, AI & ANALYTICS)

TRACK C: 
CULTURAL TRANSFORMATION

Track sessions begin: Customise your learning. You are welcome to move in and out of the tracks as you see fit!

11.30
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“Finding your Most Meaningful CX Metrics”
Do you know the latest metrics you should 
be tracking in 2019? More importantly, how 
should you use them to better measure 
your team’s progress towards success? In 
this session, Justin Robbins will discuss the 
research around:
•  Latest benchmarks for contact centre

success
•  Key metrics to drive efficiency across the

business
•  Importance of leveraging the right platform

to optimise any performance management
programme
           Justin Robbins,  

Contact Centre and Customer 
Experience Expert, Talkdesk

CASE STUDY: When machines meet human 
in customer excellence: achieving customer 
excellence through AI and a customer centric 
culture 
•  Redefining service excellence: Strategically

crafting a brand experience and consistently
deliver it

•  Utilising customer data in addition to the
traditional customer segmentation, customer
journey mapping tools

•  Service excellence delivered by people and
AI together: Designing roles and interfaces
between human and machine
           Dirk Moreno,  

Vice President Customer Experience, 
GetYourGuide

“My voice is my password” - Lessons learned 
from deploying voice biometrics at Lloyds 
banking
As the largest banking group in the UK, Lloyds 
has launched a large scale voice biometrics 
programmeme to provide a more seamless 
verification process when customers call their 
bank.
Contact partner@iqpc.co.uk for thought 
leadership opportunities

CASE STUDY: Harness  automation, data and 
AI programmes to support customers and 
reduce costs 
•  From UX to CX: Provide customers with the

simplest interface possible
•  The use of voice recognition to understand

customer requests
•  Implementing and scaling up automation:

Cope with process complexities through
home grown and third party solutions
           Martin Ratolistka,  

Chief Data & Automation Officer, 
Kiwi.com

Case study: Contact centre performance 
turnaround by constructing a coaching based 
culture and organisation structure at Which?  
Indie will share a true transformation story that 
has resulted in 20 points NPS improvement  
and the key steps that has taken him here: 
•  Identifying the key reasons for low

performance and finding the root causes
•  Taking the leap of faith to implement a

change: Who do you need to have on
board?

•  Restructuring the contact centre teams to
provide support and coaching

•  The role of speech analytics in the
transformation journey
            Indie Rai,  

Head of Sales & Service, Which?

CASE STUDY: A true people play on driving 
engagement and enablement
•  How customer expectations have changed

in the last 5 years and what does that mean
to your contact centre strategies?

•  Empowering agents in an outsourced
environment: Actionable tactics of
motivating the agents that don’t even get a
pay check from you

•  Creating a development plan and career
path for your agents for better retention

•  The devil is in the detail: How little things
make a big impact?
           Petra Mengelt,  

Head of B2B - Business Relations, 
Mash

12.00

12.30

13.00 Networking lunch 
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13.00

14.00

Networking lunch 

IDG A
Developing an optimal customer 
operating model: Back to basics
•  How is remote contact centres

and automation changing the
outsourcing vs. inhouse contact
centre planning?

•  What are the core metrics you
should be focusing on with
different operating models?
           Sham Aziz,  

Head of Customer Service, 
Selfridges

IDG E
Translating customer analytics 
into customer intelligence
•  Driving customer analytics

through different channels
•  It’s not just about data, reports

and analysis. It’s what you do
with them

IDG B
Revamping customer contact 
metrics for omni-channel
•  Developing the most relevant

KPIs for digital channels
•  What are the best metrics

to measure the quality of
multichannel customer
service?

•  Matching the customer
journey with your customer
contact metrics

IDG F
Speech analytics as a game 
changer in your contact centre
•  Best practice in generating

customer insights through
speech analytics

•  How to make the best use of
speech analytics technology?

•  How to measure the ROI of
speech analytics?

IDG C
Service design driving a 
customer-centric enterprise
•  Is your service designed for

your customers needs?
• Developing competencies and

capabilities internally
           Philip Purdy,  

Head of Customer 
Services,  
TV Player

IDG G
Deliver customer experience 
through Machine Learning & 
NPL

IDG D
Own your digital edge: drive 
customer centric digital 
transformation
•  Develop the digital

backbone of your business
transformation

•  Drive an agile environment to
quickly respond to customer
requests

IDG H
From FAQ to Virtual Assistance: 
The good, the bad and the ugly 
of self service
•  What have been the most

effective self-service methods?
•  Is virtual assistance the future

of self-service?

CCW Interactive Discussion Groups (IDG) 
Your chance to connect, learn and benchmark with your peers! Select three discussion groups to participate. 

CUSTOMER CONTACT INNOVATION

TECHNOLOGY (AUTOMATION, AI & ANALYTICS)
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Develop a culture of “listening” 
with Audible
•  Creating customer love through

engaged and passionate
employees

•  Making your agents the brand
ambassadors: Innovative ways
to engage your employees

             Tom Vickers,  
UK Customer Service 
Country Manager,  
Audible

IDG M
Best practices in Managing Mega 
Customer Contact Centres (Over 
1000+ seat) 

           Arancha Martín, Global 
Contact Centre Manager, 
Telefónica 

IDG J
Innovate strategy and 
processes through customer 
feedback 
•  Best practices in collecting

customer feedback
•  How to best act on the

customer feedback to refine
your contact strategies
           Roberto La Rosa,  

Head of CX Customer 
Care Customer 
Happiness Centre,  
The Level Group

IDG N
Best practices in Managing 
Large Customer Contact 
Centres (100 – 999 seats)

           Tracy Kellaway, Director 
of Customer Care UK, 
The Estée Lauder 
Companies

IDG K
Future of work in customer 
contact 
•  What does the future hold for

customer service and the call
centre industry?

•  The role of colleagues in the
age of AI

IDG O
Best practices in Managing 
small to medium contact 
centres (Less than 100 seats)

           Melanie Stemerdink, 
Manager Customer 
Services, InShared

IDG P
Best practices from challenger 
brands and the disruptive camp
              Ian Payne,  

Workforce Manager, 
TripActions

CULTURAL TRANSFORMATION

BENCHMARK WITH PEERS

15.25

16:30

16:00

Afternoon refreshments and networking break in the exhibition hall

Thought Leadership Session Reserved

KEYNOTE CASE STUDY: A holistic approach from Affinity for Business: Deliver award winning customer experience and workplace engagement 
in a highly competitive environment 
Helen will share an inspirational story about about putting the employees and their wellbeing (in particular mental wellbeing) at the heart of their 
business purpose at Affinity for Business. It translates into sustained market leading customer experience and won them the award of Best Place to 
Work in the UK business awards 2018, 18 months after they set up as an independent business. 
• A holistic approach to delivering for customers by putting the employees at the heart of the business
• Building and delivering business KPIs whist sustaining market leading customer experience

           Helen Gillett,  
Managing Director, Affinity for Business

IDG L
The role of leadership in driving 
customer transformation
•  What type of leadership

behaviours are required
to drive change and
transformation

•  How to keep the team
engaged and united around
the same goals?

•  Sharing the examples of what
has worked and what hasn’t?
           Jon Wells, Former  

Head of Global Contact 
Centres, British Airways  
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17:00

18:00

17:30

ADVISORY BOARD PANEL: Future proof your customer contact strategies 
The Advisory Board is a huge part of CCW globally. We rely on their experiences, insights and scrutinising opinions to bring the most cutting-edge 
topics, influential speakers and best practitioners on board to ensure our programme and agenda is the most relevant and beneficial for all who 
attend. This unique panel brings the 2019 Advisory Board Panel to centre stage and allows you to pick their brains on key challenges you have 
and their perspectives on the future of customer contact. 

 Ronny Q. Haimé, 
VP - Global Head of Service Delivery, 
Groupon 
 Claudia Belardo,  
International Customer Experience Director, 
SAP Concur
 Mark Pavlides,  
Director of Customer Service, 
William Hill 

CCW EUROPE 2019 AWARDS CEREMONY 
For the first time ever, CCW Europe 2019 is incorporating prestigious awards to recognise and celebrate individuals, teams and companies who are 
committed to driving the next level of customer strategies and experiences through innovation, operational excellence and relentless dedication on 
speedy and superior services.  
The Awards are part of Customer Contact Week Europe 2019, and the gala will be taking place on the evening of Tuesday, October 8th in 
Amsterdam. 

ROCKSTAR PLENARY: Rules For Rockstars
In this high energy, entertaining and musical keynote you’ll learn lessons from a former real-life, 
award-winning rockstar.
This is the world’s first and only musical CX Keynote. ‘Customer Experience Rockstar’ James 
Dodkins will share stories, ideas, frameworks and mindsets that will guarantee that you turn your 
customer experience up to 11. James is even going to dust the cobwebs off of his guitar to give 
you all a musical experience that you’ll never forget. You’ll learn James’ 5 ‘Rules For Rockstars’
1. Nail the intro
2. Create Superfans
3. Put things right
4. Make things clear
5. Let teams rock
And maybe some surprises thrown in for good measure!

           James Dodkins,  
Founder and Customer Experience Rockstar, ROCKSTAR CX

Philip Purdy,  
Head of Customer Services, 
TV Player
Jann Hoffman,  
Head of Contact Centre Operations Management, 
Danske Bank
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Agenda Wednesday 9th October 2019 • Conference Day Two

It’s all about powerful and personalised stories from the leading brands that you won’t find anywhere else! Join in and power up your strategies!

7:30 Registration and morning coffee 

8:05 CCW Europe Opening and Chairperson’s remarks 

8:00 CCW EUROPE 2019 AWARDS SHOWCASE PANEL 
 The 2019 awards winners from last night will join us on stage to share their journey which has led them to take home the award in their categories. 
This is your opportunity to ask them what they have done differently and really gain insights into what it takes for successful customer strategy 
transformation. 

8:30 KEYNOTE: Adapt or die: Pivoting your CX strategy for Europe’s ever more influential consumers 
• Journey into the minds of today’s customer: The “me”-conomy and how its impacting our customer engagement strategies
• The role of chatbots and future colleagues in the digital economy
• Why data is becoming ever more important in the future of customer engagement

           Dr Nicola J. Millard,  
Head of Customer Insight & Futures, 
BT

9:00 KEYNOTE PANEL: Reimagine the future of customer, work, colleague and the digital employee to build your future proof strategies  
 As we discuss the changing behaviours of customers, let’s not overlook the changing landscape of the workforce with millennials and gen Z 
becoming a bigger part of our workforce. On top of that, the way of working the role of colleague is constantly being redefined. This panel will try to 
provide a future-looking picture for your customer contact and business transformation.  
• The crystal ball moment: what will the future customer, work and colleague look like?
• How are technologies like cloud, remote working, sharing economy changing how we operate contact centres
• Developing an agile working environment  where human and machine can collaborate
Panel members include: 

           Simon Separghan,  
Head of Customer Contact, RBS

 Barbara Vanhauter,  
Global Lead Human Channels, Contact Centre, Digital Assistance and CRM, 
ING 
 James Leech,  
Head of Contact Centre Transformation, Sainsbury’s
 Chris Goossens,  
Senior Vice President Customer Experience, Fedex Express Europe 
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9:30 KEYNOTE: Contact Centre measurements: driving operations, following hypes or true indicators of value generation?
 As part of his 2018 book “Contact Centre Management”, Jan Smets studied how Belgian contact centre executives typically report on their activities 
towards the C-level. Do we systematically reinforce the value-contributing role of the contact centre, or do we portray ourselves as something less 
noble? Key take-aways include: 
• Insights on how contact centres typically report their activities, get seduced by hypes and run a risk of operational bias.
• A critical self-reflection on the image we paint
•  A fresh perspective on “The big picture”, attempting to settle the eternal debate on whether NPS, Csat, Esat, CES is the more appropriate indicator

           Jan Smets,  
Director Retail and Customer Care, bpost

10:00 Thought Leadership Session Reserved

No service as the best service: Resolve 
customer issues before they even arise 
through customer care innovation! 
As a fast growing internet business in the 
highly competitive and demanding travel 
industry, Tourlane has a unique customer 
vision: providing the best service throughout 
the customer journey and resolve potential 
issues before they arise. In this session, 
Jochen shares key components in Tourlane’s 
innovative approach: 
•  How to drive service across the entire

organisation: customer services as a key
differentiator for Tourlane

•  Leveraging the CRM as the innovation
backbone to predict and resolve issues
before they arise

•  Organising and training both the internal and
external customer care team to deliver the
best customer service

•  Analytics as a key enabler to drive customer
contact performance
           Jochen Heidenberger,  

Head of Customer Care, Tourlane

CASE STUDY: Leaping towards the future 
of customer contact through automation, 
chatbot and omni-channel capabilities  
•  How Vodafone is transforming the customer

experience by serving customers across all
channels by scaling-up chatbots, automation
and contact prediction globally

•  The story of TOBi, our friendly, helpful,
expert chatbot

•  What are the key lessons learned during the
global implementation?
           Kevin Knowles,  

Group Head of Contact Automation, 
Vodafone

Revamping global contact centres through 
People, Process and Technology to deliver 
results: The Radisson’s Journey
After 23 years in the call centre industry, 
Alexandra has managed, transformed and 
turned around performances for multiple 
large enterprises from different industries. 
Her current priorities is revamping the global 
contact centre for Radisson, focusing on: 
•  How can contact centres become the

revenue generating power house: driving
the performance culture

•  Tearing down inefficiencies: challenge the
status quo in terms of process optimisation

•  A step by step approach in technology
deployment
           Alexandra da Silva Rodrigues, 

Strategic Advisor for Global  
Contact Centres,  
Radisson Hotel Group

TRACK A: CUSTOMER CONTACT 
INNOVATION

TRACK B: TECHNOLOGY  
(AUTOMATION, AI & ANALYTICS)

TRACK C: 
CULTURAL TRANSFORMATION

Track sessions begin: Customise your learning. You are welcome to move in and out of the tracks as you see fit!

11:00
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Case study: Putting customers in the driving 
seat of contact channel at Ocado 
As the largest online only supermarket in the 
world, Ocado receives over 3 million contacts 
per year. Ian will share how they have given 
the channel choice to the customers to 
improve CX: 
•  Developing the channel strategy based on

customer preferences
•  Minimise customer effort and ensure

resolutions through different channels
•  Investing in technologies to promote self

service and make it stick with customers
           Ian Pattle,  

General Manager, Customer Service 
and Strategy, Ocado

CASE STUDY: The rise of API: Design, 
integrate and optimise digital platforms to 
provide the next level of customer
•  Redesigning the front end customer

experience ecosystem
•  Integrating third party platforms and

in-house systems to ensure a seamless
customer experience

•  Developing horizontal and API capabilities to
break down the silos
           Sampsa Laine,  

Executive Vice President,  
Head of Digital Banking CBB, 
Nordea Bank

Reinventing the client journey though 
analytics, AI and process optimisation - 
whilst reducing costs by 30-50% 
•  A fully integrated approach focusing on

delivering great client journey: Having
process managers, digital product owners
and client service agents working together
with a unified mission

•  Sharing business results on implementing
automation, speech analytics and chatbots

•  How to keep your people engaged: the most
important element

•  Key learnings about collaboration between
Business, IT and OPS
           Bart van de Sande,  

Head TB Operations  
& Commercial Client Services, ABN 

CASE STUDY: From conversation to 
enrichment: Building analytics capabilities as 
the next steps for virtual assistant 
•  Lessons learned through the implementation

of chatbots and digital assistant
•  Channelling through the right data to

provide more customer information to enrich
the conversation

•  Leveraging the digital engine to provide
data intelligence

•  Developing internal digital capabilities
through cultural transformation
           Martijn Franssen,  

Director Digital Transformation 
Customer Service, KPN

Guiding rules for EPIC CX(Customer 
Experience & EX(Employee Experience) 
Technology and channels have moved on 
immeasurably, but the fundamentals of 
achieving great customer experiences remain 
the same. This session will explain these 
fundamental guiding rules and providing 
examples to show you how you can achieve 
this:  
•  Explain the 4 things(E.P.I.C) customers want
•  Specify the 4 things (T.I.M.E) employees

need to deliver great customer experiences
•  Showcase real-life examples to keep

customer experience EPIC and give
employees TIME
          Alex Mead,  

Customer Service and Experience
         Director, ATPI & Edrington

CASE STUDY: CX across global cultures and 
in a complex B2B2C market
How do you build an effective CX approach 
with a team that is spread very thinly across 
the world, when your direct customer is not 
the final end consumer and when complex 
systems are involved? That is the challenge 
facing the newly formed Customer Experience 
Team of PostNL’s Cross Border Solutions 
business unit. Mark will share the approach 
and challenges:
•  What really is the challenge in a B2B2C

global market?
•  Where do you start and how do you

convince your internal stakeholders that CX
is a worthy investment?

•  How do you then approach this challenge
across geographies, markets and cultures
           Mark Eldridge,  

Chief Customer Officer,  
PostNL Cross Border Solutions

11:30

12:00

12:30 Networking lunch
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13:30

14:00

CASE STUDY: The Co-Op transformation story 2.0 – Becoming a 
business enabler
Jane & Claire shared the powerful transformation story that turned 
the Co-Op business around at the last edition of CCW. As their 
transformation journey goes from strength to strength, CCW 2019 
invites them back to share how they have united all service functions 
and become even more relevant and strategic in enabling and 
supporting their business visions. 
•  From contact centre transformation to CSC (Co-Op Service Centre):

Consolidating service functions to become a new business enabler
•  Solving the business complexity and building end to end processes

with a connected CRM system
•  Channel expansion and integration to continue building relationship

with customers
           Jane McCall, Executive Transformation & Change Director, 

The Co-operative Group
           Claire Carroll, Head of Member and Customer Service, 

The Co-operative Group

Case study : Developing and implementing key measurement 
metrics to create maximised impact Customer satisfaction 
“In a customer-oriented company, the voice of customers indirectly 
influences decisions regarding the offers, the relational and the 
distribution model. We consider that, for a part of them, customer 
insights are the result of a factual and a subjective perception. 
•  How can we deal with the subjectivity of the customer? –

confronting his/her point of view with the current performance and
find the right way to improve

•  How to articulate the customer insights and the performance? In
this approach, internal KPIs are carefully chosen among those that
make sense to the customers. It implies to engage and ensure key
stakeholders from different departments to work closely to deliver
customer satisfaction, together.

This presentation will showcase key measurement metrics and hands-
on tips on how to impact customer satisfaction based on performance 
indicators”

           Arnaud Huet,  
Head of Customer Strategy, Société Générale

CASE STUDY: Automate without losing the human touch: 
Deliver a smooth customer journey through self-service and AI 
implementation 
•  Evaluating the customer appetite for self-service to refine the

functionality
•  Chatbot vs. Virtual Assistants: Pioneering into the AI space and

finding what has worked and what hasn’t
• Evolving the AI programme to create positive business impact

           David Rawley,  
Customer Improvement Manager, 
Direct Line

Case study: Driving digital acceleration in customer experiences 
through NLP, AI and mixed reality
In this session, Chris will share TUI’s current focus on using NLP and 
AI to support guest experiences and contact centre agents. He will 
also touch on more experimental areas like how they are using mixed 
reality to enhance tour or excursion experiences.
•  Sharing current innovation projects and results TUI Destination

Experiences are working on
•  Using machine learning and NLP to improve guest experience and

in contact centres
•  Understanding how technologies like augmented reality can be

leveraged in different context
            Chris Carmichael,  

Innovation Lab Manager,  
TUI Destination Experiences

TRACK A: CUSTOMER CONTACT INNOVATION TRACK B: TECHNOLOGY (AUTOMATION, AI & ANALYTICS)

Track sessions begin: Customise your learning. You are welcome to move in and out of the tracks as you see fit!
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14:30 CASE STUDY: Reimaging the customer operating model based on 
what really matters to the customers 
In the past four years, Andy and his team have reduced their claims 
time from 10 days down to 2 days. This has fundamentally changed 
the types of contact they have with customers and provided a great 
transformation ground for the team to really measure what’s important 
to the customers and take the feedback on board: 
•  Start with the end in mind: Measure what really matters to the

customers
•  Create a great place to work and empower agents to collect real

feedback from the customers
•  Leverage NPS and EPS scores for customer and employee

engagement
Contact partner@iqpc.co.uk for thought leadership opportunities 

CASE STUDY: A special ride with CarRentals.com: Journey into 
their cloud migration and CRM integration for improved customer 
satisfaction
As part of their broader digital transformation programme, CarRentals.
com has been one of the early adopters to migrate their customer 
operations to the cloud. Oliver will share some of the key steps 
they have taken during the journey to achieve greater customer 
satisfaction: 
• What have been the business drivers to transition to the cloud?
• Planning the key steps ahead to avoid roadblocks
•  Managing transformation change to ensure successful project

delivery
           Oliver MacDonald,  

Director of Customer Operations, 
CarRentals.com

15:00 Afternoon refreshments and networking break in the exhibition hall

15:20 A disruptive view on customer service and customer contact
           Oke Eleazu,  

Chief Operating Officer, 
Bought By Many

15:50 INTERNATIONAL KEYNOTE: Deploying automation at Marina Bay Sands to improve and shift focuses on customer contact
 Operating a 24/7 contact centre has meant that over the last year, Marina Bay Sands has embarked on a digital transformation journey to embed 
more AI and RPA functions while still complimenting current functions and staff capabilities. Such automated functions has not only allowed for 
minimised entry errors, but has meant that the organisation can now focus on fronting customer interactions and activities for enhanced customer 
services. As a key speaker for CCW Asia and finalist for the Best Contact Centre Culture in 2018 at CCW Las Vegas, Jeremy will share the key 
strategies for successfully marrying RPA and contact centre agents within your organisation.
• Learn and hear insights on implementing RPA in contact centres and the utilisation progress with call agents
• Training agents on building internal capability to optimise technology usage
• Getting the right mix between agent support and smart automation to uphold the right culture and productivity levels within your contact centre

16:20 Plenary: Developing a profitable customer strategy for 2019 and onwards! 

16:50 End of main conference
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Agenda Thursday 10th October 2019

Post-Conference Masterclass: Executive School for Service Design

It’s all about powerful and personalised stories from the leading brands that you won’t find anywhere else! Join in and power up your strategies!

8:30 Registration and morning coffee

9:00- 
16.00

Executive School for Service Design: Fundamental tools, methods & best practices on applying service design to solve your business challenges 

A certificate will be provided upon completing the masterclass. 

In this workshop you will experience the power of service design thinking first hand. You’ll not only become familiar with the fundamental tools and 
methods of service innovation, but also learn about the strategic design process.

The tools of service design are easy to grasp and easy to use, but are rooted in business reality and bring powerful clarity and insight. They can be 
used to design unique services or service components which will stand out from the competition, or to optimise existing services around what the 
customer really wants, cutting away wasteful efforts and concentrating on a unique customer experience across various on- and offline channels.

The key take-away of the workshop will be the ability to apply several tools to your own business problems in order to innovate towards new value 
propositions. You will be able to instigate real service innovation projects into your organisation, leading small project teams focused on individual 
service elements, or developing new value for your entire service offering.

METHODS AND TOOLS INCLUDE:

• Ethnography

• Personas

• Stakeholder Mapping

• Value Network Mapping

• Customer Journey Mapping

• Service Blueprinting

• Business Model Canvas

• Service Prototyping

• Investigative Rehearsal

The workshop is limited to 30 participants, and will be highly practical. 

You will learn about the service design process, methods and 
tools by working on a project in a small team, with short periods of 
reflection on the theory behind contemporary service innovation 
methods. In addition, a unique framework is introduced that 
integrates the Service Design tools with your business model 
as well as your operations and business strategy. Confidential 
feedback sessions are offered around the workshop, giving 
participants the opportunity to receive input from the mentors on 
individual challenges from their work and project experience.

What 
will you 

takeaway?
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Part ONE
• Introduction to Design Research & briefing
• Executing Design Research
• Service Design Basics (stakeholder constellation, personas, customer journey maps, service ecosystem maps, service ad)
• Reflection and Q&A

Part TWO
• Advanced Tools (emotional maps, dramatic arcs, advanced sketching and ideation)
• Prototyping & Testing (prototyping framework and overview, investigative rehearsal, desktop walkthrough, paper/cardboard prototyping)
• Reflection and Q&A

PART THREE
• Business tools and backgrounds (Service Dominant Logic, Business Model Canvas, Business & Service Framework)
• Service Design project planning and management
• Reflection and Q&A
Your Masterclass Training Leader: 

           Olivier Mourrieras, 
Founder,  
CX-impact
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Agenda Tuesday, 8th October

CCW Executive Club
Invitation Only, limited to 25 VP level above participants

This is a boardroom learning opportunity designed for VP level and above customer strategy and contact executives to seek peer-led, high impact best 
practices from the likes of Chief Customer Officers who are responsible for the bottom line of their organisations’ customer strategies. 

14:00- 
17:30

Key topics to be covered: 
• Managing growth and CX to drive the future of global service excellence
• Scaling for growth: Building a sustainable customer success programmeme
• Creating a new organisational perception of the call centre
• The tricky balance – bottom line impact and customer centricity
• Attract, recruit and retain the next generation of talent

Executive club members include: 
 Ronny Q. Haimé,  
VP - Global Head of Service Delivery, 
Groupon

Key sessions include: 

How has Lufthansa turned around from 6million loss to 4 million profit through financial, commercial and customer operations realignment

4 years ago, Lufthansa airlines were running at a 6million loss; In just 4 years, the group has overhauled their financial, commercial and customer 
operations infrastructure to catch up on main KPIs, growing headcounts by 20% meanwhile making a 4million profit! This case study will share key 
steps they have taken to achieve this massive turnaround: 

• Restructuring customer operations into the same group for standardization and performance improvement
• Realign financial and commercial strategies to adapt to market changes and customer demands
• Improving service level performance metrics and KPIs throughout major take overs
• Investing in advanced technologies to provide the best in class customer service
Tobias Voegtlin,  
Senior Director, Head of Passenger Servicing Operations Hub Airlines, Lufthansa Group 
& CEO, Lufthansa InTouch
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