
Conference 
DAY ONE  
14th May, 2019

08:00 REGISTRATION AND COFFEE

08:30 CHAIRPERSON’S OPENING REMARKS AND WELCOME
Jocelyn McConnachie, Conference Chair, CX Expert

08:40 In order to boost networking and interactivity, the conference will begin with an opportunity for  
everybody to get to know one another. Attendees will have 20 minutes to discuss their objectives  
for  attending the event which will be documented and used as a tool to influence discussions in the  

  “Mining for Gold” discussion on day two. 

  This session will be designed by you, for you, and you will be encouraged to write specific challenges,  
or indeed solutions on the colour coded post-it notes on your tables and stick them on our Mining for  
Gold wall at the back of the conference hall.

They will then be placed into various categories and we will use these as a basis to drive unique and  
tailored discussions on day two.

09:00 OVERCOMING THE CHALLENGES WITHIN THE UTILITIES RESIDENTIAL MARKET
• Evaluating how the current residential market operates and appreciating the true needs and 

desires of customers 
  • Placing the customer at the forefront of the strategy and understanding how diverse groups of 
  customers will benefit

• Reviewing the current market barriers and challenges in the quest for achieving customer centricity
• Exploring factors and influences beyond pricing models to effectively engage customers and 

create value 
Stephen Murray, Energy Commercial Manager, Moneysupermarket.com 

09:30 TRANSFORMING UTILITIES TO MEET THE EVOLVING NEEDS OF FUTURE 
ENERGY CUSTOMERS
• How customer’s mind-sets are shifting: Environmental considerations, cost effectiveness, personal 

  ownership of energy consumption and relationships with suppliers
  • Utilising technology which allows customers to track and manage their own consumption: 

Improving billing accuracy and customer insights
• Re-considering traditional business models to capitalise on how customers consume energy and 

interact with their supplier
• Moving beyond the role of energy supplier and offering a broader range of services that improve 

customer’s lives
Roy Baker, Director of Transformation, SSE

10:00 NEW PRIORITIES FOR IMPROVING CUSTOMER CULTURE AND PROMOTING 
SOCIAL PURPOSE
• Overview of Ofwat’s new strategy and vision for customers at the heart of the water sector

  • Update on the regulatory landscape and the latest shift in terms of the price review
• Challenging the water sector to plan, invest and operate effectively with the needs of current and 

future customers at the core
• Improving ongoing support for low income and other vulnerable customers
• Ensuring the overall strategy is centred on protecting the environment
Claire Forbes, Senior Director Corporate Communications, OFWAT

10.30 MORNING COFFEE AND NETWORKING BREAK

11:00 ROUNDTABLE DISCUSSIONS:
By now, you have discussed your event objectives and will appreciate there is a common theme  
running throughout both days. However, you will have a unique challenge or problem that needs  

  solving, and it is critical that we seek out those gold nuggets of information that will really help drive  
improvement within your role, teams and organisation.

With 15-20 participants in each discussion group, this format enables questions to be raised, debated  
and answered amongst those facing similar challenges. Options will be selected prior to morning  
break and attendees will be able to select from the following discussions:

12:00 CULTURAL TRANSFORMATION: IMPLEMENTING SUSTAINABLE CHANGE 
THROUGHOUT THE ENTIRE ORGANISATION
• Understanding how to create and drive an organisational mind-shift and put the customer at the 

  heart of organisational strategy
• Improving customer experience by enhancing employee engagement: Happy staff = happy 

customers
• Effectively communicating the strategy, vision and mission throughout the organisation
• Enhancing visibility and connecting with communities
Uli Huener, Chief Innovation Officer, enBW

ROUNDTABLE ONE:
Building the Business Case and 
Securing Buy-in from Senior 
Executive Leadership

Facilitator: James Doig, Head  
of Customer Strategy, Centrica

ROUNDTABLE TWO:
Customer Feedback: How, 
Where, When and Closing the 
Loop

Facilitator: Alex Rutherford, 
Customer Experience Manager, 
Wessex Water

ROUNDTABLE THREE:
Beyond End-to-End Customer 
Journey Mapping: Exploring the 
Before and After

Facilitator: Eileen Brown, 
Customer Experience Director, 
Northern Gas Networks
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14:00 LEVERAGING NEW AND EXISTING TECHNOLOGY TO TRANSFORM THE 
CUSTOMER EXPERIENCE
• How is the digital era presenting new opportunities to innovate and disrupt existing models? 

  • What new and emerging technologies are currently being utilised to transform the utilities sector 
  and enhance the customer experience?

• How can and will IoT, AI, ML and Blockchain contribute to customer centricity in the future? 
• What is the best approach to assess the organisation and ensure the right technology is selected 

to solve the unique business problems?
• How can the utilities sector engage with the vendor community to enhance collaboration and 

improve the technology being developed?
• Case studies: What examples are there currently of new technology driving improved CX?
Facilitator: Uli Huener, Chief Innovation Officer, enBW
Panelist: Matthew White, Head of Delivery – Customer Journey, Citizens Advice
Panelist: Stephen Murray, Energy Commercial Manager, Moneysupermarket.com 
Panelist: Roy Baker, Director of Transformation, SSE
Panelist: Zoisa Walton, Director, Octopus Energy Business Solutions

14:45 CREATING A ROADMAP TO A CUSTOMER CENTRICITY: 
STRATEGY, VISION, EVOLUTION AND REVOLUTION
• Analysing the organisation, assessing CX outcomes and identifying potential opportunities for 

  improvement 
  • Setting and leading a clear and achievable digital and data roadmap

• Going back to basics: Educating leadership functions, securing buy-in and funding as well as 
driving change

• Defining clear metrics and measuring success of the strategy
• The importance of choosing technology smartly, rather than smart technology
• Implementing the strategy and continuously assessing and evolving it to maximise the impact
Barry White, UK Customer Transformation Programme Manager Customer & Stakeholder  
Experience, National Grid

15:15 AFTERNOON COFFEE AND NETWORKING BREAK

15:45 OFGEM: MONITORING AD MAINTAINING SUPPLIER CUSTOMER SERVICE 
PERFORMANCE 
• Ofgem’s role in improving supplier customer service performance: Monitoring, Liaising, Improving
Richard Bellingham, Head of Compliance, Ofgem

16:15 CLOSING REMARKS FROM THE CONFERENCE CHAIR AND END OF 
CONFERENCE DAY ONE
Jocelyn McConnachie, Conference Chair, CX Expert

16:30 NETWORKING DRINKS

12:30  CUSTOMER ENGAGEMENT, LOYALTY AND RETENTION IN THE UTILITIES 
SECTOR
• Reviewing the challenges: Engaging and maintaining relationships with an incredibly diverse 

customer group with different values, beliefs and priorities
• Leveraging data, analytics and digital channels to gain deeper insights and feedback: Learning 

from the results and identifying the way to enhance engagement
• Ensuring front line staff and engineers have the right skills to engage with customers
• Feedback transparency: Ensuring feedback is filtered to all levels of the organisation and issues are 

dealt with efficiently and effectively
Zoisa Walton, Director, Octopus Energy Business Solutions

13:00 LUNCH AND NETWORKING BREAK

Panel
Discussion

Strategic
Roadmap

“The conference circuit gets busier every year; but having invested 
in a number of conferences over the years I find IQPC to be one of 
the most consistent in terms of creating a compelling agenda and 
attracting the right level of delegates. For us, as a sponsor, these 
are critical in our ability to generate a positive ROI.” 
WDS, A Xerox Company – VP Marketing
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08:00 REGISTRATION AND COFFEE

08:30 CHAIRPERSON’S OPENING REMARKS AND WELCOME
Jocelyn McConnachie, Conference Chair, CX Expert

08:35 DIGITAL TRANSFORMATION: PREPARING AND EMBEDDING NEW AND 
INNOVATIVE APPROACHES TO CX
• Engaging and educating the entire organisation in the digital journey from board level down: 

  Employee experience, changing mind-sets and preparing to embrace new technology
• Translating the practicalities of the vision into a digital CX roadmap
• Making digital work in the utilities sector: Evolving the business model and restructuring for digital 

transformation
• Creating and executing an omni-channel strategy to create one consistent and engaging 

experience
• Transforming our business to deliver a seamless self serve experience
• Placing the customer at the heart of digital transformation
Sarah Morgan, Customer Services Director, Good Energy

09:05 EMPLOYEE EXPERIENCE: THE ROAD TO CUSTOMER EXPERIENCE
• Exploring the direct link between employee experience and customer experience: The importance 

of mirroring strategies
• Developing and delivering effective programmes: Measurable, accountable, impactful and 

empowering
• Proven approaches and practical frameworks for securing buy-in, embedding culture and 

implementing the strategy
• Leveraging a combination of CX and Employee engagement tools that complement each other
Liam Mulholland, Former Director of Customer Service, Northern Ireland Water

09:35 SMART WATER METERS AND DATA: ROLLING OUT SMART WATER METERS TO 
ENSURE WATER SUPPLIES FOR FUTURE GENERATIONS
• Overview of the smart water meter journey so far: From an engineering programme to customer 

  engagement campaign
  • Empowering customers to take responsibility for reducing their water use

• Utilising smart meter data and insights to engage and drive customer experience improvements
• Leveraging sophisticated analytics functions to spot leaks and manage the customer engagement 

process to fix the problems
• Exploring future possibilities of smart water meter data in the utilities sector: Supporting vulnerable 

customers, proactively identifying network issues and gamification
Faye England, Customer Experience and Change Manager, Thames Water

10:05 MORNING COFFEE AND NETWORKING BREAK

10:35 GATHERING, UNDERSTANDING AND UTILISING CUSTOMER FEEDBACK
• One size doesn’t fit all: Recognising the importance of mapping out different customer personas 
• Conducting in depth qualitative surveys to gain deeper insights into unique customer requirements
• Analysing the customer feedback to create flexible and tailored services that meet the unique 

needs of diverse groups
• Applying the results to drive improvements and support whole business engagement in the 

customer strategy
Eileen Brown, Customer Experience Director, Northern Gas Networks

11:05 MINING FOR GOLD INTERACTIVE DISCUSSION 
Within this session, attendees can learn from one another through sharing their own experiences.  
It will comprise of four topics which have been developed based on your event objectives and   

  challenges that were documented on the morning of day one. This 45-minute session will consist of  
  four questions, broken down into five minute discussions.

Each group will be required to document these ideas on a flipchart with a nominated presenter  
providing a two minute overview of the solution.

*all information documented will be collated, typed up and provided to every delegate post event*

11:50 LUNCH AND NETWORKING BREAK

12:50 EMPLOYEE ENGAGEMENT STRATEGIES TO ENHANCE CUSTOMER 
EXPERIENCE: HAPPY STAFF = HAPPY CUSTOMERS
• Improving customer attraction and retention, raising customer satisfaction and improving customer 

  performance by putting employee experience at the core of your business
  • Developing metrics to measure employee engagement and determine areas of improvement

• Creating the right culture: Setting and sharing a clear vision, purpose and mission formed around 
CX values

• Investing in employees: Providing the right digital tools, training and support to ensure they are fully 
equipped to deliver outstanding service

• Leveraging employees as a source of CX insight to improve products and processes
• The importance of frontline staff
Facilitator: Liam Mulholland, Former Director of Customer Service, Northern Ireland Water
Panelist: Meg Darling, Head of Customer Service, Spark Energy
Panelist: Barry White, UK Customer Transformation Programme Manager Customer &   
Stakeholder Experience, National Grid
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13:35 DESIGN YOUR OWN ROUNDTABLE DISCUSSION

14:35 AFTERNOON COFFEE & NETWORKING BREAK

15:05 CUSTOMER IMMERSION WORKSHOP: HOW WELL DO YOU KNOW YOUR 
CUSTOMERS?
In this eye-opening immersion session, you’ll have the opportunity to listen to 25+ of your 

  customers bringing their issues into sharp focus through sharing their experiences and 
opinions as well as the impacts we may have had on them. Designed to help you ‘get  
back to the basics’, this workshop should prompt thought and practical thinking around 
some of the bigger challenges facing you back at the office.
15:15 – 15:30 – Introduction to the session and format
15:30 – 16:30 – Focus group
16:30 – 17:15 – Wrap-up session and summary
Facilitator: Sue Moore. Customer Immersion – UK Lead, E.ON

17:15 CLOSING REMARKS FROM THE CONFERENCE CHAIR AND CLOSE OF THE 
CONFERENCE
Jocelyn McConnachie, Conference Chair, CX Expert

“We had some great discussions with operators and 
service providers that we hadn’t spoken to before. We 
also made some great introductions with the operator 
base that was represented at the event”
MDS – Chief Marketing Officer

“As part of the IQPC series, CX Transformation: 
Nordics was an exceptionally well-run event: presenters 
were among the best I’ve seen. I learnt quite a lot 
during the two-day event; from a business perspective 
the show was very valuable.” 
Vice President of Social Strategy, Lithium

ROUNDTABLE FOUR:
Streamlining the Customer 
Complaints Process to Enhance 
Service and Resolve Issues 
Quickly

Facilitator: Meg Darling, Head of 
Customer Service, Spark Energy

ROUNDTABLE FIVE:
Design Thinking: Fostering 
Innovation and Solving Complex 
Business Problems

Facilitator: Simon Mcdonald, 
International Customer 
Experience Manager, E.ON UK

ROUNDTABLE SIX:
Reimagining Customer 
Engagement, Loyalty and 
Retention in the Digital Age for 
Utilities

Facilitator: Tory Flash, Customer 
Transformation, Independent 
Consultant

Workshop
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