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10:00  APPLYING BEHAVIOURHAL PSYCHOLOGY TO REDUCE 
CHURN AND DRIVE CUSTOMER ACQUISITION

This session will explore what drives your customers in terms of their emotional, cognitive and behavioural needs beyond the pragmatic 
features of your products/services. Beyond that, this workshop will work through practical examples, to demonstrate the difference 
between what your brand assumes and what it actually knows in terms of customer needs. Join us, as Dr. Simon Moore and Katharina 
Wittgens demonstrate psychological methods to uncover these needs and apply real-life examples and case studies showcasing how to 
better position and communicate with your target audiences.

Dr Simon Moore,  
CEO,  
InnovationBubble

Bernard Szederkenyi,  
VP Customer 
Management,  
Koodo Mobile

Bernard Szederkenyi,  
VP Customer 
Management,  
Koodo Mobile

Katharina Wittgens,  
Business Psychologist 
and Managing Director, 
Innovationbubble

Simon is a Chartered Business and Consumer Psychologist and Managing Partner with the award 
winning psychological insight and behaviour intervention consultancy, Innovationbubble. Simon and his 
psychology team have worked with well-known entertainment organisations such as the BBC, Universal, 
CH4 etc. as well as global brands including the likes of TalkTalk, Microsoft, Sony, HTC, and Ericsson to 
name but a few, in relation to behavioural change.

Katharina is a Business Psychologist and Managing Director at InnovationBubble, specialising in 
identifying the emotional, non-conscious, and motivational drivers of individual and group behaviour. 
Together with the team she has advised global brands in relation to finding the hidden psychological 
influences on motivation, engagement, decision-making and trust and how brands build these insights in 
to their corporate culture, recruitment and L&D, and communication strategies.

Bernard Szederkenyi is a T-shirt and jeans wearing, customer-loving telco guy focused on creating an 
effortless experience for customers. Bernard has over two decades of expertise across multiple telecoms 
brands creating enviable moments-of-truths on wireline and wireless customer journeys. Through 
strategic foresight, drive, and determination, he built a strong foundation for his most recent engagement 
at Koodo Mobile, a hugely successful Canadian operator, where he currently leads the customer 
experience and digital evolution teams. It’s in this capacity he implemented a new service model strategy, 
leveraging AI at its core, with the ultimate goal of if improving operational efficiency for the brand.

Bernard Szederkenyi is a T-shirt and jeans wearing, customer-loving telco guy focused on creating an 
effortless experience for customers. Bernard has over two decades of expertise across multiple telecoms 
brands creating enviable moments-of-truths on wireline and wireless customer journeys. Through 
strategic foresight, drive, and determination, he built a strong foundation for his most recent engagement 
at Koodo Mobile, a hugely successful Canadian operator, where he currently leads the customer 
experience and digital evolution teams. It’s in this capacity he implemented a new service model strategy, 
leveraging AI at its core, with the ultimate goal of if improving operational efficiency for the brand.
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13:00  WHERE TO START WITH MACHINE LEARNING AND 
SELF-SERVICE: A BEGINNERS GUIDE TO INVESTING 
IN ARTIFICIAL INTELLIGENCE

Looking to invest in AI or any other new technology, but keep getting told budgets are fixed or that it’s hard to prove tangible ROI? It’s a 
common theme across all industries, not least telecoms! So join us in this exclusive workshop, with Bernard Szederkenyi and discover 
how to build the business case and what data you will need to support investment. Go in to depth and develop an understanding of what 
technology assessments and governance processes are needed, and how to run a successful test pilot, which not only ensures optimal 
results for when you scale-up, but also helps foster engagement and future funding.

15:30 CUSTOMER IMMERSION WORKSHOP: HOW 
WELL DO YOU KNOW YOUR CUSTOMERS?

In this eye-opening immersion session, you’ll have the opportunity to listen to 30+ of your customers bringing their issues into sharp 
focus through sharing their experiences, opinions and perceptions towards the telecoms industry 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 and ultimately help you shape retention and loyalty initiatives moving forward. 
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28th January, 2020

PROVIDING A SEAMLESS, ENGAGING END-TO-END CUSTOMER EXPERIENCE THROUGH DIGITAL TRANSFORMATION  

08:00 MORNING COFFEE, NETWORKING AND REGISTRATION

08:40 WELCOME REMARKS & CHAIR INTRODUCTION 
Nick Freeman, Conference Producer, IQPC

08.45 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.
Ingrid Lindberg, Chief Experience Officer, Chief Customer

09:15 DISCOVERING YOUR COMPANY’S KILLER FEATURE THAT CHANGES EVERYTHING
Each year, over 30,000 new consumer products launch worldwide. Some may view this as a sign of vibrancy and optimism, 
but the truth is sobering. Of those 30,000 products, 95% are destined to fail. 
The solution? Cut through the noise by leveraging your frontline to find your killer feature, which shifts your point of view 
from inward (company) to outward (consumer). This enables you to create a foundation for success.
Robert Hackl, SVP, Leasing & Insurance, Handset Business, Sprint

09:45 PANEL DISCUSSION: HOW TO DELIVER CONSISTENT CX ACROSS MULTLIPLE SCREENS
When operators have to manage customers across various channels, platforms and screens, from offering wireless network 
coverage, to other OTT offerings, there can often be a disconnect when it comes to providing that seamless customer 
experience. Multiple touchpoints provide multiple opportunities for going above and beyond your customers’ expectations, 
but when it goes wrong, it can have serious implications for the satisfaction and loyalty of your customers. 
  What strategies, solutions, and insights can be learned to truly maximise consistent, multi-levelled customer experience?
  How can you apply these to your day-to-day CX initiatives to try and alleviate some of these challenges? 
  What fracture points exist and what mistakes can be avoided?

Suman Kargupta, Head of CX, Reliance Jio 
Katy Pearce, Head of Enterprise CX, Vodafone Group 
Mikhail Dmitrichenko, Chief Customer Officer, VOLIA 
Hari B Sivasubramaniam, CTO of International Networks, Liquid Telecommunications

10:30 MORNING BREAK AND NETWORKING

11:00 OMNICHANNEL RE-IMAGINED: THE 42 CUSTOMER JOURNEYS TELCOS NEED RIGHT NOW 
You have an omnichannel problem – but so does every other telco in the world. Facing limited journeys and   
disconnected channels, today’s customers aren’t getting the seamless experience they’re looking for.  
 It’s time to re-imagine omnichannel so customers can transact from anywhere, at any time - and move seamlessly  
 between channels 
 What are the 42 journeys that become possible for them with a Transact-Anywhere experience? 
 Who really are your customers? 
Will Gibson, Vice President of Marketing & Amplifier, Maplewave 

11:30 DUAL PRESENTATION: CHANGING PERCEPTIONS OF CONSUMER BEHAVIOUR AND THE GROWING ADOPTION OF 
MESSAGING SERVICES
In this new age of digitalisation, the technology underpinning the transformation is only one half of the story. The methods in 
which customers are choosing to interact with their telecom providers is also rapidly changing, and understanding this shift 
in customer behaviour is as essential as everything else. The question is, how can you understand and utilise this cultural 
shift to make significant improvements to your customer experience?
Join Facebook and Vodafone Germany as they present a real world case study of how to use messaging services to drive 
customer service satisfaction, close the back door and reduce churn.
Sacha Nikita Kraft, Client Partner, Facebook Germany
Jörg Knoop, Technology Digital Incubator, Vodafone Germany

12.00 SUPERCHARGE CUSTOMER ENGAGEMENTS USING INTELLIGENT TRIGGERS  
 What if you could communicate with 100% of your customers in a fully interactive manner, on all mobile devices,  
 without requiring a mobile application and without having to rely on the limitations of SMS, email, or USSD? 
 What if you could create contextual customer engagements based on automated triggers, without the need for  
 deep integrations into your network?  
 What if you could achieve customer response rates 20X greater than push SMS or app push notifications? 
 What if you could drive the ROI of existing or planned CRM platform investments by initiating a new channel?  
 Join us to learn how mobile operators and brands can digitise and transform the ways they reach and engage  
 mobile subscribers 
Andrea Goodwin, Director, Product Management, OnePIN 

PANEL

Conference Day One - Digital Transformation and End-to-End Experiences
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28th January, 2020
Conference Day One - Digital Transformation and End-to-End Experiences

12.30 NETWORKING LUNCH

13.30 INTERACTIVE DISCUSSION GROUPS

14:30 STREAM 1 
Diversifying the telco business  
offering in the digital era   
 
REINVENTING THE TELCO: HOW TO MOVE BEYOND 
VOICE AND DATA SERVICES
While telcos must first look at digitising the core 
business, it is becoming equally as important to explore 
new business models and revenue streams beyond 
voice and data services. So how can telcos reinvent 
what they do, and what implications does this have for 
the customer? Durdana Achakzai will discuss how to 
understand your customers’ pain-points to incrementally 
refine the telco proposition, and deliver this to the 
customer in a human-centric way.
Durdana Achakzai, Group Director of Digital, 
Vodafone

STREAM 2 
Building the business case and  
steering transformation 

HOW TO BUILD THE BUSINESS CASE WHEN SEEKING 
INVESTMENT ON DIGITAL  
 How to adapt your organisation’s governance   
 and investment in digital services 
 What other strategies exist for building digital   
 activities? 
 What are the key success factors for    
 getting the business case accepted by   
 various departments (commercial,    
 finance) and achieving executive buy-in?   
Yves Dubuisson, Chief Strategy Officer, 
Ooredoo Algerie

15:00 TRANSFORMING A TELCO INTO AN ITC PROVIDER: 
HOW DATA CAN HELP TO ENSURE A WORLD CLASS 
CUSTOMER EXPERIENCE DURING THE JOURNEY 
Telia is in a middle of a transformation from a 
traditional telco into a full scale ICT provider. The 
ongoing transformation took a new phase a couple 
years ago when Telia bought two Finnish IT companies. 
The new customer base and the needs that came with 
it challenged the whole traditional telco operating 
model. 
 How to ensure a unified - Telia One - customer   
 experience in the middle of merger and   
 transformation? 
 How to utilise technologies and data-driven   
 modelling to serve the needs of an already   
 existing wide customer base and how to attract  
 new customers with the Telia ONE ICT- portfolio? 
 What were the challenges during the process   
 and how well did we succeed? 
Jyri Suvela, Director, Service Offering, Telia 

HOW TO STEER YOUR ORGANISATION TO 
TRULY EMRACE DIGITAL TRANSFORMATION: 
PERSPECTIVES OF A SOUTH ASIAN TELCO 
  What are the pain-points and challenges when 

moving into new digital territory?
  How can you overcome these challenges?
  What strategies are there in place for supporting 

a business case when seeking investment / 
management buy-in for digital?

  What does the future look like beyond the 
transformation?

Mahinda Herath, Group Chief Planning & Digital 
Officer, Sri Lanka Telecom

15:30 AFTERNOON BREAK AND NETWORKING

16:00 MEASURING CUSTOMER SUCCESS WHEN THE RULES CHANGE
 Customer experience is now the product that companies have to sell. They must compete against the best-in-class 

along multiple dimensions, including personalisation, speed, convenience, and accuracy. Success in this new 
paradigm requires the ability to connect the customer and network insights and provide a connected experience 
throughout the customer journey. Join us as we explore what success looks like in delivering extraordinary customer 
experiences.
Puneet Dhar, VP of Customer Care Solutions, Nokia

01  
What can the expansion in to 5G and IoT bring 
and where should we focus our attention?

02 
How can telecoms engage with new customers 
and reach new audiences?

03 
What are your customers preferred channels and 
how should we communicate with them on it? 

04 
Is our obsession with data a help or a hindrance? 
Should we just go back to basics?

05 
How to increase ARPU and reduce churn: What 
does best practice look like? 

06 
How can we empower our front line workforce to 
deliver wow experiences?

Choose 
the Interactive 

Discussion Groups 
that most 

appeal!
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28th January, 2020
Conference Day One - Digital Transformation and End-to-End Experiences

16:30 DEVELOPING A DIGITISED SOLUTION CENTRE FOR TECHNICAL CUSTOMER SERVICE
  How to transform an organisation from a classical 1st and 2nd level-structure to a one touch approach with 

skill-based, heterogeneous self-empowering teams
  Strategies for reducing incidents and contacts significantly with big data, automation and optimising self service
  What can be done to enable business units – from manager to call centre agent – to make data-driven decisions
  How to route incidents to the right agent based on predictive analytics to increase first-time-right rate
Deniz Demirci, VP Business Development & Customer Processes F2R, Deutsche Telecom

17:00 PANEL DISCUSSION: COMPLIANCE AND DATA ETHICS: HOW TO REMAIN COMPLIANT WHILE STILL DELIVERING A  
PERSONALISED CUSTOMER EXPERIENCE 
 What issues are operators facing in regards to customer data regulations? 

  What strategies can be implemented to compliantly communicate with customers? 
 Hear the various perspectives of different operators across the globe 
Members of the panel: 
NRKS Chakravarthy, Vice President - Quality, Training, Customer Insights, Analytics and Regulatory Compliance,  
Reliance Jio 
Geoff Pritchard, Head of Data Strategy, giffgaff  
Bernard Szederkenyi, VP Customer Management, Koodo Mobile

17:45  CHAIR’S CLOSING THOUGHTS & NETWORKING DRINKS

PANEL

“An eye opener on the 
industry, the richness of 
discussions is inspiring for 
applying best practice where 
applicable”

– Vodafone (2019 attendee)

19:00  CEM IN TELECOMS GLOBAL AWARDS EVENING  
An exclusive, one-of-a-kind awards evening, acknowledging the best-in-class industry leaders
 There's still time to apply, so don't miss your opportunity to be crowned a leader in CX excellence 
at the CEM in Telecoms Global Awards. Contact phillip.hirons@iqpc.co.uk for more details or 
click here to find out more.

2020 Awards Categories:
  Best-in-class Customer Marketing Campaign
  Best-in-class Example of ROI
  Best-in-class Employee Engagement Programme
  Best-in-class Personalisation Case Study

  Best-in-class Customer Engagement Tool
  Best-in-class use of AI within CX
  CEM in Telecoms Annual Improvement Award
  People’s Choice Award: Contribution to CEM in Telecoms

www.asdevents.com - www.asdevents.com/event.asp?id=21704
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29th January, 2020
Conference Day Two - Engagement & Service Culture Transformation

STRENGTHENING SERVICE CULTURE WITH TECHNOLOGY AND STRIKING A BALANCE BETWEEN MAN AND MACHINE

08:15 MORNING COFFEE, NETWORKING AND REGISTRATION

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

09:15 INTEGRATING SOCIAL PURPOSE WITHIN THE TELCO CUSTOMER EXPERIENCE
		Technology is more than just a convenience – it's a means to gain greater control and independence
		How can Telcos harness the power of technology, connectivity and innovation to improve health, education, 

environmental protection and social mobility?
		Hear about Vodafone’s Connected Living project, which is paving the way to a more accessible future for those who need 

support in a digital world, all with the tap of a button
Iris Meijer, Chief Marketing Officer, Vodafone Business 

09:45 PANEL DISCUSSION: OVERCOMING INTERNAL CULTURAL AND PROCESS CHALLENGES TO SUCCEED IN A DIGITAL  
 TRANSITION  

When attempting that all important digital transformation, what inhibitors exist - across various business functions - to  
 achieve success, and what can be done to overcome these? Other questions that will be explored include:  

 How to manage the cultural changes? Are different types of CX employee needed? 
 While it may be chaotic in the beginning, how can this be maintained and how do you manage a full organisation in chaos  
 mode?  
 What are the key levers to drive success in a digital transformation?  
Members of the panel: 

Mila Milenkovic, Head of Digital Innovations and Applications, Telekom Srbija 
Shanti Vohari, Chief Customer Service & Experience Officer, Celcom Axiata 
Regina Urbani, Director Digital Business, Sunrise Communications  
Ker Ling Yew, Vice President Group Data Office, Singtel Group 
Sadia Khuram, Chief CX Officer, Jazz

10:30 MORNING BREAK AND NETWORKING

11:00 TECH IS THE ENABLER, PEOPLE MAKE THE DIFFERENCE: AN INVESTMENT IN PEOPLE IS AN INVESTMENT IN  
CUSTOMER LOYALTY
		In an age of ever-increasing digital transformation, it is becoming equally important that telecom operators match the 

back end innovations with front end expertise
		What role will people play in this innovative new CX era? 
		How much investment is needed? And what does success look like?
Phil Eayres, Chief Customer Officer & Interim CEO - Full Fibre, TalkTalk

11:30 EVER WONDERED WHY YOUR CX DOESN’T LAND WITH YOUR CUSTOMERS QUITE HOW YOU ENVISIONED? 
In this session you'll learn why investing in the learning experience is an investment directly in your customer's experience  
which can lead to explosive customer satisfaction and growth 
 Even the best design is subject to fail without a key element that many businesses don't invest in appropriately - people!  
 Now more than ever, it's your sales and/or service frontline who has your brand in their hands  
 With proper investment you will see enhanced execution of your envisioned customer experience along with having more  
 satisfied employees who stay longer. It's truly a win-win! 
Kyle Fox, Director, Care Frontline Readiness, T-Mobile

PANEL

“Very valuable! Sometimes when you are on the job you tend to think that you are alone in the difficulties 
you are facing. Networking with other people in similar positions from the industry is priceless.”

– GO PLC (2019 attendee)
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29th January, 2020
Conference Day Two - Engagement & Service Culture Transformation
12:00 PANEL DISCUSSION: ALIGNING CUSTOMER AND EMPLOYEE EXPERIENCE TO DELIVER REAL WORLD PERFORMANCE  

IN THE DIGITAL ERA  
  Employee experience has never been more important to enable differentiation and elevation of customer experience 

 How does Voice of the Customer link to Voice of the Employee and how does that help prioritise improvement initiatives? 
 Connecting employees and customers in new ways including digital, through robotics, and face to face are areas to create 
 new opportunities 
Moderator:  
Chanice Henry, Editor-in-Chief, CX Network 
Members of the panel:  
Ron Rout, SVP, Customer Service Operations, Rogers Communications 
Mustafa Ergen, Chief Tech Advisor, Turk Telekom 
Shanna Pedersen, Head of Customer and Sales Experience, Enterprise, BT

 12:45 NETWORKING LUNCH

13:45 SHOULD WE ADOPT RETURN-ON-CUSTOMER OVER RETURN-ON-INVESTMENT? 
 Return-on-Customer in the age of software - telcos must remain digitally relevant to create value from their pool of  
 customers 
 Investment efficiency and customer experience – how telcos respond to decreasing core margin by leveraging insights  
 from customers behaviour when steering investments 
 ROC drives ROI: concrete examples of driving return on customers to achieve successful return on investment 
 Are ROC and ROI two sides of the same coin, or does too much of a focus on one undermine the other?   
Matteo Gatta, Technology Strategy & Innovation Director, Proximus

14:15 HOW TO CHAMPION YOUR CX EMPLOYEES AND TRULY ACHIEVE SERVICE CULTURE TRANSFORMATION  
Keeping your CX employees happy and content in their roles, knowing that they have the skills and confidence to deliver  
the best experience for their customers should be at the forefront of every CX strategy. However, what can telco operators  
do to close the gap between technological advancement and CX employee empowerment? Rekha Weerasooriya, General  
Manager of Customer Experience Management and People Development at Dialog Axiata, the number one   
telecommunications provider in Sri Lanka, will talk about her journey to transform the entire service culture of a telecoms  
company that has 13 million customers and about 3,000 employees. Some of the issues Rekha will address include:  
 What can telecom operators do to increase the efficiency of their CX employees to get everyone behind the company’s CX  
 vision? 
 How do you keep CX employees digitally relevant and able to serve the new digital customer? 
 What challenges often occur and what strategies can be applied to truly transform the CX culture from top to bottom?  
Rekha Weerasooriya, General Manager - Customer Experience Management & People Development, Dialog Axiata PLC 

14:45 CHALLENGING THE RELIABILITY OF METRICS 
Telecoms have relied on various metrics for years, but, if you had to choose one, which would it be? Analyse which of the  
below approaches will ensure you are motivating your staff to hit their targets and grow your business. 

Group A: Profit or growth? Margins have always been the biggest metric of success however should you now be looking  
beyond the short-term losses and focus on the long term gain? 

Group B: NPS or social? Do surveys give you a realistic opinion of your customers’ perception of your brand or should you be  
analysing key patterns over your social media networks? 

Group C: Top down or bottom up? Would you choose the efficacy of marketing across channels to help justify your media  
spend or, determine how users interact with your digital touchpoints? 

15:45 CHAIR'S CLOSING THOUGHTS
Ingrid Lindberg, Chief Experience Officer, Chief Customer

“The group exercises / round table discussions were engaging, inclusive, 
insightful and good fun. I made some great connections.”

– Zen Internet (2019 attendee)

PANEL

NETWORK
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