Time: 9:30am - 5:00pm
Venue:

Gallup Consulting, The Adelphi,
1-11 John Adam Street, London, WC2N 6HS

For more information contact Chris Wood: chris@ictcomms.com
and +44 (0) 1932 341828 or visit our website:
www.customerengagementclub.com

Multichannel Customer
Engagement for

Contact Centres
26th January 2012, London

Contact centres have been undergoing radical change over
the past few years and are increasingly operating a multi-
channel environment, reflecting the changing dynamics of

the relationships between organisations and their
customers as channels to market continue to proliferate.

This Directors Forum will examine the changing face of the contact
centre in a multi-channel environment and how in this new age of
engagement across channels the contact centre is coming into its own
in playing an increasingly strategically pivotal role at the heart of the
organisation and its customer relationships.

directors forum

Speakers include:

Steve Morrell, Principal Analyst,
ContactBabel

Marcus Hickman, Chief Executive Davies
Hickman Partners and former Director of
the CCA and The Henley Centre

Tom Baggaley, Social Media and Ecommerce
Manager Aviva UK — (case study)

Bian Salins, Head of Social Media
Innovation BT — (case study)

Leslie Rowlands, Senior Managing
Consultant, Gallup Consulting

Conrad Simpson, Director, Interactive
Intelligence - (case study)

Steven Thurlow, Technical Director,
Sword Ciboodle

Delegates will learn:

e How world class organisations are using
multichannel contact centre strategies to
improve customer service and competitiveness
and enhance the bottom line

e The latest trends in the evolution of contact
centres as they increasingly become the focal
customer touch point across a plethora of
channels and take centre stage

e How the rapidly changing face of the contact
centre is impacting on customer relationships
as organisations realise they have service
customers through the channels they choose

e Where offline, online, social and mobile
customer engagement fits in with the evolution
of the multichannel contact centre and its
impact on the organisation and the brand

e The performance and profitability benefits that
accrue from multichannel contact centre
strategies that align people, processes and
technology for the benefit of customers

FREE TO ATTEND FOR SENIOR CONTACT CENTRE AND CUSTOMER ENGAGEMENT PROFESSIONALS
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Multichannel Customer Engagement for Contact Centres

26th January 2012, London

8:30 Registration and Coffee

9.30

James Rapinac, Gallup Consulting,

Steve Hurst, Customer Engagement Club
9:35 “Trends in Multichannel

Contact” - latest research findings
from the UK contact centre industry

Steve Morrell, Principal Analyst, ContactBabel

Customer contact is at a tipping-point. Social media has
become a de facto customer service channel; emails account
for more than 10% of inbound interactions; self-service via
websites and smartphone apps has become ubiquitous; IVR is
used by most businesses and web chat is becoming
increasingly popular. Through extensive primary research, this
presentation shows the reality of things as they are today, and
highlights commercial and technological drivers that will change
the face of customer contact for years to come.

ContactBabel, the contact centre industry
analysts, was set up in 2000 by Steve Morrell, a
leading expert on the global contact centre
industry. Steve has written over 200 reports on
the future of technology, people and business
processes surrounding the contact centre
industry, and is widely-quoted in industry
journals and the international media as the
author of key studies of the UK, US, Irish, South African and
Indlian contact centre markets.

Steve Morrell

He was a lead author of a DTI-commissioned study into the
future of the UK contact centre industry, and also wrote "20:20
CRM ' A visionary insight into unique customer contact", a
book read by tens of thousands of industry professionals
worldwide.

10:15 Engaging
customers across all channels
Leslie Rowlands, Senior Managing Consultant,

Gallup Consulting

Brand Ambassadors are employees who are highly engaged,
knowledgeable and passionate about their organisation’s
products and services. In contact centres and other customer-
facing environments they deliver consistently superior customer
service that is reflected in higher levels of customer
engagement across all channels. How can companies hire and
create more Brand Ambassadors, and what is their potential
impact on customer engagement and financial performance?

Leslie Rowlands is a Senior Managing Consultant
with Gallup. He is responsible for several key
client relationships with leading players in
financial services, chemicals, retail, FMCG,
pharmaceuticals and transportation services.

Leslie
Rowlands

Leslie works with organisations to improve
performance by focusing on their two key

behavioural economic levers - their colleagues and their
customers. Before joining Gallup, Leslie worked in marketing,
strategy and business development with a number of European
and US-based companies serving Fortune 1000 clients in both
consumer and business-to-business sectors.

Leslie has degrees from Reims Management and Middlesex
Business Schools.

10:55 Aviva - Transforming the

contact centre
Tom Baggaley, Social Media and Ecommerce
Manager Aviva UK Direct Insurance

Tom'’s presentation covers the transformation Aviva has made
online and outlines the work the organisation is doing with
system thinking and how it is also transforming the contact
centre, demonstrating improvements in employee engagement,
advocacy, Net Promoter Score, and performance. It highlights
how Aviva is focusing very much on its customers to
understand what problems they are experiencing , and to then
have a joined-up approach internally to resolve. It describes the
different methods of contact Aviva offers, Telephone, Inbound
and Outbound, Email, Live chat and Social Media outreach and
how its teams flex across these channels, consistently growing
and adapting to suit customers’ needs.

Tom Baggaley is the Social Media and
Ecommerce Manger for Aviva UK Direct
Insurance. He heads up the eCommerce Online
Support teams which now includes the Industry
leading Social Media Team which actively
monitors sites such as Twitter, Facebook,
Consumer Action Group and Money Saving
Expert and outreach to customers, both reactively and
proactively. This presence within the Social Media space has
given Aviva invaluable insights and helps shape future events.
Tom, who has been with Aviva for nine years, has expanded the
Live Chat functionality into other areas of the business such as
Life, Healthcare, Pensions, CEO complaints and the RAC.

Tom Baggaley

11: 35 Coffee

11:50  Why multi-channel must mean multiple choice.

Steven Thurlow, Technical Director, Sword Ciboodle

You might think forcing customers to use lower-cost contact
channels by restricting their access to phone the contact centre
is bound to save you money. You’d be wrong. New original
research proves it’s the companies that offer true channel
choice, and let customers make their own decisions about how
they interact, that are making the real savings. And they’re
winning the hearts and minds of customers along the way.
Listen to Steven discuss

What dictates customers’ channel choices — and

how those choices can work to your advantage

How you can encourage channel shift without

alienating customers

How pro-active use of alternative channels can

reduce calls to your contact centre






Customer Engagement
Directors Forums for 2012

Multichannel Customer Engagement for Contact Centres
- 26th January, London

Customer Feedback/Measurement/Voice of the Customer
- 21st March, London

Social Media and Mobile Customer Engagement
- 16th May, London

B2B Customer Engagement
- 20th June, London

Multichannel Customer Engagement
- 26th September, London

Customer Engagement in Financial Services
- 11th October, London

Customer Engagement Summit and Awards
- 26 - 27 November, London

Employee and Customer Engagement
- 5th December, London

For speaking opportunities please contact Steve Hurst:
steve@ictcomms.com

For sponsorship and other enquiries please contact Chris Wood:
chris@ictcomms.com and +44 (0) 1932 341828

* Weekly News Alerts

e Customer Engagement Magazine, 6 issues pa, available in digital
and print

e Free and discounted access to Directors Forums and other Events

e Access to all areas of the web site, news, features, reports,

videos, white papers, archive

For free club membership and information on Directors Forums go to:
www.customerengagementclub.com
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