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8:30 REGISTRATION, COFFEE & NETWORKING

9:20 PANEL DISCUSSION: DEMYSTIFYING CX VALUE:
TURNING CUSTOMER EXPERIENCE INTO ROI FOR
LEADERSHIP BUY-IN

¢ Translating CX value to ROl metrics and leadership
language

e Strategies to achieve company-wide customer
centricity

o Beyond NPS: expanding data collection & analysis for
a single view of customer journey

10:00 PRESENTATION: BUILDING BETTER CUSTOMER
ENGAGEMENT THROUGH DATA AND INNOVATION

10:30 MORNING TEA & NETWORKING

Fostering critical thinking, team collaboration,

& alignment that translates to positive CX
through gamification

11:20 PANEL DISCUSSION: PRACTICAL Al INTEGRATION:
WHERE AND HOW DOES IT FIT IN YOUR CUSTOMER
JOURNEY?

o Exploring the versatility of Al's CX plug-ins

o Strategising where to embed Al tools into customer
journey

e Conducting effective cost-benefit analysis of Al
investments

e CX from within: Internal use of Al for improved data
analysis and employee knowledge access
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12:00 PRESENTATION: BUILDING A COMMERCIAL &
COMPETITIVE ADVANTAGE THROUGH CX

12:30 LUNCH & NETWORKING

1:20 INTERACTIVE WORKSHOPS

¢ How to apply personalisation to a light-touch
customer journey

¢ Harnessing technology for seamless omnichannel
experiences at scale

¢ Transforming customer experience through data-
driven personalisation

e The future of CX: Anticipating trends in virtual and
extended reality

e Turning customer feedback into action: strategies for
effective listening and response

2:00 PANEL DISCUSSION: HUMANISING DIGITAL
PLATFORMS: THE CONVERGENCE OF IN-PERSON &
ONLINE EXPERIENCE

e The art of incorporating human touch in self-service
technology

¢ Digital communication of culture, values, & on-site
experience to virtually connect with customers

e Customising tools and trends to maintain
competitive edge and loyalty

3:10 AFTERNOON TEA & NETWORKING

THE ROLE OF EVENTS & SPORTS IN BUILDING A
CUSTOMER-CENTRIC CULTURE

4:00 CLOSING REMARKS

4:10 NETWORKING DRINKS

5:10 EVENT ENDS
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https://edly.io/blog/elearning-gamification-how-to-leverage-it-to-achieve-goals/

