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Contact Centre Summit VIC

8:30AM  REGISTRATION & REFRESHMENTS

9:00AM WELCOME REMARKS

OPENING KEYNOTE

Key Learnings From Services Australia’s Contact
Centre: Elevating Customer Service

9:40AM PANEL DISCUSSION ¢

Modernising the Contact Centre: Balancing Leadership,
Change & Service Excellence

¢ Rethinking traditional contact centre models to meet
customer expectations

o Effective decision making in times of uncertainty

e Leadership approaches prioritising staff well being
through organisational change

Agnes So, Chief Customer & Product Officer, HotDoc
JP Camiilleri, Head of Customer Operations, CitiPower &
Powercor

Anna Tyun, Head of Passenger Experience, 13cabs
Moderator: Ben Hancock, Manager - Customer Service
Automation, NiCE

10:20AM PRESENTATION

The Human Element in an Al-Driven Contact Centre

Donny Chai, Senior Solutions Engineer, Dialpad

10:50AM MORNING TEA & NETWORKING

11:20AM INTERACTIVE SCENARIO /&

Effective Resolution Strategies in High-Pressue Scenarios

11:50AM PANEL DISCUSSION §[*

Revolutionising Self-Service Delivery: How much is too
much?

e The importance of human connection

o Replace v Assist: The practical application of emerging
tech to transform contact centres

¢ How age demographic changes the way people interact
with customer service

o Self service efficiencies to reduce costs & increase
revenue

Ben Coughlin, Chief Customer Officer, Webjet

Patrick Vardhan, Head of Customer Support, MYOB

Alex Kocher, Head of Technology, Assisted Channels -
Contact Centre & Conversational Al, NAB

Moderator: Ashwin Thomas, AVP Client Success, ValuelLabs

12:30PM PRESENTATION

Speed up operations and scale your teams through
DevOps automation

1:00PM LUNCH & NETWORKING

1:40PM INTERACTIVE WORKSHOPS /¢

e Rewriting the Rules of CX with Al Agents & customer
experience automation

¢ Seamlessly managing remote agents using cloud-
based contact centre technology

¢ Bridging the gap: How staffing levels and employee
engagement influence overall customer experience

¢ Analysing feedback trends to identify opportunities
for growth & improvement

e Balancing automation and human connection in
customer interactions

2:20PM PANEL DISCUSSION ||°

The Employee Era: Managing employee burn-out & mental
health concerns in high stress environments

¢ How leaders can support contact center teams through
tough customer interactions

¢ Quality training to ensure that employees are adequately
equipped

¢ Navigating burn-out & mental health concerns in your
team

¢ Investing in career development & growth opportunities

Wendy Duff, Director of Crisis Response, Safe Steps
Kirk Richards, National Contact Centre Manager, Bupa
John Harley, Capability Advisor to Australia's Police
Negotiators, Victoria Police

Moderator: Vanessa Kraut, Customer Experience Lead,
Bega Group

3:00PM AFTERNOON TEA & NETWORKING

KEYNOTE

Operating under High-Pressure: Leading with
Clarity & Calm through Critical Events

3:50PM

CLOSING REMARKS FOLLOWED BY
NETWORKING DRINKS

4:50PM EVENT CONCLUDES



