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November 24, 2022, | Virtual | 9:25am – 10:30am AEDT

In recent years we have seen a drive to improve customer experience and customer response times along with an increase in data analytical capabilities to create and drive better personalised practices across varying customer touchpoints. However, scaled digital transformation efforts have lefts contact centres trying to strike a balance between scaling their AI capabilities whilst maintain the human-touch element. 
On November 21, IQPC Australia will go LIVE with the CCW Virtual Show, as part of our Customer Contact Week Digital Series. Bringing you the best of the best from A/NZ’s contact centre industry, our speakers will be sharing their experiences and insights around contact centre innovation in 2022 and how the investment in integrating people and technology will transform your contact centre experience. 
 We will explore: 
· Exploring the Humanisation of Digital Experience Through Innovative Personalisation Experiences at Fujifilm Business Innovation APAC
· Balancing Customer Friction and Personalised Experiences with Data & Digital Transformation: Can We Integrate Human Digital Channels?
· Effective. Impactful. Memorable. How to Effectively Delivery Frictionless Customer Experiences
If you’re charged with transforming your contact centre into a future proof service, then REGISTER TODAY. 






	Virtual Conference Day 1 – November 21st, 2022

	9:25 AM
	Conference Opening – Remarks from the Conference Chairperson

	9:30 AM
	Exploring the Humanisation of Digital Experience Through Innovative Personalisation Experiences at FujiFilm Business Innovation APAC

For many contact centres, tailoring interactions with customers across a variety of channels has lost a personal, human-centred touch; due to digitisation and technology leaning people towards less face-to-face communication. COVID-19 has forced people to turn to technology to gather information, find support, and engage with companies. Contact centres leaders have transformed their channels, in order to create more intuitive and personalised approaches to customers and their needs.
 
This panel will discuss how they have leveraged AI technology to elevate the personal touch their contact centre agents provide customers, throughout their varying channels.

· Christianne Joussemet, Head of Customer Excellence, Fujifilm Business Innovation
· Martin Head, General Manager Customer Support Innovation, Fujifilm Business Innovation


	10:00 AM
	PANEL DISCUSSION: Balancing Customer Friction and Personalised Experiences with Data & Digital Transformation: Can We Integrate Human Digital Channels?
In this session, we will explore the strategies contact centres are using to reimagine traditional customer support and integrate the perfect balance between people and technology. This presentation will deep dive into the juxtaposition between digital and analogue customer experiences to find that perfect balance of digital, whilst maintaining the human touch. 
· Discussing ways to increase your departments sales and revenue targets to demonstrate the monetary value contact centres hold. 
· Learning how to train teams on customer loyalty and the value satisfied customers bring to the broader business. 
· Why collaboration is key – how do we work with digital and CX to review channel management strategies for customer retention. 
· Bringing control to the customer: What are the challenges with this and how do we improve customer experiences across all channels. 
Panelists: 
· Lauren Reid, National Contact Centre Manager, ESS Super 
· Robert Schwarz, Managing Director – ANZ, Nuance: A Microsoft Company

	10:30 AM
	PANEL DISCUSSION: Effective. Impactful. Memorable. How to Effectively Delivery Frictionless Customer Experiences
Hear from some of Australia’s innovative organisations as they strive to deliver frictionless customer experiences. Discover how they are empowering their organisations to enhance service delivery, reduce customer effort, and increase customer loyalty. The panel will discuss how to plan customer service digital transformation and create impactful end-to-end experiences. Learn how successful organizations:
· Streamline business processes to better serve customers
· Connect all parts of the organisation to deliver exceptional experiences
· Automate and optimize processes to accelerate time-to-resolution
Panelists: 
· Renee Moore, Contact Centre Director, Bega Cheese 
· Intercom

	11:00 AM
	Conference Closing – Remarks from the Conference Chairperson
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