A One-Day, Industry-Led Conference & Networking Event, Central London, 22nd June 2022

Leverage Changing Customer Expectations, Technology
Innovations & Savvy Business Transformations To Deliver
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1 Day

New Outstanding, Winning Customer Experience
Strategies & Journeys In Financial Services
1

Respond To Changing Customer Needs Around Digital & Human-Led Channels & Overcome Ineﬃciencies In The Omni-Channel Customer Journey
• Transform Business & Digital Operations For Successful Tech Adoption & Future-Proofed Customer Servicing • Customer-Centric Cultures To Create
Human-First Financial Services • CX-Reﬁning Measurement & Data Strategies Which Truly Boost Customer Satisfaction

Embrace Evolving Customer
Expectations & Needs:
Respond to changes in customer
demands and behaviours to execute a
more value-driven and relevant
experience

2

3

4

Cohesive Omni-Channel
Customer Journeys: Target

ineﬃciencies in the end-to-end journey
to create a seamless experience that
adds value for the customer

Exciting, Value-Adding Tech
Innovations: Capitalise on the

6

7

8

9

Fergus Murphy
Group Customer Experience
Director

Bhavik Mohandas
Director of Product
Management

Virgin
Money UK

American
Express

latest advances in automation, tech and
AI to enhance the customer experience
and eﬃciencies

Digital & Business
Transformation In Financial
Services: Increase agility in digital

adoption to tackle rapidly evolving
customer expectations head on and
deliver outstanding CX

5

American
Express

Develop Truly CustomerCentric Cultures: Place customer

Grace Hayes
Senior Vice President
Customer Delivery Europe

Mastercard

Anne-Marie McConnon
Chief Marketing & Client
Experience Officer &
Rhona Cameron
Global Head of Brand
CX

Monika Schulze
Head of Customer and
Innovation Management

Rachel Whitaker
Head of Savings &
Investments

Sathish Jain
Executive Director - User
Experience

Formerly
Aviva

J.P. Morgan

Zurich
Insurance
Company Ltd

Ziba Goddard
Chief Consulting Officer &
Raphy March
Chief Design Officer

Emma Stranack
Head of Business &
Consumer Communications

Simone Vincent
Head of Email Marketing

Cowry
Consulting

Financial
Conduct
Authority

Stuart Miller
Chief Customer Officer

Tom Girling
Head of Regulated Advice

BNY Mellon

HSBC Life
(UK) Ltd
Marco Rodrigues
Deputy Head of CX & Design

BNP Paribas
Securities
Services

Chris Richards
Creative Director

Nomensa

Mitchell Barker
Head of Product and Chief
Distribution Officer

HSBC Life
(UK) Ltd

Newcastle
Building
Society

Fidelity
International

needs at the heart of organisational
decision making for
customer-orientated, above-and
-beyond mindsets throughout

Digital Vs Human Touch:

Balance the demand for a hybrid,
omni-channel CX that intuitively
directs between digital and human
interactions on the customer journey

Data-Driven, Tailored
Customer Experiences:

Jan De Schepper
Chief Sales and Marketing
Officer

Steve Bodley
Head of Digital Marketing
Delivery

Karen Oakland
VP Vertical Marketing

Matthew Whetton
Chief Technology Officer

Swissquote
Bank SA

Hargreaves
Lansdown

Smart
Communications

Oakbrook
Finance

Andy Russell
CEO

Micheal Sherwood
Head of Digital Experience

Vadim Toader
CEO

Skipton
Building
Society

Anna Roughley
Head of Insight

Peter Frost
Chief Customer Officer

Kumar Ashok
Sr. QA Engineer

Kelly Hamid
Head of Regulatory Product
Compliance

Lending
Standards
Board

Coventry
Building
Society

Leverage crucial insights into data
and customer behaviour to tailor CX
strategies more eﬀectively to
customer needs

Measure, Improve, Succeed!
Increase customer satisfaction,
retention and ROI with ongoing
performance benchmarking and KPI
reviews

Human-Driven Financial
Services: Beyond a

“one-size-ﬁts-all” approach! What do
your customers need from you?

Wealthify

Challenger
Perspectives

Atom Bank

Proportunity

Jessica Harris, Senior Best
Practice & Programmes
Manager Customer
Success & Anuradha
Deshpande, Head of
Product Support

GoCardless

info@ﬁnancialservicesconference.com

Eloise Taysom
Head of Product

Bud

+44 (0) 20 3479 2299

Tide
Platform
Limited

Monzo Bank

www.ﬁnancialservicesconference.com
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Heads & Directors Of CX, Marketing & Digital Share Fresh, Business-Critical Insights Into Revolutionised Customer Expectations, Crucial Tech Innovations For
Seamless Journeys Which Maintain The Human Touch & Digital, Business & Cultural Transformation Strategies With Data-Driven Insights & Measurement

08.30 Registration, Informal Networking & GIC Welcome

Morning Co-Chairs’ Opening Remarks
Fergus Murphy
Group Customer Experience Director

Peter Frost
Chief Customer Oﬃcer

Smart Communications

Resolve Disjointed Customer
Journeys With Customer-Led Service
Design & Deliver Cohesive
Omni-Channel Customer Experiences

Kelly Hamid
Head of Regulatory Product Compliance

Monzo Bank

10.35 Bonus Session; Reserved For Exclusive Conference Partner

EL

N

PA

Seize Valuable Insights Into Evolving
Q&A
Customer Needs & Expectations To
Deliver Exceptional Experiences That
Future-Proof Strategies & Adjust To Change

• Pandemic-related disruption has weighed heavily on ﬁnancial services customer
behaviours… what customer expectations and needs have become the new
norm and how can business models be adapted appropriately?
• Enhance eﬃciencies, improve decision making and reduce costs by creating
deeper relationships with customers through understanding and meeting their
needs
• Build authoritative models on customer behaviour that respond to the rising
customer demands for increased immediacy, seamless and paperless
experiences to sustain a competitive advantage and stay relevant in the market

Digital & Business Transformation
Strategies To Shape The Future Of
Customer Experience In Financial
Services

12.15 Kumar Ashok
Sr. QA Engineer

Hot
Topic

• As the world moves rapidly towards a technology-enabled future, how can
ﬁnancial services providers optimise CX using their increased digital capabilities
with innovative digital tools that are designed and centred on the customer?
• Enable the business to break free from the conservative boundaries of legacy
technology and systems and embrace new ways of thinking and strengthen
relationships with customers
• How have hybrid ways of working transformed business models and the need
for a multi-channel strategies in CX?
• Agility has become a crucial factor for market success: how can this skill be
harnessed to achieve wins for customers and to align business and customer
values?
Eloise Taysom
Head of Product

Bud

Refreshed
Insights

Mastercard

Cowry Consulting

11.20

GoCardless

Leverage Cutting-Edge Tech
Solutions To Create A More Dynamic &
Impactful Customer Experience That
Delivers Eﬃciency Through Innovation

• Conditions and parameters to select the right tech for your business, your
customers and their journeys and achieve eﬀective integration of technology
into customer experience
• Constraint or possibility: what are the opportunities and challenges
associated with diﬀerent emerging technologies and how they add value to
the customer experience?
• From advances in automation, AI and machine learning, chatbots and
voice-to-text software, what’s next for ﬁnancial services to respond to
customer needs and help optimise the customer journey?

Tide Platform Limited

DIGITAL & BUSINESS TRANSFORMATION IN
FINANCIAL SERVICES

09.45 Jessica Harris
Senior Best Practice & Programmes
Manager (Customer Success)

DOUBLE
PERSPECTIVE

11.55 Grace Hayes
Senior Vice President Customer Delivery
Europe

Ziba Goddard
Chief Consulting Oﬃcer &
Raphy March
Chief Design Oﬃcer

10.50 Morning Refreshment Break With Informal Networking

BNP Paribas Securities
Services

CHANGING CUSTOMER BEHAVIOURS &
EXPECTATIONS

11.55

Fidelity International

Drive
Innovation

09.25 Marco Rodrigues
Deputy Head of CX & Design

TECH INNOVATION

Simone Vincent
Head of Email Marketing

DOUBLE
PERSPECTIVE

• Test, test, test – where are customers consistently experiencing pain points?
How can we eliminate them to ensure a consistent, frictionless customer
experience?
• How can we approach the user experience holistically and leverage existing
methodologies to improve design and UX?
• It’s not just the tech! Are your teams combatting organisational silos to
communicate?
• Achieve true omni-channel with consistent brand messaging and feel and
joined-up customer servicing to reassure and retain customers whether
in-branch or in-app

10.05

Karen Oakland
VP Vertical Marketing

Zurich Insurance Company
Ltd

Coventry Building Society

09.25

Partner

Monika Schulze
Head of Customer & Innovation
Management

Virgin Money UK

CUSTOMER JOURNEYS

11.40 Bonus Session; Reserved For Exclusive Conference

Skipton Building Society

’
RS
AI S
H K
-C AR
CO EM
R

09.10

Tom Girling
Head of Regulated Advice

MEASUREMENT & ROI
12.35

Measure, Improve, Succeed! Set KPIs To Critical
Assess Performance & Reﬁne CX
Insights
Strategies With Customer-Led Data To
Increase Customer Satisfaction, Retention & ROI

• Beyond NPS, what benchmarks are most beneﬁcial for assessing
performance and how can the results of these be translated eﬀectively into
improved customer experiences?
• Ensure eﬀective measurement KPIs and benchmarks in order to truly
evaluate success and determine strategy ROI
• Utilise key insights from customer feedback, reviews, satisfaction rates to
develop innovative strategies that secure and improve customer retention
and sustain customer engagement
Micheal Sherwood
Head of Digital Experience

Atom Bank

12.55 Lunch & Informal Networking For Speakers, Delegates & Partners

Customer Journeys - Changing Customer Behaviours & Expectations - Digital & Business Transformation In Financial Services - Tech Innovation - Measurement & ROI Customer-Centric Cultures - Digital Vs. Human Touch – Data-Driven CX Strategies – Human-Driven Financial Services
Afternoon Chair’s Opening Remarks
Rachel Whitaker
Head of Savings & Investments

Mitchell Barker
Head of Product & Chief Distribution
Oﬃcer
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13.55

HSBC Life (UK) Ltd

Formerly Aviva
Stuart Miller
Chief Customer Oﬃcer

HSBC Life
(UK) Ltd

14.35 Etrading: A Collaborative Approach To System Redesign

Nomensa

DIGITAL VS. HUMAN TOUCH
14.55

• How can we bridge the substantial divide between the demand for in-person
interaction versus digital channels to create an overall seamless and hybrid
experience that caters to everyone’s expectations and needs?
• Understand how your customers interact with your products and
organisation to discern where diﬀerent channels and touchpoints provide
the best experience and support
• With digital payments becoming a mainstream habit, how do you reassure,
safeguard and provide for customers who are reluctant to switch to new
payment products and methods of banking?
• More than automation: strategically divert digital journeys towards real-time
human interaction to address complex, sensitive queries more appropriately
and successfully
Anne-Marie McConnon
Chief Marketing & Client Experience Oﬃcer

Emma Stranack
Head of Business & Consumer
Communications

Financial Conduct Authority
Steve Bodley
Head of Digital Marketing Delivery

Hargreaves Lansdown

15.45

From Financial Literacy To DigitallyChallenged Customers: How Can
Financial Services Move Beyond A
“One-Size-Fits-All” Approach To
Ensure That Every Customer Has
Access To The Support They Need?

DOUBLE
PERSPECTIVE

Harness The Latest Data Insights
To Create In-Depth, Tailored, Customer-Centric
Strategies That Enhance The Customer Experience

• Leverage customer data for a more detailed understanding of customer values
and expectations to provide sophisticated, data-driven experiences which
improve the customer journey
• Implement a human-centred customer experience design which prioritises
relevant, personalised products based on past interactions and anticipated
future actions to ensure continuous customer engagement

Q&A
Fresh
Insights

• With the rise of fraud and scams during the pandemic and the boom of “buy now,
pay later,” how can ﬁnancial services institutions step up to educate customers
ﬁnancially and build trust in their services and security?
• What can be done to reverse the failure to look after and reward long serving
customers and instead incentivise their loyalty?
• When we’re designing channels and strategies around the many, how do we ensure
we can still cater to the few who need additional support and a wider channel
range? And how do we get C-Suite on board?

Lending Standards Board

15.15 Afternoon Refreshment Break With Informal Networking

DATA-DRIVEN CX STRATEGIES

16.40

Anna Roughley
Head of Insight

BNY Mellon Investment
Management

Sathish Jain
Executive Director - User Experience

J.P. Morgan

HUMAN-DRIVEN FINANCIAL SERVICES

Maintain The Balance Between Human
Touchpoints & Digital Technologies To Reﬂect
Customer Needs

EL

Oakbrook Finance

16.25 Bonus Session; Reserved For Exclusive Conference Partner

N

Matthew Whetton
Chief Technology Oﬃcer

American
Express

PA

• In 2022, how can ﬁnancial services organisations be driven by the customer
rather than business requirements that are not fully validated by the end user?
• Empower customer-facing employees with the right tools, technology and
agency to deliver good customer outcomes
• How can you set customer experience as a benchmark of success for the wider
business and instil a company culture that is committed and incentivised to do
better for the customer?

Wealthify

American Express

Swissquote Bank SA

EL
N

Build Game-Changing Customer
Q&A
Experiences By Developing
Progressive Cultures That Are
Committed To Going Above-&-Beyond For The
Customer

Andy Russell
CEO

BNY Mellon

16.05 Bhavik Mohandas
Director of Product Management

Jan De Schepper
Chief Sales and Marketing Oﬃcer

PA

14.05

15.45 Rhona Cameron
Global Head of Brand & CX

Chris Richards
Creative Director

Newcastle Building Society

CUSTOMER-CENTRIC CULTURES

• Moving towards a cookie-less world means customer data is more valuable than
ever - how can that data be collected, managed and optimised to deliver a more
accurate, personalised experience that emphasises the customer voice?
• Unlock potential value by making data and insights work harder to meet
customers’ demands that focus on matching personal values to drive tangible
results

Anuradha Deshpande
Head of Product Support

GoCardless
Vadim Toader
CEO

Proportunity

17.10 Afternoon Chair’s Closing Remarks
17.20 Oﬃcial Close Of Conference

REGISTRATION FORM

4 Easy Ways To Register

Brochure Code:

22.06.2022

Online @ www.ﬁnancialservicesconference.com

A One-Day, Industry-Led Conference & Networking Event,
Central London, 22nd June 2022

Phone +44 (0) 20 3479 2299

ATTENDEE DETAILS: Please complete in capitals. Photocopy for multiple bookings.

Post this booking form to Global Insight Conferences, 5-11 Lavington
Street, London, SE1 0NZ

Forename (Mr/Ms/Mrs/Miss/Dr)

How did you hear about the conference?

Surname

(Brochure code, email, advert etc)

Email info@ﬁnancialservicesconference.com

Job Title

Accounts Department:

Company Name

Contact Name

Tel

Tel

Email

Head of Department Contact Name

Fax

Head of Department Email

Address

Booking Contact Name

Ticket Price

Standard Price

Brand Only

£599 + VAT

Booking Contact Tel
Postcode

£849 + VAT

All Other Companies
Exhibition Stand & 2
Delegate Places

£3,799 + VAT

Group Discount:
4 for 3

£1,797 + VAT

PAYMENT OPTIONS: Please choose one of the payment options below:

1
SAVE
£599

Group Discounts: 4 delegates for the price of 3. Or send 3 and get your third place half
price! (This applies to inhouse practitioners only, not agencies and suppliers, and cannot be
used in conjunction with any other discounts, including earlybird oﬀers)

4
For
3

Programme Alterations: Conferences are organised many months in advance of the conference itself and
sometimes we may need to make substitutions, alterations or cancellations of the speakers and/or topics.
Whilst we make every eﬀort to ﬁnd a direct replacement if a speaker cancels, sometimes this is not always
possible within the timeframes we are given. Any substitutions or alterations will be regularly updated on the
conference website.

Can You Help Financial Services
Organisations Deliver Exceptional
& Insight-Led Customer
Experiences?
SOL

D

D

3 4
2
1

5 6

7
22.06.2022

8
9
10

For more information on how
to get involved, please call
+44 (0)20 3479 2299 or email

partner@ﬁnancialservicesconference.com

Booking Contact Email

Country

*

• Speaker notes will be available to download one week after the conference, subject to speaker disclosure.
• Please note VAT will be charged at 20% and all registrations are subject to a 4% booking fee.
• Only one discount can be used per registration.

SOL

Email

Book An Exhibition Stand &
2 Delegate Passes Now For
Only £2,799

SAVE £1,000
Organised By:

Credit Card/Debit Card
Visa

Mastercard

Maestro

AmEx

2

(UK VAT is chargeable for all attending companies, regardless of country of origin.
All bank transfer charges must be carried by the company sending payment).

3

Exact name on card
Valid From

Bank Transfer
Bank transfer details will be provided in your invoice.

Card No.

Enclosed

Please make cheques payable to Global Insight Conferences Ltd

Expiry Date

4

Security Code
Signature

Cheque
Invoice

PO Number:

Please include your PO Number if applicable, otherwise this may delay your booking.

Date

Card Billing Address (if different to above)

TERMS & CONDITIONS

Payment Procedure: Payment is due on submission of your booking please note that VAT will be charged at 20% and all registrations are subject to a 4% booking fee. All orders placed on our online booking pages, by email, on the brochure’s
booking form or over the telephone will all be followed up with an oﬃcial booking conﬁrmation email. All such orders are legally-binding and carry a 100% liability immediately after receipt of order. Full payment is a requirement of entry into
the event and you will be asked to guarantee your payment with a credit card to enter the conference rooms if you have not paid before the date of the conference. Should you fail to pay an invoice or do not attend the conference, you still
remain liable for the sums due. Global Insight Conferences Ltd reserves the right to decline any booking and make any alteration to the speaker panel, programme, date and venue. Global Insight Conferences accepts no liability for the content
of presentations or papers. UK VAT is still chargeable on foreign companies attending conferences in the UK and must be paid at the prevailing rate on UK events. All bank and transfer fees must be covered by the company attending the
conference. Please note that all calls are recorded for training and monitoring purposes. Cancellation Process: Cancellations received in writing on or after 40 working days before the conference date cannot be refunded and full payment is
still due, although a replacement delegate will always be welcome. This is due to the way in which we are charged by our suppliers as during this ﬁnal month, the costs have already been incurred by the organisers. Refunds will not be
available for postponements or cancellations or virtualisation and payment is still due and we reserve the right to make the event virtual or live depending on the circumstances at the time. Refunds will not be available for postponements,
cancellations, virtualisation or a change to a live conference from virtual and payment is still due. All bookings shall be automatically transferred and refunds cannot be given for such changes. Cancellations received in writing at least 40
working days before the conference date will receive a full refund, minus an administration charge of £149 +VAT per ticket. If payment has not yet been made and cancellations are received in writing at least 40 working days before the
conference date, the £149 +VAT per ticket administration charge is still due. By booking onto the conference, you warrant that you are authorised by your organisation to commit to the booking and pay all agreed costs. Global Insight
Conferences Ltd cannot reimburse any travel, accommodation or other expenses under any circumstances. Global Insight Conferences Ltd will assume no liability in the event that this conference is cancelled, rescheduled, virtualised or
postponed due to a fortuitous event, Act of God, unforeseen occurrence, a Force Majeure event, other major disruption or any other event that renders performance of this conference inadvisable, impracticable, illegal or impossible. For
purposes of this clause a Force Majeure event shall include, but shall not be limited to: civil disorder; pandemics, endemics, disaster; an Act of God; war or apparent act of war; government restrictions and/or regulations; terrorism or apparent
act of terrorism; disturbance and/ riots; strike, ﬁre, curtailment, suspension and/ or restriction on transportation facilities/means of transportation; or any other emergency. Global Insight Conferences Ltd reserves the right to alter the venue
for the conference due to a Force Majeure event or other major disruption or if Global Insight Conferences Ltd, deems it necessary to do so. If Global Insight Conferences Ltd postpones an event, the fee will be credited towards the rescheduled
date or another conference and all outstanding invoices must still be paid in full. If GIC cancels an event, the fee will be credited towards another industry-related event within the next 12 months. This credit will be available for up to 12 months
from the original conference date. Refunds will not be available for postponements or cancellations or virtualisation and payment is still due. If you wish to cancel a ticket on an event that has been postponed, the cancellation terms outlined
above still stand, but in relation to the original date. Please note all exhibitors, sponsors and event partners should refer to their signed contract for more information on their terms and conditions. Date & Venue: Central London, 22nd June
2022. Please note that accommodation and transport fees are not included in the registration fee. Global Insight Conferences Ltd cannot reimburse any travel, accommodation or other expenses under any circumstances. Special Dietary,
Access Or Speciality Requirements: We make every eﬀort to ensure that all delegates are able to participate fully, but please do let us know if you have any access, dietary (other than vegetarian) or any other particular requirements.
Speaker & Programme Changes: Sometimes speakers are unable to attend for personal or business reasons and whilst we make every eﬀort to ﬁnd a direct replacement, occasionally this is not possible within the timeframes we are given.
GIC reserves the right to alter or modify the advertised speakers and/or topics if necessary. Any substitutions or alterations will be regularly updated at www.ﬁnancialservicesconference.com. Data Protection: The delegate names,
organisations and occasionally job titles will be shared with other attendees of the event for the purpose of facilitating networking only. Should you not wish your information to be shared in this way, please email:
database@globalinsightconferences.com or write to Data Protection Oﬃcer, Global Insight Conferences, 5-11 Lavington Street, London, SE1 0NZ. When you register for the conference, GIC will provide you with information relating to your
booking and other GIC related products or services via email, direct mail, fax or telephone. Should you wish to discontinue this service at any time please write to the Marketing Director at the address above or please email
database@globalinsightconferences.com. Admittance: We reserve the right to eject you without any prior notice or refund if your behaviour is disruptive, oﬀensive, dangerous or illegal. Distribution of unauthorised materials and audio/visual
recordings are not allowed without prior consent. GIC is not liable for damage to or loss of personal belongings at the conference venue and accepts no liability for the content of the papers and presentations given. Please note that
photographs, video and audio footage, which may include speakers and delegates, may be taken at the event and used in future marketing material.

Book 4 Delegates For The Price Of 3 @ www.ﬁnancialservicesconference.com

