
 

 

 



| A ONE-DAY CONTACT CENTRE EVENT 

 

Held at the luxurious Langham Hotel in London, our inaugural CXS forum will offer attendees          

invaluable access to thought leaders in both Customer Engagement and Contact Centre Technology 

who will be sharing their experiences, insights and approaches to the changing customer contact 

landscape. Enjoy a day packed with informative and dynamic discussions. 

Your registration entitles you to join us for exclusive networking events at The Wigmore - a modern 

British Tavern on 10th September and networking drinks at The Langham on 11th September.  

Claim your seat now… before registration ends. 

CXS is a full-day customer-focused, industry think-
tank looking at how technology will disrupt and 
improve customer experiences. 

If you're a professional or leader in Customer 
Service, Engagement or Contact Centre who 
wants to network with fellow thought       
leaders, this one-day event is for you.  

CXS will be held on Wednesday 11th     
September 2019, with complimentary    
entry to a networking event that evening. 
The Summit will be held at the luxurious    
5-star Langham Hotel in London.  

To register, search ‘CXS’ on Eventbrite.com  

Current registration fees are only £99, 
making it one of the most affordable and 
high-value conferences you'll attend all 
year. However, prices are subject to       
increase, so register early! Registration 
closes 6th September 2019. 

https://www.eventbrite.co.uk/e/cxs-customer-experience-summit-tickets-60249963262


A mix of sessions to educate and inspire, featuring hot topics and new technologies, to help you be at the   

forefront of customer engagement.  



 

YouTube filmmaker and BAFTA award winning          
presenter. She has been presenting popular science 
and tech content online for the past 6 years and has 
amassed over 18 million views on her YouTube films 

across multiple channels. 

HOW TO DELIVER AWARD WINNING  
CUSTOMER SERVICE 
 
Geoff Ramm is an expert in highly successful 
marketing ideas and tailored customer 
experience. As a keynote speaker, he takes     
audiences on a journey of memorable real-life 
marketing stories and observations to leave 
minds buzzing with new ideas and to help them 
stand out from the competition. 



DESIGNING EFFECTIVE SERVICE STRATEGIES   
 

 
The golden aim for customer service leadership is to deliver improved customer     
experience at reduced cost. It's harder than it seems and requires strategic clarity     
and operational commitment.  
 
Part of the process of getting clear is the process of understanding what matters in 
today's hyper competitive markets and the approach to developing a high performing 
culture that enables ongoing transformation.  
 
This session highlights the key challenges that need addressing for effective service 
strategies. 

 

 
 

Martin is a customer service, CX and AI engagement 
strategist and innovator. He is a regular chair at 
customer conferences and provides many             
masterclasses on topics ranging from omni-channel 
design, conversational AI, customer based quality 
management and service innovation. 

 

CONTACT CENTRE CHALLENGES &                                  
HOW TO OVERCOME THEM 

 

The impact of digital transformation to the Contact Centre Manager. 
An insightful look at how the role of the Contact Centre has evolved and how this evolution 

has challenged and empowered the Contact Centre Managers. Nerys will provide real in-
sight into the world operations. 

 
 
 

Nerys works with several Contact Centre 
technology vendors, so blends her operational 
experiences with understanding of technology 
to carry out Contact Centre Audits and Digital 

Transformation Programmes.   
 

With high levels of exposure to Contact Centres 
across all sectors, Nerys brings insight and truth 

to her speaking engagements.  

 

Geoff reports for Channel 4 News and BBC 
Radio 4 aiming to create real-world change, with 
a particular focus on e-crime and cybersecurity. 

 
Geoff also created the Data Baby project, a 

unique experiment which used a fictional online 
identity to expose how our personal data is being 

used - and abused - online. 

CYBERCRIME & CONTACT CENTRE        
VULNERABILITY  

 
Providing market leading customer service means protecting your           

customers and exceeding their expectations. Geoff will discuss the risks of 
security breaches, cybercrime, data protection and even from staff in your 

contact centre – making customers feel secure, knowing their data is     
protected is key to improving the customer experience. 

 

 
 
 



Learn more about our inaugural Customer Experience Summit. 

AGENT EMPOWERMENT - 
A CLOSER LOOK INTO GAMIFICATION  

 

Brett Brosseau will take a deep dive in to Gamification, showing you how it motivates and            
challenges employees through competition, resulting in higher performance goals and            

achievements. See results from current customers and discover how quickly you can    
become a Game Master.  

 
With the knowledge gained from discussions on customer experience, employee               

engagement and a winning culture, learn how today's advanced Gamification technologies 
play an integral role in achieving all three. 

 

 

Founder of FidoTrack Software and Global           
Gamification Visionary, today Brett is VP of Noble 
Gaming Solutions for Noble Systems. Brett began 

his adventure into Gamification from a tiny island in 
the middle of the Pacific Ocean to a remote atoll in 
the middle of the Indian Ocean where he gambled 

his family’s fortune, built a world class resort and 
then stumbled into creating a direct marketing     

juggernaut… along the way becoming the world’s 
#1 expert in playing contact centre games.  

 

EUROPEAN TRENDS IN CX DELIVERY  
 

 
Join Alexander for an interactive session about the latest trends in CX delivery in Europe,        
including journey mapping from scratch, agent upskilling, an overhaul of outsourcing and the 
struggle to reinvent performance indicators. Customer behaviour is convenience and              
context-driven and organisations must continue to invest in their contact centres in order stay 
relevant to customers and not get stuck at any point.  
 
This session will examine themes such as:  
 

• The role of the human agent when AI deals with 80% of customer queries 

• How cybersecurity should factor into the design of the customer experience 

• The low digital trust in Europe affecting revenue and churn 

• Why IoT is a channel like any other 

 

Based in London, Alexander Michael heads up Frost 
& Sullivan’s ICT consulting business in Europe and is 
its lead analyst in the customer experience space.  
 
Alex has over 20 years of industry and corporate 
strategy consulting experience, specialising in      
strategic partner programmes, customer                
engagement models and value proposition           
development.  

 



 

With a history of delighting guests and providing             

personalised service since 1865, The Langham, London is 

truly a London icon. With the recent addition of deluxe 

suites, British Tavern, The Wigmore and a new spa, Chuan 

Body + Soul, the reimagining of Europe’s first Grand Hotel 

is ever evolving.   

 

CALL TO RESERVE YOUR ROOM 

1C PORTLAND PL, MARYLEBONE, LONDON W1B 1JA  

+44 (0) 20 7636 1000  

info@langhamhotels.com 

Superior room £330* (per night) 

Use Group Name: Noble Systems EMEA – Annual           

Conference September 2019 

*Space is limited. We recommend early booking to           

secure a discounted rate. (All conference sessions and entertainment will be held at The Langham) 

     (0.4 miles from The Langham, 8-minute walk)     

 

The Grange Fitzrovia is an inviting 4-Star Central London 

hotel, located near to the city’s stylish fashion quarter in the 

famous West End. 

The hotel features 86 elegant guest bedrooms which are 

furnished in traditional English style. Amenities include    

luxurious marble en-suite bathrooms, queen-sized beds, 

WIFI/broadband access and LCD flat-screen televisions. 

  

CALL TO RESERVE YOUR ROOM 

20-28 BOLSOVER STREET | LONDON | W1W 5NB  

+44 (0) 20 7467 7000  

nikoletta@grangehotels.com 

Superior room £159* (per night) 

Special Group ID: 090919N 

*Space is limited. We recommend early booking to secure a 

discounted rate. 

https://www.grangehotels.com/hotels-london/grange-fitzrovia/
mailto:info@langhamhotels.com
https://www.grangehotels.com/hotels-london/grange-fitzrovia/
mailto:nikoletta@grangehotels.com


 

Noble Systems UK, 11 Commerce Way, Westinghouse Road, Manchester, UK M17 1HW, +44 (0) 161 772 7100 
www.noblesystems.com 

CXS Super Early Bird Rate:        £ 99  by 19th July 

CXS Early Bird Promo Rate:  £195  by 16th August 

CXS Standard Rate:    £295 

 

 
 
 
 

http://www.noblesystems.com

