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9:30 - 10:00

MpooéAeuon — Networking Coffee

10:00 - 10:05

Eicaywyn - KoAwoopioua
MapiAéva Mamrrd, Events Coordinator, KPMG in Greece

10:05 - 10:20

XaipeTiopoi

- AAk1IB1adng Ziapdpag, Marketing, Communications and Corporate Citizenship Manager,
KPMG in Greece

- Tdoog Mavrog, Director, Consulting, KPMG in Greece

- Frank Thibaut, AicuBuvtig Aiodiwv, Eptropikig Alaxeipiong kai TnAepwvikig EEutnpétnong
MeAatwv, ATTiKAG Od0U & Mpdedpog, EIEN

10:20 - 10:50

How Purpose is Powering a New Era of Branding
Georgina Severs, Global Operations Lead Customer Centre of Excellence Global Advisory,
KPMG

10:50 - 11:20

Keynote Presentation

Your EX should come first
Michael R. Virardi, Speaker, Trainer, Author

11:20 — 11:50 The Energy Providers CX Leaders Panel — Priorities & Challenges
Panel Discussion - Z100ng EuBupiou, Marketing & Communications Director, Heron Energy
- BaoiAng Mévtgog, Chief Project & Customer Experience Officer, PPC S.A.
- Pavia MuTiAnvaiou, Head of Customer Experience, nrg
- ABavdoiog Zutoviag, Customer Experience Manager, HelleniQ Energy
Zuvtoviopog: AnuAtpng MatrakavéAAou, Partner, Consulting, KPMG in Greece
11:50 — 12:10 Coffee Break
12:10 — 12:25 How an engineering mindset supports CX
Mwpyog Xelpwvidng, Business Development Lead, Performance Technologies
12:25 - 12:45 Customer Experience in 2022 and Beyond
Live from UK lan Golding, CCXP, CEO and Founder, Customer Experience Consultancy Ltd
12:45 - 13:15 Leading in the Experience Economy

Fireside Chat

Michael R. Virardi, Speaker, Trainer, Author discusses with
Christoforos Stamoulakatos, General Manager, Sarantis Group

13:15-13:25 Success factors in Data-driven CX
MNwpyog Zappoémourog, CX Lead, Satori Analytics

13:25 -13:45 Mining Business Value in the evolving Landscape of Digital Customer Experience
Wilhelm Rabitsch, Manager Digital Marketing, PM Digital Customer Experience and
Transformation Project, Attica Group

13:45 - 14:30 EAa@pU Meopa

14:30 — 14:50 Reading Between the Lines. A Non Verbal Communication Performance
KwvoTavtivog Kaputridng, 2Uupoulog EmixeipAoewy - WuxoBepatreuTrig

14:50 — 15:00 Building agility in your VoC program to navigate the changing environment
Eudyyehog Kotowvng, CEO & Co-Founder, e-satisfaction.com

15:00 — 15:20 Brand driven Connected Experiences
Charles Clark, CEO, Openbay Management Consultancy

15:20 — 16:00 The Retail CX Leaders Panel — Next Best Action (NBA) and Omnichannel customer journeys

Panel Discussion - Avva KapaydAiou, Customer Relationship Management, Business Leader,

Leroy Merlin Greece & Cyprus
- BaciAng KwoTtémouAog, Regional Omnichannel Manager, Intersport
- PodouAa Tpakdda, Sales & Shopper Marketing Manager, Jacobs Douwe Egberts (JDE)
- Mwpyog TupéAng, Director Consumer Experience, MNatmacTpdrog
ZuvToviopog: Avdpéag MaAavig, Senior Manager, Consulting, KPMG in Greece




16:00 — 16:20 Pivoting the AB Plus Scheme to rebuild relevance and freedom of choices in customer
loyalty
AAESavdpog AodotToulog, Business Intelligence, Loyalty & Analytics Director,
AB VASSILOPOULOS

16:20 — 16:40 Is there such a thing as a Loyalty Blueprint?

Mapia Naoidkou, Group Director, CRM & e-commerce, Vivartia
16:40 — 17:00 Coffee Break
17:00 - 17:10 Is it worth it to improve CX?

loidwpog Z16epidng, CEO, Pobuca

17:10 -17:40 Insight at the heart: Avoiding a one size fits all mentality through clever use of behavioural
analytics and customer insights
Keynote Presentation Manuela Pifani, Founder & Managing Director, CXellence Consulting

17:40 - 18:00 How Customer Analytics & Insights drive Business Transformation
Panel Discussion - losif Faskiotis, Director, Enterprise Sales, CEE, Medalia
- Ryszard Regucki, Regional Director, Eastern Europe, Medallia
- Igor Romero, CX Director, EMEA Solution Principal, Medallia
ZuvToviouOoG: Aewvidag Ztaupotroulog, Senior Manager, Consulting, KPMG in Greece

18:00 — 18:20 The CX maturity journey: learnings, gains and misconceptions
NavTia M'ewpyakomrouAou, Head of Customer Experience and Loyalty, Alpha Bank
18:20 — 18:30 KAegiolpo Zuvedpiou
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O1L MANPOoPOpP(EG TTOU TIEPIEXOVTAL OTO TIAPOV elval YEVIKIG GUONG Kal dev TTPoop({fovTal va avTILETWITIO0UV TIG TIEPIOTAOELG OTIOLOUSTTIOTE OUYKEKPIMEVOU aTdpou i ovidttag. MapdAo rou
kataBdMoupe kdBe duvatr| poondbela va apeExXoupe akPIBEIG Kal £yKalpeg MANPOPOpPIEG, dev HMOPOUKE va eyyunBoUpe Ot auTEG ot TANPoPopeg eival akpIRELG TV nuepopnvia mapaiaBig
Toug 1) 61l Ba ouvexioouv va eival akpiRelq oto péMov. Kavévag dev pérel va evepyel BAOEL QUTWOV TwV MANPOPOPLOV XwP(G KATAMNAN erayyeAuaTikry CUUBOUAT Kal Xwplg evdelexn eEétaon
NG OUYKEKPIUEVNG KatdoTtaong

To dvopa kat to Aoydturo g KPMG elval eunoplkd oruata mou xenotporotouvial pe adeta tou dlebvoug opyaviopou g KPMG and Tig avegdpmteg etaipeieg-peAn.



