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Trescon World CX Summit convened over 200 
participants and major stakeholders of India’s CX 
ecosystem, including top CX solution providers, on 
27 April 2022 at Taj Lands End in Mumbai. 

The Summit featured some of the leading CX 
organizations and solution providers to discuss 
India’s CX prospects, and the ever-changing CX 
landscape. It included insightful tech talks and 
panel discussions featuring prominent thought 
leaders and industry experts from the region, 
powerful networking sessions and showcase of 
latest products and solutions from leading CX 
companies.

The summit also included a glittering awards 
ceremony for honoring the ‘Top 100 CX leaders’ 
in India with ‘World CX Awards’, for recognizing 
excellence in customer experience.
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Reactive to Revolutionary - Tying CX and Digital Transformation

In this panel discussion, panelists shed light on the important aspects of CX in business. Panelists 
emphasized on the role of empathy in customer experience and the importance of adopting an 
empathetic approach, the self-service model, and discussed the change in customer behavior 
and environment post covid-19. They shared their insights on overcoming the challenges in CX 
and how companies can use data to refine customer experience.

SUJAY KALARIA
Vice President - Digital 
Strategy, Transformation 
& Digital Business Build, 
Bajaj Auto Limited

DHARMENDER 
NARANG
Senior Vice President-  
Chief Customer Experience 
Officer, IIFL Securities

HARI SHANKAR 
MISHRA
Sr. Vice President - 
Customer Experience, 
Future Generali India 
Insurance Company 
Limited

NITIN JAIN
Head of Customer 
Experience (CS&L 
and Sales) for India & 
Middle East and Africa, 
Mondelēz International

Panellists:

Moderator:

P A N E L  D I S C U S S I O N

View Session

https://www.tresconglobal.com/
https://www.youtube.com/channel/UC3ItPPc9UdFxo0-zx2oNOfQ
https://www.linkedin.com/showcase/world-cx-summit/
https://twitter.com/WorldCXSummit
https://www.youtube.com/watch%3Fv%3D90ZaY3ZTMlc


Innovations driving the contact center of the future

Future-Proofing CX with Conversational Engagement
In this Tech talk, Ninad spoke about future-proofing CX with 
conversational engagement and elucidated how the pandemic 
has accelerated the digitalization of customer-interaction and 
shared his insights on building an intelligent chat-bot and how 
that would help to transform the customer experience. 

It is important to remember that it’s the people that come first, 

technology will be there to help people deliver customer experience. 

But it should not be that technology drives people.

Messaging apps are where the customers are and brands are required 

to be on these apps to make sure that they are providing the right kind 

of experience across brands within all the possible journeys which are 

required to be met.

In this interactive tech talk Chaitanya shed light on the main 
aspects of CX and its evolution over the years. He discussed 
the multitude of opportunities and possib ilities present in 
CX in today’s connected world and how AI automation and 
customer-facing innovation are changing the paradigm of 
customer experience in the post-pandemic era.
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MODERATOR:

Harmonizing Humans and Automation to Improve CX

The panelists debated on the topic “Would AI replace humans” with focus on the readiness and 
challenges of adopting bots and AI, especially in India given the evolving CX landscape and rapid 
adoption of technology. They shed light on how to understand customers better with the help of 
technology and find the right balance between tech and human interactions for optimal customer 
experience.
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Elevating CX through Technology

Delighting the digital-first customer with effortless 
customer service

Today in the modern age the support has totally changed, the new 

digital customers are completely different from who they were a 

few years ago, today they’re redefining the support.

In this tech talk, Nishant elaborated on the recent trends in 
CX and enhancing customer experience through predictive 
modelling and technology, and how cloud centers provide 
scalability, ROI, and Analytics to facilitate enhanced omni-
channel experience and reach through mobile, website and 
social media.

Global Head – Centre of 
Excellence for Unified 
Communications and 
Collaborations, Tata 
Communications LTD.

Nishant 
Shrivastava

Director and Regional  
Head Freshworks

Prakash 
Bharath

In this tech talk, Prakash shed light on delighting the digital-
first customer with effortless customer service and expressed 
his concern on the state of today’s customer experience 
and the current challenges faced by the teams and ways to 
overcome them with AI for real-time reach and simplifying 
customer support.

Cloud contact center is being adopted in India while traditionally 

India has been a regulated market wherein, we see a lot of on-prem  

deployment of contact centers, but slowly that is changing thanks 

to the pandemic, people don’t want any dependency.”
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Conversational Experiences that Build Connections

In this fireside chat panelists talked about conversational experiences that help build 
connections and ways to simplify customer engagement using automation.
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Conversing and Converting: Hyper-Personalized Strategies for 
Modern CX

In this high-powered panel, panelists briefed about how personalization and hyper-personalization 
would help understand customer needs better, meet their expectations and build trust in the post 
pandemic era. They shared their insights on how to use data for providing a great customer experience 
and ways to safeguard the privacy of the customer.
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Get Set Go with Digital Contact Center

Curate a solution tied with technology in context with what the 

customer wants and not how we would want it or not how it would 

look fancy to us.

Pooja shared her insights on bringing tangible changes 
in the customer experience domain for a better and 
easier customer journey with real-time examples while 
touching on the need of important aspects of CX such as 
unified communication, CRM integration, speech and NLP 
integration.

Executive Director & 
Co-Founder, Phonon 
Communications Pvt Ltd.

Pooja  
Makhija

We are extremely impressed and blown away by this 
experience. Thank you for the amazing platform, the great 
support, the turn around on requests and just being ON 
from the get-go
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Leaders in Network Cameras, Sweden
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Creating the Total Experience (TX) with AI, Data & Customer Engagement

The panelists elaborated on the definition of the newly coined term TX (Total Experience), ways to 
have a unified TX and use business intelligence by moving to cloud to adapt to the changing needs of 
the customers, analyze customers’ footprints and address their complaints. They also discussed the 
need of speech analytics and adopting different metrics to measure the success of TX.
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