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Reactive to Revolutionary - Tying CX and Digital Transformation

PANEL DISCUSSION
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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.
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Panellists:

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,
Mondeléz International

SUJAY KALARIA

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



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

Chaitanya
Chokkareddy

Chief Innovation Officer,
Ozonetel Communications
Pvt. Ltd.

VIEW SESSION

Innovations driving the contact center of the future

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 Al automation and
customer-facing innovation are changing the paradigm of
customer experience in the post-pandemic era.

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.
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TECH TALK

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.

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.

Ninad
Takpere

VP - Sales, Gupshup

Tth Edition
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Harmonizing Humans and Automation to Improve CX

PANEL DISCUSSION
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The panelists debated on the topic “Would Al replace humans” with focus on the readiness and
challenges of adopting bots and Al, 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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PANELLISTS:

CHAITANYA
CHOKKAREDDY

Chief Innovation

Officer, Ozonetel
Communications Pvt. Ltd.

VARKEY JOSEPH
Deputy Director - Call
Center Operations,
SVKM's Narsee Monjee
Institute of Management
Studies (NMIMS)

HARSHIT DESAI
CX Leader

SESHNARAYAN

BALDUWA

Deputy Director - Call
Center Operations,
SVKM's Narsee Monjee
Institute of Management
Studies (NMIMS)

MODERATOR:

AJAY NAMBIAR
Chief Service Officer
M3M tndia Pvt Ltd
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Elevating CX through Technology

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, ROIl, and Analytics to facilitate enhanced omni-
Global ficad =Centre of channel experience and reach through mobile, website and
Excellence for Unified

Communications and social media.
Collaborations, Tata
Communications LTD. ‘ ‘

Nishant
Shrivastava

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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Delighting the digital-first customer with effortless Eﬁkain
customer service cliE

Director and Regional
In this tech talk, Prakash shed light on delighting the digital- H!E; Er;asﬂwoﬁ?s'ona
first customer with effortless customer service and expressed
his concern on the state of today’s customer experience VIEW ssss%a

and the current challenges faced by the teams and ways to
overcome them with Al for real-time reach and simplifying
customer support.

“ 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.
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Conversational Experiences that Build Connections

FIRESIDE CHAT
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In this fireside chat panelists talked about conversational experiences that help build
connections and ways to simplify customer engagement using automation.

View Session

&

SPEAKER:

MILIND KADAM
Regional Business Head
Infobip

MODERATOR:

GAYATRI NATHAN
Senior Vice President
and Head - Customer
Operations, Tata AIA
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Conversing and Converting: Hyper-Personalized Strategies for
Modern CX

PANEL DISCUSSION

CONVERSING AND CONVERTING:
HYPER-PERSONALIZED STRATEGIES.
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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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PANELLISTS:

SHWETA SRIVASTAVA
Head - CS & Customer
Experience, Tata CLIQ

KUMUD UPADHYAY
Senior Vice President -
Customer Service, Motilal
Oswal Financial Services

SURAJ SHETTY
Head Of Customer
Experience Learning &
Development, Kissht

ARZAN
SINGPURWALLA

Lead - Channel
Partnerships, WhatsApp
India

SHRADHA THAPA
Regional Head - Govt &
OTT Partnership, Infobip

MODERATOR:

DR. JAGMOHAN
SINGH RISHI

Global Head - L&D
and Digital Customer
Experience
Wockhardt Group
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TECH TALK

/ Get Set Go with Digital Contact Center

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

2 EETE) PR E unified communication, CRM integration, speech and NLP

Co-Founder, Phonon . .

Communications Pvt Ltd. Integration.
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& 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
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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

AXIS COMMUNICATIONS
LEADERS IN NETWORK CAMERAS, SWEDEN
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Creating the Total Experience (TX) with Al, Data & Customer Engagement

PANEL DISCUSSION
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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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PANELLISTS:

RAMAKRISHNA M
Director - Contact Centre,
CX and Outsource
Operations, CoinSwitch
Kuber

AALOK R PRADHAN
Director - Customer
Success, CoinDCX

MUFAZZAL ARIF
VP - Data Science and
Consumer Analytics,
HDFC Bank

ZEENAT MONGAL
DVP Customer
Experience, ICICI
Lombard General
Insurance Pvt Ltd

NILESH MARATHE
Sales Specialist Leader,
India & Saarc, Avaya

MODERATOR:

REKHA NAIR

Chief Customer
Experience & Quality
Officer, Adani Airport
Holdings Ltd
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SPEAKERS

REKHA NAIR CHAITANYA CHOKKAREDDY KV DIPU NINAD TAKPERE ARZAN SINGPURWALLA
Chief Customer Experience & Chief Innovation Officer, President - Head Operations & VP - Sales, Lead - Channel Partnerships,
Quality Officer, Ozonetel Communications Customer Service, Gupshup WhatsApp India
Adani Airport Holdings Ltd. Pvt Ltd. Bajaj Allianz General Insurance
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DHARMENDRA NARANG SHWETA SRIVASTAVA NISHANT SHRIVASTAVA RAMAKRISHNA M AALOK R PRADHAN
Senior Vice President- Chief Head - CS & Customer GClobal Head - Centre of Director - Contact Centre, CX and Director - Customer Success,
Customer Experience Officer, Experience, Excellence for Unified Outsource Operations, CoinDCX

IIFL Securities Tata CLIQ Communications and CoinSwitch Kuber

Collaborations,
TATA Communications
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MILIND KADAM SESHNARAYAN BALDUWA KUMUD UPADHYAY HARI SHANKAR MISHRA PRAKASH BHARATH
Regional Sales Manager, Deputy Director - Call Center Senior Vice President - Customer Sr. Vice President - Customer Director and Regional Head,
Infobip Operations, SVKM's Narsee Service, Experience, Freshworks
Monijee Institute of Management Motilal Oswal Financial Services Future Generali India Insurance

Studies (NMIMS) Company Limited

all
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DR. JAGMOHAN SINGH RISHI AJAY NAMBIAR POOJA MAKHIJA SUJAY KALARIA VARKEY JOSEPH
Global Head - L&D and Digital Chief Service Officer, Executive Director & Co-Founder, Vice President - Digital Strategy, Head Customer Experience,
Customer Experience, M3M India Pvt Ltd Phonon Communications Pvt. Transformation & Digital Business Raymond Limited

Wockhardt Group Ltd. Build, Bajaj Auto Ltd.



SPEAKERS

SHRADHA THAPA NILESH MARATHE ZEENAT MONGAL MUFAZZAL ARIF NITIN JAIN
Regional Head - Govt & OTT Sales Specialist Leader, DVP Customer Experience, VP - Data Science and Consumer Head of Customer Experience
Partnership, India & Saarc, ICICI Lombard Analytics, (CS&L and Sales) for India &
Infobip Avaya HDFC Bank Middle East and Africa,

Mondeléz International

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

SURAIJ SHETTY GAYATRI NATHAN from the get-go
Head Of Customer Experience, Senior Vice President and
Learning & Development, Head - Customer Operations, AXIS COMMUNICATIONS

Kissht Tata AIA LEADERS IN NETWORK CAMERAS, SWEDEN
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WORLD CX AWARDS

Aalok R Pradhan
CoinDCX

Abhishek Kumari
ICICI Securities

Ajay Nambiar
M3M India Pvt Ltd.

Amandeep Singh
Edelweiss Tokio Life Insurance

Ashok Verma
TBEA Energy (India) Private Limited

Darshan Patel
OneAssist Consumer Solutions
Pvt Ltd

Deepti Morajkar
AVP & Chief Customer Experience
Manager

Dhanraj Kamdar
Garnet Motors (India) Pvt Ltd.

Dharmarajan K
Tata CLIQ

Dharmender Narang
IIFL Securities

Dharmesh Sanghavi
Motilal Oswal Private Equity

Dr Chitranjan Kesari
Hive Carbon Zero Developers Ltd

Dr. Jagmohan Singh Rishi
Wockhardt Group

Dr. Makarand Sawant
Deepak Fertilisers And Petrochemicals
Corporation Ltd.

Fasih Abbas
Cashfree Payments

Gaurav Sadana
Bajaj Allianz Life Insurance

Girish Hadkar
Tata Realty & Infrastructure Ltd.

Hari Shankar Mishra
Future Generali India Insurance
Company Limited

Indranil Nath
Shiprocket

Jagdip Kumar
Lohia Corp Limited

Jitendra Panchal
Central Depository Services India Ltd.

Krishna Gautam
Maysquare Lifestyle Pvt Ltd
(urbanic.com)

Kumud Upadhyay
Motilal Oswal Financial Services
Limited

Kushal Kumar Varshney
Virescent Infrastructure

Lalit Rout
Orange Retail Finance India Private
Limited

Madhusudan Warrier
Mirae Asset Capital Markets (India) Pvt
Ltd.

Madhvi Kumari
Angel One Ltd.

Mahesh Agrawal
SBI General Insurance Company
Limited

Meena Bhatnagar
Titan Company Limited.



WORLD CX AWARDS

Milind Naik
Mumbai Educational Trust

Neelu Kamat
Larsen And Toubro Ltd. (Realty Diviison)

Neelu Kamat
Larsen And Toubro Ltd. (Realty Diviison)

Neeraj Lal
Apollo Hospital International Limited

Neeraj Bhalla
Mahindra & Mahindra Itd.

Nishchai Nevrekar
Pidilite Industries Limited

PM Ramdas
Reliance Industries Limited

Pragnesh Mistry
RPG Enterprises Limited

Pramod Sao
The Lubrizol Advanced Material
Pvt Ltd..

Pravash Dash
Arthan Finance

Radhika Subramanian
Godrej & Boyce Mfg. Co. Ltd.

Rajiv Khade
Sigma Electric Manufacturing Corporation

Ramakrishna Murthi
CoinSwitch Kuber

Rekha Nair
Mumbai International Airport (Adani)

Rezina Denis
Kotak Mahindra Life Insurance Company
Limited

Rohit Lamba
Jindal Steel and Power Limited

Sandesh Mishra
BG Networks Pvt Ltd

Satadal Basu
Tata Realty & Infrastructure Ltd.

Seshnarayan Balduwa
SVKM's NMIMS - Deemed to be University

Shashank Lalwani
FITTR (Squats Fitness Private Limited)

Shubham Dasgupta
Credit One Payment Solutions Private
Limited

Shweta Srivastava
Tata CLIQ

Sivakumar Nandipati
Fedbank Financial Services Ltd.

Sonia Nair
Blue Dart Express Ltd

Subhojit Nayek
Piramal Pharma Limited

Sujay Kalaria
Bajaj Auto Limited

Suraj Shetty
Kissht

Tanmayee Kher
PiramalFinance

Tejas Shah
Shri Vile Parle Kelavani Mandal

Vaibhav Pulate
Toyota Kirloskar Motor Private Limited



WORLD CX AWARDS

Varkey Joseph
Raymond Ltd.

Varundeep Kaur
Spice Money Limited

Vijay Vasudevan
TATA Motors Finance Limited

Vikram Gosar
Motilal Oswal Financial Services Ltd

Vishakha Bajaj
HDFC Bank Limited

Vishwanathan B
L&T Realty Limited
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Vivek Zakarde
IKS Health

Zahida Ternikar
Kaya Ltd.

Zeenat Mongal
ICICI Lombard General Insurance
Company Limited
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