KNOWLEDGE PARTNER

CIOSLEADER

TRACK TECHNOLOGY* BUILD BUSINESS « SHAPE SELF




Executive
Summary




Theme: Redefine Possible: Automate Customer
Service with Al

Date: 24 - 27 April 2025

Venue: JW Marriott Hotel, Hanol, Vietham
Attendees: 26

Unique Organization: 20




JW Marriott Hotel, Hanol, Vietham




Attendees
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. Aseem Joshi, Head - Transformation, Aditya Birla Capital Ltd

. Vamsi Krishna Ithamraju , Chief Technology Officer, Axis Mutual Fund

. Suresh Karnati, Senior EVP, Bajaj Allianz

. Vaibhav Mulay, Director - GenAl Powered Contact Center Strategist, Next Gen Vision, Cognizant
. Bhavesh Lakhani, CIO, First Source

. Jeyandran Venugopal, CPTO, Flipkart

. Naresh Kumar, Global Head - WFM, HCL Tech

. Neelam Bhobe, SVP- BTG & Digital, HDFC Bank

. Vikas Khanna, Senior Vice President, Honda Motors

.Shihas Moidoo , WFM - Head Global Ops, HSBC

Souvik Shyam, VP, IKS

Amol Deshpande, Group CDO & Head Innovation, RPG

AakashShripat, VP - Digital Solutions, Startek

Ajay Parmar, SVP/Head - WFM Practice, Startek

AnandMunoth , Global Head - Service Excelence & WFM, Sutherland
Amit Sharma, Global VP - Head WFM, TaskUs

Amit Gurnani, Global VP - Quality Head, TaskUs

Anjani Kumar, CTO & EVP, Tata AIG

Ashish Loke, Head - IT, Tech Mahindra

Gregory Weber, CTO, Tech Mahindra

ED Duncan, Head- Presales, Tech Mahindra

Ravi Agarwal, Director & Head - Digital Workplace Services, APAC, Wipro
Abhishek Chourey, Director - Digital Collaboration & Customer Experience Practice, Wipro
Senthil Kirubapuri, Head - COE, TCS

Manivannan Kasthurirangan, PM, TCS

Avesh Shaikh, Sr VP, RCMg Operations, GeBBS Healthcare Solutions



Airport Transfers to Hanol

Two Mini Coach 14 Seater, one van and 5 cars

Group 1: (2 Person)
Manila to Hanoi : Arrival 00:45 PM

Group 2: (10 persons)
Mumbai to Hanoi: Arrival: 07:10 AM

Group 3: (12 person)
Bangkok to Hanoi: Arrival 09:35 AM

Group 4: ( 4 Person)
HCMC to Hanoi

Group 5: (1 person)
Kaula Lumpur to Hanoi

Group 6: (1 person) arrival on 25 April 2025 at 05:25 AM
Mumbai to Hanoi

. 24 April 2025

Playcard - Bus - 2ft X 2ft




Arrival in Hanoi
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Distance from
Hanol Airport to
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Conference Hall -
Ho Tay 3: Ho Tay +
Truc Bach +
Thien Quang
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Agenda

Day 1

e

Sessions

08:00 AM - 12:30 PM

Check-in at Hotel - JW Marriott Hotel

12:30 PM - 02:00 PM

Networking Lunch - JW Marriott Cafe

04:30 PM - 04:35 PM

Welcome to Day 1 - Sanjay Gupta, VP & MD- South Asia and Middle
East, NICE

04:35 PM - 05:00 PM

Speed Networking - Lake View Garden (Ground Floor)

05:00 PM - 05:45 PM

Cook-a-thon (Culinary Challenge) & Winning Team Felicitation

06:00 PM - 06:30 PM

Networking Cocktails

06:30 PM - 06:40 PM

Opening Remarks - Sanjay Gupta, VP & MD South Asia & Middle East,
NICE

06:40 PM - 07:00 PM

Keynote by Darren Rushworth, President, NICE International

07:00 PM - 09:30 PM

Live Performance and Networking Dinner




Check-in at Hotel - JW Marriott Hotel
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Welcome to Day 1

SachinMhashilkar Sanjay Gupta
COO & Associate Publisher, 9.9 Group VP & Managing Director
South Asia and Middle East, NICE




Speed Dating

y A structured, high-energy networking session where CXOs and technology partners engage in multiple, rapid, focused, 1X1, conversations.
y Each meeting lasts 57 minutes, ensuring a meaningful but rapid ice-breaker exchange. 6 meetings in 30-40 mins.

y Planned in advance, each meeting is between a specific predetermined pair of people.

How It Works

y CXOs and NICErs will be programmed to meet in pairs on numbered assigned for each round and exchange the essential kit item equired
leading for a Cook-a-thon competition in each round

y At the end of each round of 5 -7 minutes, CXOs move to a hew delegate introduction.

y The sequence meetings are preprogrammed and shared with the CIOs before start of the event with names of people marked on speed dating
kit with 6 different items

y Exclusively curated match-ups between CXOs & NICErs

Yy 6 meetings(rounds) in 30-40 mis.

Benefits for Solution Providers

Y Rapid ice-breaker conversations at the start of the event/conference create opportunities for deeper engagement later on.

YAJ3 zX° «z -Z zF | -bigakér mébtingsX KXz J° X~ Z- 3 N X




Speed Dating Kit

Apron Paper Cap

Menu Guide + Spoon & fork (cutlery)
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Water bottle

Wet wipes




NICE NICE NICE NICE NICE NICE
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Speed dating zones -Red & orange




Speed Dating




Cook-a-thon (Culinary Challenge) & Winning Team Felicitation
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NICE CX Leadorsbip Comnect 2026
COOK-A-THON




Cook-A-Thon

Cook-a-thon: A Fun and Engaging Team -Building Activity

Following theice -I | Ogb G Ft YLOLjLjGit FYGFYUUOYT!t | oYt FeneijgyOOnYn g
interactive team -building activity & the Cook-a-thon .

Participants will be divided into 6 teams , each comprising a mix of CXOs and NICErs. Each team

will draw a menu item from a lucky draw bowl , and there will be 6 different dishes to prepare &
GUOYtt gCYI OGFt Yut YoogbOYuUOYLULut 801 YUgss Ai YGGU UY
It's a fun yet competitive  exercise, where non -participating attendees will act as customers , and

the competition will be judged by  Chef Manoj Bhatt from JW Marriott, Hanoi .

Each team will receive the essential ingredients at their table based on the dish they draw. The
total duration for the Cook -a-thon will be 45 minutes , after which one winning team  will be
announced by the jury.

Expect camaraderie, creativity, and a lot of laughter as teams cook up delicious dishes ¢ and
lasting memories.




Pani Puri Sprouts Salad

Sev Puri

NUAIN
Uuoy] -v-%00D

Bhel Puri

Fruit Salad

Quinoa Salad






Kevnote by NICE

Darren Rushworth, President, NICE International
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Agenda

Day 2

Time

Sessions

08:00 AM - 09:00 AM

Breakfast at the Hotel - JW Marriott Café (Ground Floor)

09:30 AM - 09:35 AM

Welcome to Day 2
Sanjay Gupta, VP & MD- South Asia and Middle East, NICE

09:35 AM - 10:00 AM

Cracking the CX Code: The State of CX in India
Manoj Menon, Founder, Twimbit

10:00 AM - 11:35 AM

Interactive Workshop - Delivering Exceptional CX in an AtFirst World -
Manoj Menon & Shivanu Shukla, Twimbit

11:35 AM - 11:55 AM

Coffee Break & Solutions Showcase

11:55 AM - 12:55 PM

Al Powered Customer Service Automation - Richard Bassett, VP,
Solutions Sales International, NICE

12:55 PM - 02:00 PM

Networking Lunch & Solution Showcase

02:00 PM - 03:00 PM

Al Augmenting Future Workforce - Mark Harington, VP, Solutions
Engineering International, NICE




Agenda

Day 2

Time

Sessions

03:00 PM - 03:30 PM

Partnering for Al-Powered CX - NICE & Exato.ai- Gopinath
Bailur, CTO Exato

03:30 PM - 04:30 PM

ldeas Cafe : Transforming Insights into Actions!-

Session Moderators: Jatinder Singh, Executive Editor, 9.9
Group; Sachin Mhashilkar, COO and Associate Publisher, 9.9
Group NICE Moderators

04:30 PM - 04:50 PM

Coffee Break & Solutions Showcase

04:50 PM - 05:30 PM

CX Excellence Awards

05:30 PM - 05:40 PM

Closing Remarks for the Day- Sanjay Gupta, VP & MD-
South Asia and Middle East, NICE

06:30 PM - 09:30 PM

Awards Gala Dinner & Party- Don Club




Welcome to Day 2

Sanjay Gupta, VP & MD - South Asia and Middle East, NICE

Opening Remarks

~ "




Cracking the CX Code: The State of CX in India

Manoj Menon, Founder, Twimbit

ingthe CXC '
FCXin India ¢ |




Interactive Workshop

Delivering Exceptional CX in an Al-First World




Al Powered Customer Service Automation

Richard Bassett, VP, Solutions Sales International, NICE

ar Customer Seiie

Jassett




Al Augmenting Future Workforce

Mark Harington, VP, Solutions Engineering International, NICE




|deas Café

Transforming Insights into Actions!




CX Excellence Awards
Category: Excellence in Interaction Orchestration

Honda Cars
India

Award received

by
Vikas Khanna, Sr. VP, Honda Motors




CX Excellence Awards

Category: Excellence in Interaction Orchestration

-~ CXExce lence Awards

Axis Mutual
Fund

Award received

by

Vamsi Krishna Ithamraju, CTO,
Axis Mutual Fund




CX Excellence Awards
Category: Excellence in Interaction Orchestration
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CX Excellence Awards COg n iz ant

Award received

by

Vaibhav Mulay, Director GenAl Powered
Contact Center Strategist, Cognizant




CX Excellence Awards

Category: Excellence in Interaction Orchestration

NiCE

CX Excellence Awards

First Source

Award received

9)Y
Bhavesh Lakhani, CIO, First Source




CX Excellence Awards

Category: Excellence in Interaction Orchestration

NICE
Tech
CX Excellence Awards _
Mahindra

- rug
s el Award received

=
by

Ashish Loke, HeadIT, Tech Mahindra
Gregory Weber, CTO, Tech Mahindra
ED Duncan, Head Presales, Tech Mahindra
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CX Excellence Awards
Category: Excellence in Workforce Management

RPG

Award received

by

Amol Deshpande, Group CDO and
Head Innovation, RPG




CX Excellence Awards

Category: Excellence in Workforce Management

HCLTech

Award received

)Y

Naresh Kumar, Global HeadWFM,
HCLTech




CX Excellence Awards
Category: Excellence in Workforce Management

HSBC

Award received

by

ShihasMoidoo, WFM - Head Global Ops,
HSBC




CX Excellence Awards

Category: Excellence in Workforce Management
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Award received

)Y
Amit Sharma, Global VPHead
WFM, TaskUs
Amit Gurnani, Global VP Quality
Head, TaskUs




CX Excellence Awards
Category: Excellence in Interaction Analytics and Quality Automation
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CX Excellence Awards Startek

ity Automation

Award received

)Y
AakashShripat VP- Digital Solutions,
Startek
Ajay Parmar, SVP/Head WFM
Practice,Startek




CX Excellence Awards

Category: Excellence in Interaction Analytics and Quality Automation
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CX Excellence Awards WI p ro

Excellence in Intpractiownulytic_;qnd Qu v_ y Automation

Award received

by
Ravi Agarwal, Director & HeadDigital
Workplace Services, APAC, Wipro
Abhishek Chourey, DirectorDigital
Collaboration & Customer Experience
Practice, Wipro




CX Excellence Awards
Category: Excellence in Interaction Analytics and Quality Automation
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CX Excellence Awards

Sutherland

Award received

)Y

AnandMunoth, Global Head Service
Excellence & WFM, Sutherland




CX Excellence Awards

Category: Excellence in On-Premise to Cloud Transformation
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{ Excellence Awards

IKS

Award received

)Y
Souvik Shyam, VP, IKS




CX Excellence Awards

Category: Overall CX Excellence

Aditya Birla
T Capital Ltd

Award received

)Y

Aseem Joshi, HeadTransformation,
Aditya Birla Capital Ltd




CX Excellence Awards

Category: Overall CX Excellence

Bajaj Allianz

Award received

)Y

Suresh Karnati, Senior EVP,
Bajaj Allianz




CX Excellence Awards

Category: Overall CX Excellence

Flipkart

Award received

)Y

Jeyandran Venugopal, CPTO,
Flipkart




CX Excellence Awards

Category: Overall CX Excellence

ance Awards

HDFC Bank
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Award received

by

NeelamBhobe SVP- BTG & Digital,
HDFC Bank




CX Excellence Awards
Category: Overall CX Excellence

CX Excellence Awards Tata AIG

Award received

by
Anjani Kumar, CTO & EVP, Tata AlIG




CX Excellence Awards
Category: Overall CX Excellence
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CX Excellence Awards TCS

Overall 7.4 Excellence

—

Award received

)Y
SenthilKirubapuri Head- COE, TCS
Manivannan Kasthurirangan, PM, TCS




Closing Remarks

Darren Rushworth, President, NICE International










Agenda

Day 3

Time

Sessions

07:00 AM - 07:00 PM

Exclusive Premium Cruise Experience with Lunch & Excursion Halong
Bay

08:00 PM - 08:10 PM

Thank You Remarks for the Day- Sanjay Gupta, VP & Managing
Director - South Asia and Middle East, NICE

08:10 PM - 10:00 PM

Farewell Dinner: Kumihimo Modern Japanese Restaurant & Bar (Lobby
V)




Excursion Ki
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Wet wipes Energy Bar Poncho sunscreen
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Sling Bag for Excursion
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Energy drink

Water bottle Hand towel Sanitiser




Exclusive Premium Cruise Experience with Lunch & Excursion- Halong Bay




