
Redefine Possible -
Automate Customer Service with AI
24 - 27 April 2025, Hanoi, Vietnam



Executive 
Summary



Theme: Redefine Possible: Automate Customer 
Service with AI
Date: 24 - 27 April 2025
Venue: JW Marriott Hotel, Hanoi, Vietnam
Attendees: 26
Unique Organization: 20



JW Marriott Hotel, Hanoi, Vietnam



1. Aseem Joshi, Head - Transformation, Aditya Birla Capital Ltd
2. Vamsi Krishna Ithamraju, Chief Technology Officer, Axis Mutual Fund
3. Suresh Karnati, Senior EVP, Bajaj Allianz
4. Vaibhav Mulay, Director - GenAI Powered Contact Center Strategist, Next Gen Vision, Cognizant
5. Bhavesh Lakhani, CIO, First Source
6. Jeyandran Venugopal, CPTO, Flipkart
7. Naresh Kumar, Global Head - WFM, HCL Tech
8. Neelam Bhobe, SVP - BTG & Digital, HDFC Bank
9. Vikas Khanna, Senior Vice President, Honda Motors
10. Shihas Moidoo, WFM - Head Global Ops, HSBC
11. Souvik Shyam, VP, IKS
12. Amol Deshpande, Group CDO & Head Innovation, RPG 
13. Aakash Shripat, VP - Digital Solutions, Startek
14. Ajay Parmar, SVP/Head - WFM Practice, Startek
15. Anand Munoth, Global Head - Service Excelence & WFM, Sutherland
16. Amit Sharma, Global VP - Head WFM, TaskUs
17. Amit Gurnani, Global VP - Quality Head, TaskUs
18. Anjani Kumar, CTO & EVP, Tata AIG
19. Ashish Loke, Head - IT, Tech Mahindra
20. Gregory Weber, CTO, Tech Mahindra
21. ED Duncan, Head - Presales, Tech Mahindra
22. Ravi Agarwal, Director & Head - Digital Workplace Services, APAC, Wipro
23. Abhishek Chourey, Director - Digital Collaboration & Customer Experience Practice, Wipro
24. Senthil Kirubapuri, Head - COE, TCS
25. Manivannan Kasthurirangan, PM, TCS
26. Avesh Shaikh,  Sr VP, RCM – Operations, GeBBS Healthcare Solutions

Attendees



Airport Transfers to Hanoi: 24 April 2025 

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



Arrival in Hanoi



Distance from 
Hanoi Airport to 
Hotel- 45 mins







Conference Hall -
Ho Tay 3: Ho Tay + 
Truc Bach + 
Thien Quang

Ho Tay 3
Width - 12.3 mtr (40 ft)
Length - 26 mtr (85 ft)
Height - 6.5 mtr (21 ft)



A
g

e
n

d
a

D
ay

 1
Time 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



Welcome to Day 1

Sanjay Gupta 
VP & Managing Director

South Asia and Middle East, NICE

Sachin Mhashilkar
COO & Associate Publisher, 9.9 Group
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■ A structured, high-energy networking session where CXOs and technology partners engage in multiple, rapid, focused, 1X1, conversations.

■ Each meeting lasts 5-7 minutes, ensuring a meaningful but rapid ice-breaker exchange. 6 meetings in 30-40 mins.

■ Planned in advance, each meeting is between a specific pre-determined pair of people.

How It Works

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

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

■ 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

■ Exclusively curated match-ups between CXOs & NICErs

■ 6 meetings(rounds) in 30-40 mis.

Benefits for Solution Providers

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

■ Targeting of “Wish list” delegates for ice-breaker meetings



S
p

e
e

d
 D

at
in

g
 K

it

Apron Paper Cap Water bottle

Menu Guide + Spoon & fork (cutlery) Wet wipes



Speed dating zones-Red & orange



Speed Dating



Cook-a-thon (Culinary Challenge) & Winning Team Felicitation
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Cook-a-thon: A Fun and Engaging Team-Building Activity

Following the ice-breaking session in the form of speed dating, we’ll dive into a high-energy, 
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 –
the goal being to “make the customer happy” with their culinary creativity and teamwork.

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.
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Sev Puri Pani Puri Sprouts Salad

Quinoa Salad Fruit Salad Bhel Puri



Cook-a-thon 
Winning Team Felicitation



Keynote by NICE 
Darren Rushworth, President, NICE International



Live Performance and Dinner
Cool Cats Bar & Restaurant
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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 AI-First World -
Manoj Menon & Shivanu Shukla, Twimbit

11:35 AM - 11:55 AM Coffee Break & Solutions Showcase

11:55 AM - 12:55 PM AI 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 AI Augmenting Future Workforce - Mark Harington, VP, Solutions 
Engineering International, NICE
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Time Sessions

03:00 PM - 03:30 PM Partnering for AI-Powered CX - NICE & Exato.ai - Gopinath 
Bailur, CTO Exato

03:30 PM - 04:30 PM Ideas Café : 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



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



Interactive Workshop 
Delivering Exceptional CX in an AI-First World



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



AI Augmenting Future Workforce
Mark Harington, VP, Solutions Engineering International, NICE



Ideas 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

Axis Mutual 
Fund
Award received 
by 
Vamsi Krishna Ithamraju, CTO, 
Axis Mutual Fund



CX Excellence Awards
Category: Excellence in Interaction Orchestration

Cognizant

Award received 
by 
Vaibhav Mulay, Director - GenAI Powered 
Contact Center Strategist, Cognizant



CX Excellence Awards
Category: Excellence in Interaction Orchestration

First Source

Award received 
by 
Bhavesh Lakhani, CIO, First Source



CX Excellence Awards
Category: Excellence in Interaction Orchestration

Tech 
Mahindra
Award received 
by 
• Ashish Loke, Head - IT, Tech Mahindra
• Gregory Weber, CTO, Tech Mahindra
• ED Duncan, Head - Presales, Tech Mahindra



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 
by 
Naresh Kumar, Global Head - WFM, 
HCLTech



CX Excellence Awards
Category: Excellence in Workforce Management

HSBC

Award received 
by 
Shihas Moidoo, WFM - Head Global Ops, 
HSBC



CX Excellence Awards
Category: Excellence in Workforce Management

TaskUs

Award received 
by 
• Amit Sharma, Global VP - Head 

WFM, TaskUs
• Amit Gurnani, Global VP - Quality 

Head, TaskUs



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

Startek

Award received 
by 
• Aakash Shripat, VP - Digital Solutions, 

Startek
• Ajay Parmar, SVP/Head - WFM 

Practice, Startek



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

Wipro
Award received 
by 
• Ravi Agarwal, Director & Head - Digital 

Workplace Services, APAC, Wipro
• Abhishek Chourey, Director - Digital 

Collaboration & Customer Experience 
Practice, Wipro



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

Sutherland

Award received 
by 
Anand Munoth, Global Head - Service 
Excellence & WFM, Sutherland



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

IKS

Award received 
by 
Souvik Shyam, VP, IKS



CX Excellence Awards
Category: Overall CX Excellence

Aditya Birla 
Capital Ltd
Award received 
by 
Aseem Joshi, Head - Transformation, 
Aditya Birla Capital Ltd



CX Excellence Awards
Category: Overall CX Excellence

Bajaj Allianz

Award received 
by 
Suresh Karnati, Senior EVP, 
Bajaj Allianz



CX Excellence Awards
Category: Overall CX Excellence

Flipkart

Award received 
by 
Jeyandran Venugopal, CPTO, 
Flipkart



CX Excellence Awards
Category: Overall CX Excellence

HDFC Bank

Award received 
by 
Neelam Bhobe, SVP - BTG & Digital, 
HDFC Bank



CX Excellence Awards
Category: Overall CX Excellence

Tata AIG

Award received 
by 
Anjani Kumar, CTO & EVP, Tata AIG



CX Excellence Awards
Category: Overall CX Excellence

TCS

Award received 
by 
• Senthil Kirubapuri, Head - COE, TCS
• Manivannan Kasthurirangan, PM, TCS



Closing Remarks
Darren Rushworth, President, NICE International





Awards Gala Dinner Party- Don Club
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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 
Level)
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Wet wipes Energy Bar

Hand towelEnergy drink Water bottle

Poncho sunscreen

SanitiserSling Bag for Excursion



Exclusive Premium Cruise Experience with Lunch & Excursion - Halong Bay



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



Farewell Dinner: Kumihimo Modern Japanese Restaurant & Bar



Onsite Branding



Branding @Hanoi Airport



Branding @Bus Placard



Room 
key



Roll up standees for 
multiple purpose use



Welcome Standee @JWMarriott



Check – IN@JW Marriott



Welcome Kit bag

Nice Branding 
T-Shirt

Cap

Agenda 

Welcome letter 

Souvenir



Baggage tags



Name tag & Lanyard



Speed dating & Cook-a-thon



Cook-a-thon bag, menu card, chef cap & apron



Cook-a-Thon 
Kit bag

Apron Chef Cap Hand gloves

Menu card cutlery



Branding at Cook-a-thon winner felicitation



Branding at Cool Kat



Registration Desk@Day 2



Nice & Exato Booth



Lanyard, Standee & Checkered Board



Lanyard & Standee



LED Screen



Branding @Halong Bay



Branding @Kumihimo Modern Japanese Restaurant & Bar



Link: https://www.cioandleader.com/2025/nice.html
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Partners



Picture link: https://tinyurl.com/4xf4b563

Video link: https://tinyurl.com/y6vxv88x

Session: Cracking the CX Code The State of CX in India Manoj Menon, Founder, Twimbit
https://youtu.be/tfBfUpPy3OM

Session: Sanjay Gupta, VP & Managing Director South Asia and Middle East, NICE
https://youtu.be/Z4X0c_RXwdc

Session: AI Powered Customer Service Automation: Richard Bassett, VP, Solutions Sales 
International, NICE
https://youtu.be/n7UcZWXbRro

Session: AI Augmenting Future Workforce: Mark Harington, VP, Solutions Engineering 
International, NICE
https://youtu.be/Z9CuGGbW-Yc

Li
n

ks

https://tinyurl.com/4xf4b563
https://tinyurl.com/y6vxv88x
https://youtu.be/tfBfUpPy3OM
https://youtu.be/Z4X0c_RXwdc
https://youtu.be/n7UcZWXbRro
https://youtu.be/Z9CuGGbW-Yc


NICE Team

Darren Rushworth
President

NICE International

Samir Kale
Director Sales 

India 

Prasant Kumar
BPO

Subodh Shiohare
Director  Solutions Engineering 

South Asia & ME

Abhishek Basu
Pre-Sales Consultant

Mayur Jorapur
BPO

Vasanth Kumar
BPO

Sanjay Gupta
VP Sales

South Asia & ME

Richard Bassett
VP Solutions Sales

International

Mark Harington
VP Solutions Engineering

International

Janice Chong
Director Marketing

APAC & ME

Raghavendra K
Enterprise



Thank You
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