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09:00 Registration & Continental Breakfast

09:30 Welcome from our hosts 
James Rapinac, Director, Gallup

09:35 Chairman’s introduction
Jeff Wellstead, Chief Strategy Officer, Gtmhub

With deep, proven experience in the Consulting, Investment Banking and Technology sectors – working for multi-national 
Fortune 100 brands for 18 years in NYC, then hyper-growth technology companies for 14 years in the UK, Jeff brings a distinctly 
holistic, operational and highly commercial skill set that reinvents HR as an internal management consultancy – focused on 
preparing organisations for optimal capability in the Digital Age.

09:40 AI soup for the CX soul: How can AI transform CX and unleash significant value?
Abhijit Akerkar, AI Strategist & Business Integrator, Lloyds Banking Group 

Abhijit will argue that like a consummate chef, you will have to blend the right ingredients – strategy, technology, data, 
behavioural science, capability building, and ethics – in the right way to create a signature dish that enhances your brand value.
A variety of AI technologies will have to be deployed to work in tandem to create a compound effect while maximising value 
from each technology. Organisational silos will have to be broken. Cracking this code for your organisation will take a few 
iterations but subsequent scaling will unleash a significant value for your brand.”

Abhijit is bringing machine intelligence to life at the Lloyds Banking Group. His focus is on combining machine and human 
intelligence with data to fundamentally change the way the Bank does business and create new opportunities for customers and 
colleagues. Additionally, he is setting up an Academy in the Lloyds Banking Group to democratise AI skills across 75,000+ 
employees to empower them to succeed in the data-driven future.

10:10 How has AI impacted CX and customer engagement during 2018?
Martin Hill-Wilson, Customer Service, CX & AI Engagement Strategist 

What progress has been made converting vendor marketing promises into operational value? This is a quick tour of how AI is 
being threaded through marketing, sales and service. Martin will explore who is benefiting most at this point – customer or 
brand and highlight the emerging roadmap.

Martin is a Customer Service, CX & AI Engagement strategist and facilitator. He provides keynotes, masterclasses and 
transformation frameworks on omni-channel contact strategy, customer based quality management, emotion management for 
customer engagement and AI driven customer service.

10:40 Demystifying AI for Customer Engagement 
Neel Davda, Head of Sales, UKI, Bold360 

This session will walk you through why companies are (or should be) investing in AI technology across their customer 
experience, how is it driving better efficiency, and the best way to approach it to ensure the fastest time-to-value. You will
learn about: 
•   Why now is the right time to invest in AI 
•   How companies are investing in AI and the business impact  
•   Examples of success and the dramatic results companies are seeing in just a few weeks

With over a decade of experience advising b2b organisations with the aim of vastly improving their customer's value and 
satisfaction, Neel is a passionate, collaborative, fast learning leader in the Bold360ai EMEA team at LogMeIn.

As part of the Bold360ai EMEA team, Neel spends a lot of time assisting new companies on the deployment of Bold360ai. 
Bold360ai is a complete omni-channel CX solution with the fastest time-to-value. Bold360ai leverages A.I and NLU to make
every customer interaction more personalised and contextual.

11:10 Refreshments

Summary
agenda

This Forum will be looking at the real impact of AI & Robotics on customer and employee engagement this year and
how businesses can take CX and HR to the next level in 2019. At the end of the Forum we will be presenting 10 of the
prestigious international Awards.AI.



11:40 Taking Engagement to the Next Level: Conversational AI for customers
& employees
Chris Ezekiel, Founder & CEO, Creative Virtual 

Every organisation is going through a digital transformation, particularly in regard to their customer and employee 
experiences. Smartphones, social media and a variety of other technological advancements are changing how we 
communicate with each other, how we connect with brands and how we engage in the workplace. Chris outlines the 
essential components for using conversational AI to enhance both the customer and employee experience, from best 
practices for implementing chatbots, virtual agents and live chat to using an orchestration platform for centralised, 
consistent information delivery. Drawing on experience and calling up live demos, Chris will explore how combining AI
with human input and feedback loops can drive better customer and employee engagement.

Chris Ezekiel has been working in the world of virtual assistants since 2000 and founded Creative Virtual in November 2003. 
Employing his technical and entrepreneurial skills, and through the development of the enterprise level V-Person™
technology, he has established Creative Virtual as one of the world’s leading providers of virtual agents, chatbots and live
chat. Today Creative Virtual’s virtual agents are having over 60 million conversations per year. The company was honoured
with the prestigious 2017 Queen’s Awards for Enterprise in the category of Innovation and was listed as one of Britain’s
fastest growing private technology companies in the 2018 Sunday Times Tech Track 100.

12:10 Panel: “Augment Me”
Sophie Gonin, CEO, Alume Consulting and ex Facebook and eBay • Amin Fard, CEO, Prepp.io • Ian Gosling, Founder, Autto

The panel will spotlight how automation technology augments enterprise HR through employee onboarding automation 
using Workplace by Facebook to drive long term employee engagement.

Sophie has over 16 years of real-life experience in both customer success management and leading marketing and enterprise 
SaaS, across the US and EMEA. She has direct experience managing enterprise customers, growing customer success 
organisations, pioneering processes, and driving scaled programs in customer success to drive double digit positive NPS 
scores.

Amin has worked 8 years in the retail industry and 6 years in the IT industry. He is co-founder of Prepp.io, a Workplace by 
Facebook partner company. Prepp.io empowers people to succeed at work by augmenting and automating employee learning 
throughout their life cycle. One of the use cases is onboarding new employees through Workplace by Facebook by having 
employees chatting with a chatbot.

Ian Gosling will talk about placing the power of automation in the hands of your employees. Ian is Co-founder and CEO of 
Autto. Autto is a Software-as-a-Service platform that makes it easy for businesses to automate repetitive tasks and 
documents. Ian has twenty years experience in the TMT sector as product manager and consultant. He has been working on 
automation products in legal and professional services for five years.

12:45 Lunch & Networking

14:00 Keynote Discussion
Rob McCargow, Director of AI, PwC in discussion with our Forum series chair Anton Fishman

Rob McCargow, Director of AI, PwC in discussion with our Forum series chair Anton Fishman will give a broad view on the 
impact of AI & Robotics on business and industry in 2018 and the practical challenges in taking AI mainstream in 2019

Rob is an evangelist for responsible technology and promotes awareness of the growing ethical agenda for AI.  He is an 
Advisory Board member of the All-Party Parliamentary Group on AI, an advisor to the IEEE Global Initiative for Ethical 
Considerations in AI and Autonomous Systems, and a TEDx speaker.  He is particularly focused on issues and policies relating 
to the impact of automation on the workforce, the future skills agenda, and ensuring that the benefits to be delivered by AI are 
equitably spread across society. 

Anton is a change management specialist with more than 30 years’ working with senior executives across industry sectors to 
determine the direction of change and steer its success.  He began his career as an educational psychologist before obtaining 
an MBA from Cranfield.  He then joined the consulting firm Hay Group in1986 where he pioneered the development of core 
people processes that underpinned the transformation of ‘personnel’ into ‘HR’.  Over the last 25 years he has founded and led
a number of consulting practices including Fishman & Partners, specialising in HR, talent identification and development, and 
culture.  He advises HR and other senior executives on the cultural and workplace impacts of new technology.



AI & Robotics Events are organised by Connect Business Media
For more information contact Chris Wood – Connect Business Media
T: +44 (0) 1483 614451  M: + 44 (0) 7775 604011   E: chris@cbm.media

14:30 The relationship between chatbots and AI and MOD case study, how “virtual life 
coach” is forming part of the MOD’s people research
David Burden, CEO, Daden Limited  

David will start by clarifying the relationship between chatbots and AI before talking about the work that Daden is currently 
undertaking on developing and trialling a “virtual life coach” as part of the Ministry of Defence’s Defence People research
call launched earlier this year. The intent is it to develop a conversational AI/chatbot which can help users with the everyday 
frictions of life, whilst also supporting informal learning and career development and helping to grow and maintain mental 
and physical fitness, health and well-being. Such a system does not replace human staff or contact, but supports employees 
when human support is not available, helps to sign-post them to the right human support (and curated web resources) and 
allows human staff to spend their time on the interventions that most need the human touch. 

David has been involved in AI, virtual reality and immersive environments since the 1990s. He set up Daden in 2004 to help 
organisations explore and exploit the social and commercial potential of chatbots, AI and virtual environments. David has led 
collaborative research projects funded by InnovateUK and the MOD, and Daden has run two successful “covert Turing Test” 
studies – one with a 100% pass rate. David has authored over a dozen papers on virtual worlds and AI, and is currently writing
a book on virtual humans.

15:00 Using AI to optimise customer experience for humans-and robots
Richard Chataway, Founder, Communication Science Group

Richard will explain how the irrationalities of human behaviour is what separates man from machines - and that by factoring 
them into communications we can make huge improvements to customer engagement through incremental changes. When 
combined with the latest advances in machine learning and AI the possibilities are endless - and he will demonstrate that we 
can now predict response to communication more accurately than humans themselves can.

Richard is a highly experienced practitioner, speaker and writer on behavioural science in business, the founder of the 
consultancy Communication Science Group, and a board member of the Association for Business Psychology.

15:30 Refreshments 

16:00 Panel Debate- How AI will enhance your Customer & Employee Engagement
in 2019
Panel Chair: Anton Fishman

16:45 Drinks Reception and AI Awards Presentations
Presentations to the winners of the international Awards.AI. by Andy Pardoe Director for
Artificial Intelligence, Accenture & Founder of Informed.AI.

18:00 Close
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Meet our Partners in the Networking area

MXX is a creative AI technology
company. We have built and
patented the world’s first AI
engine that atomises, re-
constructs and edits any music to
video, instantly. Our first product
is MXX Audition Pro, which allows
creators everywhere to add
amazing commercial soundtracks
to their videos through a simple,
totally intuitive platform. 

www.mxxmusic.com

Creative Virtual is a world leader in chatbot, virtual
agent, live chat and knowledge management
solutions that bring together humans and artificial
intelligence to enable anytime, anywhere
customer and employee engagement. Leading
global organisations rely on our award-winning V-
Person™ technology to improve their support
experience, reduce costs, increase sales and build
brand loyalty. The company was honoured with
the prestigious Queen’s Awards for Enterprise in
the category of Innovation in 2017 and was named
one of Britain’s fastest growing technology
companies as part of The Sunday Times Tech
Track 100 this year. 
www.creativevirtual.com

Bold360 is powered by LogMeIn, a
solution provider whose mission is to
simplify the way people connect to each
other and the world around them to
create amazing outcomes – for both our
customers and theirs. Bold360ai delivers
a conversational bot solution that
leverages our patented Contextual-
Answers™ technology together with our
proprietary Natural Language Processing
solution. To date, we’ve facilitated over
300 million connections between
people, devices and objects around
the world.
www.LogMeInInc.com 


