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No waffle, no sales pitches, just straight talking 
from industry experts 
Hi everyone,

It is with great pleasure that we present the 2020 UK National Contact Centre Conference, the 
CCMA’s flagship annual member event, sponsored by Odigo.

This year is a little different of course as we are bringing you the conference online. You will 
have access to the usual mix of insight, learning, discussion, and networking with your industry 
friends and thought leaders.

We’ve put together a packed, informative, and fun schedule for the day including interactive 
breakout sessions where you can get involved in discussions with subject matter experts and 
your industry peers.

• Members sharing their stories including Atom Bank, Atos, Bupa, Capita, musicMagpie, Rank 
Digital, Severn Trent, The Very Group and Vivid Housing

• Kantar looking at the post-pandemic and post-Brexit world and original CCMA research with 
Odigo on changing customer behaviour

• Technology focused sessions from NICE on homeworking and Martin Hill-Wilson with a 
roadmap for the future

• Interactive discussions on CX, talent acquisition and retention and technology procurement

• Networking and speed dating on the platform – come and try it!

We’ll even be running some never-been-done-before live industry research and sharing the 
results with you on the spot!

I’d like to extend a personal thank you to all the speakers for supporting the event, our main 
sponsor Odigo for supporting the move online and the team at the CCMA for working so hard 
behind the scenes.

And finally, thanks to you for attending and joining in the discussion sessions to make the day as 
lively and interesting as possible.

All the best,

Leigh Hopwood, 
CEO, CCMA

2

Contents
Agenda 3 - 7

Speakers 8 - 13

Using the Platform 14 - 23

Join at : 
www.ccma.org.uk/conference



3 November 2020 

The Future is Now
Join at : 
www.ccma.org.uk/conference

09:45

10:00

10:20

10:40

Amy Cashman 
CEO,  

Insights Division

Stephen Yap  
Research Director

Steve Oliver  
CEO

Sign in and browse the platform

Facing the future together
Leigh will open the conference reflecting on some of the 
recent changes at the CCMA before sharing news on how 
the CCMA will continue to support its members through 
these challenging times.

The world at large
Amy will share with us the latest insights into how the world is 
changing following the pandemic, the impact of the current 
economic situation across multiple industries and a glimpse 
into what Brexit will bring. She will also share predictions from 
Kantar exploring the shape of the marketplace ahead, what 
brands need to do to succeed and crucially what it means 
to the overall customer experience.

The impact of changing customer  
behaviour on the contact centre
We know customer behaviour has changed. Stephen will 
reveal how it has changed and how the contact centre is 
responding by sharing the CCMAs latest research  
sponsored by Odigo.

Interview: Transforming for growth
musicMagpie has demonstrated that continual change and 
transformation is the way to survive. Steve will share how 
the business has responded to recent events and how it is 
gearing itself up for the future.

Networking over a cuppa - take a short break to grab a cuppa and use  
the platform to network with friends, colleagues and your industry peers.

Agenda

3

11:00

09:00

Leigh Hopwood 
CEO



3 November 2020 

The Future is Now
Join at : 
www.ccma.org.uk/conference

11:20

11:45

12:10

Aimie Chapple  
CEO, Customer 
Management

Discovering the possibilities  
with Smart CX
Capita is a business built on the importance of powerful 
customer experiences. Aimie will talk about how the business 
is using technology to improve CX.

Followed by Live Polls: Planning for 2021 with Stephen Yap, 
Research Director, CCMA.

Creating the most engaging 
experience in banking
Banks have been under pressure to deliver an engaging 
customer experience. Michael reveals how Atom Bank is 
transforming its customer experience in the contact centre 
and the results so far.

Getting the technology right for 
Homeworking
With homeworking here to stay, using technology to enable 
a smooth customer experience, effective colleague 
engagement and the ability to meet compliance needs 
is critical. Hear how NICE has successfully deployed a 
homeworking technology infrastructure that has supported 
recent events.

Lunch break with networking and Ask the Experts 
With your lunch in hand, why don’t you join one of the Ask the Experts sessions to 
raise your questions, share your experiences and listen to our experts – more details 
over the page. You can also explore the platform, use it to network and try out the 
‘speed dating’ functionality. Enjoy!

Agenda
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Agenda

Ask the Experts
Join one of our three breakout discussion groups hosted by an industry expert. You 
can ask questions and participate in the debate, or simply listen. Jump in and out of 
the sessions if you like. Choose from the sessions below. 

Talent Acquisition, Attraction and Retention - hosted by Sarah Hunt
Who you hire and the success and retention of your appointments 

are some of the biggest business decisions you will make and will 

directly impact your ability to achieve your goals, have more time 

and be more successful.

This is your opportunity to gain expert advice on your challenges, 

learn more about wider industry job market trends and how to 

source the right individuals for your business. Whether you are 

looking for advice on candidate attraction, the candidate 

experience, go to market strategy, hiring virtually best practice, or 

the success and retention of your hires, Michelle is an expert in this 

field and will be on hand to answer your questions.

CX in the Contact Centre - hosted by Stephen Yap
Our lives and customers’ expectations continue to change and 

evolve faster than ever and as a result your customer experience 

should be continually adapting to stay ahead of the competition. 

It’s the survival of the fastest, and those organisations that have 

reacted more positively, swiftly and effectively than others will 

survive and thrive.

If you have a question about your approach to CX, CX strategy, 

customer journeys, technology for CX and how to overcome 

current CX challenges, please drop in and discuss it with Gerry.

Technology Procurement - hosted by Jackie Pringle
With investment in technology growing, procuring quickly and 

effectively is critical. Tina is a lawyer specialising in the procurement 

of hardware, software, telecoms service and cloud, including AI 

and robots.

She will answer your questions and share her advice in how 

to avoid common pitfalls and the importance of creating a 

partnership with your technology provider.

Michelle Ansell  
Director and  

Managing Partner

Gerry Brown  
CEO

12:45

Tina Fernandez  
Managing Partner
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13:30

13:50

14:25

Shifting culture in a period of flux
One of the toughest challenges facing contact centre 
leaders right now is developing a culture that is motivating, 
engaging and rewarding. Mark will tell us the story of how The 
Very Group has progressed to build a rich culture that works.

DEBATE: how is your operation changing?
We ask our members how their operation is changing and what plans they have for 
2021. What are their priorities now and how are they investing in the future?

Followed by Live Polls: Planning for 2021 with Stephen Yap, Research Director, CCMA. 

Cupcakes and Candour: what we’ve 
learned about employee wellbeing
Implementing a structured and effective colleague 
wellbeing programme can be challenging but will deliver 
great results. Judith and Helen will share BPA’s ongoing 
journey to create an authentic, supportive environment  
that has adapted well to recent events.

Networking over a cuppa - take a short break to grab a cuppa and use the 
platform to network with friends, colleagues and your industry peers.

Mark Billingham  
Group CX Director  

and COO

Judith Yates and  
Helen Beaumont Manahan  

HR Director, EMEA Quality Solutions 
and CX Manager

Phil O’Shiel  
Director of Operations

Liam Smith  
Director of Customer Services

Jonathan Cowie  
Chief Operating Officer
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15:00

15:25

15:50

Kirk Bradley  
Director of Commercial 

Operations

How Bupa has implemented  
a wellbeing solution
Looking after colleague health and wellbeing is in the 
ethos at Bupa. Learn from Kirk how the business has pushed 
boundaries to deliver a solution that is valued and delivering 
for colleagues.

Followed by Live Polls: Planning for 2021 with Stephen Yap, 
Research Director, CCMA.

Severn Trent’s digital journey
Following an award-winning culture change programme, 
Severn Trent has successfully migrated to greater self-service 
while implementing new digital channels releasing advisors 
to handle more complex interactions and drive up CSAT.

Technology roadmap to the future
With contact centres turning to technology to support 
changing business models, Martin will take us on a tour 
of what is possible and what your priorities should be to 
improve both the customer and employee experience.

A final thought
As she closes this years’ conference, Leigh will reflect on the 
day and provide one final thought for you to take away.

Close

Agenda

16:20

Leigh Hopwood 
CEO

Martin Hill-Wilson  
Industry Innovator  

and Strategist

Bill Wilson  
Digital Channel  
Strategy Lead
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Michelle Ansell
Michelle Ansell is a Director and Managing Partner of Douglas Jackson, 

a management consultant for talent acquisition, specialist recruitment 

consultancy, and executive search consultant. Douglas Jackson helps 

customer led leaders, CEOs, COOs, CCOs and HR Directors substantially 

improve the success and retention of their new hires, saving them time and 

money. Douglas Jackson works in partnership with clients to help solve their 

resourcing challenges and identify, attract, hire and retain top tier talent. 

They help clients identify more resilient, motivated, socially and emotional 

intelligent leaders who will take their business and teams to the next level. 

Helen Beaumont Manahan
Helen joined BPA Quality in 2013. In her role as EMEA Quality Solutions and 

Customer Experience Manager, she leverages her passion and expertise 

for all aspects of Customer Contact Quality. Helen is considered a 

leading voice on the nuances of Quality Evaluation and has been invited 

to share best practice at expos, roundtables, webinars and on various 

industry podcasts. She has implemented a range of complex, multilingual 

quality programmes across the globe, and says the best part of her 

job is the opportunity to make a difference: using QA insights to shape 

improvement actions, celebrate successes, and empower businesses to 

deliver excellence to customers and staff.

Mark Billingham
Mark is currently Group Customer Operations Director & COO Financial 

Services at The Very Group, the UK’s largest integrated online retailer 

and financial services business which owns very.co.uk and littlewoods.

com. He has had a varied career spanning 15+ years across operational 

management, transformation and customer experience. In both 2018 

and 2019 the Very Group (Shop Direct) were recognised back-to-back 

as industry leading at the European Contact Centre & Customer Service 

Awards for their customer transformation programmes which in just 12 

months improved NPS by 70 points, first contact resolution by 22% and 

reduced overall customer contact by 30%. 

Previously, Mark has been responsible for major customer changes at 

British Gas and Vodafone, most notably as Customer Experience Director 

at Vodafone.

Michelle Ansell  
Director and  

Managing Partner

Helen Beaumont Manahan  
HR Director, EMEA  
Quality Solutions

Mark Billingham  
Group CX Director  

and COO
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Speakers

Kirk Bradley
Kirk is Commercial Operations Director at BUPA and runs the sales and 

retention operations for BUPA Private Medical Insurance, Cash-plan, 

Dental and Travel Insurance across all distribution channels. With over 

30 years experience in general insurance markets, he is an expert at 

driving sales with a strong record in delivery of results and transformational 

change in large organisations. He was responsible at BUPA for the 

operational response to the COVID-19 crisis, ensuring teams were safe, 

engaged, and productive while maintaining and driving further growth 

in the new normal. Prior to BUPA, he held a variety of roles in general 

insurance in the UK and internationally. 

Gerry Brown
Gerry Brown, aka The Customer Lifeguard, is on a mission to save the 

world from bad customer service. He helps businesses save customers 

at risk of expiring and breathes life into their customer service operations 

and customer experience strategy. Gerry has provided organisational 

leadership on people development, business transformation, customer 

engagement and technology enablement for some of the largest 

companies in the UK, Canada, and EMEA. These include National Express, 

Nutricia, The Royal Albert Hall, Endsleigh Insurance, O2, Screwfix, Sage, 

Sky, Bell Canada and TELUS.

He is also a published author and his new book When a Customer Wins, 

Nobody Loses is available on Amazon to help business leaders to create 

winning and memorable customer experiences.

Amy Cashman
Amy Cashman is co-CEO, UK Insights Division, at Kantar. In the last few 

years Amy has been a champion of Kantar’s research insights that help 

businesses to better understand women as customers. She spoke on BBC 

Radio 4 Women’s Hour recently about how financial brands were missing 

out on a potential £130bn revenue opportunity by failing to effectively 

engage women. 

Amy has worked in both consumer and business to business insight for 21 

years. She has won numerous awards for her work including AURA’s ‘Best 

Agency Speaker’ as well as the MRS ‘Best B2B research’ award twice 

for her work into the needs of SMEs in the UK. At Kantar she leads the 

Insight Division’s 600 employees who combine their experience in human 

understanding with advanced technology to drive growth for its clients.

Kirk Bradley  
Director of Commercial 

Operations

Gerry Brown  
CEO
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Speakers

Aimie Chapple
Aimie leads the division which delivers multi-channel customer experience 

across the UK and internationally, for many leading brands in sectors 

ranging from telecommunications and utilities, to financial services and 

technology innovation. 

Prior to Capita, Aimie worked for more than 20 years at Accenture, 

holding a series of senior positions, including UKI Chief Innovation Officer. 

She is a non-executive director of Learning Technologies Group.

Jonathan Cowie
Key areas: customer service, community investment, trends the housing 

sector should be aware of, wellbeing support, homelessness prevention, 

innovation and Internet of Things 

Jonathan was COO at Sovereign Housing, Chief Executive at City West 

Homes and is currently a non-executive director for the Institute of 

Customer Service. In his role at VIVID Jonathan heads up all our customer-

facing services including repairs, neighbourhoods, lettings and innovation. 

Jonathan can provide commentary on a wealth of topics including the 

importance of a robust wellbeing service for customers (including mental 

health support, financial advice, digital education and job-seeking 

support), homelessness prevention, community investment, innovation in 

the workplace and trends in customer service in the housing sector.

Tina Fernandez
Tina Fernandez is Managing Partner at Orbital Law, a commercial law firm 

specialising in technology contracting, data privacy and cyber security, 

based in London. A barrister and solicitor, Tina has over 25 years’ legal 

experience working for technology companies as well as corporates 

procuring or developing new technology. 

Tina has represented both customers and suppliers of technology, advising 

on global technology contracts for digital transformation, technology 

outsourcing and cloud services. Tina has also held commercial and 

operational roles in technology companies. 

Tina recently completed the University of Edinburgh LLM in Information 

Technology Law with distinction and was awarded first prize for her 

dissertation on liability and artificial intelligence.

Aimie Chapple  
CEO, Customer 
Management
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Speakers

Martin Hill-Wilson
Martin was CEO of one of the first BPOs and CX consultancies in the UK. 

He then spent a decade in the systems integration industry positioning the 

value of new technology and the associated change agenda. He is now 

in his tenth year as Brainfood Consulting offering a mix of services. These 

include conference chairing, keynotes, webinars, whitepapers, workshops, 

consulting, and mentoring. Current topics include responding to new 

customer behaviour, emotive CX for customer interaction, digital first 

customer service strategy and trends in contact centre technology.

Steve Oliver
Steve Oliver is the co-Founder and Group Chief Executive Officer of 

musicMagpie, the world’s largest recommerce business, achieving a 

group turnover of c£150m in just its 12th year of trading.

Starting life as a start up in Steve’s converted garage in Stockport in 

2007 as a service that enabled users to trade-in their old CDs, DVDs 

and games, the company has re-invented itself in the last five years to 

become the UK’s biggest and best mobile phone recycler. 

The business also now has a fast-growing US brand operating the same 

model, called Decluttr, that has a run rate of c$50m per annum. The 

business is the world’s largest seller in the history of both Amazon and  

eBay globally.

Phil O’Shiel
A Senior Financial Services Executive who has worked across the customer 

end-to-end lifecycle. In over 20 years working in the industry he has worked 

with numerous Blue Chip organisations including Barclays, Capita and now 

Atos transforming both the operations and the underlying business. His 

roles have ranged from Managing Director of Outsourced Collections and 

Risk Director across Mortgages, to most recently Ops Director of Life and 

Protection within Atos, driving the future digital plans.

Phil’s personal way of working is to demonstrate in equal measure the 

ability to deliver growth, whilst enhancing prevailing culture, putting the 

colleague journey central to the change agenda.

Martin Hill-Wilson  
Industry Innovator  

and Strategist
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Michael Sherwood
Michael is a National and European award-winning customer experience 

professional, with over 20 years leading front line service operations and 

customer experience functions for brands such as Orange, Tesco Bank, 

Virgin Money and Atom.

Michael’s current role is Head of Digital Experience at Atom Bank, where he 

is responsible for CX Insight, Customer Research, UX and Experience Design. 

He is also a lead judge for the North East Contact Centre Awards, UK 

National Contact Centre Awards and the European Contact Centre & 

Customer Service Awards. 

With a unique combination of insight, continuous improvement, CX and 

operational leadership experience, Michael has a ‘total view’ of what 

it takes to design and deliver industry leading products and services 

customers love.

Liam Smith
With many years experience in customer operations and experience, Liam 

has held several senior roles, and understands the challenges of acquiring, 

retaining, and serving customers compliantly, whilst maintaining high levels of 

performance.

After leaving npower, Liam led and grew numerous outsourcing businesses 

in the UK successfully delivering large scale campaigns for many household 

brands and blue-chip clients in the energy, finance, gaming and publishing 

sectors.

Liam then started his own consulting business in 2014, to deliver independent 

consultancy and managed services to the market, focusing on outsourced 

strategy and management, customer services strategy development and 

managed services for clients. 

In 2016 Liam joined the Rank Group Plc to establish a new customer operations 

hub and transform the customer experience delivered to its customers.

Gil Trotino
Gil Trotino is Director Portfolio Management at NICE where he is leading 

portfolio planning processes to ensure that product roadmaps across all 

lines of businesses are aligned with corporate and portfolio strategy and 

address existing and future market needs. Gil presents the NICE portfolio 

vision and roadmap to customers and business partners. Prior to joining 

NICE, Gil served in portfolio marketing and portfolio management roles in 

Amdocs.

Michael Sherwood 
Head of Customer 

Experience

12

Liam Smith  
Director of  

Customer Services

Gil Trotino  
Director Portfolio  

Product Management



3 November 2020 

The Future is Now
Join at : 
www.ccma.org.uk/conference
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Bill Wilson
Bill Wilson has worked in fast paced service organisations for over 20 years, 

previously running large scale call centres he then turned his attention to the 

world of digital but stayed true to his roots by always putting the customer 

first. He has worked all around the spectrum of digital, developing strategies 

for Bristan, Dulux and more recently Severn Trent. Since joining Severn Trent 

he has led his team through an award-winning digital transformation, 

collecting Gold awards at the UK National Contact Centre Awards and the 

European Contact Centre & Customer Service Awards.

Stephen Yap
Stephen Yap is CCMA’s Research Director, providing proprietary insights for 

CCMA members and sponsors by melding research know-how, editorial 

expertise, and a deep knowledge of the CX landscape. 

He is the author of “The Evolution of the Contact Centre”, published by 

CCMA in August 2020, with multiple additional reports scheduled for 

publication before the end of 2020. 

Other than his role with the CCMA, Stephen also runs his own consultancy 

that helps organisations identify growth opportunities, improve their 

products and services, and tell their stories. 

Prior to setting up as an independent Stephen spent almost 20 years with 

two blue-chip research firms, Kantar and Ipsos.

Judith Yates
Judith Yates joined BPA Quality in February 2015, following a previous 

12-month period of working for the business on a consultancy basis. She 

has responsibility for the strategic direction of HR and accountability for the 

commercial impact of HR on the overall business goals.

Before her time at BPA, Judith worked for many organisations including 

Orange, O2, Rentokil Initial, CII, Carlsberg, Glaxo Smith Kline, and Kuwait 

Petroleum.

She enjoys working with individuals and teams at all stages of their 

employee journey. She has a keen interest in how the physical and mental 

wellbeing of individuals impacts their ability to perform. She has had her 

own personal struggles with mental health in the past and draws on her 

own experience to help support others.

Bill Wilson  
Digital Channel  
Strategy Lead
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Research Director
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CX Manager



Using the Platform

The UK National Contact Centre Conference will be hosted on a dedicated platform 
called Hopin. To attend you will need a Hopin account. The great thing about the 
platform is you don’t need to download anything, it works right in your browser. Over 
the next few pages we’ll walk you through registering and connecting, and show 
you how to make the most of the platform during the day to meet plenty of new 
industry contacts. 

1. Make sure you’re set up properly

The conference platform, called Hopin, is entirely browser-based so you will not have 
to download anything.

This means that even in the office you should not have a problem connecting.

Follow these tips and you should have a smooth experience:

• For the best experience use Chrome on a PC and Safari on a Mac. Other browsers 
do not support all the functions that Hopin has available.

• If you’re on a mobile device (we really do recommend a desktop or laptop 
instead) be sure to use Chrome on Android and Safari on iOS. Do not connect with 
the browsers that are built into Facebook, Messenger, Gmail or Teams.

• If your webcam or microphone don’t work it’s usually because your browser needs 
permission to access them. Clicking the camera icon in your browser’s address bar 
usually lets you set them up.

• When you join the conference, head to Networking and try to connect to 
someone. This will let you test your webcam and microphone – and start your day 
off with a new friend.

• You should be able to find solutions for most other issues in the built-in Help section. 
Have a quick read here before you connect:  
https://support.hopin.to/en/collections/1945014-using-hopin-as-an-attendee
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Using the Platform

2. Logging on

To login or register – if you haven’t already – visit: 

www.ccma.org.uk/conference 

• Click Checkout if you need to register first.

• If you already have an account click Already registered? Log in to access the event.

Complete your login here by entering 
your email address and password.

(NOTE: The first time you login you 
go back to the Tickets page. If this 
happens just click ‘Checkout’ in the 
tickets box to access the Reception 
area of the conference).
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Using the Platform

You will not be able to access the live event until 9am on Tuesday 3 November.  
For now you can check out the schedule for the day. Click a calendar icon next to  
an event to add a reminder to your personal calendar.
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Using the Platform

3. Your acount

Once logged in, you will see your initials in the top right of the screen. Click here to 
access your Profile, Connections, and other information.

We strongly suggest you complete your profile information, including your social 
media links and company website, before the event starts. It’s useful when 
networking if people can read a little bit about who you are.
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Using the Platform

4. The Reception area

The event will go live at 09.00 on Tuesday 3 November. After you login at:  
www.ccma.org.uk/conference you will see the Reception area.

From here you can access the 4 main areas of the conference:

Reception – where you can see the schedule of events (scroll down).

Stage – where the main presentations will take place (left menu).

Sessions – to access the lunchtime interactive group discussions (left menu).

Networking – to match make with other attendees and ‘speed-date’! (left menu).

In the right hand panel of your screen (bottom on mobile) are some useful features 
to connect with other attendees.

Chat – join in the group text chat for the whole event, or for the session you are in.

Polls – keep any eye on this as from time to time we will be conducting surveys and 
‘live’ market research.

People – see the list of attendees and speakers – those with a dot next to their name 
are connected.

Networking tip!

Click on anyone’s name in the People list and you can invite them to a private video 
call at any time.
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Using the Platform

You can access your 
private chats and 

messages with other 
attendees using the 
Messages tab under 

People.

Search for people and filter the People 
list by Organiser, Speaker and My 

Connections using the Filter function next 
to the search bar.
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Using the Platform

5. The Stage

At 09.45 head over to the Stage for the welcome presentation from Leigh Hopwood, 
our CEO.

You can watch and listen to the speakers and debates on the Stage, and you can 
ask questions and post comments using the Chat function on the right. Be sure to use 
the chat thread for the Stage.

REMEMBER IF YOU NEED HELP AT ANY TIME JUST REACH OUT TO A CCMA COLLEAGUE. 

Just go to People and search for Gareth Willis, Colette Moss, or Helen Finnegan.
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Using the Platform

6. Lunchtime Sessions

Starting at 12.45 and until 13.15 the breakout discussion sessions will be running in 
the Sessions area.

Choose a Session to enter it.

Once you have entered the session you will be able to watch and listen to the 
moderator and our expert guest. 

Over in the right hand panel be sure to put your questions and comments in the 
Chat box for the Session. The moderator will pick these up and put them to the 
guest expert.

You may also be invited to share your audio and video to participate in the 
discussion. If your device is not set up for this you will not see that option.
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Using the Platform

7. Networking

While you can of course have a private chat or video call with anyone just by 
selecting them in the People tab, we urge everyone to try out the fun ‘speed-dating’ 
networking service built into the platform.

Click the Networking tab and you’ll be connected to the next available random 
person from amongst all the attendees. This could be anyone! An expert with some 
great advice, an industry colleague struggling with similar issues to you, or someone 
in a totally unrelated role to you who can give you a different perspective.

It’s good to make more contacts so do try the feature out. 

‘Speed-dating’ calls are limited to 3 minutes, but if you click Connect during the 
conversation you and your new friend will be able to keep in touch or reconnect in 
the private chat.

Step 1 – Click the blue button to start a new match.
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Using the Platform

Step 2 – Give your browser permission to use your webcam and microphone.  
Click Apply.

Step 3 – Get ready to meet someone!

If you are not connected with someone inside about 30 seconds it means there is nobody 
currently waiting in the pool of unmatched people. Come back later to try again.
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We hope you enjoy the first ever virtual UK National Contact Centre Conference and get some real 

benefits from listening to and networking with our subjectmatter experts and your industry colleagues.

For technical support, please email us on info@ccma.org.uk

Join the conference at:
www.ccma.org.uk/conference
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About the sponsor
Odigo helps large organisations connect with individuals through world-class,  

cloud-based contact centre solutions. Its cutting-edge, proprietary technologies enable a 

seamless, efficient, omnichannel experience for its customers and a satisfying, engaging 

experience for service agents. Odigo serves more than 400,000 agents and business users globally. 

With a 25-year history of industry firsts, Odigo has more than 200 clients around the world.

Visit us at https://www.odigo.com/en-gb/what-we-do/overview/

Odigo has been supporting the UK National Contact Centre Conference for several years and 

we are delighted that they have continued this support as we moved to virtual this year.
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