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 » Digital disruption: technology, digitalisation, and the 
evolving customer 

 » The significance of innovation, culture change and 
collaboration in achieving customer centricity

 » Effective use of customer data and analytics to create 
new business opportunities 

 » Overcoming adversity: using technology in a crisis to 
help build customer trust and favourability

 » Enhancing revenue collection and customer experience 
through cutting edge technologies

 » How ‘smart homes' and 'smart services' are changing the 
remit of utilities and the customer utility relationship

3rd Annual Conference

Featuring utility case studies 
and expert insight from:

Alliander

BKW Energie

Dwr Cymru Welsh Water

E.ON

The East Slovak Water Company

innogy SE

Navigant 

Northern Ireland Water

Octopus Energy

SES Networks

Social Energy

... and many more!

Connected Customer:
Utilities
How Technology is Driving CX in the Utilities Industry

Key topics include:

Platinum Sponsor: Gold Sponsor:

http://uk.tacook.com/events/conferences/details/connectedcustomer.html


www.tacevents.com/ccu19

Thank you for downloading the brochure for the Connected Customer: Utilities conference. 

2019 sees the Connected Customer: Utilities return to the dynamic city of Amsterdam to revisit the 
transformational role digital innovation is playing in the utilities sector, as both established players and disruptive 
newcomers fight to win over new customers while maintaining a loyal customer base.

With regulatory and business model reforms, constant technological developments and an ever more demanding 
customer base, the challenges and also the importance of developing an effective and future-proof customer 
experience strategy cannot be underestimated. 

With specially selected utility industry case studies, insight from prominent experts, and plentiful networking 
opportunities, this event will provide the ideal platform for open discussion, benchmarking, information 
exchange, and networking.

The overriding message from last year’s event was that individual utilities cannot weather this storm alone.  To 
survive, the industry needs to work together.  Join us this June to address how you can take advantage of digital 
innovation to drive continued multichannel customer engagement. From the technological and the human, the 
strategic and the technical, gain the very latest insight and - in the words of one of our speakers - leave ready to 
'"rock the digital energy revolution!"

We look forward to welcoming you and your colleagues in Amsterdam this June.

Karolina Heyne

Dear Colleague,

Karolina Heyne
Event Production 
Manager

k.heyne@tacook.com

 » Leading-Edge Utility Case           
Studies: E.ON, Alliander, innogy, 
Octopus Energy and many more 
will share real life experiences and 
learnings.  Learn from their mistakes 
and be inspired to implement that 
next improvement.

 » Innovative Interactive                  
Sessions: Our ice-breaker, deep dive 
and open mic sessions ensure you 
optimise your onsite experience. 
Build business relationships and get 
answers to your pressing questions.

 » Exclusive Industry Insight: The      
latest white papers, association 
reports and survey findings will be 
presented exclusively onsite.

 » Cross-Industry Learnings: How are 
other industries using data analytics 
to better understand their customer 
segements?  And how do utilities 
compare?

 » Networking and Community 
Focused: Multiple networking breaks 
and our evening reception ensure 
maximum face-to-face interaction 
with peers.

Event Highlights Who Should Attend

The Connected Customer: Utilities conference has been designed to 
facilitate open discussion and networking for all utility experts passionate 
about optimising their digital customer engagement strategy.  

The programme will be of particular interest to strategic decision makers in 
the following roles and functions:

 » Customer Strategy

 » Customer Experience

 » Customer Relations/ Operations

 » CRM Management

 » Billing & Revenue Management

 » Digital Strategy/ Development

 » IT/ IT Transformation

 » Innovation & Strategy

http://www.tacevents.com/ccu19
mailto:k.edge%40tacook.com?subject=
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Global Challenges
Customer engagement in a time 
of utility business model reform: 
regulatory, technological and 
cultural change.

Technology Heroes                
Inspiring examples of how you 
can use digital innovation and 
disruptive technologies to 
optimise your CX strategy.

Customer Utility Relationships
True customer-centricity: how 
you can most effectively use 
technology to build customer 
familiarity and loyalty.

The Disrupters
What does CX look like in today's 
competitive landscape?  How 
connectivity is redefining your 
relationship with your customers.

08:00 Registration, Welcome Coffee and Click and Connect: Photo Wall
Have your picture snapped and add your areas of interest and contact details to aid networking and make new business contacts

09:00 Chairman’s Opening Remarks and Welcome
Neil Pennington, Smart Expert, Former Director of Innovation, RWE

09:10 Connected Customer: Connected Audience
Take part in this interactive session to meet and greet your fellow industry peers

09:20 Customer Experience @ innogy: From Good to Great – Our Way to CX Championship
 » CX is the new battlefield: addressing new customer expectations as an “old world” incumbent 
 » Becoming a CX champion: reaping the benefits of both customer and business perspective
 » CX mindset shift: putting the customer in the center of our everyday business

Jens Michael Peters, Head of CX, innogy SE 

10:00 Customer Centricity: It's all in the Culture
 » Change starts from within: the significance of innovation, culture change and collaboration 
 » Big company dynamics: how to ensure the customer is part of the daily conversation of all employees 
 » How to detect and overcome paradigms blocking the way forward 
 » It's all about the mind-set: fostering a culture of failure tolerance and flexibility while developing new models 

Thomas Zinniker, CIO, BKW

10:40 Morning Refreshments and Networking Break

11:10 Innovation and Design of the Customer Experience
 » Challenging our own way of thinking about customers and their needs
 » Entering the world of the customer in the era of the energy transition
 » An update on our customer innovation lab: making people want things v making things people want

Martijn van Glabbeek, Senior Business Information Architect, Alliander

11:50 Open for Change: Our Platform Migration Story
 » The journey from traditional integrated CIS software to an open platform solution
 » Turning technology buzzwords into business benefits
 » Would we do it again? Project challenges and lessons learned

Anita Gasparikova, CFO, The East Slovak Water Company
Peter Lamacka, Managing Director, Empirica

12:30 Networking Lunch

13:40 Smart Home Becoming Mainstream - How Utilities can Benefit from Alexa & Siri
 » Exploring opportunities: understanding the business opportunities of smart home for utility companies
 » Putting the customer first: how to develop relevant propositions for your customers
 » Creating engagement: how to stay on top and stay ahead of you competitors
 » Getting started: it's all about people 

Volker Mayr, SVP Online & Partnering, E.ON Energie Deutschland GmbH

Day One
Wednesday 12 June 2019

AGENDA

http://www.tacevents.com/ccu19
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14:20 Executing at Scale – IDC Practical Guidance for Initiating and Succeeding in Experience Management
 » Defining the business horizons
 » Business value categorized and quantified
 » Use cases defined and measured
 » Building cross organizational support

James Eardley, Global Director Industry Marketing, SAP | Florian Froemberg, Industry Principal, SAP

15:00 Afternoon Refreshments and Networking Break

15:30 Customer Loyalty in an Age of Energy Transformation
 » Building loyalty with your customers – what does that mean for the energy industry?
 » Does fostering customer loyalty have to mean loyalty programmes? 
 » Engaging the customer of the future – “proposition” over technology?

Dr. Joachim Klein, Vice President Loyalty, E.ON

16:10 Building Trust and Using Technology in a Crisis
 » Extreme environmental challenges – which actually resulted in increased levels of customer trust!
 » How can new technologies help build customer familiarity and favourability?
 » A long-term approach to building customer trust, satisfaction and engagement

Alun Shurmer, Director of Customer Strategy & Communications, Dwr Cymru Welsh Water

16:50 Ensuring Customer-Centricity in a High Tech, Global Industry
Chief of Staff and Global Customer Experience, Elly Domene, CCXP, will close the 2019 Connected Customer: Utilities conference by sharing    
exclusive insights into the global CX strategy she has implemented at SES Networks.  Enabling over 300 million households, governments, 
armies, cruise-liners and ships all over the globe and covering all  continents, hear first-hand the challenges the world's leading satellite operator 
has experienced in turning the company around to embrace customer centricity. 
Elly Domene, Chief Of Staff and Head of Customer Experience, SES Networks 

17:30 Chairman’s Closing Remarks 

17:45 Close of Day One

18:00 Evening Networking Reception
Reflect on the day's learnings and unwind with your peers with a drink and regional Dutch canapes on the Radisson Park Inn's terrace.

Day One
Wednesday 12 June 2019

AGENDA

http://www.tacevents.com/ccu19
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11:15 Deep Dive Discussion Groups
With regulatory and business model reforms, constant technological developments and an ever more demanding customer base, the challenges 
of developing an effective and future-proof customer experience strategy are manifold.  We’ve grouped today’s biggest challenges into three 
discussions groups, so you can explore each essential topic fully, put your questions to our experts and benchmark with your peers.

Disruptive Business Models

 » What is the relationship between digital 
transformation and customer centricity?

 » Do utilities have the skills to innovate in 
customer service? 

 » Who are the disrupters? Who is the                 
competition?

Rebecca Dibb-Simkin, Marketing & Product 
Director, Octopus Energy

The Utility-Customer Relationship

 » Identifying the biggest challenges in 
establishing a relationship with your 
customer

 » Do you really know what they want? 
 » How can we best communicate with them?
 » What new technologies are available 
to improve your relationship with your 
customer?

Liam Mullholland, Former Director of 
Customer Service, Northern Ireland Water

Blue Sky Thinking – Let’s Talk about Cloud

 » Are utilities currently fully utilizing the 
benefits of cloud solutions?

 » What functions in a utility company are 
suitable to run as cloud services and how can 
it improve your customers’ experience?

 » In what areas will cloud services help  
accelerate innovation?

Peter Lamacka, Managing Director, Empirica

12:55 Networking Lunch

14:00 Giving Customers the Power
 » A virtual power plant in every home is the future
 »  Using AI to effortlessly save and earn customers money
 »  Innovating the service offering to make it simple, easy and hassle free
 » Decentralising future energy through smart asset optimisation

Jason Sharpe, Non-Executive Director, Social Energy

14:40 Joining the Dots: Connected Customer: Connected Home
 » How do you re-build a 200 year old business model?
 »  What part does the customer have to play in innovation?
 »  Is the future of energy really here right now?

Rebecca Dibb-Simkin, Marketing & Product Director, Octopus Energy

15:20 Chairman’s Closing Remarks & Close of Conference

15:30 Close of Conference

09:00 Chairman’s Opening Remarks and Welcome

09:10 The Role of the Smart Home in Changing Customer Relationships
 » The drivers and challenges influencing today’s transitioning energy industry
 » Embracing changing customer expectations with technology
 » Exploring the smart home as a means to drive business value

Paige Leuschner, Senior Research Analyst, Navigant Research

09:50 Employee Engagement from First Dates to Marriage and Divorce: Exploring the Direct Link between Employee and Customer Experience
 » First dates: who are we looking to recruit and why?
 » Getting to know you: what should we do to engage staff?
 » Engagement: who is getting married - company or customers?
 » Marriage: how do you keep the relationship alive?
 » Divorce: if it doesn’t work - what happens and who wins?

Liam Mulholland, Former Director of Customer Service, Northern Ireland Water

10:35 Vote for your Deep Dive Discussion Topics
Create your own agenda! Select the topics to be discussed and ensure you get answers to your most pressing questions.

10:45 Morning Refreshments and Networking Break

Day Two
Thursday 13 June 2019

AGENDA
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Sponsors

Empirica

The Customer Information System (CIS) is a vital component of the meter-to-cash value chain for utility 
companies. Combining more than a decade of experience in consulting and software development, with a deep 
knowledge of CIS for utilities, we are pleased to introduce our flagship product - Empirica Stream.
Empirica Stream is a fully featured CIS that includes CRM, billing, collection and energy data management.  It also 
provides a complete set of tools and applications for energy suppliers to adapt quickly and efficiently to any fast 
changing business needs.

The software supports cross-selling and up-selling processes for both utility and non-utility products and 
services - everything can be converged into one bill.  It is built entirely on a service oriented architecture as an 
open platform, with an API design that supports customer engagement and helps to build a positive customer 
experience.  The billing engine and customer ledger are designed to process millions of customers and contract 
accounts.

Despite its complexity, the system is still very cost effective and its intuitive nature makes it easy to learn, use, 
operate and administer.

For more information, please visit www.EmpiricaStream.com

SAP Customer Experience

With over 4,000 customers, SAP is dedicated to the Utilities Industry, and at SAP Customer Experience we 
provide integrated omnichannel software solutions that let utilities create great experiences for their customers.  
We help Utilities move from Traditional Business models to new “Prosumer” Business models, and in the process, 
move from single faceted, meter centric relationships to multifaceted relationships that are proactive and 
advisory.

Meters are still important, but in the prosumer world meters might just as soon run backwards as customers, 
through solar and wind, generate power and not just consume it.  In the rapidly evolving prosumer world there 
are smart homes featuring IOT devices, smart appliances and energy storage.  And in the prosumer world, 
utilities proactively offer information and advice that make their customers lives better.

SAP Customer Experience offers the latest solutions to manage this new complexity and provide a great 
prosumer customer experience.  We offer solutions for Commerce, Marketing, Sales, Service & Self-Service, 
Identity Management, Customer Preferences and GDPR compliance all integrated to the Utilities’ Digital Core.
Cloud or on-premise, together or individually, our solutions deliver great customer experiences that lead to 
higher customer satisfaction, improved operating efficiency and increased profitability.

For more information, please visit www.cx.sap.com

Platinum Sponsor

Gold Sponsor

http://www.tacevents.com/ccu19
http://www.EmpiricaStream.com
https://cx.sap.com 
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Company

Address

Postcode 

Country

Invoice Address (if different from above):

P.O. No. (if applicable)

Postcode

Country

Main contact for this booking

Telephone

Email

Signature

Full name

Job Title & Department

Telephone

Email

Delegate One

Delegate Two

Full name

Job Title & Department

Telephone

Email

Registration and Contact Office

T.A. Cook Conferences
4th Floor, Mclaren Building
46 The Priory Queensway
Birmingham, B4 7LR, UK
T: +44 (0) 121 200 3810
E: info@tacook.com
Registered in England and Wales
Company Registration Number: 4263656

Contact
Emily Briscoe
e.briscoe@tacook.com
+44 (0) 121 200 3810

Venue
Park Inn Amsterdam City West
La Guardiaweg 59
1043 DE Amsterdam
The Netherlands

Early Bird Discount: 
Valid for registration and payment by 
Friday 26th April, 2019

State Owned Utilities..........................................€999
Privately Owned Utilities................................. €1,099
Software Vendors and Services......................€1,299 

Standard Fee
State Owned Utilities..........................................€999
Privately Owned Utilities..................................€1,299
Software Vendors and Services......................€1,499

21% VAT will be applied to fees

Terms and Conditions
Registration Cancellation and Substitutions. Cancellations must be made in writing at least two weeks 
before the beginning of the event. In this case we will charge a processing fee of £175.00, €200.00 or $250.00 
dependent on the currency of the event that you have registered for. Cancellations received less than two 
weeks before the event will be liable for the full registration fee. This also applies to registrants who do not 
attend the event. If a participant cannot attend for whatever reason, it is of course possible to nominate 
a substitution. Substitutions must be received in writing, must be addressed to the registration office and 
must include the names of both the original and the substitute registrants. We reserve the right to cancel 
your registration or refuse access to the event.

Payment Participation. Participation in an event is only possible if payment has already been received, 
or if it is submitted at the event via credit card payment or bankers draft/cheque. Please note that non-
attendance for any reason is subject to the cancellation terms laid out above.

Liability. You agree to indemnify and hold T.A. Cook Consultants and its business lines
harmless against any and all loss, liability, damage, costs, expense, claims, proceedings and actions arising out 
of any negligent act or omission of client or their representatives; including any breach of these terms and 
conditions. The attendee is responsible for arranging appropriate insurance cover in connection with their 
attendance at this event, including prevention, postponement or abandonment. T.A. Cook and its business 
lines cannot be held liable for any loss, liability or damage to personal property. T.A. Cook and its business 
lines are not liable for damages due to technical malfunctions that may occur. We bear no responsibility 
if it is necessary to exchange, cancel, modify or postpone an event due to an unforeseen event or act of 
God, including, but not limited to, armed conflict, civil unrest, terrorist threats, natural disasters, severe 
weather, significant influence on transport.

Organisers’ Changes. We reserve the right to make changes to the event programme or to cancel the event 
in the case of insufficient delegate numbers. In this case, the delegate attendance fee will be refunded in full, 
though we are not liable for any further costs incurred by delegates in connection with their attendance. 
We do our best to ensure all presentations are available for electronic download, but in some cases, cannot 
guarantee that speakers will make their presentations available for sharing
post-conference.

Data Policy. By registering for this event, you grant us permission to use your data to fulfil
our contractual obligation towards you. If this is the first time you are registering for an event with us 
your details will be held on our internal database for this purpose only, and will not be included in future 
marketing unless your consent is provided. If you have an existing relationship with us, you can access your 
profile information at any time to update your marketing preferences or to unsubscribe. We will share your 
details as part of our participant lists to delegates and speakers before or onsite at the event. If you object 
to this data sharing, please notify us by email data@tacook.com. Your data may also
be shared with third parties to fulfil our contractual obligations to you. We will only supply your information 
to event partners and sponsors if your explicit consent is given. For further information, please visit www.
tacevents.com/uk/privacy-cookie-policy

Governing Law/Place of Jurisdiction/Place of Performance
(1) The law of the Federal Republic of Germany is solely applicable. Application of the UN Convention on 
Contracts is expressly excluded.
(2) The place of jurisdiction is Berlin.
(3) The place of performance is the announced event location.

Video and Photography
We plan to take photographs and video material at the event and reproduce them in educational, news 
or promotional material, whether in print, electronic or other media, including event websites. All photos 
and videos become the property of T.A. Cook. These may be displayed, distributed or used by T.A. Cook 
for any purpose. You have every right to opt-out of having your photograph taken. Please contact us at 
info@tacook.com for more information.

To register for this event please fax this
registration form or visit our event website:
Fax: +44 (0) 121 212 1623

              www.tacevents.com/ccu19

VAT number 818 682 139 B01

Further Information

I would like to receive information and updates relevant to my field of interest
I am happy to share my details with the event’s sponsors and exhibitors
(Name, Job Title, Company Name, Country, Phone Number, Email Address)
I accept the terms and conditions
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