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I am delighted to welcome you to CXFusion 2016!

This year’s conference focuses on how delivering on the promise 

of your customer experience (CX) program is fundamental to why 

you create and run programs, and therefore should be the essence 

of how you structure and manage programs. I know your time 

is valuable and I want to personally thank you for choosing to 

attend CXFusion. I look forward to meeting with you and hearing 

your thoughts about how to drive positive change in our industry. 

Regards,

PRESIDENT & CEO,  MARITZCX
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Welcome CXFusion Attendees
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 CXEvolution Consultation
Learn what your CX maturity means from our CXEvolution experts.  
Sign up for a free 1:1 consultation at the info desk in the networking hall. 

 Agenda Advice
Need more help deciding which sessions to attend? Visit the  
CXEvolution kiosks to get advice on which sessions best suit you.

 Ask the Experts
Get your Dashboard, Bonfire, and Case Management  
technical questions answered by the experts. 

 Daily Demos
Monday April 25 | 11:00am, 12:00pm, 1:00pm, 2:00pm, 3:00pm, 4:00pm, 5:00pm

Tuesday April 26 | 7:00am, 7:45am, 10:00am, 12:15pm, 12:50pm, 3:00pm

Wednesday April 27 | 7:00am, 7:45am, 10:00am, 12:15pm, 12:50pm, 3:00pm 

 Visit With Our Sponsors
Discover and network with our amazing sponsors all day. 

Get a quick report on your 
organization’s CX maturity at 
maritzcx.com/assessment. 

If we find you wearing your 
maturity badge, you may be 
one of the lucky winners of a 
Starbucks gift card.

Get access to more detailed session 
descriptions and speaker bios. To 
download, search “CXFusion” in the 
Apple or Android app stores. 

Or use this link: cxfusion.com/app

Take the  
CXEvolution Assessment  
(Networking Hall)

Download the 
CXFusion App

Secrets to CXFusion Success

Experience the Networking Hall
This is where the magic happens. Stop by anytime to take advantage of the following opportunities:
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Monday, April 25
11:00am-6:00pm Registration  |  Check-in (Networking Hall)

2:00pm-2:50pm Workshops

3:00pm-4:50pm Workshops

5:00pm-6:00pm Happy Hour (Networking Hall) 

Introduction to CX Analytics 
Kurt Pflughoeft, Advanced Analytics 
Chief and Director of Marketing Sciences, 
MaritzCX
Juraj Kavecansky, Marketing Sciences & 
Advanced Analysis Director, MaritzCX

Understand common statistical mistakes 
in CX research and how to avoid them. 
This session covers basic concepts 
like statistical estimates, weighting, 
non-random samples, lurking variables, 
cause & effect, inference, confounding, 
and determining confidence intervals for 
Net Promoter Score. 

5 Ways To Get the Most From 
Your Text Analytics Efforts
Michelle Turner, Sr. Director Innovation  
& Product Mgmt, MaritzCX
Brion Scheidel, Director Text Analytics, 
MaritzCX   

These five approaches will help you 
maximize your analysis of unstructured 
data and your text analytics programs. 

Building a Strong VoC Program  
Jeff Olsen, Director of Training & 
Education, MaritzCX   

Learn how to build and launch a strong 
VoC/customer feedback program. Get 
hands-on, practical advice to save time 
and receive better results with your 
program development and launch.  

Designing a CX Study to  
Tell a Story
Funda Whitaker, Sr. Director of Strategic 
Research Services, MaritzCX

Learn how to design a study “with the 
end in mind,” starting with business 
objectives and working backwards from 
reporting to insights. These hands-on 
exercises will help you practice the 
steps of the study design process and 
help you focus on finding the story.

Setting CX Goals  
Dave Ensing, VP Solution Strategy, 
MaritzCX

Join us for a discussion on setting CX 
goals. Discover the pros and cons of 
both outcome-based and activity-based 
goals and the appropriate applications 
for each. Learn how to set numerical 
goals and what pitfalls you should avoid 
while doing so.

Championing CX Change  
Michael Allenson, Sr. Strategic  
Consulting Director, MaritzCX
Kari Woolf, Product Marketing Director, 
MaritzCX 

This workshop provides a unique 
opportunity to discuss the challenges of—
and solutions for— driving real CX change 
with colleagues from across different 
industries. 

The Basics of Journey 
Mapping
Matt Inman, Sr. Director of CX Strategy  
& Design, MaritzCX  
Len Ferman, Senior Consultant, 
MaritzCX 

Understand how customer journey 
maps can inform your CX program.  
Get hands-on experience and advice 
to streamline your efforts to develop 
your own journey map. 

BREAKOUT (BELLAGIO 5) BREAKOUT (BELLAGIO 6) BREAKOUT (BELLAGIO 7) BREAKOUT (CEZANNE 1)

Mobile Survey Design  
Ted Saunders, Digital Solutions Manager, 
MaritzCX
Tulsi Dharmarajan, Director Product 
Mgmt, MaritzCX

Learn how to design surveys for mobile. 
Bring your laptop so we can jump right 
into practical exercises. This is not a 
high-level overview of why mobile is 
imporant...we will be diving into the 
specifics.  

Effective Dashboard Design    
Eleanor Telling, Director Solutions 
Design, MaritzCX
Sheryl Hughes, Sr. Manager of Solution 
Design, MaritzCX  

How to effectively structure dashboard 
design to flow action through all levels 
of the organization. This is a working 
session for those who run CX programs 
currently on and off the MaritzCX 
platform.

Tuesday, April 26
7:00am-8:20am Breakfast (Networking Hall)

8:30am Carine Clark, President & CEO, MaritzCX 
Delivering the Promise of Customer Experience. Many CX practitioners want their programs to optimize the customer and employee  
experience at every stage of the journey. Yet, even the best programs struggle to fully achieve this promise. Carine and guests will  
present key principles and trends that make the promise of delivering a first-rate customer experience a reality.

Megan Burns, VP Principal Analyst, Customer Experience, Forrester Research  
The Path To Customer Experience Management Maturity. Not every company needs an exceptional customer experience. Depending 
on your strategy, good CX might be good enough. But even getting to good is hard these days. Eighty-four percent of brands in 
Forrester’s US CX Index got an “Ok” rating or worse from customers, a clear sign that the current approach to CX management (CXM) 
needs work. Megan will share her latest research on how successful companies have elevated their approach to CX management. You’ll 
learn what  these companies did and, more importantly - why it worked so that you can craft a CXM road map that will be just as successful. 

Charles Best, President & CEO, DonorsChoose.org
Charles Best will explain how he utilized innovative business practices and strategic partnerships to expand DonorsChoose.org into  
the highly respected non-profit it is today. His organization places great emphasis on transparency and the value of every donation –  
large or small. To date, DonorsChoose.org has helped raise over $420 million for public schools across America.

10:00am Break (Networking Hall)     
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Tuesday, April 26 (Continued)
10:40am-11:20am Breakout Sessions 

11:30am-12:10pm Breakout Sessions         

12:15pm Lunch (Networking Hall)

1:30pm-2:10pm Breakout Sessions

2:20pm-3:00pm Breakout Sessions

3:00pm Break (Networking Hall)

3:30pm-4:20pm Panels

The Convergence of CX and UX
Diane Magers, Customer Experience 
Executive, AT&T
Tiffany Stryk, Director Customer 
Experience, Dell

With the maturity of digital, mobile, 
e-commerce, and product usability focus 
for many companies, user experience 
has now become a significant part of the 
customer experience. Join Dell and AT&T 
to understand how user experience 
data and actions should be part of your 
overall, holistic customer program. 

MaritzCX: Integrations: Sharing 
the CX Data (and Love) With 
Enterprise Systems
Alan Gee, Sr. Product Manager, MaritzCX
J. D. Jeppson, VP Business Development 
and Partnerships, MaritzCX
Learn about the pre-built integrations 
and open API available today—and get a 
sneak peek at what’s coming next in our 
integration game plan. 

Lessons From EMC’s Award-
Winning CX Program  
Carolyn Muise, VP Total Customer 
Experience, EMC 

Discover lessons from EMC’s CX 
program, which has led the industry 
in its use of advanced data analytics, 
holistic listening capabilities, and 
company-wide customer-centric 
culture.

The Art of Experience Making 
Ana Brant, Director Global Guest 
Experience & Innovation, Dorchester 
Collection

What is the difference between great 
service and great experience? Ana 
Brant explains the science of listening to 
customers and the art of creating luxury 
experiences.

MaritzCX: Predictive Analytics 
Sneak Peek
Justin Thompson, VP Product Strategy, 
MaritzCX
Find out what we’re doing with 
predictive analytics to revolutionize the 
way you deliver CX through greater 
visibility, faster insights, and proactive 
interventions.

Tailoring the Service 
Experience: Who Says One 
Size Fits All?
Scott Humes, Treasury Services 
Manager, Wells Fargo

Learn how Wells Fargo developed a 
new way to make a positive impact 
on its B2B customers, one customer 
at a time through proactive service 
consultations. 

Building a Strong VoC Team: 
Lessons From Power Users
Jennifer Maldonado, Voice of Gamer 
Manager, Activision
Kathy Clark, VoC Manager, Paychex

Join two companies that have built 
successful CX/VoC teams from 
scratch. Learn from program leaders 
how you can build a team that 
effectively uses the MaritzCX platform 
to gain strategic insight and inspire 
action on the frontlines. 

What the CEO Wants from You     
Moderator: J. D. Jeppson, VP Business Development  
and Partnerships, MaritzCX 
Mike Dufault, Global Head of Market Research, BNY Mellon
Megan Burns, VP Principal Analyst, Customer Experience, 
Forrester Research
Ingrid Lindberg, CEO/CXO, Chief Customer
Douglas Palmer, Principal, Deloitte Consulting
How can CX practitioners effectively collaborate with 
the C-Suite to drive change? 

The Future of Feedback 
Moderator: Alan Winters, Sr. Product Manager, MaritzCX 
Walter Good, President, PinPoint Research
Allen Porter, VP of Customer Success, Survox 
Ash Rajan, Product Manager, Google Consumer Surveys    
“I love taking surveys” said no one ever. How are 
innovative companies capturing feedback without 
intruding on customers’ lives?

MAIN HALL (BELLAGIO BALLROOM) BREAKOUT (BELLAGIO 6)

Using CX Data on the Frontlines 
Moderator: Matt Inman, Sr. Director of CX Strategy, MaritzCX
Nate Nielsen, Retail Operations Manager, REI 
Chris Hodges, Director Digital Practice, West Monroe 
Partners  
Scott Dille, CX Director, Northern Trust  
Action at scale is the secret to customer  
experience success.   

BREAKOUT (BELLAGIO 5)

The Journey to CX Maturity  
Moderator: Michael Allenson, Strategic 
Consulting Director, MaritzCX 

A panel of CX experts will provide 
insights and answer questions about 
what it takes to become a more 
customer-centric organization. 

MaritzCX: What’s New and 
Coming in the Platform 
Mark Magee, VP Product Mgmt, MaritzCX

Get the latest thinking, developments, 
and roadmap plans for the MaritzCX 
platform. Whatever products you use, 
you won’t want to miss the chance  
to find out what’s new and what’s  
coming next.  

Keep Them Coming Back: 
How a Great Culture Ensures 
a Great Customer Experience  
Kimberly Abel-Lanier, VP Workforce 
Solutions, Maritz Motivation Solutions 
Terry Byrnes, VP Total Services, Caesars 
Entertainment 
Learn how Caesars’s employee 
recognition program incorporates 
customer feedback to help engage 
and motivate employees.

How John Deere Uses Mystery 
Shopping to Deliver on their 
Brand Promise
Sam Whitehead, Dealer Development 
Manager, John Deere 
Al Goldsmith, VP Account Director, 
MaritzCX

Learn how John Deere uses mystery 
shopping to get real-world customer 
insights—and actionable CX data—at 
the point of touch.   

MAIN HALL (BELLAGIO BALLROOM) BREAKOUT (BELLAGIO 5) BREAKOUT (BELLAGIO 6) BREAKOUT (BELLAGIO 7)

MaritzCX: Seizing the Frontline 
Moment With Case Management
Bryan Rhodes, Director Product  
Mgmt, MaritzCX

Take CX insights from the board room all 
the way to the frontline to drive action 
and results, and trigger hot  
alerts based on real-time analysis of 
customer comments.   

Putting People First:  
Designing for CX Success
Stephanie Neal, VoC Lead, Northern Trust

Scott Dille, CX Director, Northern Trust 
Northern Trust built a thriving customer 
experience practice in three years. Hear  
about the journey and how the team’s  
early exposure to human-centered  
design shaped its CX philosophy.  

Beyond Journey Mapping to 
Customer Co-Creation   
Joe Wheeler, President of CX Workout 
Go beyond traditional journey 
mapping by applying mobile 
technology to deeply understand the 
experience and co-create solutions 
with customers that deliver a 
significant return on investment.

No Culture, No Customers 
Ingrid Lindberg, CEO/CXO,  
Chief Customer

How to cultivate a team of highly 
engaged employees. Learn from Ingrid’s 
case studies and proven techniques for 
building highly engaged cultures.  

Strategies That Take You 
Beyond the Score  
Stan Swinton, Principal, Bain & Company
Stan’s presentation will focus on the 
few critical elements of a world-class 
customer experience improvement 
system (the Net Promoter System) 
that combines robust metrics and 
customer insights with work practices, 
root cause analysis, decision making, 
and leadership disciplines to help drive 
better performance for customers.



6 #CXFUSIONWant more details? Download the CXFusion app in the app store or at cxfusion.com/app

4:30pm-5:15pm Closing Keynote (Main Hall) 

 David McCandless, Owner of Information is Beautiful 
David McCandless is a London-based author, data-journalist and information designer, working across print, advertising,  
TV, and web. His blog and best-selling books Information is Beautiful (2009) and Knowledge is Beautiful (2014) are 
dedicated to visualizing ideas, issues, knowledge, and data—and to discovering novel patterns and stories in the seas  
of data surrounding us.

7:00pm Dinner (Networking Hall) & Conference Party (Main Hall)  I  Jason Hewlett at The Bellagio
Join us in welcoming comedian and impressionist Jason Hewlett, to the Bellagio for a  
private performance for CXFusion attendees. Get ready to laugh, sing along and enjoy an 
unforgettable one-man show!

Wednesday, April 27 
6:00am Elite 5k Run  I  Sponsored by HP

7:00am-8:20am Breakfast (Networking Hall) 

8:30am    Adam Edmunds, Chief Strategy Officer, MaritzCX 
The Untapped Opportunity for CX. Customers’ expectations and interactions with businesses are evolving, so 
customer experience programs need to evolve too. New strategies and technologies provide a tremendous opportunity 
for practitioners to capitalize on the new frontier of customer experience. Adam will explore these opportunities and 
how you can capitalize on them to drive business success.

Bruce Temkin, Customer Experience Transformist & Managing Partner, Temkin Group
Stop the Spread of Emotion-Less Customer Experience. While customers perceive of three dimensions of an 
experience—success, effort, and emotion—companies overly focus on one or two of these areas. Temkin Group 
research shows that companies are weakest when focusing on emotion, which is the most significant driver of 
customer loyalty. Industry visionary Bruce Temkin will share some of Temkin Group’s research and show what it takes 
to focus more on your customers’ emotions. Attendees will learn some strategies and best practices for tapping into 
the power of emotion to build loyalty with their customer.

R “Ray” Wang, Principal Analyst, Founder & Chairman, Constellation Research, Inc.
R “Ray” Wang is the Principal Analyst, Founder, and Chairman of Silicon Valley based Constellation Research, Inc.  
He’s also the author of the popular business strategy and technology blog “A Software Insider’s Point of View.”  
His blog and his new book Disrupting Digital Business provides insight into how disruptive technologies and new 
business models such as digital transformation impact brands, enterprises, and organizations.

10:00am Break (Networking Hall) 

Tuesday, April 26 (Continued)

10:40am-11:20am Breakout Sessions

11:30am-12:10pm Breakout Sessions

MAIN HALL (BELLAGIO BALLROOM) BREAKOUT (BELLAGIO 5) BREAKOUT (BELLAGIO 6) BREAKOUT (BELLAGIO 7)

The Convergence of Brand,  
Marketing, and Customer Experience   
Joana van den Brink-Quintanilha,  
Sr. Analyst Serving CX Professionals,  
Forrester Research
As competitive pressures increase,  
companies need to ensure that the  
promises they make in the market and  
the experiences they deliver reinforce  
each other. Discover four rules companies 
should follow to make sure brand,  
marketing, and CX align.

MaritzCX: Advanced Text Analytics
Michelle Turner, Sr. Director Innovation  
& Product Mgmt, MaritzCX
Kurt Pflughoeft, Advanced Analytics 
Chief and Director of Marketing Sciences, 
MaritzCX

Learn how you can use advanced text 
analytics to do more than analyze survey 
verbatims, but to significantly enhance 
your CX strategy and mine insights 
from social commentary without getting 
overwhelmed by “digital exhaust.”   

The Power of CX Blueprinting
Jordan Sternlieb, Senior Manager 
Banking, West Monroe Partners
Shawna Thompson, Vice President 
Operations, BECU  

CX blueprints translate customer 
journeys into business operations. 
Learn how West Monroe Partners built 
a customer acquisition model, and 
connected experience, by leveraging 
CX blueprints.

User-Based Experience Design
Adam Sant, Sr. Director UX,  
The Dollar Shave Club

Discover the human-centered design 
process and learn six design principles 
that can help your company become 
more engaging and meaningful.

MaritzCX: Optimize Your 
Dashboard Designs to Drive 
Action 
Melissa Wozniak, Sr. Solution Designer, 
MaritzCX
Michelle Pfister, Sr. Product Manager, 
MaritzCX
Design and implementation specifics 
you need to know to best leverage 
MaritzCX Dashboard features and 
flexibility to enhance program 
performance and drive required actions. 

Coaching to Behavior to  
Drive Metrics   
Cynthia J. Grimm, Chief Customer 
Experience Officer, CX Solutions 
Stephen Butler, SVP Customer Experience, 
CX Solutions

Balancing coaching on process versus 
behavior can be an ongoing struggle 
with performance pressures leading to 
a greater focus on metrics. CX Solutions 
shares best practices for coaching to 
behaviors that turns transactions into 
interactions and drives appropriate 
performance metrics.

Actions Beat Intentions  
Greg Young, Director, Brand 
Engagement, Mazda Canada Inc.
Christine Johnston-Peters, Account 
Director, MaritzCX

Learn how a Canadian automotive 
manufacturer shifted away from 
chasing the “CX score” towards a 
“customer-first” approach.  

Case Study: Allergan’s Success 
in Customer Loyalty
Rich Shaner, Senior Manager, Customer 
Engagement Marketing, Allergan
Bill Hennessy, Director of Client Services & 
Design Strategist, Maritz Motivation Solutions

Learn how Allergan used customer 
loyalty programs to blend behavioral, 
transactional, and attitudinal data to 
achieve remarkable growth within their 
customer base. 
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12:15pm Lunch (Networking Hall)          

1:30pm-2:10pm Breakout Sessions    

2:20pm-3:00pm Breakout Sessions

3:00pm Break (Networking Hall) 

3:30pm-4:10pm Breakout Sessions

       

4:15pm-5:00pm Closing Keynotes (Main Hall) 

Kyle Hutchins, Director, Customer Experience, West Monroe Partners  

Fist Bump vs. Hand Shake – Tactics to Deliver CX Promise in Your Operations. What can a social ritual teach  
us about customer experience? Kyle will teach how leading companies are opening up operations,  
preferring contrarian views to hygienic ones, provoking change, and not letting go.

Charlotte Blank, Executive Director, The Maritz Institute

Delighting Without Asking: Anticipating Customer Needs through Human-Centered CX Design. Research shows  
that we can boost efficiency, build goodwill, and enhance relationships with our customers by learning to anticipate  
and proactively service their needs. Insights from neuroscience and behavioral economics help us to understand  
what customers can’t articulate – and what we need to know to create exceptional customer experiences!

MaritzCX: CXEvolution: 
Enculturating CX in Your 
Organization
Justin Thompson, VP Product Strategy, 
MaritzCX 
Michael Allenson, Sr. Strategic Consulting 
Director, MaritzCX

Discover the keys to evolving from a 
mature to an enculturated CX program, 
including next-gen products, services, 
and lessons learned from companies 
operating at the highest levels of 
CX maturity. This session is ideal for 
companies in the Align and Enculturate 
stages.

The Multi-Module Research 
for the Multi-Device World
Maria Domoslawska , VP Global Digital 
Strategy & Research, Research Now  

How do you design the best 
methodology to get the most mileage 
in the constantly changing world of 
multi-screen consumption? In this 
session, we will demonstrate how 
new panel profile specifications open 
up opportunities for layering different 
modules of research for maximum 
return on data actionality.

Through Loyalty-Colored 
Glasses: Moving Beyond a 
Retention Program to a Loyalty 
CX Strategy 
Barry Kirk, Vice President Loyalty 
Marketing, Maritz Motivation Solutions

Brand marketers are increasingly 
embracing the value of optimizing 
their CX strategy, yet are still left 
scratching their heads when it comes 
to integrating their loyalty program 
into that strategy. Learn new insights 
surrounding consumer behavior and 
preferences that will help you address 
the challenges of building a CX-
optimized loyalty program. 

Steering Culture Through  
Data Insights
Ross McAllister,  Customer Loyalty 
Program Manager, Nalco Champion,  
An Ecolab Company

Who owns and is accountable for 
company culture? What are the effects 
of crazy growth or stagnation on how 
employees feel about their work? Nalco 
Champion has recently experienced 
all of these challenges and uses 
data mining to focus on what is most 
important to their employees.

MaritzCX: CXEvolution:  
Taking Your Program to  
the Next Level 
Bryan Rhodes, Director Product Mgmt, 
MaritzCX
Jennifer Passini, Sr. Director Business 
Development, MaritzCX
Move beyond reacting to problem-
solving by linking metrics, outcomes, 
and incentives. This session is ideal for 
companies in the Respond, Standardize, 
and Solve stages. 

MaritzCX: CXEvolution:  
Getting on the Map 
Matt Inman, Sr. Director of CX Strategy & 
Design, MaritzCX
Tulsi Dharmarajan, Director Product Mgmt, 
MaritzCX
Feel like your organization could use 
some guidance getting your CX program 
firing on all cylinders? This session is 
ideal for companies in the Apathetic, 
Investigate, and Measure stages.  

Beyond the Productivity 
Plateau—Making it Personal 
Teakaau Piho, Global Offering Manager 
CX Digital Content, Analytics and 
Transformation Services, Hewlett Packard

Economies of scale are table stakes—
personalization at scale is the new 
paradigm. Join a high-level discussion 
on delivering personal, contextual, omni-
channel communications in real-time, 
and the convergence of marketing, sales, 
and service for a holistic approach to CX. 

Data, Trust, and Designing for 
Customer Experience
Tim Morey, VP Innovation Strategy,  
Frog Design  

How customer experience 
professionals and R&D teams are 
converging in a world of smart 
connected products.

MAIN HALL (BELLAGIO BALLROOM) BREAKOUT (BELLAGIO 5) BREAKOUT (BELLAGIO 6) BREAKOUT (BELLAGIO 7)

Innovation in Retail
Moderator: Sherrie Austin, Regional Sales 
Director, MaritzCX 
Ben Stewart, Omni Channel Innovation, 
Patagonia
Derek Wysong, Director Contact Center 
Operations and Customer Experience, 
American Signature Furniture Inc. 
Jen Rubin, Sr. Director Solution Strategy, 
MaritzCX
Samantha Law, Sr. User Researcher,  
Rent the Runway 
Retail channels are leading the way in 
disruption and change. Omnichannel 
is the word of the day. How are CX 
professionals measuring and influencing 
the new retail experience? 

MaritzCX: Why No CX 
Program Is Complete Without 
Spotlight Data Mining
Kyle LaMalfa, Principal Data Scientist, 
MaritzCX 

Learn how this secret CX weapon 
brilliantly analyzes data and churns 
out compelling CX insights that used 
to require thousands of analyst hours.     

Unique Challenges of B2B CX 
Christopher Miller, Customer Advocacy 
Manager, Intel
Jen Ericson, Director Client Experience, 
Trizetto
Jacqui Darcy, Director Client 
Experience, NextGen Healthcare

Three companies take 10 minutes 
each to discuss challenges and 
successes in their B2B CX programs. 
The final 10 minutes will be left open 
for Q&A.

Customer-Centric Employee 
Engagement  
JoAnn Lynen, Director Global 
Consultant Talent Management,  
Bain & Company 

Employee engagement is a critical 
lever to driving sustainable organic 
growth. This session will explore how 
companies can create a virtuous 
cycle of engaged employees focused 
on delighting customers.

Wednesday, April 27 (Continued) 
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CXFusion Certification Event
April 28-29, 2016  I  Monte Carlo Hotel, Las Vegas

The following agenda is for the certification event immediately following CXFusion. 

Transportation will be provided Wednesday, April 27 to the Monte Carlo. A shuttle will be leaving the 
South Tour Lobby (located below the main valet area) at 6:00 PM and 6:30 PM to transfer you to the 
Monte Carlo Hotel.

Venue
MONTE CARLO LAS VEGAS 
3770 Las Vegas Blvd. South, Las Vegas, NV 89109

VOC CERTIFICATION  I  Bronze Meeting Room 
This certification course is designed to provide a basic overview of Voice of the Customer (VoC) 
best practices – it’s a great place to start if you are new to CX or want to take your first step into 
any kind of formal CX/VoC education.

CX OPERATIONS CERTIFICATION  I  Copper Meeting Room 
Learn practical ways to improve survey response rates, reduce respondent fatigue, and explore 
new ways to engage customers in the CX feedback and exchange process. The CX Operations 
Certification combines the popular courses “Advances and Best Practices in Data Collection” and 
“Sampling, Survey Design & CX Study Design” into one efficient and powerful course.

7:30am-8:30am Networking Breakfast

8:30am-12:00pm Classes (Morning break included)

12:15pm-1:15pm Networking Lunch (Gold Meeting Room)

1:15pm-5:00pm Classes (Afternoon break included)

6:00pm Evening Free to Explore the City

Thursday, April 28, 2016
7:30am-8:30am Networking Breakfast

8:30am-12:00pm Classes (Morning break included)

12:15pm-1:15pm Networking Lunch (Gold Meeting Room)

1:15pm-5:00pm Classes (Afternoon break included)

Friday, April 29, 2016

Agenda

We’re looking forward to seeing you at the certification event!

Welcome To Education Nirvana
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Sponsors

PLATINUM

West Monroe is a progressive business and technology consulting firm that partners 
with organizations to reimagine, build, and operate their businesses at peak 
performance. Our team of more than 700 professionals is comprised of an uncommon 
blend of business consultants and deep technologists. This unique combination of 
expertise enables us to design, develop, implement, and run strategic business and 
technology solutions that yield a dramatic commercial impact on our clients’ profitability 
and performance. Our CX team helps you identify customer experience initiatives that 
strengthen your operating model and ultimately drive top-live revenue.

Maritz Motivation Solutions designs and delivers channel loyalty, sales incentive, employee 
engagement, customer loyalty, and rewards and fulfillment solutions to a diverse range of 
domestic and international clients. By infusing our solutions with the latest human science 
research, we empower our clients to succeed in engaging, motivating and inspiring the 
people they depend on around the world. In bringing together the human sciences with 
quality program design, leading-edge technology, amazing reward experiences, and some 
of the best minds in the human motivation business, we’re able to create unparalleled 
participant experiences that drive engagement, loyalty, and growth.

SPONSORS

Amazon Web Services provides 
a highly reliable, scalable, 
low-cost infrastructure in the 
cloud that powers hundreds of 
thousands of businesses in 190 
countries around the world. With 
data center locations in the U.S., 
Europe, Brazil, Singapore, Seoul, 
Japan, and Australia, customers 
across all industries are taking 
advantage of the platform.

Critical Mix provides easy access to highly-targeted 
global survey respondents, survey programming and 
data visualization services for market research and 
consulting firms. Driven by a passion for simplifying 
data collection, the team at Critical Mix is personally 
invested in giving clients the ultimate customer 
service experience. Every project, no matter the 
size or type, is supported by a team of always-
available, experienced market research practitioners 
who anticipate your needs and provide thoughtful 
customer care. Service options include a complete 
spectrum of high-quality data collection tools ranging 
from sample sources, survey programming and 
fielding, to report automation and data dashboards. 
Critical Mix is headquartered in Westport CT and 
operates globally. Call us at 1-800-651-8240 or email 
simplify@criticalmix.com.

Smartronix is a global professional solutions provider 
specializing in Cloud Computing, Enterprise Software 
Solutions, Network Operations, Cyber Security and 
Health IT solutions. Smartronix has been leading 
the cloud computing movement since 2009, with 
unparalleled expertise in building secure cloud-based 
solutions with a proven delivery model. We were 
early adopters of virtualization and have continued 
our investment in the development of our people, 
processes and technology within our cloud practice. 
We are an AWS Premier Partner placing us in the 
top 1% of all AWS partners globally. Smartronix’ 
CloudAssured™ Services allow our customers to 
leverage the power and scalability of the cloud while 
reducing the cost and complexity of managing and 
monitoring IT infrastructure and applications in-house. 

The Customer Experience Professionals 
Association is the premier global non-profit 
organization dedicated to the advancement 
and cultivation of the Customer Experience 
profession. We increase the impact 
and visibility of Customer Experience 
professionals, facilitate effective member-
to-member sharing, and establish 
respected standards.

SILVER

PinPoint Research is the leader in providing Voice Driven data collection and data 
processing for the customer experience (CX) enterprise market. With over 30-years’ 
experience, PinPoint Research pioneered the use of IVR technology for consumer 
survey research. Today, our proprietary hosted IVR survey and Speech-to-Text data 
processing technology solutions power the largest global brand’s surveys and voice 
data collection enabling real-time voice of the customer and CX solutions for call center 
and retail global applications.

Survox is the global leader in phone survey automation. Our multi-mode data collection solutions 
and services empower decision makers using market research or public opinion polling to gain fast, 
accurate insights from a precisely targeted set of respondents. We provide a unified platform for 
respondent targeting and multi-channel survey execution across a mix of modes—phone, online, and 
IVR—and vendor solutions. We enable respondent recruitment based on advanced segmentation 
strategies. Our solution delivers real-time, operational control, which helps researchers complete 
projects quickly and cost effectively. For more information, visit www.survoxinc.com.

5K ELITE RUN SPONSOR

Hewlett Packard Enterprise is an industry leading technology company that enables customers to go further, faster. With the industry’s most comprehensive portfolio, 
spanning the cloud to the data center to workplace applications, our technology and services help customers around the world make IT more efficient, more productive 
and more secure. More information is available at http://www.hpe.com

MEDIA SPONSORS ASSOCIATION AFFILIATE

GOLD

CX Workout is the world’s first SaaS-based software platform that brings your 
customers’ journey to life with videos and photos of their actual experience; seeing 
their reactions; hearing their voices; capturing their emotions and gaining their ideas for 
improvement - all right at your fingertips. If you are trying to demonstrate a clear ROI on 
your CX investments, CX Workout is the place to start. Click the link below to schedule 
your personal 10 minute demo in the Exhibitors Hall and you will automatically be 
entered to win a new Apple Watch! www.cxworkout.com

Research Now is the global leader in digital data collection, powering analytics and market 
research insights. The company enables data-driven decision making for its 3,000 market 
research, consulting, media, and corporate clients through its permission-based access to millions 
of deeply-profiled consumers using online, mobile, social media and behavioral data collection 
technology platforms. The company operates in over 35 countries, from 23 offices around the 
globe, and is recognized as the quality, scale and customer satisfaction leader in its industry. 
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DELIVERING THE  PROMISE OF CUSTOMER EXPERIENCE

Want more details? Download the CXFusion app in the app store or at cxfusion.com/app

SPEEDING 
 INSIGHTS

RESPONDENT 

ACTIONABLE

TARGETING
Online | Phone | IVR

Visit Booth #4 
Survoxinc.com/CXFUSION

Re-Thinking Multi-Mode
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ResearchNow.com/B2B
© 2016 Research Now Group, Inc. All rights reserved.

Discovering B2B Insights
With more than 8 million active 
panelists, our B2B reach runs deep. Get 
access to the industries and people that 
matter most, and the hard-to reach audiences 
that others can’t. Our single-source, cross-
device data is recognized for the confidence it 
gives to business decision makers.

As the largest provider and originator of B2B panels, 
we put your business first.

We take you deeper.

• Mobile friendly IVR surveys leveraging Voice 
Recognition Technology

• Speech-to-text delivers real-time voice transcription
• Provides customer sentiment data for analysis
• Multi-modal sampling for omni channel support
• Real-time alerts enabling escalation of CX data to 

customer care solutions
• Designed for today’s mobile consumer

IVR Survey Research Now Delivers the True Voice of the Customer for CX

2200 Powell Street, Suite 1010 
Emeryville, CA 94608   
800.776.7265     www.pinpointresearch.com

With more than 30 years of experience, our 
hosted IVR survey solutions support many of 
the largest global brands. Talk to us about the 
PinPoint Voice Driven Research difference.

PinPoint offers Voice Driven Research™, integrating a mobile 
friendly IVR survey, voice data collection and data process 
capturing the voice of the customer in a real-time and 
actionable form:
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DELIVERING THE  PROMISE OF CUSTOMER EXPERIENCE

Want more details? Download the CXFusion app in the app store or at cxfusion.com/app

Using insights and technology to 
transform businesses is one of the 
great competitive advantages of 
our time.

That’s what we do.

Our customer experience team 
helps identify initiatives that build 
customer advocacy, strenghten 
your operating model and 
ultimately drive top-line revenue.



When making strategic decisions about how to deliver a consistent and 

exceptional customer experience, having access to a range of flexible, 

proven solutions, perfectly-matched to meet the needs and preferences 

of those whose behavior you most need to influence is essential. You 

need a partner who can help you deliver a world-class experience at all 

touchpoints to all stakeholders – to your employees, to your channel 

partners, and most importantly to your customers. We can take you there.

Take Your Program Experience to the Next Level

1-877-4MARITZ • info@maritz.com • www.maritzmotivation.com


