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ELEVATING CUSTOMER EXPERIENCE

Transforming Customers to Loyal Advocates
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With participation of an elite group of

Their Excellencies, and Senior Leaders,
both from public and private sectors.
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Shep Hyken is a customer experience expert and
the Chief Amazement Officer of Shepard
Presentations. He is a New York Times and Wall
Street Journal bestselling author and has been
inducted into the National Speakers Association Hall
of Fame for lifetime achievement in the speaking
profession. Shep works with companies and
organizations who want to build loyal relationships
with their customers and employees. He is also the
creator of The Customer Focus program, which
helps clients develop a customer service culture

and loyalty mindset.

In 1983 Shep Hyken founded Shepard Presentations
and since then has worked with hundreds of
clients, including major global companies, to
develop customer service excellence policies.
Some of his clients include American Airlines,
IATA, American Express, AT&T, Disney, FedEx, and

many others.

His programs focus on ”"Customer Service &
Experience“,covering all aspects and dimensions,
including customer loyalty, internal service,
customer experience, and otherspecialized areas.
He is known for his high-energypresentations,
which combine important information with
entertainment (humor and magic) to create exciting
and engaging programs for his audiences.
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Stay updated on the latest tfrends and
best practices in customer experience
management, and customer service.

Explore ways to leverage data, technology,
and digital tools to enhance customer
engagement and loyalty.

Review of the Institutional Excellence
Standard (Customer Satisfaction) and
the five related Performance Indicators
(KPIs).

Discuss strategies for creating a
customer-centric organizational culture.

Identify opportunities for continuous
improvement and innovation in customer
experience.

Sharing ideas, experiences, and expertise
among participants.
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Researchers and

individuals interested

in customer

experience studies
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Sales managers
and employees

Customer service
and marketing
consultants
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Marketing and
promotion managers
and specialists
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Data analysts

Customer service
managers and
supervisors
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2 Agenda - Day One 1 October 2024

Main Theme: “I’ll Be Back: How to Get Customers to Come Back Again and Again”

07:30 - 08:30 Registration & Network

08:30 - 09:00 Opening Ceremony

PART ONE:

* An update on customer service and CX - Findings from Shep’s annual
CX research

» Strategies and tactics on how to create an amazing experience that
turns satisfied customers into loyal customers

Keynote Speaker: Shep Hyken

09:00 - 09:45

09:45 - 10:00 Awarded

10:00 - 10:30 Break and Networking

PART TWO:
* How to Create a Customer-Focused Culture

10:30 - 12:15 « Six Questions that Create the I'll Be Back Experience
* Managing Angry Customers and Confrontation
Keynote Speaker: Shep Hyken

12:15 - 13:00 Prayer Time - Lunch Break

PART THREE: Panel Discussion
H.E Sayyid Salim bin Muslim Al Busaidi - Undersecretary of the Ministry of Labor for
Human Resources Development

» Speaker Shep Hyken
14:00 - 14:15 Short Break

13:00 - 14:00

PART FOUR:
* The Convenience Revolution: How to Create a Frictionless Experience
* A Fireside Chat with Shep: Questions and Answers from the Audience
14:15-15:30 < Reflection: What Will You Take Back and Implement and/or Share with
Your Teams at Work?
Keynote Speaker: Shep Hyken

15:30 Closing of Day One
6
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Agenda - Day Two 2 October 2024

Day Theme: Mastering the Art of Customer Service

07:30 - 08:30  Registration & Network

08:30 - 09:00 REFLECTION

Session Four: Panel Discussion
CUSTOMER-CENTRIC CULTURE IN GOVERNMENT STRATEGIES TO
ENHANCE PUBLIC SERVICES

e H.E Dr. Saeed Hamed Al Rubaii - Vice Chancellor, UTAS
e H.E. Sulayem bin Ali Al Hakmani - Chairman of the Consumer Protection
e  H.E Sheikh Mohammed Sulaiman Al Kindi - Governor of North Al Batinah

Moderated by: Eng. Abdulrahman Humaid Al Yahyai - CEO of Integrated Gas Company

10:00 - 10:30  Break and Networking

Session Five: Panel Discussion

09:00 - 10:00

THE TAILORED TOUCH: CATEGORIES OF CUSTOMER
* Eng. Bader Mohammed Al Nadabi - CEO of Mwasalat
10:30 -11:330 . My saud Ahmed Alsiyabi - COO - Oman Investment and Finance Company (OIFC)
* Eng. Aladdin Abdullah Beit Fadhil - chief commercial officer- Omantel
* Mr. Nafal Said Al Saidi - VP Transformation and Innovation - OQ RPI

Moderated by: Eng. Abdulrahman Humaid Al Yahyai - CEO of Integrated Gas Company

Session Six: Panel Discussion
THE HEARTBEAT OF CX: FRONTLINE EXPERIENCE
e Mr. Musa Masoud Al Jadidi - CEO - Oman Housing Bank
11:30 - 12:30 °© Mr Hussein Ali Al Lawati - CEO - The Development Bank
* Dr. Saud Al Shidhani - Chief Transformation Officer - Sohar International Bank

e Mr. Hashim Mohammed Al Hashemi - Director General of Customer Services at Social
Protection Fund (SPF)

Moderated by: Dr. Rima Mansour Al Zadjali - Expert and specialist in the higher education field

12:30 - 13:30  Prayer Time - Lunch Break

Session Seven: Panel Discussion

THE CX SCORECARD: KNOW YOUR NUMBERS
*  H.E Sheikh Issa Ahmed Al-Mashani - Wali of Al Suwaiq

13:30 - 14:30 °* Eng. Saeed Ali al Abri - Chairman, Oman Chamber of Commerce & Industry - Al
Batinah North

* Eng. Naseer Ahmed Alhinai - Director General of North Batinah Municipality
* Lieutenant-Colonel/ Musallam Salim Alawaid - Sohar Police Station Officer
Moderated by: Dr. Rima Mansour Al Zadjali - Expert and specialist in the higher education field

14:30 Conference Closing Remarks and Future Directions
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The 9th Annual CX Conference

Individual/
Group Delegate

Registration
Form

Payment Method:
Please make Payments
in favour of:

Account Name:
Alassayel for
development /
Conferences

Bank: Bank Muscat

Bank Number:
0423-04126661-00-11

Please complete the registration form in CAPITAL LETTERS and send it back by
E-mail: Info@alassayel.com.om

Organization name
Contact person
Job title

Mailing address
E-mail

Telephone

Mobile

Authorized signature Date

SIN DELEGATE JOBTITLE

N & i1 A W N =

Omani Rial (OMR)
390 Per delegate
VAT will applicable

i gyl Jadingd y ol
Corporate rates available

1138(|)|grP(USdD)| - Free pass to all sessions.

er delegate ) .

VAT will applicable Full Conference materials.
- Lunch, Tea/ Coffe Breaks.

Optional: - Attendance certificate.

450$ for: Airport transportation & 5
Star hotel accommodation (2 nights
with breakfast).

Cancellation / Substitutions No cancellation will be permitted once a registration form is received. However, sbustitution is allowed.

HOW TO REGISTER oddasii 8]
Q +968 9858 3002 | +968 9917 1114 | +968 2450 4030 . . \élﬂ/ijl
Marwan@alassayel.com.om | info@alassayel.com.om u]}ﬂ-lgﬂﬂ —

£, Sultanate of Oman | ® t7 (=) Assayeloman Al-Assayel for Conferences
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