Virtual conference and training

Redefining Customer Service in Travel
10 February 2021
Headline sponsor

Agenda
09:00 Registration and networking

11:45 Break and networking
12:00 Knowing your customer
Top tips for personalising your relationships with
customers
Using data to maximise relationships
How has COVID changed the type of data we need?
Richard Baker, Chief Commercial Officer, Inspiretec

09:30 Welcome from the moderator
Charles Fachiri, Senior Customer Support Manager,
ABTA
09:35 Customer expectations, priorities and trends
The impact of the Coronavirus crisis on customer
service expectations for travel brands
Latest consumer sentiment update
How have customer priorities changed in relation to
travel?
James Clarke, General Manager, Travel zoo

12:20 Panel discussion: the new customer service
department
Hybrid working models built to last
Ensuring productivity in difficult circumstances
Digital workforce solutions and keeping internal culture
remotely
Engagement and wellbeing strategies
New skills and allocating resources in the new normal

09:50 Panel discussion: how do we rebuild as service brands?
Role of customer service in travel recovery
Customer centric business strategies
Moderator: Charles Fachiri, Senior Customer Support
Manager, ABTA
Jo Causon, CEO, Institute of Customer Service (ICS)
Lisa Smith, Chief Operating Officer, ITC Travel Group
Stuart Wright, Head of Customer Experience, easyJet
holidays

Moderator: Jo Causon, CEO,
Institute of Customer Service (ICS)
Emma Smallwood, Customer Service Manager,
Intrepid Group
Mariam Mogal, Manager – Customer Centre,
Virgin Atlantic Holidays

10:20 Break and networking
10:35 Legal recap: looking after your customers
Brexit; information, terms & conditions, assistance
when these go wrong – the increased importance of
travel insurance
Your obligations under the PTRs
FCDO advice
Claims – what to expect in future
Matt Gatenby, Senior Partner, Travlaw

13:00 Feedback – where to go from here?
Practical tips on how to use feedback to improve your
customer service
The importance of customer led data and how to put it
into action as travel unlocks
Keith Povey, Director of Marketing, Feefo
13:30 Lunch break

11:05 Panel discussion: what transformation are we seeing
in customer service channels?
Has there been a shift in popular customer service
channels?
How can technology meet new customer
expectations? Is the future video chat?
How to create human connection in a digital world and
the future of travel customer service (i.e. video chat,
chat bots, AI)

14:00 Meet new suppliers at the virtual exhibition
14:30 Practical workshops and training
15:30 Break and networking
17:00 Final chance to meet the exhibitors
17:15 Close

Moderator: George Hackett, Regional Manager UKI, Freshworks
Anna Reed, Director, Ocky White Travel
Jenny Shepherd, Head of Customer Excellence, Le Boat
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Workshops and training
Attendees choose two practical training sessions to attend live.
Watch recordings of the other sessions on demand at a later date.
These online training sessions include surgery sessions, workshops
and online training to improve your skills and provide the
opportunity to ask questions and work in groups.

Sponsors

14:30 Workshops – set one
1. Surgery – Managing customer service under the PTRs
Paula Macfarlane, Senior Solicitor, ABTA
plus Javed Ali, Legal Consultant, Hill Dickinson
- Obligations and refunds
- Destination testing requirements – how does this
impact your obligations
- What counts as a ‘significant change’ to a package
in a world with COVID-19?
- Questions
2. Workshop – Optimising customer loyalty through
data management
Richard Baker, Chief Commercial Officer, Inspiretec
- Winning trust – the balance between privacy and
personalisation
3. Surgery – COVID-19 claims handling
Krystene Bousfield, Associate Solicitor, Travlaw
- Legal recap – what were the pain points?
- What have we learnt and what can be taken forward
for future claims strategies?
- Questions
15:30 Break

Workshop sponsor

16:00 Workshops – set two
4. Online training – Complaints handling
Hannah Patel, Director, Red Lorry Yellow Lorry
plus Chloe Walters, Customer Support Manager, ABTA
- Managing difficult customers
- A focus on refund complaints
- Group activity
5. Online training – Alternative dispute resolutions
during COVID-19
Morgan Curtis, Customer Support Adviser (QM), ABTA
plus Gregg Hunt, Owner, Hunt ADR
6. Workshop – Building customer support that is 2021 ready

George Hackett, Regional Manager UKI, Freshworks

@ABTAevents

abta.com/abtaevents

Register now
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The conference

Event format

What will customer service look like post-pandemic and as travel restarts? Is your team prepared for the change, and the
opportunity? Are you equipped with the skills and knowledge you need for the future?

The event will be brought to you digitally, in a one-day format.

The transformation in travel customer service has accelerated as a result of the COVID-19 pandemic. With such rapid evolution,
brands that don’t innovate will suffer. As travel restarts, customer service teams will play a critical role in rebuilding trust and
confidence among customers. Employers need to equip their teams with new skills and knowledge to meet the demands of the
new world.
ABTA’s new one-day, virtual event provides practical, online training for customer service teams. The event will equip
individual team members, of all levels of seniority, with the practical skills, knowledge and insights they need for the future.
The event combines a morning of thought-provoking conference sessions focusing on the future of customer service, with an
afternoon of online training and practical workshops.

Benefits of attending
Get an essential update on the latest consumer
sentiment and traveller priorities to inform your
customer service strategies for 2021.
Listen to trusted advice and guidance from industry
leaders and legal experts.
Get a recap on your legal obligations to customers
including the PTRs, Brexit and FCDO advice.
Listen to how industry colleagues have managed over the
past year and future plans for customer service strategies
including technology and team structures.

Headline sponsor

Professionally edited content will be streamed live via a custom
event platform.
Interactive workshops and online training sessions for smaller
groups.
Submit your questions in advance or during the conference.

Sponsors

Network on the platform via chat or arrange 1:1 video meetings.
Visit sponsor hubs for exclusive content, guidance and resources.
Watch content after the event on demand.
Support and tutorials will be available.

Who should attend

Prices

Directors, senior managers and team leaders with responsibility
for customer service and sales

ABTA Members & Partners
Individual rate:
Business rate:
Non-Members
Individual rate:
Business rate:

£125 plus VAT *
£399 plus VAT *
£199 plus VAT *
£599 plus VAT *

Our new business rate allows you to train your whole team
digitally in a cost effective manner. It includes five digital log
ins and on demand content can be shared amongst your team.

Customer operations and experience teams
Complaints teams

Workshop sponsor

Sales teams
Legal teams
IT and transformation teams

Contributors

Take part in two hour long workshops and training
sessions of your choice on subjects including complaints
handing, PTRs, claims, ADR and customer loyalty.
Network with colleagues via the innovative virtual
platform.
Access content live and on demand and ask your
questions to experts and industry colleagues.

Team discounts
available with our
new business rates
*To qualify for the ABTA Member/Partner discount you must have a current
ABTA Member/Partner number or your application must be in progress when
the event takes place. For details on becoming an ABTA Member or Partner
visit abta.com/join
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