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Customer-First & Value-Adding Digital
Transformation & Innovation In Financial Services

Customer Trends, Expectations & Journeys • AI Value & Beneﬁts • Transformation Choreography, Methodologies & Legacy • Cultural
Transformation • Digital & App Design & Usability • Open Banking • Data Strategies • Digital Payments Today • Financial Capability
• Sustainable Banking • The Future Of Work, Challenger Banks & Disruptors

www.digitalfinanceconference.com
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Leveraging Growth Opportunities & Emerging Trends In Customer
Behaviours & Automation For
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A One-Day, Financial Services-Led Conference & Networking Event, Central London or Virtually,

Day

Customer Trends, Expectations & Seamless
Journeys: Add real value digitally and deliver innovative,
customer-centric journeys and experiences based on today’s
changed trends and expectations

The True Value Of AI: Real-life applications of AI to

enhance customer and colleague experience and boost innovation
and eﬃciency

Transformation Methodologies, Choreography
& Legacy: Best-practice methodologies for strategically

J.P. Morgan
Amy Brettell
Head of Customer, UK Claims

Zurich
Insurance
Group

Christopher Williamson
Head of IT Delivery

First Direct

American
Express

Mahmoud Mahfouz
Vice President - AI
Research Lead - J.P.
Morgan AI Research

Bhavik Mohandas
Director of Product
Management

Ullas Kishore
Senior Manager - Transformation
Strategy

Kari-Anne Clayton
Head of Transformation & Strategy Retail Banking Digital & Technology

Lloyds Banking
Group

NatWest
Group

Stuart Corrigan
Strategic Initiatives, Agile Centre
Of Excellence

Lloyds
Banking

upgrading legacy systems and practices to implement digital
transformation agilely

Company Culture In A Digital World: Overcome

colleague hesitancy around change, innovation and digitisation and
spark new ways of working for 2022 and beyond

5

Digital & App Design & Usability: User-centred

6

The Power Of Data, Open Banking & Payment
Innovations: Unlock customer mindsets and data to power

products and apps which reduce friction and boost engagement

Shnay Chohan
Senior AI Product Manager

Richard Beaumont
Head of Design

Sarah Greasley
Chief Technology Oﬃcer
Architecture Coe Lead

NatWest
Group

Direct Line
Group

Srivigneshwar Prasad
Senior Product Designer

Sol Enenmoh
Head of Digital Transformation

Paul Selman
Senior Digital Product Owner

Kat Mann
Savings & Investment Specialist

Mercedes Clark-Smith
Head of Design & Validation Retail
Experience

Portify

Vanquis Bank

M&G

Nutmeg

NS&I

Direct Line
Group

your digital transformation and innovation and capitalise on open
banking and new payments today

7

Building Financial Capability & Bridging The
Digital Divide: Furthering digital and ﬁnancial literacy and

8

The Future Of Work, Challenger Banks &
Disruptors: Innovate and overcome the new challenges of a

9

Digital Innovation & Climate Change Case
Studies Hear how NatWest and First Direct are harnessing digital

inclusion for a customer-centric conscience

digital-ﬁrst world as we move towards post-pandemic “business as
usual”

potential to drive their innovation and transformation

• Capture The Momentum Of 2021 - Learn & Inspire!
• Dedicated Virtual Networking Lounges
• 18+ Financial Services Digital, Product, Transformation,
Technology, AI & Customer Heads & Directors Speaking
• Have Your Say! Financial Services Tailored Breakouts:
Digital Inclusion, Sustainability, Insurtech
Organised By:
& Future of Advice

info@digitalﬁnanceconference.com

David Thomson
Senior Product Owner – Personal
Current Accounts

Lloyds Banking
Group

Lydia Malakis
Senior Advisor

Gossman &
Cie. Group

+44 (0) 20 3479 2299

Sarah Ratner
Chief Operating Oﬃcer

Eddie Yanez
Head of Digital and AI Strategy

“ Great content, all the
speakers were generous sharers
and it made a difference”
Bank Of America

Previous Conference Attendee

Lendable

AIG

www.digitalﬁnanceconference.com

Leading Transformation, Digital, Product & Customer Professionals Share Their Digital Transformation & Innovation Journeys To Improve Customer Experience & Business

18 Outcomes With Agile Transformation Methodology, Cultural Change, Customer-Centric Digital & App Design, Open Banking & Savvy Data
08.30 Log In & Explore The Virtual Platform

Shnay Chohan
Senior AI Product Manager

08.40 GIC Welcome
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08.50 Morning Chair’s Opening Remarks
David Thomson
Senior Product Owner

• How can you ensure your company culture attracts a skilled workforce capable of
realising digital innovation?

NatWest Group

Christopher Williamson
Head of IT Delivery

ﬁrst direct

Sarah Greasley
Chief Technology Oﬃcer,
Architecture CoE Lead

Lloyds Banking
Group

Direct Line Group
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Customer Trends, Expectations &
Journeys

Open Banking

10.10 Bonus Session Reserved For Exclusive Conference Partner
10.25 Morning Refreshment Break With Informal Networking

09.00 Add Value & Deliver Seamless & Innovative Customer

• Declutter your onboarding processes to deliver instant sign-ups and new products at
the touch of a button
• How can you gain a more holistic view of the customer journey and tap into demand,
expectations and trends around digital transformation?
• Where can ﬂexible processes enhance customer experience and ensure completion
by allowing customers to dip in and out of product journeys?
• Strategies to navigate data security requirements to oﬀer hassle-free customer
journeys when customer patience is limited

09.00 Stuart Corrigan

Strategic Initiatives, Agile
Centre Of Excellence

1

Lloyds Banking Group
09.20 Mercedes Clark-Smith

Head of Design & Validation
Retail Experience

Transformation Choreography &
Legacy
10.55 Best-Practice Methodologies For Strategically

Upgrading Legacy Systems & Practices To Implement
Digital Transformation

• Discover how to choreograph digital transformation for sustainable, valuable, and
long-lasting change
• How can you secure buy-in from colleagues and senior management for a frictionless
transformation?
• Leverage transformation choreography to not only prepare for the future but
transform the present
• Balance innovative transformation with restrictive regulations and real-life capabilities
• Learning from agile, speedy ﬁntechs whilst navigating legacy and governance
restrictions

10.55 Sol Enenmoh

2

Head of Digital
Transformation

National Savings &
Investments

That Enhance Customer & Colleague
Experience
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09.40 The True Value Of AI & Real-Life Applications

Q&A

• How can you apply AI in its simplest forms to fully leverage its value for
customers and colleagues? Quantify and measure the value of AI to win
buy-in and convert sceptics
• Navigate the limits of legacy systems to ﬁnd new partners and AI solutions
• Evaluate and action the right amount of AI and RPA for your processes, what are the
opportunities and limits?
• How can we retain a human element to produce intuitive chatbots that guarantee
customer uptake?

Mahmoud Mahfouz
Vice President - AI Research Lead - J.P. Morgan AI Research

J.P.Morgan

1

Director of Product
Management

The True Value Of Open Banking For Companies &
Customers?

• Apply the potential of open banking and API within the constraints of historic and
legacy systems to improve customer experience
• Beyond PSD2, how do we successfully navigate data ethics when delivering open
banking strategies and products?
• Dig deeper into expectations to understand perceived roles of banks in the future
and the consumer demand for open banking
• How can you educate customer and clients of the value of open banking to
kick-start and guide their open banking journey?

12.15 Bonus Session Reserved For Exclusive Conference Partner

Digital & App Design & Usability
12.30 Overcome Reduced Customer Loyalty With

User-Centred Products & Apps Which Reduce
Friction & Boost Engagement

2

12.30 Richard Beaumont

American Express

Director of Design

Direct Line Group

Cultural Transformation

Engage

• Discover customer-insight-driven design which prioritises simplicity for
user-friendly journeys
• Maximise design, app aesthetics and integration to win and maintain customer
loyalty in dense marketplaces
• How can you drive adoption amongst your customers to make app-use a repeat and
engrained behaviour?
• When patience is thin, how can you help your customers ﬁnd the information they
need quickly and eﬃciently on websites and apps?

Vanquis Bank
11.15 Bhavik Mohandas

AI Value & Benefits
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Journeys Based On Today’s Changed Customer Trends &
Expectations

11.55 How Can We Leverage Greater Connectivity To Harness

Case
Study

11.35 Overcome Colleague Hesitancy Around
Change, Innovation & Digitisation To Achieve
Business-As-Usual In A Post-Pandemic World
• Deﬁne and embed digital transformation strategies that complement your company
culture
• Steps to secure stakeholder buy-in and create change champions to achieve
long-term, sustainable cultural transformation
• How do you measure the success and value-add of cultural change in digital
environments?

1

12.50 Srivigneshwar Prasad

Senior Product Designer

Portify

2

13.10 Morning Chair’s Closing Remarks
13.15 Lunch Break & Informal Networking

Customer Trends, Expectations & Journeys > AI Value & Beneﬁts > Transformation Choreography > Cultural Transformation > Digital App Design > Open Banking
> Data Strategies : Digital Payments > Financial Capability > The Future Of Work, Challenger Banks & Disruptors
13.15 Informal Breakout Discussions

• From Apple to Google Pay, identify the most popular payment methods and
incorporate them in your payment journeys for added-value
• How has PSD2 impacted your customer experience and sparked innovation?

A) Digital Inclusion
Sol Enenmoh
Head of Digital Transformation

Digital Transformation & Innovation
16.20 Set-Up, Set-Backs & Success: The Vision &

14.25 Bonus Session Reserved For Exclusive Conference Partner

NatWest Digital Transformation

B) Sustainability
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Vanquis Bank

15.00 How Are NatWest Harnessing Digital Technology To

Lydia Malakis
Senior Advisor

Drive Climate Transformation?
Kari-Anne Clayton
Head of Transformation
& Strategy - Retail
Banking Digital &
Technology

Gossmann & CIE Group
C) Future Of Advice
Paul Selman
Senior Digital Product Owner

Case
Study

Transformation & Innovation

• Navigate regulations to harness GDPR-compliant data that boosts your digital
innovation and proves the value-add of your transformation strategies
• Unlock meaningful insight from your data to streamline transformation and support
change
• Compliantly and eﬃciently collect customer data throughout product journeys to
harness their voice and complement your metrics
• Overcome the security barriers of accessing sensitive data to enable
business-as-usual for remote teams

Eddie Yanez
Head of Digital and AI Strategy

AIG

Kat Mann
Savings & Investment Specialist

Nutmeg

Mercedes Clark-Smith
Head of Design & Validation Retail
Experience

National Savings &
Investments

Ullas Kishore
Senior Manager, Transformation
Strategy

Digital Payments Today
14.25 The Next Digital Payments Challenges & Trends To

Streamline Your Payment Journeys

• Evaluate the future of physical cards and consumer appetite to determine the
worthwhile investments and upcoming trends

Lloyds Banking Group
Paul Selman
Senior Digital Product Owner

M&G

Paul Selman
Senior Digital Product
Owner

3

M&G

Future Of Work & Challenger Banks
17.15 Innovate & Overcome The New Challenges In A

Digital-First World As We Move Towards
Post-Pandemic “Business As Usual”

EL

14.05 Collect, Harness & Leverage Data To Power Your Digital

Q&A

• With Covid-19 accelerating digital inequalities, ﬁnd solutions for
customers limited by digital device access, ability, mobile data allowance
and smartphone capabilities
• How are you digitising customer journeys and applications to make them
increasingly accessible to your most vulnerable customers?
• How can digital technologies be harnessed to encourage customers to address their
ﬁnancial wellbeing and build their ﬁnancial literacy and capability?
• Proactive, preventive innovations and early intervention tools to save your
customers from falling into ﬁnancial hardship

Journeys & Experiences Based On Today’s Changed
Customer Trends & Expectations

N
PA

Data Strategies

That Enhance Customer & Colleague
Experience

EL

Lloyds Banking
Group

15.50 The True Value Of AI & Real-Life Applications

16.55 Add Value & Deliver Seamless & Innovative Customer

N
PA
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David Thomson
Senior Product Owner

Build Financial Capability &
Bridge The Digital Divide

• Cultivate business cases to overcome doubts and preconceptions around digital
transformation and secure stakeholder buy-in and company-wide backing
• From concept to viable product and successful integration and adoption: timelines
and lessons-learnt
• Entrepreneurial tactics to deliver quick, agile transformation within a traditional
organisation
• Identify and measure the value added and tangible impacts of digital transformation,
not just for customers but for your business
• How do you ensure you have the right digital architecture in place to support your
transformation, grow with you and overcome regulation to deliver powerful results?

Customer Trends, Expectations & Journeys

15.20 Afternoon Refreshment Break With Informal Networking

14.00 Afternoon Chair’s Opening Remarks

Strategies That Deﬁne & Drive Your Digital Transformation
& Innovation Journey

16.40 Bonus Session Reserved For Exclusive Conference Partner

NatWest

M&G

Case
Study

Q&A

• Explore the Covid-powered customer behaviours that are here to stay
and those that will fade
• How has Covid-19 accelerated workplace digital transformation and how can
you adapt work environments to get the best out of your workforce and measure
output wherever they are?
• How to implement the new opportunities which have emerged from a period of
disruption for sustained innovation
• Navigate the pending digital skill shortage to empower your workforce, maintain
eﬃciency and power innovation
• How can you navigate data and privacy regulations and vulnerabilities to oﬀer a viable
working from home experience?

Sarah Ratner
Chief Operating Oﬃcer

Lendable

Christopher Williamson
Head of IT Delivery

ﬁrst direct

Bhavik Mohandas
Director of Product Management

American Express

17.45 Closing Remarks & Close Of Conference

REGISTRATION FORM

4 Easy Ways To Register

Brochure Code:

Online @ www.digitalﬁnanceconference.com

A One-Day, Financial Services-Led Conference & Networking Event
Central London or Virtually, 16th September 2021

Phone +44 (0) 20 3479 2299

ATTENDEE DETAILS:

Email bookings@digitalﬁnanceconference.com

Price For Virtual & In-Person Tickets

£619

Surname

(Brochure code, email, advert etc)

Job Title

Accounts Department:

Company Name

Contact Name

Tel

Tel

Email

Head of Department Contact Name

Fax

Head of Department Email

Address

Booking Contact Name

£749

4
For
3

Group Discounts: 4 delegates for the price of 3. Or send 3 and get
your third place half price! (This applies to inhouse practitioners
only, not agencies and suppliers, and cannot be used in conjunction
with any other discounts, including earlybird oﬀers)

PAYMENT OPTIONS: Please choose one of the payment options below:

1

Credit Card/Debit Card
Visa

Mastercard

Maestro

Valid From
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Interactive Networking, Direct
Messaging, Meetings, Live
Discussion

Competitions & Electronic
Giveaways
Virtual Roundtables
Video Advertisement

100% Satisfaction Rate
For more information call +44 (0)20 3479 2299 or email
partner@digitalfinanceconference.com

Organised By:

Bank Transfer

3

Cheque

Enclosed

Please make cheques payable to Global Insight Conferences Ltd

Expiry Date

4

Security Code

Invoice

PO Number:

Please include your PO Number if applicable, otherwise this may delay your booking.

Date

Card Billing Address (if different to above)

On The Day Customisable
Branding On The Dedicated
Virtual Platform
Virtual Exhibition Stand

2

(UK VAT is chargeable for all attending companies, regardless of country of origin.
All bank transfer charges must be carried by the company sending payment).

Exact name on card

Bo

SA

Opportunities To Get Involved Include:

AmEx

Bank transfer details will be provided in your invoice.

Signature

Can You Help Financial Services Professionals
Boost Their Digital Transformation &
GET
Innovation To Improve Customer Experience INVOLVED
& Deliver Seamless Journeys?
VIRTUALLY

Virtual One-To-One Meetings

Booking Contact Email

Country

Card No.

Programme Alterations: Conferences are organised many months in advance of the conference itself and
sometimes we may need to make substitutions, alterations or cancellations of the speakers and/or topics. Whilst we
make every eﬀort to ﬁnd a direct replacement if a speaker cancels, sometimes this is not always possible within the
timeframes we are given. Any substitutions or alterations will be regularly updated on the conference website.

Pre-Conference Marketing &
Brand Exposure

Email

*

• Speaker notes will be available to download one week after the conference, subject to speaker
disclosure.
• Please note VAT will be charged at 20% and all registrations are subject to a 3% booking fee.
• Only one discount can be used per registration.

Speaking & Thought
Leadership Opportunities

www.digitalfinanceconference.com

Booking Contact Tel
Postcode

Agency/Supplier/All
Other Companies

TRANSFORMATION &
INNOVATION 16.09.2021
FINANCIAL SERVICES

Please complete in capitals. Photocopy for multiple bookings.
How did you hear about the conference?
Forename (Mr/Ms/Mrs/Miss/Dr)

Post this booking form to Global Insight Conferences, 5 - 11
Lavington Street, London, SE1 0NZ

Inhouse/Brand

DIGITAL

TERMS & CONDITIONS
Payment Procedure: Payment is due on submission of your booking please note that VAT will be charged at 20% and all registrations are subject to a 3% booking fee. All orders placed on our online booking pages, by email, on
the brochure’s booking form or over the telephone will all be followed up with an oﬃcial booking conﬁrmation email. All such orders are legally-binding and carry a 100% liability immediately after receipt of order. Full payment is
a requirement of entry into the event and you will be asked to guarantee your payment with a credit card to enter the conference rooms if you have not paid before the date of the conference. Should you fail to pay an invoice or
do not attend the conference, you still remain liable for the sums due. Global Insight Conferences Ltd reserves the right to decline any booking and make any alteration to the speaker panel, programme, date and venue. Global
Insight Conferences accepts no liability for the content of presentations or papers. UK VAT is still chargeable on foreign companies attending conferences in the UK and must be paid at the prevailing rate on UK events. All bank
and transfer fees must be covered by the company attending the conference. Please note that all calls are recorded for training and monitoring purposes. Cancellation Process: Cancellations received in writing on or after 40
working days before the conference date cannot be refunded and full payment is still due, although a replacement delegate will always be welcome. This is due to the way in which we are charged by our suppliers as during this
ﬁnal month, the costs have already been incurred by the organisers. Refunds will not be available for postponements or cancellations or virtualisation and payment is still due and we reserve the right to make the event virtual or
live depending on the circumstances at the time. Refunds will not be available for postponements, cancellations, virtualisation or a change to a live conference from virtual and payment is still due. All bookings shall be
automatically transferred and refunds cannot be given for such changes. Cancellations received in writing at least 40 working days before the conference date will receive a full refund, minus an administration charge of £149
+VAT per ticket. If payment has not yet been made and cancellations are received in writing at least 40 working days before the conference date, the £149 +VAT per ticket administration charge is still due. By booking onto the
conference, you warrant that you are authorised by your organisation to commit to the booking and pay all agreed costs. Global Insight Conferences Ltd cannot reimburse any travel, accommodation or other expenses under
any circumstances. Global Insight Conferences Ltd will assume no liability in the event that this conference is cancelled, rescheduled, virtualised or postponed due to a fortuitous event, Act of God, unforeseen occurrence, a Force
Majeure event, other major disruption or any other event that renders performance of this conference inadvisable, impracticable, illegal or impossible. For purposes of this clause a Force Majeure event shall include, but shall not
be limited to: civil disorder; pandemics, endemics, disaster; an Act of God; war or apparent act of war; government restrictions and/or regulations; terrorism or apparent act of terrorism; disturbance and/ riots; strike, ﬁre,
curtailment, suspension and/ or restriction on transportation facilities/means of transportation; or any other emergency. Global Insight Conferences Ltd reserves the right to alter the venue for the conference due to a Force
Majeure event or other major disruption or if Global Insight Conferences Ltd, deems it necessary to do so. If Global Insight Conferences Ltd postpones an event, the fee will be credited towards the rescheduled date or another
conference and all outstanding invoices must still be paid in full. If GIC cancels an event, the fee will be credited towards another industry-related event within the next 12 months. This credit will be available for up to 12 months
from the original conference date. Refunds will not be available for postponements or cancellations or virtualisation and payment is still due. If you wish to cancel a ticket on an event that has been postponed, the cancellation
terms outlined above still stand, but in relation to the original date. Please note all exhibitors, sponsors and event partners should refer to their signed contract for more information on their terms and conditions. Date &
Venue: Central London OR Virtually, 16th September 2021. Please note that accommodation and transport fees are not included in the registration fee. Global Insight Conferences Ltd cannot reimburse any travel,
accommodation or other expenses under any circumstances. Special Dietary, Access Or Speciality Requirements: We make every eﬀort to ensure that all delegates are able to participate fully, but please do let us know if
you have any access, dietary (other than vegetarian) or any other particular requirements. Speaker & Programme Changes: Sometimes speakers are unable to attend for personal or business reasons and whilst we make
every eﬀort to ﬁnd a direct replacement, occasionally this is not possible within the timeframes we are given. GIC reserves the right to alter or modify the advertised speakers and/or topics if necessary. Any substitutions or
alterations will be regularly updated at www.digitalﬁnanceconference.com. Data Protection: The delegate names, organisations and occasionally job titles will be shared with other attendees of the event for the purpose of
facilitating networking only. Should you not wish your information to be shared in this way, please email: database@globalinsightconferences.com or write to Data Protection Oﬃcer, Global Insight Conferences, 5-11 Lavington
Street, London, SE1 0NZ. When you register for the conference, GIC will provide you with information relating to your booking and other GIC related products or services via email, direct mail, fax or telephone. Should you wish to
discontinue this service at any time please write to the Marketing Director at the address above or please email database@globalinsightconferences.com. Admittance: We reserve the right to eject you without any prior notice or
refund if your behaviour is disruptive, oﬀensive, dangerous or illegal. Distribution of unauthorised materials and audio/visual recordings are not allowed without prior consent. GIC is not liable for damage to or loss of personal
belongings at the conference venue and accepts no liability for the content of the papers and presentations given. Please note that photographs, video and audio footage, which may include speakers and delegates, may be
taken at the event and used in future marketing material.

Book Your Ticket Online @ www.digitalﬁnanceconference.com

