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Dear Customer-Centric Business Executive,

According to research from Forbes, over 80% of business executives still share a belief in the 
power of face-to-face meetings. While being mobile and web-based allows for people to engage with 
each other online, in-person or live conferences are a positive disruption to our usual routines.

We are pleased to offer your industry the benefit of connecting year around. Our online 
community at Call  Center IQ, provides day-to-day content, knowledge sharing and ideas.  It presents 
a wealth of content through webinars, articles, unique research reports, white papers and even virtual 
events.  You can join for free at www.callcenter-iq.com.   

In addition, our live events provide impact on persuasion, leadership, engagement, inspiration and 
decision-making. They allow us to get out from behind our desks and go meet people who have 
different viewpoints, experiences and areas of expertise. It allows us to meet new people, hear new 
voices and have serendipitous moments by connecting with purpose. 

We understand how important it is to use your time out of the office wisely to purposefully network, 
uncover new and next best practices, benchmark and find new solutions and our events pay special 
attention to ensuring you meet the right people to get your business done.

We are fortunate to work with many remarkable people – our communities of speakers and advisory 
boards, our attendees, sponsors and growing list of partners.  Thanks to them we are pushed every day 
to be better.

We are pleased to share our 2015 portfolio of live events and look forward to seeing you at them. 

I look forward to another great year and I wish everyone my very best.

Amanda V. Powers 
Strategic Director, Customer Management & Analytics Division & Call Center IQ 
IQPC 
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For more information on registration, email enquiry@iqpc.com today!

About Call Center IQ

Call Center IQ (callcenter-iq.com) is the 
largest, most trusted global community 
of customer care, customer experience 
and customer-centric operations 
professionals with over 75,000 
members worldwide.  Call Center IQ 
focuses on advancing the industry by 
developing its members through a 
breadth of training, content, tools and 
networking opportunities.  By becoming 
a member, you get complimentary 
access to exclusive interviews, industry 
reports, quarterly research reports, 
webinars, white papers, online events 
and more.  To join for free, visit www.
callcenter-iq.com.  



It’s The People We Serve That 
Fuels Our Passion And Steadstrong 
Commitment To Excellence.

Kay Phelps, Solutions Manager, Jabra
“My favorite part of the event is just meeting with all of the customers. We decided to sponsor this conference because this 
is an industry where we are finding many of our existing customers and a lot of potential new businesses. We were here last 
year. It made us decide we wanted to sponsor it again this year.” 

 

Marc Bernica, VP, Back-Up Care, Bright Horizons
“I’m always interested in the new technologies and some of the vendors, just to see what’s out there, to kind of expand my 
knowledge. And then also just to network. And it’s always good to get an outside perspective.”

 

Mike Burke, VP Sales & Marketing, IQ Services
“We’re at Call Center Week because we find, the ideal target customer set here. We make a lot of new contacts with people 
who have complex contact center implementations who haven’t heard about the services that we offer. They have no idea 
that they even exist. And so we come here to educate people that we believe will become customers. And they stop and say, 

“Wow, that is great! I wish I had known about that.” When you get the “wow” moment, it’s really great.” 

 

Bruce Belfiore, CEO, Benchmark Portal
“Excellent! The show has grown wonderfully. There’s very good attendance. I have attended a lot of the sessions, and there 
are a lot of good speakers. A lot of good ideas that could be brought home and utilized.” 

 

Fred Shadding, SVP, NETCAST BPO Services
“When we first came to the show seven years ago, I think we were right around three hundred people. We were across the 
street at the Flamingo. So I think just the growth itself of this show has been tremendous, and it’s just been very worthwhile 
for me and my team.” 

Carol Cline, Call Center Director, Aurora Health Care
“I was able to gather information to share with my organization that will help us make decisions about our work-at-home model.”

Darren Prine, Vice President of Sales, Connect First
“Intimate event where I got to meet everyone. Great quality of attendees.”

Chris Slovinski, Customer Care Manager, Gerber Life Insurance Company
“The ability to network with others who are launching a similar program.”

Tonya Choate, Corporate Manager, Baylor Health Care System
“It’s the best one I’ve been to and I’ve attended the last 6 years… Lots of gold nuggets! Some I can use in my current job. 

Some I can use in the future.”

For more information on registration, email enquiry@iqpc.com today!
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For 2015, we proudly present the next iteration of what has 
become known in the customer care industry as “The Summit.”  
It is the one and only customer service industry event that…
synthesizes emerging trends, customer needs, disruptive 
technologies and business imperatives into a clear vision for 
advancing service excellence for commercial success.

As the industry is in the midst of a major paradigm shift where 
customers will pay more for better experiences. CEOs care 
more about improving the customer experience than ever 
before. Customers want personalization and metrics can’t be 
treated in isolation. 

Make 2015 your best year yet by attending the most senior-
level large peer-to-peer event in existence. The Summit will 
bring together over 650 of the smartest minds in customer care 
to learn to problem-solve, co-create and build a road map for 
transitioning from day-to-day operations to charting a path for 
the future.  Change is inevitable, but future success must be 
intentional.  Don’t miss out on this profound experience. 

Call Center IQ is pleased to present its newest training 
and development opportunity to contact center industry 
professionals.  Introducing the Contact Center Leaders Training 
Program, a three day event dedicated to in-depth training and 
skill set development through intensive two and four hour 
workshop formats. Attend the training program and be the first 
to become a Certified Master Strategist! 

IQPC and Call Center IQ are proud to present the Customer Care 
Leadership Movement, an executive-level think-tank of customer 
service, contact centre operations and customer experience 
professionals where the common denominator is a readiness for 
transformation. This unique event marries strategic plays with 
operational pragmatism in a personalized, hands-on experience 
unlike any other.

The Future Contact  
Center Summit 

Customer Contact 
Executive Training Summit

Customer Care Leadership 
Movement

Charting the Next Generation Customer Service 
Experience. Playing to Win.
www.thefuturecontactcentersummit.com

www.callcenteriqtrainingspring.com

www.CustomerCareMovement.com 

Omni Orlando Resort at ChampionsGate, Orlando, FL

London, UK

CONTACT CENTER SUMMIT

CONTACT 
CENTER 
SUMMIT

CONTACT CENTER

26-30
2015

JANUARY
30-01
2015

MAR. APR.

15-16
2015

APRIL
Call Center Week is your industry’s #1 event.  Not only is it 
the biggest, attracting more than 1,800 attendees in 2014, it 
is renowned as THE BEST due to its unwavering commitment 
to QUALITY and VALUE across the event spectrum from 
educations topics and speakers to the overall experience. 
The Expo Hall is a fan favorite where our attendees uncover 
the latest technologies and fulfill their vendor shopping 
requirements for the year under one roof.  No other event 
comes close in SIZE, SCOPE, BREADTH and DEPTH.  If you are 
charged with competing on service, then look no further – 
everyone in your industry will be here.

16th Annual  
Call Center Week
www.callcenterweek.com

15-19
2015

JUNE

Click 
to 

Apply

Nashville, TN

The Mirage, Las Vegas, NV

www.callcenterweekawards.com 
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Formerly the “Big Data Retail Forum,” this event is evolving 
to mirror the changes taking place in the retail industry. No 
longer swayed by the overwhelming need to store and manage 
large data sets, this event focuses on a deep understanding of 
the customer. At Shopper Analytics, retailers, manufacturers 
and industry leaders will come together to explore and share 
best practices for using data analytics and shopper insights to 
capture market share and present opportunities for eliciting 
buying experiences.

Shopper Analytics
www.bigdataretailforum.com

Chicago, IL

14-16
2015

JULY

The ONLY contact centre event in Canada that truly brings 
together executive level decision makers & key industry leaders 
at the forefront of the customer service industry.

The event will provide you with the most important case studies 
and proven strategies from the most innovative companies 
in North America in a way that only Contact Centre Canada 
can. This event will discuss the most pressing challenges and 
opportunities in the market including emerging technologies, 
virtual agents, benchmarking and analytics and much more!

US remains the largest source of call center investments in the 
world.  These US decision-makers continue to look at South 
America, Central America and the Caribbean at near-shoring 
options even more so than the Philippines and India.  As this 
areas are a compilation of unique countries each with unique 
cultures, standards and regulatory and economic issues, this 
event brings together a cross-country representation of the 
Americas and how and why companies are succeeding by 
hosting call centers in these areas.  Unlike other events in this 
space, this event is unique because of the large number of 
practitioner speakers from diverse industries and countries 
providing real-world insight on what it takes to achieve a 
world-class global customer experience.

Call Centre Canada/  
Call Centre North America

Contact Center Summit 
Americas US, South America, 
Central America & the 
Caribbean 

Bringing together Leading North 
American Customer Service Executives to 
Strategize and Collaborate on Building  
a Stronger

Toronto, Canada London, UK

23-25
2015

SEPTEMBER
28-30
2015

SEPTEMBER

Every business from big box retailers to insurance companies to 
movie studios is looking to analytics for strategic solutions. It’s a 
fact, customer intelligence improves customer engagement and 
marketing performance. The issue is… skill demand outweighs 
supply.

Does this mean you give up? In the game of business, that’s 
never an option. Today, customer-focused businesses are 
outpacing the marketplace and smart businesses everywhere are 
up-skilling not only their career analysts but also empowering 
business line managers to use customer intelligence to guide 
decisions.

If this sounds like something you’re looking to do….the 4th 
Annual Customer Analytics & Intelligence Event is for you.

Customer Analytics & 
Intelligence Summit
Accelerating the journey from data to customer 
experience insights to improve bottom-line 
business performance. 
www.CustomerAnalyticsEvent.com

San Diego, CA

16-18
2015

SEPTEMBER

mailto:enquiry%40iqpc.com?subject=Customer%20Analytics%20%26%20Intelligence%20Summit%20Agenda%20Request%20%28CMIQ%29
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If you’re a customer care professional looking to advance 
your skills and career, this summit is for you.  Attendees will 
gain valuable points towards their Customer Care Masters 
Certification Program and be well on their way to achieving this 
well-regarded status as one of the most skilled in their field.  
During this event you’ll attend hands-on, highly interactive 
workshops around the skills customer care professionals need 
now to be relevant and a stand out amongst their peers.  Topic 
areas include leadership, workforce management, metrics, 
analytics, strategic planning and social customer care. 

Welcome to the era of analytics. Data Analytics Week is where 
quants and analytics-seeking business leaders come together to 
evolve their skillsets so they can better drive their business, brand 
and career. The mission is simple: proficiently transform information 
into insights.  
•	 FOR	CAREER	ANALYSTS:	Utilize	your	best	assets	more.	Evolve	your	

function and value by leading with insights instead of numbers.
•	 FOR	BUSINESS	LEADERS:	Get	Empowered.	Become	a	next	

generation leader by getting the analytics skillset required to 
discover patterns and find relationships in complex datasets.

Data Analytics Week is a forum for the most passionate analytics 
seekers to exchange, discuss, collaborate shape the future of data 
analytics.  We confidently depart from using the term “big data” 
because regardless of the size of your data, there is powerful 
information to unlock.  Only here will you realize the powerful 
ROI of business intelligence.  Don’t miss out on this valuable and 
thought-provoking event.  

Customer Care  
Executive Training Week

4th Annual  
Data Analytics Week
Meet the Intelligence Demand and 
Accelerate the Discovery of Actionable 
Business Insights.
www.dataanalyticsweek.com

San Diego, CA San Diego, CA

13-15
2015

OCTOBER
11-13
2015

NOVEMBER

Whether you are exploring an at-home model, testing one or 
looking to improve your current model, this event is for you. At 
this event you’ll dive deep into the benefits, drawbacks and risks 
of a full-time or mixed model that includes at-home. Plus, learn 
the ins and outs of how to set up the structure, train and build 
an engaged at home workforce by adapting the model to your 
business needs and company culture. 

Entering its 7th year, CX Impact has become synonymous with results.  
In 2014, the event focused on using voice of the customer data to 
create a seamless customer story.  The event combines best practice 
sessions with idea exchange opportunities that are rich in discussion, 
debate and problem-solving. Join CX, customer service and marketing 
leaders as they share how they connect the dots so you can move 
the needle.  The content and experience provide an interaction 
forum that promotes peer-to-peer exchanges and problem-solving.  
Topics include mapping the customer journey, empowering your CX 
frontline, moving toward a single view of the customer, leveraging 
voice of the customer data, channel consistency and the death of silo 
and so much more.  With the customer experience being amongst the 
top priorities in the C-suite, this is your MUST-ATTEND event.

3rd Annual Home Agents  
& Virtual Contact Centers

CX Impact – A Customer 
Experience Summit

The one event that is 100% focused on the 
unique challenges and benefits of taking the 
physical center out of the contact center. 
www.virtualcallcenterevent.com

Denver, CO New Orleans, LA

16-18
2015

NOVEMBER
07-09
2015

DECEMBER

www.cximpact.com

5

*dates are subject to change
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Online Editorial Calendar 

Join 78,000+ global call center professionals in achieving greater customer 
satisfaction, more efficient operations and more impressive business 
results.  All members receive free access to our quarterly exclusive research 
reports – a $2,000 value! 

Fueled by our exclusive marketplace research and enhanced by analysis 
from accomplished contact center leaders, Call Center IQ’s executive 

Join our growing, vibrant community of more than 78,000+ call center and customer management leaders 
today! Register for your free CCIQ account at www.CallCenter-IQ.com and gain instant access to our treasure 
trove of features…

This year’s Executive Report Topics:

research reports represent an unparalleled resource for benchmarking 
against fellow contact centers and uncovering pathways to success.  
Released bimonthly, our reports tackle topics like the customer experience, 
emerging technology, contact center performance, agent engagement, 
omni-channel and annual executive priorities. 

Customer Experience  

Call Center Performance, 
Metrics & Operations 

Omni-Channel 

Call Centers in the Cloud 

Agent Empowerment 
(At-Home, Gamification, CRM, Desktop, etc.)

The Future of the 
Contact Center 

26

05

01

23

28

2015

2015

2015

2015

2015

2015

FEB

MAY

SEPT

MAR

JUL

Dec

https://www.linkedin.com/groups?mostRecent=&gid=1814793&trk=my_groups-tile-flipgrp 
https://www.facebook.com/CMIQFanPage 
https://twitter.com/CallCenter_IQ 
https://www.youtube.com/user/IQPCOnline 
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Three Easy Ways To 
Register:

Email: enquiry@iqpc.com

Phone: 1.800.882.8684

Fax: 646.378.6025

Registration Discounts Are Available If:
•	Your company is speaking, you qualify for a 20% discount off the 

standard and onsite rate (discount code required)

•	Your company is sponsoring, you qualify for a 25% discount off the 
standard and onsite rate (discount code required)

•	You are military, government or academic, you qualify for a 20% off 
the standard and onsite rate (proof required)

•	Your company is sending 3-4 people from your organization, you qualify 
for a 15% discount off the standard and onsite rate

•	Your company is sending 5-6 people from your organization, you 
qualify for a 20% discount off the standard and onsite rate

•	Your company is sending 7 or more people from your organization, you 
qualify for a 30% discount off the standard rate

For more information on customized group packages and standard group 
discounts, contact Paul Rocco at paul.rocco@iqpc.com or 212.885.2732.

*Please note no two discounts can be combined.  Please note that early registration discounts 
may be a better value than some of the discount opportunities here, so please register today.

Call Center IQ is constantly 
seeking new media partners. If 

you are interested in becoming a media partner, please 
contact Marly Derisma at Marly.Derisma@iqpc.com  
or (212) 885 - 2681


