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Don’t Miss SOCAP’s Exclusive Benchmarking Data,
Focused on New Industry Communities!

Connect with these Top Industry Leaders:

Seth Kahan Lisa Mann Amy Curtis-Mclntyre

Author of FastCompany.com's blog, Vice President, Consumer Experiences, Vice President, Brand Communications
Leading Change, Kraft Foods Inc. Hyatt Corporation
& Top Change Management Expert & Former Vice President, Marketing,

JetBlue Airways

Also participate in a Special Executive Invitation-only Session with Continental Airlines!

Register today at www.socap.org

Household & Personal Care | Food & Beverage | Retail & Consumer Goods
Pharmaceutical & Medical Devices | Travel & Hospitality



Monday, April 20 — Morning & Afternoon Sessions <NEW!

Symposium participants will attend morning and afternoon sessions
organized around SOCAP’s Industry Communities. The sessions will be
moderated by facilitators and include highly interactive discussions on major
findings from SOCAP’s benchmarking study for each industry vertical. Core
topics will include demographics, contact center positioning, customer
experience, workforce/staffing and fechnology.

Tuesday, April 21, 11:00 am-12:15pm

Creating Value for Today's Online Consumer

U.S. online retail sales reached $175 billion in 2007. As more people are
shopping online, companies are finding more effective ways to support them
and create a value-added experience. In this session, some of today’s top
Internet retailers discuss their approaches and strategies for creating a
positive online consumer experience.

Realizing the Impact of Statements on Social Responsibility

and Sustainability

Is there a role for consumer affairs in promoting and supporting social
responsibility? Learn how companies are empowering their customer care
function to execute corporate responsibility statements.

Maintaining Employee Morale in Economic Recession

Learn ways that companies maintain employee morale during today’s tight
economy while still implementing cost savings. Find out how top companies
are reducing turnover, making hiring more attractive and working smarter with
their employees.

Leveraging Contact Center Data to Develop Usable

Consumer Insights

Call center data is not just for the customer care department. Learn how
companies are effectively leveraging this data to develop consumer insights
and make an impact on product branding and marketing.

Tuesday, April 21, 2:30pm-3:45pm

Does a Good Call Always Mean a Satisfied Customer?

Is there a difference between a good call and a satisfied customer? This
cross-industry panel discussion will address this topic through real-world
examples that show how companies measure and monitor customer
satisfaction.

Maintaining Brand Loyalty During Tough Economic Times

Bring your ideas to this attendee-generated session on how to maintain
brand loyalty in today’s tough and increasingly competitive economy. In this
highly interactive session, participants will share their ideas and create a
take-home list of effective strategies for addressing brand loyalty.

How to Reduce Your Carbon Footprint

In today’s environmentally-conscious world, consumers are demanding more
accountability from companies and asking them to become more green.
Learn what leading companies are doing to reduce their carbon footprints
and how they are communicating these efforts internally as well as externally.
Find out how to apply these strategies to your company.

Leveraging Social Media in Product Recalls

Your product (or a competitor's product) has just been recalled. How can you
use the power of social media - blogs, Twitter, Facebook, others - to help your
brand's image? This panel will showcase real-world examples of successful
(and not so successful) uses of this powerful communication channel. Learn
how immediate, thoughtful communications can spread in support of your
brand. And see how to leverage the power of connected consumers to
preserve your reputation.

AFFINA

Alta Resources

Astute

Clarabridge

CPU2

Hamilton Contact Center
NCO Group

Premiere Response

RQA

Stafford Communications
Telerx

TMP Direct

TMS Health
Wilke/Thornton

Kellogg'’s
Kraft
Unilever

Ben & Jerry's

Nestle Waters

Bally's Total Fitness
General Mills

Roche Diagnostics
Zappos

Continental Airlines
Orbitz

Coty

Abercrombie & Fitch
Hyatt

ConAgra Foods
McCormick & Company
Eli Lilly & Company
E&J Gallo

Johnson & Johnson
and many others!

Goods | Pharmaceutical & Medical Devices | Travel & Hospitality



SOCAP International

2009 Symposium

April 19-22 | Renaissance Chicago Hotel | Chicago, lllinois

Join SOCAP International and our global community of customer care experts at our 2009 Symposium, April 19-22, in Chicago,
lllinois. At this year's Symposium, you will experience a more robust meeting with increased networking, highly interactive sessions
and idea sharing with peers from your industry! The Symposium sessions will focus on SOCAP’s NEW Industry Communities:
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= Retail & Consumer Goods
e Pharmaceutical & Medical Devices

= Household & Personal Care
= Food & Beverage

= Travel & Hospitality

Through your participation in our industry-focused sessions and discussions at the 2009 Symposium, you will receive these
great benefits:

= Unparalleled peer-to-peer networking
= Maximum interaction with leading industry leaders and experts
= In-depth discussions on key issues impacting your industry

Attendees will receive exclusive industry benchmarking data—valued at over $10,000—at no additional

cost when they register for the 2009 Symposium and participate in the SOCAP benchmarking survey.

Visit www.socap.org for details.

2:00pm - 5:00pm
3:00pm - 8:00pm
4:00pm - 5:30pm
5:30pm - 6:30pm
6:30pm - 7:30pm

7:30am - 5:30pm
8:00am - 9:00am
8:00am - 5:00pm
9:00am - 10:30am

SOCAP Committee Meetings
Conference Registration

Chapter Leadership Forum
First-Timer/New Member Welcome

Welcome Reception

Day One Sessions - By Industry

Conference Registration
Continental Breakfast
Exhibit Hall Hours

Opening General Session:
Findings of SOCAP
Benchmarking Study
Keynofe: Seth Kahan, Author of

3:00pm - 3:30pm
3:30pm - 5:00pm

5:00pm - 6:00pm

7:30am - 5:00pm
8:00am - 9:00am
8:00am - 3:00pm
9:00am - 10:30am

Networking Break

Afternoon General Session:
Keynote: Lisa Mann, Vice President,
Consumer Experiences, Kraft Foods Inc.

Exhibitor Reception

Day Two Sessions - By Topic

Conference Registration
Continental Breakfast

Exhibit Hall Hours

Morning General Session:

Keynote: Amy Curtis-Mclintyre, Vice
President, Brand Communications at Hyatt
and Former Vice President, Marketing,
JetBlue Airways

10:30am - 11:00am
11:00am - 12:15pm
12:30pm - 1:30pm

FastCompany.com's blog, Leading
Change, & Top Change
Management Expert

Networking Break

Breakout Sessions by Topic

10:30am - 11:00am Networking Break

11:00am - 12:15pm

12:30pm - 1:30pm
1:45pm - 3:00pm

Breakout Sessions by Industry
Based on benchmarking findings from
eqch indusfry community

= Retail & Consumer Goods

= Travel & Hospitality

= Food & Beverage

= Pharmaceutical & Medical Devices
= Household & Personal Care

Networking Luncheon

Breakout Sessions by Industry
Based on benchmarking findings from
each industry community

1:30pm - 2:15pm
2:30pm - 3:45pm
3:45pm - 4:00pm
4:00pm - 5:15pm

6:00pm - 9:00pm

8:30am - 5:00pm

Household Personal Care | Food & Beverage

Networking Luncheon
Business Partner Showcase < NEW!
Breakout Sessions by Topic

Networking Break

Closing General Session:
Cross-Industry Panel

Social Finale

Data Reporting Workshop

Hosted by SOCAP's Food & Beverage
Industry Community

(Separate registration required.

Visit the SOCAP website for special
discounts to this workshop when you
regqister for the 2009 Symposium.)

| Retail & Consumer






