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Customer Connections
Ensuring the voice of the customer is actively heard within the Business
The RAF Club, Piccadilly, London
10th February 2026: 1000-1600 hours
Agenda
0930		Tea and Coffee

1000		Aura
		Welcome and Introduction
Tom Kerr

1005		Avanti West Coast & Human8
Five Years on: What we’ve learned from Avanti’s customer community
Lauren Hewitt, Senior Research Executive, Avanti West Coast
Stacey Kohalny, Senior Team Director, Human8

1040		M&G & The Customer Closeness Company
Starting a Customer Closeness programme: Five reflections and an ambition
Jez Woodman, Head of Customer Insight, M&G
Charlotte Vicary, Co-Founder, The Customer Closeness Company
Lots of speakers share their work but they don't really talk about it. Not us. We've been working together for a year on the M&G Customer Closeness programme and are ready to talk. We'll share 5 genuine reflections on the highlights and challenges of kickstarting a Closeness programme.....and our (not said out loud before) ambition.  Then you can ask us a load of questions and we'll tell the truth, the whole truth and nothing but the truth so help us God...

1115		COFFEE BREAK

1150		Ooni & Watch Me Think
		The Proof Is in the Pizza: How real-life usage shaped Ooni’s innovation
		Ciaran Acford, Senior Insights Manager, Ooni
		Karina Taylor, UK Head of Commercial Research, Watch Me Think
		[Summary to follow]

1225		Perrigo & Acacia Avenue
Let’s Talk About Sex
Jen Armond, Insight Manager, Perrigo
Caroline Whitehill, Co-Founder and Strategist, Acacia Avenue
		Sarah Jay, Board Director, Acacia Avenue
In a world of AI, there's a counter story - that of senior executives seeking more exposure to their customers in a shared forum.  But when you're talking to women about their experience of unprotected sex, how on earth could a workshop work?

1300		LUNCH

1400		LoveBrands
A Customer Workshop
Louise McLaren, Managing Director, Lovebrands UK
What does being connected to the customer really look like in today's world of fast turnaround deadlines, AI, in-housing, tighter budgets and busy schedules?  Ensuring we stay true to real lives and real needs - while acknowledging the truths of today's work context - calls for agility, multidisciplinary approaches, and fresh thinking.  This session will explore principles of customer connection for 2026 and beyond, with practical examples of what this can look like at best, and how it can be achieved using diverse methodologies.   There will be an interactive element to help participants apply take-aways and share learnings together.
		
1600		Wrap Up and Close
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