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Collaboration in 2023

In 2023 the Collaboration Network will be looking to increase and improve upon previous years through the
introduction of a range of new exciting initiatives to our already diverse and insightful programme.

We have introduced a new regular discussion club series titled The Regulator’s Room, enabling even more closer
cooperation between Member firms and the regulators and ombudsman. We have also further refined our Special Focus
Group series, which will continue to see the involvement of regulators in consulting in the topics. We are looking to take
this a step further in 2023 with a new pilot scheme around the Cost of Living Crisis.

2023 will see more face to face events for Members of the Collaboration Network, with in-person conferences in London
and Birmingham respectfully, regional events planned in Edinburgh and Cardiff,and Member Charity Walks scheduled to

take place in Kent, Devon, and Yorkshire.

Our Awards programme will once again be free and exclusive to members, with double the amount of categories in
2023 to recognise the outstanding achievements Members and their respective organisations are making.

And 2023 will also be the year in which we will be looking to launch a new cloud-based platform called CN-X, which
will help accelerate and revolutionise peer-to-peer learning and engagement for the sharing of best practice and

initiating collaborative projects across sectors. You can find out more within.

Become part of the Collaboration in 2023!
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New Premium Corporate Membership

Unlimited Access

Following a consultation with a number of Members, and within
the spirit of “you said, we did”, we are delighted to announce a
(’](_)1'1)()1';1[('7 \](}111}'}(}1'3]'111) new Premium Corporate Membership package to the Collaboration
Unlimited Access Network, enabling Member firms to have unlimited access across
their business to our programme of events and activities, making it
easier than ever to spread the opportunity to learn, share, develop
and collaborate on a range of topic areas. This also increases the
opportunity for more junior colleagues to attend sessions to help
develop their knowledge and insights across a range of topics.

Details

For further information, get in touch

Discussion Clubs

The Collaboration Network Discussion Clubs cover key areas of Complaints Handling, Vulnerability, Regulatory
Compliance, and Customer Experience. Each session operates with a rotating Guest Chair, providing a platform to share
first-hand examples of best practice and strategic views on overcoming common challenges that transcend sector. In a
fast changing environment, these clubs help Members to get to the answers faster.

The Complaints Coffee Club

In Association with Aptean

Complaints ‘H } }

Ran in association with Aptean, the Complaints Coffee Club is our
monthly discussion club centred around the sharing of best practice

Spansored by in complaints handling, RCA, redress, and achieving better outcomes,
.&-aptean led by a rotating Guest Chair. Our first Chair for 2022 will be Trish
Hinde from Action 365.

Current Scheduled Dates

e 17th January 2023:09.30-11.00 e 18th April 2023:09.30-11.00
Complaints Coffee Club - with Guest Chair Complaints Coffee Club - with Guest Chair
Trish Hinde from Action 365 Insurance. Vanessa French from ManyPets.

e 28th February 2023:09.30 - 11.00 e 16th May 2023:09.30-11.00
Complaints Coffee Club - with Guest Chair Complaints Coffee Club - with new Guest Chair
Sarah Profit from Atlanta Group. TBC

e  28th March 2023: 09.30 - 11.00 e 13thJune 2023:09.30-11.00
Complaints Coffee Club - with Guest Chair Complaints Coffee Club - with new Guest Chair
Georgina Hayes from Legal & General Insurance. TBC



The Extra Support Club
In Association with Equiniti

The Extra Support Club brings professionals together each month for
the sharing of best practice in supporting vulnerable customers. And
for 2023, this series will be delivered in partnership with Equiniti.
Our first Guest Chair for 2023 will be Christie-Jay Welburn from BGlI
Insurance.

Current Scheduled Dates

31st January 2023: 09.30 - 11.00
The Extra Support Club - with new Guest Chair
Christie-Jay Welburn from BGL Insurance

14th February 2023: 09.30 - 11.00
The Extra Support Club - with Guest Chair
Aimee Kneebone from Nationwide

7th March 2023: 09.30 - 11.00
The Extra Support Club - with Guest Chair
James Willmore from M&G Group

13th April 2023: 09.30 - 11.00
The Extra Support Club - with Guest Chair
Sarah Oldman from E.ON Next

23rd May 2023:09.30 - 11.00
The Extra Support Club - with Guest Chair
Jamie Paumard from Zopa Bank

27th June 2023:09.30-11.00
The Extra Support Club - with new Guest Chair
TBC

The Regulator’s Room

- New for 2023, the Regulator's Room will be a regular Discussion
[he Club led by rotating Regulators and Ombudsman, enabling closer
cooperation and collaboration between themselves and member
firms from across sectors. Our first session will be led by the Lending
Standards Board.

R,egulatgrfs

Current Scheduled Dates

e 19th January 2023:09.30 - 11.00 e 25th April 2023:09.30 - 11.00
The Regulator’s Room - with Anna Roughley The Regulator’s Room - with TBC

from the Lending Standards Board
e  8thJune 2023:09.30 - 11.00
e 16th February 2023:09.30 -11.00 The Regulator’s Room - TBC
The Regulator’s Room - with Martin Campbell

from Ofgem



The CX Lounge

The CX Lounge enables like-minded professionals to get to the heart
of topics centred around the sharing of best practice and innovation
in customer experience. Led by members via a rotating Guest Chair,
our first session will be led by Sarah Burnley-Davies from AXA Health
Insurance.

Current Scheduled Dates

e 2nd March 2023: 09.30 - 11.00 e 4thJuly 2023:09.30-11.00
The CX Lounge - with Guest Chair The Extra Support Club - with new Guest Chair
Sarah Burnley-Davies from AXA TBC

e 25th May 2023:09.30-11.00
The CX Lounge - with new Guest Chair

Special Focus Groups

Our Special Focus Groups will continue in 2023 ran in partnership and with the input from Regulators across markets.
The three different areas that will be covered across these sessions are the Consumer Duty, the Cost of Living Crisis,and
Innovation in Vulnerability.

Financial Services: The Consumer Duty

In 2023 we will continue to run a dedicated Special Focus Group
series in Financial Services, where we will have a particular focus
upon the Consumer Duty. For this series, we will continue to work
'“ e Cor \Isumer ])“ tv closely with key stakeholders to the sector and through continued
. consultation with the FCA, the Lending Standards Board, and the
Financial Ombudsman Service.

Special Focus Groups

Financial Services:

Current Scheduled Dates

e 23rd February 2023:10.00 - 12.00 e 22ndJune 2023:10.00-12.00
Financial Services Special Focus Group - Financial Services Special Focus Group -
The Consumer Duty - Session 1 The Consumer Duty - Session 3

e 20th April 2023:10.00 -12.00
Financial Services Special Focus Group -
The Consumer Duty - Session 2



Special Focus Groups

The Cost of
[Living Crisis

The Cost of Living Crisis

Building directly upon outcomes from our 2022 series, our new
series in 2023 will focus primarily upon the Cost of Living Crisis as
we delve into the means to support vulnerable customers and those
in financial difficulty, as well as associated risks, including mental
health, fuel poverty, and data sharing. For this series will shall once
again work closely with Ofgem in consultation for topics, as well as
the Regulator for Social Housing.

Current Scheduled Dates

26th January 2023:10.00-12.00

e 15thJune 2023:10.00-12.00

Special Focus Group: The Cost of Living Crisis - Special Focus Group: The Cost of Living Crisis -

Session 1

14th March 2023:10.00-12.00

Session 3

Special Focus Group: The Cost of Living Crisis -

Session 2

Special Focus Groups

Innovation in Vulnerability

In 2023 we will continue to work closely with the Regulator
Ofwat on a cross-sector Special Focus Group Series that will look
to explore innovations taking place in the consumer vulnerability
space. This series will adopt a varied structure to showcase, share,
and identify innovation that leads to better outcomes for consumers
and businesses alike.

Current Scheduled Dates

2nd February 2023: 10.00 - 12.00
Special Focus Group: Innovation in Vulnerability - Special Focus Group Innovation in Vulnerability -

in partnership with Ofwat - Session 1

e 4th May 2023:10.00-12.00

in partnership with Ofwat - Session 2



Professional Development Programme

Professional Development

In 2023 Members of the Collaboration Network will be able to attend
up to 18 standalone Professional Development Modules that will
take a 360 approach to learning that will directly support cutomer
and colleague engagement. Session lengths will vary from two hours
to half-a-day, with certification issues for attendance. Modules will
be operated by organsations that include Henley Business School,
Elev-8 Performance, Brainfood Consultancy, Helen Pettifer Training,
Eat Big Fish,and Quibble Training & Consultancy.

Modules Operated in Asscociation with

Henley

Business School

&3 brainfood . L Quibble

Current Scheduled Dates

12th January 2023:
Professional Development Programme
Session 1 - with Henley Business School

27th January 2023:
Professional Development Programme
Session 2 - with Quibble

24th February 2023:
Professional Development Programme
Session 3 - with Elev-8 Performance

9th March 2023:
Professional Development Programme
Session 4 - with Brainfood Consulting

22nd March 2023:
Professional Development Programme
Session 5 - with Helen Pettifer Training

e 4th April 2023:
Professional Development Programme
Session 6 - with Henley Business School

e 11th May 2023:
Professional Development Programme
Session 7 - with Elev-8 Performance

e 26th May 2023:
Professional Development Programme
Session 8 - with TBC

e 9thJune 2023:
Professional Development Programme
Session 9 - with TBC

e 28th June 2023:
Professional Development Programme
Session 10 - with TBC



Full Day Conference Programme 2023

Virtual Collaboration Conference

The Virtual Conference will be hosted online on 9th February 2023
for a full day of learning through industry case studies, a keynote
talk, a hands-on workshop, and open discussions for the sharing
of best practice. Speakers will come from OVO Energy, Ageas
Insurance, Zopa Bank, SES Water, Sovereign Housing Association,
and Elev-8 Performance, with more speakers to be announced
soon.

Speakers from

Details
9th February 2023,09.00 - 17.30 | Online live via Teams

o e s London Collaboration Conference
London Conference 2023

=+ [he London Conference takes place on 26th April at Congress Hall,
@ @ @ @ = % featuring industry case studies, keynote talks, a regulators panel
__ _ il discussion, and a table based group workshop. Featuring speakers

i F A e ' from LV=,E.ON Next,South East Water,ManyPets,FCA,Ofwat,Ofgem,
= @ @ @ ctizens Citizens Advice, Money & Pensions Service, the Utility Regulator,

Lending Standards Board and Henley Business School. The day will
include full hospitality and a networking drinks reception.

Speakers from

citizens
advice

&
&

Details

26th April,09.00 - 19.30 | The Congress Centre,
28 Great Russell Street, London, WC1B 3LS
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Birmingham Conference & Awards
A2 : L, i Autumn 2023: Our second in-person Conference & Awards
lfil['l[llll:—--.’_,’].'l.'::l].'l'l Conlerence Ceremony will be taking place in Birmingham, with a range of
@:\“Hl’(lu‘i 2023 fexpert' speakers and the‘ presentation of awards in 10 categories,
' including the Collaboration Network Member of the Year.
Speakers and Award Categories will be announced shortly.

Details
Venue and Date TBC

The Vulnerability Summit

The Vulnerability Summit will return in 2023 for a full day virtual
event dedicated to the topic of consumer vulnerability, with input
from across sectors, including industry case studies, keynote talks,
a workshop, and a presentation from the Vulnerability Champions
Group.

Vulnerability

Summit

Current Scheduled Date
20th July 2023,09.00 - 17.00 | Online

The Complaints Forum

In Association with Aptean
COMPLAINTS
Forum The Complaints Forum, operated in partnership with Aptean, will
return in 2023 for a full day virtual event dedicated to complaints
handling, customer service,and dispute resolution, with input from

T across sectors.
A aptean

Current Scheduled Date
2nd November 2023,09.00 - 17.00 | Online



Regional Gatherings

Regional Gatherings

[dinbureh Cardiff

Edinburgh & Cardiff

New for 2023, the Collaboration Network will be running
regional gatherings for members for a half-day in-person events,
provisionally set to take place in Edinburgh and Cardiff. Each of
these events will include presentations, round table discussions,
networking opportunities and hospitality for a capped number of
attendees.

Details

Venues and Dates TBC

Champions Groups

(: 1-18.1'1'1[) i() >

Groups

Vulnerability & Complaints Champions

The Collaboration Network has appointed two separate specialist
working groups comprised of individual Members representing
organisations across sectors who have both the skills and passion
to help push change. Operating as a ‘think-tank’ and working-
group seeking to collectively identify better outcomes within
vulnerability and complaints respectively.

Details

Meetings operate every six weeks

Charity Fundraising Walks

Ber 1 g
Demel

Charity Walks

Supporting Demelza Hospice for Children
The Collaboration Network has appointed Demelza Hospice Care
for Children as its official charity partner,and in 2023, we will be
running several initiatives to fund raise for their cause. This will
include charity walks taking place across the UK that Members
can participate in.We are looking to organise charity walks in Kent,
Devon and Yorkshire, with more details to be announced.

Details

The first walk takes place on 19th May 2023 - 24 miles from Sidcup to Rochester in Kent
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CN-X

A New Cloud-Based Platform

CN-X will be a new cloud-based digital platform launching in late

C N N/ 2023 that will enable businesses and practitioners instant access
_ to a wealth of resources, information, and insight for supporting

Get to Bie ARswars Facter a full spectrum of customer and colleague needs, as well as

improving their approach to regulatory compliance.

Powered by an intuitive machine learning algorithm and a
triaging support system, CN-X will allow users to engage with
fellow professionals from across sectors who can help them to
get to their answers faster through a peer-to-peer sharing of best
practice basis.

In addition to a wealth of readily available resources and access to
experts across sectors, CN-X can become your one-stop-shop for
initiating collaborative projects, recruitment, training, consultancy,
accessing reports and research, viewing master classes, engaging
on community threads, and becoming part of special interest
groups.

CN-X users will also be able to create their unique profile that

captures the key information relating to their unique areas of
knowledge, experience and expertise. And as a digital community,
XL the more you contribute towards CN-X engagement with fellow
— members,the more you can increase your CN-X rating score, as you
build your own professional brand of trust and knowledge.

Details
Launching late 2023 for desktop and responsive mobile design

Collaboration Journal

Thought Leadership Content

The Collaboration Journal is our quarterly publication for Members
Goll‘dbor‘aﬁon featuring thought-leadership and expert views from across sectors.
Within each edition, readers can access up to 16 unique and
original articles produced by Members and leading experts across
Thought Leadership sectors, touching upon the key issues around customer support,
regulation, culture, mental health in the workplace, technology,
and innovation

Details
Published in February, May, August,and November

11



Webinars

Special Learning Sessions

In 2023 we will host a number of special webinars in partnership

Wel)illal's with several organisations, enabling an opportunity to learn
through case studies or to delve into specific topics impacting
Special Leaming Sessions organisations across sectors. Each session will include a

presentation followed by break-out discussion groups.

Details
Dates TBC

Awards

Recognising Member Success
e | Pl A M S Building on the inaugural Collaboration Network Awards in 2022,
(._.:(J]ldl.)Ul alion Nt.t\'\-'()l}\ our 2023 programme of Awards will see several new categories
A\\Tc‘;ll'dS introduced, recognising the achievements of both Member
organisations, and individual Members themselves. Submission
of entries to the Awards remains free and exclusive to Members,
with the Awards being presented at the Birmingham Conference
& Awards.

Recognising Success

Details

The Categories will be announced in Spring 2023, when entries will open. Entries will close in early August 2023.

Master Classes

e-learning

1. i In 2023 we will continue to publish new Master Class videos for
1\1(16 A | members, enabling you to watch presentations, keynote talks, and
industry case studies in your own time as part of an e-learning
tool kit. As with videos published in 2022, you can expect a
e-learning variety of topics to be covered, including areas such as consumer
vulnerability strategies, complaints handling,and ED &l.

Details
Videos will be published within the Member App before migrating across to CN-X

12



Cost of Living Crisis - Pilot Scheme

Working Together for Better Outcomes

Operating in conjunction with our Special Focus Group Series, we
are working with Lloyds Banking Group on shaping a Pilot Scheme
for supporting customers through the Cost of Living Crisis. This is
about creating tangible, impactful outcomes. Details will emerge
from the opening Special Focus Group. We encourage Members
who are keen to be part of this to get in touch.

Collaboration Network

Pilot Initiative

Details

The opening Special Focus Group on 26th January will detail more

Reports

Capturing the Insights

Throughout 2023, we wil be capturing the key learnings and
findings from across our programme of events, with regular
reports circulated to Members and housed within the Member App
(ahead of the launch of CN-X). This will contribute to a Master End
of Year Report which will be published in early December 2023.
exclusively for Members.

Collaboration Network

Details

Published each month. Master Report pubnlished in early December 2023

Member Programme Guide 2023

Reproduction, copying, extraction, or redistribution by any means of the whole or part of this publication must not be undertaken without
the written permission of the Collaboration Network.

This Guide outlines the programme of initiatives and events by the Collaboration Network in 2023, which is subject to changes and amends.

All rights reserved in respect of this document.

13



4\’//\ Collaboration

info@collaborationnetwork.co.uk
www.collaborationnetwork.co.uk



mailto:info%40collaborationnetwork.co.uk?subject=
http://www.collaborationnetwork.co.uk

