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On behalf of the CCMA Board, it is my pleasure to welcome you to the 30th
Irish Customer Contact and Shared Services Awards as we come together
to celebrate excellence across Ireland’s contact centre and shared services
community.

Our industry continues to move quickly, and 2025 has been a particularly
significantyear. Automation and Al-powered agents are already transforming
how we serve customers, opening up new opportunities for faster responses,
more personalized support, and greater scalability.

Even with all this progress, human contact remains at the centre of our work.
Technology helps us work smarter, butitis the dedication and professionalism
of CCMA members that deliver outstanding customer experiences.

At the CCMA, we are extremely proud of everything that has been achieved
over the past year. Congratulations to every business, team, and individual
who has been shortlisted. The passion, creativity, and commitment shown
during the judging process highlight why Ireland continues to excel in
customer experience.

A special thank you to our Gold Sponsor, 8x8, as well as all our category and
corporate sponsors, for their support in making this event possible. | would
also like to acknowledge Dorothy O’Byrne for her continued leadership and
thank our judging panel for the care and time they invested in reviewing this
year’s submissions.

Congratulations to everyone who has been shortlisted and to those who will
go on to win awards. | hope you enjoy the evening as we celebrate the best
of our industry.

Barry OToole
Chairperson CCMA Ireland
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A MESSAGE FROM OUR GOLD SPONSOR

8x8

8x8 is proud to support these awards once again, recognising the excellence and innovation
driving customer experience and customer trust in Ireland. At 8x8 we're seeing firsthand
how lIrish organisations continue to raise the bar with the aim of adapting rapidly, investing
strategically, and putting people at the heart of every customer interaction.

In the past year, the pace of change has only accelerated. Al is no longer just an abstract thing
or something we hear others talking about: it's here, being used daily and in increasingly more
parts of our lives.

From Al-enhanced customer journeys to fully integrated communication platforms, businesses
across Ireland are moving quickly to modernise their operations and elevate their customer
experience strategies. But transformation isn't just about adopting new tools. To me it's about
delivering real, measurable outcomes: faster service, smarter insights, leading to companies
that people can trust - and that trust drives more loyal customers.

The role of customer-facing teams has evolved dramatically. Whether you're in retail,
healthcare, utilities, or the public sector, your agents, employees, and digital channels must
work in harmony. To deliver a full and positive customer experience, companies need to
balance human empathy with automation, centralised data with personalised engagement,
and compliance with agility.

At 8x8, our focus remains clear: to support Irish businesses with the most integrated platform
for customer experience, one that combines contact centre, unified communications, and
CPaaS APIs delivering intelligent engagement. We embed Al throughout the platform to help
organisations not only reduce complexity and cost, but unlock the potential of every customer
interaction. It's also about letting contact centres make the best use of their human agents,
freeing them up from repetitive work.

We are seeing more Irish organisations embrace this opportunity, from deploying intelligent
self-service to breaking down silos between teams, to using data not just to look back, but to
look ahead. It's a privilege to be part of that journey.

But that's the future. Let’s get back to tonight. First, a huge thank you to Dorothy and the CCMA
team for pulling this great event together. Secondly, congratulations to all the finalists - and
winners - here tonight. Your work is shaping the future of customer experience in Ireland and
setting the standard for others to follow. Here's to your continued success and let's go forward
together.

Mary Murray

Operations Director Ireland,

8x8 Inc.



1. BEST TRAINING & f‘-
DEVELOPMENT PROGRAMME (4

First Line Coach

Bank of Ireland Servisource

eir TELUS Digital

Indeed Uber

Mercer Virgin Media

ptsb Yuno Energy Group

ResultsCX

Bank of Ireland

Bank of Ireland are the deserved winner of this award for their highly
successful Fraud Training programme, which focuses on fraud prevention
and has been adapted to include the rapidly evolving area of Authorised
Push Payment fraud (APP).

The customer is placed at the centre of this training programme, which
aims to protect customers from being manipulated to make fraudulent
payments. Addressing this issue requires not just technical training but
also the ability to detect subtle behavioural cues, build trust quickly and
intervene effectively without alienating the customer. The APP training
includes Fraud Identification, Scenario-Based Learning and Behavioural
Insight Training. Continuous learning is a key feature of the programme.

The programme has delivered significant performance improvements,
including a two-point increase in Customer Effort Scores, a First Contact
Resolution score of 92% and a reduction in complaints.

Congratulations to the Bank of Ireland Training & Development team on
winning this must coveted accolade.



1. BEST TRAINING & (‘_
DEVELOPMENT PROGRAMME C’

First Line Coach

Mercer J

Mercer are being highly commended in this category for their innovative
JustASK Training Academy. The academy combines traditional training
methods with the effective use of Al. The programme was developed in-
house to enable contact centre agents to provide exceptional service to
their clients. The Mercer incorporated inputs from across the business with
clear alignment to their company strategy and mission while holding the
customer at the heart of the programme.

The JustASK academy has led to significant improvements in performance
metrics, with Net Promoter Score consistently exceeding 80 and First
Call Resolution Rate consistently at 95%. The programme has also had
a phenomenal impact on agent morale, with zero employee turnover
experienced since its introduction. The judges particularly liked the
companies use of Al in supporting training inclusivity and including

customer vulnerabilities in their design.
TELUS Digital j

The judgeswould also like tocommend TELUS Digital for their FueliX training
programme which was developed to address two critical organisational
challenges - knowledge of internal Al tools and low utilisation of Fuel iX,
their internal generative Al tool. The programme was delivered in three
phases with Phase | consisting of Global Live Virtual Sessions, Phase 2,
Asynchronous Learning and Engagement and Phase 3, Copilot Contest
Submission.

This programme showcased how in agrowing age of Al, technology adaption
and training can be embraced on a large scale. The submission showcased
alignment between the overall company strategy and philosophy and staff
development.

The Fuel iX Week of Learning delivered exceptional performance
improvements with a 24% increase in Fuel iX Copilot users and a dramatic
132% increase in functional copilot creation, which generates expanded
service delivery capabilities and operational efficiency improvements.



PUBLIC, VOLUNTARY AND
NON-PROFIT SECTOR

2. BEST CUSTOMER EXPERIENCE IN
W

Capita & Uisce Eireann Poppulo

eir Threshold

IMRO Yuno Energy Group

Capita & Uisce Eireann

We are delighted to announce Uisce Eireann and Capita as the 2025 winners
of Best Customer Experience in the Public, Voluntary, and Non-Profit
Sector. This prestigious award recognises their exceptional commitment to
customer communication and engagement, across a complex, nationwide
organisation. Through a clear, customer-centric strategy, Uisce Eireann
and Capita have transformed interactions with their customers, moving
from reactive problem-solving to transparent, proactive engagement at
scale.

A cornerstone of their success has been the transformation of outage /
disruption communications, a critical area where timely, accurate
information has a direct impact on customers’ daily lives. By shifting from
reactive responses to proactive notifications, Uisce Eireann and Capita
have leveraged SMS, IVR, and digital platforms to provide timely updates
on planned and unplanned service interruptions. This comprehensive
approach has delivered measurable and impressive results, including a
15% increase in CSAT and a 20% rise in citizen trust scores.

Of note, is their focus on vulnerable and disadvantaged groups, ensuring
that accessibility and inclusion are embedded into every stage of the
service. Vulnerable customers are prioritised within registration data,
guaranteeing that they receive real-time alerts for both planned and
unplanned disruptions. Additionally, when these customers contact
support by phone, they are granted a priority queue jump, ensuring timely
assistance and reinforcing a culture of care and responsiveness.

The partnership between Uisce Eireann and Capita has also placed
customer experience leadership at the heart of the organisation. Leadership
is embedded at every level, ensuring operational delivery is closely aligned
with strategic priorities. This approach reinforces accountability, provides
end-to-end oversight of the citizen experience, and ensures that service
improvements are both sustainable and consistent. Leadership within the
partnership is visible, proactive, and structured, fostering a culture where
every team member understands their role in delivering an exceptional
customer experience.



2. BEST CUSTOMER EXPERIENCE IN
PUBLIC, VOLUNTARY AND
NON-PROFIT SECTOR

In congratulating Uisce Eireann and Capita on this award, the judges
highlighted their strong focus on customer experience, noting that their
initiatives have set a new benchmark for the sector. By combining strategic
foresight, operational excellence, and a commitment to inclusion, they
have shown how public services can deliver measurable impact, improved
trust, and stronger engagement with citizens, while maintaining a culture
of accountability and continuous improvement.

IMRO )

We are delighted to highly commend IMRO (Irish Music Rights Organisation)
in the Best Customer Experience in the Public, Voluntary, and Non-Profit
Sector award. As Ireland’s performing rights organisation, IMRO represents
the interests of songwriters, composers, and music publishers both at
home and abroad, and has demonstrated an outstanding commitment to
placing their customers at the centre of everything they do.

A first-time entrant, IMRO has impressed the judges with their exceptional
approach to service, consistently valuing and responding to the needs of
their customers. We look forward to seeing how they continue to innovate,
engage, and evolve in the future.




3. BEST CUSTOMER EXPERIENCE IN
PRIVATE/COMMERCIAL SECTOR

Yuno Energy Group )

The highly coveted prize for Best Customer Experience 2025 in the Private
Sector has been awarded to Yuno Energy Group. Now the 4th largest
energy provider in the Irish market—the group comprises three leading
brands - PrepayPower, Yuno Energy, and Kaizen.

The Group’s customer experience strategy is anchored in three core
principles that guide every interaction, initiative, and improvement across
the organisation: 1. Remove the roadblocks, 2. Empower customers with
self-service, and 3. Get it right the first time. Simple yet profoundly powerful,
these principles fuel a customer-first culture, ensuring that every decision,
process, and interaction is designed with the customer at the heart.

Impressively, all three brands within the Yuno Energy Group are not
only meeting—but consistently exceeding—their customer experience
performance targets. They continue to deliver exceptional outcomes
across key customer metrics, including Customer Satisfaction (CSAT), First
Contact Resolution, and Net Promoter Score (NPS), positioning the Group
as a benchmark for excellence within the Irish energy sector.

A cornerstone of their success is a deeply embedded Voice of the Customer
(VoC) framework, which enables their continuous improvement culture.
Customer feedback is systematically collected, analysed, and acted upon,
ensuring that customer sentiment directly shapes priorities and decision-
making.

Clever adoption of technology has enabled Yuno Energy Group to stay
ahead of the curve. From using videos to simplify complex topics for
customers, to introducing WhatsApp appointment booking, and launching
SimLine—an Al-powered virtual assistant for onboarding and targeted
agent coaching—the Group continuously leverages technology to enhance
the customer experience, empower their teams, and drive efficiency across
every touchpoint.

In recognising Yuno Energy Group for setting and consistently meeting
the highest standards of customer experience, the judges highlighted the
Group’s customer-focused culture and “can-do” attitude. This mindset
has enabled this driven company to tackle the challenges of customer
experience head-on, turning ambition into measurable results and
consistently exceeding expectations.



4. BEST USE OF DIGITAL CHANNELS “P

AlB Uber

The winning submission for Best Use of Digital Channels showcased
an exceptional blend of digital innovation, operational discipline, and
measurable impact.

This year’s standout entry demonstrated how a global CX centre can use
technology to enhance, not replace, the agent and customer experience.
Through the development of their integrated Bliss platform, Uber’s Limerick
Centre of Excellence delivered a significant uplift in service quality across
digital channels.

The judges were particularly impressed by the organisation’s ability to
qguantify improvements at scale, achieving an 18% reduction in handle
time, alongside a 20% reduction in formal agent training time and a
15% decrease in time for new agents to reach proficiency. Their in-house
Bliss Translate solution also enabled multilingual support across seven
languages, generating multi-million-euro efficiencies while maintaining
consistency and accuracy.

This is a digital ecosystem built for scale, quality, and continuous
improvement, supported by robust governance and a strong culture of
innovation.

For setting a new benchmark in digital channel excellence, the judges are
delighted to recognise Uber’s Limerick Centre of Excellence as the 2025
category winner.



4. BEST USE OF DIGITAL CHANNELS “P

-

The judges are delighted to award Highly Commended to an organisation
that delivered a deeply human and customer-focused digital strategy.

This submission demonstrated the power of digital channels to create
meaningful customer moments, supported by empathy, accessibility, and
strong operational discipline.

AlB's Social Media and OSM team impressed the panel with their ability to
translate customer insight into real-world improvements. Their expansion
of Webchat and proactive digital support has delivered sustained
performance gains, including a significant increase in chat volumes,
consistently strong service levels, and high satisfaction ratings across
social and chat channels.

What truly distinguished this submission was its authenticity. From
supporting vulnerable customers to resolving complex incidents through
digital touchpoints, the team demonstrated how technology and human
understanding can work together to deliver outstanding customer
outcomes, even within a highly regulated industry.

The judges commend AIB for their thoughtful, customer-first approach and
their clear commitment to continuously improving digital service delivery.

1



5. BEST USE OF TECHNOLOGY -
TRANSFORMATION PROGRAMME

AIB Dublin Airport Authority (DAA)

Allianz Partners & Scorebuddy eir

Bank of Ireland FRS Training

Capita & Uisce Eireann ptsb

Cook Medical

-

Thejudgesare pleased to presentthe ‘Best Use of Technology Transformation
Programme’ award to AIB for their successful journey through of a 3 year
‘Direct 2025’ transformation programme. The programme put customers
and colleagues at the forefront using technology to deliver a better
experience for both and fulfilling AIB’s core ethos of “Digital First - Human
Where It Matters.”

Through bringing stakeholders along the journey, AIB were able to build a
robust scalable foundation for this programme, and future opportunities.
Successful implementation of a new digital assistant, speech analytics,
enhanced ID+V and knowledge management system drove fantastic
benefits for all.

The results were clear which include a 15% increase of First Contact
Resolution, 12% increase of NPS and 15% reduction in AHT. Together with
over 390,000 contacts contained with the new digital assistant the AIB
team truly delivered an award winning transformation which will deliver
exciting opportunities in the future also.

Congratulations to AIB for this outstanding transformation programme.

Bank of Ireland J

The judges would like to highly commend Bank of Ireland on their
implementation of a unified CRM platform, bringing together multiple
sources of customer and product information, and ultimately enabling
enhanced customer service. BOl demonstrated a clear, methodical
approach supported by a user-centric design. The team included former
agents with a deep understanding of both customer and colleague pain
points. Given that implementation was relatively recent, we look forward to
seeing the additional value this transformation delivers in the future.
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6. BEST USE OF TECHNOLOGY -
PROJECT

FRS Training j

This award recognises the operation that has demonstrated how they have
successfully deployed a specific type of technology, tool or application
to improve their contact centre’s business performance and customer
experience.

The Judges wish to congratulate FRS Training on winning Best Use of
Technology Tactical Project for their Learning and Development platform
‘FLEX’ - Focused Learning Experiences.

FRS Training understood the complex nature of training and governance
needs across the 7 Diverse business units of FRS Co-Op and were
successfully able to design and develop a centralised Learning
management System meeting employees and business unit’s needs. The
customisable and modular platform has driven significant improvements
to eNPS, engagement, and training completion driving benefits within
the Co-Op and for clients alike.

Congratulations to FRS Training on winning this award.

Capita & Uisce Eireann j

The judges would like to highly commend Capita & Uisce Eireann for their
Proactive Notifications Initiative which helps to ensure that all citizens,
including the most vulnerable, can receive critical updates via SMS. A truly
inclusive solution which demonstrates a real commitment to the customer
need, SMS has cut through complexity while also boosting operational
efficiency and organisational performance, ultimately strengthening trust
and customer satisfaction.

The judges would like to congratulate the Capita & Uisce Eireann team on
their successful design and delivery of this project, setting a new standard

of excellence for their business.
eir ION Billing System J

The judges would also like to highly commend eir for their Project Galaxion.
This appeared a very complex project involving significant consolidation
from three legacy billing systems into one in-house designed and built
system. This major transformation resulted in ION, eir’s internal billing and
CRM platform, built entirely in-house.

A very complex and innovative project. Congratulations to all of the team
involved in delivering this project.

13



7. OUTSOURCE
PARTNERSHIP OF THE YEAR

Abtran & Electric Ireland FMI & Electric Ireland

Capita & Bord Gdis Energy Otonomee & OURA

The judges would like to congratulate FMI and Electric Ireland on winning
this award The judges were impressed as to how the partnership had
developed since 2012, especially from 2018 where both the scope and the
depth of the services offered were widened greatly to include areas such as
acquisition, retention, complaints and cancellations.

This partnership clearly demonstrated its success in working together
through its use of data intelligence and reporting automation to ensure
they remained focused on the customer. This was also shown by achieving
100% of its SLA and KPIs targets in the last 12 months, along with operational
reliability.

The judges were particularly impressed with the enthusiasm of the
management team and their passion to enhance the relationship wherever
they could. This was demonstrated in the successful implementation of
additional new initiatives such as conversational IVR, and digital learning.
Along with developing their knowledge of Al and how it could benefit
both agent and customer and ultimately supporting the success of the
partnership.

Essential to the success of this partnership was the open and honest
communication demonstrated between the two organisations and their
desire to enhance the services offered to customers.

The judges wish this partnership continued success.

Abtran & Electric
Ireland

The judges would also like to highly commend the partnership of Abtran
and Electric Ireland. Abtran demonstrated how they have managed to
adapt very successfully during challenging times since the partnership
began in 2004 to support Electric Ireland’s expansion into new markets
and new offerings.

The success of the partnership was clearly demonstrated in the recent
extension of the contract for a further 3 years.

14



8. TEAM OF THE YEAR 8 8

ADEC Arise - ComReg Team AIB - Outbound Fraud Team
Capita & Bord Gais Energy Sales Team Cook Medical - Tenders Team Leader Team

Dublin Airport Authority (DAA) - Customer
Support Services Team

ResultsCX PayPal France Team

The Judges wish to congratulate Results CX for winning Team of the Year
2025. This team of 10 working on behalf of the PayPal France market,
packs a mighty punch despite its small size.

Combining professionalism, passion and resilience it consistently
outperformed larger markets in a challenging year, exceeded targets and
has set the innovation standard for sales strategies in EMEA.

Competitive yet collaborative, with a balance of peer support and individual
excellence, the ResultsCX Paypal France team'’s culture and leadership
stood out to the Judges and is a worthy 2025 winner of the accolade Team
of the Year.

ADEC Arise
ComReg Team

The Judges are delighted to commend the ADEC Arise ComReg Team.
This team'’s culture stood out for its positivity, team bonding, strong CX
performance and robust team retention rates.

With a focus on delivering exceptional service in every interaction, it is
clear that the team thrive in an environment that emphasises teamwork,
continuous learning, and innovation.

Congratulations to the team at ADEC Arise.
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8. TEAM OF THE YEAR 8 8

Fexco & Bord Gdis Energy - OneStop Shop
Team

ResultsCX - PayPal France Team

FMI & Electric Ireland - Inbound Sales &

Support Acquisition Team Windsor - Customer Hub

Poppulo - Global Renewals Team

Windsor Customer Hub

As the first point of contact for customers, the Windsor Customer Hub team
is to be commended for the role it has played in transforming Windsor's
Customer Care model. The team have become a critical element in
delivering a more consistent experience across customer channels and
across the Windsor dealership network. The Customer Hub Team continue
to drive positive effects for customers, partners and team members alike.

The judges congratulate the team on their second CCMA commendation
and wish them continued success. Well done to all the team at Windsor.
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9. SUPPORT TEAM OF THE YEAR

Bank of Ireland - Everyday Borrowing

Operational Excellence Team New Ireland - Contact Centre Capability Team

Forward Emphasis — Business Intelligence & Northern Trust — Investor Experience &
Analytics Team Continuous Improvement Team

FRS Training — Learning & Development Team Poppulo - Employee Communications Team

Indeed - EMEA Real Time Team ResultsCX - Performance Team

Forward Emphasis Business
Intelligence & Analytics Team

The Judges wish to congratulate the Business Intelligence & Analytics team
at Forward Emphasis on winning the accolade of Support Team of the Year
2025.

In the last 12 months, the team clearly demonstrated what can be achieved
with a collaborative, proactive and client-focused culture. They successfully
centralised reporting for the business delivering a single source for internal
reports and dashboards.

Through extensive automation they reduced manual effort, enhanced
accuracy and accelerated turnaround times freeing up the colleagues
and operational teams they support to focus on client success. They
play a pivotal role in supporting the contact centre operation to deliver
exceptional service to their clients.

Squarespace Product
Team

The Judges would like to highly commend the Squarespace Product Team
for a submission that demonstrated how they have helped improve and
refine both customer and agent journeys in the last 12 months. The team
acted swiftly and decisively to help tackle complex bugs and high-visibility
escalations in a challenging year of peak volumes.

The judges congratulate the team on their commendation and wish them
continued success.
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9. SUPPORT TEAM OF THE YEAR

Servisource

- Central Support Care Services Team Uber - Safety Liison Officers Team

Virgin Media

Sky - Operational Compliance Team - Digital Content Moderators Team

Yuno Energy Group

Squarespace - Product Team - Digital Transformation Team

TELUS Digital - Talent Acquisition Team

Virgin Media Digital
Content Moderators
Team

The Virgin Media Contact Moderators team are highly commended by
the Judges for the excellent work they did in bringing people, processes
and systems together to establish and then consistently deliver against
a challenging SLA that has had the effect of removing friction for agent,
team leaders and customers.
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10. INDUSTRY PROFESSIONAL OF THE
YEAR - CUSTOMER SERVICE ADVISOR

Shola Ayodeji - Indeed Martin Cox - Virgin Media

Jennifer Brennan — Northern Trust Julie Darcy - Northern Trust

Ryan Butler — VHI Healthcare Gabriel Fernandes - Indeed

Eabha Cleary - Bank of Ireland Ben Gilligan - AIB

Ryan Butler VHI
Healthcare

On joining VHI Healthcare in 2023, Ryan's strong communication skills
and customer-focused approach were quickly recognised and led to
his selection to support the Product Review team. Today in his role as
Customer Engagement Advisor on the Concierge Team his genuine care
and compassion for VHI Healthcare members shines through.

An energetic, dedicated, and compassionate colleague he is a key
team member. Ryan consistently goes above and beyond, delivering
outstanding service and outcomes for members, supporting his colleagues
and collaborating with various departments to improve processes. It was
clear to the judges that Ryan is a superstar in the VHI Healthcare team and
a role model for all.

With a passion for travel the judges look forward to following his journey
in the customer service industry. A deserving joint winner of the 2025
Customer Service Advisor of the Year award. Congratulations to Ryan and
continued success in your career.

Sinead O’Reilly AIB

With almost two decades of front line banking experience Sinead
demonstrated excellence in customer service, combined with exceptional
performance. A valued team member, in her role as a Business Advisor
in AlB's Customer Engagement Centre she supports a diverse range of
customers facing difficult challenges. The “go to” team member she
mentors and supports colleagues, and drives continuous improvement
through innovative initiatives. All undertaken with great passion and pride.

Sinead is a devoted mother of three and has been active in her local
GAA club for 15 years. Her achievements make her a worthy recipient
and deserving joint winner of the 2025 Customer Service Advisor of the
Year award.
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10.INDUSTRY PROFESSIONAL OF THE . ,
YEAR - CUSTOMER SERVICE ADVISOR [RSLUTIEV

Diarmuid Hartigan — Uber Gavin McLoughlin - PTSB
Lynda Hynes - Covalen Sinead O'Reilly - AIB
Sam Kennedy - New Ireland Vinny Reeves — Poppulo
Serena Kilkenny - Yuno Energy Group Sarah Tuite - AIB

Jason Larkin - AIB Deirdre Walker — New Ireland

Shola Ayodeji Indeed J

Shola has rapidly built a reputation for consistency and strategic insight
at Indeed, culminating in his promotion to Senior Client Optimisation
Specialist in January 2025. Leveraging his skills and experience from
previous roles, Shola is a consistent top performer within his team,
delivering high productivity while ensuring clients receive the best
experience possible. The judges were impressed by Shola’s enthusiasm,
drive and problem-solving abilities, ensuring clients receive tailored and
actionable advice. As a motivational role model, Shola actively mentors
colleagues and influences the team to emulate his top-tier performance.

Martin Cox Virgin Media )

Specialising in the challenging Inbound Propensity Team, Martin’s ability to
combine empathy with sales acumen, and a knack for developing rapport
with clients has resulted in him retaining three times more customers than
his department average in the past 12 months. Within Virgin Media Martin’s
success has been celebrated with multiple accolades, including inspiring
the creation of the “Record Breaker” award after surpassing 100 SIM
sales in a single month. Particularly, the judges were impressed by how
Martin’s best-practice interactions are frequently used as “Golden Calls”
for training new advisors, and how he actively supports peers through the
Buddy System and structured AHT workshops.

Congratulations Shola.

The judges wish Martin continued success in his career.
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10.INDUSTRY PROFESSIONAL OF THE . ,
YEAR - CUSTOMER SERVICE ADVISOR [RSLUIEN

Lynda Hynes - Covalen j

Despite initial doubts about the CSA role, Lynda’s dedication and
perseverance has led to truly exceptional results within Covalen. This
was highlighted by achieving a flawless 100% quality assurance score
across the entire year. As a result, Lynda now sets exemplary standards
for performance across her team. Lynda also champions for customer
experience, and demonstrates deep empathy and consistently, leveraging
soft skills to connect with customers and truly understand their needs. This
dedication was evident when she went above and beyond to resolve a
complex, high-stakes funds access issue for a client staff member traveling
abroad. Furthermore, Lynda is a cultural leader, actively mentoring every
new starter and proudly serving as a go-to resource for support among her

colleagues.
Yuno Energy Group j

Serend’s submission and presentation showcased how she is celebrated for
her profound empathy and expertise in escalation management, earning
a promotion to Senior Customer Service Agent in April 2025. Drawing on
varied experience, Serena consistently excels across all KPls, including
CSAT, NPS, quality, and accuracy. Her dedication to customer safety is
extraordinary and this was demonstrated when she secured vulnerability
priority status and arranged backup power for an elderly customer reliant
on an oxygen machine during a forecasted storm. A natural communicator
and connector of people, Serena’s genuine passion for her team and the
work she does really resonated with the judges.
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THE YEAR - TEAM LEADER

Mark Bennett - ResultsCX Siona Keogh - Yuno Energy Group

11. INDUSTRY PROFESSIONAL OF 8 8

Selina Bowes - CPM Liz Lynch - AIB

Ross Byrne - Indeed June Mannion Moriarty — AIB

Chris Dilworth - Arema Connect Rachel Healy - Cook Medical

Rachel Healy - Cook Medical

Chloe’s career at Uber is a standout one, built on her impressive academic
background and experience in high-performance sports. Joining Uber
January 2019, Chloe navigated her way through various roles in the
business and achieved the position of Team Leader in 2023. She now leads
three diverse teams.

Chloe’s leadership philosophy, which is built on disciplined execution and
authentic connection, came through strongly and impressed the judges.
Her adaptability, willingness to take on the next challenge and foremost
ensuring her team is skilled and supported, Chloe strives to go beyond
managing metrics and actively shapes success with targeted improvement
initiatives and strategies.

Chloe’s success extends beyond the workplace, with her remarkable
achievements in rugby directly translating to her leadership style. As a
7-time-capped Irish international and a multiple championship-winning
captain, she understands what it takes to build a cohesive, winning team.
Chloe’s experience in high-level sport, combined with a commitment to
personal well-being, allows her to bring energy, focus, and a well-rounded
perspective to her team, driving to provide the highest standards.

Congratulations to Chloe, on a terrific achievement, and to the ongoing
success of her team - we toast your success!
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THE YEAR - TEAM LEADER

Sharon McKelvey - Vhi Healthcare Chloe Pearse - Uber

11. INDUSTRY PROFESSIONAL OF 8 8

Sean Noonan - CMOS Marian O’Neill - Capita & Bord Gdis Energy
Ryan McCauley - Northern Trust Giada Ponzio - Indeed

Jaclyn McGrath - Virgin Media Xander Jake Mikuda Vest - Squarespace

Selina Bowes CPM )

Selina began her telecom sales career in 2021, and now successfully leads
a cross-functional sales team. Since taking on the role, the performance
of the Inside Sales Team is recognised as ‘remarkable,” with her team
delivering significant growth year on year. Her approach to managing and
inspiring her team is one of collaboration, support, and encouragement;
this is evidenced by their performance and commitment to continuous
improvement, the use of technology and delivering an efficient and high-
quality service.

Cody Power - Yuno Energy Group

Congratulations on your commendation Selina.

Ross Byrne Indeed )

Working with AIB for 25 years June has traversed the business, holding
multiple roles, including three at Team Leader level in Customer Connect,
Phone Banking and Internet Business Banking (IBB). June is recognised for
her commitment to delivering effective customer solutions and her ability
to strengthen interdepartmental relationships. June excels in her team
delivery and is committed to a strong work life balance; her passion is her
‘people’ and as a three-time VIP Awards winner, nominated by her team
and colleagues, this reflects the high regard in which she is deservedly
held.

The judges are delighted to commend June.
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11. INDUSTRY PROFESSIONAL OF
THE YEAR - TEAM LEADER 8x8

June Mannion Moriarty
AIB

Working with AIB for 25 years June has traversed the business, holding
multiple roles, including three at Team Leader level in Customer Connect,
Phone Banking and Internet Business Banking (IBB). June is recognised for
her commitment to delivering effective customer solutions and her ability
to strengthen interdepartmental relationships. June excels in her team
delivery and is committed to a strong work life balance; her passion is her
‘people’ and as a three-time VIP Awards winner, nominated by her team
and colleagues, this reflects the high regard in which she is deservedly
held.

The judges are delighted to commend June.

Tara McCormack
Bank of Ireland

Tara joined the Everyday Banking Spending team in 2021, as a Banking
Customer Service Advisor, swiftly progressing into the role as Team
leader. Under her leadership and underpinned by her passion to provide
exceptional customer service, Tara has led her team to deliver outstanding
performance, consistently achieving the highest performance across
the operation. By tailoring her approach to individual strengths and
development, Tara ensures every team member feels valued and supported
while contributing to collective success — notably Tara's team was the first
to successfully transition into a multi-skilled model, enabling advisors to
seamlessly manage a range of customers banking related queries.

Congratulations on your commendation Tara.
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12. INDUSTRY PROFESSIONAL OF THE
YEAR - SUPPORT PROFESSIONAL

Shannon Darcy - AIB Pedro Moreira - Yuno Energy Group

qualtrics®

Sharon Davis - Yuno Energy Group Sinead Murray - Activ8 Solar Energies
Amy Grimes - Uber AnnMarie O’Flaherty - Virgin Media
Megan Keating - Bank of Ireland Amanda O’Neill - CMOS
Peter Kramar - Poppulo Gillian Ronan - Uber
Grace Maguire - ptsb Maria Santouko - eir
Magdalena Matykiewicz-Kyselica - Fexco Aoibhe Tracey - AIB

Sarah McFall - Northern Trust

This category recognises the important contribution being made by
professionals in support roles within the customer services centre
environment who enable their organisation to deliver high performance in
pursuit of business and customer objectives.

Magdalena Matykiewicz -
Kyselica Fexco

A consummate data-driven professional working to exemplary standards,
Magdalena’s performance sets a high bar for fellow Senior Specialists
working in CX Data Analysis. At every level of the organisation, and using
her strong collaboration skills, Magdalena’s invaluable insights and
‘deep dives’ lead to actionable strategies driving important improvement
initiatives and fostering a culture of continuous improvement at Fexco.

Magdalena has recently expanded her skillset to encompass project
management and has been exceptionally prolific in the number of new
projects she has successfully managed across varied and complex
business strata, consistently achieving excellent results.

Exceptionally dedicated to her role, Magda is also described by those she
works with as being approachable, genuine and kind. Espousing excellence
in all aspects of her role, Magda consistently delivers above and beyond
expectations and adds demonstrably to achieving organisational goals.

As such, Magda is a very worthy winner of this award and we are delighted
to recognise her achievements at Fexco.
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12. INDUSTRY PROFESSIONAL OF THE
YEAR - SUPPORT PROFESSIONAL

qualtrics®

The judges were delighted to meet with another exceptional support
professional, deserving of joint winner status.

Maria Santouko eir )

As Workforce Management (WFM) Manager for eir, Maria is that rare
individual who can simultaneously ensure consistent delivery of KPI's in a
high volume, pressurised environment while creating a nurturing, person-
centred work environment - empowering agents and encouraging them to
think ‘outside the box:

Highly driven and dedicated, Maria is a trusted and reliable colleague,
admired throughout the organisation for her many abilities which include
problem solving skills, incredible attention to detail and her meticulous
planning - leading to excellence in execution.

Maria’s extensive experience spanning 25 years in contact centres means
that she is invaluable to her colleagues in pre-empting potential issues
and devising innovative and pragmatic solutions in advance.

Testimonials by Maria’s colleagues speak to someone who is respectful,
warm, caring and authentic - a colleague who makes time for others and
for fun and who lifts those around her with her positivity.

A natural collaborator and people-person who delivers to the highest
standards, Maria really is ‘the whole package’ and an asset to eir. We are
delighted to recognise the strength of Maria’s contribution through this
award.

Congratulations to Maria Joint winner of the accolade Support Professional
of the Year 2025.
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12. INDUSTRY PROFESSIONAL OF THE
YEAR - SUPPORT PROFESSIONAL

qualtrics®

The judges would like to highly commend three nominees in this very
competitive category as they have all demonstrated commitment,
dedication and collaboration in their organisations.

Pedro Moreira
Yuno Energy Group

As Digital Transformation Specialist, Pedro’s passion for innovation and
progress are transformed every day into smart, added-value solutions that
have real and lasting positive impacts on both colleagues and customers.

Pedro’s talent for developing automated solutions means he can resolve
even the knottiest of organisational issues and is described as ‘the Swiss
Army knife of Yuno Energy Group'.

Always first to volunteer to help — he adopts a ‘can-do’ approach whereby
‘no job is too big or too small, completing all to the highest standards.
Across the organisation, Pedro is appreciated for his cheerful and positive
attitude. Through the skillful application of his expertise and because of his
friendly, enthusiastic and approachable demeanour, Pedro is one of those
individuals whose presence makes a real difference to those he works with.

We are delighted to highly commend Pedro and wish him every continued
success in his onward journey and career progression with Yuno Energy
Group.
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13. INDUSTRY PROFESSIONAL OF
THE YEAR - MANAGER DigitalWell

Michaela Dunne - Vhi Healthcare Dawn Reid - Forward Emphasis

Laura Hetherington - Yuno Energy Group Sandra Russe - Covalen
Carla Horrigan - Capita & Bord Gdis Energy Kate Sheehan - Virgin Media Ireland
Eoin Murray - ptsb Aishling Smyth - Activ8 Solar Energies

Joe Neeson - Bank of Ireland Ciara Tutty - Uber

Ciara Tutty Uber

Ciara Tutty is the outstanding recipient of the prestigious Manager of the
Year Award. This recognition is a testament to Ciara’s business acumen,
strong programme management skills and exceptional leadership.

Since joining Uber in 2016 as a Customer Service Representative, Ciara has
demonstrated an ability to inspire teams and drive operational excellence.
Ciara rapidly progressed to a Team Leader role within 18 months of joining
the company and is now a Senior Team Lead for the EMEA-focused
Escalations function.

Her portfolio spans five lines of business across three international sites.
Ciara has a track record of delivering complex projects, engaging with
stakeholders across the business to provide a premium service to senior
executives and Country General Managers. Through her exceptional
leadership and a strategic approach to people management, Ciara
cultivated a high-performance, collaborative and deeply engaged culture
within her teams.

Ciara is a certified Uber mentor for the EMEA region and holds a BA (Hons)
in Social and Community Studies. Congratulations to Ciara on this well-
deserved recognition.

Congratulations to Ciara on this well-deserved recognition. She is an
inspiring example of someone who continues to grow and excel in a
dynamic industry, consistently taking on new leadership responsibilities
and embracing emerging technologies to drive her team'’s performance
and adapt to evolving business needs.
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13. INDUSTRY PROFESSIONAL OF
THE YEAR - MANAGER DigitalWell

Carla Horrigan Capita &
Bord Gais Energy

Carla Horrigan is highly commended in this category. With over 20 years
of experience in contact centre management, Carla’s combination of
strategic foresight, an inspiring people-focused management style, and
a commitment to innovation and continuous improvement makes her an
exceptional leader in the contact centre industry.

As Capita's Service Delivery Manager for Bord Gdis Energy, she has
driven excellent results, including four consecutive years of sales growth
while enhancing efficiency and driving technology adoption. Carla
has demonstrated outstanding leadership by fostering a culture of
collaboration, building a strong partnership with the client, championing
investment in her team’s development, and implementing innovative
processes such as automation and cross-skilling, which have significantly
improved efficiency and performance.

Well done to Carla on her commendation, which is a testament to her
dynamic and results-driven leadership style, which enables and inspires

her team to deliver outstanding results.
Eoin Murray PTSB J

Eoin Murray is highly commended in this category for his customer-
centric, collaborative approach to risk management. Having spent 17
years in branch banking, Eoin assumed responsibility for digital risk and
governance in the PTSB contact centre in 2023. Eoin manages the risk
containment team and is a key stakeholder in all change initiatives; his
role has recently been expanded to include the digital channels.

A training initiative instigated by Eoin, based on a Root Cause Analysis
of customer complaints and Voice of the Customer surveys, resulted in a
58% reduction in upheld complaints due to misinformation. Eoin also re-
designed the security protocols to address social engineering, which led to
a significant increase in NPS.

Eoin is an inspiring role model; he has led his team by example to obtain
their professional banking exams and risk management certificates.

The judges would like to wish Eoin continued success in embedding best
practice risk management in the PTSB'’s direct channels.
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14. INDUSTRY PROFESSIONAL OF
THE YEAR - LEADER

Majella Flynn - FMI Eileen O’'Hara - Bank of Ireland

Majella Flynn )

The highly prestigious Industry Professional of the Year - Leader 2025 award
goes to Majella Flynn of FMI, recognising her exceptional leadership and
her outstanding contribution to the continued success and advancement
of FMI.

Maijella is a ‘people-first’ leader, bringing passion, clarity, consistency, and
care to every aspect of her work. She leads with a deep understanding that
exceptional performance begins with empowered and supported people.
Through transparent communication and a clear vision, she ensures her
team always understands their purpose, their role, and the expectations
associated with it.

Sam Longhi - PayPal

Her leadership style is grounded in accountability and ownership, creating
a culture where individuals feel both responsible for and invested in their
results. Majella sets high standards, but she also provides the guidance,
encouragement, and tools needed for her team to achieve them. This
balance of challenge and support has become a defining characteristic
of her approach.

The impact of her leadership is evident in the team’s outstanding
engagement score of 89%—a testament not only to the trust and respect
she has earned, butalso to the environment she has intentionally cultivated.
Under her direction, the team has become highly motivated, performance-
driven, and aligned behind a shared vision of excellence.

Majella is a forward-thinking professional, who has been an early adopter
of technologies, such as omnichannel platforms, chatbots and Al-driven
analytics. Rather than implementing tools in isolation, Majella focuses
on integration, ensuring that every new solution is customer-driven and
complements existing processes and systems. She has intentionally
invested in her own development. In 2024, she completed a postgraduate
programme in ‘Al for Business’ and has also undertaken professional
training in data analytics, digital transformation and CX leadership,
demonstrating a proactive dedication to expanding her capabilities and
staying ahead of industry trends.

Majella is one of those rare leaders who emerges only once in a while. She
is a strategic and transformative thinker, combining exceptional problem-
solving skills with strong commercial acumen. What truly sets her apart,
however, is the human side of her leadership: her empathy, her authenticity,
and her ability to bring people with her—often supported by a warm sense
of humour that inspires trust and strengthens team connection.
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CENTRE OF THE YEAR - SMALL

Abtran & ReTurn Mercer

15. CUSTOMER/SHARED SERVICES “P

Activ8 Solar Energies New Ireland
Bank of Ireland Northern Trust
Uber

Indeed Yuno Energy Group

New Ireland J

The Customer Service Centre of the Year, Small, goes this year to New
Ireland. New Ireland were able to demonstrate how in a complex and
highly regulated environment they were able to always support their
customer. Even with market volatility, New Ireland continued to retain their
team metrics in quality, customer experience and efficiency, with scores for
customer experience actually increasing year on year.

The judges were also impressed with how the strong customer focused
culture of New Ireland to ‘support their customers through life's most
important moments’ shone through very strongly in both their submission
and their presentation. This was adopted into training programmes along
with regular team activities and events. This culture was also demonstrated
to extend to that of supporting, developing and recognising their staff
which enabled high performing teams with a strong engagement and low
attrition.

What was very impressive, was that these results were being achieved whilst
New Ireland was going through amajortechnological transformation across
their entire infrastructure. There was a modernisation of the infrastructure
itself, additions to the reporting platform and further enhancements to the
advisor portals. New Ireland gained feedback from their customers and
reviewed all customer journeys to also enable the development of a new
self-service platform.

The journey for New Ireland has not finished, but it was very clear that they
were able to still attain impressive results for both staff and customers,
whilst going through incredible change and volatility.

Congratulations to New Ireland worthy winners for 2025.
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15. CUSTOMER/SHARED SERVICES <
CENTRE OF THE YEAR - SMALL ‘P

Mercer )

The judges would like to highly commend the JustASK pension support
centre in Mercer. This team demonstrated a great innovative ethos
introducing an online portal JustASK Mercer (JAM) as well as showing how
they strongly integrated with the broader organisation.

Thejudgeswereimpressed with howdespiteworking inahybrid environment,
Mercer demonstrated how they carried out great team communication
and performance coaching. Through their JustASK Training Academy they
had both comprehensive onboarding and refresher training.

A very effective support team working in a very complex environment.
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16. CUSTOMER/SHARED SERVICES
CENTRE OF THE YEAR - MEDIUM IDA Ireland

Northern Trust

The Investor Service Centre (ISC) of Northern Trust, based in Limerick, is the
operational heartbeat of the organisation. The ISC delivers multi-channel
investor servicing, where partner expertise, data-driven processes, and
a human-centred ethos converge to consistently deliver exceptional
outcomes across Irish and UK investors.

Proud winner of this award in 2018, Northern Trust has returned with
unstoppable momentum and a singular goal—to reclaim this highly
prestigious accolade. Their dedication, innovation, and relentless focus
on excellence make them a formidable contender and a true inspiration in
customer experience operations.

Over the past 12 months, the ISC has achieved exceptional results, with
complaints and errors reaching an all-time low. Customers consistently
highlight the professionalism, responsiveness, and ease of interaction
that define their experience. Central to this success is the ISC's relentless
commitment to continuous improvement. Key initiatives over the past
year include consolidating complaint handling to create a single point of
accountability resulting in faster resolution times, deploying Copilot, which
has improved handling times and reduced escalations and launching
the enhanced Investor Portal, providing secure self-service and greater
convenience for customers.

Northern Trust's ISC is a people-focused operation with strong staff
retention—80% of employees have five or more years’ service. Staff attrition
and absenteeism remain well below industry standards, at 4.3% and 4%
respectively.

The organisation is deeply committed to staff development, operating a
structured, multi-tiered learning system that empowers employees from
day one. Ongoing development is enhanced through Cognexo, an Al-
powered reinforcement platform delivering daily micro-learning to ensure
critical knowledge stays fresh. Northern Trust also provides fully funded
education support for employees pursuing further qualifications through
the Institute of Banking or national universities, reinforcing a culture of
growth, learning, and long-term career development.

The ISC delivers a significant strategic advantage to Northern Trust. It is
more than an operational hub—it is a strategic engine, driving growth,
reinforcing trust with clients, and delivering measurable value that
underpins Northern Trust's long-term success. Congratulations to Northern
Trust for delivering outstanding all-round performance in contact centre
operations, showcasing excellence that strengthens the organisation’s
value and sets a new benchmark for the industry.
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16. CUSTOMER/SHARED SERVICES
CENTRE OF THE YEAR - MEDIUM IDA Ireland

The judges would like to highly commend Indeed’s EMEA Operations
Hub in this category for its forward-thinking approach and unwavering
commitment to operational excellence. By embracing new technologies
and digital tools, the Hub has streamlined processes, increased efficiency,
and delivered consistently high-quality service.

A customer-first culture is evident in the operation, reflected in consistently
high CSAT scores that demonstrate the organisation’s commitment to
delivering great customer experiences.
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17. CUSTOMER/SHARED SERVICES
CENTRE OF THE YEAR - LARGE 8X8

Bank of Ireland

For the second year in a row, Bank of Ireland’s Everyday Banking Contact
Centre has claimed the title of Customer Services Centre of the Year 2025
- Large. This remarkable achievement is a testament to the operation’s
dedication and unwavering commitment to excellence.

The Everyday Banking Contact Centre continues to perform strongly,
consistently exceeding its targets and raising the standards for operational
excellence. Of note, is the continued refinement of Conversational VR,
supporting a further increase in multiskilling across teams, resulting
in improvements in FCR, reduction in errors and an overall decrease in
resource requirement.

Bank of Ireland has been busy with deploying new technologies. 2025
marked the launch of Customer Connect, the new CRM system that
has been rolled out across both branch and contact centre teams. This
transformative platform brings both groups onto a single, unified system,
enabling greater consistency, visibility, and collaboration in delivering a
seamless customer experience.

Bank of lIreland places a strong emphasis on staff engagement,
demonstrating a steadfast commitment to creating a workforce where
every colleague—and their loved ones—feel supported, respected, and
safe. The organisation champions healthy, balanced, and sustainable
lifestyles, while fostering a culture of inclusion that extends beyond
the workplace and positively impacts the communities they serve. Staff
attrition rates remain impressively low, reflecting the organisation’s
commitment to employee well-being and engagement. Notably, Bank of
Ireland goes beyond standard benefits by offering carers’ leave, ensuring
that colleagues have the flexibility and support they need to care for loved
ones while maintaining a fulfilling career.

The Everyday Banking Contact Centre is at the heart of the organisation,
delivering real strategic value every day. Root-cause analysis forums
bring teams from across the business together to solve problems and
drive improvement. With contact centre and operations teams united
under a single Head of Customer Delivery, there is clear ownership and
accountability, ensuring seamless, end-to-end service provision for
customers.

The judges congratulate Bank of Ireland on their outstanding achievements
to date, highlighting their smart adoption of technology, their people-
centred culture, and the strategic positioning of the contact centre to
drive continuous improvement and deliver tangible added value to the
organisation.
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17. CUSTOMER/SHARED SERVICES
CENTRE OF THE YEAR - LARGE 8X8

-

The judges wish to highly commend eir in this category for their continued
advancement in best-practice contact centre operations. The company has
achieved significant progress, including an increase in digital self-service
adoption, a reduction in call volumes, and the strong performance of their
“Sales through Service” programme, demonstrating their commitment to
both operational excellence and enhanced customer experience.

eir impressed the judges with their innovative adoption of technology,
demonstrating how digital tools can enhance efficiency, empower
customers, and elevate the overall contact centre experience.

Uber j

Uber’s Limerick Centre of Excellence is highly commended for their
unwavering commitment to service quality. This is an operation that puts
both customers and staff front and centre, fostering a culture where people
feel valued and empowered. With high levels of staff engagement, the
operation consistently delivers value to their customers while maintaining
a motivated and dedicated workforce.

Of note, is Uber’s adoption of Althat has enhanced both customer and agent
experiences, while driving greater operational efficiency. Congratulations
to the team for your achievements.
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18. BEST EMPLOYEE ENGAGEMENT

Bank of Ireland Indeed

ZI I I Consulting

Electric Ireland Otonomee

Otonomee

Building personal relationships is Otonomees’ goal. This is an organisation
that is fully remote. The judges were impressed with the breadth and depth
of their approach to employee engagement and their development of a
strong culture despite their expanding team not being based in the same
location.

Otonomee have empowered their employees to build and own a strong
culture, becoming as they outlined ‘guardians of our culture’

The team demonstrated their commitment to a culture of diversity,
inclusion, autonomy and transparency backed by impressive results. This
is their USP for recruitment and client acquisition and this clear alignment
creates an impressive symbiosis.

As this organisation continues to grow dramatically the team demonstrated
a great understanding of their employees. A wide range of initiatives are
in place to support employee wellbeing. Guided by their principles of xxx
commitment and continuous improvement, they have ensured that their
action plans are communicated to all staff, showcasing their commitment
to continuously enhancing the employee experience.

Highly commended in this category in 2024 we are delighted to award the
accolade for Best Employment Engagement 2025 to Otonomee.

Indeed J

The judges wish to commend Indeed for their employee engagement
strategy. Their overall employee strategy was impressive but what stood
out particularly to the judges was their approach to inclusion and diversity.
They demonstrated how they supported their colleagues and customers in
being inclusive and treating others with respect.
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9.

Hybrid Working - companies diverging in office attendance
requirements. Most companies increasing office attendance but some
going full remote.

Automation - a decline in Robot Process Automation (RPA) entries
was noted. Perhaps LLM's and Al are displacing this technology, or
perhaps we will see renewed vigour next year.

Chatbots - this year for the first time we are seeing a number of
entrants putting Al enabled chatbots direct-to-consumer.

E-Mails - companies using Al chatbots are reporting significant
reductions in email volumes as a consequence. This did not happen
with earlier chatbot technologies.

Al Co-Pilots - many companies now starting to use Al to prompt
agents in real-time during calls based on the customers spoken
requests.

Intelligent Call Routing - Routing and skills based routing is
still showing up as important . IVR's are being supported (rather than
replaced) by Voice User Interfaces (VUI) allowing for more sophisticated
call routing and automated support.

Onboarding - leading companies are taking steps to professionalise
the advisor role more, with more autonomy and better connection of
root cause actions back to the advisor.

Advisor Career Paths - as Al starts to enable customers to self-
serve more frequently, larger companies are creating additional career
paths for their agents.

Voicebot’s - although Voicebot's (Al and voice enabled chatbots)
are appearing in north America, we did not see any deployments this
year in Ireland, this is a likely future trend.

10.Complex Queries - as simpler requests become automated,

companies are finding the requests that are reaching their advisor
have more potential value and are investing in staff development
accordingly.
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