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Event Summary

The 4th Edition of the E3 Customer Experience Conference, supported by
Tajriba - National CX Academy Saudi Arabia, took place on July 9-10 in Riyadh.
This annual event attracted over 1,500+ attendees from more than 880
companies, providing invaluable knowledge and tools to foster customer
loyalty and set organizations apart in a competitive market. The rich agenda,
featuring over 60 speakers and diverse sessions, equipped attendees with
crucial insights to enhance customer experiences and distinguish their brands.

This year's conference focused on key themes such as customer journey
mapping, brand experiences, social media's role in CX, patient experience,
hyper-personalization, and emerging technologies in CX.

The event began with a vibrant networking session, followed by an opening
ceremony hosted by the National Customer Experience Academy and a
government panel discussion. Over the course of two days, participants
engaged in dynamic panel discussions, insightful keynotes, witnessed the
signing of a memorandum of understanding, attended a sponsor recognition
ceremony, and gained insights from fireside chats.

Prominent highlights of the conference included the Experience Economy
Certification Program, workshops by the NCXA, and the CX Hackathon. The
Experience Economy Expert Certification Workshop, led by Joe Pine, was
conducted for the first time in the Middle East, offering participants
comprehensive training in Experience Economy principles from a leading
authority in the field.
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The Tajriba - National CX Academy Workshop provided essential insights into
improving customer service and experience. This initiative emphasized the
critical role of continuous improvement in CX, equipping participants with
practical tools and strategies to enhance customer service excellence and
align organizational goals with customer needs.

The CX Hackathon featured 12 teams of CX professionals and university
students competing, alongside a Startup Zone showcasing five innovative
companies. These elements significantly contributed to the conference's
growth and success, highlighting emerging talent and innovative ideas while
enriching the experience for all participants and industry stakeholders.

The 4th Edition E3 Customer Experience Conference 2024 offered extensive
networking opportunities, connecting attendees with industry peers, thought
leaders, and C-level executives. Sponsors showcased their cutting-edge
solutions, fostering collaboration and knowledge sharing. It was an unmissable
event that set the stage for the future of customer experience innovation.

رؤية متطلعة ، تخطيط دقيق ، تنفيذ احترافي ، مشاركين مميزين ، إدارة ناجحة ..
انتجت مؤتمر عالمي أبهر الجميع واصبح الكل يسأل : متى ستكون النسخة

القادمة ؟

من افضل المؤتمرات التي حضرتها في حياتي ، تنظيم دقيق وفائدة عظيمة ويعتبر

مؤتمر E3 نفسه خير مثال حيّ لتجربة العميل.

وفقكم الله يا أهل الاحتراف والإبداع.

Abdullah Al-Halafi
Rear Admiral

“

“
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Target Audience Breakdown



55

Ads Impressions
6,11,363

Clicks
10,000

Impressions
2.42 M

Clicks
64,000

Views
116,532

Clicks
54,846

E3 Side Events Statistics

https://dribbble.com/tags/statistics


Partner Appreciation Ceremony

6



MOU Signing between Tajriba and Joe Pine

MOU Signing between Tajriba and 
Human Resources Development Fund (HRDF)

MOU Signing between Tajriba and 
Ministry of Transport and Logistic Services

MOU Signing between Tajriba and 
SECA - Saudi Exhibitions and Conferences Association

MOU Signing between Tajriba and Jood Eskan

MOU Signing between Tajriba and AlasilaCX MOU Signing between Um Alqura university
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MOU Signings

MOU Signing between Tajriba and Ensan 
(Charity Committee for Orphan Cares)



Eng. Mnahi Al Masoud
Founder & CEO, FutureLook

Agenda | Day One

Welcome Address & Introduction to
Tajriba - National CX Academy

Khaled Al Zahrani
General Secretary, 
Tajriba - National CX Academy

Introduction to the Tajriba - National CX
Academy Mission

AbdulAziz Al Mubarak
Executive Manager, Tajriba -
National CX Academy

CASE STUDY: Elevating Customer Experience
with AI: Strategies for Success

Ken Peterson
President, Customer Experience, QuestionPro Tariq M. Jazairy

Chief of Business Solutions & Innovation,
AlasilaCX

KEYNOTE PRESENTATION: Forging Saudi
Technology, Nurturing Saudi Vision 2030:
Unlocking Innovation by Developing Saudi
Tech Products for Local and International
Markets.

CASE STUDY: From Algorithms to Delight,
how Ai Enhances the Customer Experience

Rami Haffar
Partner-Head of Technology, New Metrics

Keynote Presentation: Developing a
Comprehensive Understanding of Customer
Experience Transcends Traditional Surveys.

We are happy to demonstrate our commitment to fostering innovation in customer experience, insights and analytics in Saudi Arabia. Last year we had engaged with
several CX thought leaders from across the world.

At this year's event, we will showcase our cutting-edge solutions, including our Citizen Happiness Framework and Predictive Experience Tracker for NPS created in
collaboration between the Hansa Research India and USA offices. We are dedicated to pushing the boundaries of customer experience and delivering actionable insights
that fuel success and growth for organizations across sectors in the region.

Praveen Nijhara CEO, Hansa Research

““
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Over the past years, the E3 CX Conference has empowered Saudi
Arabian and GCC companies by delivering value that develops industry
goals and puts businesses on the right path towards CX excellence. As
the Saudi Arabian customer experience grows, we are also growing!

ZIWO has its local infrastructure in the kingdom along with providing
new features and technologies, which will be showcased live at the
conference. The E3 CX Conference also encourages to upgrade and
design new solutions to make customer's satisfaction easier for
businesses in the region.
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KEYNOTE PRESENTATION: Validating the I in
AI: How to Choose the Right AI tool for CX
and Avoid Costly Mistakes.

Abdullah Asiri
Founder & CEO, Lucidya

Amjad Al Sabbah
Regional Vice President - North Gulf, Sprinklr

KEYNOTE PRESENTATION: Leveraging AI for
Seamless Customer Experiences: A Unified
Approach

LIGHTNING TALK: Crafting Exceptional
Journeys: Optimizing Customer Experience

Adib Kilzie
Founder & CEO, FutureLook

Gautier Lavigne
Head of Customer Acquisition, ZIWO

“

“



PANEL DISCUSSION: The role of customer experience in government
agencies achieving their goals within Vision 2030

PANEL DISCUSSION: Top 10 Best Practises for Boosting
Satisfaction in Government Service Experience

PANEL DISCUSSION: Top 10 Best Practises for Boosting
Satisfaction in Government Service Experience

PANEL DISCUSSION: Is Investing in CX a Cost or a Long-term
Investment?

FIRESIDE CHAT: Significance of Understanding Customer
Feedback 

I found the E3 CX conference to be one of the most organized and
structured conferences I’ve had the pleasure of attending.  The was a
great combination of learning and networking and the venue was
fantastic. 

“

Ken Peterson
President CX, Question Pro

“
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Welcome Address

AbdulAziz Al Mubarak
Executive Manager, Tajriba -
National CX Academy 

Keynote Address
Dr. Abdullah Bin Abdulmohsen bin
Saud Al Assaf
Professor of Media at the Faculty of Information
and Communication, Imam Mohammed Bin
Saud University

KEYNOTE PRESENTATION: Unlocking the Brand
Value via the Power of Customer
Engagement

Ahmad Ali Gaafar
Chief Marketing Officer, Samsung
Electronics, Egypt

OPENING KEYNOTE PRESENTATION: What CX
Leaders must do to Thrive in today's
Experience Economy

Joe Pine
Co-Author, The Experience Economy

Vaibhav Mathur
CX Evangelist, Zoom

CASE STUDY: Third Wave in Contact Center CASE STUDY: Data Driven CX Approaches

Robert Dawin Pinna
Head of Design Research, Emirates NBD

Agenda | Day Two

We are thrilled to collaborate with the E3 CX 2024 by sponsoring the Customer Experience World Forum. Today, we are on the digital edge of a very exciting future for
Unified-CXM. The rise of AI as well as the shift to digital customer experiences represent huge opportunities for brands to break down the walls of the contact center and
unify customer facing functions. Platforms and knowledge-sharing forums such as this is a step towards the right direction to revolutionize and enhance customer
experience in Saudi Arabia.

Haitham Elkhatib
Senior Vice President of Growth Markets, Sprinklr

““
11



Mohammed Ibrahim
Director Customer Excellence, Em﻿aar

KEYNOTE PRESENTATION: LIGHTNING TALK: Building A Winning
Customer Experience Strategy

Wael Daoud
VP of Product Innovation, Globitel

CASE STUDY: "The Role of Community
Engagement, Gamification, Monetization
and Rewards"

Ziad Shaltuni
Chief Commercial Officer, Realm London

KEYNOTE PRESENTATION: Integrating Patient
Experience and Employee Engagement to Foster a
Comprehensive Human Experience in Healthcare

Eman AlMutairi
Head of Patient Experience, Health
Holding Company (HHC)

أنا في غاية السعادة والفخر لتقديم ورشة عمل في مؤتمر تمكين تجربة العميل في نسخته الرابعة. ما زادني سعادة هو تلهف الزائرين لحضور ومناقشة عنوان ورشتي، والذي كان "قيادة تجربة العميل المحسنة من
"خلال القياس الفعال لمعايير الأداء الرئيسية

لقد لقت المنهجية الرقمية التي شرحتها لتحسين تجربة العميل إعجاب الحاضرين وأثارت اهتمامهم الكبير. تركزت مناقشاتنا على كيفية استخدام مؤشرات الأداء الرئيسية الفعالة لقياس وتحسين تجربة العملاء
بشكل مستمر

الحضور استفادوا من الأمثلة العملية والتوصيات التي قدمتها حول كيفية تطبيق هذه الأساليب في مؤسساتهم. تفاعلهم النشط والأسئلة المثيرة للتفكير أظهرت مدى أهمية هذا الموضوع وحاجة الصناعة إليه

أشعر بالفخر لأن مساهمتي قد أضافت قيمة حقيقية للمؤتمر وساعدت على تعزيز فهم المشاركين لأهمية القياس الفعال في تحسين تجربة العملاء. أتطلع إلى المزيد من الفرص للمشاركة في هذا المؤتمر المرموق
في المستقبل

Mahmood Abdelwanees
AlasilaCX

“

“
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PANEL DISCUSSION: How Can Data Define Good Versus Poor
Customer Experiences

PANEL DISCUSSION: Vital Significance of Understanding your
Customer Journey is Key to Business Success

FIRESIDE CHAT: Why Employee Experience is the Key Driver to CX FIRESIDE CHAT: Personalizing Customer Experience Through AI



Experience Economy Expert Certification Program
E3 CX 2024 introduced Joe Pine’s Experience Economy Expert Certification Course to the Middle East for the first time. This program certifies executives as experts in
creating and enhancing compelling experiences for customers, guests, and employees. The course emphasizes imparting essential knowledge, skills, and
resources necessary for creating and enhancing compelling experiences for customers, guests, and employees. It delves deeply into the core principles from "The
Experience Economy" and integrates elements from Joe Pine’s other influential works, ensuring a holistic learning experience. Joe Pine, a renowned author and
speaker, is best known for "The Experience Economy," which emphasizes the importance of memorable customer experiences. The course integrates key concepts
from this and Pine’s other influential works, providing a comprehensive learning experience. The Experience Economy Expert Certification Course at E3 CX 2024
signifies a pivotal advancement for executives in the Middle East, enabling them to drive exceptional experiences and elevate their organizational strategies to
new heights.
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Experience Economy
Expert Workshops20+ Attendees



Tajriba - National CX Academy Workshops
The Tajriba - National CX Academy Workshop at the E3 Customer Experience Conference offered essential insights into improving customer service and
experience. The workshops were a great initiative from the Tajriba - National CX Academy, emphasizing the crucial role of continuous improvement in the CX field.
Key topics included the strategic impact of customer experience, effective KPI measurement, and the art of protocol. Sessions also covered designing the visitor
journey, effective customer communication, and addressing challenges in customer experience. Participants were left equipped with practical tools and
strategies to enhance customer service excellence and align organizational goals with customer needs.

15

7 Tajriba Workshops250 +
Attendees



CX Hackathon
The CX Hackathon at the E3 Customer Experience Conference 2024 featured 12 teams of CX professionals and university students. Guided by expert mentors,
participants tackled real-world challenges, "How can we streamline and develop government services to positively reshape the customer's journey?" Five teams
were awarded, with winners from Saudi young CX professionals and university students. This hackathon not only highlighted the immense potential for customer
experience development in Saudi Arabia but also underscored the dynamic and innovative spirit of the participants. It was a key event, involving young
generations and students, driving the conference's success and inspiring future advancements in the field.
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12 Teams60+
Participants



CX Hackathon Winners
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IPA CX - Saudi Young CX Professionals SaudTech - University Team

CX Hackathon Runner Ups

Dar Wa Emaar - Saudi Young CX Professionals FutureMinds - Saudi Young CX Professionals CX Future - University Team

Mohammed Al Khodr
National Customer

Experience Academy
(NCXA) 

Meteab Almalki
Senior Director

Customer Experience
ROSHN Group

Ibrahim Ghrarawi 
Ministry of Municipal

and Rural Affairs

Saad Alghamdi 
Saudi Tourism Authority

Majedah Aloni
Board Member, Saudi Exhibition

& Conferences Association

CX Hackathon Judges



CX Start Up Zones
The Startup Zone at the E3 Customer Experience Conference 2024 featured five innovative companies selected from a competitive range of applicants. This
platform allowed startups to showcase their cutting-edge solutions, network with industry leaders, and gain valuable exposure. The inclusion of these startups
added a dynamic element to the event, celebrating innovation and entrepreneurship and enriching the conference experience for all participants.

5 Startup Zone Exhibitions15+
Startups
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83%95%

Participants were extremely
satisfied with the CX

Hackathon for E3CX 2024

Participants indicated higher
satisfaction with the curated

conference sessions for E3CX 2024

88%84%

Participants were extremely satisfied
with the Tajriba - National CX

Academy Workshop for E3CX 2024

Participants were extremely
satisfied with the Startup

Zone for E3CX 2024

Attendee Feedback
How would you rate your overall satisfaction with E3
Customer Experience Conference 2024?

Excellent86%

How would you rate the networking opportunities at the event?

Extremely Satisfied63%

Very Satisfied22%

Satisfied10%
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Marketing & PR Communications
To ensure optimal visibility and maximum promotion for the E3 Customer
Experience Conference 2024, a comprehensive multi-channel marketing
campaign was implemented, spanning both print and online media. The
conference gained significant exposure through prominent regional and
international online publications, effectively communicating its mission as a
leading thought leadership platform in the customer experience industry and
highlighting noteworthy industry advancements. By actively engaging with
partner networks and prominent associations online, the conference successfully
expanded its reach, generating heightened interest and fostering increased
awareness among a diverse audience. These strategic marketing efforts
contributed significantly to the conference's success and positive impact.
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I had the pleasure of speaking at the 4th Edition E3 CX Conference 2024 in Riyadh, Saudi Arabia. This event was a remarkable gathering of professionals from diverse
industries, all focused on enhancing customer experiences through social media and community management.
The conference provided an excellent platform to share best practices and innovative strategies. Not only did I have the opportunity to share my insights on the impact of
customer service on social media, but I also learned a great deal from other business leaders and experts in the field.
Overall, it was a fantastic event that fostered knowledge exchange and professional growth. I look forward to participating in future editions and continuing the conversation
on how we can better serve our customers through social media.

Mohannad Baig Associate Director of Community Management, Careem

“ “



Social Media Impressions

2,800
followers end
of 3rd edition

4,700
up to day
followers

22,402
impressions from
our post for KPMG
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Speaking at E3 on the Experience Economy was a great
experience for me! The people at Ejtemaat Events took great
care of me, assembled a terrific audience, and enabled me to
share my ideas, principles, and frameworks in a way where I
could truly get my message across. How people reacted to
what I had to say was great to see as well. I look forward to
the next opportunity!

B. Joseph Pine II
Coauthor, The Experience Economy: 
Competing for Customer Time, Attention & Money

“ “
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Media Coverage
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studioekhbariy https://x.com/studioekhbariy/status/1810219781615718649?s=48

Arabisklondon https://arabisklondon.com/arabic/%D9%85%D8%A4%D8%AA%D9%85%D8%B1-e3-cx-%D8%A7%D9%84%D9%85%D9%85%D9%84%D9%83%D8%A9-%D8%A7%D9%84%D8%B9%D8%B1%D8%A8%D9%8A%D8%A9-
%D8%A7%D9%84%D8%B3%D8%B9%D9%88%D8%AF%D9%8A%D8%A9-%D8%AA%D8%B3%D8%AA%D8%B9/

Aloula https://www.aloula.sa/live/ksa-now

tajribasa https://x.com/tajribasa/status/1810665172173795464?s=46&t=u1Io9roE0n8vVNb54iBY3g

ekhbariya https://x.com/ekhbariya_eco/status/1810612945216245879?s=12

studioekhbariy https://x.com/studioekhbariy/status/1810604192924332333?s=48

almadinanews https://x.com/almadinanews/status/1810610127042412665?s=48

News and More https://x.com/newsandm0re/status/1810655846503715091?s=48

ekhbariya https://x.com/ekhbariya_eco/status/1810712241051771199?s=48

E3CXLive https://x.com/e3cxlive/status/1810589229178585369?s=48

Saudiatv https://x.com/saudiatv_news/status/1811025009088868707?s=48

alekhbariyatv https://x.com/alekhbariyatv/status/1811020278761144422?s=48

MediaMore SA https://x.com/mediamore_sa/status/1811036174674256180?s=48

sakanorg https://x.com/sakanorg/status/1810641746344165658?s=48

hrdfksa https://x.com/hrdfksa/status/1810644493311377695?s=48

hrdfksa https://x.com/hrdfksa/status/1810616182589821106?s=48

SPA GOV https://www.spa.gov.sa/N2136498

ajel https://ajel.sa/local/y455yxdmfq

Sabq https://sabq.org/saudia/56ztqm0qtn

alasilacx https://x.com/alasilacx/status/1811285654996742200?s=48

Eye of Riyadh https://www.eyeofriyadh.com/events/details/e3-customer-experience-conference-1697719985

KSA Directory https://www.ksa.directory/fourth-e3-customer-experience-conference-showcased-the-latest-trends-technologies-and-innovations-in-customer-experience-sector/1494/n

Coinpedia https://events.coinpedia.org/e3-customer-experience-conference-5129/

Times of Arabia https://timesofarabia.eu/discover-the-future-of-customer-experience-at-the-e3-cx-conference/

Meatechwatch https://meatechwatch.com/2024/07/03/e3-customer-experience-conference-to-launch-in-riyadh-focusing-on-innovation-and-customer-satisfaction/

Arab News https://www.arabnews.com/node/2547391/saudi-arabia

Press Releases
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Organizations Present at the 2024 Edition
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Thank you to all our Partners for the Invaluable Support

Platinum Sponsors Unified CXM Sponsor

Game Changing CX PartnerArtificial Intelligence Partner Host Partner Diamond Partner

Official Event Partner Official SupporterStrategic Sponsors

Gold Sponsors Knowledge Partner Networking Partner

Silver Sponsors

Media PartnersDigital Marketing Partner
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