


10:00-11:00am CT Conference Orientation - Orientation Room - All Times Central Time  
      Sponsored by Derse

Join us the Friday before the official conference starts to connect with fellow participants and learn how to 
best navigate the event.

10:00 am CT Reopening Centers: A Panel Discussion - General Session Room
 From the time our members began offering only virtual briefings, having closed their physical briefing 

centers, they began considering what would be required to re-open and host face-to-face briefings again. 
Over the spring and summer, as we learned more about the virus, we also learned more about what those 
re-opening requirements would be. To that end, ABPM formed a task force comprised of briefing program 
managers and supplier members who specialize in center design. The result is this white paper, a living and 
evolving document, on “Considerations for Reopening Centers”. For this panel discussion, moderated by 
ABPM President Elizabeth Simpson, we’ve enlisted program managers from Europe who have re-opened 
their centers and therefore have experience hosting in-person briefings during the pandemic, and a pro-
gram manager who is a member of the ABPM Reopening Centers task force as well as her company’s re-
opening committee. Join us to raise your own pressing questions with our knowledgeable and experienced 
panel in this highly interactive discussion on an extremely important topic. We are privileged to hear from: 
Stefan Fricke, DATEV Experience Center Project Manager; Paola Grasso, Customer Innovation Centre 
Manager, Tetra Pak; and Stacy Cummings, Director, Customer Engagement for Verizon.

11:00 - 11:15 am Break

11:15 am-12:45 pm  Live Sponsor Showcase - Sponsor Showcase Hall Sponsored by Electrosonic
The Sponsor Showcase will offer an opportunity to enter Zoom rooms via each Sponsor booth and talk live 
with vetted ABPM Sponsors who are an important resource for our community. Click on the ‘Sponsor Show-
case Playbill’ sign found in each room of the hall to see specific times to hear case studies and/or see demos 
in each booth. And, of course, there will be prizes! The more Sponsor booths you visit, the more prizes you’ll 
be eligible to win. Visit a Sponsor booth for more than 5 minutes to be entered into a drawing for that Spon-
sor’s prize. Prize drawings will be held live during the Coffee Shop at 12:30pm CT on Thursday.

12:45 - 1:00 pm Break
1:00  - 2:00 pm  Elevating Virtual Briefings: A Panel Discussion - General Session Room
 How are ABPM members raising the bar on virtual briefings? Offering training to Discussion Leaders to 

raise their energy in virtual rooms? Implementing now-essential facilitation models where none existed be-
fore? Offering virtual demos? Creating other virtual assets? Building virtual platforms that mimic a briefing 
center environment? Join us for this highly interactive conversation with leadership from several briefing 
programs that have accomplished some truly innovative things as they’ve built their virtual briefing pro-
grams - and that continue to work to raise the bar. ABPM’s President, Elizabeth Simpson, will facilitate the 
discussion as panelists share the ideas or initiatives they are pursuing in their programs. She’ll also provide 
an opportunity for the audience to raise questions on this important topic. We are privileged to hear from: 
Bonnie Bryce, Director, Strategic Programs for Dell Technologies; Karen Olivero, Senior Director, Customer 
Advocacy for HPE; and Suzanne Pallottelli, Director, Customer Experience for NetApp.

Friday, October 16, 2020

Monday, October 19, 2020

A Unique Fall Workshop Series Approach During a Challenging Time
We are looking forward to welcoming you to our virtual venue for a highly interactive 2020 Fall Workshop Series. This year,          
ABPM’s Virtual Fall Workshop Series will blend its normal focus on briefing professional career development with an empha-
sis on working together to elevate virtual briefings and solve the challenges related to them. And because our virtual venue 
will allow you to watch recordings of the workshops, you’ll have the unique opportunity to achieve credit for up to 10 Core or 
Advanced Curriculum Workshops! You’ll choose three workshops where you’ll participate live and receive credit upon full partic-
ipation in the workshop. Then, starting October 26th, you’ll have the opportunity through November 30th, to receive credit for up to 
seven more CCC/ACC workshops by viewing the recordings of the workshops and passing a quiz related to that workshop.

The Core and Advanced Competency Curriculum are the foundation of the ABPM’s Fall Workshop Series and will continue to be. 
However, this year ABPM will offer Curriculum topics through the lens of the large shift the community has made to offer 
virtual briefings. Workshops will be less focused on teaching standard course outlines, and more focused on sharing 
among participants and problem-solving current challenges together. All who fully participate live in the workshops will receive 
CCC or ACC credit once the workshop is complete. The ABPM team maintains records of completion (members can monitor their 
records via their online profiles). Once you’ve completed any competency course, the ABPM team will apply credit to your ABPM 
profile. A digital certificate of completion can be provided upon request.

https://www.abpm.com/content.asp?admin=Y&contentid=370
https://www.abpm.com/competencycurriculum


10:00 am - 12:00 pm CT Workshops Room - All Times Central Time
Workshops Room Sponsored by AVI-SPL 
Facilitation Skills for Engagement in Virtual Briefings (CCC) 
Candie Hurley, Trainer and Coach, Benett Communications
In a virtual environment, facilitation of your customer briefings continues to be one of the most important initiatives your program can 
implement to raise the level of excellence in your briefings. Never has it been more essential to engage your customers in strategic 
discussions with subject matter experts: discussions that are critical to helping them navigate an extremely challenging business envi-
ronment. A skilled facilitator (who functions much like an “Air Traffic Controller” or “Orchestra Conductor”) is crucial to ensuring that the 
Customer Experience throughout the virtual briefing is relevant, compelling, and seamless by ensuring a balanced dialogue, keeping 
the discussion on track, and making linkages to customer business issues throughout the briefing. During this workshop, you’ll learn 
how to make the most of this important role.

Customizing Virtual Briefings – Considerations and Tools (CCC) 
Ellen Barnes-Pfiffner, Consultant, EBP Business Consulting
In the “Characteristics of a World Class Briefing Program” white paper, the first characteristic in the category of Customer Experience 
is this: “A high level of customization is achieved for each briefing”. The placement is intentional because having a deep understanding 
of your customer and that customer’s business challenges is always essential — but never more so than now.  In a time when we are 
all asking ourselves how to elevate the customer experience in a virtual setting, the importance of thoughtful and deep customization 
cannot be overemphasized.  It starts with a familiarity with your briefing guests and evolves to an engagement that is tailored to your 
customers, and to their industry, company, and business needs — needs that often carry a fair degree of urgency during this time. The 
collaborative solutions, trust, and strengthened business partnerships that result from having met the unique needs of your customers 
in a moment of crisis is invaluable to them and to your company. There is simply no other element that is as important to the success of 
a briefing. 

Your Program’s Evolving Business Plan (ACC) 
Ann Benett, President Benett Communications
Before March 2020, you probably had a guiding document - a Business Plan - that outlined the unique value you bring to the busi-
ness and articulated your plan to make it happen. It was your “go-to” document to orient your new upline manager and articulate your 
mission and vision to the extended team of stakeholders who help you make magic happen every day. In this post-March 2020 world, 
that vision has no doubt changed, probably pretty radically. In this workshop, you’ll work through a Business Plan Framework to begin 
creating your revised plan and outline your strategy for success as you consider the vision for your virtual - and then hybrid - program. 
That vision may still be evolving, or it may be taking clearer shape as we learn more every day. This timely session will provide the tools 
and knowledge to create a compelling business plan for the near and long term! 

Virtual Sales Team Engagement Strategies (ACC) 
Sydney Smalley, Director, Executive Briefing Program, and Rose Renz, EBC Experience and Content Sr. Manager, both of ServiceNow 
Whether in person or virtual, your briefing program is the most effective Sales and Marketing tool for your company. How can you be 
certain that the program is being leveraged and utilized to the best advantage – particularly during this crisis? Defining and executing 
on a sales engagement and account coverage strategy that’s focused on the most significant business opportunities is a characteristic 
of World Class briefing programs, but it’s easier said than done. And doing so virtually has added a whole new layer of complications! 
What is motivating your sales organization right now? What tools, reports, and collateral can help you communicate effectively with 
them? What processes are in place to work with sales to strategize the appropriate level of internal and external executives, discussion 
leaders, and peer-to-peer participants? We’ll discuss the above as well as any additional sale engagement challenges workshop partic-
ipants are facing! 

12:15 - 1:15 CT Choose How You’d Like to Network in the Coffee Shop Sponsored by Signet
Come to the Coffee Shop for to network with others from your region, exchange ideas around a certain topic, or simply catch up with 
new and old friends! Click on the Coffee Shop from the lobby, choose a table marked with the group you’d like to join. Coffee breaks will 
not be recorded. Today’s groups will be: 

• West Coast Programs  •        Mid-US Program   •       Hang Out & Chat Table
• East Coast Programs  •        EMEA and APAC Programs

100% of respondents said they were satisfied or extremely satisfied with the 2019 Fall Workshop Series (70% re-
sponded they were extremely satisfied with the conference).

100% said they were likely or extremely likely to recommend the conference to a colleague (73% responded they 
were extremely likely to recommend the conference).

Tuesday - Thursday Workshops will be offered through the lens of the large shift the community has made to offer virtual 
briefings. Workshops will be less focused on teaching standard course outlines, and more focused on sharing among par-
ticipants and problem-solving current challenges together. All who fully participate live in the workshops will receive the appro-
priate CCC or ACC credit once the workshop is complete. Then, October 26th through November 30th, you’ll have the opportunity to 
receive credit for up to seven more CCC/ACC workshops by viewing the recordings of the workshops and passing a quiz.

Tuesday, October 20, 2020



Wednesday, October 21, 2020
10:00 am - 12:00 pm CT Workshops Room - All Times Central Time
Workshop Rooms Sponsored by AVI-SPL 

Viewing the Characteristics of World Class Briefing Programs through a 2020 Lens (CCC)
Candie Hurley, Trainer and Coach, Benett Communications
For 25 years, the ABPM’s white paper, “Characteristics of a World-Class Briefing Program,” has been the roadmap to achievement of a 
World-Class level of excellence for briefing programs. A recent review of the document — through the lens of virtual briefing programs 
— found that it remains extremely relevant. In fact, we would argue that the strategies outlined here have never been more important 
and only serve to increase your team’s effectiveness and value in a time so challenging for your customers that briefings are more es-
sential than ever for them. There are a very few exceptions, of course, and this session will acknowledge those. But by and large, brief-
ing professionals continue to execute on these “World Class Characteristics”, even in a virtual setting.  In this workshop, we’ll explore 
each of the four categories of Management, Operations, Customer Experience, and Analytics through the lens of our new 2020 reality.

Discussion Leader Engagement in a Virtual World (CCC) 
Kendall Preston, Strategic Program Mgr, Customer Advocacy & Natalie Smith, Briefing Program Mgr, both of Hewlett Packard Enterprise
Content is everything and year-over-year, for nearly three decades, ABPM’s Benchmarking Research on the Effectiveness of Briefings 
has shown that relevant content communicated by knowledgeable and skilled Discussion Leaders (DLs) is the most important ele-
ment of any briefing. The good news is, our new virtual briefing world offers advantages with respect to engaging the best Discussion 
Leaders, regardless of physical location. What other considerations are there? How are you training and preparing your DLs to be more 
effective in a virtual world? Is “Zoom” burnout a concern? How has your DL Engagement Strategy evolved in a virtual world? Join this 
collaborative workshop to gain and share insights and to actively work through virtual DL engagement challenges and opportunities. 

Your Virtual Program’s Value Proposition (ACC = Developing a Strategic Marketing Plan)
Pamela Evans, Sr. Director, Executive Briefing Program, Palo Alto Networks
Communicating your virtual program’s value proposition to internal customers and key stakeholders has never been more important. 
The heart of any program’s marketing strategy, your compelling value proposition explains why the virtual collaborations being offered 
by your briefing program are critical for your end-user customers during this time fraught with new and urgent business challenges. It 
also explains why other stakeholders should fund or participate in the program… or otherwise advocate for it. Variations of the value 
proposition are targeted to specific audiences.  Does your program’s value proposition need strengthening or otherwise editing, given 
the new virtual venue for your briefings?  Join this working session to participate in a collaborative learning experience with your ses-
sion leader and fellow attendees.

Considerations when Planning and “Building” a Virtual Briefing Center 
Marcy Nelson, Director, Corporate Briefing Program; Rob Miller, Lead Channel Manager; and Ben Lim, Director, Experiential Marketing 
all of AT&T; and Jan Mark Holzer, Senior Distinguished Engineer/Emerging Technologies, Red Hat
We can probably all agree that virtual briefings are here to stay. Even when we return to our centers and offer in-person briefings again, 
virtual briefings will likely become part of a standard menu of offerings available to sales, and briefing and account teams will work 
together to decide whether an in-person or virtual briefing is more appropriate for their customer. In order to ensure that the custom-
er’s experience is robust and valuable no matter which type of briefing they attend, it follows that some briefing teams are exploring 
the idea of building a Virtual Briefing Center (VBC). But there is a lot to consider. What are the goals, requirements, challenges, and 
limitations of a VBC? What should you consider when selecting a vendor, and what key stakeholders should be involved in the project? 
What is the vision for the customer’s journey in the VBC, and how will it be similar to, or different from, a brick and mortar EBC? In this 
workshop, you’ll hear case studies from two briefing programs, learn how they approached their VBC projects, and hear about success 
stories and lessons-learned along the way. Participants will have an opportunity to think through how they might approach building a 
VBC that is highly engaging for customers and aligns with their own corporate brand.

12:15 - 1:15 CT Choose How You’d Like to Network in the Coffee Shop Sponsored by Signet
Come to the Coffee Shop for to network with others from your region, exchange ideas around a certain topic, or simply catch up with 
new and old friends! Click on the Coffee Shop from the lobby, choose a table marked with the group you’d like to join. Coffee breaks will 
not be recorded. Today’s groups will be:

• The Next Normal: Managing the Constant Change of COVID’s Impact • Meet Your Center Gallery Hosts
• Envisioning the Future of Briefing Programs    •        Hang Out & Chat Table
• Making the Decision During Constant Change: Virtual Briefing, Hybrid, or In-Person

“I really enjoyed the Fall Workshops Series. The workshops provide the perfect atmosphere to sharpen your skill sets 
and develop professional relationships.” - Rick Jones, Sprint

“As a first timer, nothing was more valuable than the great people involved! The event was very well organized with 
exceptional content that I can put into practice afterward.” – Alley Caffrey, Netskope



Thursday, October 22, 2020
10:00 am - 12:00 pm CT Workshops Room - All Times Central Time
Workshop Rooms Sponsored by AVI-SPL 
World Class Customer Experience in a Virtual Environment (CCC) 
Candie Hurley, Trainer and Coach, Benett Communications
This session will explore the specific criteria in the World Class category of “Customer Experience,” reflecting on how each is altered in 
a virtual world.  Customization (CE1), customer engagement (CE2), facilitation (CE3), and voice of the customer (CE4) remain vital to 
the success of your virtual briefings. How have these strategies changed?  How are they evolving? Why are they more important than 
ever? The elephant in the room is CE5:  your “program experience strategy” relies mainly on customized messaging that aligns with a 
corporate brand and business strategy, art direction, and customized visit choreographies that are elements of a physical environment 
or briefing center. For the moment at least, program teams operating outside of a center are exploring ways to elevate their new virtual 
environments in ways that allow them, for example, to continue to offer demos, tours, or other virtual assets.  Join this working session 
to explore innovative ideas that have the potential to elevate the customer experience in this new and virtual world.

More Important than Ever: Voice of the Customer in Virtual Briefings (ACC)
Ellen Barnes-Pfiffner, Consultant, EBP Business Consulting 
In the corporate world, the briefing program – whether virtual or in person – is uniquely positioned to be the company’s “listening post”. 
In this time of crisis management, listening closely to customer insights and challenges during your virtual briefings, then efficiently 
feeding that information to key executives and the appropriate business units, is invaluable in terms of meeting your customers’ needs 
and informing a corporate business strategy that better meets those needs. Are you listening as effectively as you can? Do you have a 
process in place throughout your virtual briefings to capture customer insights? Are you reporting that intelligence back to the appropri-
ate organizations — intelligence that may be crucial in this quickly changing environment? In this workshop, participants will discuss the 
critical success factors of an effective Voice of the Customer strategy for briefing programs, and the particular challenges and solutions 
around capturing the Voice of the Customer in virtual briefings. 

Virtual Presentation Skills (CCC = Communicating with Your Key Stakeholders)
Note: This Workshop will run 1/2 hour longer from 10:00 am - 12:30 pm Central Time
Karen Bintz, Global Training Services at Mandel Communications
Last spring, when ABPM members moved suddenly from offering mainly in-person briefings to solely virtual briefings, many found that 
among their top challenges was uncovering ways to connect with their customers in much the same profound way as before.  That 
meant building trust and collaborating on solutions to serious challenges in a time when that trust and those solutions had never been 
more important.  Top challenges related to the new virtual briefing world at that time were lack of experience with virtual technology and 
lack of skills training.  Now that we are accustomed to planning and executing on a virtual platform, our focus is on elevating the expe-
rience for customers who are often “Zoom Weary.”  This session will address that need with instruction on 4 essential skills that build 
upon each other:  planning crisp and compelling messages that are highly effective in shorter virtual briefings; engaging your audience 
with impactful skills that capture their attention; motivating your customers to actively participate; and enriching the virtual experience 
using your technology platform.  Join this session to learn how virtual presentation skills differ from in-person presentation skills, and 
how to elevate the effectiveness of your virtual briefings by embracing a new and enhanced skill set.

Virtual Product Demonstrations: The Challenges, Opportunities and Possibilities 
Russ Fowler, VP of Marketing Environments and Pete Riddell, CX Executive Creative Director. Both of Derse 
As briefing teams consider how to elevate the quality of the customer experience in virtual briefings, offering demos is often at the top 
of their wish list.  And that’s for good reason. In the ABPM’s annual research on the effectiveness of briefings, external customers often 
cite customized demonstrations as being a highly effective and memorable element of their briefing. This session is for those brief-
ing teams who have a real need to demonstrate their physical solutions but are currently unable to do so, or for those who are eager 
to explore ideas for making their virtual demos more effective. Join a facilitated discussion with your peers where we will explore the 
fundamentals and challenges of virtual physical product demos (unique to each) in an engaging and memorable virtual demonstration 
experience. 

12:15 - 1:15 CT Coffee Shop and Live Sponsor Showcase Prize Drawing Sponsored by Signet
Come to the Coffee Shop for a final chance to network with other ABPM members as the live portion of the Fall Virtual Workshop Series 
comes to a close. Before we say our farewells, we’ll hold a prize drawing from Monday’s live Sponsor Showcase. Coffee breaks will not 
be recorded.

“This was my first ABPM conference, so it was wonderful to just be with other briefing programs; networking, discuss-
ing issues that were across the board...not just happening at our center, along with listening to the thought leadership 
of professionals who’ve been in the industry far longer than me.” - Dominique Foreman, LinkedIn

“The fall conference provides an excellent opportunity for you and your team to hone their skills and identify new best 
practices to build into your plan for taking your program to the next level. I’m always pleased to find I leave affirmed in 
my program’s strengths, a bit humbled at the opportunities and inspired with new ideas.” - Anonymous



Center Gallery
We are excited to offer our second virtual Center Gallery Virtual Tour room featuring three member briefing centers - most in areas of 
the world that ABPM conferences typically don’t get to. Simply enter the Center Tour Gallery from the lobby and click on a logo to view 
the tour. New this conference: Join your Center Gallery hosts, live, on the Wednesday, October 21st in the Coffee Shop. Center Hosts 
will be live and ready to answer your questions and share more about their programs including what they are doing during the COVID 
crisis. We encourage you to watch the Center Tours prior to this networking session.

Sponsor Showcase Hall Sponsored by Electrosonic
ABPM’s annual Sponsors have always supported the ABPM Community and helped ABPM deliver more for its members. Their active 
support has risen to a new level this year and we are grateful. Like all ABPM Supplier Members, ABPM Sponsors have been thoroughly 
vetted and are an important resource of expert vendors in the briefing world. Digital booths with interactive informational elements will be 
available for you to visit in the Sponsor Showcase Hall throughout the conference and through November 30th. Simply hover your cursor 
over the booth to see a description of their core services.

Featured Centers

3D Online Tour - Elekta in London HP Inc Virtual Briefing Center            TCS Paceport in Amsterdam

Throughout the Conference

Logistical Information
Conference Fee
The price for Fall Workshop Series registration has been reduced in the virtual environment to $845 for members and $1095 for 
non-members (briefing professionals or Supplier Members only - vendors must be recommended Supplier Members to attend ABPM 
events). These prices are Early Bird rates and will increase to $995 and $1245 respectively after Friday, September 25th. ABPM ac-
cepts Visa, Mastercard, American Express, Check, or Wire Transfer.

Multiple Registrant Discount  
To receive the discount code for 10% off each registration fee when four (4) or more people from the same company will attend, please 
email info@abpm.com.

New Membership/Registration Bundle Deal
Receive the first year of membership free with non-member rate conference registration! This offer is only available to those who have 
never been ABPM members.

Dress
Come casual and plan to turn your webcams on for lots of interactive sessions! We recommend layered clothing as meeting rooms may 
vary in temperature ;-).

Payment & Cancellation Policy
To receive the Early Bird Rate, registration fee must be paid by Friday, September 25, 2020. You are registered at the time you receive 
a conference confirmation email from ABPM. Due to a plan to send conference login credentials to registrants approximately one week 
prior to the conference start date, we regret that we are unable to issue refunds/credits or void outstanding invoices for cancellations 
received after Friday, October 2, 2020. However, substitutions may be made at any time. Cancellation and substitution notices must be 
received via email to info@abpm.com. To assure admittance, registration fees must be paid prior to Thursday, October 8, 2020.

“I loved the ability & willingness everyone had in sharing their Best Practices that they utilize. Whether we are com-
petitors in the market this did not get in the way of some great conversations!!” - Tena Black, Dell Technologies

“The fall workshop series provided great insight and allowed to foster enriching conversations with peers. I love the 
deep dives and great conversations.”  - Shaun Mohammed, Rogers Communications



ABPM gratefully acknowledges the following Sponsors whose generosity is 
contributing to the success of  the 2020 Fall Workshop Series.

Silver Level Sponsors

Gold Level Sponsors

Questions?  Call +1 214-389-0990 or email info@abpm.com.  Registration is available online at www.abpm.com
ABPM   PO Box 141079   Dallas, TX 75214  +1 214-389-0994  Fax: +1 972-362-1072

Platinum Level Sponsors

Bronze Level Sponsor
Leviathan

Conference Level Sponsors
Mandel Communications           Mechdyne


