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Tuesday November 8th “The Changing Landscape of Customer Education” 

Time (CST) Centennial Ballroom A Centennial Ballroom B 
7:00-8:30 Breakfast and Sponsor visits (Centennial Ballroom C and Vanderbilt) 
8:30-8:55 Welcome and Introduction, Milind Gurjar, President CEdMA 
9:00-10:15 Keynote: The Evolution From Product Training to Customer Education 

In this keynote address, Dave Derington and Debbie Smith will discuss what the strategic change is 
and how it is shifting the focus and the metrics. 
Dave Derington, Service Rocket 
Debbie Smith, Checkr 

10:30-11:25 Onboarding 2.0 
Are you building a customer onboarding 
program, or overhauling your current program? 
Hear one SaaS company’s lessons learned. 
Sandra Neal, ACS Technologies 

The 8 Fundamentals of a Great Customer 
Education Program 
Learn how to drive the impact of your customer 
education program by mastering 8 critical 
components: Advocacy, Discovery, Profitability, 
Engagement, Capacity, Measurement, Technology, 
and Team.  
Daniel Quick, Thought Industries 

11:30-12:25 Lunch (Commodore Grill) and Sponsor visits 
12:30-1:25 The Covid-19 Recovery 

How did we cope? What changed? What’s 
growing again? What’s not? What 48 members 
reported along with their observations. 
Mike Dowsey, CEdMA Europe 

Micro-credentials: A Solution for the Rapidly 
Changing Nature of Work 
Now more than ever, businesses need a scalable 
and cost-effective solution to upskill and reskill 
employees, boost employee engagement, and 
promote lifelong learning. Many companies are 
finding micro-credentials to be the answer. 
Leslie Thomas, Kryterion 

1:30-2:25 The Future of Education (Panel Discussion)  
The panel of education leaders will explore 
common education industry trends.  
Bonnie Willoughby, Siemens EDA (chair) 
Debbie Smith, Checkr 
Sarah Sedgman, LearnExperts 
Kristine Kukich, Thought Industries 
Patty Crowell, Cohesity 

So, we built a training program - 5 key lessons 
from our first 5 years 
From inauspicious beginnings in 2017, CENGN has 
built its training and certification practice from an 
ad hoc exercise in local knowledge sharing to a 
structured program with a regional presence that 
has managed to thrive even through COVID. 
Peter Heath, CENGN  

2:30-3:25 Education and Certification through an IT lens 
Christine will share some observations and 
facilitate a discussion about how we think 
about the future of education in a SaaS world. 
Christine Souza, Member in Transition 

Scaling Customer Education - Innovation and 
Partnerships 
Hear how Rockwell partnered with NIIT to scale its 
customer training business, bringing digital content 
to customers and bolstering business growth.   
Albina Ortiz, Rockwell Automation 

3:30-4:30 So, you think you know all about Customer Education – Let’s find out! 
The presenters will test the expertise of members of the audience by peppering them with the 
spiciest of questions on customer education today. Winners or losers may both be required to eat 
even spicier chicken wings! 
Ryan Dillon, Thought Industries, Tyler Foster, Thought Industries  

4:30+ Sponsor visits 
5:00-6:30 Happy Hour Sponsored by Thought Industries 
7:00+ DINNER 
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Wednesday November 9th “The Changing Landscape of Customer Education”

Time (CST) Centennial Ballroom A Centennial Ballroom B 
7:00-8:30 Breakfast and Sponsor visits (Centennial Ballroom C and Vanderbilt) 
8:30-8:55 Welcome and Introduction and Update from the CEdMA Board 
9:00-10:15 Keynote: Is your sales  & pricing strategy in line with the market – Benchmark with CEdMA Pricing 

and Discounting Survey 2022 
This biennial flagship survey (the other is Business Metrics) was completed in September 2022 by 
more than 50 members. 
Dirk Braune, BMC Software 

10:30-11:25 Develop Content by Leveraging Knowledge 
Centered Services (KCS) Methodologies 
This session gives a brief introduction to KCS 
philosophies and explore how they can be 
applied to create highly leveraged learning 
content. 
Miki Ishikawa, OpenText 

Learn from Legos - Modular Design for 
Personalization at Scale 
At DISCO University, we strive to personalize every 
learners’ journey to make education engaging, 
effective, and efficient. Learn from our 
experiences, develop your approach to modular 
design, and plan to apply it in your own work. 
Greg Russell,  DISCO 

11:30-12:25 Lunch (Commodore Grill) and Sponsor visits 
12:30-1:25 Learning Together While Apart - Cohort-based 

Program Excellence 
Learn how to combine the community benefits 
of cohort-based learning with automation and 
technology to deliver performance-based, 
scalable programs that learners love. 
Shellie Grieve, ServiceNow  
Tim Chudy, Intrepid by VitalSource 

Scaling and securing your certifications programs 
with confidence 
Using AI on the edge to make learning validation 
and certification more accessible and affordable - a 
driver’s knowledge testing case study.  
Rahul Siddharth, Verificient Technologies  
Rajnish Kumar, Verificient Technologies 

1:30-2:25 What are your best practices in Education 
Services? (Workshop) 
Let’s tackle the top challenges in Education 
Services. Through a series of interactive 
exercises, we will work to capture solutions to 
ensure participants leave with practical ideas 
and applications they can implement. 
Haley Heter, Cohesity 
Patty Crowell, Cohesity 

Expert Playbook on Launching and Scaling 
Certification Program 
Gain insider insight into building and scaling 
certification programs that have worked at small to 
large companies including Oracle, Salesforce, 
VMWare, and Automation Anywhere under 
Sundar's leadership. 
Sundar Nagarathnam, Industry Expert 
Sanjoe Jose, Chief Executive Officer, Talview  

2:30-3:25 Artificial Intelligence + Learning 
Development and Delivery = EEK? (panel) 
This session aims to de-mystify how AI in 
learning are working together and how you can 
get started to identify what pain points you 
have and how to find the right solution. 
Sarah Sedgman, LearnExperts (chair) 
Patty McGray, Esri 
Cynthia Stegall, Software AG 
Dirk Braune, BMC Software 

12 Tips to Developing Experts in 12 Weeks 
How do you become an expert? Conventional 
wisdom about expertise is that is takes time. What 
do you do when you are short on time and big on a 
need for experts? How do you develop expertise in 
a compressed timeframe? How do you scale that 
globally? Find out here. 
Heather Appell, ServiceNow 

3:30-4:30 Keynote: The Playbook for a Successful Community 
In this actionable session you’ll learn the ingredients for launching and growing a thriving community 
that drives success both for your customers and your organization. 
Heather Foeh, 6sense 

4:30-5:00 Closing Remarks 
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Session Descriptions 

Keynote: The Evolution From Product Training to Customer Education 
How we approach our market of customers of complex software matters.   
While the terms “product training” and “customer education” may seem similar, the techniques and 
philosophies behind them are vastly different. 
Product training is, of course, product-centric.  It focuses on functionality and features.  In contrast, Customer 
Education places focus on the learner’s need:  to get work done.  This relies on a focus on skills that often go 
well beyond the product.   
In this session, we will actively debate the arguments behind each position and explain how a change of 
perspective drives strategic outcomes and breeds a culture of success. 
Dave Derington, Service Rocket , Debbie Smith, Checkr 
 
Onboarding 2.0  
Are you building a customer onboarding program for the first time, or overhauling your current onboarding 
materials? Follow one software company’s journey as they identified where their onboarding training was 
missing the mark, recreated the content with a focus on UX and emotional design, and launched the new 
program in June 2022. You’ll leave this session with key questions to ask about your onboarding program, 
examples of human-centered design to inspire you, and metrics to consider as you measure success. 
Sandra Neal, ACS Technologies 

The 8 Fundamentals of a Great Customer Education Program 
In this session, you’ll learn how to drive the impact of your customer education program by mastering these 8 
critical components: Advocacy, Discovery, Profitability, Engagement, Capacity, Measurement, Technology, and 
Team. Evaluate the state of your program today, and ask yourself: how might I improve performance in each of 
these dimensions? 
Daniel Quick, Thought Industries 

The Covid-19 Recovery  
How did we cope? What changed? What’s growing again? What’s not? What 48 members reported along with 
their observations. 
Mike Dowsey, CEdMA Europe 

Micro-credentials: A Solution for the Rapidly Changing Nature of Work 
Now more than ever, businesses need a scalable and cost-effective solution to upskill and reskill employees, 
boost employee engagement, and promote lifelong learning. Many companies are finding micro-credentials to 
be the answer. Micro-credentials enable employees to develop and be recognized for new skill sets 
incrementally. Micro-credentials are also “stackable,” meaning they can build upon one another toward a 
larger credential, which motivates employees to continually gain new knowledge and skills while working 
toward bigger goals.  
Leslie will discuss some of the other advantages of micro-credentials and how they are different from other 
credentials. She will also discuss what it takes to build micro-credentials and how to fit them into your 
credentialing ecosystem. Most importantly, she will provide guidance to help you determine whether micro-
credentials are right for your program.  
Leslie Thomas, PhD, Kryterion  
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The Future of Education (Panel Discussion) 
A lot is changing in what our learners expect to get out of training. Even a lot more is changing in what 
companies expect from their education leaders.  Where is the world of technical training and education 
headed?  Shift of focus to Customer Success; Artificial Intelligence and how it will shift the future of education; 
Diversity, Equity, Inclusion (DEI), and why it matters even more in the world of education; How to best prepare 
the next generation for the work ahead. 
Bonnie Willoughby, Siemens EDA (chair), Debbie Smith, Checkr, Sarah Sedgman, LearnExperts 
Kristine Kukich, Thought Industries, Patty Crowell, Cohesity    

So, we built a training program - 5 key lessons from our first 5 years 
From inauspicious beginnings in 2017, CENGN has built its training and certification practice from an ad hoc 
exercise in local knowledge sharing to a structured program with a regional presence that has managed to 
thrive even through COVID. Along the way, we have made key decisions and launched initiatives on: program 
strategy; development and delivery methodologies; promotion and business development; infrastructure 
selection; and even reporting. This presentation distills everything we have learned over the past 5 years into 5 
key lessons for program building. And as a bonus, we'll take a look at what the future may hold.” 
Peter Heath, CENGN  

Education and Certification through an IT lens 
The reality of today’s IT world is very complex.  Teams are having to know more and do more in our SaaS 
connected world.  After spending the past three years on an IT team and in speaking with IT leaders, Christine 
will share some observations and facilitate a discussion about how we think about the future of education in a 
SaaS world. 
Christine Souza, Member in Transition 

Scaling Customer Education - Innovation and Partnerships 
Technology advances require organizations to transform at an accelerated pace, necessitating training in order 
to drive productivity gains for our customers. Our multimodal user-friendly platform enables and expedites 
that journey to proficiency. In this session, we will discuss how Rockwell has partnered with NIIT to scale its 
customer training business, bringing digital content to our customers and bolstering business growth.   
Albina Ortiz, Rockwell Automation 

So, you think you know all about Customer Education – Let’s find out! 
This session is based on a new interview show with a spicy twist that leads to the ultimate prize, a spot on the 
presenters’ Wall of Flame. To earn a spot on the Wall of Flame, members of the audience must first conquer 
their spiciest opponent yet. To test their expertise, they will be peppered with the spiciest of questions on 
customer education today. Winners or losers may both be required to eat even spicier chicken wings! 
As their brows begin to boil, tongues begin to burn and vision starts to blur...their views on education will 
steam out. The question is, will they be able to handle the heat or will the heat melt them in their seats. 
Ryan Dillon, Thought Industries, Tyler Foster, Thought Industries 

Keynote: Is your sales  & pricing strategy in line with the market – Benchmark with CEdMA Pricing and 
Discounting Survey 2022 
Customer education sales has many facets. Which packages and subscriptions do you offer? Do you charge for 
all or only certain offerings? Which rates do you use by country or region and specific service? These questions 
and many other will be addressed in the session based on CEdMA´s biennial flagship survey (the other is 
Business Metrics) with 50+ member companies. 
Dirk Braune, BMC Software 
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Develop Content by Leveraging Knowledge Centered Services (KCS) Methodologies 
Determining what learning content to develop doesn't always align with what an audience is looking for. While 
organizations want to be proactive, they are not always good at predicting the future needs of users. 
Knowledge Centered Services (KCS) methodology proposes that organizations let demand determine where to 
spend their valuable resources and ways to get content out quickly and effectively. In this presentation, we'll 
give a brief introduction to KCS philosophies and explore how they can be applied to create highly leveraged 
learning content. 
Miki Ishikawa, OpenText 

Learn from Lego - Modular Design for Personalization at Scale 
Lego ‘master builders’ use modular bricks to construct projects of all shapes and sizes, from toy cars to 
spaceships to theme parks. In a similar way, we can use modular design to build learning programs of all shapes 
and sizes, for thousands of learners across organizations, roles, and skill sets. All it requires is planning, skill, 
and technology. 
In this presentation, we’ll discuss two primary ways to achieve personalization at scale:  

1. Develop content modularly, so that components can be reused and repurposed across courses, in 
different ways for different learners, without requiring more work from learning teams. 

2. Automate learning experience construction for groups and individuals. Push programs to learners 
based on their attributes and make recommendations based on their knowledge and skills. 

At DISCO University, we strive to personalize every learners’ journey in order to make education engaging, 
effective, and efficient. Learn from our experiences, develop your own approach to modular design, and plan 
to apply it in your own context. 
Greg Russell,  DISCO 

Learning Together While Apart - Cohort-based Program Excellence 
In this world of remote work, how do you drive cohort engagement virtually? Authentic connections and 
collaboration opportunities are hallmarks of cohort learning. How do you foster these learning connections in a 
virtual program while scaling quickly? 
In this session, you will learn six best practices that have the biggest impact on the success of cohort learning – 
for both learners and the delivery team. 
We will dig into the details of how ServiceNow leveraged the Intrepid learning platform to consolidate eight 
different tools and platforms, increase learner engagement, and decrease administrative overhead for the 12-
week Certified Technical Architect (CTA) program. 
Learn how to combine the community benefits of cohort-based learning with automation and technology to 
deliver performance-based, scalable programs that learners love. 
Shellie Grieve, ServiceNow , Tim Chudy, Intrepid by VitalSource 

Scaling and securing your certifications programs with confidence 
Online proctoring advances using AI have made it possible to offer traditional certifications at scale. However, 
the opportunity to scale comes with the risk of diluting the value and trust of certification programs. How can 
we achieve scale and secure sessions while adopting project-based evaluations and other testing 
methodologies that can preserve the trust and value of the certificates being offered? With so many different 
types of proctoring options to choose from, how to find the right balance between customer experience, 
certification integrity, and the cost?  
Join this presentation as we share our California DMV case study in delivering trusted and secured exam 
integrity for the drivers of California and prepare to scale your certification program with confidence. 
Rahul Siddharth, Verificient , Rajnish Kumar, Verificient 
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What are your best practices in Education Services? (Workshop) 
Let’s tackle the top challenges in Education Services. Each participant will pick their top challenge and their top 
best practices. Through a series of interactive exercises, we will work to capture solutions to ensure 
participants leave with practical ideas and applications they can implement. Examples of top challenges we will 
explore are: 
• Defining education services metrics and showing the value 
• Free vs Fee-based Education Offerings, pricing practices and policies 
• Technology stack – tools for development, delivery and reporting 
• Establishing, Building, Deploying and Maintaining a Certification Program 
• Content Development Strategy. 
Haley Heter, Cohesity, Patty Crowell, Cohesity 

Expert Playbook on Launching and Scaling Certification Program 
Gain insider insight into building and scaling certification programs that have worked at small to large 
companies including Oracle, Salesforce, VMware, and Automation Anywhere under Sundar's leadership. Join 
Sundar and Sanjoe as this session teaches you how to: 
• Start (or evolve) and scale your certification program efficiently 
• Avoid common pitfalls 
• Use digitization to transform your program 
• Partner effectively and cost-efficiently with the right vendors 
• Maintain program integrity 
• Deliver a great learner experience. 
Sundar Nagarathnam, Industry Expert, Sanjoe Jose, Talview 

Artificial Intelligence + Learning Development and Delivery = EEK?  
Are you wondering if Artificial Intelligence (AI) works in the Learning Development & Delivery process? Is AI, 
Machine Learning, and learning technologies that use it feel like a mystery that requires a lot of research? Do 
you have trust issues with AI + Learning Development and Delivery? You are not alone. Join us for an action 
packed session with fabulous panelists who have been researching trends on how AI and modern technology 
can help learning organizations accelerate and provide exceptional value to those tasked to develop the 
content, deliver the training, or consume the training. This session aims to de-mystify how AI in learning are 
working together and how you can get started to identify what pain points you have and how to find the right 
solution. Come prepared to share your journey too, as its early stages for many in the learning industry and we 
can all benefit from a collective experience. 

Sarah Sedgman, LearnExperts (chair), Patty McGray, Esri, Cynthia Stegall, Software AG,  
Dirk Braune, BMC Software 

12 Tips to Developing Experts in 12 Weeks 
How do you become an expert? Conventional wisdom about expertise is that is takes time. What do you do 
when you are short on time and big on a need for experts? How do you develop expertise in a compressed 
timeframe? How do you scale that globally? 
Here, you will learn twelve strategies that ServiceNow used to develop and certify technical experts in a three-
month cohort-based learning program. We will explore how ServiceNow applied these strategies and leveraged 
a flipped-classroom and collaborative  learning approach to help learners develop technical skills, professional 
skills, and build a network that helps them accelerate their impact on the job - all virtually. 
Also, learn how to design programs that accelerate the development of expertise of both technical and non-
technical skills in a compressed timeframe. 
Heather Appell, ServiceNow 
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Keynote: The Playbook for a Successful Community 
In this actionable session you’ll learn the ingredients for launching and growing a thriving community that 
drives success both for your customers and your organization. Heather will share step-by-step guidance, 
including realistic timelines, technology considerations, what to measure, and how to keep your sanity through 
it all. 
Heather Foeh, 6sense 
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Speaker Biographies 

Heather Appell, Certification Curriculum and Marketing Director, ServiceNow 
Heather is committed to creating a world where people eagerly look forward to engaging learning that quickly 
and efficiently meets their needs ... and the needs of their business. 
Her 15+ years of experience and leadership in learning and performance improvement spans industries 
including technology, banking, accounting, aerospace, and public education. 
In addition to receiving awards from Boeing, Nordstrom, and EverTrust Bank, Heather was recognized by 
Training magazine as a "Top Young Trainer." 
When she's not working with her team to create resources that enable technical professionals to make the 
world of work better for people, she’s riding her motorcycle and exploring the world with her family. 

Dirk Braune, Area Vice President - Head of Global Education, BMC Software 
For 25 years Dirk´s passion is to enable customers being successful with software solutions and for this he 
invents and introduces new learning solutions. 
Dirk, as Area Vice President Education, manages the global BMC Education team. He implemented and 
executed a 3-year education digitalization strategy in BMC and moved the face to face focused and 
transactional training and certification program into a 24/7 offer for blended training and certification with 
50% subscription, increasing significantly revenue and margin. 
Prior to BMC, Dirk held many different leadership roles in education services such as running PTC University in 
EMEA, Alcatel-Lucent´s global education portfolio with 4000+ titles, and Genesys University globally. 
Dirk has served in the TSIA Education Advisory Board and in the CEdMA US and EMEA Board of Trustees. 
Dirk holds a Masters in Psychology from Ludwig-Maximilians-University in Munich. 

Tim Chudy, Director of Business Development, Intrepid by VitalSource  
As a former business owner, Tim Chudy has years of experience training, managing, and developing people. He 
was pivotal in driving adoption and establishing a new software category in the evolving learning ecosystem. 
Now he’s focusing that experience to help L&D Leaders adopt collaborative, cohort-based learning across the 
enterprise and bridge the gap between learning and business. 

Patty Crowell, Director of Partner Enablement, Cohesity 
Patty has over three decades of IT experience, teaching computer classes and managing IT departments. She 
held faculty appointments at Kansas State University and Wichita State University. At LSI she was the Director 
for Global Education Services serving over 80 countries and 50K attendees. At Syncsort she focused on building 
all aspects of the training program. Next, she assumed the role of Director of Marketing at Catalogic before 
moving to IBM as the WW All Flash Enablement Manager and later as the Digital Sales, Storage Offering Leader. 
In 2021, Patty moved to Cohesity to lead the Partner Enablement program. 

Dave Derington, Director of Customer Education, ServiceRocket 
Dave is currently working to build the first-ever Customer Education as a Service program. Over the past 
decade, he has built scalable Customer Education programs for two exited start-ups (Gainsight and Azuqua) 
and the unicorn Sales Engagement firm, Outreach.  Part Investigative Journalist, part Teacher, and part 
Computer Geek, Dave loves to make complex technology easy by learning things the hard way, organizing it, 
and sharing that knowledge to everyone who needs it in a fun and relatable way. 
Dave’s career has spanned many industries.  He has been a Laboratory Chemist, a Professor, a Web Developer, 
a Project Manager, a Business Analyst, and more. Dave’s hobbies have led him to start his own company, 
create an art installation at Laumeier Sculpture Park, and play music professionally. 
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Ryan Dillon, Vice President of Strategic Projects, Thought Industries 
Ryan has helped scale hundreds of profitable learning businesses over the last decade. As the Host of Hot 
Takes, he asks burning questions on education to experts all over the globe. Across Education Services, 
Customer Education, SaaS, Manufacturing and Professional Training, topics range from scaling your team, 
monetizing your business, gaining advocacy, and always connecting education data to business KPIs. 

Mike Dowsey, Executive, CEdMA Europe 
Mike has a first in Maths and a PhD in Computing from the University of Newcastle-upon-Tyne. After being a 
scientist in IBM (education applications research) then a system engineer (implementing CBT in banks and 
insurance companies), he then spent 17 happy years in customer education management, after achieving an 
Outstanding Innovation Award in 1982 for introducing Individual Learning Packages into IBM Europe. 
He then spent six years as European Training Manager in JD Edwards, but after two “strikes” took early 
“retirement”. He is currently into nearly 20 years running CEdMA Europe and after cautious acceptance by the 
natives, 16 years as Librarian in CEdMA US. 

Heather Foeh, Sr Director, Customer Marketing and Communities, 6sense 
Heather Foeh is passionate about creating delightful, personalized customer experiences that also drive 
business impact. Her background includes over fifteen years in client-facing roles including community building, 
customer success, customer marketing and advocacy at companies such as Eloqua, Oracle, Adobe and now 
6sense. She and her husband live in Henderson, Nevada where they regularly take advantage of close access to 
hiking and camping. 

Tyler Foster, Senior Learning Strategist, Thought Industries 
Tyler is a former Media Producer, Development Professional, and Founder, experienced in building training and 
development solutions for companies across a wide range of industries. Most recently, he has been designing 
and building scalable training teams in the energy and SaaS sectors. Today, he provides research-backed 
strategic support to customers and the industry as a whole through various forms of media, consultations, and 
workshops. With a background in both program and project management, Tyler has a passion for solving 
problems associated with multifunctional teams and operations performance. 

Shellie Grieve, Certification Innovation Director, ServiceNow 
Based out of Canberra, Australia, Shellie Grieve is passionate about continually moving the needle.  She has a 
constant desire to innovate to provide engaging learning experiences with measurable outcomes.   With the 
experience of the learner at top of mind, Shellie has been able to transform the way that we deliver 
ServiceNow’s pinnacle certifications, with the amalgamation of multiple systems into a single collaborative 
learning platform.  Knowing that the experience of the learners starts well before the training, Shellie 
orchestrated and implemented a major transformation of the back office systems, external websites and 
learning platform to create a collaborative and rewarding learning journey that ensures high participation and 
ensures job readiness.  
With a career in IT and Training spanning 23 years, Shellie is results-driven leader that likes to solve complex 
business challenges and deliver value.  Her experience spans both private enterprise, Fortune 500 companies 
and local, federal and national Government agencies. 

Peter Heath, Senior Manager, Training Programs, CENGN 
Peter has over 20 years' experience in higher education and commercial training, from classroom teaching to 
program management. Peter joined CENGN in 2018 where he has applied this experience to building the 
CENGN Academy program and team. Peter has a PhD in Mathematics from Carleton University and spent an 
amazing 10 years working in higher education internationally before returning to Ottawa in 2014. 
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Haley Heter, Senior Director of Cohesity Academy 
Haley is a visionary leader and educator with 20 years in the high tech industry driving the strategy for global 
training organizations. She recently joined Cohesity to create and drive the strategy for a new training 
organization at the company. Her teams drive educational best practices for the company and primarily deliver 
enablement specifically to drive partner and customer adoption across the product lifecycle from sales to 
support. She has held numerous leadership roles creating new programs to impact business goals and has a 
passion for finding synergies and measuring results. As a hobby, Haley is an entrepreneur, and you will find her 
working on investment properties or sipping tea with customers at her local teahouse business. 

Miki Ishikawa, Director, Learning Experience,  OpenText 
Miki is a visionary learning and development professional with more than 20 years of progressive experience 
transforming user experiences and improving training efficacy. In addition to his background in eLearning, he’s 
done extensive work for web-application development and marketing services firms. He uses this unique set of 
skills to continuously search for new and innovative ways to develop and deliver learning assets. 

Sanjoe Jose, Chief Executive Officer, Talview 
Sanjoe is a serial entrepreneur with ventures in Enterprise, SaaS and Consumer Internet domains. He is a 
published author, awarded innovator and contributor to various leading technology and business publications. 
Previously, he has worked with MNCs like National Instruments and L&T. He is an Engineer and MBA from IIT 
Bombay. He is passionate about using AI to solve enterprise business problems. 

Kristine Kukich, Senior Director of Customer Marketing, Thought Industries 
Kristine comes to Thought Industries with 15 years of SaaS experience in customer education with a focus on 
customer success. As a manager at Taleo, and a Principal Delivery Lead at Oracle University, she has aided 
customers to build skills and processes that help them work more effectively within their teams, within their 
organizations and with their clients.  

Rajnish Kumar, Chief Executive Officer, Verificient Technologies 
Dr Kumar, CEO Verificient, is one of the founders and collaborating inventors of our identity verification and 
authentication technology. Rajnish is responsible for leading the research, development, and product design 
for all the verticals we serve. 

Patty McGray, Director of Customer Education, Esri 
Patty has been leading global training at Esri, Inc. for 20+ years by encouraging innovative ideas and forward-
thinking that promotes the value of lifelong learning to customers and staff alike. Patty lives in Redlands, CA 
where she enjoys all that Southern California has to offer including hiking, biking, the arts, diverse cuisine and 
loads of sunshine. 

Sundar Nagarathnam, Industry Expert 
Sundar is a proven leader and innovative pioneer in sales, product, and technical education and certification 
programs with organizations including Oracle, Salesforce, NetApp, and VMware. His professional experience 
has encompassed strategy, portfolio management, IP and curriculum development, certification, operations, 
analytics and dashboards, personalized connected learning, enablement, and multiple implementations of 
learning management, and other interactive systems. With a history of demonstrated success in leadership 
roles in Training and Product Management, as well as Operations and Professional Services, Sundar has been 
instrumental in building, turning around, and transforming training and enablement programs in small, 
medium, and large organizations. 
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Sandra Neal, Learning Solutions Strategist, ACS Technologies 
Since pivoting from corporate L&D to customer education in 2018, Sandra has focused on everything from tech 
stack to UX, from marketing to business impact reporting. She loves building collaborative relationships across 
teams, advancing those teams toward audacious goals, and advocating for our clients’ needs at every 
opportunity. Outside of work, Sandra is passionate about her faith, enjoying amazing food and drink, and 
traveling with her husband and toddler. 

Albina Ortiz, Global Operations Manager, Customer Training, Rockwell Automation 
Albina joined Rockwell in 2019 as a Senior Training Analyst and transitioned to the Global Operations Manager 
role in 2021. Prior to that, she served as a consultant with GP Strategies/RWD for over 20 years. Throughout 
the course of her career in training Albina has led strategic transformations of high performing team programs 
across diverse organizational levels from crafts and trades to the C-suite. She has served as a trusted advisor on 
varying HR, training, and Lean transformation matters. Her current responsibilities include launch and support 
of modern customer training platforms such as Learning+, which encompasses eLearning, Oncourse, online 
assessments, and virtual instructor-led training to help customers bridge their training gaps, as wells as setting 
the operational strategy, P&L management, and portfolio offering refinement.  
She has a BS in HRD from Oakland University, MBA from University of Phoenix, a PhD in Organizational 
development and ABD from Grand Canyon University. 
 
Daniel Quick, SVP of Learning Strategies, Thought Industries  
Daniel is a customer learning expert and co-author of “The Customer Education Playbook: How Leading 
Companies Engage, Convert, and Retain Customers.” He has created results-driven customer learning programs 
and brand-building thought leadership at leading software companies, including Optimizely, Asana, and 
Thought Industries. He is passionate about delighting customers and helping them achieve success through 
learning. 

Greg Russell, Vice President of DISCO University 
Greg is an award-winning educator dedicated to providing personalized, next-gen learning experiences for 
today’s working professionals. As the Head of DISCO University, his team builds world-class training and 
certification programs for DISCO customers, partners and employees, using cutting edge technologies to make 
learning efficient, effective and engaging. 

Sarah Sedgman, Chief Executive Officer and founder, LearnExperts 
Sarah is CEO of LearnExperts, developers of Learning Technology that reduces the time to write courses by 3X 
and applies best practices, so every course is consistent. Prior to founding LearnExperts, Sarah held a number 
of Education Executive positions at technology companies such as Cognos, IBM, PTC, and Kinaxis and led large 
multi-million dollar learning businesses. Sarah is a known thought leader in the Learning Industry holding board 
positions on prominent associations such as CEdMA and TSIA, speaks at many events, and has won several 
industry awards for innovations in learning and learning products. She is also an Executive Advisor, working to 
advise and build learning programs and sits on a cybersecurity technology board. 

Rahul Siddharth, Chief Operating Officer and Co-Founder, Verificient Technologies  
Rahul is responsible for the overall operations, branding and strategy, while also supporting business 
development efforts. His background experiences include business consulting, marketing, art directing, and 
project management. 
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Debbie Smith, Director of Customer Education, Checkr 
Debbie is a Customer Education leader with extensive experience in strategy, certification, instructional design, 
eLearning design and development, user experience, and project management. She has led large and small 
teams at various SaaS companies and is currently the VP of CEdMA and the Director of Customer Education at 
Checkr. 
As a member of the customer education community, she is a sought-after mentor and thought leader in the 
growth and evolution of the industry. She has contributed to two books, multiple podcasts, and webinars.  
 
Christine Souza, Member in Transition 
Christine has been an innovative and passionate educational leader that serves as a trusted advisor to sales, 
product management, support, partners, and customers on education programs and product requests. She has 
a proven track record of success in developing relationships while leveraging talents as an education industry 
strategist. Most recently, Christine has been a member of an IT team driving their Digital Transformation 
initiatives.  (Ed. Christine also served on the Board of Directors!) 

Cynthia Stegall, Senior Director, Learner Experience, Software AG 
Cynthia has been leading global training organizations for 20+ years with a passion for driving successful 
customer experiences through user adoption and technical enablement.  She currently heads up the global 
Learner Experience function at Software AG and has served as the Chair for CEdMA’s Learning Technologies SIG 
for the past 2.5 yrs.  Cynthia lives in Washington, DC where she enjoys an endless supply of live music, art, 
diverse culture, and international cuisine.  

Leslie Thomas, PhD, Chief Psychometric Officer, Kryterion  
For more than 20 years, Leslie has been helping clients create assessment programs to effectively measure and 
evaluate professional competence. In her role at Kryterion, Leslie and her team work closely with clients to 
help translate their business goals into credentialing programs that provide real value to their stakeholders 
such as increased public safety, enhanced product adoption, risk mitigation, or lower hiring costs.  Prior to 
joining Kryterion, she worked at a number of testing companies including ACT, Brainbench, a provider of IT 
certifications, as well as ran her own consulting business.  

Bonnie Willoughby, Group Director of Global Learning Services Practice, Siemens EDA 
Bonnie has over 30 years of experience with Electronic Design Automation (EDA) and the Education 
industry.  She is best known for her passion for innovation and her grit to make the impossible happen.  As an 
education thought leader, she has spearheaded several leading-edge programs to help educate and certify the 
highly technical user communities who are not always ready to embrace new ways to learn.  Bonnie loves 
mentoring and grooming leaders of the future.   She has been a member of CEdMA for over 25 years and has 
had the opportunity to serve on the Board of Directors in a variety of Trustee roles.  Bonnie has a bachelor’s 
degree in Electrical Engineering with a Minor in Mathematics.  Bonnie is also a Spin and Yoga certified 
instructor, mom to three successful adults and recently added a new title “Grandma” to her list of credentials 
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