
28th August  

A  G  E  N  D  A 
 

• 07:30 – 08:30  Registration & Refreshments 

• 08:30 – 10:30  Plenary session  

Dr Nicola Millard - Customer Experience  Futurologist BT 

 

Topic of the presentation: 

 

SuperAgent 2020 

 

Overview of the presentation: 

 

SuperAgent 2020 - as customers become more 

"autonomous" and increasingly serve themselves, the 

pressures on the contact centre start to shift. This research 

takes an industry view of what the contact centre will be for 

in 2020 - looking at the skills required for both agents and 

managers, what channels they will be managing, how they 

will be measured and what their primary function will be. 

 

More About: Dr Nicola Millard 

 

Dr Nicola Millard is a customer experience futurologist with 

BT. Despite working for a technology company, Nicola isn't 

actually a technologist and combines psychology with trends 

research to try and anticipate what might be lying around 

the corner for both customers and organisations (sadly, her 

crystal ball is currently broken). 

 

Nicola has now worked for BT for 23 years. She has done a 
number of jobs around the BT business, including user 

interface design, customer service and business consulting. 

She was involved with a number of BT "firsts" including the 

first application of intelligent systems into BT's call centres 

and BT's initial experimentation with home working. 

 

Nicola got her PhD from Lancaster University in the UK in 

2005, published her first book in 2009 and now spends most 

of her time doing research, writing blogs, articles and white 

papers. Last year she was named by ICMI as one of the top 

10 most influential customer service Tweeters in the world. 

 
Nicola has also appeared on both the BBC (Radio and TV) 

and Channel 4 in the UK, as well as Sky News in Australia. 

She has done a TED talk about why people accept or reject 

technologies and is also a judge on a number of award 

panels, including the UK Institute of Customer Service 

awards. When she’s not doing all that, Nicola travels around 

the world presenting at conferences and running workshops 

with an assortment of organisations including banks, travel  

companies and retailers, to name but a few. 

• 10:30 – 11:00  Tea 

 



People Stream 

 
Facilitator Tanya Phillips – Webhelp 
 

• 11:00 – 12:00  Lindy McClymont – Motivational Speaker   

The Topic: 

 

MOTIVATION… and the next step? 

 

Overview of the presentation: 

  

The presentation is an upbeat message that explores the 

difference between motivation and inspiration. Why do 

people do what they need to do… or even more? 

 

The session will be delivered interactively and unpack the 

concept of motivation and inspiration, what drives us, how 
the human mind works and why these elements begin with 

me. 

 

Lindy conducts a CHECK UP FROM THE NECK UP, with 

insightful messages and elements to ponder on in terms of 

self and as a leader. 

 

Included is the question: Can I motivate my team? 

 

Or is it that I create an environment for optimal 

performance and therefore motivation. 

 

What you will take away from this presentation: 

 

� What motivates me vs what inspires me 

� The difference between being motivated and 

inspired 

� Understand my driving forces 

� Customer history needs to be accessible at the 

point of interaction regardless of which channel 

it’s in 

� Creating a conducive environment as a leader 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

• 12:00 – 13:00 Steve Briggs - Executive Head: Online and Self Service   

                                              - Vodacom 

Topic of Presentation:  
 

Lead Management – the automation and integration with the 

greater Contact Center 

 

Overview of the presentation: 

 

With a competitive environment and the focus on improving 

the way in which we engage with our online customers, we 

have recently introduced two new Genesys products that 

heave assisted Vodacom in reaching its sales targets. 

 

Proactive chat or “Genesys Proactive Engagement” 

integrates the browsing activity of our website visitors into 

the overall Genesys customer service process. It records the 

customer browsing history and feeds this information 

through to the Vodacom chat agents. This empowers our 

agents to provide relevant, meaningful assistance.   

 

iWD on the other hand has changed the way in which we 

handle our sales leads. Instead of engaging our customers 

on a “first come, first serve” basis, we are now able to 

intelligently prioritise our sales leads and reach our high 

value leads quicker. 

 

What you will take away from this presentation: 

Outcomes from iWD: 

 

� Average time to process decreased from 20 hours 

in June to 5 hours in July. 

� Buyer’s remorse reduced: Quicker to approve 

leads, More Offers taken up (sale does not go 

cold). 

� Higher deal values being prioritized 

� Improved Customer Experience, less complaints 

from customers 

 

• 13:00 – 14:00 Lunch 

 

 

 

 

 



• 14:00 – 15:00 Bertus du Plessis - Commercial Director - CallForce 

Topic of Presentation:  

 

Annual Salary Survey Report 

 

What you will take from the presentation: 

 

� A geographic segmentation of salaries (% 

difference per region) 

� Salaries across functional areas of a contact centre 

(Sales, Service, Collections) 

� Growth in salaries over the past 5 years 

� Difference in salary levels between agent, 

supervisor and manager (as a %) 

 

 

 

• 15:00 – 16:00 John Botha - COO Zinn & Botha Consulting - Kelly 

Topic of Presentation:  

 

An update on labour law 

 

What you will take from the presentation: 

 

� The status of labour law amendments in SA 

� The relationship between Labour Law and BBBEE 

� The future of Fixed-term Contracts, TES and Part-

timers 

� International trends 

� Case studies on equal pay 

 

 

 

• 16:00 – 17:00 Dr Gerhard van Rensburg – MD New Era Leadership 

Topic of the presentation: 

 

Three questions followers want their leaders to answer 

 

Overview of the presentation  

    

‘Leadership’ is without question a broad and intricate subject 

and area for development. Rather than exploring different 

theories and models, it is helpful to simplify it from the 

perspective of the follower. Dr van Rensburg will present 

three questions followers want their leaders to answer. 

 

 

 

 



21st Century conditions pose different challenges to 

leadership: In response leaders need to shift their focus 

from factual and functional knowing (which they mostly 

have mastered already) to knowing that comes from the 

heart and spirit. 

 

They need to shift their focus from doing (which they mostly 
are competent in) to being (which highlights the source of 

their thinking and convictions). They also need to shift their 

focus from controlling (which is their dominant disposition) 

to responding wisely, sensitive to the context.   

 

The shifts as described have implication for the criteria we 

use in selecting leaders as well as for leadership 

development. Ultimately it is about the kind of organisations 

we want in today’s world. 

 

What you will take from the presentation: 

 

� How leadership can best be understood and 

developed relevant to 21st century challenges 

� Major shifts in society and what they mean for 

leadership 

� How New Era Leadership builds organisational 

character 

• 17:00   Close and go home 

 

 

 


