
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 

Solutions Stream 
 

Facilitator Ebrahim Dinat - Ocular Technologies 

 

 

 

• 11:00 – 12:00  Ian Mahoney - Customer Service Delivery Lead – 

Marks and Spencer U.K 

 

Topic of the presentation: 

Transforming the customer experience at Marks & Spencer 

 

Overview of the topic: 
 

An information and timeline packed review of one of the 

largest and fastest retail multichannel foundation programs 

as delivered in record timeframes by Marks & Spencer 

against a mission statement that must be seen to be 

believed. This program unified the flagship Marks & Spencer 

retail stores with Online and critical multichannel customer 

experience management capabilities in the contact centre. 

Reflecting on the before and after views of the contact 

centre and its technology you will learn first-hand that it is 

possible to transform customer service for a massive 

household brand by focussing on commitment to deliver, 
execution against critical timelines and the critical-path of 

the business needs for success. 

� A summary of the  technical building blocks 

� The major obstacles the project experienced 

with lessons learnt around overcoming these 

� Any hidden pitfalls to look out for 

� The impact of a such a deployment to both 

the business operations & the consumer 

� What M&S would now consider best practice 

for a project of this nature 

What you will take away from this presentation: 

The importance of: 

 

� Choosing the right technology and deployment 

consultants/partner 

� Having a detailed baseline of the business 

requirements upfront in the project and mapping 

those to technical solution components 

� Structured feedback and open collaboration 

 



� Transition management – keeping the hearts of 

the user 

� Business sponsorship & always “holding the end in 

mind 

 

 

 
 

• 12:00 – 13:00  Steve Spratt - Business Development Director – Noble 

                         Systems EMEA - Intuate Group 

 

Topic of the presentation: 

The Top 10 Ways the Multichannel Contact Centre can 

Transform Your Productivity 

 

Overview of the topic: 

 

Over recent years, the trend for simple interactions has 

been handled through voice self-service channels, although 

more recently, this channel has declined as web-based self-

service has grown.  As mobile, app-based self-service takes 

off further, this pattern will continue.  

 

In this presentation, Steve will cover a variety of 

multichannel options available to contact centres today that 

can help organisations achieve more Right Party Contacts.  

He will discuss ways in which you can improve customer 

satisfaction whilst transforming productivity by catering for 

your customer preferences. 

 

In addition, it’s important that the contact centre uses a 

Workforce Management application to ensure that the right 

staff are in the right place, at the right time to respond to 

the multitude of communication channels.  Steve will explain 

how the multichannel contact centre can reduce agent churn 

by keeping your staff busy, engaged and their tasks varied 

according to their skills.   

 
Learn about the latest contact centre technology such as the 

seamless personalisation of Intelligent Voice Messaging with 

Text to Speech that can encourage inbound calls and to 

even out agent peaks and troughs. 

 

What you will take away from this presentation: 

 

� Learn how Intelligent Messaging can transform 

your contact centre 

� The power of the SMS to prompt, inform and 

remind your customers 

� Improve customer satisfaction with Interactive 

Voice Response and skills based routing 

 



� Increase agent morale by varying their activities 

and including them in change management 

� Cater for your customer preferences by providing 

easy to navigate, multi-channel options 

 

• 13:00 – 14:00 Lunch 

 

 

• 14:00 – 15:00  Devon Dalbock - Presence Technology  

Topic of the presentation: 

 

Customer experience optimisation through a customer-

centric strategy Contact Centre 

 

Overview of the presentation: 

 

Customer experience is now a must for companies. It must 

be understood as a key-factor to survive and succeed in 

business.  

  

Companies must develop their own strategy to optimise the 

customer experience they provide in order to gain 
differentiation from their competitors and to create value. 

 

Customer experience begins and ends in the customer, so 

the customer-centric orientation is the foundation of any 

strategy. It is the main axis around which all processes, 

technologies and resources  involved into the Contact Center 

activity revolve. 

  

Managing successfully the predominate channel of 

interaction:  

 

voice, and also taking care of the other demanded channels, 

like e-mail, or emerging channels such as: live-chat or social 

media to empower the customer relationship, boost the 

loyalty and fidelity and convert as many leads into 

customers as possible to increase revenue, gain money and 

achieve the business objectives. 

 

To succeed, the Contact Center strategy must combine 

efficiently 3 key elements to optimise the operations and 

achieve superior performance:   

  

- the most effective technology to increase value, revenue 

and reduce costs,  

 

- the quality of processes to avoid common mistakes and 
fatal errors that may penalise production and generate poor 

experiences, and  

 

- the best trained and motivated agents capable of 

 



generating the best results, looking after their agent 

experience to ensure they provide the best customer 

experience. 

  

Discover Presence Technology to empower the multi-

channel Contact Centre platform. 

 
What you will take away from this presentation: 

 

� The importance of having real-time information, 

statistical and historical information to understand 

and analyse the customer demands and their 

multi-channel needs 

� The importance of provide real value in every 

customer interaction, regardless the channel used 

and the reason of contacting, avoiding repetitions, 

unnecessary waiting, and give inconsistent or 

inadequate information 

� The importance of looking for the differentiation to 

gain competitive advantage, managing each 

customer as unique, personalising at every 

moment the interaction by supplying customized 

and precise information 

� The importance of having the right tools to 
simplify the agent’s work, unify operations, put 

the information quickly on their hands and 

contribute to increase productivity reducing TMO 

 

 

 

 

 

  

• 15:00 – 16:00  Jed Hewson – Managing Director, 1 Stream UK 

Topic of the presentation: 

 

Cloud computing in the call centre 

 

What you will take from the presentation: 

 

� The arrival of cloud computing 

� Opportunities of cloud computing 

� Infrastructure vs business benefit 

� Modern Call centre applications 

� Matching your cloud provider to business needs 

 

 

 

 

 

 



• 16:00 – 17:00  Barbara Knight – Managing Director - BK Training 

Topic of the presentation: 

 

Becoming a Professional in today’s future Contact Centre 

 

Overview of the presentation: 

 

As a registered Professional Body, the CCMG is a platform 
for the upgrading of skills and knowledge, with the primary, 

yet not exclusive, role of ensuring the professionalisation of 

the South African Contact Centre Industry.  

 

In keeping with the professional status awarded to us, the 

CCMG has registered and spearheaded the first of 8 

professional designations with SAQA. These are to be 

awarded to individuals operating on a predetermined level of 

competence across the scope of the industry and are 

ultimately issued subject to the recipient participating in the 

Continuous Professional Development (CPD) programme. 

 

The CPD programme aims at encompasses all types of 

facilitated learning opportunities, ranging from formal 

coursework, conferences and informal learning opportunities 

situated in practice. It has been described as intensive and 

collaborative, ideally incorporating an evaluation stage.  

 

We are proud to say that the designations are aligned to 

ensure that a structured career path also take place within 

the Industry by recognising the professional development 

during each phase. 

 

What you will take away from this presentation: 

 

� Understand the cost of retaining staff and 

leveraging the CCMG as a professional body 

� Understand how the CCMG supports career 

development pathing through implementing the 

professional designations 

� Identify the requirements that need to be met in 

order to secure a professional designation 

� Maintain designation through ongoing CPD point 

allocation 

 

• 17:00  Close and go home          

 


