
29th August 

A  G  E  N  D  A  
 

 

• 07:30 – 08:30 Registration & Refreshments 

• 08:30 – 10:30 Plenary session  

 

Tony Dovale - Life Masters  

Topic of the presentation: 

 

Rethinking Mind-set, Meaning and Mastery 

 

Overview of the presentation  

     

The must Rethink the world of business and leadership if we are to 

ensure sustainability and increased levels of Well-being, flourishing, 

Happiness@work, Engagement, Teamwork and Psycap. 

 

Workplace cultures and leadership mindsets must be Transformed, 

Transparent and Trustworthy to begin to build a High Performance 

Positive Business. 

 

The impact of ZYMOT – “Zero Moment of Truth” must be 

understood, and incorporated in to the culture, mindset and fabric 

of the company’s SOUL through Corporate Soul Surgery, if 

company’s leadership, management and teams are going to remain 

viable, sustainable, and accountable. 

 

What you will take from the presentation: 

 

� Culture Matters 

� GO-Mindsets Matter Most 

� Psychological Capital is Vital 

� Social Networks have huge impact 

� Ignoring ZMOT can kill you 

� Profit & People matter 

� We need to Rethink  

 

 

 
Femi Adebanjis – Professional Business and Motivational Speaker 

 

Topic of the presentation:  

 

Building the High-Performance Organisation 

 

Brief Overview of the presentation: 

 

 

 



The business landscape is rapidly changing, competition has 

ramped up significantly, and technology is simultaneously creating 

and destroying opportunities.  

 

Due to the rapid change that businesses are faced with on a daily 

basis, what worked yesterday is no longer effective today, and 

what works today may very well be irrelevant tomorrow.  
Furthermore, according to research by the year 2020, the lifespan 

of the average business will shorten from 45 years to less than 10 

years. The number one factor that sets extraordinary businesses 

apart from the rest is simply this - their business culture – what 

their people value, what they do and how they do it. 

 

In his dynamic interactive style, Femi will share practical and 

workable strategies to create and sustain a winning performance-

driven business culture. He will share the keys that separate great 

businesses from the multitude and how they keep on being great in 

spite of massively disruptive change, decreasing business margins 

and tough competition. Furthermore, based on first-hand 

experience from building and successfully running business both in 

corporate world and as entrepreneur, Femi will share powerful 

insights for creating a values-driven business and EXACTLY HOW to 

create and shape a values-driven organisational culture. 

 

What you will take from the presentation: 

 

� The 5% Factor - the difference between good and great 
organisations 

� Understanding the power of culture in shaping 
organisation success or failure 

� How to practically embed a high performance culture into 
your business DNA 

� Creating high-performer employees – how to successfully 
and permanently shift behaviours 

� Does the Vision Excite us? - How to create a compelling 
vision that drives business success 

� Strategies for translating vision into concrete action 

 

More About: Femi Adebanji 

 

With client feedback such as “YOU ROCK!, Femi’s career as a 

dynamic, fresh and “straight-shooting” business motivational 

speaker has been featured in interviews with leading publications 

such as the Business Day, Entrepreneur Magazine and on 

numerous mainstream radio stations. His high-energy business 

talks and TV interviews on the “Good Morning Africa’s” Business 

Leadership series on Dstv, have been flighted in over 20 countries 

on the continent. 

 

Femi’s ability to intelligently deliver solid business content around 

high-performance  business culture, leadership and motivation has 

earned him the privilege of working with blue-chip clients such as 

the Office of the Presidency, Unilever, Barclays Africa, Duke 



Corporate Education, Standard Bank, Old Mutual, Nedbank, Tsogo 

Sun, the Endangered Wild-Life Trust and many more. 

 

Formerly, as divisional head of investment strategy within the 

Momentum Group, Femi and his team grew client assets under 

advice from R1 billion to just over R5 billion within 2 years; while 

quadrupling their client base in the process. During this period, he 
consulted on strategy issues to premier clients such as BHP Billiton, 

Rand Merchant Bank and Discovery.  

 

Today, he speaks professionally and heads up VESTCOM - a 

diversified investment holding business.As a professional business 

speaker he shares insights based on first-hand experience, with 

corporates all over South Africa and abroad, on how to design and 

develop high-performance businesses, create an inspirational 

leadership culture, motivate their employees and unleash business 

greatness! 

 

• 10:30 – 11:00 Tea 

 

People Stream 

 
Facilitator Tanya Phillips - Webhelp 

 

 

 

• 11:00 – 12:00 Richard Kenny, EMEA Contact Centre Segment  

                  Manager, Plantronics 

Topic of the presentation: 

 

   Agents, CSRs or brand ambassadors – who should you be hiring? 

 
Overview of the presentation  

 

The customer service environment is changing – marketing is less 

effective, and your customers have a powerful voice on social 

media. The emotions in that voice are shaped by the interactions 

they have with your company – primarily with the customer service 

teams.   

 

So is customer service the new marketing?  

 

Not yet, but it has an increasingly important role in the brand 

perception of a company. And vital to this are your employees who 

deal daily with the customer interactions – the customer service 
team. Who should you be hiring to reflect this increased visibility?  

What skills do they need? How do you ensure they want to stay 

with you? 

 

 

 

 

 

 



What you will take from the presentation: 

 

� How leading organisations are reducing their employee 
attrition 

� Simple steps to empower and trust your employees 

� What repetitive and mundane tasks can you automate to 
make employees roles easier 

� How to protect employees from the inherent risks in their role 

 

 

 

 

 

• 12:00 – 13:00 Stephanie Griffiths - Principal of Cohesion Communication 

                                                         - PMI 

Topic of the presentation: 

 

Does the key to call centre agent retention and performance lie in 

focused selection and training? 

 

Overview of the presentation  

      

The attraction, performance, and retention of contact centre staff 

is imperative to the efficient and effective management of any 

contact centre. However, this environment is often challenged by 

inconsistent service levels, high absenteeism and attrition rates of 

new entrants, risking the substantial investment made in training 

and development. 

 

Do the answers lie in recruitment and selection processes or the 

most up to date training content and methodologies being 

delivered? Or do the answers rather lie in the on-the-job 

monitoring of quality and key results areas? And most importantly, 

what role do attitudinal and behavioural indicators play in service 

delivery and engagement with team-members and customers? 

 

Many CCMG members participated in a global benchmarking 

project conducted in 2013, aimed at providing some of the answers 

to these questions and to surface best practices in contact centre 

agent development. 

 

The study, commissioned by the Production Management Institute 

of Southern Africa, (PMI,) as part of its ongoing benchmarking 

focus, was conducted in May last year by independent research 

and management consultants, Cohesion Communication, Research 

and Development. 

 

The study does provide cogent answers to some of the questions 

posed above and PMI has used these findings to develop a seven 

level competency matrix which will be used for assessment, 

training, development, and evaluation purposes in terms of leading 

edge agent development and also provide some answers as to 

 



employer expectations and the aspirations of call centre agents 

themselves. 

 

Lynne Wilmot from PMI and research partner Stephanie Griffiths 

will share these learnings with delegates and highlight potential 

further areas of research by the organisation 

 
What you will take from the presentation: 

 

� What competencies and skills do employers expect from 
call centre staff and how do these differ from agent 

perceptions? 

� What do employers regard as key results areas for on the 
job performance? 

� Which attitudes and behavior are regarded as essential to 
delivery and retention? 

� How do agents see their own career progression moving 
forward? 

� Is there a best practices skills matrix which can be used in 
recruitment, selection, training and evaluation? 

� Research from PMI provides answers to some of these 
question 

 

• 13:00 – 14:00 Lunch 

 

• 14:00 – 15:00 Frikkie Hurn - Snr Client Account Manager - Africa - 

Interactive Intelligence  

Topic of the presentation:  

 

“Power to the People” – that’s what comes after multichannel and 

omnichannel! 

 

Overview of the presentation: 

 

This is what normally happens: You have a query, a request or a 

problem. So you contact a service desk or fill in a webform – and 

wait….and finally you get a response from ….. whoever. What would 

it be like if you could not only choose the agent (for their expertise 

or because you already know them) but also the communications 

channel? 

 

In this interactive session we will look at the impact of social and 

mobile communications on customer service expectations and what 

the future of customer experience will look like. Based on a recent 

survey where we explored what constitutes a great customer 

experience we discuss and compare results from a global and our 

South African audience. 

 

What you will take away from this presentation: 

 



 

� You will get insights into customer experience trends and 
preferences and where South African pain and stress 

points lie. 

� We will discuss some of the action points that can be 
taken to better meet customer expectations. 

� You will learn about the new concept of “social customer 
service” which marries and transcends multichannel 

communication and skills based routing  and has the 

power to truly revolutionize and differentiate the way you 

interact with your customers. 

 

Discover the impact and potential of the more personalised 

dimension for the customer/agent relationship as well as 

the customer and agent satisfaction/retention. 

 

• 15:00 – 16:00 Group Discussion Andrew - Smoke CCS, Tim Matthis - 

30X30 and Nicola Jordaan - Webhelp Head of Customer Experience 

Topic of the presentation: 

 

Using Customer Feedback to Drive an Effective Quality 

Management Strategy 

 

Overview of the presentation  

 

Join us as we facilitate a debate including reputable industry 

sources, both suppliers and in house customer experience experts 

and interrogate emerging international trends and approaches to 

Quality Management Strategies. This panel will be briefed to 

provide insights, share global thinking and challenge the current 

norms as they debate the concepts of customer experience and 

quality management in call centres today. 

 
 What you will take from the presentation: 

 

� The audience will be encouraged to actively participate 
and ask the questions that are top of mind or need 

challenging and learn by sharing and engaging. 

� identifying and debunking emerging global trends 
including NPS, Voice of the Customer and Customer 

Effort Scores 

� Understanding concepts like sample, bias, trends and 
precision - ensuring your data can withstand the integrity 

test 

� Using scales and benchmarks - what does best practice 
look like? 

� What are the right questions to ask? How do you extract 
information from your customers that can be used to 

facilitate proper business improvement and change 



� Using technology to enable the process - exploring the 
options and understanding their efficacy and response 

rates 

� Why internal scores are not correlated to external 
customer feedback and what can be done to achieve 

alignment 

� What is the difference between business level and agent 
level monitoring? Who does this and how can you do it 

economically? 

� Is there still value in continuing the old school approach - 
what is the return on investment and could this be 

channelled differently to truly impact customer 

satisfaction 

 

Use this opportunity to find ways to enhance your current 

Quality Management Approach and find ways to make 

Quality Management in your company truly valuable and 

capable of driving sustainable company change. Quality can 

be your competetive advantage - come and find out how. 

 

 

 

 

 

 

• 16:00 – 17:00 CCMG – Barbara Knight 

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 from the 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 Drinks, Snacks and Networking 


