
29th August 

A  G  E  N  D  A  
 

 

• 07:30 – 08:30 Registration & Refreshments 

• 08:30 – 10:30 Plenary session  

 

Tony Dovale - Author, Speaker Mentor and Consultant –  

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 Success 

 

 

 

 

 

Femi Adebanji – 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 

 

• 10:30 – 11:00 Tea 

 

 

 

 

 

 

 

 

 

 

 

 



Solutions Stream 

 
 

Facilitator Ebrahim Dinat - Ocular Technologies 

 

 

 

 

• 11:00 – 12:00 Pani Harito - Territory Manager - Interactive Intelligence 

 

Topic of the presentation:  

To cloud or not to cloud? The big contact center question 

 

Overview of the presentation: 

 

Cloud is a top of mind issue for South African CIOs, amid reports of 

extensive cost and efficiency benefits. But what about cloud for the 

contact centre and is it appropriate for everyone? In this session 

we aim to help you understand the trends, pros and cons of cloud. 

There are also questions around reliability, data security and the 

cost of bandwidth. You will learn what solutions are available, the 
deployment options, the implications of cloud and – crucially – 

when not to do it. One size does not fit all and this session aims at 

elaborating on how to determine what cloud solutions will offer the 

greatest benefits to your organization. 

 

What you will take away from this presentation: 

 

� Discover the considerations for moving a contact centre 
into the cloud 

� What different types of cloud exist and which is the most 
appropriate in each scenario 

� Get answers to your burning questions around cost, 
privacy, security and reliability 

� What preparation is necessary to transition to the cloud? 

� Find out how Interactive Intelligence in cooperation with 
MTN can deliver a cloud contact centre solution today. 

 

 

 

 

 

• 12:00 – 13:00  BankservAfrica 
 

Topic of the presentation:  

 

Technological Innovation Driven by Winning Partnerships- a real life 

case study 

Overview of the presentation: 

 

 



 

The BPO space is a very competitive environment driven primarily 

by the creation of value for clients.  In this presentation, 

BankservAfrica Integrated Services (BSVA IS) will highlight the 

importance of having the right partnerships with the right client 

and how this partnership resulted in an innovative solution being 

built for our client. The solution ticks all the boxes in terms of a 
first for South Africa and probably the world, optimised use of 

resources and ultimately…value creation for the client and BSVA IS. 

 

 

• 13:00 – 14:00  Lunch 
 

 

 

• 14:00 – 15:00 Richard Kenny, EMEA Contact Centre Segment Manager,  
                              Plantronics 

 

Topic of the presentation: 
 

Isn’t technology supposed to make our lives easier? 

 

Overview of the presentation  

 

Leading companies are working to make experiences seamless 

across all the new channels that customers are choosing to interact 

with us on – aiming for the nirvana of ‘omni-channel’.  And yet we 

persist in adding in layers of complexity for our employees, making 

their roles harder, more complex and more time consuming. 

 

The interactions that your employees are dealing with are changing 

– becoming more complex as self-service increases.  

 

How do you use technology to make it easier for them?   

 

What new technologies have value for the contact centre?  

 

Can technology improve the customer experience? 

 

What you will take away from this presentation: 

 

� How leading organisations are using collaboration to 
improve the customer experience 

� Automation of repetitive tasks can improve productivity 

� Simple, immediate technology steps you can take, with 
real benefits 

 

 

 

 

 

 

 

 



• 15:00 – 16:00 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 

 

 

 

 

 

 

 

• 16:00 – 17:00 Luke Behrmann - Operations Manager - Ocular 

Technologies  

Topic of the presentation: 

 

Contact Centre Evolved – Proactive engagement and Software as a 

Service (SaaS) 

 

 

 



Overview of the presentation: 

The contact centre is evolving - many organisations are unable or 

not willing to invest capital into the contact centre technologies. 

How do we overcome the challenge and reduce costs and provide 

access to technology on an operating expenditure model? 

· How can proactive contact methodologies save investments 
in human capital? 

· What is the application-based model for automated services 
and how does this save money? 

· Examples of applications, rapid application deployment and 
subscription models 

· Omni-channel and context sensitive routing leveraging 
cloud-based solution. 

What you will take from the presentation: 

 

� How to reduce capital expenditure and time spent 
implementing contact centre technologies. 

� What automation is available to optimise process flow in 
the organisation and allowing reduction or redeployment 

of head count. 

� How an application based model will optimise investment 
in technology 

� How do customers want to engage, how do we manage 
that expectation and meet or exceed it. 

• 17:00 Drinks, Snacks and Networking 


