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The professional body of the South African Contact Centre 

Industry is excited to present the �lagship event of 2018, the  

“Star Wars” themed Conference Tour. The testimonies of the 

participants of the previous conference which was organized to 

address the state of the art solutions, techniques and know-how 

in the South African Industry have been amazingly great. Having 

seen the impact this knowledge packed conference is making on 

the managers of Contact Centres in such fast changing business environment, we never relent 

on digging deep to keep participants Up-To-Date with trends and and Ahead-Of-Time with 

information on how to provide �lawless customer service with motivated, diverse teams in the 

Contact Centre Galaxy.    

The 2018 Conference Tour brings Contact Centre professionals fresh perspectives, real-life case 

studies and inspirational keynotes in the following topics:

• PEOPLE MANAGEMENT, leadership and organizational excellence

• EMERGING TECHNOLOGY solutions for the omni-channel Contact Centre

• PROCESS OPTIMIZATIONS, analytics, ROI and big data

• CX, customer journey mapping, loyalty and 

retention, customer satisfaction

These 4 aspects need to be addressed by every Contact 

Centre professional wanting to become a Jedi Master, and 

they need to ask: How do these aspects impact business 

progress? How can their power be harnessed to produce a 

growth in the Contact Centre? 

Find out from top industry disruptors, innovators and thinkers, how to create and maintain 

organizational excellence while nurturing a healthy and productive culture in 2018 and beyond.

ABOUT

- Thobile

The 2017 CCMG Conference was fantastic. Great crowd, top level experts, lots 

of energy. I will be glad to attend next year” 



The Contact Centre Management Group have gone far and wide to bring together the best speakers 

who are authorities on their relevant �ields to reveal the secrets that drove them to success while 

giving you tools to avoid being trapped on the Death Star.

Featured experts include:

The Johannesburg launch of the Conference Tour in August was a huge success. You can also be a 

witness to the wealth of knowledge coming together under one roof and experience the impact it will 

have on your career, your team and your Contact Centre. Book your seat for the Cape Town event. 

- Kyla

Adam Rabinowitz

 

Marco Van BiljoenAlison Godenir

 

Sarina de Beer Elmen Lamprecht

Gerhard Visser

I had  WOW experiences throughout the entire conference.  

- Lee-Anne (2018 JHB Conf.)

Neil Titcomb

Cobus Greyling
Nzwisisa Chidembo

Richard Nefdt



The Contact Centre Management Group has been working tirelessly to bring you a top notch 

professional event in 2018 and to give you direct access to leading local and international service 

providers.

Attending the 2018 CCMG Conference is literally the best thing you can do for 

the future of your CC career: the  conference is designed to give you a plethora 

of operational, real-life content and tools on a variety of vital, pressing topics, 

and to successfully address the changes that are stirring business activities 

within the customer focused industries. 

This year’s conference offers the opportunity for you to be introduced to and 

interact with several of the Greats, but you will also learn from your peers: 

share ideas, discuss challenges and engage in meaningful conversations. 

During the Conference you will be presented with everything you need to grow 

from Padawan to Jedi master, a world-class Contact Centre professional:

 Evidence based “ how-to” case studies

 Razor sharp analytical methods to streamline your processes

 Ready-to-use tools to help you build and maintain teams that have purpose, passion and 

work satisfaction

 Tried and tested methods for creating a stellar customer experience

 Real life models of Contact Centre innovation

 Fifth generation technologies that turn your Galaxy upside down (in a remarkably “ The Force is 

with You ” kind of way)

So book your seat and land your spaceship at the 2018 Conference Tour in Cape Town

WHY ATTEND?

www.conference.ccmg.org.za



•   07:30 – 08:30   Registration and Refreshments

•   08:30 – 09:15  Noble Systems – Neil Titcomb

      “ May the Workforce be with You” - Improving Employee engagement with gami�ication

•   09:15 -  10:00  Azuka – Marco van Biljoen

      How Generational differences affect the Call Centre Industry       

    

•   10:00 – 10:30   Tea Break

•   10:30 – 11:15  Ask Afrika – Sarina de Beer
     Smart data for smarter experiences: measure what matters

•   11:15 – 12:00  Reality Check Strategies Ltd. – Richard Nefdt

     Business leadership is broken

•   12:00 – 13:00  Lunch Break

•   13:00 – 13:45   Alison Godenir

     Jedi Nation Reloaded: The Journey of the Millenial

•   13:45 – 14:30   eStudy - Gerhard Vissier

     eRecruitment and Training: Revolutionary new Contact Centre solution

•   14:30 – 15:00   Tea Break

•   15:00 – 15:45   Imagine8 - Adam Rabinowitz

     Playing chess with a Wookie - how games solve problems 

     at the workplace

•   15:45 – 16:30   MPC Recruitment – Elmen Lamprecht

•   16:30 – 17:15  Ocular Technologies - Cobus Greyling&Nzwisisa Chidembo
     “A Hero`s Journey: where transhumanism meets customer engagement
     #AIistheNewUI

•   17:15 – 19:30  Cocktail Party

CONFERENCE AGENDA
Cape Town

                26 September 2018 | Your guide through the Galactic Empire: Luvandra Naido



www.conference.ccmg.org.za

SPEAKERS

MAY THE WORKFORCE BE WITH YOU: IMPROVING 
EMPLOYEE ENGAGEMENT WITH GAMIFICATION

The presentation will demonstrate how to transform  your 
contact centre by improving agent productivity, reducing 
employee turnover and absenteeism and ensuring that the 
workforce is aligned with your corporate goals and objectives. 

Gami�ication in the contact centre can offer a signi�icant 
business case with a compelling Return on Investment with 
typical payback in just over four months. Neil Titcomb will 
cover how these bene�its are delivered through an increase in 
productivity and performance, as well as a reduction in agent 
turnover and attrition.  

On top of the tangible bene�its, there are a number  of soft 
bene�its that Gami�ication can also deliver such as a positive 
effect on the contact centre culture, increased employee 
motivation, increased intrinsic and extrinsic employee 
satisfaction. In addition, enabling your contact centre to 
compete effectively in the employment market against your 
competition by not only retaining, but also attracting the 
highest caliber of candidates. 

About Noble Systems: 

Noble Systems is a global leader in the customer 
communications industry, providing innovative solutions for 
Contact Centre, Workforce Engagement, and Analytics 
technologies. Tens of thousands of agents at 4,000+ client 
installations worldwide use Noble platforms to manage 
millions of customer contacts each day.  Noble offers a uni�ied 
suite of inbound, outbound and blended omni-channel 
communications, strategy planning, resource management, 
and compliance tools for companies of all sizes. 
Their premise, cloud, and innovative premise/cloud hybrid 
platforms include ACD, predictive dialling, blended 
processing, recording and monitoring, IVR, messaging, 
interaction analytics, workforce management, and 
gami�ication. 

Connect with Noble Systems: 

Twitter Handle: @NobleSystems
Facebook Page: 
www.facebook.com/NobleSystems/
Website: www.noblesystems.com

Country manager for South Africa: 
Leslie Forsman - lforsman@noblesys.com

Get to know Neil Titcomb
Neil Titcomb heads up a sales team for Noble Systems across 
Southern UK, Ireland and South Africa. 
He is responsible for all new business and existing customers 
using Noble’s innovative cloud based solutions and ensures 
they provide continued measurable business value. Prior to 
working for Noble, Neil ran Commercial sales for Genesys UK 
and previously Interactive Intelligence prior to their merger. 
Before taking leadership roles, Neil sold UC and Contact 
Centre solutions for many years and was involved in the sale, 
design and con�iguration of many contact centres across 
EMEA in many business verticals. 
Neil holds a bachelor’s degree in Industrial design. 
In his spare time Neil loves to travel and enjoys many sports 
including football, Formula 1 and tennis.
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Marco van Biljoen

HOW GENERATIONAL DIFFERENCES 
AFFECT THE CALL CENTRE INDUSTRY 

Marco van Biljoen started his career as a programmer, 
developer and network engineer for FNB. Being exposed to 
the telephony space, he became involved with the �irst Avaya 
solutions bought into the country. He was able to work with 
Avaya in the call centre industry ,credit management and the 
telemarking space. 
In 1998, Marco started his own company, Telesto 
Communications, which managed a number of companies’ call 
centre platforms across Africa, Middle East, Asia and Europe. 
In the years to come, Marco started multiple companies which 
were bought by JSE listed entities. At the time, Marco and his 
teams were the third tier support partner to Avaya. Since the 
sales of these companies, Marco has been senior in a few listed 
companies such as Jasco, Dimension Data and Digital Connect 
and in the last year Marco joined the Azuka team as the Head 
of Business Development. 

Marco will speak about: 

How did we in the call center industry connect to our potential 
clients 20 years ago? 
How did we connect 10 years ago, and how do we connect to 
our customers in 2018? 

A seemingly simple question, but one that can signi�icantly 
improve results by simply basing it on how we interpret our 
client base, the demographics of our country as well as the 
generational differences in both the workplace as well as our 
customer base. 

It is frightening to know that there are call centres that are still 
connecting with customers the way they did 10 or 20 years 
ago. It is equally as frightening to know that in an ‘unregulated’ 
environment such as the environment in South Africa many 
have gotten away with so much up to now.  

This discussion is about how you, as a call center leader will 
have an effect on your environment for the future, and how 
you will adapt to customers in your environments. It will also 
show you the internal “Heartbeat” of your workforce. In this 
industry, we’ve been able to call ourselves the customer inter-
action experts, yet some of us have not adjusted with the 
ever-evolving generational gap. Moors law and the effect it 
had on the whole industry has had a signi�icant effect on not 
only IOT (The Internet of Things) or the way in which we do 
business, but also in how our customers would like to be 
connected to. 

SPEAKERS

Alison Godenir

I am a Generation Specialist. I ardently 
believe an organization is only as good as 
its ability to embrace relevance and 
�luidity. Building and sustaining intergenerational relationships 
form the basis of my evolutionary initiatives, which in turn 
improve moral, engagement, performance, productivity and 
pro�itability.

JEDI-NATION RELOADED – THE JOURNEY OF A MILLENNIAL

Consider the statistic that 46% of the South African workforce 
is Millennial – it’s time to fully understand the dynamics of this 
generation to enhance relevance, engagement and innovation. 
The Journey of a Millennial Presentation covers a two way 
perspective:
1) To the Millennial’s: the pro’s and con’s of your generation – 
deal with it!
2) To the other generations: the pro’s and con’s of this large 
generation – how to collectively blend! 

Alison will speak about: 

Luke is a new generation Jedi. He is 27 years old and a global 
citizen. Luke has recently joined the organization and is facing 
serious challenges regarding “�itting” with the current status 
quo. He �inds the “old world order” restrictive, uninspiring and 
outdated and genuinely believes he has all the answers to a 
“new way of being”. 

The presentation deals with:

• Unpacking some illusions Luke needs to personally dispel 
regarding generational entitlement
• Messages to the “old world order” on how to ignite the Luke 
Force
• Determining “new” galactic pathways to ensure galactic 
supremacy.

Take-away thoughts offered by the presentation: 

New thinking around creating environments rich in difference 
that seamlessly blend qualities needed in business today by:
• Reversing negative judgement into positive acceptance
• Synchronizing innovation with con�idence
•Cultivating risk with experience and creativity with 
practicality 
•Creating collaboration with individuality and communication 
with honesty and transparency
• Co-creating new ways of being
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Adam Rabinowitz

PLAYING CHESS WITH A WOOKIE: 
HOW GAMES SOLVE PROBLEMS IN THE WORKPLACE 

Adam`s training is IT, but he’s a far more diverse characer in 
real life. Apart from running Imagin8 Adam coaches and 
mentors small businesses, lectures for University of Stellen-
bosch, is the key strategic partner for Business Builder’s 
Group (SA), a business network that  grows small business, 
is the author of “How to Create, Manage, Fix and Grow your 
Small Business”, writes �iction under the pseudonym Adam 
Alexander, sings and plays guitar.

Adam will speak about: 

Staff turnover in Contact Centers is high. Staff morale in 
Contact Centers is often low. These two factors combine to 
deliver poor customer service, which is often the single most 
important customer facing environment for most businesses.

Adam and his team have developed a Game speci�ically for this 
presentation, based on a concept called the Servic Pro�it Chain. 

This is a simple model that 
clearly illustrates the link 
between people and excellent 
customer service. 

Gami�ication in the workplace 
has proven to alter staff morale 
and has had a signi�icant effect 
on customer service. A study 
involving gami�ication in a 
Contact Center shows improved 
staff participation, higher levels 
of motivation and improved 
customer ratings.

This talk will show you how 
Imagin8’s 7 C’s of Gami�ication, 
combined with leadership 
orientation towards the Service 
Pro�it Chain results in signi�icant 

improvement in Customer Centricity and Staff engagement.

More mind blowing than the talk is that you’ll experience the 
effect of gami�ication, live, in the presentation. 

SPEAKERS

Richard J. Nedft

BUSINESS LEADERSHIP IS BROKEN 

“Its all about transforming dreams, vision and concepts into a 
state of tangible and sustained reality. That’s what �ires me up 
each magni�icent morning.”

Richard’s career path has its foundations in the Corporate 
Sector including:
   o 20 years – Engineering, Hi-Tech specialist, design and 
manufacturing. Mechanical  Engineering and Director on 
several boards – Local and International. He also has an 
impressive 20 years experience in International Business 
Development and Strategy.

Most of all, he is a passionate entrepreneur, who has bene�ited 
from the pragmatism of structured engineering processes 
coupled with the vision of business potential and 
development.

Richard will speak about: 

In a Business World driven by numbers, the acute absence of 
strategic reporting and provision of a solution to a global 
workforce crisis should present a signi�icant concern to all. 

The fact that Business Leadership have failed to address this 
alarming phenomenon and choose rather to hold onto 
inef�icient, wasteful, and massively costly strategies is a 
tragedy of profound proportions.

Today, we introduce to an integrated, scienti�ically validated 
strategy, 32 years in the making, speci�ically designed to 
provide a solution to this workforce crisis. 

Richard will discuss: 

•   The Missing 85% Link in Business Leadership
•   The importance of Flow and the elimination of Constraints:     
The hypercompetitive world of 21st century work has no  
room for waste and impediments.
•  “Tactics without Strategy is the noise before defeat” says Sun 
Tzu - a scienti�ically validated strategy providing Business 
Leadership and Managers with the necessary resources to 
optimize the RoadMap of Success.
• Understanding the cycle and impact of New Strategy 
implementation.
•  Human Capital on the Balance Sheet.
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Sarnina de Beer

SMART DATA FOR SMARTER EXPERIENCES: 
MEASURE WHAT MATTERS

Sarina de Beer is Managing Director at Ask Afrika. She has two 
Masters degrees, in Psychology, and in Research Psychology, 
having started her career as a lecturer at the University of 
Pretoria. Here her driving ambition was born to become a 
respected researcher. 
This drive �lourished at Ask Afrika where she managed to 
create a synergy between business consulting and research. 
Sarina’s conceptual mastery is annually showcased at the 
primary conferences the Ask Afrika Group offer- the Orange 
Index® and the Icon Brands™ benchmarks. Her incisive 
analytical capability teamed with an intuition for picking up 
on social trends has made her a well-respected persona in the 
industry. Sarina has successfully blurred the lines between 
research and the consultation of business-driven clients to 
ensure that they derive commercial value from research. 

Together with her team, Sarina's futuristic outlook has 
ensured the differentiation of Ask Afrika by delivering 
research projects that enable decision-making. She is highly 
committed to the return on investment of human capital, and 
this is evident by  the trust that the employees place in her. 

Sarina will speak about: 

In an increasingly competitive and fast-moving environment 
with customer needs changing faster than what most can keep 
up with, it has become imperative that your service 
measurements are relevant and enabling. 

Sarina`s presentation is aimed at highlighting what matters 
most to SA consumers today. What are current successes, 
where are the pressure points, what can we learn from best 
practice. 
Technological investments have changed the game, by  
elevating service levels signi�icantly. But while this has 
enabled companies to provide greater and faster accessibility; 
some have not mastered the art of relationships and 
emotional satisfaction. 
People in general are becoming emotionally more 
disconnected and this includes customers as well as the 
companies that service them. 

What does this mean for customer loyalty, how will you 
engage with a disconnected, critical client?  

SPEAKERS

Gerhard Visser

eRECRUITMENT AND TRAINING:
REVOLUTIONARY NEW CONTACT CENTRE SOLUTIONS 

Gerhard Visser (Snr) is a professional management 
consultant, with speci�ic reference to business development, 
across various industries. He is shareholder in the BEE Analyst 
& Associates group, including eStudy. 
As a management consultant, with the focus on B-BBEE and 
Skills Development, he is directly involved in various 
international businesses, such as EuropAssist, Societe 
Generale, TiAuto, to name a few. After spending more than 30 
years in the “business development arena” he understands the 
challenges regularly faced by the corporate sector, and 
develops unique and practical  business analysis 
methodologies and tools. The focus is always on converting 
theory into practical solutions. Gerhard studied Research 
Psychology, on a Master’s degree level, at University of 
Pretoria, and also achieved the Diploma in Marketing 
Management at Damelin. 

Gerhard will present: 

Are you experiencing the following challenges in your contact 
centres: 
• High cost of recruitment and initial training?  
• Struggling to recruit GOOD quality people with the potential 
to grow into SUPER AGENTS?
• High abscondment / resignation rate leading to excessively 
high recruitment requirements, year on year? 
 
eSTUDY is a digital training company that helps businesses to 
upskill and train their staff with cutting edge technology and 
training innovation. eStudy offers a eRecruitment and 
Training solution for high volume and specialist recruitment 
projects, es pecially for the Contact Centre Industry. 

Take away points: 
 - A revolutionary new recruitment methodology based on a 
digital platform, recruitment tools and relevant content 
- Demonstration of the recruitment methodology & tool

The eSTUDY solution: 

A revolutionary, digital based, recruitment methodology/ 
tools to drastically increase the quality of your screening  
processes, assisting job seekers to take an informed decision 
on the feasibility of a career in the contact centre industry.
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Cobus Greyling
Nzwisiza Chidembo

A HERO`S JOURNEY: WHERE TRANSHUMANISM MEETS 
CUSTOMER ENGAGEMENT (#AIistheNewUI)

Cobus Greyling holds 4 tertiary quali�ications, including a 
Post-Graduate diploma from the University of Pretoria in  GIS. 
Over a period of more than 18 years he has visited 18 coun-
tries, and has worked in 5 countries, with 8 GSM networkers, 
and more than 14 companies. Being involved with self-service 
in Voice Biometrics, Conversational Interfaces (Amazon Echo, 
Google Home, Chabot’s), Cognitive Computing, Linguistic 
Analysis and Ambient Computing. Cobus has experience in the 
areas of training, development, project management and 
executive overviews and presentations. 

Nzwisisa is the Technical Product Manager at Ocular Technol-
ogies. He specializes in leveraging arti�icial intelligence 
solutions to transform organizations into heroes in the eyes of 
their customers. With more than 12years of international 
experience, Nzwisisa has worked in various industries such as 
telecommunications, e-commerce, biotechnology, and retail. 
He’s lead various skilled teams in optimizing business process, 
applying effective solutions, while liaising with various stake-
holders and overseeing system integration projects. Nzwisisa 
is an internationally published author and was nominated as a 
Global Young ICT Leader in 2017 by the International 
Telecommunications Union. Nzwisisa is also a member of 
ITWebs Arti�icial Intelligence advisory board. 

Cobus and Nzwisisa will speak about: 

“While it was true just a few years ago that AI and  Machine 
Learning was more applicable to the FAAMG companies – 
Facebook, Apple, Amazon, Microsoft and Google – the world is 
evolving, and things are changing at a rapid pace. 
Incorporating these technologies into existing Contact Centre, 
Work�low, ERP and CRM systems brings about a whole new 
dimension of Customer Engagement, all while leveraging off 
existing people, processes and technologies. Many researchers 
believe conversational AI will soon be developers’ �irst 
priority, surpassing cloud-native and mobile-�irst projects in 
importance. “Chatbots” and “VoiceBots” – built on a  
foundation of containerized microservices and connecting to 
back-end systems – are not only an easy way to break into 
conversation al UIs, they’re an onramp to building and 
training arti�icial intelligence.

More mind blowing than the talk is that you’ll experience the 
effect of gami�ication, live, in the presentation. 

SPEAKERS



•   07:30 – 08:30   Registration and Refreshments

•   08:30 – 09:15  Noble Systems – Neil Titcomb

      “ May the Workforce be with You” - Improving Employee engagement with gami�ication

•   09:15 -  10:00  Azuka – Marco van Biljoen

      How Generational differences affect the Call Centre Industry       

    

•   10:00 – 10:30   Tea Break

•   10:30 – 11:15  Ask Afrika – Sarina de Beer
     Smart data for smarter experiences: measure what matters

•   11:15 – 12:00  Reality Check Strategies Ltd. – Richard Nefdt

     Business leadership is broken

•   12:00 – 13:00  Lunch Break

•   13:00 – 13:45   Alison Godenir

     Jedi Nation Reloaded: The Journey of the Millenial

•   13:45 – 14:30   eStudy - Gerhard Vissier

     eRecruitment and Training: Revolutionary new Contact Centre solution

•   14:30 – 15:00   Tea Break

•   15:00 – 15:45   Imagine8 - Adam Rabinowitz

     Playing chess with a Wookie - how games solve problems 

     at the workplace

•   15:45 – 16:30   MPC Recruitment – Elmen Lamprecht

•   16:30 – 17:15  Ocular Technologies - Cobus Greyling&Nzwisisa Chidembo
     “A Hero`s Journey: where transhumanism meets customer engagement
     #AIistheNewUI

•   17:15 – 19:30  Cocktail Party

Today I heard some very valuable ideas at the CCMG Conference. It set into motion a 

chain of thoughts on how to better our Contact Centre performance instantly.   

                                   - Janine (2018 Johannesburg Conf.)

CAPE TOWN 
CONFERENCE FEES
 & DISCOUNTS

INVESTING IN KNOWLEDGE IS THE 
BEST INVESTMENT YOU WILL EVER MAKE - I SAY

CCMG Members : R4000 per delegate
non-CCMG members: R5000 per delegate

For available group discounts and to 
book your seat at the Cape Town Conference 
please visit http://conference.ccmg.org.za

2018 CCMG 
CONTACT CENTRE 
INDUSTRY AWARDS

29 September, Hilton Hotel, Sandton

Just like Yoda told Luke at the start of their 
relationship “You must unlearn what you have 

learned.” 
And that is exactly what the Awards �inalists, 

these extraordinaryindividuals and 
organisations have accomplished: 

they have left the conventional ways behind to 
embrace innovation, creative thinking and hard 
work. Their achievements are exceptional and 

deserve to be publicly acknowledged by the entire 
South African Contact Centre Industry.

The 2018 Industry Awards Gala Dinner, 
the platform on which the Awards are presented,  

will surpass expectations in 2018 
by attracting over 550 top industry leaders 

and managers it evokes pride for the industry 
both locally and internationally.

book your seat: 
http://awards.ccmg.org.za/


