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WRITE YOUR OWN HERO`S JOURNEY
Get the inside scoop on customer experience, metrics, organizational culture, 
leadership, operational and technological ef�iciency and future trends. Grow as 
a professional on your hero`s journey and lead your team to Jedi mastery. 

2018 CONTACT CENTRE
CONFERENCE TOUR

DATES AND VENUES: 
22-23 AUGUST 2018 - JOHANNESBURG 
28 SEPTEMBER 2018 - CAPE TOWN
8 NOVEMBER 2018 - DURBAN 

Star Wars



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:

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. 

- Kyla

Lize Moldenhauer Adam Rabinowitz

 

Marco Van BiljoenAlison Godenir

 

Dr. Ivor Blumenthal

Quintin van der Merwe

Tebogo Molapisane

Jonathan Elcock

Richard Nefdt

Sean Moss 

Amazing experience full of knowledge and meeting new people” 

- Kyla (2017 Conf.)



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 at one of the three planets: 

Johannesburg, Cape Town and Durban.

WHY ATTEND?

www.conference.ccmg.org.za



•   07:30 – 08:30   Registration and Refreshments

•   08:30 – 09:15   Quest          

•   09:15 – 10:00   Alison Godenir
     o Jedi Nation Reloaded – The Journey of the Millennial 

•   10:00 – 10:30   Tea Break

•   10:30 – 11:15  Ocular Technologies – Cobus Greyling & Nzwisisa Chidembo
   

•   11:15 – 12:00  Comparisure – Jonathan Elcock
     o  Well if droids could think, there’d be none of us here

•   12:00 – 13:00  Lunch Break

•   13:00 – 13:45   Talksure – Sean Moss
     o  The Gami�ication of the Sales force to increase productivity

•   13:45 – 14:30   Telesure – Quintin van der Merwe
     o  Intraday automation – The hyperdrive of daily real-time management

•   14:30 – 15:00   Tea Break

•   15:00 – 15:45   Reality Check Strategies (Pty)Ltd – Richard Nefdt
     o  Business Leadership is Broken

•   15:45 – 16:30   Ark Consulting – Dr Ivor Blumenthal 
    o  "The Logical consequence of creating a Strong and 

Independent Contact Centre Sectoral Cederation"

 

CONFERENCE AGENDA
Johannesburg

                   Day 1: 22 August 2018 | Your guide through the Galactic Empire: Natasha Terlecki



•    07:30 – 08:30 Registration and Refreshments

•    08:30 – 09:15   Azuka – Marco van Biljoen
      o  How Generational differences affect the Call Centre Industry        

•    09:15 – 10:00   Savant People Development – Davina Esch
       o Workforce development: Motivation, Training, Retention, Job Satisfaction and Stress Management

•    10:00 – 10:30   Tea Break

•    10:30 – 11:15   Presentation to boost your Contact Centre knowledge
       

•    11:15 – 12:00  Omni HR Consulting – Lize Moldenhauer
       o How AI is disrupting the Contact Centre

•    12:00 – 13:00  Lunch Break

•    13:00 – 13:45  Imagin8 – Adam Rabinowitz
      o  Playing Chess with the Wookie: How games solve problems in the workplace

•    13:45 – 14:30  Margie Middelton & Associates – Margie Middelton
     

•    14:30 – 15:00  Cocktail and Networking

 

CONFERENCE AGENDA
Johannesburg

                   Day 2: 23 August 2018 | Your guide through the Galactic Empire: Natasha Terlecki



www.conference.ccmg.org.za

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

  

THE LOGICAL CONSEQUENCE OF CREATING A STRONG AND 
INDEPENDENT CONTACT CENTRE SECTORAL 
CONFEDERATION 

Dr. Ivor Blumenthal is a veteran of the world of Training & 
Development organisations having spent �ive years at the 
helm of the Furniture Industries Training Board (FITB) as it’s 
CEO & in that capacity as a member of the Furniture 
industries Bargaining Council. 

On leaving the FITB, he served for two years as CEO of the 
Association of Personnel Service Organisations (APSO) 
incorporating both Permanent and Temporary Recruitment 
Agencies. In this regard, he was instrumental in the creation 
of CAPES which today represents the sector at NEDLAC.

During that time, representing the interests of the 
Recruitment Industry, he served as the �irst Chairperson of 
the Services Sector Education & Training Authority (SETA) 
during the time that SETA’s were being created in readiness 
for launching in 2000.

In 2000 he was appointed as CEO of the Services Sector 
Education & Training Authority (SETA). A position he held 
for 11 years. 

In these various capacities, he has served on the following 
structures:

•The National Skills Authority – DOL/NSA
•Standard generating bodies -SAQA
•National standards bodies - SAQA
•World Skills – Vice President of Africa
•The European Union – Social dialogue for personal care
•The European Marketing Confederation
•The international standards authority for personal care
•The professional body advisory group to SAQA and CCMG

Ivor will speak about: 

Dr. Ivor Blumenthal`s powerful, thought provoking 
presentations, his vast industry experience and sharp eye for 
undiscovered opportunities for organizations to legitimately 
and legally take back the power and control of their 
businesses, their industries and their sectors makes him a 
driving Force in the Contact Centre Galaxy. 

SPEAKERS

Dr. Ivor Blumenthal
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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. 

  

“WELL IF DROIDS COULD THINK, THERE’D BE NONE OF US 
HERE” 

– OBI WAN KENOBI 

After obtaining an honors degree in Actuarial Science, 
Jonathan realized his heart was in sales. He has run large 
outbound contact centre teams in 3 life insurance startups. 
Including Zest Life, MiWayLife and his own business 
Comparisure.
A coder at heart, Jonathan develops and implements 
technology for the practical realities of contact centres.

Jonathan will speak about: 

A pragmatic, data driven look at how bots are changing client 
engagement and the implications for the contact centre 
environment.

For some time, bots have lacked human quality, making them 
cold and limited in response. With advancements in AI, bots 
are now better able to assimilate human engagement.

Via live demonstration, we take a look at the principles of 
human communication and how bots are better able to 
replicate this behavior. We assess the strengths and 
weaknesses of bots, and implications for the workforce of the 
future.

Take-away thoughts: 

Understanding the principles of human engagement and 
communication.
Understanding how bots are able to replicate these principles 
(via Comparisure Facebook bot demo).
Human vs. Bot – Appreciating the strengths and weaknesses of 
each.
The impact of bots on the contact centre environment and the 
workforce at large.
 

SPEAKERS

Jonathan Elcock



  

WORKFORCE 2030: HOW AI IS DISRUPTING THE CONTACT 
CENTRE

Lize is the Managing Director for Omni HR Consulting and has 
with over 20 years’ experience in the �ield of learning and 
development. Tebogo has extensive experience in Financial 
Services having spent 15 years operating in three of the four 
major players in the South African banking industry as well as 
one of the largerst insurers. 

Lize and Tebogo will speak about: 

The topic of AI elicits a potential fear response by most – 
especially those not versed in the language of augmented 
reality, development pathways, source codes and chatbots etc. 
The immediate response is to evaluate how to remain relevant 
and current. Being left with a feeling of inadequacy would be 
applicable at all levels of the workforce spectrum.

CEO’s feel the need to develop their knowledge base related to 
aspects like programming, and agents wonder if self-service 
and chatbots will insight and ultimately a deep understanding 
of expansion opportunities that exists within AI. 
With technology there are more sophisticated and advanced 
work based opportunities. We need to break the AI fear cycle 
if we want to remain current and become exponential 
organizations (ExO).

Take-away thoughts: 

•The Top 10 Skills requirements as noted by the Future of Jobs 
Report.
•How will technology be used to enrich the channel 
experience.
•How people capabilities will enhance technology to improve 
the human touch within the omni-channel to deliver customer 
experience. 
•Who owns the AI and 4th Industrial Revolution debates and 
what collaboration will be required from IT, HR and other 
Business Units.
•Development Plans for Human Capital relevant to a dynamic 
rather than static future.
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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

Lize Moldenhauer
Tebogo Molapisane



  

THE GAMIFICATION OF THE SALES FORCE TO INCREASE 
PRODUCTIVITY

Sean has an accounting and sales call centre management 
background with 21 years of overall experience in Financial 
Services. After completing his accounting articles, Sean was 
seated in various strategic roles at “Head Of” levels in blue chip 
companies, focusing on direct channel business development 
and support for large sales operations. Sean has also led direct, 
data segmentation analytics, quality assurance and face to face 
�ield divisions. He has a love for learning which has resulted in 
Sean acquiring over 20 insurance related courses, RFP, REP, 
and KI certi�icates as well as a senior global leadership 
certi�ication.

Sean will speak about: 

Tiering your sales force through Gami�ication is focused on 
structuring the “drive” in your teams in such a way that 
productivity increases by 20% with very little cost to 
company. Many businesses have caught onto the drive for 
customers to want more and get more out of a brand. 

The question is, why aren’t we structuring our sales force with 
similar drive principles?

Groupings should be based not on a broad brush approach but 
rather on principals tailored to meet individual drive 
indicators. Variable Quality Assurance, coaching rewards and 
any forms of engagement are then based on collection rates 
and product complexity within the group.

Gami�ication should include 
wrap around support such as:

     • Product design
     • Data 
     • Recruitment 
     • Training 
     • Quality Assurance
     • Sales Targets
     • Coaching
     • Collections and Claims

 

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.
  

SPEAKERS

Sean Moss

The 2017 CCMG Conference was invaluable in bringing us up to date with trends in people 

management, tech and best practices. It was also great meeting folks from across the 

country with the same business challenges that I have. - Bongani (2017)



Quintin van der Merwe

INTRADAY AUTOMATION 
- THE HYPERDRIVE OF DAILY REAL-TIME MANAGEMENT

Quintin has more than 15 years of experience in the contact 
centre industry. Specializing in everything from MI, QA, 
support systems and IVR through to operationally managing 
in team manager and contact centre roles, and enhancing 
processes for optimum service.

Quintin will speak about: 

A long time ago in a galaxy far far away, Contact Centres 
struggled to effectively manage their on-the-day operations. 
Real-time Managers were hired, spreadsheets were loaded 
with piles of data, customers were kept waiting and agents 
were left twiddling them thumbs in ‘quiet’ times or working to 
exhaustion in the crisis.

With the ability to determine which resources are needed on 
the day, Intraday Automation allows real-time teams to 
traverse the void between each daily crisis giving them a 
proactive view of the day. 
This is the next step-up for any contact centre wishing to move 
forward into an alternate dimension of addressing staff needs, 
customer expectations and improved business performance.

Telesure, who owns and operates several of South Africa’s 
leading insurance 
brands, decided it was 
time to embrace the 
‘Force’ – innovative 
Intraday Automation 
technologies by 
implementing 
Qstory’s ARTI suite of 
automation modules. 

Will it bring light to 
their Real-Time and 
Operations teams, or 
plunge them into the 
forever darkness of 
automation and 
mindlessness?

  

SPEAKERS

The content was top notch, the speakers were relevant and practical and I really  

enjoyed the accompanying exhibition too. - N. Patel, (2017 Conf.)

CONFERENCE FEES
 & DISCOUNTS

Cost per delegate, 
Johannesburg 2-
day Conference                                 

(VAT excl)
Cost per delegate, 
1-day Conference 

CT/Durban                                 
(VAT excl)
Early Bird 

discount until 31 
July (Jhb, CT),31 

August (Durban) 
TEAM DISCOUNT 

(for 5 or more 
delegates)

10% 10%

R 4000 R 5000

CCMG member Non-member

R 5000 R 6000

10% 10%

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



www.conference.ccmg.org.za

Invest in your professional growth, differenciate yourself from other Contact 
Centres in service excellence and reach a level of expertise that opens the 
doors to Jedi mastery.  

DON`T GET STUCK ON 
A DEATH STAR!

BOOK YOUR SEAT
- request the Conference booking form at events@ccmg.org.za

- EARLY BIRD discounts end 31 July 2018 for Jhb and Cape Town, 31 August 2018 for Durban

LOREM IPSUM

LOREM IPSUM

LOREM IPSUM

CONFERENCE  TOUR 2018
From Padawan to Jedi Master 

TECHNOLOGY

PEOPLE

PROCESSES

DATES AND VENUES: 

22-23 AUGUST 2018 - JOHANNESBURG 

28 SEPTEMBER 2018 - CAPE TOWN

8 NOVEMBER 2018 - DURBAN 


