
Contact Centres are changing dramatically to many existing trends – moving 
to the cloud and enabling a remote workforce – are being amplified by the 
current work situation. 
There is a global shift towards remote working environments; that shift has 
undeniably been fast-tracked by the Covid-19 global pandemic. Health 
guidelines and regulations have made physical workplaces uneconomic. 
So just about every type of business is looking at ways to have some of its 
staff work remotely.
Regardless of challenges that lie ahead, it appears the industry is determined 
to make the remote agent model work, perhaps because, when done properly, 
the home agent model has such limitless potential, and technological 
innovation has a way of overcoming obstacles. This will certainly be a model 
to watch in the future.

The remote agent model continues to gain traction in the contact centre 
as companies are increasingly discovering the economic and operational 
advantages of home agents.

How the ‘new normal’ is impacting customer service?

The COVID-19 pandemic has altered the way we do business, likely 
forever. Despite this, successful businesses understand that the 
customer experience is more important than ever.

“The pandemic has accelerated the virtualized call centre, which had been a 
growing trend facilitated by the cloud, crowd sourcing and the gig economy. 
Thirty-five percent of the customer experience (CX) workforces will WFH by 
2023, up from 5 percent in 2017, according to Gartner, which cites changes in 
labour practices and business continuity planning as chief factors motivating 
the trend”.

However, one of the most critical challenges contact centres are facing today 
is how to lessen the strain on employees when call volumes are increasing by 
up to 150% in certain industries.

Contact centre leaders must implement new strategies to help up skill, train 
and encourage their remote workforce through these shifting times. 
Join us for the Contact Centre Virtual Summit taking place on the 3rd/4th 
December in Sandton, and understand how to boost agent productivity and 
invest in the right digital solutions during times of rapid change.

Tremendous advances in AI and natural-language processing has 
dramatically improved on older automated call systems.  The new generation 
of voice-based agents and chat bots are easier to build, quicker to deploy, 
and more likely to be able to provide the answer the customer needs without 
human intervention.

Empire Conferencing has created a dynamic platform for the call centre 
industry to map out solutions for working in a Virtual Contact Centre, to meet 
CX expectations and manage within the role of digital technologies 

Many Contact Centres have to deal with a high employee turnover. If 
employees leave, a Contact Centre has to first find new replacements, and 
second to train them. That is one big challenge. But we also come across 
contact centres that are lacking the right technology to do the work efficiently. 
Many processes are very complicated and include many steps which could be 
simplified into something a lot easier

Let’s explore how we can adapt to the digital role of contact centre 
as thought leaders addressed key challenges - and key solutions - 
associated with work from home.

Are your agents able to handle the new normal?

“CX’s Real Driver in 2021?
Changing Customer Habits Due 
to COVID-19...... ”“

THE Virtual Contact 
Centre SUMMIT 2021

Participating Companies

24th and 25th February 2021
The Capital Empire Sandton, Johannesburg, RSA 



• How to Transform Remote Training with Microlearning

• Tips to Successfully Integrate Chatbots In Customer Service

• Eliminate Waste and Free Up Capacity to Increase Strategic Value

• Long-Distance Leadership: 5 Things That Will Make or Break Your Success as a Virtual Manager

• How Does AI Impact Your Contact Centre Workforce?

• Business Impacts as you move from On-premise to the Cloud

• Ways to Address the Challenges Remote Agents are facing

• Bandwidth implications for on-Premise Contact Centres

• Visibility and Collaboration within a remote team

• Creative Solutions to these and other potential impacts and challenges

Listen in on the experiences of others, participate in a live Q&A, and walk away with an actionable strategy to re-establish your optimal level of Customer 

Experience (CX).

Even though there are considerable advantages to having a remote workforce, organisations still face challenges, mainly: 

• Providing safe working environments for both remote and in-office agents. The enforcement of health regulations and guidelines such as physical 

distancing require new workplace designs, which are both necessary and expensive.

• While agents are still trying to get their bearings with new work environments and technology, the number of inbound calls has increased. The health,  

insurance and government social departments are a few examples of contact centres that have seen increased demand.

• Exposure of agents to distractions and obligations at home can adversely affect their productivity from helping children with e-learning, taking care of 

sick relatives and exposure to new background noises.

• Providing new management metrics, analytics and skills to help supervise a remote workforce. 

• The loss of a supportive team environment in a physical workplace. A remote workforce needs a new culture to foster teamwork and support

• Contact Centre Managers

• Quality Assurance Managers

• Customer Experience Managers

• CRM Managers

• Directors and Managers of Operations

• Directors and Managers of Sales

• Directors and Managers of Communications

• IBM 

• Altron 

• Merchants

• IBM 

• FNB 

• Jasco 

Highlights and Solutions to A Remote Contact Centre Operations:

THE NEW CHALLENGES OF MANAGING REMOTE AGENTS

Case studies offering you the best practices and strategies includes the 
below participating companies:

Who Should Attend?

Participating Companies



DAY ONE - 24th February 2021

09:00 -09:30 Morning Welcome: CUSTOMER IS KEY 
-TRANSFORMING YOUR CX EXPERIENCE DIGITALLY
Your Customers are digitally Fluent, is Your Contact Centre?
• We all live digital lives –we share moments digitally via 
Facebook and Instagram, share ideas via Twitter and stay 
informed via our professional network on LinkedIn. Make no 
mistake, we aren’t becoming a digital society, we already are 
one. 
• Meeting your customers where they live their digital lives 
removes an enormous barrier in delivering exceptional CX 
and delivers enormous advantage to businesses looking to 
differentiate in an experience driven economy. 
Join, Lynette Morris as she explores, how digital channels 
act as a catalyst for reshaping customer engagement in the 
contact centre

Presenter: Lynette Morris Head of Cortex Merchants
Lynnette has over 25 years of Contact Centre experience, 
passionate about growing the industry and participates in 
various local and global industry improvement initiatives – Vice 
President of ICCCA; Expert on the Technical Committee that 
produced the ISO 18295 Customer Contact Centre Standards; 
participated in the development of the SAQA Occupational 
Qualification – OFO14395 – Contact Centre/ Workforce
Manager and active supporter of BPeSA

09:30-10:15 Modernizing your CX Strategy and supercharging 
your engagement strategy 
• Great customer experience and engagement are more 
important than ever. During these challenging and uncertain 
times
• What does excellent customer engagement look like? 
• How can brands be there for customers and continue to 
build loyalty?  
During this session we will share how to power of 
programmability can super-charge your customer 
engagement strategy. 
• Through compelling customer examples, you will see how 
they were able to quickly adapt and customize their solutions 
to meet the ever-changing consumer expectations that 
ultimately deliver differentiated experiences.  
Presenter: Yugeshree Frylinck Chief Customer Experience CEO 
CX Group 
Strategic and conceptual thinker, analytic and most of all 
development of my team. My most rewarding moments has 
been seeing a junior team operate at a senior level, working 
hard but loving it. The other integral part would be seeing 
work published on paper become a reality and a soaring 
success. my key strengths are people management, change 
management, innovation, continuous improvement and a 
sound technical understanding of the business world. I live 
and breathe customer experience and services 

10:15-10:30 NETWORKING OVER TEA/COFFEE

10:30-11:15 Transform your contact centre agents into AI-
empowered consultants
How Does AI Impact Your Contact Centre Workforce?
• The artificial intelligence (AI) revolution is in full swing, and 
many businesses are building or implementing strategies to 
both capitalize on its potential and stay competitive. AI in 
the contact centre allows you to automate your processes 
and leverage customer data to fuel AI’s needs-predicting, 
machine-learning power. But what does this  
mean for your workforce? 
• How does introducing AI transform your staffing needs, 
impact your contact centre culture, or change how your 
employees work or feel about their job? 
In this session, you will learn about the impacts of AI on the 
human element of your workforce:
• What emotions to expect
• How to detect employee concerns and minimize  

disruption and/or attrition 
• How you can invest in the growth and   
development of your employees to acquire new, needed skills
Presenter: Eshmael Mpabanga Conversational AI Practice Lead 
Altron
A Senior Leader with 12 years’ experience in Digital Strategy and 
Technology Integration within #banking and #financialservices. 
I help businesses better understand their digital landscape 
and how to design, develop, deploy and automate 
#conversationalcommerce solutions and provide the necessary 
tools to future-proof their business for continued success. Consulted 
for major South African banks. Currently leading the charge in 
world-class Conversational AI design, implementation, delivery and 
optimisation.

11:15-12:00 The impact of 4IR on Contact Centres
Presenter: Ziaad Suleman Chief Operating Officer IBM 
Ziaad serves on the IBM South Africa Board of Directors, EXCO as 
well as important governing councils such as being the Chairperson 
of the Social & Ethics Committee and Disciplinary Board. Prior to his 
role as COO, Ziaad was the Head Lawyer for IBM in Sub Saharan 
Africa – Ziaad serves as the secretariat member of the BRICS Digital 
Economy Working Group, Member of the ICT Business to Parliament, 
Non – executive chairperson of Qode and is a non – executive 
director of Charities Aid Foundation

12:00-13:00 Six Months In: Lessons Learned from Supporting a 
Remote Workforce
• As contact centres scrambled to adjust to remote work earlier this 
year, we never could have anticipated that six months later we’d  
still be here. While much uncertainty remains in the world, one 
thing we can all agree on is that remote work is here to stay—at 
least for the foreseeable future. Join us to chat about service desk 
best practices and share lessons learned while navigating these 
uncharted waters.
• What’s been the most pleasant surprise since going  

remote? The biggest challenge?
• How is your contact centre leveraging technology  

to enable agents to be successful at a distance?
• What will the contact centre look like in another six  

months?
• WFH: Motivating call-centre staff through Covid-19
Presenter: Ryan Falkenberg CEO Clevaa
Ryan Falkenberg is co-founder and CEO of CLEVVA (pronounced 
‘clever’),an award–winning, enterprise-level Intelligence 
Augmentation platform designed to letnon-coding teams build, 
maintain and deploy decision

13:00-14:00 LUNCH

14:00-15:00 Enabling Your People to Work from Anywhere: 
Reinventing the One-Size Fits all Contact Centre
Presenter: Marc Emert Solutions Specialist SAP Africa
SAP Customer Experience Sales Specialist – 5 Years. Background 
in eCommerce; SaaS across various industries. Helping customers 
explore why their  customer experience matters and why it is the 
dividing line on what drives business success

15:00-15:45 Making a Case for Investment in the Agent Experience
Most enterprise companies are willing to continuously invest in 
improving their customer experience, but it is not always easy for 
Support Leaders to articulate the business value of investing in their 
agent experience.
Presenter: Margie Middleton Chief Operating Officer Nodube 
Service Management
Margie has over 25 years of hands-on experience in designing, 
building, optimizing and transferring skill in contact centre & 
customer expectation management. Her greatest value is that 
she is good at creating a vision and inspiring people to support 
that vision. Margie is a natural leader that can blend people 
management skills with practical operational experience.
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15:45 -16:15 Data Breaches and the impact on your Contact 
Centre?  
• Voice Biometrics can help mitigate your risk
Presenter: Vanda Dickson Business Development @OneVault
Vanda has been with OneVault virtually since inception. She is 
passionate about the business value that biometrics can offer 
organisations – of all sizes and across an array of use cases - in 
building a secure, robust enterprise authentication strategy.

16:15-16:45 Virtual Presentation by Nesan Pather Dunlop Tyres 
SA
Nesan Pather is a renowned and accomplished marketing 
and business professional whom has been an integral part 
of some of National and International companies and 
brands. With over 15 years of experience across advertising, 
FMCG, technology and media, Nesan Pather has achieved 
a longevity and versatility that has resulted in him being an 
influencer and expert in the fields of design, marketing, digital 
marketing and technology. Internationally he has worked 
with many household brands and is a regular speaker and 
contributor at business events.

End of day one 
____________________________________________________________

Day two - 25th February 2021

08:00-09:00 Conversational Commerce: Engaging Customers 
through the Right platforms to enhance you customer 
experience
Presenter: Sjeanne Cawdry Head of Client Experience FNB/
RMB
She currently hold the position as Head of Client Experience 
in FNB/RMB (Divisions of FirstRand Group) Foreign Exchange 
Product House.This role requires applying unique combination 
of talents, skills andexperience to design bespoke Client 
Experience strategies, identifyingand implementing relevant 
client and business solutions and value propositions.

09:00-09:45 Up-level the agent experience with AI-driven 
workspaces
• Agents are under more pressure than ever as 
contact volumes spike andcustomers’ questions and problems 
increase in complexity. 
• Agents need an intelligent, AI-driven workspace to help 
them work smarter and faster. 
• In this session we will demonstrate how machine learning is 
used to streamline the agent experience. 
Whether it’s setting fields on the case automatically based 
on past history, routing work to the most qualified agent, or 
surfacing knowledge and solutions relevant to the case at 
hand, you’ll see how to eliminate unproductive work from 
the agents’ day, allowing them to focus on providing a great 
customer experience 
Presenter: Antoine Paillusseau Co-Founder &CEO FinChatBot
Antoine Paillusseau is the CEO and Co-Founder of Finchatbot, 
a technology solution that enables financial clients to connect 
with and add immediate value to its’ customers. He is a 
seasoned entrepreneur with experience in Business Strategy, 
Sales Management and Venture building across both Africa 
and Europe.

09:45-10:30 Staying Connected while Leading a Remote Team
Presenter: Andre Schoeman Executive of the various Lines of 
Business Jasco Enterprise 
Using his wide-ranging expertise Andre has a unique understanding 
of the commercial and technical aspects that drive customer 
value. With Electronic Engineering and MBA degrees, Andre brings 
together an in-depth understanding of technology combined 
with the ability to commercialise the technology through strong 
business acumen. Andre has 18 years of experience in the Cloud, 
Integration and Telecommunications sectors, focussing on product 
strategy and value proposition creation

10:45-11:30 The Future of Customer Service and Support: Making 
Way for the New Normal
Today’s global health crisis has changed the way companies 
operate, employees work, and teams deliver support. Over the 
past few months, we’ve been challenged to adapt to a new, 
remote world, investing in new solutions, revisiting old tools, and 
changing processes to meet the rapidly evolving needs.
Presenter: Eloise Boezak Head: Customer Experience African Bank
Eloise Boezak has spent her 19-year career, fine tuning the balance 
between the science and art of connecting and engaging with 
diverse stakeholders. Her distinctive skill set of insightful strategy, 
innovative approach and focused execution has impacted the 
diverse national and international organisations that she has 
worked in. These include a combination of marketing agencies and 
consulting environments as well as the University of Johannesburg, 
Sasol, FNB, and most recently African Bank.

11:30-12:15 Momentum Investments CX Journey through Covid-19
Panic stations!
- Clients/Advisers (VoC and NPS feedback)
- Employees (Engagement)
War generals and peace generals
- Leaders vs managers
- Constant and consistent communication
Never waste a good crisis
- Best month ever (sales)
- Seasonal issues (tax)
Presenter: Renier Jansen Van Vuuren Head: Customer Experience 
Momentum Investments
Renier has been with Momentum for 19 years; simply because 
he loves Momentums’ culture. His experience includes a mix of 
strategy, operations, technology, governance and innovation. This 
background allows him to understand the nuances, demands and 
requirements specific to CX strategy and operations. In other words, 
he’s seen what the business looks like from the inside-out, now he’s 
looking at it from the outside-in

12:15-13:00 Bringing Superhuman Capabilities to Call Centres
Presenter: Andrew Quixley Independent Consultant 
Senior business executive with a proven track record in general 
management, business development, marketing, business 
consulting, project delivery and training––a skillset acquired over 
a 34-year career (so far) that includes 19 years in the Information 
Technology & Consulting industry with Oracle in UK and IBM in South 
Africa, 8 years of military service with the Royal Navy in UK and a 
2-year MBA, studied and earned at Cornell University in USA.

13:00 -14:00 NETWORKING OVER LUNCH

End of conference 
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Reserve your place today Form 
24th and 25th February 2021  - The Capital Sandton, 

Johannesburg, RSA
Empire Conferencing & Training Company

Yes, [I / We] will attend the event.

FEE / DELEGATE

Excl. VAT Per Person

Normal Rate:

R 6 999
PLEASE NOTE - EMPIRE HAS A STRICT NO CASH REFUND POLICY

Branch Name:

Account Name:

Name Of Bank:

Branch Code:

Account No.

Swift Code:

MYBRANCH

Empire Conferencing & Training

First National Bank

250-655

62626629979

FIRNZAJJ

Register 5 Delegates &
Qualify for 1 Free Seat!

By signing and returning this registration form, the 
authorizing signatory on behalf of the stated 
company is subject to the following terms and 
conditions:

Charge of 50% of the registration fees, plus R700
(+ VAT) Administrative charge will be made for 
cancellations received in writing at least 14 working 
days prior to the event.

or any cancellations received in less than 7 working 
days before the star of the event, the full fee will be 
payable and no refunds or credit notes will be

If a registered delegate does not cancel and fails to 
attend the summit, this will be treated as 
cancellation and no refund or credit will be issued.

Registration fees above INCLUDES the following 
elements: Entrance to session, registration 
packed lunch and refreshment breaks.

Registration fees above EXCLUDES the following 
entitlements: Travel costs and accommodation.

PAYMENT BY MEANS OF BANK TRANSFER
Please state your full names clearly on the   
money transfer.
Please note, bank charges are of your OWN     
account and this should be stipulated to your  
bank. Please advise your bank that the  
charges should be included in your deposit
A copy of the bank deposit receipt should   
accompany your registration form and must  
be posted or faxed

Fill in the form & send to:

RESERVE YOUR PLACE TODAY!

Ryan
+27 11 886 0941

www.empiretraining.co.za

Ryan@empiretraining.co.za 

372 Oak Avenue, Randburg 

2160, Johannesburg, RSA

Authorizing Person

First Name: _____________________________________________

Surname: _____________________________________________

Company / Organization: _____________________________________________

Designation: _____________________________________________

Phone No. : _____________________________________________

Fax: _____________________________________________

Email Address: _____________________________________________

Company VAT No. : _____________________________________________

Postal Address: _____________________________________________

Postal Code: _____________________________________________

Email Address: _____________________________________________

Date: _____________________________________________

Signature: _____________________________________________

SUBSTITUTIONS:
Delegate substitutions. Substitutions is welcome at any time and do not 
occur any additional charges. Please notify EMPIRE in writing of any such 
changes at least 3 days before the date of the event.

• Please note that the speakers and topics were confirmed at the time of 
publishing however circumstances beyond the control of the organizers may 
necessitate substitutions, alterations or

• As such, EMPIRE reserves the right to alter or modify the advertised speakers 
and /or topics if necessary. Any substitutions or alterations will be updated 
and sent to you as soon as possible

• Delegate substitutions must be made in writing 7 days before the event.

RESERVE YOUR PLACE TODAY!



Reserve your place today Form 
24th and 25th February 2021  - The Capital Sandton, 

Johannesburg, RSA
Empire Conferencing & Training Company

We hope to see you there.

Title   Delegate Name & Surname         Position      Email  Address        Phone No.

OUR 
COVID-19 
POLICIES
The New Normal

Since the onset of the COVID- 19 pandemic in South Africa, 
The Capital Hotels & Apartments has led the hospitality 
industry in providing a safe environment for guests 
whether it was for isolation, quarantine, essential 
services travel and repatriation.
Having accommodated thousands of guests during this 
time, The Capital has become the natural choice for safe 
stays.

All our sta� have been trained to ensure your entire stay 
with us meets the high standards and safety protocols, 
aligned with the World Health Organisation (WHO) and 
Food Consulting Services (FCS). 

Our entire supply chain (including food) has been secured 
for safe living. 
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