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The 3rd African Outsourcing & 

Contact Centre Conference

Safari Park Hotel, Nairobi

27-28 November 2007
HELD UNDER THE AUSPICES OF THE ICT BOARD OF THE KENYA MINISTRY OF INFORMATION & COMMUNICATIONS
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PROGRAMME

	DAY 1: 27 NOVEMBER 20007


	9am
	OPENING CEREMONY

CHAIR: Paul Kukubo, CEO, Kenya ICT Board

WELCOME ADDRESS

Catherine Ngahu, Chairperson, Kenya ICT Board

OFFICIAL OPENING
Hon Mutahi Kagwe, Minister of Information & Communications


	10am
	REFRESHMENT BREAK

	10.30am
	PLENARY 1: CONSOLIDATING THE AFRICAN BPO LAUNCH PAD

CHAIR: Gilda Odera, Chairperson, BPO & Contact Centre Society, Kenya

KEYNOTE 1: What Kenya is doing to build outsourcing and the IT enabled services sector
Paul Kukubo, CEO, ICT Board of Kenya
KEYNOTE 2: International marketing of outsourcing services

Kerry Hallard, Board Member for Communications, National Outsourcing Association, UK

KEYNOTE 3: Building international alliances: A new paradigm

Mark Hill, Vice-President Global Operations, Teleforma, Mauritius
Security – the key to a successful BPO operation
Ian Rees, Director, Secure Future Associates, UK
Outsourcing non-core activities: The principles

Eric Langton, Director, Data Centre, and Brian Wright, Facilities Manager, KK Security, Kenya
SUCCESS STORY SHOWCASE
Realising the opportunity for the youth in BPO
Cynthia Kahumbura, MD, Continental BPO, Kenya
Back to basics: Our success story is your success story
Julian Kyula, CEO, Quest Holdings, Kenya


	1.30pm
	LUNCH

	2.30pm
	PLENARY 2: LEARNING FROM REGIONAL EXPERIENCE

CHAIR: Muriuki Mureithi, CEO, Summit Strategies, Kenya
Africa: The next Bangalore?
Hussein Kamel, Planning & Decision Support Manager, Xceed Contact Centre, Egypt
The challenges of setting up the first call centre in Rwanda
Mutoni Kayihura, GM, Contact One Centre, Rwanda

Progress in Ghana’s outsourcing sector
Eric Osiakwan, Director, InHand & Executive Secretary, African ISP Association (AfrISPA), Ghana



	4pm
	REFRESHMENT BREAK

	4.30pm
	WORK GROUP 1: RESEARCH & INSTITUTIONAL DEVELOPMENT
CHAIR: Victor Kyalo, Deputy CEO, Infrastructure, Kenya ICT Board
KEPSA’s Role in creating an enabling environment for outsourcing opportunities

Kevit Desai, Board Member, ICT Board, & Governor, Kenya Private Sector Alliance

A research project to identify the critical success factors for BPO business in Kenya

Dr Katherine Getao, Senior Lecturer, School of Computing & Informatics, University of Nairobi
Legal issues facing business process outsourcing operators
Anthony Okulo, Okulo & Co. Advocates, Kenya
Outsourcing for the financial services sector
Barry Ryan, CEO, Fintech, Kenya


	WORK GROUP 2: INTERNATIONAL & LOCAL MARKETING OF OUTSOURCING SERVICES
CHAIR:  Eunice Kariuki, Deputy CEO, Marketing, Kenya ICT Board
Addressing international markets

Catherine Ngahu, MD Strategic Business Options & Chairperson, Kenya ICT Board
Meeting international outsourcing customer expectations

Mwangi Wamae, Outsourcing Consultant, USA
Niche marketing in the highly competitive BPO space: Case studies of successful niche BPO companies

Mugure Mugo, CEO, Preciss International, Kenya

On-shore outsourcing business opportunities

Susan Muthi, Lead Consultant BPO/Call Centres, In-Sync Ltd, Kenya


	DAY TWO: 28 NOVEMBER 2007


	9am
	PLENARY 3: CONTACT CENTRE STRATEGIES

CHAIR: John Mwangi, GM, In-Sync, Kenya & Executive Member, Events, Kenya BPO & Contact Centre Society
Current trends & best practices in performing customer satisfaction

Evan Jones, Service & Solutions Manager, Merchants Consulting Africa, South Africa

A practical case study on establishing an international call centre in Kenya

Nik Nesbitt, Director, KenCall Outsourcing, Kenya 

Achieving success in BPO beyond call centres

Sandile Gwala, Director, Deloitte, South Africa

Addressing a world of change in the BPO industry
Andre Deetlefs, Senior Solutions Architect, Avaya, South Africa



	11am
	REFRESHMENT BREAK

	11.30am
	WORK GROUP 3: CONTACT CENTRE TECHNOLOGIES

CHAIR: Francesca Kairo, Director, Oriak Digital, Kenya
The evolution of contact centres

Mark Payne, MD, Sub-Saharan Africa, Genesys, UK

Next generation telecom solutions

Mahavir Shah, Executive Director – Products and Solutions, Panamax Infotech, India
Remote data connectivity and load balancing

Amir Grinberg, GM, Amiran Communications, Kenya


	WORK GROUP 4: CAPACITY BUILDING
CHAIR: Zweli Ndlovu, Executive Fellow, Strathmore Business School, & CEO, Zedesen Associates, Kenya

Capacity building and talent pipeline development in Kenya’s BPO/call centre industry

Martin Muoka, Head of Business Studies, Kenya College of Communications Technology (KCCT)

Recruitment and screening for contact centre agent training

Mariaan Ellis, Call Centre Project Co-ordinator, Ekurhuleni Campus, Vaal University of Technology, South Africa*
Maximizing human resources

Wangeci Kamau, Director, Creative Human Resources Answers, Kenya

Acquiring the skills to enter the global BPO and contact centre market

Janet Mathenge, Head of Training, Wisemen Trainers & Consultants, Kenya


	1.30pm
	LUNCH BREAK

	2.30pm
	WORKSHOP 1
Moderator: Charles Nduati, Business Manager, Jomo Kenyatta University for Agriculture & Technology
Process management - the elusive discipline in most contact centres?

Evan Jones, Service & Solutions Manager, Merchants Consulting Africa, South Africa


	WORKSHOP 2
Moderator: Sean Moroney, Chairman, AITEC Africa
Devising and executing an international marketing strategy for outsourcing services

Kerry Hallard, Board Member for Communications, National Outsourcing Association, UK


	4.30pm
	PLENARY 4: CONTACT CENTRE MANAGERS’ WAR STORIES FROM THE FRONTLINE

CHAIR: Florence Etta, ICT Consultant, Kenya
The challenges in setting up world-class call centre operations in Kenya

George Mugo, Head, Customer Service Department, Co-operative Bank, Kenya

Contact centre operation and management to deliver optimum client service

Maina Kio, Deputy Director & Contact Centre Manager, Celtel, Kenya
Kenyan experience & European expectations
Dave Stewart, Contact Centre Consultant, UK



	5.30pm
	DELEGATE PRIZE DRAW & VOTE OF THANKS

	6pm
	REFRESHMENTS & NETWORKING


* Co-authors Elmarie Strydom and Kotie Venter 
Lead Conference Rapporteur: Joseph Waruingi, MD, Advantech Consulting             
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