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2013-2014 Board of Directors 

 
 

The MCCA Board of Directors adhere to a policy governance model and have established the following ENDS policies 

as the future oriented targets or desired outcomes for the Manitoba Customer Contact Association and the contact 

centre industry in Manitoba. These policies are reviewed annually and updated as needed to remain relevant: 

“THE MANITOBA CUSTOMER CONTACT ASSOCIATION PROMOTES THE DEVELOPMENT AND SUSTAINABILITY OF A 

GROWING, HEALTHY AND DYNAMIC INDUSTRY” 

 

Members have value-based activity and information relevant to their needs; 

 

1.1  They also have access to current and innovative best practices 

1.2         They have access to meaningful and high quality training opportunities, including Industry certification 

1.3 They have access to relevant knowledge about industry information, trends and challenges 

1.4 They have opportunities for partnering and showcasing services 

 

Members are recognized for their contributions to the industry; 

 

2.1 The public perceives the industry as being a credible option for career choices 

2.2 Members and their employees have opportunities to showcase their achievements. 

 

The MCCA Board of Directors has directed the CEO to make a reasonable interpretation of these policies so that 

annual, two, three, and multi-year goals align with these ENDS. Further, the Board requires that the MCCA has a 

multi-year plan to accomplish them. Not only must all of the goals support the accomplishment of the Board’s ENDS 

policies, they must also be both realistic and take into consideration the changing business environment, the 

resources available, and the needs of the industry. 

 

 

Standing (L-R):  Cheryl 

Barsalou, (MCCA CEO); 

Shannon Granovsky, 

Manitoba Blue Cross; 

Jennifer Sookram, 

Skybridge Americas 

Inc.; Susan Simcic, 

TWCC;  

Seated (L-R): Alan 

Sauve, (Past Chair) 

CanadaDrugs.com; 

Dana Barker, (Vice 

Chair) Manitoba Public 

Insurance; Debbie 

Leblanc, (MCCA Chair) 

MTS; Kathryn 

O’Gorman, (Treasurer) 

CAA Manitoba; missing 

from photo is Crystal 

Larsen, RBC Advice 

Centre - Western 

Canada. 
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Message from the Chair 

MCCA has been around since 1997 and has supported its’ members 

through the evolution our industry has experienced. We have grown 

from being a call centre industry to an industry servicing our 

customers via many channels. Today we provide our organizations 

with valuable ‘voice of the customer’ intelligence to positively 

influence change. 

 

At the annual Board Leadership workshop last August, time was given 

to reflect on our past strengths and accomplishments as an 

association. There was unanimous agreement that MCCA too, had 

grown and evolved and another transformation was eminent.  We discussed those who benefitted from 

membership and explored possibilities for the future. We considered current ownership and who we might include 

in our future. We reviewed the important decisions that would be required to move forward, looked at board 

composition and even entertained the idea of a new name for MCCA in order to support the future we envision.  

We then set milestones for our future into 2018.   

 

As we prepare for the next generation of MCCA, by-law changes are needed and the Board is proposing many new 

ideas for member consideration including: increasing Board capacity and adding an additional Board seat for a non-

voting vendor member, increasing the capacity of the CEO as a (non-voting) Officer of the Board, updating our 

definition of who we are so membership is not as restrictive, and potentially implementing an update on our 

Articles of Incorporation to attract members from other provinces, other types of businesses, and carry on towards 

a new and improved model of membership and engagement for MCCA. 

 

Our promise to you is to continue to offer training support, networking events and best practice information to 

assist the customer contact industry, while focusing on expansion and growth and maintaining relevance for the 

industry tomorrow.  

 

As I conclude my role as MCCA Board Chair, I would like to thank all those who have made my time in this office a 

wonderful experience including members of the board, Cheryl Barsalou, MCCA CEO, and the employees at MCCA.  

This appointment has reinforced for me, MCCA and the Manitoba contact centre industry continues to be one of 

the most active and engaged in Canada and will continue to be successful. I also want to send a big thank you to all 

our members for being engaged in our industry and for wanting to make a difference for our customers, 

organizations and in the community.   

 

In closing please join me in welcoming and congratulating Dana Barker, incoming Chair.  Her leadership will 

continue to engage members in conversation with the Board and ensure we continue to meet your needs and 

embrace your ideas for MCCA’s future for 2014-15 and beyond.   

 

Sincerely,  

 
Debbie LeBlanc, MCCA Chair  
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Highlights of MCCA’s past year - April 1, 2013 to March 31, 2014 

 692 job seekers from underrepresented groups attended one of the many MCCA Contact Centre 

Awareness presentations to learn about the industry and its’ career opportunities.  

 299 registrations were received for MCCA coordinated learning events in 2013-2014.  

 240 guests celebrated the industry’s achievements at the 2013 MECCA Awards Gala Event – “Traveling 

Through Time with MCCA” with an unprecedented 56 People Awards being presented, in addition to 11 

Organization Awards and 1 Service Provider of the Year Award! 

 160 consumers from Manitoba Start completed Customer Service Professional training after its initial 

delivery to Manitoba Start staff in Q1 of this fiscal year. 

 77 participants attended MCCA Leadership and Human Resource related workshops. 

 70 people toured our industry during the October Contact Centre Tours.   

 60 participants attended 4 information sessions offered at the MCCA Diversity Open House.  

 52 participants attended Best Practice sessions hosted by 4 member contact centres. 

 41 participants completed Customer Service Professional Training delivered to Community Partners. 

 37 members/guests attended the 2013 Annual General Meeting at CanadInns Destination Fort Garry.  

 35 industry stakeholders attended the Industry Round Table hosted by the MCCA Board of Directors.  

 14 nonprofit organizations met with members at the MCCA Diversity Open House. 

 13 participants attended Facilitation Skills training, a customized workshop for an MCCA member. 

 12 participants completed the MCCA organized Mental Health First Aid training (Certified by CMHA). 

 10 participants completed the Customer Service Professional training, customized for existing workers. 

 7 high profile career fairs were attended by MCCA staff, providing information to over 4600 individuals. 

 3 new students enrolled in MCCA-UM Certificate in Interdisciplinary Studies - Contact Centre 

Management courses (CIS/CCM).  55 participants have enrolled since 2006.   

 During the year MCCA focused on strengthening valuable partnerships: 

 CEO Cheryl Barsalou recently joined the newly formed Board of Directors for Canada Contact 

Association  

 Cheryl is Board Treasurer for Alliance of Manitoba Sector Councils (AMSC) and continues active 

participation on several AMSC Committees.        

 Cheryl is also a member of the Manitoba Employment Council staying abreast of legislature 

changes being proposed and representing industry interests in this forum. 

 Program Manager, Lisa Dabrowski Chairs AMSC Training & Development Steering Committee 

and participates on a number of committees (Multi-Sector Committee, Manitoba Disability 

Employment Awareness Committee, Employment Exchange Committee, REES Awards Gala 

Committee) 

 MCCA is a member of the Winnipeg Chamber of Commerce, Manitoba Chamber of Commerce, 

Aboriginal Chamber of Commerce, CANDO, MEEPA and also participated on a number of 

committees supporting employment of underrepresented groups such as Manitoba Start, 

Reaching Equality Employment Services, Path Employability Centre, Winnipeg Transition Centre 

and Opportunity for Employment. 

 MCCA posts news stories and information weekly on the website and blog and various social media 

platforms including Twitter, Facebook and Linked In and http://www.mcca.mb.ca  

 

http://www.mcca.mb.ca/
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Message from the CEO 

As our industry has evolved, progressive thinking, positive change and the 

requirement to adapt with the ability to adopt, have become indispensable 

strengths.  New thought leadership designed on continuous improvement 

also requires evaluation of what is worthwhile, effective, and 

advantageous, and then determining where new ideas can be most 

beneficial.  As a member based organization, attracting and retaining new 

members is not only desirable but essential to ongoing sustainability.  

Staying ahead of expectations is the goal! 

  

Please take time to review this annual report, highlighting all the benefits 

and opportunities MCCA presented for members.  MCCA continues to prioritize industry-wide development in a 

pro-active way, through workshops, seminars, presentations, tours, and more.   

 

This past year, in addition to the traditional events members have come to expect, we added several best practice 

sessions, and offered a 2 day course certified by the Canadian Mental Health Association on “Mental Health First 

Aid”.   MCCA developed the “Customer Service Professional” training package in response to the increased 

requests for customized training solutions.   We have not only delivered this in customized packages, but as a 

“Train the Trainer” workshop, that is now being utilized by community partner service providers for their clients 

and consumers.  MCCA identified with the level of professionalism the industry has acquired and become re-known 

for as the “customer engagement specialists”; in order to satisfy this elevated image and growing need for more 

highly developed skills as the industry has evolved, this program better enables participants to prepare for entry 

level positions in the industry.  

 

In addition, we launched the “Removing Barriers” (to Employment) project in March this year and recently 

graduated 15 participants as “Customer Service Professionals”  ready to utilize their newly acquired skills in the 

industry.  This is a 6 month pilot program working with individuals from diverse backgrounds, who are often 

challenged in securing jobs.  The intent is to provide them with the essential skills needed, better prepare them for 

the industry, and improve their chances for success.   

 

Making the most of these and other MCCA offerings is the best way take advantage of and reap the benefits of 

being a member. Pay it forward by being involved, sharing your time, knowledge, and expertise with others. The 

old saying is “You get out of it what you put into it” holds true, and Manitoba is fortunate to have so many 

generous, passionate, and committed customer contact professionals willing to share their expertise in the 

association. Growth requires new ways of doing, the things we do best, even better. With the Board’s renewed 

vision and direction for MCCA,  I am excited about working with you the members, and engaging you in appealing 

and inspiring conversations in the coming year, as we design and build our Association’s future together.  

  

Sincerely, 

 
Cheryl Barsalou, MCCA Chief Executive Officer  
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Awards recognition and presentations were made to industry employees, organizations, sponsors and volunteers. 

   
Guests enjoyed the themed event, Travelling through Time with MCCA 

      
The 2013 MECCA Awards Banquet was held at Celebrations Dinner Theatre, CanadInns Ft Garry on November 14, 2013.   

 

 

Manitoba Excellence in Customer Contact Achievement (MECCA) Awards 
 
Manitoba Excellence in Customer Contact Achievement (MECCA) continues to draw our industry together to 

celebrate the successes, achievements and positive impacts realized by member companies, their employees, 

customers and the community.  On November 14, 2013 we recognized 33 employees, 17 leaders, 6 partners, 2 

volunteers and 12 organizations with awards.  This event continues to be well attended and one our industry looks 

forward to every year. 

Industry Round Table 
 
In December we held our annual Industry Roundtable with over 35 contact centre leaders in attendance.   

Members were asked to comment on current trends impacting the industry and then share or discuss some of 

their challenging issues that MCCA may be able to help them address. This annual dialogue ensures industry ideas 

and concerns are taken into consideration when planning our products and/or services as well as our future 

direction and strategies for MCCA.  
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What we heard from our members during the Industry Roundtable was: evolving technologies, social media, 

recruitment challenges and employee engagement were creating the greatest opportunity and were 

uppermost concerns.  Member attendance at events like this keep us well informed, so that we can plan 

relevant events and activities focused on some of the industry’s most compelling needs. Our goal at MCCA is 

to continue to offer training support, networking events and best practice information to assist the contact 

centre industry with ongoing growth and success. 

 

Industry Development and Training 
 

Customized Workshops 

As a provider of quality training solutions MCCA continues to garner interest from members and others in the 

business community requiring specialized training solutions.  Specialized relevant training increases the 

effectiveness of participants at all levels.  5 customized training workshops were developed and delivered to a 

total of 64 participants. The topics included:  Future Workers – Contact Centre Customer Service Professional, 

Facilitation Skills and the Existing Workers - Customer Service Professional. 

 

University of Manitoba CIS/MCCA Program  

MCCA Contact Centre Management–Certificate course in Interdisciplinary Studies (CIS: CCM) has enrolled 55 

industry leaders since 2006 with a total of 18 graduates.  This program is subsidized by MCCA training dollars 

received in an annual grant from Jobs and the Economy.  MCCA encourages your support by registering your 

managers for this program. Please contact the MCCA or visit our website for more information on course 

outlines and registration www.mcca.mb.ca  

 

 
2013 - 2014 Career Fairs and Presentations 
                   
Promoting the industry and its’ opportunities through presentations and by attending career fairs is just 

another way MCCA continues to support the industry.  Participants who attend these events are usually 

students, parents, educators, university students, newcomers, Aboriginals, people with disabilities and other 

potential employees from underrepresented groups.  Guests learn about the industry so they can make 

informed career choices.  Over 462 clients from our NPO community partners attended presentations in 

addition to 230 participants from a new government sponsored initiative, “Parents with Young Children”. 

MCCA attended the following career fairs reaching an audience of over 4675 potential job seekers: 

 June 2013  National Aboriginal Day Career Fair 

 October 2013  Path Employability 2
nd

 Annual Career and Agency Resource Fair  

 October 2013  Ability Axis Employment Expo 

 November 2013  Opening Doors Parents Career Expo 

 January 2014  University of Manitoba Career Fair 

 January 2014  Red River College Career Fair   

 March 2014  Brandon Career Symposium 

 

http://www.mcca.mb.ca/
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Contact Centre Tours   

During October 2013, over 70 participants toured member contact centres.  Guests included: clients/job 

seekers from our community partners, educators, employment counselors, industry professionals, and other 

agencies working with underrepresented groups.  Tour guests were able to ask questions of people they met 

in the industry and have their inquiries answered.  These annual tours showcase the professional environment 

within contact centres and how each one can differ from another.  Creating a greater awareness of careers 

and opportunities within the industry strengthens the industry’s image and educates the public about choices 

available within the industry. 

  

Communications 

MCCA continues to provide members with weekly news updates through a variety of media including our 

website, weekly email updates, E-news, website blog, and social media platforms. If you have not already 

joined, please like us on Facebook, join our MCCA Group on LinkedIn or follow us on Twitter. Watch for new 

updates on our website to make it even more user-friendly and your go-to source for information.  Visit our 

media page and link to MCCA’s YouTube channel with member testimonials and industry career profiles.  Read 

our blog and connect to give us your feedback.   

 

Contact Us: 

MCCA office is open Monday to Friday between 8:30 a.m. and 4:00 p.m.  Any one of the MCCA staff would be 

more than happy to assist you or answer your questions!  

 

 

 

 
Left to Right:  
-Carmen Ferris, Employer Liaison;  
-Lisa Dabrowski, Program 
Manager;  
-Cheryl Barsalou, CEO;   
-Nermine Awad, Administrative 
Coordinator;  
Missing from photo:  
-Christin Watson, Project Assistant. 
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       Industry Development and Training 
 

MCCA coordinated and delivered training to over 299 industry 
employees and community partners throughout the past year. 
Over 20 workshops and seminars included: 

Leadership and HR Skills  
Team Conflict Training 
Facilitation Skills 
Mental Health First Aid 
Introduction to LEAN  
 

 Workshop Series  
Building Better Leaders Series  
 4: Delegating Effectively  
 5: Managing Performance  
 6: Engaging Employees  

Building Better Supervisors Series 
 Module 1 – Coaching Workers to Peak Performance  
 Module 2 – Decision Making 
 Module 3 – Introduction to Effective Communication  
 Module 4 – Facilitating Team Work 

Maximizing Your Investment Series 
 1 – Maintaining a Healthy Environment 
 2 – Diagnosing the Issue 
 3 – Communicating With Purpose 
 4 – Coaching for Performance Improvement 
 5 – Crossing Your “T’s” 

 

Customized Training 
 Future Workers – Customer Service Professional Training 

 Facilitation Skills  
 Existing Workers - Customer Service Professional 

 

Diversity Awareness Workshops  
 Accessibility Legislation 
 Accommodation and Accessibility 
 Mature Workers 
 Working with Newcomers 
 The Role of Culture in Hiring Newcomers 

 

 Best Practice Sessions 
MCCA introduced a number of Best Practice workshops, with 
members such as MTS, Skybridge, CanadaDrugs.com and RBC 
Advice Centre hosting these sessions.  Sharing information in this 
forum helps members improve knowledge while increasing their 
personal networks among peers. Best Practice Sessions included: 

 Social Media in the Contact Centre 
 Workforce Management 
 Change Management 
 Reward and Recognition, Change Management &     

                  Sales Campaigns 

 

 Annual General Meeting May 12, 2013. 

 Members are attentive to guest 

presenters facilitating one of MCCA’s 

learning opportunities. 

 
Networking at MCCA events. 

  

Best Practice Sessions were hosted by 

members and well attended, presenting 

more opportunities to share information. 
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Committees, Sponsors and Volunteers in 2013 
 

MCCA appreciates and values the time and effort of the members given through participation on committees and 

as volunteers.  In addition, the financial contributions of our corporate sponsors, enhances the industry’s 

development through MCCA. Thank-you for your ongoing commitment and support! 

 

Awards Committee 

 

Esther Kotulas, RBC Advice Centre - Western 
Canada  
Heather Haacke, CanadaDrugs.com   
Jeff Hildebrand, CanadaDrugs.com  
Liana Baker, MTS  
Maria Kozak, Skybridge Americas Inc. 
Rob Daniels, CanadaDrugs.com   
Scott Forrest, CanadaDrugs.com  
Susan Dagg, Western Financial Insurance 
Company 
 

MECCA Awards Judges 

 

Alisha Roberts, Tribal Wi-Chi-Way-Win Capital 
Corporation 
Arcel Bourgeois, RBC Advice Centre - Western 
Canada  
Barry Miller Manitoba Print Industry 
Association 
Brian Klos, Provincial Health CC 
Brock Gunter Smith, CanadaDrugs.com 
Cheryl Lavallee, Manitoba Jobs and the 
Economy 
Chris Cumbers, RBC Advice Centre - Western 
Canada  
Claire Nimmigada, Manitoba Public Insurance 
Karen Brown, Manitoba Hydro 
Lisa Siragusa, NRG Telesources 
Maria Poworoznik, Manitoba Mentors 
Michael Embury, Manitoba Public Insurance 
Sarah Rogers, Provincial Health CC 
Shawn Flaman, Consultant 
Shelby Wiebe, MTS 
Tim St. Vincent, MOGO.ca 
Vaughn Chobtar, Skybridge Americas Inc. 

 
MECCA Sponsors 

 

      Diamond 
Winnipeg Free Press 
 
       Ruby 
Great-West Life GCCS 
Manitoba Public Insurance 
MTS 
RBC Advice Centre - Western Canada  
  
      Sapphire 
Manitoba Hydro 
 
     Contributors 
CAA Manitoba 
Canad Inns 
CanadaDrugs.com 
Destination Fort Garry 
Genumark:  Preferred Provider of Strategic 
Merchandise 
Manitoba Blue Cross 
NRG Teleresources 
Skybridge Americas Inc. 
Tribal Wi-Chi-Way-Win Capital Corporation 
Western Financial Insurance Company 
 

AGM Sponsor 

  

  MasterKey Business Solutions 

 
 
 
 
 
 

 

Congratulations to new MCCA Members welcomed in 2013-2014! 
 

Ducks Unlimited   

KPI Connect Ltd. 

MOGO.ca 

 

Praxis Work Health Research 

Sensus Communications 
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Plans for 2014- 2015 

 

MCCA prepares a comprehensive industry-wide human resource plan annually in December.  This project 
plan outlines Board ENDS, the CEO’s interpretation of the ENDS and the accompanying strategies, as well 
as plans for industry wide human resource development proposed over the next one-two years.  
 
$280,000 was secured from the Province of MB to support 2014-2015 fiscal year operations, training and 
other activities to support the industry: 
 
Sector Assessment & Planning  

 Board of Directors review, modify and prioritize ENDS and future direction for MCCA 
 Research and communication on industry trends and practices  
 Continued dialogue with industry stakeholders, colleagues & professionals  
 Implement strategies and organize activities, events, and networking opportunities 

 
Skills Training for Existing Workers 

 University of Manitoba CIS/MCCA certificate program 
 MCCA will develop and deliver workshops/seminars in various formats 

o Education Forum 
o Expo 
o Best Practice Presentations   
o Workshops and Seminars to address industry needs 
o MCCA Leadership Retreat 

 
Job-Ready Training – Removing Barriers (to Employment) Pilot Project 

 Facilitate innovative partnerships between industry stakeholders and non-profit partners to 
provide individuals with Customer Service Professional training (programming to attract, recruit 
and train underrepresented groups for job readiness of entry level positions in the industry) 

 
Partnerships 

 Establish and maintain partnerships with government, educational institutions,  other sector 
councils,  community business partners, and industry focused groups  

 Engage member participation in relevant and beneficial projects and studies  
 
Inclusion and Diversity Strategy  

 Assist companies in developing a more representative workforce inclusive of all 
underrepresented and diverse populations 

 Develop Workforce Diversity Partnerships with community organizations  
 Plan and coordinate cultural and diversity awareness workshops to enhance diversity and 

inclusion  
 
Promotion and Marketing of the Industry and Contact Centre Employment Opportunities 

 Coordinate Contact Centre Tours, Awareness Sessions & attend Career Fairs 
 Communicate information through various media: MCCA’s website, social media platforms (Blog, 

Twitter, LinkedIn, Facebook, YouTube) as well as in studies/surveys and reports 
 
Recognition and Awards  

 Contact Centre Awareness Tours 
 Awards Gala (MECCA) 
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