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WE GIVE A VOICE TO OUR INDUSTRY

We are the leaders and the voice of the customer
contact service Industry in Manitoba supporting a
growing workforce of 36,000+.

Our collective goal is to promote the mission,
vision and values of Manitoba Customer Contact,
the work we do on a daily basis with our
supporting Partners and communicating that
clearly to all Manitobans.

Together, we are stronger!

EXECUTIVE COMMITTEE

Chair
Jennifer Sookram - 24/7 Intouch

Vice Chair
Kevin Shaw - RBC

Secretary - Treasurer
Sheri Banville - BellMTS

OPERATION TEAM

Bruce Rose
Executive Director

Carmen Ferris
Manager Education and Development

Kerry Mealey Holmes
Trainer

Lauren Carter
Trainer

Jaxon Rose
Summer Intern

DIRECTORS 
 

Deb Kocen
Skybridge Americas Inc.

 
Renee Salazar

RAPID RTC
 

Raegan Ahlbaum
Petline Insurance

 
Brian Frobisher

Shaw Communications Inc
 

Christina Kenny
Manitoba Blue Cross

 
Chad Stott

Scootaround Inc
 

Ryan Didoshak
TWCC

 
 

COVID 19 has challenged so many of our
organizations. It has been hard to think about

anything beyond the next few days. Like many of
you, we have undergone significant changes and

even though the pandemic is not over, we are
starting to look ahead and plan for the future and

rebuild better.
 

We would like to thank the growing number of
volunteers that support the mission of MCCA.

 
 
 
 
 

MEET THE TEAM
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An increasing number of members are
engaged, recognized and enriched by
the partnership with MCCA and each
other.
An Industry that is thriving through
professional development capacity
building strategies.
Establish and maintain strategic
partnerships with sector partners and
other like-minded groups.

Focus on long term issues and strategic
vision
Deliver programming to support
employee development
Facilitate partnerships that support
attraction to the industry
Promote the industry as one offering
rewarding careers
Commit to ensuring long-term
sustainability

Working for a stronger and more
successful customer contact service
Industry.

Our Goals:

Our investment promise to you is to:

Promote the development and
sustainability of a growing, healthy and
dynamic industry
Provide access to current and
innovative “best practices”
Deliver meaningful high quality training,
including industry certification
Share knowledge about industry
information, trends and challenges
Present opportunities for partnering,
networking and showcasing services
and/or products
Recognize excellence within the contact
centre industry
Enhance the industry’s profile and
public perception

our story

JOIN US
WE CONNECT AND SUPPORT INDUSTRY

LEADERS AND PRACTITIONERS FROM ALL

SECTORS WHO SHARE A PASSION FOR

IMPROVEMENT IN CUSTOMER EXPERIENCE.
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It has been an honor and privilege to
be a part of this world for so many
years, and I can’t wait to see where
the journey takes us all next. 
                                        - Jenn Sookram

MCCA has been a part of my career journey for longer
than it hasn’t. 

As my time as Board of Director Chair comes to an
end, I’d like to thank our talented and scrappy
organizational team, that is continuously looking for
ways to help us all connect, and ensure our Industry
remains healthy and strong. We don’t always make it
easy for them and they continuously rise to the
challenge. 

To our members and sponsors, thank you for your
support, commitment and contributions to the
mission of MCCA.

Finally, to the Board of Directors, thank you for your
time, collaboration, and tireless efforts to ensure we
represent our members and Industry to the best of
our abilities. Together, we are stronger!

Throughout the years our mighty organization has
adapted, contracted, expanded, and evolved. Over the
last 16 months, we have been faced with some super
speed disruption that will leave lasting changes in
our worlds. 

With disruption comes innovation!

We saw many members shift to working from home,
while others focused on maximizing in-office safety.

Our members were forced to look inwards, causing a
decrease in our networking and interactions, however
as we move into our new normalcy, exciting times are
ahead providing us opportunities to reconnect, and
learn from one another once again.
 
In the coming year, MCCA will focus on supporting us
all in building an inspired workforce, through the
power of participation, productivity and positivity.
Whether you are new to the Industry, or a lifer, or
somewhere in between, I encourage you to engage
and participate in the MCCA; the bonds and
connections to be made are lasting and rewarding.
 
Thank you all for your efforts to move our Industry
forward, providing people with invaluable experiences
that impact our journeys in so many ways. It has
been an honor and privilege to be a part of this world
for so many years, and I can’t wait to see where the
journey takes us all next. 

Let's Go!

Jennifer Sookram
MCCA Board of Director's Chair

 

A WORD FROM THE CHAIR

3

MANITOBA CUSTOMER CONTACT ASSOCIATION
Working for a stronger and more successful customer contact service Industry.



Review projects against our mission and goals
Improve and implement changes depending on
the results of these reviews
Build trust with funders, supporters, and
beneficiaries
Cultivate a culture of learning among similar
organizations
Celebrate the achievements of staff and
volunteers

As a nonprofit, what problem/s are we trying to
address?
How are we addressing these problems? What
projects or steps have we put in place?
What are the results of our actions?
How do we measure the success of our actions?
How do we know if we've made a difference?
What challenges did we face? How will we
improve our plans?
Based on our learnings, what steps are we likely
to take in the future?

For those of you who have tirelessly
committed time and energy to the
success of this organization, I thank
you. For the many of you who are new,
I welcome you to MCCA.
                                            - Bruce Rose

Measuring success is a key component to the work
we do. Over the past year, the MCCA team continued
to focus on the following:

As a collective group, we have also been asking
those difficult questions to ensure our ongoing
longevity and success.

2020/2021 was a year of challenges and obstacles
due to the ongoing pandemic. 

Provide an encouraging career path that ensures
successful development opportunities and
advancement
Change the public's perception of the customer
contact/multi-channel engagement Industry to
one offering rewarding careers
Engage business Partners to identify trends and
issues to ensure a successful future of the
Industry

Membership transformation – supporting a
growing Industry of 36,000+ employees with a
GDP contribution of $3 billion to the Manitoba
economy every year
Training solutions – a comprehensive arsenal of
professional development courses that provide
meaningful learning experiences to the current
workforce and potential new hires
Development and implementation of a Board
Governance Plan and Strategic Road Map
focusing on Industry engagement, continuous
learning and awareness

What did we learn?  

The MCCA team continued to inspire an Industry
towards creating authentic caring and employee
experiences.  We collaborated with Industry peers to
influence positive customer journeys. 

Our Goals:

Our Accomplishments:

As we look forward to the coming year, the MCCA
team will provide learning tools and programs that
support an inspired workforce through the power of
participation, productivity and positivity.
                                         
Let's make it happen! 

Bruce Rose, MCCA Executive Director

A MESSAGE FROM THE EXECUTIVE DIRECTOR

We are stronger together!
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Impacts of the Pandemic

2020/2021 was a year of decreased revenue from all funding streams with increased dependency on federal,
provincial and municipal pandemic relief programs. 

Due to ongoing health restrictions, our normal sources of income were modified or cancelled to ensure alignment
with provincial guidelines. Being able to connect with our Partners, in a face to face setting, was not an option. 

Programs were re-aligned and offered virtually to help decrease our bottom line. The support we received from the
Industry was valuable but significantly reduced from previous years of realized growth.

Statement of Operations
year ending March 31, 2021

Revenues                           249,728
Deferral                             (17,677)
Expenses                           231,931

Difference                                120

Statement of Changes in Net Assets
year ending March 31, 2021

Opening Balance               197,056
Net change                               120

Cash, end of year               197,176

Training
35.7%

C-19 Support
26.8%

Prov Funding
17.9%

Events
10.7%

Membership
8.9%

CEWS
84%

MBG
14%

ESG
2%

REVENUES

C-19 SUPPORT
Manitoba Customer Contact - 
building an inspired workforce through 
the power of participation, productivity and positivity.
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Management vs Leadership - NEW!

Managing processes and leading people is the
main theme of this half day course. Participants
self-assess and identify where they spend the
bulk of their time while looking at the core
competencies of leadership. 

2020-2021 gave us the opportunity to expand our virtual course
options to all our training topics. With a few years of virtual
training under our belts, we were prepared to make the transition
to online learning for customized workplace training, our
community offerings, as well as monthly webinars. Recognizing
the need for connection, professional development, and training
we increased our monthly webinar series and began to offer 2
topics a month. We were able to extend training on relevant topics
with the current landscape in mind.

MTEC

Many of our members accessed training through
our strong partnership with MTEC. Training
sessions offered from MCCA, thru MTEC,
included Email Communication, Management vs
Leadership, and the very popular Emotional
Intelligence. This collaboration allowed our
Partners to engage in training that includes a
variety of industries in Manitoba. MTEC also
made the move from in person classes to online
offerings.

This series combines traditional leadership
topics with the 7 Sacred Teachings from the
Indigenous Culture. With respect and reverence,
we address each teaching – Trust, Respect,
Courage, Truth, Honesty, Wisdom, and Love – in
conjunction with leadership topics such as
accountability, communication, and leadership
styles. This series was vetted by a member of the
Indigenous community and has been well
received by participants. As a note, this course is
for emerging and seasoned leaders regardless of
cultural background.

CMJG

Manitobah Mukluks
Palliser Furniture Customer Service Centre
Buffalo Driver Training 
Denver Restoration

This year we worked with several organizations
to meet their training needs through the Canada
Manitoba Job Grant program, including the
following: 

learning &
development

2

43
7 Sacred Teachings - NEW!

1

Conect with
Knowledge
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We all know the benefits of learning. But, we also know
that learning takes time – often, time that we simply
don't have. It's hard to find space for learning around a
daily commute, our everyday work, household chores,
and, of course, precious time with friends and family.
But, when we ignore our professional development, we
risk getting left behind. 

Create a Professional Development Plan
One of the hardest things about learning a new skill is
finding the time to do it. In fact, research has shown
that many of us spend 72 hours a week working,
leaving precious little spare time each day! 

WE can help! For more details just ask@mcca.mb.ca.

We continue to build credibility in Manitoba in and
outside of the Contact Centre Industry and look
forward to 2021 training offerings and our valued
partnerships.

7

Denver Restoration – One on One Leadership
Coaching with owner
Keewatin Air – Customer Service and Call
Control for Flight Coordinators 
Red River College Finance Department –
Delivering Professional Service to Students,
Faculty and Internally
Winnipeg Humane Society Service Centre –
Customer Service and Call Control 
Animal Welfare – Handling Difficult
Emotionally Charged Situations for the Support
Desk
Simplot – Train the Trainer for Simplot Trainers
Manitoba Blue Cross - 7 Sacred Teachings

Our reputation for high quality training and
professional service continued to grow. We worked
with several clients to develop customized learning
and professional development opportunities. 

We collaborated with: 

5
Writing for the Workplace - NEW!

One of the weaknesses identified in many
workplaces is writing. This course was developed
to fill the need of writing gaps and goes beyond
the basics of email communication. Writing is
another form of first impressions and this
session builds confidence in becoming a more
effective communicator.

6
Managing the Employee Experience

This 6-part series keeps the focus on employee
performance. As leaders, we can break down
barriers to employee engagement and build our
teams through recognizing strengths and
weaknesses. One of the greatest tools is holding
our teams accountable and providing feedback to
our greatest resource, our employees.

Customized Learning
8
Professional Development
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TESTIMONIALS
I felt you learned what she (Carmen Ferris) was teaching by watching her. To expand on that,
while she was teaching the techniques she was using them. She created a connection; she was
personal and included stories that connected to us and what she was teaching. It will make it
easier to use what she taught because we got to see it in use. - CSP Training

Kerry Mealey Holmes was exceptional as the leader of this program. The sharing circle at the
beginning of each session was very positive and helped create a stronger bond between each
participant. The topics covered are applicable in both work and personal lives. I would
recommend the program to other leaders. – 7 Teachings: Guiding Principles in Leadership

Overall, it was a great session. I thought the pre-work case study of a ‘real world’ example was
useful in the learning process. It was great to hear professionals in this area validate some of
what I already do and provide me with new strategies to begin using right away! – Customized
Advanced Communication

This was probably one of the best ZOOM workshops I’ve been to. The facilitator (Kerry Mealey
Holmes) was great at creating an environment virtually where everyone was heard and sharing.
Very knowledgeable, great pace, the right amount of give and take. - Management vs Leadership

Bruce Rose has done an amazing job as Executive Director preparing clear and well thought out
policy, process and financial documents for Board member review. - Partner

I found the course content and presentation very informative and interactive. The trainer (Lauren
Carter) was so engaging and ensured we all had the opportunity to voice our opinions on subject
matter. - Email Communication

Another great event run by the MCCA team. During such a challenging year, they were able to
deliver a virtual gala that truly supported my organization's goals with respect to individual
recognition. The event was interactive for all attendees and more importantly FUN for all. 

We continue to receive a great return on investment with our partnership with MCCA. The level of
engagement from the MCCA team is more than what we would have ever imagined. Very
knowledgeable, great leadership and a strong work ethic. - Partner

Finding our way through the global pandemic provided many challenges to the MCCA team. Endless
hours were spent re-working programs to better meet the needs of our Partners. Part of our learning
process is driven by feedback from our Learners and Partners. Here are some encouraging words.

Testimonials:

- MECCA 2020

HOW WE MADE AN IMPACT
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Manitoba Customer Contact Association (MCCA) undertook a province-wide study to
collect information on Covid-19 business impacts to the customer contact Industry.

The Manitoba economy changed dramatically in March 2020 as a result of COVID-19 and
the situation has had a profound impact on the ability of the customer contact Industry.
To better understand the impact of COVID-19 on the customer contact Industry, MCCA
and our supporting Partners collaborated in this survey to better understand current
business conditions.

As a result of this collaborative effort, we were able to collect this mutually beneficial data to inform and guide decision
making with current stakeholders. As we continue to navigate the changing face of the pandemic, we know that
flexibility and adaptability remain key values in serving our customers. We commend our Industry Partners for their
quick pivot to work from home initiatives ensuring the safety of their employees while maintaining excellence in
customer service.

Complete survey results - mcca.mb.ca/blog/covid-19-business-impact-survey-results

2500+

80%

$36

$73

65%

new hires

employees transitioning to
work from home

top hourly wage for
frontline agents

top hourly wage for
Managers

increase in employee
engagement
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MECCA is an amazing platform to celebrate excellence in our industry, but what we rarely have time
for during the evening is to reflect on the journey to that excellence. The tireless hours of effort, the
support from our teams, the attempts at innovation before landing on that one thing that resonates,
and makes an impact, the smiles, the tears, the laughs, and dare I say, the love. 
 
So much learning, and evolution to get to what is always a wonderful night of celebration. Thank you
to our Partners for all that you do in this dynamic industry. It is like no other, unique in its rhythms,
and amazing in its diversity. 
 
Thank you to our sponsors, to our Board of Directors, and of course to the MCCA's small but mighty
team that organizes these amazing events.

A full listing of winners can be found at 
mcca.mb.ca/mecca.
 
Congratulations to all the winners. 
Till we meet again! 

Jenn Sookram
MCCA Board of Director's Chair

MECCA 2020
PEOPLE PROCESS PERFORMANCE
CELEBRATING A DYNAMIC INDUSTRY

WE RECOGNIZED
18 REPRESENTATIVES

22 LEADERS

12 ORGANIZATIONS

2 TEAMS

3 SUPPORT AWARDS

3 VOLUNTEERS
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36,000+ Employees
Annual GDP of $3,000,000,000

89
Supporting Partners

Agriculture Agrifood Canada

Thank you to our supporting Industry Partners who share a passion for 
improvement in customer experience.
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36,000+ Employees89
Annual GDP of $3,000,000,000Supporting Partners

Become a Partner and join our ever-
expanding network committed to
delivering the best customer
experience.

mcca.mb.ca/partnership
Join our newsletter mailing list - connect

with knowledge - mcca.mb.ca/newsletter.
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MCCA acknowledges the contributions of staff and
volunteers who work tirelessly on the many projects
mentioned within this Annual Report as well as the
work we action throughout the year.

It takes a community of engaged individuals to help
promote the Customer Contact Industry as a great
place to work, learn and grow.

GREAT PEOPLE - GREAT WORK

Thank you for your support and continued
involvement in our community.  Together, we have
adjusted to the global pandemic, kept our team
members safe and supported and found ways to
thrive.

MANITOBA CUSTOMER
CONTACT ASSOCIATION

Unit C  - 1000 Waverley Street 
Winnipeg, Manitoba
R3T 0P3

www.mcca.mb.ca
ask@mcca.mb.ca

WE THANK YOU
OUR PROGRAMS
FOR YOUR CONTINUED SUPPORT IN

We are stronger together!
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