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Message from the Chair
MCCA Board of Directors recognized the need for change following MCCA’s
Leadership workshop in 2013-2014. Evolving for the future became our goal as
we set milestones the future. This past year, 2014-15 was phase one with a focus
on conversations with members introducing and implementing changes to the
By-laws and Articles of Incorporation. These changes position MCCA to be able to
grow beyond the current geographic boundaries and attract other types of
businesses.
The past year has also been one of strategic change as we worked to ensure a
smooth transition between the CEO’s retirement and the appointment of a new
Executive Director. Cheryl Barsalou has been at the helm of MCCA for the past
seventeen years. On behalf of the Board of Directors, past and current, members, volunteers and other
stakeholders, I wish to thank Cheryl for her strength, dedication, and leadership. The time and effort spent
including: the four year leadership and development of the national sector council, Contact Centre Canada; the
opening of 1000 Waverley Street as a shared office/training facility for Manitoba sector councils; the
incorporation of Alliance of Manitoba Sector Councils and sitting as Chair of the Board for four years speaks highly
of Cheryl’s passion and dedication to supporting industry and other business in Manitoba and Canada. We thank
Cheryl for helping to set MCCA’s strategic plan for the future, setting a roadmap in place. We wish Cheryl a
happy, peaceful and well-earned retirement.
In closing, I am pleased to welcome new Executive Director, Mr. Bruce Rose to our team. It is with his leadership
and direction that we commence 2015-16 with the intent to expand and grow into the future. I encourage all
members to reach out to Bruce in the coming months. We look forward to working with him and MCCA
stakeholders as we greet MCCA’s bright future.
Sincerely,

Dana Barker, MCCA Chair
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Message from Retiring CEO
The customer contact industry continues to evolve as the media for customer
interface shifts with new and enhanced technology. Keeping pace with
progressive change continues to challenge even the best leadership trying to
stay ahead of the curve.
I’ve built a rewarding career in this industry, but the one thing that always
fascinated me, is the speed and pace at which so much change occurs. Working
in this industry and with so many members, committees, board executives,
business colleagues and staff has always been a privilege I have enjoyed
tremendously, as MCCA has grown to what it has become today.
To prepare for my retirement and MCCA departure, I worked on succession
with your Board of Directors for the past two years. We developed a three year
road map and strategic plan to guide MCCA into the future. Staying more closely connected to members, through
the recent interviews conducted by consultant, Carolyn Welsh, about your perceived value of membership and
ongoing training needs, provides MCCA with information and another opportunity to ensure relevance is
maintained as MCCA evolves and plans for your future.
With legal issues around bylaws and articles taken care of, MCCA is now better positioned for change, expansion
and growth. With the introduction of a new Executive Director, MCCA is entrusted to maintain its’ relevance for
the next generation of customer engagement professionals.
In saying farewell, my wish for MCCA is for your continued success; to embrace change, be inspired by challenge,
and let go of the past. In so doing, you will be rewarded with positive results and more possibilities. Be passionate
about your work every day, be of service to others, try to improve every year, and victory will follow. Continue to
support each other, sharing your expertise within the association. Have faith in others and what you know, be
patient, and appreciate the small changes, because over time these add up to long term results called progress.
These are the values I have tried to work and live by daily.
I am confident MCCA will persist in maintaining its’ highly regarded reputation as one of the leading industry
associations in Canada. As you continue to work together with the Board, and new Executive Director, to design
and engineer your association’s future, I wish you good luck, best wishes, and please say hello when we cross
paths again!

Sincerely,

Cheryl Barsalou
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From the Desk of the new Executive Director
I would like to congratulate MCCA Board and Staff on a successful year
of service to their members.
A fundamental component in the measurement of success is member
participation and engagement for any organization. As the newly appointed
Executive Director, I look forward to working with members and finding
opportunities for further development and promotion of the industry.
Being actively involved in your association can be valuable on a wide variety
of fronts, both personally and professionally. With your support, I believe
we have the capacity to thrive and meet the growing demands of the work
we are called upon to achieve each day.
Your continued support of MCCA provides us with the opportunity to grow and develop new and exciting
partnerships and more importantly benefits to belong. Currently, MCCA provides members with value based
activity, Manitoba Excellence in Customer Contact Achievement (MECCA) Awards, access to customized training
solutions, On Demand Training, Best Practice Sessions, Skills Assessment and networking opportunities.
When we look at the many things that have been achieved over the past year, we start to realize the significance
of our work and how it develops and molds a community. I look forward to the coming season and being a part of
this community and legacy.
All the best,

Bruce Rose, MCCA Executive Director
MCCA promotes the development and sustainability of a growing, healthy and dynamic workforce.
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(L-R): Kathryn O`Gorman, (Vice
Chair) CAA Manitoba; Cheryl
Barsalou, (CEO) MCCA; Susan
Simcic, (Director) St. Boniface
Hospital; Jennifer Leslie,
(Director) MTS Inc.; Crystal
Larson, (Treasurer) RBC Advice
Centre - Western Canada;
Jennifer Sookram, (Director)
Western Financial Insurance
Company; Dana Barker, (Chair)
Manitoba Public Insurance; Alan
Sauve (Past Chair) Canada Drugs,
missing Shannon Granovsky
(Director), Manitoba Blue Cross.

2014-2015 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 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
1.2
1.3
1.4

They also have access to current and innovative best practices
They have access to meaningful and high quality training opportunities, including Industry
certification
They have access to relevant knowledge about industry information, trends and challenges
They have opportunities for partnering and showcasing services

Members are recognized for their contributions to the industry;
2.1
2.2

The public perceives the industry as being a credible option for career choices
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.
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Highlights of MCCA’s past year - April 1, 2014 to March 31, 2015
544 job seekers from underrepresented groups attended one of the many MCCA Contact Centre
Awareness presentations to learn about the industry and its’ career opportunities.
258 registrations were received for MCCA coordinated learning events in 2014-2015.
240 guests celebrated the industry’s achievements at the 2014 MECCA Awards Gala Event – “Rock the
Night Away with MCCA” with an unprecedented 58 People Awards being presented, in addition to 11
Organization Awards and 1 Service Provider of the Year Award!
185 consumers attended 2 Industry Insights: Customer Service Panel discussions hosted by Manitoba
Start and the Immigrant Centre. MCCA was represented on the panel.
171 participants attended MCCA Leadership and Human Resource related workshops.
70 people toured our industry during the October Contact Centre Tours.
47 participants from a variety of underrepresented groups completed the Removing Barriers – Customer
Service Professional Training
24 participants attended Best Practice sessions hosted by 2 member contact centres.
24 members/guests attended the 2014 Annual General Meeting at CanadInns Destination Fort Garry.
30 industry stakeholders attended the Industry Round Table hosted by the MCCA Board of Directors.
24 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 8500 individuals.
13 new students enrolled in MCCA-UM Certificate in Interdisciplinary Studies - Contact Centre
Management courses (CIS/CCM).
Additional Updates:
MCCA developed and introduced a Skills Assessment Tool for a variety of occupational areas to aid
employers and community partners determine if potential candidates have the skills necessary to be
successful.
MCCA conducted a Membership Needs Assessment. In order to build on the continued relevance, longevity
and sustainability of MCCA, the Needs Assessment project’s primary purpose was to gain a personalized
understanding of the current perception of value members receive from MCCA membership - to understand
their collective understanding of the benefits of membership. Not just “data” but the customer experience
they are enjoying. As well, a key area of importance of this initiative was to capture opinions on where the
service gaps may be and to encourage a sharing of information on what improvements they would like to see.
MCCA will be referring to the information gathered when planning future opportunities.
During the year MCCA focused on strengthening valuable partnerships:
 Cheryl was Board Treasurer for Alliance of Manitoba Sector Councils (AMSC) and actively
participated on several AMSC Committees.
 Cheryl was a member of the Manitoba Employment Council staying abreast of legislature
changes being proposed and representing industry interests in this forum.
 Director of Programs & Education, Lisa Dabrowski, participates on a number of committees
(Multi-Sector Committee for People with Disabilities, Employment Exchange Committee,
Manitoba Career Prospects Working Group, REES Awards Gala Committee, Winnipeg
Organization of Recruitment Coordinators)
 MCCA is a member of the Winnipeg Chamber of Commerce, Manitoba Chamber of Commerce
and Manitoba Employment Equity Practitioners Association
 Conversations continue with other community partners such as Workers Compensation Board,
Sara Riel Inc., Youth Employment Services and others, regarding Customer Service Professional
Training as a means of preparing clients (intakes) to be the next potential workforce for the
industry.
 MCCA posts/send information and updates on a regular basis via the website
(www.mcca.mb.ca), eNews, MCCA blog and various social media platforms including Twitter,
Facebook and LinkedIn
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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 13, 2014 we recognized 36 employees, 18 leaders, 4 partners, 3
volunteers and 7 organizations with awards. This event continues to be well attended and one our industry looks
forward to every year.

Guests enjoyed an evening with a 1950’s theme, with Elvis parading in the people award winners. Awards were
presented to employees, organizations, sponsors and volunteers.
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Industry Round Table and Special
Meeting
In December, we held our annual Industry
Round table with 14 contact centre leaders, 8
guests and 4 staff in attendance.
Employee Engagement & Retention were
mentioned in all groups as creating major
impacts on industry business. Training was
cited as the best opportunity for MCCA to
address this need, however decreasing or no
budgets for training was a common issue in
many contact centres which are often viewed
as the business cost centre. Members seek low
cost/no cost training, networking, and sharing
of best practices to engage their employees in
learning and skills development opportunities.
Education, career awareness, and engagement
were priority areas mentioned where MCCA
could be of assistance. MCCA was presented with a
number of great suggestions and ideas for best practice information sharing, discussion forums, and other events
for the future. Member attendance and input at round table discussions keeps the board and staff well informed,
so that MCCA can plan timely, relevant activities focused on some of the industry’s most current and compelling
needs.
At the Special Meeting, members were asked to consider, and if deemed advisable, adopt a special resolution,
with or without variation, to update the Articles of Incorporation of the Association in order to remain current and
relevant to our stakeholders.
Based on sector statistics (reported in June 2009) the customer service segment of the industry continues to
increase. Customer service at 75% of the industry jobs and technical support/ customer service at 10%, translates
into 85% in total customer services.
To reflect changes that have occurred in the industry over the past few years, Customer Engagement and
Customer Service Professionalism are much more the focus of the industry. As such, a change in the Articles of
Manitoba Customer Contact Association will more clearly acknowledge the changes in focus that have occurred in
Manitoba and the industry in general, and be much more inclusive of organizations that do not necessarily think
of themselves or identify with the contact centre or call centre label, but rather concur with being customer
service professionals. The possibility of membership expansion from other geographic regions in Canada
especially where a similar industry association does not exist as well as maintaining a leadership role in the
Canadian Contact Centre Industry were other reasons for such a change in association Articles.
The vote was undisputed! Based on this, changes to the MCCA By-laws encompassing this new direction will be
presented at the 2015 AGM.
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Industry Development and Training
Customized Workshops
MCCA continues to provide customized training solutions for members and non-members alike! Customer
Service Professional training customized to the specific needs of any given organization has been one of the more
in demand training requirements. 2 customized training workshops were developed and delivered to a total of 24
participants. We are currently in conversation with 2 other organizations to deliver customized training in the
2015- 2016 fiscal year. MCCA now also has a selection of “On Demand” training options that are available for
delivery on site (at your facility) or at 1000 Waverley Street. Contact MCCA for further details.
Certificate in Interdisciplinary Studies: Customer Contact Centre Management
MCCA in partnership with the University of Manitoba continues to offer the CIS courses. In the 2014 – 2015 fiscal
year an unprecedented 3 courses were offered and 13 new participants registered into the program. New course
options will be introduced in the coming months. This program is subsidized by MCCA training dollars received in
an annual grant from Industry Services. MCCA encourages your support by registering your Team Leaders,
Managers, Supervisors and those employees that you are developing for these roles, for this program. Please
contact the MCCA or visit our website for more information on course outlines and registration www.mcca.mb.ca
2014 - 2015 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, Indigenous, people with disabilities and other potential employees
from underrepresented groups. Guests learn about the industry so they can make informed career choices. Over
544 clients from our NPO community partners attended contact centre awareness presentations. MCCA attended
the following career fairs reaching an audience of over 8503 potential job seekers:
July 2014

Manitoba Start – Industry Insights: Customer Service Panel Discussion

August 2014

Annual Job Fair for Immigrants

September 2014

Path Employability Centre Career and Agency Resource Fair

September 2014

Seven Oaks Learning and Settlement Services Centre Job Fair

October 2014

Ability Axis Employment Expo

November 2014

Immigrant Centre – Panel Discussion

July 2014

Manitoba Start – Industry Insights: Customer Service Panel Discussion

November 2014

Opening Doors Parent’s Career Info Expo

January 2015

University of Manitoba Career Fair

January 2015

Red River College Career Fair

March 2015

Brandon Career Symposium
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Contact Centre Tours
During October 2014, 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. Creating a greater awareness of careers and opportunities within
the industry strengthens the industry’s image and educates the public about career choices available within the
industry.
Communications
MCCA continues to provide members with weekly news updates through a variety of media including our website,
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. You can also sign up to receive our
Newsletter by visiting the MCCA website! Watch for new updates on our website to make it even more userfriendly 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.

Twitter

Facebook
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LinkedIn

Industry Development and Training
MCCA coordinated and delivered training to over 258 industry
employees and community partners throughout the past year.
Over 20 workshops and seminars included:
Leadership and HR Skills
CIS Course: Technology
CIS Course: Customer Relationship Management
CIS Course: Operations Management
Education Forum
 Educate, Empower, Engage
 Purpose, Passion, Pride
 Feed Up, Feed Back, Feed Forward
Strengthen Contact Centre Efficiency
Workshop Series
Building Better Supervisors Series
 Module 5 – Problem Solving
 Module 6 – Qualities of an Effective Leader
Maximizing Your Investment Series
 Module 6 – Dotting Your “I’s”

Networking at MCCA events.

Annual General Meeting May 14, 2014

Customized Training
Shilo Family Resource Centre
 Customer Service Professional Training
Misericordia Hospital – Sleep Disorder Clinic and Medigas
 Customer Service Professional Training
Removing Barriers
 Customer Service Professional Training

Education Forum- Jane Finn Purpose,
Passion and Pride

Diversity
47 participants from underrepresented and diverse populations
successfully completed the Removing Barriers Training Program
(Customer Service Professional). Participants had the opportunity
to meet/job shadow in a selection of contact centres as part of the
program. This gave both the prospective employers and the future
employees the opportunity to learn more about each other and
understand some of the challenges faced.
Approximately 60% of the participants are now employed in a variety
of customer service roles.
Best Practice Sessions
Best Practice Sessions were facilitated by MTS Contact Centre
and RBC Advice Centre – Western Canada. Sharing information
in this forum helps members improve knowledge while
increasing their personal networks among peers.
Best Practice Sessions included:
Workforce Management
Employee Engagement
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Industry Round Table, December 5,
2014– members share industry
challenges and what MCCA can do to
help!

Committees, Sponsors and Volunteers 2014 – 2015
MCCA appreciates and values the time and effort given of individuals who have served on a variety of
committees. In addition we would like to acknowledge the financial contributions provided by our sponsors.
Thank you for your ongoing support and commitment to the enhancement of the industry.
Awards Committee
Alisha Roberts, TWCC
Heather Daniels, Canada Drugs
Liana Baker, MTS Inc.
Maria Kozak, Skybridge Americas Inc.
Michael Embury, Great-West Life Assurance
Vaughn Chobotar, Skybridge Americas Inc.

MECCA Sponsors
Diamond
Winnipeg Free Press
Ruby
Manitoba Public Insurance
MTS Inc.
RBC Royal Direct

MECCA Judges
Alisha Roberts, TWCC
Andy Thomas, Skybridge Americas Inc.
April Penales, Skybridge Americas Inc.
Barb Nemeth, Self Employed
Barry Miller, Manitoba Print Industry Association
Brock Gunter-Smith, Canada Drugs
Carol Robidoux, Industry Services
Cheryle Lavallee, Industry Services
Chris Cumbers, RBC Advice Centre
Claire Nimmagadda, Manitoba Public Insurance
Daniel Peimbert, Immigrant Centre
Jennifer Leslie, MTS Inc.
Lisa Siragusa, NRG TeleResources
Robin Winston, Sara Riel Inc.
Sarah Rogers, Provincial Health Contact Centre
Shawn Flaman, Self Employed
Shelby Wiebe, MTS Inc.

Sapphire
CAA Manitoba
Great-West Life Assurance
Manitoba Hydro
Tribal Wi-Chi-Way-Win Capital Corporation
Contributors
CAA Manitoba
Canada Drugs
Canad Inns Destination Fort Garry
Genumark
Manitoba Blue Cross
MTS Inc.
Skybridge Americas Inc.
Western Financial Insurance Company
Education Forum Sponsor
Praxis Work Health Research

Membership Needs Assessment
Jason Anderson, CAA Manitoba
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Welcome to New MCCA Members 2014-2015!
Contact Centre: eCom Customer Care Inc
Vendor: Interactive Intelligence
Non Profit: CNIB, Opportunities for Employment Inc.
Individual Member: JP Tetrault

Plans for 2015- 2016
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.
$233,400 was secured from the Province of MB to support 2015-2016 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 Best Practice Presentations
o Workshops and Seminars to address industry needs
o Develop and deliver customized workshops as required
 Based on the information gathered from the Industry Needs Assessment provide other
educational opportunities
Partnerships
 MCCA’s goal is to establish and maintain strategic partnerships with educational institutions,
community groups, government, other sector councils, underrepresented group affiliates, and
industry focused groups.
 MCCA is working to ensure appropriate preparation is provided to diverse client groups, to assist
them in securing industry jobs. We continue to build on our successes to create new and
innovative opportunities for community service providers, and future workers. MCCA engages
stakeholders in collaborative opportunities and approaches to removing barriers to employment
success, which in turn supports the Province’s goal of adding more (75,000) skilled workers to
the labour force by 2020.
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Inclusion and Diversity Strategy
 Assist companies in developing a more representative workforce inclusive of all underrepresented
and diverse populations
 Plan and organize cultural and diversity awareness workshops as well as provide information on
diversity and inclusion to industry stakeholders
 Through the outreach activities that MCCA participates, individuals are educated about the
industry. Relevant jobs and career opportunities are explained promoting current job openings.
 MCCA recognizes the need to continue to provide relevant training opportunities, such as the
Customer Service Professional Training, to various organizations including community groups and
other underrepresented group affiliates. This will assist in providing the necessary job ready
training for future workers in customer service roles in a wide variety of sectors.
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/reports based on availability.
 MCCA will also be focusing on expanding to other regions such as Steinbach, The Pas and other
Northern areas
Recognition and Awards
 Contact Centre Awareness Tours
 Awards Gala (MECCA)
Contact Us:
MCCA office is open Monday to Friday between 8:00 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!
Team Member

Position

Bruce Rose
Lisa Dabrowski
Carmen Ferris
Nermine Awad

Executive Director
Director – Programs & Education
Program Manager
Administrative Coordinator/Graphic Designer

1000 Waverley Street
Winnipeg, Manitoba
R3T 0P3
204-975-6464
www.mcca.mb.ca
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Annual Report
2014-2015

Membership Roster
March 31, 2015
Contact Centre
AAA Security
CAA Manitoba
Canada Drugs
CanTalk
City of Winnipeg - Handi Transit
City of Winnipeg – 311 Contact Centre
City of Winnipeg, Water and Waste Department
Utility Billing Centre
Comark Inc.
eCom Customer Care
The Great-West Life Assurance Company
Investors Group
Manitoba Blue Cross
Manitoba Hydro
Manitoba Public Insurance
MicroPilot
Mogo Finance Technology
MTS Inc.
Provincial Health Contact Centre
Centre provincial de communication en matière de santé
RBC Advice Centre Western Canada
Skybridge Americas Inc.
Steinbach Credit Union
Tribal Wi-Chi-Way-Win Capital Corporation
Western Financial Insurance Company
Winnipeg Free Press

1000 Waverley Street, Winnipeg, MB, R3T 0P3
PH: 204.975.6464, Email: info@mcca.mb.ca
www.mcca.mb.ca

Vendors
Interactive Intelligence
MasterKey Business Solutions Inc.
NRG TeleResources
Pinnacle Saffing Solutions
Robert Half Canada Inc. (OfficeTeam)
Sensus Communications
NPO's
CNIB
Diversity World
Economic Development Winnipeg
Immigrant Centre Manitoba Inc.
Manitoba Chamber of Commerce
Manitoba Start
Reaching Equality Employment Services
NECRC - Path Employability Centre
Opportunities for Employment Inc.
Pluri-elles (Manitoba) inc.
Individual
JP Tetrault
MCCA Staff
Bruce Rose, Executive Director
Lisa Dabrowski, Program Manager
Carmen Ferris, Employee Liaison
Nermine Awad, Admin Coordinator

