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The word “contact” is synonymous with the phrase “two way 
communication” which is critical to provide the best customer 
service possible.  “Contact” is both a noun and a verb. It is a 
person. It is an action. 

 

The people of our industry now engage their customers through 
various means of contact:  phone, email, chat, remote desktop, 
social media (Twitter, Facebook)   

 

“Contact Centres” Not “Call Centres” 



The Contact Centre 

Industry 
 

 Employs more than 
17,000 New Brunswickers 

 Over 100 sites in more 
than 30 communities 
across the province. 

 More than $1 billion to 
the economy. 

 



Industry Employment 

Healthcare 50,100 

Manufacturing 30,800 

Construction 28,400 

Contact Centres 17,400 

Finance, Insurance, Real Estate 15,800 

Forestry, Fishing, Mining, Oil & Gas 10,500 

Agriculture 5,800 

Utilities 4,300 

The Contact Centre Industry 

A Key Employment Sector 

May 2011, www.gnb.ca Labour Force Statistics 

http://www.gnb.ca/


Payroll  Over $700 Million 

Rent & Facilities $21 Million 

Telecom $21 Million 

Office Supplies Over $10 Million 

The Contact Centre Industry 

Impact on the NB Economy 

May 2011, www.gnb.ca Labour Force Statistics 

http://www.gnb.ca/


Fredericton  

 
 

 Approximately 2500 jobs 

 Employers include:   
Accenture, Atelka, Bell Aliant, CIBC 
President’s Choice Financial,  Delta 
Hotels & Resorts GRS, Marriott 
Global Reservations,  NB Power, 
UPS, Virtual Agent Services, 
Xplornet Communications,  



Saint John  

 
 

 Nearly 5000 jobs 

 Employers include:                  
Bell Aliant,  Atelka, CAA, Directors’ 
Choice, EXXONMobil, IBM, Innovatia, 
Irving, Pivotal Payments, TD Insurance, 
Unilever, Wyndham Worldwide, Xerox 

 



Moncton 

 
 

 Over 7000 jobs 

 Employers include:              
Rogers Communications, EXXONMobil, 
RBC Royal Bank, UPS, Aditya Birla Minacs, 
Asurion, Fairmont Raffles Hotels, 
Purolator, Medavie Blue Cross, Atlantic 
Lottery Corporation, Health Connect, Bell 
Aliant. 



Northern/Rural NB 

 
 

 Over 2500 jobs 

 Employers include:              
Virtual Agent Services, IMP Customer 
Care,  Primus Canada,  SNC Lavalin 
Profac, Imperial Manufacturing Group, 
Service New Brunswick.   



The average starting hourly wage for a front-line agent is over $12.00 hour. 

Average position total compensation including benefits packages is 
approximately $33,000 annually. 

Contact centres provide employment to high school graduates as well 
those with post-secondary education. 

Employees receive an average of 6 weeks training upon hiring as well as 
ongoing training and skills upgrades. 

The vast majority of supervisory, management and support positions are 
filled internally, offering long term careers and opportunities in fields such 
as human resources, IT support, administration and accounting. 

 

 

       Quality Jobs – Long Term Careers 



 

 

    Stability 

More than 80% of employers surveyed in February 2011 in the contact 
centre industry have either increasing or stable employment numbers. 
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Growth     

Employment numbers have actually grown by 13% since 2009 
while other industries have seen job losses. 
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Our Association 

 
 Founded in 1999 as the New 

Brunswick Customer Contact Centre 
Industry Association. 

 Nearly 40  member companies 
representing 60 locations and nearly 
10,000 employees. 

 More than 20 associate members, 
made up of vendors and supporters 
of the industry . 

 



 

 
 Directors 

Adam Hachey, Aditya Birla Minacs 
Trevor Wheaton, Asurion 

Jackie Kerr, Xplornet Communications 
Margot  Noonan , Fairmont Raffles Hotels 

Scott MacKenzie, Marriott GRS & CC 
Corey Lounsbury, Medavie Blue Cross 

Joe D'Ettore, RBC 
Suzanne LeClair , Service New Brunswick 

David Burke, TalentMart 
Kim Hickey, TD Insurance 

Joanne Parks, Unilever 
Ron McGrath, Xerox 

 Government Liasons 
David Kirkpatrick, Business New Brunswick 
Diane Hawkins, Post Secondary Education, 

Training and Labour 

 

Our Association 

Business Model 
 Board President 

Brian Sypher, TD Insurance   
 

1st Vice President 
Robert  Campbell,  Virtual Agent Services 

Treasurer 
Tony Wood,  Moneris Solutions 

Executives at Large 
Suzette Cormier, RBC 

Rick DesBrisay, Callstar Ltd. 
Denis  Leger, Primus Canada 

Past President 
Perry Kendall,  Delta Hotels GRS 

Executive Director 
Mike Bacon 

 
We are an association of member companies.  Our operating revenue comes from three sources: 
Å Annual membership fees  23% 
Å Event registration and sponsorship  59% 
Å Ongoing support from the Province of New Brunswick 18% 



Our Mission 

 
 To ensure that New Brunswick is seen as 

the location of choice for companies 
committed to providing world-class 
customer service through a highly skilled 
workforce enabled with training, 
education and leading-edge technology 

 



Our Goals 

  To continue to increase our membership 
 

 To facilitate the provision of training, 
education and best practice sharing for and 
among our members. 
 

 To recognize and reward excellence in our 
industry. 
 

 To help maintain and grow a qualified 
sustainable contact centre industry in all 
regions of the province. 
 

 To showcase the industry and its employers as 
a viable career choice that offers competitive 
compensation and opportunities for personal 
growth. 

 



 

 

    Our Members 

 

 



Non-Member Major Industry Employers 

1000+ Contact Centre Employees 

1000+ Contact Centre Employees 

1000+ Contact Centre Employees 

1000+ Contact Centre Employees 



What We Do 

Events & 

Communications 
 

 Annual Awards of Excellence gala dinner 
recognizing achievements of our member 
companies and their employees. 

 Over 200 attendees each year. 

 More than 60 awards handed out to 
contact centre employees ranging from 
front-line CSR’s to centre managers and 
executives. 

 



What We Do 

Events & 

Communications 
 

 Annual 2-day conference bringing 
together more than 200 contact centre 
professionals from around the province 
and across North America to learn and 
share best practices among industry 
leaders and hear from world-class 
speakers 

 Nov 2-3, 2011 in Fredericton.  This year’s 
opening keynote to be delivered by 
Bernard Lord, CEO of the Canadian 
Wireless Telecommunications Association.  

 Training and education events held 
throughout the year. 

 Regular newsletters and communications. 

 



What We Do  

Industry Spokesperson   
 

*ñN.B. call centre industry now mature and stable, says association headò ï 

Telegraph Journal 

*ñCall up a career opportunity - Contact centre industry can launch 

employees in variety of fields into fulfilling careersò ï Times Transcript 

*ñTelecomôs Return to Province Marks Customer Call Centre Revivalò - 

Telegraph-Journal 

*Rogers to create 191new Metro jobs ï Times Transcript 

*ñCall Centres Reboundingò ï Telegraph Journal 

*New Brunswickôs Contact Centre Industry: A Vital Part of Our Economy 

and Our Workforce ï Telegraph Journal 

 

 

 

 

 

 

 



What We Do  

Industry Spokesperson   
 

 

 

 

 

 

 

 



What We Do  

Partnerships 
 

* We work with the provincial government and the Enterprise agencies around the province to 
assist current employers and with prospective new employers considering new business 
opportunities in New Brunswick. 

* We have a very successful track record in working with employers facing job reduction 
actions in finding new career opportunities for the affected employees.   In March of 2011, 
more than 30 companies attended a job fair organized  by ContactNB and Enterprise Saint 
John to assist 200 affected by a job action announced by RCI.   

* We work with Contact Centre Canada, a national body that works with the federal 
government and provincial associations on issues facing the industry on a national level. 

* We work with numerous local agencies, government departments and community groups on 
projects to enhance the skillsets of employees in the industry as well as the potential labour 
force who may need additional training in order to be successfully enter our industry. 

 

 

 

 

 

 



What We Do  

Partnerships 
 

 
 
 
 
 
Å Google search by Pivotal Payment executive resulted in call to ContactNB 

and a subsequent introduction to GM and staff of recently-closed Eddie 
Bauer centre and engagement of BNB.  Centre established in Saint John. 



What We Do  

Partnerships 
 

 
 
 

David Bradshaw, 
VP ING Direct 

 
ÅWas invited to speak at 2010 Conference. 
 
Ȱ4ÈÁÎËÓ ÓÏ ÍÕÃÈ ÆÏÒ ÂÅÉÎÇ Á ÇÒÁÃÉÏÕÓ ÈÏÓÔ ÆÏÒ ÍÙ ÖÉÓÉÔ ÁÎÄ ÔÈÅ ÃÏÎÆÅÒÅÎÃÅȢ  9ÏÕ 
have a great story to tell, the participants are smart, engaged and passionate 

ÁÂÏÕÔ ÔÈÅ ΅ÃÏÎÔÁÃÔ ÃÅÎÔÒÅ ×ÏÒÌÄȢȰ   
Ȱ%ØÃÅÌÌÅÎÔ ÎÅÔ×ÏÒËÉÎÇ ÏÐÐÏÒÔÕÎÉÔÉÅÓȢ ) ÐÅÒÓÏÎÁÌÌÙ ÈÁÖÅ Ô×Ï ÍÅÅÔÉÎÇÓ ÓÅÔ ÕÐ ÔÏ 
advance my contact centre.  Overall, a great conference, one of the best I have 

ÁÔÔÅÎÄÅÄȱȱ 
Å ING Direct established a contact centre in Moncton in 2011. 

 



What We Offer 

 

 

Discounted rates on association events including the annual Awards of Excellence 
gala dinner, Contact Atlantic, Atlantic Canada’s only contact centre industry 
conference and expo, as well as other training, networking and information-
sharing events as determined by our members. 

 

Member-exclusive events such as our Best Practice Sessions – which bring 
members together members to share ideas and best practices in a number of 
disciplines including workforce management, quality home agent programs and 
technology.  

 

Access to competitive compensation and general interest data for cities, regions 
and the province as a whole and an opportunity to speak directly to colleagues. 

 

Business referrals where applicable. 
 

 

 

 

 



What We Offer 

 

 

Here’s what our members say about ContactNB: 

 

ñAt VAS we recognise that ContactNB represents our industry with a strong 

voice and a clear message that New Brunswick is the destination of choice for 

Contact Centre Business in North America. At a time when other sectors are 

losing jobs, ours has continued to grow, thanks to ContactNB continuous 

efforts to work with the Government to promote our People and our 

Technology. ContactNB not only handles press inquiries about our industry, 

they do so in a very positive way that continues to create a positive image of 

our industry.ò 

               – Rob Campbell, Director of Operations, Virtual Agent Services 

 

 

 

 



What We Offer 

 

 

I believe we have an obligation to demonstrate how we can work collaboratively as an Industry !  
It is a great example of how we work for the greater good, together, whether that good be for 
the Industry as a whole, for the community we live in or for the province. 
- Joe D’Ettore, Centre Manager, RBC Royal Bank 

   

Delta Hotels and Resorts Global Reservation Services has been a member of ContactNB for well 
over ten years.  During this time members of our team have attended many extremely valuable 
training seminars, conferences, and best practice sessions hosted by ContactNB.  As a result our 
team members have grown professionally and our operation has been better able to adapt to 
trends in the industry and improve service to our customers.  ContactNB has also provided me 
with a fantastic professional development opportunity to be a member of the association 
executive and president for several years.  With the addition of the Awards of Excellence event 
we have also enjoyed preparing nominations, being recognized, and seeing others be recognized 
for the great work that is being done in centres across New Brunswick. 
- Perry Kendall, Director, Delta Hotels & Resorts Global Reservation Services 

 

 

 

 



Our Website 

www.contactnb.ca 
 

 

 

 

 

 

 

 


