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A 12-Year 
Journey

Global Services Association  
of Jamaica
formerly 

The Business Process Industry 
Association of Jamaica

The Business Process Industry 
Association of Jamaica (BPIAJ)
is a non-profit and non-
governmental organization. The 
BPIAJ represents all segment 
of the outsourcing industry and 
Information, Communications 
Technology companies doing 
business in Jamaica.

The BPIAJ’s overall goal is to lobby 
the government on behalf of the 
ICT-BPO operators to improve 
the operating and regulatory 
environment, to assist member 
companies as a group in positioning 
their interest and competitive 
advantages; and to promote the 
image of the business sector in 
Jamaica, the region and the World.

The Vision
Jamaica, the leading English-
speaking Outsourcing destination 
in the region.

The Mission
To represent, grow and diversify 
Jamaica’s outsourcing industry 
thereby creating quality jobs for 
its citizens by supporting and 
attracting businesses in the 
industry across the country.
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GSAJ - A 12-Year Journey

History
In the mid-2000s it was recognized that the BPO sector at that time was known as 
the ICT or Telemarketing sector was growing faster than the supporting infrastructure.

The Montego Bay Free Zone Company (MBFZ) and industry leaders such as Lynda 
Langford and Angaleta Whyte, Patrick Casserly and Gloria Henry were the voice of the 
sector. They were soon joined by Conrad Robinson, who was assigned to the regional 
office of Jampro. Determined to support the growing private sector cluster, Gloria and 
Conrad attempted on a few occasions to set up an association that would serve as the 
voice of the sector. The first attempt was via the Jamaica Chamber of Commerce and a 
meeting has held in the MBFZ, hosted by Market Track, but the challenges at that point 
was logistics and cost. When that attempt proved futile, they were not daunted and 
went on to pursue another area via the Montego Bay Chamber of Commerce & Industry 
and Jamaica Business Center (Jambiz). The operational structure and funding soon 
proved to be yet another hurdle that impeded the feasibility of this approach.

Eventually, under the Ministry of Industry, Investment and Commerce, then Minister 
Tufton approved a small seed funding from Jampro, the sector began. With offices 
in the MBFZ, Yoni Epstein, committed itel BPO to providing secretariat hosting and 
operational support during the first few years.

With the legal framework developed, the Business Process Industry Association of 
Jamaica was officially registered in 2012 and formerly commissioned in January, 2013.

Some notable achievements of 
the BPIAJ are as follows:
•	 Successful lobby for GCT exemptions, 

before the development of the Special 
Economic Zone regime

•	 Securing facilitation of fingerprinting 
for BPO workers

•	 Establish and convene 
Outsource2Jamaica since 2018

•	 Successfully partnering with the 
Government of Jamaica for the Global 
Services Skill project

•	 Establishment of the BPO incubator 
in partnership with the Port Authority 
of Jamaica Free Zones, which hosted 
16 firms up to March 2025 with a 
success rate of 94%

•	 Developing and supporting a demand 
lead training model with HEART 
NSTA Trust
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5
Some notable achievements of 
the BPIAJ (continued):
•	 Establishing a Global Services Skills 

Council (GSSC)

•	 Drafting Sector Protocols during the 
pandemic and successfully keeping 
the sector open despite country 
lockdown

•	 Securing funding for a Disaster 
Risk Management Framework 
and subsequently a Consultant to 
support small firms in developing 
their policy

•	 Working with the Ministry of Health 
and Wellness to establish minimum 
Contact Center standards during the 
Covid-19 pandemic

•	 Working with the Ministry of Finance 
and the Jamaica Special Economic 
Zone Authority to establish a Work-
At-Home framework and facility 
during and after the pandemic

•	 Securing a grant for the 
establishment of an incubator in 
Portmore, St. Catherine

•	 Supporting the promotion of Jamaica 
as an outsourcing location of choice

•	 Keeping the public informed through 
the publication of BPO Jamaica

•	 Name change made in 2019 to Global 
Services Association of Jamaica 
was now more representative of 
the members and the diversity of 
business activities.

Yoni Epstein
2013-2016

Guna Muppurri
2016-2017

Gloria Henry
2017-2022

Anand Biradar
2022-2024

Wayne Sinclair
Aug 2024 - Present

The Association has had five persons serving in the role of 
President as follows:

The GSAJ Secretariat
The Secretariat for the BPIAJ is housed at the MBFZ and is staffed by three full time 
employees and supported by three part-time resources.

It is the goal of the GSAJ to support Jamaica’s transition into higher value services and 
continue to create an enabling environment for the GSS to thrive.
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Welcome to the Outsource to Jamaica (O2J) Conference. As we 

gather to explore the dynamic landscape of the global services 

sector, it is essential to reflect on both the current state and future 

prospects of this vital industry, with a special focus on Jamaica’s 

contributions and potential.

Current State of the Global Services Sector

The global services sector is experiencing unprecedented growth and transformation. 
According to the 2024 Global Business Services Industry Report by Benchmark 
International, in 2023 the market was valued at approximately $203.7 billion and 
is projected to reach a staggering $1.38 trillion by 2032, with a compound annual 
growth rate (CAGR) of 21%.

Current State of the Jamaican Global Services Sector

Jamaica has established itself as a significant player in the global services sector, 
particularly in business process outsourcing (BPO) and offshore outsourcing. The 
sector employs over 60,000 individuals, providing a range of services. The Jamaican 
global services sector has been instrumental in job creation and economic growth, 
especially during challenging times such as the COVID-19 pandemic.

Future State of the Global Services Sector

Looking ahead, the global services sector is poised for further evolution. Emerging 
technologies such as generative AI, deep-tech, and quantum computing are expected 
to create millions of jobs from 2025 onward.

With an impressive lineup of international buyers, change makers and thought 
leaders we are confident that this conference will provide valuable insights and foster 
meaningful discussions that will shape the future of the global services sector.

The sector is currently undergoing a transformation, with a focus on integrating 
disruptive technologies like AI and robotic process automation (RPA) to enhance 
service offerings. Companies are shifting from cost-saving measures to innovation 
and value addition, positioning themselves at the forefront of technological 
advancements.

President’s
Message
Wayne Sinclair
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Gloria Henry

Chairman’s
Message

As Chairman of Outsource2Jamaica (O2J), I am honoured to 

contribute to a movement that continues to challenge the status 

quo, elevate the conversation, and push the boundaries of what’s 

possible for Jamaica in the global services sector. Our theme this 

year – Driving Excellence: Talent, Technology & Transformation – 

captures the essence of where we are and where we must go.

For Jamaica to remain competitive in a rapidly evolving global digital economy, we 
must go beyond our legacy strengths in voice-based services. We need an ecosystem 
that fuses world-class talent, cutting-edge technology, and an uncompromising 
commitment to transformation.

We are seeing a shift.

Our Sector is once again seeing a shift, but we are not surprised because we are 
not under any illusion of complacency – we are always ready for the next wave of 
change. O2J exists to spotlight that evolution. It is our stage, our marketplace, and 
our sounding board; bringing together, best in class thought leaders and experts 
from across the world to share best practices, network, connect and provide learning 
opportunities.

Our young professionals are not just answering calls—they are coding, analyzing, 
designing, and building. Our companies are not just supporting operations—they 
are driving strategy, automating processes, and delivering end-to-end solutions for 
global clients. And our partners are not just outsourcing work—they are investing in 
capability and co-creating value in Jamaica.

I want to thank all our sponsors, partners, stakeholders, GSAJ Secretariat, my team 
members at the Montego Bay Free Zone, the many volunteers; our support team- 
Philippa, DeShae and Courtney and most of all, the Fundraising Committee, headed 
by Leezo Wallace.

As we look ahead, the mission is clear: We must support Logistics in a big way; we 
must develop the talent, we must deploy the technology and we must deliver the 
transformation.

Let’s continue to lead. Let’s drive excellence—together.
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Dr The Most Honourable, Andrew Michael Holness ON, PC, MP
Prime Minister of Jamaica

Keynote
Speaker

Dr. the Most Honourable Andrew Michael Holness 
is Jamaica’s 9th Prime Minister and is the youngest 
Jamaican to serve in this position. The Prime Minister 
holds a Doctor of Law and Policy from the Northeastern 
University and is an alumnus of the University of the 
West Indies, where he holds a Bachelor of Science 
degree in Management Studies and a Master of 
Science degree in Development Studies.

In 2011, Prime Minister Holness set a new milestone 
by becoming Jamaica’s youngest Prime Minister and 
the firstborn after the country’s independence in 1962. 
Although his initial term was brief, he was elected in 
2016 at age 44, becoming the youngest to be elected 
to the office. In 2020, Holness led the Jamaica Labour 
Party (JLP) to a decisive victory, securing a second 
term as Prime Minister and reinforcing his leadership 
on both national and international fronts.

Under his leadership, the country has achieved 
record job creation, reducing unemployment to an 
all-time low of 4.2%. His administration’s prudent 
fiscal measures, including tax reductions, raising the 
income tax threshold, and lowering the national debt 
to its lowest level in 30 years, have strengthened the 
economy and eased financial burdens on citizens, 
among many other notable achievements.

In recognition of Prime Minister Holness’s 
contributions to the development of Jamaica, he 
was inscribed on the Roll of Honour in 2017 at the 
University of the West Indies (UWI) Park. In 2024, he 
received an honorary doctorate from Delaware State 
University in the United States for outstanding service 
to Jamaica.

Prime Minister Holness is married to the Most 
Honourable Juliet Holness, who serves as Speaker of 
the House of Representatives.
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Senator the Honourable Aubyn Hill
Minister of Industry, Investment and Commerce

Portfolio
Minister

Minister Aubyn Hill’s portfolio responsibility includes 
JAMPRO, JANAAC, Cannabis Licensing Authority, 
Trade Board Limited, Companies Office of Jamaica, 
Consumer Affairs Commission and Bureau of 
Standards.

Minister Aubyn Hill has over 35 years of working 
experience in the private sector. As an international 
banker, he has lived in nine countries and done business 
in more than 115. With a Harvard Business School MBA, 
Senator Hill spent 21 years as a banker in the Middle 
East. Starting in 2002, he also led the management 
team which completed the successful turnaround of 
one of the largest banks in the Caribbean, National 
Commercial Bank Jamaica Limited (NCB).

He has served on various private and public sector 
corporate boards.

In March 2016, Prime Minister Andrew Holness 
appointed Aubyn to the Senate and he was 
subsequently elected as Deputy President of the 
Senate. The Prime Minister also appointed Senator 
Hill as non-resident High Commissioner for Jamaica to 
India. In October 2017 Aubyn was chosen as the CEO of 
the Prime Minister’s Economic Growth Council.

After Prime Minister Andrew Holness was returned 
as Prime Minister, on September 3, 2020, he invited 
Senator Aubyn Hill to join his cabinet in the Ministry 
which the Prime Minister leads – the Ministry of 
Economic Growth and Job Creation. Minister Hill 
had responsibility for Water, Land, BPOs, the Special 
Economic Zone Authority of Jamaica and special 
projects as decided by the Prime Minister.

On January 11, 2022, Prime Minister Holness reshuffled 
the Cabinet and appointed Minister Hill as Minister 
of Industry, Investment and Commerce. Minister Hill 
has responsibility for 22 agencies and departments 
including JAMPRO.
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7:45 – 8:45 am

8:45 – 9:00 am

Host: Gloria Henry, JP

Registration – Foyer 

Ice Breaker –	
Motivational Speech

          9:00 AM- 10:00 AMOPENING CEREMONY

National Anthem

Prayer

President’s Welcome

Transitioning to 
Digital Global 
Services

Official Opening Keynote – 	
Address by the Prime Minister

Pastor Jermaine Johnson

Mr. Wayne Sinclair –  
President, GSAJ

Senator, the Hon. Aubyn Hill – 
Minister of Industry, Investment  

and Commerce

Dr. the Most Hon. Andrew Holness ON, PC, MP 
Prime Minister of Jamaica
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Host: Conrad Robinson,  
Global Digital Services Manager, JAMPRO

Host: Mr Yoni Epstein, CD – Founder and CEO, Itel

Host: Ms Chantal Bennett – Attorney-At-Law DunnCox and SEZ Specialist

Sponsored by:

          10:30 AM – 11:15 AM

          11:15 AM – 12 NOON

          10:00 AM - 10:30 AM

PANEL 1 – BPO SECTOR

PANEL 2 – LOGISTICS SECTOR

Driving Excellence in Nearshore BPO, the pillars of competitive advantage;  
US, Canada, Jamaica Perspective

Positioning Jamaica for Global Competitiveness Logistics – Sectors driving logistics –  
ecommerce, Manufacturing, Agriculture, Tourism...

COFFEE BREAK

BUSINESS SESSIONS BEGIN

Official Opening Keynote – 	
Address by the Prime Minister

Mr Erez Fisher  
EVP, Teleperformance

Mr. Gregory Campell  
GM Avalon Logistics

Ms Veronica Richards  
WW Calls, Canada

Mrs Kelli Dawn Hamilton  
CEO, JSEZA

Mr Leon Davis  
Snr Dir/GM Optimum/ 
Altice BPO

Ms Gloria Henry  
VP, BPO and Logistics 
PAJ

Mr Brad Meiller  
Spectrum Brands, 
USA

P
A
N
EL

LI
S
TS

P
A
N
EL

LI
S
TS
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Presenter: Mrs Shulette Cox – President, JAMPRO

          12 NOON – 12:15 PMThe Ease of Doing Business in Jamaica

          12:15 PM - 1:30 PMLUNCH BREAK

Host: Mr. Wayne Sinclair – Managing Director, National Credit Adjusters

Host: Mr Peter Ryan – CEO Ryan Strategic Advisory, Montreal, Canada

          1:30 PM – 2:15 PM

          2:15 PM – 2:45 PM

PANEL 3 – HIGHER VALUE SERVICES

UK/CANADA FIRESIDE CHAT

Expanding Beyond Voice: UntappedOpportunities in the GSS – Healthcare, Fintech,  
Finance & Accounting Cyber-security considerations

How Jamaica Positions itself for UK and Canadian Investment

Mr Kishman Spence  
Executive Director  
KPMG, JESS

Mr Phil Kitchen  
Founder/MD  
Customer Contact Panel

Mr. Carlos Newton  
Fintech Sector Executive
T&T International  
Finance Center (TTIFC)

Mr. Andrew Obrien  
President and CEO,  
Blue Ocean Contact  
Centre

Mr Marlon Cooper  
CEO of Symptai 
Consulting

Ms Tastey Blackman 
Consultant and Regional 
Coordinator, UK Trade 
PartnersP
A
N
EL

LI
S
TS

P R E S E N T E R S

Programme
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          3:30 PM - 3:45 PMNETWORKING BREAK & GIVEAWAYS 

Host: Ms Marjorie Straw – GSS Specialist and Consultant

Host: Egbert von-Frankenberg – CEO Knightfoxx App Design

             2:45 PM – 3:30 PM

          3:45 PM – 4:00 PM

PANEL 4 – TRAINING/SKILLS DEVELOPMENT

THE ROLE OF DISRUPTIVE TECHNOLOGY

Driving Innovation and Sustainable Growth; the GSSC – Unpacking New Opportunities
for Future Skills Development and Demand Led Training

Leveraging Generative AI for efficiency and Effectiveness in the GSS

Mr Egbert von-Frankenberg  
Chairman GSSC

Mr Juan Caire  
Contact Center Expert & 
Nearshore BPO Leader - 
Alliance BPO

Mrs Lynda Langford  
Country Director –  
Conduent Jamaica

Mr Sean Duncombe  
Co-Founder and COO, 
Podcast.AI

Dr. Taniesha Ingleton  
Managing Director 
Heart/NSTA Trust

Mr Don Gittens 
Managing Director – 
Manpower Maintenance
ServicesP

A
N
EL

LI
S
TS

P R E S E N T E R S
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Host: Mrs Tamara 
Ricketts-Brown

BPO Leader and  
Operations Expert

Co-Host: 
Mr Leezo Wallace
Senior Director Contact 
Center Operations

             4:00 PM – 5:00 PMTHE VOICE OF THE LEADERS – THE POWER BEHIND JAMAICA’S GSS

Mrs Jean Marie 
Dillon Barrett 

Mr Duane 
Williams

Mr Lowenfield 
Alleyne

Mr Christopher 
Boucher

Mr Damion 
Newell

Ms Melanie 
Barriffe

Ms Tamara 
Moulton

P
A
N
EL

LI
S
TS

Closing Remarks: Mr Wayne Sinclair – President, GSAJ

          5:00 PM – 5:15 PM

       5:15 PM – 6:30 PM

Trade Show Give-aways; 
Best Booth Winner Announcement

Closing Cocktail / Networking for Sponsors & Exhibitors;
Entertainment – Ms Marsha Kennedy

Programme
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Yoni Epstein (Host)
Founding Chairman & CEO itel

As a visionary, Yoni Epstein broke the mould of traditional 
outsourcing services by creating a forward-thinking contact centre 
when he launched itelbpo in 2012. The company was built on 
purpose and designed for the future. He achieved rapid YOY growth 
to create the region’s largest homegrown global services provider, 
operating in six countries including a network of at-home subject 
matter experts.

Erez Fishman
Executive VP of Operations,
Teleperformance

Erez Fishman is Executive Vice President of Teleperformance (TP). 
He possesses excellent financial and operational acumen with more 
than 15 years’ experience working with several BPOs in several roles 
and has lead client engagement and execution for strategic clients, 
such as AT&T, Apple, UPS, Comcast and SiriusXM.

Brad Meiller
Customer Experience & Contact Centre
Operations Leader

Brad Meiller is a results-driven leader with over 20 years of expertise 
in customer experience, contact center operations, and BPO 
strategy His experience spans outsourcing and vendor management 
across key regions, including the Caribbean, LATAM, Mexico, the 
Philippines, and the U.S., helping organizations scale efficiently 
while maintaining exceptional service quality.

 BPO SECTOR (PANEL 1) SPEAKERS
DRIVING EXCELLENCE IN NEARSHORE BPO, THE PILLARS  

OF COMPETITIVE ADVANTAGE

13



Leon Davis
Country Manager – Optimum Altice BPO
Leon Davis is a seasoned professional with over 12 years of experience 
in the BPO industry, including 8+ years as a senior-level manager. 
He’s achieved significant success, from launching a site with 2,000+ 
staff to supporting the launches of three global sites. Leon worked 
as an Accountant and Audit Senior prior to his BPO career. He holds 
an MBA in Banking and Finance from the Mona School of Business.

Chantal S. Bennett (Host)
Attorney at Law
Chantal Bennet is a member of DunnCox’s Corporate & Commercial 
Department. She has advised local and overseas clients on complex 
commercial transactions involving various matters. She also provides 
advice on trade law, tax matters, corporate governance and regulatory 
compliance matters. Prior to working at DunnCox, Chantal worked in 
the public sector at the Attorney General’s Chambers (“AGC”) in the 
International Afffairs Divion JSEZA.

Gregory Campbell
Managing Director – Avalon Logistics
Gregory Campbell has decades of experience in warehousing and 
logistics. As a member of the Warehouse Educational Research 
Council (W.E.R.C.), a leading warehouse education and research 
forum based in Illinois, USA, he has built a deep understanding of the 
industry. This understanding is complimented by his post graduate 
experience of providing implementation services in leading distribution 
and accounting software such as SAGE\Accpac Plus and Great Plains 
\ Microsoft Dynamics. Mr. Campbell has also optimized warehousing 
and transportation solutions for several major local companies as a 
consultant.

Veronica Richards
WW Calls Canada
Veronica Richards is a businesswoman with over 29 years’ experience 
helping companies connect with their potential clients and expand 
globally. Through the contact center operations in Mexico, along 
with the company’s comprehensive databases and multilingual 
team, clients are effectively connected with both their current and 
prospective customers.

LOGISTICS (PANEL 2) SPEAKERS

             CONTINUED BPO SECTOR PANEL SPEAKERS

14



Kelly-Dawn Hamilton
CEO – Jamaica Special Economic Zone Authority
Kelli-Dawn Hamilton is a distinguished professional with a wealth 
of expertise in policy development, international trade, public 
relations, and investment facilitation. Ms. Hamilton also actively 
contributes to the governance landscape of Jamaica serving on the 
Board of Directors of prestigious organizations such as the Spectrum 
Management Authority of Jamaica, the Jamaica International 
Financial Services Authority (JIFSA), and the Rural Agricultural 
Development Agency (RADA). She holds a Master of Science Degree 
in Comparative Politics and Political Theory, as well as a Bachelor of 
Science in International Relations.

Wayne Sinclair (Host)
Managing Director, National Credit Adjusters
Wayne Sinclair is the Managing Director of National Credit Adjusters 
Jamaica (NCA), and the current President of the GSAJ. In 1990 
he turned his attention to his passion of music and has since had 
extensive experience in the areas of entertainment and media, having 
worked in various capacities on several film and music productions 
both in Los Angeles and his native Jamaica.

Gloria Henry
Vice President, BPO & Logistics, Port Authority of Jamaica
Ms. Gloria Henry is a seasoned professional specializing in Business 
Process Outsourcing (BPO) and logistics, with a deep expertise in 
Special Economic Zone (SEZ) policies. Renowned for her dynamic 
leadership, she plays a pivotal role in driving investment facilitation, 
advancing real estate services, and crafting innovative customer 
engagement strategies. Ms. Henry is recognized for her strategic 
vision in optimizing operational efficiency and fostering growth 
within the logistics and BPO sectors, contributing significantly to 
the development of Jamaica’s economic infrastructure and its global 
business competitiveness.

HIGHER VALUE SERVICES (PANEL 3) SPEAKERS
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            CONTINUED HIGHER VALUE SERVICES PANEL SPEAKERS

Tastey Blackman
Consultant and Regional Coordinator, UK Trade Partners
Tastey is a highly accomplished Business Development Consultant 
with a proven track record of driving growth. With over a decade of 
experience, she has been at the forefront of several transformative 
projects designed to elevate the global competitiveness of Jamaican 
IT and BPO firms. Most recently, she has been serving as the 
Regional Coordinator for the United Kingdom Trade Partners (UKTP) 
Jamaica and Caribbean Programme, funded by the UK’s Foreign, 
Commonwealth & Development Office (FCDO).

Carlos Newton
Fintech Sector Expert
Carlos is a strategic leader driving the advancement of the Fintech 
sector as Manager at the Trinidad and Tobago International Financial 
Centre. He is instrumental in planning and executing initiatives that 
cultivate the Fintech ecosystem, notably through One FinTech Avenue, 
the region’s premier Fintech innovation centre.

Kishman Spence
Executive Director KPMG, JESS
Kishman Spence has spent the last 24 years working in Customer 
Operations with global teams across the Caribbean, USA, Europe, Asia 
and Africa. He has worked with leading players in the Telecommunication 
(Cable & Wireless) and online retail (Vistaprint) Currently, he serves as 
the Executive Director of KPMG-Jamaica Extended Support Services 
(KPMG-JESS).

Marlon Cooper
CEO, Symptai
Marlon Cooper is a leader with over 25 years of experience in the realm 
of Data Analysis and Analytics, IT Security, Digital Transformation, Anti-
Money Laundering and related areas. He brings a blend of understated 
gravitas, business acumen, and a high level of energy to every endeavour. 
As CEO of Symptai Consulting Limited, he plays a pivotal role in driving 
the company’s strategic direction.
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Marjorie Straw (Host)
Business Development Professional/Consultant

Marjorie Straw is a development professional with a strong, credible 
reputation for effective engagement and execution with respect to 
large- scale projects. She has successfully executed the Global 
Services Sector Project, achieving 98% spend, and scores of 4.8 and 
5 out of five for effectiveness and sustainability, respectively. She 
also drove pivotal business climate reforms in Jamaica, resulting in 
top performance in the 2015 Doing Business Report.

Egbert von Frankenberg
Chairman GSSC

Originally from Berlin, Germany, Egbert von Frankenberg has lived 
and worked in Jamaica for over 10 years. Egbert is the CEO of 
Knightfox App Design Ltd. which he founded together with the CTO 
Robert Ainsworth in 2013 out of the need to provide quality software 
to the Caribbean and its international clients. Their belief is that 
good quality code is a product that needs to differentiate through 
innovation, quality, sustainability, and ethics of the trade.

Don Gittens
Managing Director – Manpower Maintenance Services

Don A. Gittens is the Chief Executive Officer (CEO) of Manpower 
and Maintenance Services Limited Group comprising Manpower 
and Maintenance Services Limited (MMS), Manpower & 
Maintenance Business Services Limited (MMBS); Manpower and 
Maintenance Sales and Distribution Limited; Institute for Workforce 
Education & Development (IWED); Manpower & Maintenance 
Services Foundation and the M’Power Women’s Group. Among 
his experience are Logistics, Energy, Infrastructure and Emerging 
Sectors, BPO.

 THE GLOBAL SERVICES SKILLS COUNCIL (PANEL4) SPEAKERS
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Dr Taneisha Ingleton
Managing Director – HEART/NSTA Trust
Dr Ingleton currently serves as the Managing Director of HEART/NSTA 
Trust and has been a very well accomplished leader in public service. In 
summary, she is an author, educator, leadership development programme 
designer, researcher and competency framework consultant. Dr. Ingleton 
has collaborated with private and public sector entities (nationally and 
internationally), non-governmental organisations and has successfully 
built and led high performance teams.

Lynda Langford
Country Director - Conduent
Lyn’s expertise and leadership in Jamaica has been a driving force in 
Conduent’s position and growth in Jamaica. As the Country Director Lyn 
is responsible for all aspects of employee, facilities and client satisfaction. 
Lyn’s tenure at Conduent has spanned over 23 years with Lyn leading 
various roles including operations, client account management and Vice 
President of Conduent’s Customer Care Division in Jamaica.

Peter Ryan (Speaker)
CEO Ryan Strategic Advisory, Montreal, Canada
Peter Ryan has been at the forefront of the contact centre services 
market advisory for over a decade. Having begun his career in London 
at Datamonitor in 2003, he quickly established himself as one of the 
foremost experts in the burgeoning Customer Relationship Management 
(CRM) sector. Over the course of his career, he has advised contact centre 
outsourcers, their clients, industry associations and governments on 
matters ranging from vertical market penetration and service delivery to 
best practices in offshore positioning.

Philip Kitchen (Speaker)
Founder/MD Customer Contact Panel
Founder & Managing Director - Customer Contact Panel (CCP) since 2015. 
CCP helps UK businesses source and onboard best-fit contact centre 
and technology providers to help with their customer contact needs. 
Over time, the network has grown from strength to strength, supporting 
global clients with resourcing network now consisting of over 170+ 
global outsourcer partners, covering functions such as (but not limited 
to) Customer Service, Sales, Appointment Setting, Lead Generation and 
Multi-lingual Support.

OTHER HOSTS / FIRE SIDE CHAT SPEAKERS

             CONTINUED GSSC PANEL SPEAKERS
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Andrew Obrien (Speaker)
President and CEO,  Blue Ocean Contact  Centre
As President and Chief Operating Officer, Andrew leads the Blue 
Ocean Contact Centers operations team. Core to his role is the 
continuous monitoring of financial performance and productivity, 
human resource planning, and quality assurance.

Juan Caire Contreras (Speaker)
Co-Founder and CEO, Alliance BPO Services
Contact Center and BPO Industry Expert, experienced in USA and 
LATAM market, for over a decade. Juan Caire has built and led 
high performing teams to develop multiple business verticals for a 
diverse portfolio of clients with hundreds of programs successfully 
implemented in Sales, Customer Support, Lead Gen, Nonprofit, Back 
Office and more, both in Spanish and English.

Sean Duncombe (Speaker)
Co-Founder and COO, Podcast.AI
Sean Duncombe is a distinguished entrepreneur and leader in 
technology innovation. In 2023, he co-founded PodcastAI, a US based 
business, a pioneering company utilizing advanced Agent AI technology 
to automate media, radio, and communication industries. Under his 
leadership, PodcastAI rapidly achieved impressive growth, secured 
multiple funding rounds from prestigious venture capital firms, and was 
selected by Jason Calacanis for the LAUNCH Accelerator, highlighting 
its innovative potential.

Shullette Cox (Speaker)
President, JAMPRO
Mrs. Shullette Cox assumed the role of President of Jamaica 
Promotions Corporation (JAMPRO) in February 2023, marking a 
pivotal chapter in the organisation’s history. With over 20 years 
of experience at JAMPRO, Mrs. Cox’s visionary leadership and 
unwavering dedication underpins JAMPRO’s mission to promote and 
facilitate exports, investments and linkages with a view to fostering 
Jamaica’s economic growth. She serves on boards of the Jamaica 
Special Economic Zone Authority (JSEZA), the Cannabis Licensing 
Authority (CLA), and the Jamaica International Financial Services 
Authority (JIFSA), where her strategic insights continue to shape 
Jamaica’s economic landscape.
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             CONTINUEDOTHER HOSTS/FIRE SIDE CHAT SPEAKERS

Conrad Robinson (Host)
Global Digital Services Manager, JAMPRO
With over 15 years of experience in promoting Jamaica’s trade and 
investment opportunities, Conrad is a passionate and results-oriented 
Global Digital Services Manager at JAMPRO. In this role, he leads the 
promotion of Jamaica’s Digital Services Sector strategy , enabling the 
country to reach new markets, attracting new client and investors. 
Conrad posses exceptional skills in new business development, 
business strategy, and strategic planning, which he leverages to create 
value for Jamaica. He is motivated by the mission of JAMPRO which is to 
facilitate Jamaica’s economic growth and development through export 
and investments.

Leezo Wallace (Host)
Senior Director Contact Center Operations
Experienced operations director with a track record of exceeding 
revenue targets and achieving outstanding service standards. Highly 
regarded for effect management of operations at unique vacations 
limited. A master troubleshooter with a sharp focus on developing and 
implementing process improvements to drive company growth and 
technical innovation.

Tamara Ricketts-Brown (Host)
BPO Leader and Operations Expert
An experienced and accomplished executive with over 20 years of 
strategic leadership in BPO. Proficient in onshore to offshore migration, 
operations management and functional support leadership. Tamara 
has served in several leadership roles in international and Fortune 500 
companies.
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