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FIFA World Cup 
catalyst for ICT 
industry growth 
CARLA THOMAZ I FEATURES REPORTER 

The 2010 FIFA World Cup 
has been a catalyst for the 
information and com­

munication technology (ICT) 
industry in South Africa; how­
ever, customer service delivery 
is critical for the event's success, 
says call centre technology com­
pany Inter-Active Technologies. 

Inter-Active Technologies CEO 
Brendan van Staaden says compa­
nies need to manage an expected 

If you are going to achieve 
excellence in big things, you 
develop the habit in little matters. 
Excellence is not an exception - it 
is a prevailing attitude. 

increase in volumes in prepara­
tion for the 2010 FIFA World 
Cup, as an increase in demand 
across the board of the ICT sec­
tor is also expected to occur. He 
adds that the ability to consist­
ently and reliably meet customer 
service demands during this 
phase will underpin an organi­
sation's level of success. 

"International visitors are 
going to arrive in the country 
with certain expectations regard­
ing service levels. 

"While there should be an 
[adequate] standard for in­
frastructure, bandwidth and 
technology in place, a less-than-
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WORLD CUP 2010 

GROWTH CATALYST 
The value ICT adds to a business 
and its ability to effectively deliver 
services will be seen in the 
upcoming 2010 FIFA World 
Cup 

appropriate service through 
the Internet portal or customer 
service delivery channel will 
reflect poorly. 

"South Africa must raise its 
ICT and call centre levels of ser­
vice to world-class standards," 
he says. 

Inter-Active Technologies is 
already experiencing the ben­
efits of the 2010 FIFA World 
Cup. It has expanded its busi­
ness to accommodate projected 
excess call capacity from exist-

BRENDAN VAN STAADEN 
Inter-Active Technologies will provide 
visitors with overflow and excess call 
management centres to alleviate the 
anticipated pressure and maintain 
high standards of delivery 

ing call centres when unusually 
high call volumes occur. 

Van Staaden explains that a 
number of companies have been 
rolling out projects in prepara­
tion for the 2010 FIFA World 
Cup since 2006 and that work 
will continue. 

The initiatives around the 
broader ICT arena include broad­
band, bandwidths and connec­
tivity initiatives that will allow 
broadcasting, mobile phone 
access and Internet access to 

operate more smoothly during 
the event. 

One of the biggest challenges 
remaining, he says, is getting the 
connectivity to areas where there 
will be a concentration of media, 
sportspeople, fans and visitors. 

The challenge lies in ensuring 
that the infrastructure available 
reaches these so called hot spots. 

While the 2010 FIFA World 
Cup has been a contributing 
factor in the growth of the ICT 
sector, Van Staaden believes 
government should take over as 
the primary driver of ICT spend, 
following the sporting event. 

He reports that the telecom-
munications/ICT industry con­
tributes about 7% to South 
Africa's gross domestic product 
and, as such, its importance can­
not be ignored. 

He adds that the projected 
growth rate for the telecommu­
nications industry is between 13% 
and 15% a year and that post-2010 
is the perfect platform for that 
rate of growth to occur. 

"Government should become 
actively involved, as the infra­
structure that will be available 
after the event can be used for 
government initiatives to assist 
local municipalities to improve 
service delivery," he says. 

Van Staaden believes South 
Africa will enjoy the postevent 
benefits that other countries 
have enjoyed from past FIFA 
World Cups, including increased 
tourism. 

"South Africa will enjoy the 
spin-off and will be able to offer 
more with the added infrastruc­
ture, which can serve our tour­
ism industry, among others, 
well," he says. 

He believes that the infrastruc­
ture and excess capacity that will 
be available after the event will 
also increase South Africa's abil­
ity to position itself competitively 
on the business process outsourc­
ing (BPO) front. 

While the country has expe­
rienced some BPO activity, he 
adds, it has not experienced the 
growth that was anticipated for 
a number of reasons, includ­
ing the struggle to provide cost-
effective bandwidth to offshore 
companies. 

He firmly believes that 
increased capacity will contrib­
ute towards the BPO industry 
being able to provide cost-ef­
fective bandwidth, which will 
improve the industry's ability to 
receive and make calls for inter­
national companies. 

"Next year is going to be South 
Africa's showcase in terms of the 
ICT sector, proving to the world 
that we can deliver, which is 
going to be a great achievement 
for Africa. 

"It is clear that the investment 
made by the World Cup part­
ners and government will leave 
an ICT legacy that will benefit 
South Africa and Africa beyond 
2010," Van Staaden concludes. 
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