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Over the past couple of years, 
some organisations have 
seen the wisdom in investing 

in call centre facilities in order to en-
hance service delivery and customer 
service. Some companies have opted 
to establish in-house call centres which 
can handle both inbound and outbound 
traffic while others have opted for the 
outsourcing route. 

The success of call centres and their 
ability to drive up customer satisfac-
tion and sales revenue in this part of 
the world has not been documented 
extensively. 

However, increasing investment 
in the model indicates that the leader-
ship in companies that have opted to 
invest in the service delivery channel 
have some confidence in its ability to 
meet objectives and achieve expected 

returns. Consumer satisfaction reports 
indicate that customers who have used 
local call centres have had a mixed expe-
rience, with some indicating that they 
have been delighted by the experience 
while others project less than happy 
experiences. 

Customer segment
On the latter customer segment, a re-
port highlighted how a customer of a 
local large utility company sought the 
services of the company’s call centre to 
sort out what he perceived as a minor 
problem. What started off as a simple 
request for service delivery ended up 
as a 12-hour wait for a representative 
of the company to get to his premises. 
Apparently, this particular customer 
had to talk through approximately 
five customer agents at the call centre, 

two senior executives at the head of-
fice, and three field technicians for his 
problem to be resolved. The solution to 
the problem ended up being the pur-
chase of a small  gadget that needed 
to be replaced, at a cost of Sh400. As-
suming we decided to calculate the eco-
nomic cost of serving this particular 
customer, the organisation 
in question probably spent 
about Sh40,000 to solve a 
Sh400 problem. 

So what seems to be 
the problem here? Clearly, 
the leadership driving the 
organisation  has been en-
lightened to the fact that 
call centres actually work. 
They have probably taken 
full expenses’ paid trips to des-
tinations like India and Mauritius to 
see how this service delivery channel 
actually works. 

They probably have hired the best 
call centre talent and expertise in the 
country to manage their investments.   
But despite all this effort, they are prob-
ably missing out on one fundamental 
point — the ability of the call centre to 
be part and parcel of the organisation’s 

business delivery system.
Despite the best efforts of the call 

centre agents in logging and tracking 
the customer complaint, it was quite 
evident that they had no power or in-
fluence over the field technicians who 
would ultimately be responsible for re-
solving the problem at the customer’s 

premises. 
As far as the field tech-

nicians were concerned, 
their office would deal 
with whatever requests 
came from the call centre 
as they saw fit and in their 
own time. In this regard, 
the customer figured out 
that it was more effective 
to deal directly with field 
technicians rather than 

leverage the services and so turned to 
the convenience of the call centre. 

Over and above this state of affairs, 
the call centre agents were encouraging 
the customer to consider alternative, 
albeit somewhat illegal ways to resolve 
the problem at hand.

What does all this boil down to? Vi-
sion is not equivalent to fantasy. As our 
country continues to focus on imple-

menting the ICT strategy which is one 
of the core pillars of delivering Vision 
2030, we all need to be cognizant of 
the fact that realistic leaders should be 
objective enough to minimise illusions 
and understand that self deception can 
cost them their vision.

The leadership of this particular 
company is probably well meaning 
and has invested heavily in a call cen-
tre to help them achieve their vision 
and objectives. 

The reality of the matter, however, 
is that a call centre cannot function 
in isolation and has to be integrated 
with the rest of the organisation to 
enhance overall service delivery and 
revenue growth.

In the same regard, our country’s 
grandiose plans of becoming a leading 
business outsourcing destination have 
to be looked at realistically within the 
context of the reality on the ground. 

Will customers who subscribe to our 
BPO service have to establish person-
al relationships with the country’s ICT 
technocrats in order for their transac-
tions to be fulfilled? I guess this should 
be some food for thought. 
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noticed as they spoke. One particular 
buxom woman (the one who cleans my 
office) had the whole room in a trance 
as she mouthed a very juicy story. 

I could not believe my ears when she 
said that my former PA had asked her to 
place a pouch filled with mitishamba in 
the bottom drawer of my desk. 

Her entire audience let out a col-
lective gasp as she said, “the very next 
day, Bwana Josphat got very unwell.” 
She went on to say that my 
former PA was determined 
to hound me out of the office 
by ensuring that I get too ill 
to perform. 

I was tempted to walk in 
and say, “nonsense!” and fire 
all of them. Of course I lack 
the powers to do so since all 
the cleaners are contracted. 
I stealthily walked out of my 
corner and tiptoed back to 
my office and pretended to work.

 Looking back, a part of me did not 
believe one word of the conversation. 
After all, mosquitoes cause Malaria 
not powdered potions.  However, my 
mother’s fears regarding witchcraft 
kept ringing in my ears. 

I find it also too much of a coinci-
dence that I got sick soon after the por-
tion was allegedly placed in my drawer. 
The other side of my brain would say 
that perhaps the cleaning woman was 
just making it all up to score points 

with her co-workers. Finally, I decided 
to put my doubt to rest by opening the 
drawer. My bottom drawer contains an 
assortment of old papers, handbooks 
and even a pair of shoes. 

I had to dig very deep and remove 
everything before I could see what 
was at the bottom.  As sure as the sky 
is blue,  I found a tiny bundle of poly-
thene paper placed firmly in a corner 
of my desk drawer. 

  I decided not to take 
any chances with the por-
tion. In fact, I decided to 
go and throw it far away 
into the ocean. I shut down 
my computer, switched off 
the lights and went to the 
parking lot. 

I drove to the seaside 
and hurled the annoying 
bundle into the ocean. On 
my way back, I decided to 

find a way of limiting  cleaners’ access 
to my office. 

However, if I did that it could raise 
suspicion. So I decided to give the im-
pression that all was well and let things 
stay as they were. 

When I walked into the office I 
bumped into my very shocked cleaning 
woman. I had to resist the temptation 
to smugly tell her “ your magic cannot 
work one me!” She put on a big smile 
and even thanked the Lord for my good 
health. What sarcasm!

There is a saying in my mother 
tongue on the folly of  eaves-
dropping on people. After my 

experience this morning I  fully under-
stand the reason for the warning. 

Let me start from the beginning. I 
resumed work today after a two-week 
sick off. I have been bed-ridden with 
a severe bout of Malaria. I had all the 
symptoms — from  a fever to a run-
ning stomach to panic attacks — for 
a moment I thought I was about to 
meet my maker. I never thought the 
day would come when I would look 
forward to working, but today the day 
did indeed come. In my excitement, 
I reported to work at 7  am. I  locked 
myself in the office and begun working 
on my laptop. 

Half an hour later I felt very thirsty 
and decided to walk to the tea room   

for a refreshing cup of tea. Just before 
I opened the door, I realised that the 
entire cleaning team was having their 
daily dose of morning tea and gossip. 
Based on my experiences with Peninah 
the cleaning woman, I have come to re-

alise that cleaners have lots of informa-
tion to give. My belief was reinforced 
when I heard my name pop up again 
and again. Since my interest had been 
sufficiently piqued, I hid my frame in a 
vantage corner where I could stay  un-
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