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1. Introduction

2020 has been a tough year for everyone with coronavirus carving a huge dent into most of
our plans. Thankfully, a vaccine looks imminent andedadstancing seems to be working.
Here in Ethiopia, rules have generally been less strict than the UK or America. People are
wearing maskg but social venues such as bars and clubs remain open. In Ethiopia, the
average is 18 but in Europe it is 48a different situation overall. Measures still have to be
put in place to protect people especially here where healthcare is not so developed.
CKIGiQa ¢gKeé ¢S5SaSisS2 KI OSesdieodi/MNBRSAetyda G FF &l ¥

Despite coronavirus, it has been an eventful year for business in Ethiopia and also the entire
outsourcing/offshoring industry. Privatisation of Ethio Telecom is going full steam ahead
which is exciting for any company like owriso are operating from the country. BPOs

continue moving to Africa and the Ethiopian Government, alongside Jobs Creation
Commission (JCC), have made it an official priority sector. Attracting FDI is still top of the
agenda here and this year further meassmwere put in place to improve Ease of Doing
Business (EoDB). Ethiopia was top performing country in Africa for GDP throughout 2020.
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This year Government here have put measures in place to improve Ease of Doing Business.

Having gone through the proceskobtaining a business and investment license from the
EIC we are working with the JCC to help to improve that processdmgdijng a sandbox for
early stage startips and limiting license requiremen(i§) putting together a one stop shop

forlicensid® ¢SaS0iS2 |v Aa Ay GKS YARREKaza#chs. ! RRA
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WebSprix. There is no limit to the talent available in Ethiopia and our relationsthpghe
universities gives us fast access to technical, engineering and language graduates. Our jobs
board also receives a steady flow of quality, interested candidateseteo.com/jobsAl

Blended CX and Cusher Support are the main solutions provided by Teségtelbbound and
outbound). Most of our clients are British so November/December has been quiet due to
lockdown. Things are now picking up again so (like everyone) we are very much looking
forward to a stong and productive 2021.
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2. Business News and Quarterly Reviews

Here at Teseteo we like to keep our clients, staff and stakeholders regularly updated on
gKIFGQa KFLIISYyAy3ad ¢KIFIGQa ¢gKeé ¢S LldzmftAak |jd
ustoda il & AYF2NN¥SR 2y Fff (GKIFIGQa 3I2Ay3 2y Ay
world is changing faster than ever so we hope our analysis keeps you all updated and
SYGSNIFAYySR® ¢S5aSiS2Qa SyLi28SSa taz 02yl
Leaderss a keen 3D printing analyst and some of his work can be read;here
teseteo.com/analysis

Q1

Sykes and WebHelp are two businesses we highly emulate at Teseteo so it was interesting to
see theirresponse to Covid 19. They are leveraging technology/management systems
already in place and managed to get thousands of employees working remotely within days.
lff 2So61SfLIQa !'Y aGFFF YR cXdppd Df20olffe
pandamic. Q1 of 2020 was eventful for M&A within the outsourcing/offshoring and
technology related sectors. ICD Group acquired ADV adding to their portfolio of businesses
around the world. 247 Intouch bought Knoah Solutions, Sabio Group (headquartered in
Londm) acquired Callware and Serbian M+Group took ownership of Turkish contact centre
CMC. [24]7.ai are a company we have been keeping a keen eye on as they use artificial
intelligence and machine learning to understand consumer intent. The software helps

crede a personalised experience across all channels encompassing big data, predictive
analytics, virtual agents and retiine decisioning. They also operate contact centres around
the world (including India, the Philippines and South America) employing ¢3@0 people.

It was a bad quarter for Ethiopian Airlines and they reported record revenue losses due to
the pandemic. 90% of international flights were cancelled but their cargo and maintenance
services continued to do well amid the crisi§.lick here for full review of the quarter.

Ethiopian born DirectoiGeneral of the WHO, Tedros Adhamo

Q2

2020 has been a good year for Ethio Telecom and 40% of it is still up for grabs. During Q2
the Ethiopian Government committed to establishing an autonomous telecoms regulator
called the Communications Authority (ECA). Its objective is to promotddtelopment of

high quality, efficient, reliable and affordable communications nationwide. Teseteo began
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G2N)] G6AGK Iy AYyUuSNysSi O2vyLl ye OFftSR 2So6{L
Between 8th July and™July 2020, Government collected around’24 billion Birr ($6.32

billion) in tax. The country adopted IFRS standards and companies/accountants must now
adhere to these requirements when submitting financial reports. New labour laws were put
into effect- probation for employees increased from #560 days. Maternity leave has now

been extended from 90 consecutive days to 90 working days and annual leave is up from 14
g2N]JAy3 RlIé&a G2 mc RIFéa om Y2NB RIFIeé FT2N Sd
work also increased on previous yearse@ime = 6AMAPM: 1.5 x hourly rate, 4PiEPM:
1.75 x hourly rate, "rest day": 2 x hourly rate and Public Holidays: 2.5 x hourly rate. It is
important to stay updated on the law in Ethiopia. We do that by keeping in touch with
lawyers here and regularly aeningthe news - Click here for full review of the quarter.

Q3

Q3 of 2020vas a lot more fruitful for Teseteo than Q2. We got ourselves onto a priority list
with Ethio Teleco, moved into a new office and grew with the addition of new sli€he

of the new projects has been promoting the UK Government's Green Energy Initiative
behalf of a British client. New advancements in the privatisation of Ethio Telecom continued
but there was also a slight disagreement around infrastructure. Ethiopia argued they had
spent billions on it alreadyso should have the opportunity to rertout. But big names like
Helios Towers were interested in Ethiopia so they could build and lease their own. Any
issues like this will be looked at and judged by the ECA. BPO/KPO/CX acquisitions were
plentiful in Q3 and Competence Contact Centre (CCQ baurght by TELUS for

approximately $1.3 billion. RingCentral also purchased First Connect. In August Teseteo
began working with the JCC to promote Ethiopia as a top destination. Our Senior Team meet
with Bernard Laurendeau (Commissioner's Advisor) oneklyebasis to discuss FROG
(Freelancing, Outsourcing and Gigs) initiatives. Our director also wrote an interesting case
study on the outsourcing industry in Jamaie&lick here for full review of the quarter.

Jamaica have built an impressive BPO/KPO industry.
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Q4

The UK went into another lockdown during this period which impadieskteo because

most of our clients are British. However we continue to support our clients and will surely

see them bounce back in 2021. In December we won two new inbound contiacts

healthcare company and an Al tech business. This was another paogitivier for Ethio

Telecom and everybody looks forward to finding out who the successful bidders are early
next year. In Q4 of 2020, four new data centre companies secured land in the Ethio ICT Park.
They have signed a memorandum of understanding (MoW)j thig EIC to provide storage,
infrastructure, cloud computing, webspace, domain hosting, virtual private centres and
colocation services. Those companies are Wingu.Africa, Scutix, Redfox and Raxio. Teseteo
continue to partner closely with the JCC arounil gpeation in the country. As part of their
TaskForce we are focussing on specific initiatives around improving FDI within BPO. Our
company have met some excellent entrepreneurs in Ethiopia over the last 3 mpnths

mainly thanks to that partnership with hJCC. Teseteo currently have two primary
AYyOPSaG2NA® C2NJ 20SNJ I @SIENJFYR | KFEEF GKSe@
experience so immensely helpful to growthClick here for full review of the quarter.

Original content

Analysis

Click here to read our analysis.

Conclusion

This has been a busy year for Teseted #re whole of Ethiopia. Moving into the new

Kazanchis office and interviewing candidates to join us was great as well. Now we have a top
team of graduates working hergtestament to the talent Ethiopia has on offer. As with
everyone this year, there wergetbacks but myself and management soldiered on. Teseteo
are for-profit but also have a strong ESG/CSR agenda in place. The fact we are making a
OKFIy3aS IyR KSfLAY3I G2 a2t @S 9UGUKAZ2LALlI Q& dzy§
given us the oppdunity to partner with various NFPs and Government bodies (i.e. Jobs
Creation Commission / King Baudouin Foundation). We have been keeping a close eye on
news regarding the privatisation of Ethio Telecom and a lot happened in 2020. The creation
of an inde@ndent communications authority (ECA) and completion of bidding means 2021
will be very exciting for the telecommunications industry. More fantastic news this year was
that Ethiopia came top for GDP growth throughout all of Africa. In fact, the only other
country with positive GDP growth this year was Guinea. EoDB hienprgving and various
incentives are being put in place so FDI will surely follow nextgespecially within BPO.
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3. What we do, partnerships and compliance

Teseteowhichmean®t 3AFGSRE Ay ! YKINROS A& | [/ dzadG2Y$

Addis AbabaCost effective, offshored solutions include Al Blended CX, technical support
and knowledge process outsourciridhrough our partnerships (including Addis Ababa
University), Tedeo have access to some of the best language, engineering and tech
graduates in Ethiopia. Comprehensive training gives stafflfast experience of the

products and assignments they are supporting and we pride ourselves on the best service.

Al Blended CX

Tiers 1-3 Omnichannel Support

Leave it to us

Maximising CX one interaction at a timiiendly agents improve loyalty, customer reten-
tion and bottom lines. Omnichannel system fusing voice, email, web, social and ecommerce.

According to a recent GSA report, 70% of companies are gomggource more in the up-
O2YAy3 &@SINE YR op: 2F GKSY LIXly G2 R2 &z
resources to focus on core business activities. We offer round the clock support blending
bots, machine learning and analytics with liveats. We are fully ISO 9001 Certified/iCO
Compliant and canlso quickly obtainSO 27001/EUGDRIRcuments if required. As salaries
continue to rise and quality often falls across traditional outsourcing locatjaecision

makers are looking elsewhererfthe talent they need at a cost they want to pay. Teseteo
provide exactly that from Ethiopia. Project managers are appointed to every assignment
ensuring 5star quality, fast turnaround and proactive monitoring across all our processes.

KPO:

The globaknowledge process outsourcing (KPO) market is expected to reach over USD 75
billion by 2025. We capture the best research, analytical and engineering minds for clients.

Affordable specialists Knowledge Process Outsourcing is set to expand consideradaly ov

the next decade, mainly due to better resources in emerging economies like Ethiopia. Our
strong affiliation with the AAIT gives Teseteo fast access to staff with specialist qualifications
and skills. The demand for offshored talent is growing and deusdomarket countries will

play a vital role in expanding capacity. Clients do not need to compromise when it comes to
our people- analysts, researchers and engineers are on hand. From the simplest data entry
to more sophisticated work requiring niche expse- costs are kept low and quality

remains high when clients work with TesetedPO from Africa's Capital, Addis Ababa.
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Partnerships:

Thousands of students graduate from Addis Ababa University (A
every year and our partnership provides ushna steady flow of
good staff. Technology, engineering and language degrees are
popular. Teseteo stay in regular touch with lecturers who give ug
ongoing recruitment assistance. The Institute of Technology (AA
churns out 4,500 people each year alaneot to mention other
RSLI NIYSyGad ¢KS&@ NB I g1 NB 1
so we have their full support around employment and training.

Our office is in the same building as WebSprix. The comp
manage our relationship with Ethitelecom and they have
given us A grade fiber internet + easily adjustable bandwic
¢KS® INB 9UKAZ2LIAlI Qa TFANRI
are benefits to working with Ethio Telecom direct, having
WebSprix on board means we can access techniciaas a
customer support must faster. As privatisation happens in

Ethiopiag telco services will improve further for businesses

WebSprix

> portal. It is the safest way to move money between
%) A FE )( our Limited company and Ethiopian PLC. There is

MDYl ega

INTERNATIONAL DEVELOPMENT

t F NIy SNEKA LI

Our company have partnered with AFEX to take c3
of all Forex transfers. This can be done via an
Account Manager in the UKy through their online

small charge for each transaction and we generally
work in USD because our account with Commercig
Bank of Ethiopia is foreign currey. There are many
Risk solutions offered by AFEX that can be useful.

Teseteo work with International Development law fir
a5, [S3lt oKz INBE ol asSR
founder, Ruari Phillips, has met their team on a
number ofoccasions. Solutions they offer include
employment law, finance law, governance advice,
grant management, impact monitoring/evaluation an
general consulting services. The CEO is Tim Yapp 3
he has experience working in Ethiopiady.co.uk

FNB G GKS KSINI 2F ¢SasSisSz2qQy

companies gives us leverage to be successful in Ethiopia. We have put a lot of research into
finding the best partners to complement oatompany. As the business (and overall
economy) grows we will work with moreespecially around infrastructure, law and finance.
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Compliance:

¢tKS &aSOdzNAGe 2F 2dz2NJ Of ASydGa FyR Ot ASyidQa
practices ensureutstanding safety, ethical behaviour and consistent client contractual
complianceTeseteo are fully ISO 9001, ICO and PCI DSS compliant. We can also quickly
obtainISO 2700nd EUGDPRertificates if required. Our company keep in touch with
regulatory lmdies not just here in Ethiopia, but also Europe and the USA to make sure we
stay wellinformed on industry updates.

ISO 9001

ISO 9001 sets out criteria for a quality management system and is based on a number of
guality management principlaacluding (i) strong customer focus, (ii) motivation and
implication of top management, (iii) the process approach and (iv) continual improvement.
Being ISO 9001 certified helps ensure customers get consistent;qy@dity products and
services, which iturn brings many business benefits. For more info [see (PDF).

iCO

¢CKS !''YQa AYRSLISYRSYy(d ldzikK2NARGEe &aSaG dzLd G2
promoting openness bgublic bodies and data privacy for individuals. Tier 1 certification,
Refq ZA765850

PCI DSS

Teseteo can take payments from customers on behalf of our clients while remaining fully
PCI DSS compliant and secure. Transactions are made over the internenerypith ease

FYR &l ¥S Ay GKS (1y2¢ftSR3IS (KIG Odzad2YSNDa
from 24/7 service, no human error, reduced wait times and real time reporting. As well as
live chat payments, we can also offer Staff Assisted Payments.

Other Standards and Certifications that can be obtained:

ISO2700% international standard on how to manage information security. It is a
framework that helps organisations establish, maintain and continually improve an ISMS
(information security managemeisystem).

COP( Gold Standarénabling organisations to measure and improve operational activities
that support customer experience against indugnpven best practices.

Six Sigmg certificationvalidating professionals who are skilled in identifyirss, errors,

or defects in a business process and removing them. A set of tools/techniques to guarantee
quality.

BCI Global Network Certifications18 available for various levels of professionals working

in the BPO, KPO, ITO and contact centre indsstiihey cover domains such as CX, back
office services and technical support.

For more information on Risk Control at Teseteo and how we work with
customers to ensure top levels of safety get in touglinfo@tegteo.com

Qx
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4. Our work with the Jobs Creation Commission

The Jobs Creation Commission are an official Government body responsible for generating
fair and sustainable work in Ethiopia. Their mission is to drive job creation through innova-
tion, coordination and action. Its goal is to develop 14 million extra jobs (2025) and 20 mil-
lion (2030) by adopting and implementing peanployment policies across all sectors. To de-
velop a robust labour market, innovative investments and the mobilisationsafurees

must be encouraged. This will support enterprises and job creation programs. Emphasis has
also been put on training as it can produce qualified graduates who have good skills and
SGKAOad ¢SasSisS2 INBE I YSYo6 SNIngand Gigs)STasw/ /| Qa
force. We meet up regularly to discuss initiatives around hitting employment targets. The
group consists of private companies, Gov bodies and development partners i.e. World Bank.

The commission are working closely with private compsiile ours to devise various
initiatives. Other than Teseteo, those on board include Africa 118, Nedamco Capital, ALX,
BelAcademy, Gooday, HaHuJobs, L&A, BeSingularity and iCog Labs. At a recent event in
Addis Ababa we all met up to discuss job creatipEthiopia. The main categories of focus

are Connectivity, Ease of Doing Business, FDI Attraction, Strategic Deals, Policy Design,
Policy Execution, PR, Promotion and Talent. Within each of these categories the team have
been asked to not only come up withstrategyc but also nominate partners in the public,
private and development sectors. This committee is chaired by Bernard Laurendeau from
Laurendeau & Associates. We are now at stage where we can put our work into action. By
engaging all stakeholdersencouraging continued involvement; JCC initiatives will actualise.
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Teseteo Initiatives; Ease of Doing Business (EoDB)

Teseteo Initiatives; Strategic Deals

Teseteo Initiatives; Policy Design

Analyse investor/entrepreneur journey and train staff on investor/entrepreneur
experience best practises.

Company formation in Etbpia is tough. | took it upon myself to do everything and it
was a spaghetti journey. Those with a bit of extra cash can nominate an outside
party to form their businesg but things change so fast, and people switch positions
a2 |jdza O] f & Xek for tHer. | $pdkd Viith adndahbér ofSikths before going
alone to see if they could form Teseteo here. On the whole, their information was
inaccurate and charges were also high (often in excess of £10,000). If Ethiopia is to
attract more foreign investmerthere must be a clearer path towards company
formation and also strong aftercare (i.e. tax advice, accountancy). Commercial Bank
of Ethiopia (default business bank) should offer quality account managers to take
people through the process from start to i ¢ and beyond easing bureaucracy.

Digitize processes to reduce paperwork and streamline workflows.

The sheer amount of paperwork involved in setting up and running a business in
Ethiopia is daunting. During company formation every document must deoased

by at least two parties before the next procedure can be undertaken. This involves
travelling from office to office in Addis Ababa and when you arrive, the people often
(not always) have no idea of what it is you want to do or why you are thergidh

not a language barrier because most people here speak pretty good English, but a

lack of staff knowing who does what and where they are based. As a foreign

investor, things are obviously more difficult due to procedures around Visas, work
permits, cgital etc. Howevec, if Government could digitize paperwork through an
2YEAYS LI IFOGF2NY AG g2dd R Yiwl.SitizkdNR KOS 5 & S &

Formpartnerships between companies established in ET and form training
programmes.

There are a number of training companies in Ethiopia (i.e. Gebeya). However, they
charge people to take courses and often make promises of work that are just not
kept. We havewo members of staff at Teseteo that have paid for training but not
found a job afterwards. They may have a certificatidsut are out of pocket and

now working for us! If these training programmes are to really have an effect, they
need to be partnered wih companies like Teseteo who offer real paid jobs. As one
example- Sutherland Global are a BPO working closely with universities in Jamaica to
recruit and train staffHowever, they do so either on the job (so students are getting
paid while they are ledyy A y 30 2NJ G KSNBEQa NBIFf LR2{GSydA
graduation. It is unfair for these business models to be based on student fees alone.

Put incentives in place around tax and Ease of Doing Business.

Taxes irEthiopia are high so lowering them in certain instances makes sense to
attract companies. One way to do that is by creating a-8kering zone that has
incentives. Corporate tax and fully loaded cost are a priority for BPOs considering

(@)


http://www.ecitizen.go.ke/

WWW.TESETEO.COM

new destinations. gecific tax subsidies will incentivise FDI. For example, India has a
10-year income tax holiday for outsourcing companies and Philippines offer the
alYS odzi n G2 y @SIFENBR® / KAYyl R2yQl NXBIj dza N
first two years and 50%f d is deductible for the next three after that. Another good
example is Morocco who charge zero Corporation tax for the first five years and 50%
on foreign currency revenue thereafter. By putting these measures in place,

90 KAZ2LIAI Qa [/ dzadctaaWyzollecomioné Bred hiedause riahyft
businesses here offshore their banking anyway to avoid high charges.

BRIDGING THE

MILLION JOBS
GAP UNTIL 2030

Teseteo Initiatives; PR
Promote the ICT Park as a top location to operate from.

| have visited the ICT Park on many occasions and it ispaassive site spread over
Hnn KSOGFNBa 2F flyR® | 26SOSNE 20SN) 6KS L
made as much progress as people think. Hopefully, soon it will 'gffieg and play"

to businesses which will include serviced offices that arermet ready with

generator, UPS and satellite. The ICT Park needs to work more closely with the EIC
and Commercial Bank around streamlining the process of getting a lease. Jamaica,
South Africa and Kenya are good examples of countries that promote thezsselv

well as top destinations. The ICT Park should analyse how they did it, and then take
similar actions for itself. All that being said, progress has been made in Q4.

Make Global businesses and clients aware of talent available.

9 (0 KA 2 LJA Iséliag poirk B fAcSyaling talent available. Graduates here are in
plentiful supply with the Government and Investment Commission advising on

wages and monthly rates. There is also an abundance of Universities (50 in total) and
over 1,300 Technical / Voganhal Institutes. Quality vs cost is excellent. However,

this is not widely known so a PR effort is required to spread the word. In a similar
way to promoting the ICT Park, Ethiopia must analyse how successful BPO countries
(i.e. South Africa) have put theselves on the map. This is less about attracting

talent ¢ because there is an abundance of that but more about making big

O2YLI yASad O0ADPSd {dziKSNIFYRX /[ X 2S061 St|LI
¢ iSON are a business making headway in Rwandaiimgaip with organisations

like that can do a lot for Ethiopia. If one large BPO starts hiring people, others will

Conclusion

Our partnership with the Ethiopian Jobs Creation Commission is excellent because they are
an official Government organisan. It is also good to know we are helping the country
tackle their unemployment problem. Being a member of the FROG Taskforce has given
Teseteo a vision beyond just growing our own business. Now we are part of something
much larger in the great scheme things and we hope to achieve 2022035 targets.
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5. Technology

Teseteo are a techavvy business and stay on top of new trends to ensure we are always
ahead of the game. When choosing our SaaS provider, the team wanted a company that
was innovative, cst-effective and offered good customer service. After a lot of

contemplation we decided to go with a Britiblased software firm called Connex One. They
have a strong presence in Africa and were able to give us licenses at a better price than
most. The @tform includes everything from basics to more sophisticated tech such as pre-
dictive routing, speech analysis and gamification. So far working with Connex One has been
a good experience and they took the time to train our Team Leaders. Agents are given a
simple dashboard where they can monitor their own performance and we can easily
analyse how well people and teams are doing too via the admin dashboard-tmneal

Omnichannel

Our agents can seamlessly handle interactions across voice, SMSwarhagpcial and live

chat. Customers are intelligently routed to agents who are best qualified for their enquiry.
Advanced Artificial Intelligence + IVR enables each caller to quickly find the service they
YSSRd ¢SaSisS20a 2 VYyA OKusislegsPlocessedlaindBriproes RDLI NB |-
28§ dzaS AG G2 AYLINROGS dzaSNJ SELISNASYOS IyR R
audience. Rather than working in parallel, with an omnichannel appreasmmunication
channels and their supporting resources designed and orchestrated to cooperate. In the
contact centre snnichannel has overtaken multichannel. Businesses like ours have been
encouraged to add an increasing number of mediums for customers to interact on.
Omnichannel contact centrdike ours offer customers the same experience but on a wider
platform. Our SaaS provider Connex One allows agents to handle this in an efficient way.

%

CONNEX ONE

Click here to view Connex One.

Al & Automation
As well astandard CX requirements such as tVReseteo are in a position to develop more

a2LKAAGAOFISR 'L 6FaSR 2y SIOK Of ASyiQa NEIj

top agents are put to the best use possible and can offgtiab customer service. Calpiéi-

ties include Chatbots, Speech Analytics, Predictive Routing, Sales Al aatifléRl intelli-

gence (Al) is an inevitable truth and as technologies advance, certain business activities will
become far more efficient. This tech has a lot to offer imglustry because rather than re-

place people it has simply augmented themimproving performance, customer experience

Yt
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YR dzf GAYIFGSte& AyONBlFraSa alftSad /2Y0AYyAy3
known as blended Al. It has key advantages in hagahore simple requests but real
agents will always excel at conveying emotion, building trust and being more personal.

Multichannel v Omnichannel

[ ] Store

O
// Web m D Mobile
oD D

22 w\sgs/

® ®
Store  Web  Mobile Social Social

Click here for Al Analysis/1Click here for Al Analysis 2

Workforce Optimisation

We continuously monitor the quality and performance of staff interactions to maximise
productivity. ConneXOne allow us to create the best customer journey and make informed
datalet decisions on how to train and direct our agents. We also use gamification as a fun
way to motivate employees: especially around hitting CSAT and KPI SdmeeSonnex One
WFO sue enables us to monitor everything and gain detailed insight into the customer
journey. Clients can also see agent performance intiesd. When equipped with accurate
data, our business reacts to the peaks/troughs of activity and that in turn maxiimastsn
lines. Advanced game mechanics create rdeitel environments for the team to earn

points, advance levels and collect badgetalso encourages competitiveness. The WFO
suite includes a shift organiser too, which allows staff to view and martafigatterns.

USER ENGAGEMENT REWARD ACHIEVEMENT  MOTIVATION LEARNING CHALLENGE
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Reporting and Analytics

Teseteo use business intelligence reporting to drive results through compliance, productivity
and improved efficiency. Our agents have access totie@ data via the interaction hub,
customer hubdashboard and wallboard. We refine and organise our information via the
Data Waterfall which can open up a world of new opportunity for increased sales and better
CXReporting and analytics also reduces any future errors. Agents can manage their own in-
bound and outbound queues from all channels, view performance and receive notifications.
Collected information allows us to understand customer needs and see the impact of our
work. The data waterfall creates rules which organise and assign info into lsasnpaigns

as it flows through the system. The speech analytics feature detects customer

intent and emotions which means we can then make relevant changes and improve CSAT.

salesforce a@)ﬂ‘ l D el HubSppot U5 HubSolv

C s o o

Integrations

Our SaaS platform has the ability to align with a variety ofalf®e NI RQ& € S RAy 3 3271
CRM systems such as Hubspot/Salesforce or ticketing systems like Zendesk. Capabilities
include Open API + internal communication and payment solution integrdtrom

mapping personal details of a contact, to logging a pasettransaction with encrypted and
secure payment dataour CRM integration allows us to reliably store all interactions in one
place without duplicating work. Connex One provides an API to enable multiple data feeds
including the ability to identify,@t and process data. Our software can also integrate with
existing PBX systems and hard phones ensuring the best solutions are provided. All Connex
One voice services are Payment Card Industry Data Security Standard (PCI DSS) compliant.
Taking payments @r the internet and phone with PCI DSS is a lot easier and safer because

I oA X 4 oA
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INTUATIVE API

INTEGRATION WITH YOUR EXISITING SYSTEMS

Simple integration with your software is one of the key requirements of any new system you implement. The Connex
One platform has the ability to integrate with a variety of the world's leading software whether it be CRM systems such

as Hubspot or ticketing systems like Zendesk.

Qur implementation team will be on hand to give training and ensure minimal downtime.
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6. Outsourcing; Ethiopia and the rest of Africa

Some of the numerous factors whiphayed a vital role in instituting India as an outsourcing
destination are already present in Sub Saharan Afrespecially countries like Ethiopia,
Kenya, Rwanda and South Africa. These include language skills, tech talent, improving
infrastructure, lover costs and agreeable time zon€xitsourcing to Africa capenefit
businesses with significant savingsften more than 50%. Companies already operating on
the continent include Accenture, WIPRO, IBM, Genpact, Aegis and Deloitte. Those wishing
to work in Africa should research the market first and understand various rules/regulations
put in place by Governments. Although many countries are good destinations to operate
from, bureaucracy can be an issue. Digital skills are rising in countries like Ethaka to
GNIFAYyAy3a LINPINIYYSE 0ADPSP aAONR&2F0GQa n! TN
further and increased employability prospectespecially for European/American clients.

ETHIOPIA

GDP-£68 hillion

GDP Growtlg 1.8%(top in Africg. As of June 2020, real Gross Domestic Product growth in
Ethiopia was revised down considering the effects of CQ9IRAlongside Guinea it did the
best throughout all of Africa. Both were the only nations that had positive GDP Growth.

National budget- £107 billion
Revenue from state enterprise£7 billion
Populationg¢ 116 million

BPO/KPO/ICT are priority sectors for the Ethiopian Government and they have put several
incentives in place to attract companies. The new ICT Park located in Bole illesmomv

offer "plug and play" to businesses. This includes serviced offices that are internet ready
with generator, UPS and satellite. Hopefully they will streamline company formation as well.
Two million youth enter the jobs market every year here, so Ethiogiaga daunting

prospect of creating sustainable and inclusive work for all. Employing them in outsourcing
will not just create a huge amount of opportunity but also generate much needed Forex for
the country. Teseteo have been working closely with thenlfE(list to create jobs at our

own businesg but also nationwidePrivate companies like ours regularly meet with
Government bodies including the Ministry of Finance, Ministry of Innovation and IPDC (+
Development partners like the World Bank) to discBBO/KPO/ICT. The JCC initiative is
called FROGfreelancing, outsourcing, gigs aolaired by Bernard Laurendeau.

NN,
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SOUTH AFRICA

GDP- £230 billion
GDP Growtlg minus 8.2%
Populationg¢ 57.8 million

South Africa has been votealde second mosattractive Business Process Outsourcing

location in the world for three years in a row. It has a reputation for being reliable, cost
effective and higlquality. The sector currently employs over 270,000 people in six eities
65,000 of whom serve internamal clients. The total staff base has been predicted to grow

to 775,000+ by 2030. That trend is already underway, and Amazon announced this year that
it would be hiring 3,000 people to support customers in North America and Europe. Over

the nextthreeyel A Q G KS . th aSOG2NJ Ay {2dziK ! FNRO!
Its overall market is valued at $461 million, $272 million of which is attributed to traditional
BPO, while BPaaS (Business Process as a Service) accounts for $188 million. Gareently t
are over 100 local and international providers including Teleperformance and Webhelp. The
sector has backing from the Government and they promote themselves well towards FDI.

Stakeholder satisfaction

Scalability O
X

— J/_H\
t) Innovation

/o Performance
Cost competitiveness | | ; o
LS ‘ excellence

/

Productivity and utilisation

Sales quality

Above-McKinsey-{ 2 dzi K ! FNAOF Q4 ¢ RAYSyaazya ¥

Innovation - any BPO company wishing to stay competitive must embrace technology to
improve/refine their processes. South Africa have done this well and BPaaS (Business
Process as a Service) now accounts for $188M of its $461M market. On a smaller scale;
Teset® are fully clouebased and have automated many important tasks to strengthen our
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service. We have partnered with SaaS provider Connex One to offer state of the art CX for
clients. Features include Al Blended CX, Workforce Optimisation, Reporting/Arahgtics
Integrations- all across momnichannel platform. Innovation is one of our core values at
Teseteo and the company holds weekly brainstorming sessions to come up with new
solutions for clients. We encourage staff to be entrepreneurial, have an ideas lour

office and partner with cuttinggdge tech companies in Ethiopia i.e. iCog Labs.

Innovation Hub

Click here to join our Innovation Hub

Cost competitivenessthis is important for any business lookingdffshore. In Ethiopia,
graduate salaries are inexpensive with the Government advising on that. Rent is lower than
most locations and electricity prices are some of the best globally. Similarly, in South Africa
companies typically serve large multinatiosfiénts by delivering clear value through

lowering operational costs + increasing QOS/efficiency. That being said, salaries remain
considerably higher in SA than Ethiopia. Although the weakening of a country's currency
against the dollar is seen as bail actually enables African countries to compete more
effectively on cost. Of course, keeping prices low is just one element to what makes an
outsourcing location attractive. Quality must remain high if new deals are to be made and
thankfully Ethiopia haslenty of it- especially young talent and improving infrastructure.

Sales quality a good sales process to identify and close new leads is essential for any
business. Thankfully, Teseteo have opportunities coming in and eieucaler/biz-dev

director has 20+ years' experience at companies such as Bosch/O2. We are also keen to take
on a full business development team at some point whose job it will be to find assignments
with European and American clients. Teseteo are working aldedise Jobs Creation

Commission to identify companies that may want to move here. It involves inviting decision
makers from renowned BPO firms to ourtseekly meetings. We will also take a trip later

this year outside of Ethiopia. This will give us tharae to see various decision makers and
speak with them about everything this country has to offer. They include Evan-Jones

author of intelligent sourcing, Director at Harambee YEA and board chairman at BPESA.

B P|: SA Business Process

Enabling
South Africa
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Scalabilityg this is a priority for companies looking at new destinations. It includes having

the right infrastructure in place + strong recruitment/training capabilities meaning
campaigns can be ramped up quickly and strong business growth is achieved. South Africa
has some of the best infrasicture on the continent which makes it a more expensive
location compared to others. Internet, electricity, transport etc are more developed but
countries like Ethiopia are catching up fast. Huge investments over the last decade include
roads (33,297 kmyailways (5,000 km), airports, energy (solar, hydro) and Industrial Parks
(such as the Ethio ICT Park in Bole Leebwork zones over 200 hectares of land with

reliable power supply and WiFi). The Government here have also initiated a "plug and play"
sewvice whereby BPOs can setup hassbe but of course, improvements still must happen.

Meet The Team |

Click here to meet our team.

Stakeholder satisfaction is important and Teseteo use NPS/CSAT scores to measure th
success of each campaign. Companies in South Africa consistently do well at this and
Ethiopa can follow suitespecially as universities like AAU churn out a regular supply of
intelligent, English speaking graduates (among other languages). Our coalparhave

strong compliance in place to ensure practices are safe, ethical and consistent with
contracts. Teseteo view shareholders and potential investors as stakeholders so regularly
update them via quarterly reviews and annual reports. South Africadwk for QOS and

they have also put a lot of emphasis on upskilling through various training programmes (i.e.
Monyetla). There are similar schemes here that can partner well with other businesses.

teseteo

Inkerrmnalion Commivsioner s (HTioe

ico. THes

info@teseteo.com
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Productivity and utilisationg Teseteo take performance 8eusly and have several KPIs in
place to ensure we are operating on optimal levels. Clients are given access to the online
dashboard so they can monitor agent performance intgaé. The Connex One software
gives us a view of agent and team data whiakams our management consistently

improves productivity. We also use Gamification as a way to make work more fun and
increase competitiveness. Incentives include regular commissions, top performer bonuses,
lunch clubs and of coursenternal promotions. Outop achieving 3 members of staff have
already been promoted to Team Leaders. Teseteo is an open yeiaking environment

and the more effort people put in, the more they will get out. The office is a lively,
progressive place with inhouse trainingeWork hard to hit targets + maintain CSAT scores.

_@ QUALITY ENGLISH-SPEAKING TALENT |
HIGH EMPATHY LEVELS, HICHLY SKILLED, '
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GOOD TALENT PIPELINE
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The above graph is promotional material put together to promote Cape Town as a top
destination for BPO. | have taken these points and applied them to Ethiopia/Teseteo.

Infrastructure: hugeinvestments in Ethiopia over the last decade including roads (33,297
km), railways (5,000 km), airports, energy (solar, hydro) and Industrial Parks (such as the
Ethio ICT Village in Bole Leqt work zones over 200 hectares of land with reliable power
supply). Communications will also improve rapidly due to Ethio Telecom's privatisation.

Government supportBPO/KPO/ICT are key sectors for the Ethiopian Government and they
are developing several initiatives to improve business conditions. Organisationasstiah

Jobs Creation Commission, Communications Authority and Investment Commission are all
approachable and on hand to assist companies if they are serious about tackling issues.

Global StandardsTeseteo are fully ISO 9001, ICO and PCta@ffiant. We can also

quickly obtainlSO 2700And EUGDPRertificates if required. Our company keep in touch
with regulatory bodies not just here in Ethiopia, but also Europe and the USA to make sure
we stay weHinformed on industry news + updates. Want our clients to be safe/secure.

Next Generation Contact centresur SaaS provider Connex One have equipped us with the
G22ta ySOS&aalNE (2 YIS 2dzNJ /- 62N)] aySE(
capabilities include Chatbots, Speech Analytiosdietive Routing, Sales Al and HR Al. This
means our top agents are put to the best use possible and can e&ar®ustomer service.
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Quality English speaking talenEnglish is the most widely spoken foreign language and the
medium of communication isecondary schools as well as universities. French, German,
Spanish and Italian are taught/spoken across a number of international schools and both
popular degrees at Addis Ababa University (AAU). We use CEFR standards and aim for C1 as
a minimum (C2 prefeed). Click here to read our analysis on languages in Addis Ababa.

Good talent pipeline Teseteo work closely with AAU for a regular pipeline of graduate

talent. People here are inexpensive to hire with the Ethiopian Government and Investment
Commission advising on wages and monthly rates. There is also an abundance of
Universities (50 in total) and over 1,300 Technical / Vocational Institutes. Quality vs cost i
excellent.We receive a regular flow of excellent candidates daily via the Teseteo jobs board.

Cultural Affinity: on the whole, people in Ethiopia are polite and hard working. As the only
African country to stay independent from colonial rule there s&ase of pride and

ambition here like nowhere else on the continehthas a rich and vibrant culture spanning
thousands of yearsthey were advanced merchants while other nations remained reliant
on subsistence farming. That being said, Western sestamedards must be encouraged.

Incentives:these are being worked on by a number of Government bodies in Ethiopia. They
mainly revolve around tax incentives for BPO/KPO/ICT companies planning to move
operations here. Teseteo have been nominatecdtlvise the Jobs Creation Commission on
incentives that should be in place to attract businesses. EoDB also needs to quickly improve.

Strong track recordas they were voted ® most attractive BPO location globally, South
Africa and towns like Cape Towreailearly ahead of the pack. Right now, Ethiopia is not
well-known for its capabilities. That being said, with so much Government intervention and
improving infrastructure (i.e. telecom privatisation) it could quickly change going forward.

Conclusion

Ethigpia and Addis Ababa have a long way to go before being considered top, desirable
worldwide BPO locations like South Africa/Cape Town. More than anything, it is the image

of the country holding it back. Many Westerners still think of Live Aid and famina thiey
KSINJ GKS ¢2NR GO9UGKA2LIALFEé® LG Aa + ada3ayl
Commission are putting emphasis on positive PR to improve that. Once large BPOs (i.e.
Sutherland, WebHelp, iSON) see the potential in Ethiopia then delivensredst on point

when it comes to safeguards around infrastructure (especially telecoms). Ease of Doing
Business is getting better, but it needs to happen more ragjdgpecially when it comes to
company formation. Customer/client service with strongeafare must be made a priority

going forward. Bureaucracy is holding Ethiopia back so processes need to be streamlined. As
9GKAZ2LIAI 3ISia 06SGGSNE | tw STF2NI ySSRa G2
available. Thankfully, the JCC are awarka¥ important PR is to put Ethiopia on the map.

K I
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KENYA AND RWANDA

Other than South AfricaKenya and Rwanda are two prominent countries in-Saharan

Africa with a growing BPO/KPO sector. Companies operating in Kenya include Techno Brain,
TeleSky, Keball, Daproim, Horizon, KITOS and Ideon. Rwanda still has a small BPO industry
but the government there is making considerable efforts to promote itself. They see the
sector as a big driver of information and communication technology (ICT) based jobs, and
with Rwanda looking to become a servided economy; the BPO sector can provide youth

with immense job opportunities. A Rwandan BPO Authority has been formed to make it a
$275 million industry. Many companies are attracted to Kenya because it has a large
Englishspeaking talent pool and improving infrastructure. Over 10,000 are employed there

in predominantly voice based services and back office solutions. Like Ethiopia, Kenya is in a
favourable timezone and clients can make huge savings on wages + atigoings.

Kenya- Techno Brain

CECg Manoj Shanker

Staff¢ 1,300 +

Activities ¢ Digital Transformation, BPO, Identity Management, Public Finance Management
Clientsg Just Relief Aid, Pact, Millward Brown, Air India, Uganda Telecom

Techno Brain Grougre a notable BPO/KPO company operating throughout East and Central
Africa. They have offices in Kenya, Uganda, Tanzania, Malawi + Zambia. Their Kenyan entity
is based in Nairobi and employs many people across 44,000 sq. ft. The business specialises
in offering tailored, affordable solutions in the areas of call centre management, BPO,
knowledge process outsourcing (KPO) and digital media. Similarly to Teseteo, they place a
lot of emphasis on sustainability and have employed 400+ people from challenged
communities across Africa. Techno Brain are a good example of how a company can
successfully mix social consciousness and profitable business solutions together as one.
They are performance oriented and involved in Impact Sourcamgarea we take great

interest in as it involves employing high potential people from disadvantaged backgrounds.

I TNAOF O2yiNROdzISa gpm> 2F ¢SOKy2 . NIFAyQa N
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Rwanda-iISON
CEO«g Ramesh Awtaney and Vivek Gupta

Staff¢ 10,000+
Activities ¢ Cantact Centre, back office BPO, Verification/Validation, Analytics

Clients¢ Orange, Vodacom, Airtel, Zuku, Zanaco

Rwanda have a small but growing BPO sector. One of the main players is iISON. They employ
300+ people in the country and recently wora@ntract with telecoms giant MTN. iSON

have been present there since March 2013 and currently serve three leading Africa based
telecom clients. Solutions include Customer Service, Helpdesk, Outbound Sales and BPO.
Their HQ is in the capital city Kigali amdil now they have pretty much dominated the

market. iISON are highly involved with sustainable development i.e. Education/Learning,
Social Engagement, Health Community Service and Women Empowerment. Like Ethiopia,
Rwanda can boast of a growing telco sand iSON have targeted these types of clients.
The country is known for strong infrastructure and although tiny compared to Ethiopia (12.3
million people vs 116 million people) improving conditions make it a desirable location.




