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respondez provides 
high value, cost 
effective contact 
centre outsourcing 
solutions
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T
hough still in its relatively early 
stages of development, Africa’s 
telecommunications market 
is lauded as being one of the 
fastest-growing in the world. 

Throughout the 2000s, mobile telephony 
across the continent, particularly in sub-
Saharan nations, skyrocketed to the 
point where today it is substantially more 
widespread than its fixed line equivalent. 

As is the case for many leading businesses, 
Respondez has reacted to the rapid growth 
of Africa’s telecoms sector by expanding 
its presence in the region, partnering with 
some of leading players 
within the field. 

Established in 2002, 
Respondez prov ides 
high value, cost effective 
contact centre outsourcing 
solutions through its own 
multi-lingual contact 
headquarters. With its 
solutions present in core 
global epicentres including the US, UK and 
India, Respondez acts as the global contact 
centre and international business processing 
brand of Spanco Limited.

Since its formation in 1995, Spanco has 
grown into one of the leading telecom 
systems integration and IT service 
companies. Employing more than 7000 
people across the world, Spanco is an 
active player in the field of information 
and communication technology (ICT), 
with dedicated system integration and 
business process outsourcing (BPO) arms. 
In 2002, the company decided to leverage 

its expertise into the dynamic space of 
international contact centre management 
and BPO, thus the Respondez brand was 
created.

Combining its voice, live web chat and 
email capabilities with the expertise of 
its back office support staff, Respondez is 
able to provide customer care, sales and 
technical support services to improve user 
satisfaction and deliver increased sales, while 
at the same time reducing operational costs. 
Committed to migrating and managing its 
client’s business processes effectively, the 
company’s presence extends to a variety of 

industries including retail 
and e-commerce, financial 
services, communications 
and entertainment and 
gaming publishers.

Respondez’s 
communications clients 
represent leading global 
providers of satellite and 
digital cable, wireless, 

dial-up, digital subscriber line and cable 
internet access, and cellular service and 
equipment sales. These clients rely upon it 
to support their existing customers, while 
also cross-selling portfolios to deliver higher 
revenue and attach rates per customer. 

It was in November 2010 that Spanco 
officially announced that it had put in place 
a comprehensive strategy to tap into the 
BPO opportunities present within Africa. 
Central to this plan was the leveraging of 
its segment specific expertise and its deep 
talent pool of English and French speaking 
employees in order to provide high quality 
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services to potential African 
clients. Between 2011 and 
2014, Spanco plans to invest 
around $20 million to create 
an infrastructure that will 
cater for the employment 
of approximately 10,000 
people across the continent.

Arguably one of the more 
exciting developments to 
occur within Spanco’s short 
history within Africa was 
the decision taken by Bharti 
Airtel, India’s leading mobile phone firm, to 
award call centre contracts for its African 
operations. The second significant step in 
replicating Bharti Airtel’s hugely successful 

Spanco: ReSpondez

outsourcing model on the 
continent, the five-year 
contract is estimated to be 
worth around $500 million, 
with Spanco due to earn 
a significant percentage 
of this. The contract to 
provide customer services 
was the first of its kind to be 
introduced to Africa where 
the back-office processing 
industry is seen to be in the 
early stages of evolution.

Under the agreement, Bharti Airtel, 
which owns and operates the Zain brand 
in 16 African countries, will outsource 
core customer service functions such as 

in the current economic world of cost-
optimisation, organisations face the 
pressure to implement efficient and 
effective ways to manage complex 
delocalised it environments where  
50-60% of workforce have gone mobile 
and remote offices gets created all over 
africa.  connectivity has so far remained a 
challenge with most of it costs going into 
breakfixes and iMacs.
it is imperative that ciOs focus on a best 
practice governance model combining the 
technology, the people and the processes 
to cater for asset management, license 
metering, availability and capacity 
management, change management, 
helpdesk services and sla compliances.

the it Management as a service (Maas) 
philosophy leverages on  shared-tenancy 
model technologies coupled with on-site 
shared personnel to bring a completely new 
business model to organisations allowing 
them to optimise cost while benefitting 
from a knowledge base of skills, thus 
ensuring a faster resolution time and 
higher adherence to slas resulting in an 
increased customer experience for the end 
user.  additionally, providing visibility at all 
times to organisations on their current it 
infrastructure and systems performance in 
real-time (or near real-time) has become of 
paramount importance to management.

www.mara-ison.com

Maas: a coheRent it stRategy foR 
incReaseD custoMeR expeRience



Experts in {HVAC-R}  Heating Ventilation Air Conditioning Refrigeration services

Air Techniques Ltd   P.O. Box: 51157 - 00200, LeoMar Courtt, Westlands Rd, Nairobi, Kenya
Phone: 020 2248862   Cell: 254 720 352 214 / 721247905   Email:  info@air-technics.com

Comfort Cooling 
Designed For People including but not limited to -Chiller systems, Vrf, Packaged 
and Split systems of all types of air conditioners in the market, from Domestic to 
Commercial & industrial cooling.

Precision cooling
Designed For Critical Electronic Equipment - We provide precision cooling in 
Data centers, Telecom enclosures, Hospital theatres, Radio & computer rooms, 
Pharmaceutical process plants through various closed control units (CCU).

Refrigeration Services
We offer a wide range of refrigeration services from supply of Domestic 
refrigerators to installation of commercial & industrial refrigeration systems like 
Food Cold rooms, Mortuaries, display counters, flower cold rooms, cooling 
towers, blood & Human tissue Banks etc.

Kindly contact us for a full range of our services at:  info@air-technics.com  

‘We are proud to be associated with Spanco’

call centres and back office operations 
as it prepares for the inevitable 
acceleration in growth throughout the 
region. Currently boasting more than  
40 million customers across its African 
operations, Bharti Airtel 
is looking to increase this 
figure to 100 million by 2013.

Bharti Airtel’s decision 
to work with partners like 
Spanco, IBM and Tech 
Mahindra will enable 
its mobile customers to 
enjoy world class customer 
services, while said partners 
introduce best practices 
based on their own unique 

customer service staff are multi-lingual

Spanco: ReSpondez

experiences of working with international 
organisations in the communications sector. 

It is thought by many industry experts 
and insiders that the widespread adoption 
of the BPO model by Bharti Airtel across its 

operations will also bring 
tangible benefits to the 
development of the sector 
in each country by creating 
additional job opportunities 
and developing local talent. 
All three partners are also 
committed to providing 
the necessary services 
and infrastructure in each 
market that will build 
and sustain the skills, 
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Million

 
Value of Bharti Airtel’s 

contract with Spanco and 
its partners



“Spanco anticipateS itS afRican 
employee headcount to incReaSe fRom 

2700 to 5000 duRing the couRSe 
of the next 12-to-18 monthS”

capabilities and resources that are acquired 
as a result of the contract.

Going forward, Spanco plans to utilise 
this contact centre contract to secure a 
larger foothold in the market for itself, 
through its Respondez brand. In the time 
since the contract was announced the 

company has entered into talks with at 
least three other large telecommunications 
businesses with the aim of providing similar 
services. Should its plans for the market 
come to fruition, Spanco anticipates its 
African employee headcount to increase 
from its current stated commitment of 2700 

professionals, as part of its agreement with 
Bharti Airtel, to 5000 during the course of 
the next 12-to-18 months.

Due to the company seeing Africa as 
a huge untapped market for BPO work, 
including customer lifecycle management 
for telecommunication customers, and 
collections and credit counselling services 
for banking clients, Spanco continues to 
seek out potential employees that it can hire 
to serve other clients that it signs up with in 
the months to come.

The significant roles that the 
development of the telecommunications 
industry and the work of businesses like 

spanco plans to invest around $20 million in infrastructure
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For more information about
spanco: respondez visit:
www.spancobpo.com 
www.respondez.com

Respondez have had when it comes to the 
success of one of Africa’s more thriving 
sectors cannot be underplayed. For 
Respondez alone, the last 4000 employees 
that it has taken on are based on the 
continent. Statistics like this reinforce the 
belief that Africa’s presence on the global 
telecommunications stage will only go 
from strength to strength.  
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