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GENERAL EISA RULES

10.

11.

12.

Candidates are only allowed to use the supplied EISA booklets.

Candidates are only allowed to use a black pen for their answers.

Candidates to ensure that their name, surname and EISA registration number appear
on the front of your EISA booklet.

This is a closed-book examination.

All EISA booklets must be handed back to the invigilator intact. No pages may be torn
off from the EISA booklet. The removal of EISA booklets from the examination room is
prohibited.

Candidates may make use of a calculator in this EISA.
Unless this is an online examination where access to a computer will be made available

to you, the use of any communication devices, including smart watches, cell phones,
tablets, iPads, headphones and laptops is prohibited.

All cell phones are to be switched off for the duration of the EISA.
The invigilator will not assist you with the explanation of questions related to the EISA.
Candidates are prohibited from conversing in any manner with other candidates.

Candidates may not leave the examination venue within one hour of the start of the
examination and in the last 10 minutes of the allotted examination period.

Candidates who are found to be disruptive and unruly in the assessment centre will be
requested to leave the assessment centre by the invigilator.

| HEREBY CONFIRM THAT | HAVE READ THE ABOVE EISA RULES AND
DECLARE THAT | UNDERSTAND AND ACCEPT THE RULES.

SIGNATURE OF STUDENT
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INSTRUCTIONS TO CANDIDATES

1. Candidates must complete all questions in this EISA.

2. Candidates must ensure that they use only a black pen when completing this EISA.

3. Should you require additional space to complete your answer, please request additional
paper from your invigilator. Ensure that you indicate your name, surname, and
EISA registration number at the top of the additional paper. Also, ensure that the

question number is marked on your additional paper.

Page 3 of 31




QUESTION 1

1.1. Read the following case study and answer the question (s) that

follow:
As the newly appointed Contact Centre Manager for Roselyn Telecoms, you have been tasked
with drawing up the budget for your department for the year ending December 2025. Their

projected cash flows are as follows

e Customer Acquisition Campaigns: ZAR 1,000,000

e Staff Training Programs: ZAR 800,000

¢ Revenue from Outbound Calls: ZAR 10,000,000

e Stationery and Other Supplies: ZAR 300,000

¢ Revenue from Inbound Customer Support Calls: ZAR 8,000,000
o Fees for Business Consulting and Training: ZAR 1,500,000

e Phone Line and Internet Services: ZAR 1,200,000

o Salaries and Wages: ZAR 12,000,000

a. Define the term budget. (2 marks)

b. Draw up a budget for Roselyn Telecoms for the year ending December 2025.
(8 Marks)
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1.2 Read the following case study and answer the question(s) that

follow:
Melody Call Centre, based in Randburg, South Africa, is a mid-sized contact centre serving
telecom clients across Southern Africa. Facing rising operational costs in early 2026,

management implemented new budget controls, but performance issues emerged.

Melody employs 150 agents handling inbound customer queries, with annual revenue of ZAR
50 million and expenses totalling ZAR 45 million. Key costs include agent salaries (60%),
technology (20%), and overheads (20%). In Q1 2026, the centre exceeded its ZAR 12 million
quarterly budget by 15% due to overtime and tech upgrades.

Unexpected call volumes from a client promo spiked average handle time to 420 seconds,
driving overtime costs up 25%. Technology investments in a new Workforce Management
(WFM) system overran by ZAR 1.2 million, as initial forecasts ignored integration delays. Agent

attrition hit 22%, increasing recruitment spend by 18% without prior variance tracking.

Daily dashboards track KPIs like cost-per-contact (target: ZAR 50; actual: ZAR 65) and
occupancy (target: 85%; actual: 92%). Weekly variance reports compare actuals vs. budget,

flagging overruns >10%. However, manual data entry causes 48-hour delays in alerts.
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A responsibility centre structure designates the operations manager as cost centre head,
accountable for agent scheduling variances. Incentives tie 20% of supervisor bonuses to
budget adherence, but lack first-line agent input leads to poor buy-in. Zero-based budgeting

was adopted for Q2, requiring justification for all expenses.

The WFM system integrates with IVR and CRM for real-time forecasting, but underutilization
stems from inadequate training—only 60% of supervisors access analytics. Monthly Ml reports
highlight trends like peak-hour inefficiencies, yet actionable insights are siloed, with no
automated alerts for thresholds.

1.2.1 Melody’s training budget for the quarter is 30,000. Actual spending is 25,000, but
customer complaints about agent knowledge have increased. How should management
interpret this variance? (1)

A. The underspend may signal underinvestment in training, contributing to service
problems.

B. The variance means the training budget was too high and should be cut further.
C. The 5,000 underspend is clearly positive and indicates strong budget control.

D. The underspend proves that training has become more efficient with no negative
effects.

1.2.2 Melody’s management wants to strengthen budget control by linking call centre
performance metrics to budget responsibility. Which combination of metrics would
best support this objective? (1)

A. Total call received, number of outbound calls, and number of breaks taken by
agents.

B. Marketing reach, social media likes, and website hits.
C. Average handling time, staff turnover rate, and number of customer complaints.
D. Electricity usage, office rent, and number of computers installed.

1.2.3 Melody’s monthly budget shows call centre salary costs of 120,000, but actual
salary costs are 135,000 due to unexpected overtime. What is the salary cost variance,
and how should it be interpreted? (1)

A. 135,000 favourable, indicating savings on salaries
B. 15,000 adverse, indicating higher costs than planned
C. 15,000 favourable, indicating strong cost control

D. 255,000 adverse, indicating serious overspending
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1.2.4 Which enhancement to Melody’s management information system (MIS) would

most directly improve the monitoring of budget variances in real time? (1)

A. Implementing a dashboard that compares daily actual costs and key metrics against
budget and targets.

B. Recording only total monthly expenses without category breakdowns.
C. Focusing the MIS solely on customer satisfaction scores without financial data.
D. Introducing an annual paper-based budget report for senior management.

1.2.5 Management at Melody suspects that call routing inefficiencies are increasing
telecom costs beyond budget. Which management control would best address this
issue? (1)
A. Implementing regular process reviews of call flows and routing rules, supported by
MIS reports.
B. Increasing the overall budget for telecom costs without investigation.
C. Reducing staff training to save money and hoping routing improves over time.
D. Fixing telecom cost budgets and banning all changes to call routing.

1.2.6 Melody compares the budgeted number of calls per agent per day with the actual
number and finds that actual call volume is much higher than budgeted. Salary and

overtime costs are also over budget. How should this situation be interpreted? (1)

A. Higher call volume should always reduce costs, so the overspend is inexplicable.
B. This proves the budget was perfectly accurate and needs no revision.

C. The overspend may be justified by higher activity levels, so a volume variance
analysis is needed.

D. The overspend automatically indicates poor management performance.

1.2.7 Which of the following best describes a key weakness in Melody’s existing budget

monitoring if managers rely only on high-level monthly totals? (1)

A. They will automatically detect all process issues.

B. They may miss important patterns and causes of variances hidden within detailed
data.

C. They will be able to control costs perfectly without further analysis.
D. They will have too much information to make decisions.

1.2.8 In the Melody case, which combination of management controls would best

support both service quality and budget discipline? (1)

A. Centralising all decisions with senior management so frontline managers have no
budget authority

B. Only financial penalties for managers who overspend their budgets
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C. Allowing managers to focus solely on service quality and ignore financial targets

D. Clear delegation of budget responsibilities, performance-based incentives, and
regular review of MIS report

Question number Answer
1.21
1.2.2
1.2.3
1.24
1.25
1.2.6
1.2.7
1.2.8

1.3 Read the following case study and answer the question(s) that
follow:

During a meeting with the accountant for Ankole Call Centre, he states that the term 'concepts'

includes those basic assumptions or conditions on which the science of accounting is based.

1.3 As the Contact Centre Manager for the company, list and explain any five (5)
accounting concepts that you would utilise in managing the accounting process for

the company (5 marks)
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1.4 Read the following case study and answer the question (s) that

follow:

As a Contact Centre Manager, you should have a working knowledge of the financial aspects

of running a call centre

1.41 How do you identify discrepancies in budgets and financial reports and

recommend corrective actions where necessary. (8 marks)
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1.5 Read the following case study and answer the question(s) that

follow:

Vulindlela Call Centre, a small operation based in Koster, South Africa, provides outsourced
customer support services. This information below illustrates sample financial statements for
2022 and 2023.

Income Statement

Statement of Financial Position

2022 (ZAR '000) 2023 (ZAR '000)
Current Assets

- Cash 500 750

- Accounts Receivable 800 1,000

Non-Current Assets

- Equipment/Office 1,200 1,400

2,500 3,150
Liabilities & Equity 2022 (ZAR '000) 2023 (ZAR '000)

Liabilities & Equity 2022 (ZAR '000) 2023 (ZAR '000)

Current Liabilities

- Accounts Payable 400 500
Long-Term Debt 800 700
Total Liabilities 1,200 1,200
Equity
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Liabilities & Equity 2022 (ZAR '000) 2023 (ZAR '000)
- Retained Earnings 216 558

- Owner's Capital 1,084 1,392

1,300 1,950

Total Liabilities & Equity 2,500 3,150

1.5.1You are required to analyse and interpret the financial statements of Vulindlela call

centre. (6 marks)
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1.6 As the Contact Centre Manager for Tele sale, identify any four (4) financial risks that
may affect your call centre and analyse the consequences of ignhoring these risks.
(8 marks)

SUB- TOTAL: 45 marks
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QUESTION 2

2.1 Read the following case study and answer the question (s) that

follow:

A contact centre is evaluating three headset suppliers. One is slightly more expensive but has
strong labour rights certifications and transparent audit reports. The second is the cheapest
but refuses to share factory audit information. The third has mid-range pricing with minimal

documentation.

2.1.1 Which supplier choice best reflects ethical, transparent and compliant

procurement principles? (1)
A. Select the cheapest supplier to minimise costs for the contact centre.
B. Delay the decision and continue buying ad hoc from any available supplier.

C. Select the supplier with strong labour rights certifications and transparent audit

reports.
D. Select the mid-priced supplier to balance cost and perceived risk.

2.1.2 A major client asks your contact centre to prove that all outsourced customer
survey services follow data privacy regulations and ethical calling practices. What is

the most appropriate procurement and supplier management action? (1)

A. Rely on a signed non-disclosure agreement and provide it to the client.

B. Assure the client that internal staff training covers data privacy, without involving the
supplier.

C. Request and review evidence of the supplier’'s compliance certifications, policies,
and monitoring processes.

D. Ask the supplier to verbally confirm they follow all regulations.

2.1.3 Your contact centre is tendering for a new workforce management (WFM) software
platform. One potential supplier offers a low upfront price but locks the contract for 7
years with steep termination fees and no performance-based clauses. Which evaluation

best reflects cost-effective and transparent procurement principles? (1)

A. Reject the supplier because a long contract is always unethical.

B. Assess total cost of ownership, contract flexibility and performance clauses before
deciding.

C. Ask the supplier to remove termination fees but keep the long, fixed-term contract.

D. Accept the low upfront price because it reduces immediate budget pressure.
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2.1.4 You discover that a small outsourcing partner handling overflow calls sometimes
uses informal scripts that do not include required disclosures about call recording.

What is the most appropriate supplier management response? (1)

A. Work with the supplier on a corrective action plan, including training and monitoring.
B. Ask agents to speed through the required disclosure, so calls are not delayed.

C. Immediately terminate the contract without discussion.

D. Ignore the issue because the partner handles only a small volume of calls.

2.1.5 Your organisation’s procurement policy requires at least three competitive quotes
for any new contact centre technology over a set value. A senior manager pressures
you to bypass this process to award work to a preferred supplier they have worked with

previously. What is the most appropriate response? (1)
A. Seek a written exception from procurement policy without providing justification.

B. Explain the policy, document the request, and proceed with a transparent competitive

process.
C. Agree to the request to maintain a good relationship with the manager.
D. Inform the preferred supplier that they will definitely win to speed up negotiations.

2.1.6 A cloud-based contact centre platform supplier proposes storing call recordings
in a country with weaker data protection laws but lower costs. Which factor should be
prioritised in your decision-making? (1)
A. Prioritise the lowest cost option to maximise savings.
B. Leave the decision entirely to the supplier, as they are the technical experts.

C. Prioritise compliance with data protection regulations and customer expectations,
even if costs are higher.

D. Accept the proposal but add a clause requiring the supplier to apologise if any issues
arise.

2.1.7 During contract negotiations, a potential supplier offers sports tickets to the
procurement team to "celebrate the partnership” before the contract is awarded. How

should you respond in line with ethical procurement practices? (1)
A. Accept the tickets but disclose them after the contract is signed.
B. Give the tickets to another department, so they are not linked to procurement.
C. Politely decline the offer and report it according to your organisation’s gifts and

hospitality policy.
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D. Accept the tickets because they do not directly change the contract terms.

2.1.8 You are tracking supplier performance for a provider that handles after-hours
customer support calls. Complaints about slow response have increased, but the
supplier’s reports show they are meeting contractual targets. What is the most

appropriate relationship management action? (1)

A. Work with the supplier to review metrics, call flows and root causes, and revise targets
if needed.

B. Reduce the supplier’s fees unilaterally to punish poor performance.
C. Immediately terminate the contract for poor customer experience.

D. Ignore customer feedback because contractual metrics are being met.

Question number Answer
211
21.2
213
214
21.5
21.6
21.7
218

Read the following case study and answer the question (s) that

follow:

2.2. Below is an extract from an SLA between Gabriella Call Centre and Dotcom

Software Solutions.
Service Level Agreement (SLA)
Between
Gabriellas Call Centre
(Located in Sandton, South Africa)

And
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Dotcom Software Solutions

(Located in Khathu, South Africa)

The agreement is valid for 3 years, from January 1, 2023, to December 31, 2025.
Scope of Services

Dotcom provides proprietary software for call centre agents to handle inbound/outbound calls,
including features for call routing, recording, CRM integration, and reporting. Exclusions cover

third-party hardware failures or client data input errors.
Services operate 24/7, excluding scheduled maintenance notified 48 hours in advance.
Performance Metrics

Dotcom commits to these key performance indicators (KPIs), measured monthly:

Metric Target Measurement Method
Software Uptime 299.9% monthly System logs

Incident Response Time Critical: =15 min; High: <1 hour Ticket system
Resolution Time Critical: <4 hours; High: <24 hours Ticket closurel

Software Availability for Agents 299.5% during business hours Agent login success rate]

Gabriellas provides call volume forecasts for capacity planning.
Regulatory Compliance:

Dotcom ensures the software complies with South African regulations, including POPIA for
data protection (consent management, data retention limits, purpose limitation), ICASA rules
on call practices, and emerging no-call lists. Features include audit logs, role-based access,

auto-deletion of recordings, and opt-out tracking.
Gabriellas remains responsible for agent training on compliance.

Risk Management and Remedies:
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Non-compliance risks include fines up to ZAR 10 million under POPIA, operational disruptions,

legal action, and reputational damage. Breaches trigger tiered remedies:

. Minor breach: Service credits (5-20% of monthly fee).
. Major/repeated: Performance improvement plan, fines, or termination rights without
penalty.

Dotcom indemnifies Gabriellas against direct losses from software non-compliance.
Monitoring and Reporting

o Dotcom delivers weekly dashboards and monthly reports on KPIs, compliance audits,
and trends via secure portal. Root cause analysis provided for breaches.

o Joint quarterly reviews adjust targets as needed.
Termination and Review:

o Either party may terminate with 60 days' notice for material breach after cure period.

Annual reviews ensure alignment. Governed by South African law.

2.2.1 As the newly appointed Contact Centre Manager for Gabriella, write a report
identifying the key deliverables for the SLA, as well as identifying possible

noncompliance risks that might affect the execution of the SLA. (9 marks)
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2.3 Read the following case study and answer the question(s) that

follow:

Netel Contact Centre, a mid-sized operation in Pretoria handling 5,000 daily calls for telecom
clients, faces a critical escalation on March 25, 2026. A new VolP supplier, TechLink
Communications, selected via RFP in January, has caused widespread outages, dropping
service levels from 82% to 45% within 20 seconds and spiking abandonment rates to 12%.
The Contact Centre Manager must now compile and analyse documentation to resolve the

issue, address stakeholder concerns, and enforce corrective measures.

Records from January 2026 RFP process show TechLink selected over two competitors
(VoicePro and NetCall) based on a scored matrix: 40% cost ($0.02/min vs. $0.025), 30%
uptime SLA (99.5% promised), 20% scalability (support for 7,000 concurrent calls), and 10%
support response (<1 hour). Vendor scorecard: TechLink scored 92/100; contract signed Feb

1 with penalties of 5% fee rebate per 0.5% uptime breach below 99.5%.
Service Level Agreements (SLASs)

Master SLA with primary client, Vodacom SA, mandates: 80/20 service level (80% calls
answered <20s), <5% abandonment, 275% FCR, AHT <280s, CSAT 285%. TechLink sub-
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SLA: 99.5% uptime, <2s latency, 95% calls routed without error; breach triggers include >1%

daily downtime (10 incidents logged March 1-25, totaling 15 hours lost).
Customer Complaints Records

CRM logs 342 complaints March 20-25 (vs. 45 avg/week): 68% "dropped calls/long waits,"
22% "no audio/echo," 10% "IVR failures." Escalations: 15 VIP client cases (e.g., Case #4567:
"Business line down 4hrs, lost R50k revenue"); CSAT plunged to 62%; repeat calls up 28%.

Performance Reports

MIS dashboard (Klipfolio-integrated) from March 25 shows:

March 25 shows:

March 25 shows:

March 25 shows:

Performance Performance Performance Performance
Reports Reports Reports Reports

MIS dashboard | MIS dashboard | MIS dashboard | MIS dashboard
(Klipfolio- (Klipfolio- (Klipfolio- (Klipfolio-
integrated) from | integrated) from || integrated) from | integrated) from

March 25 shows:

March 25 shows:

March 25 shows:

March 25 shows:

Performance Performance Performance Performance
Reports Reports Reports Reports

MIS dashboard | MIS dashboard | MIS dashboard | MIS dashboard
(Klipfolio- (Klipfolio- (Klipfolio- (Klipfolio-
integrated) from | integrated) from || integrated) from | integrated) from

March 25 shows:

March 25 shows:

March 25 shows:

March 25 shows:

Performance Performance Performance Performance
Reports Reports Reports Reports

MIS dashboard | MIS dashboard | MIS dashboard | MIS dashboard
(Klipfolio- (Klipfolio- (Klipfolio- (Klipfolio-
integrated) from | integrated) from | integrated) from | integrated) from

March 25 shows:

TechLink formal notice (24hr fix or terminate), activates backup supplier, and schedules
stakeholder briefing (10:00) with MIS visuals to rebuild trust while pursuing R500k
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compensation claim. This scenario tests integrated documentation use for accountability and

recovery.

Root cause: TechLink network overload during peak (14:00-16:00); agent occupancy fell to 68%
amid idle time.

Stakeholder Reporting Requirements

. Executives (CEO/CFO): Daily 1-page summary (SLA gaps, revenue at risk: R180k lost
calls); weekly board pack with ROl impact.

. Client (Vodacom): Automated email alerts for breaches >5%; bi-weekly PDF with graphs,
remediation ETA.

. Agents/Team Leads: Shiftly huddles via Teams with live dashboard; adherence scorecards.
. Regulator (ICASA): Monthly compliance filing if CSAT <70% sustained.

Financial Control Records

Budget tracker reveals: March overspend R450k (vs. R2.1m plan)}—R320k overtime (extra shifts),
R90k failover temp line, R40k refunds. TechLink invoice disputed: R180k billed vs. 15% penalty
credit due (R27k). Forecast: Q1 overrun R1.2m without fix; contingency: Switch to VoicePro (setup
R150Kk).

Management Information System Outputs

MIS auto-generated March 25 report (excerpt):

. Heatmap: Red zones 13:00-17:00; trend: Decline since March 15.

. Alerts: "SLA Breach: Uptime <99.5%—escalate TechLink."

. Recommendations: Invoke SLA penalty clause; test failover; re-forecast staffing +15 agents

for peaks.

. Stakeholder View: Executive summary emailed 18:00; client portal updated.
KPI Target Actual Variance
Service Level 80/20 45/35s -35 pts
Abandonment <5% 12% +7 pts
AHT 280s 420s +140s
FCR 75% 58% -17 pts
Uptime 99.5% 96.2% -3.3 pts
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Root cause: TechLink network overload during peak (14:00-16:00); agent occupancy fell to

68% amid idle time.
Stakeholder Reporting Requirements

. Executives (CEO/CFO): Daily 1-page summary (SLA gaps, revenue at risk: R180k lost
calls); weekly board pack with ROl impact.

Client (Vodacom): Automated email alerts for breaches >5%; bi-weekly PDF with

graphs, remediation ETA.

. Agents/Team Leads: Shiftly huddles via Teams with live dashboard; adherence
scorecards.
. Regulator (ICASA): Monthly compliance filing if CSAT <70% sustained.

Financial Control Records

Budget tracker reveals: March overspend R450k (vs. R2.1m plan)—R320k overtime (extra
shifts), R90k failover temp line, R40k refunds. TechLink invoice disputed: R180k billed vs. 15%
penalty credit due (R27k). Forecast: Q1 overrun R1.2m without fix; contingency: Switch to
VoicePro (setup R150k).

Management Information System Outputs

MIS auto-generated March 25 report (excerpt):

. Heatmap: Red zones 13:00-17:00; trend: Decline since March 15.
. Alerts: "SLA Breach: Uptime <99.5%—escalate TechLink."
. Recommendations: Invoke SLA penalty clause; test failover; re-forecast staffing +15

agents for peaks.

. Stakeholder View: Executive summary emailed 18:00; client portal updated.

Answer the following questions:

2.3.1 A Contact Centre Manager wants to understand why the average handling time (AHT)
has increased, and whether this increase is harming customer satisfaction. Which
combination of metrics would be MOST appropriate to review together to get a balanced

view? (1)

A. Call abandonment rate, average speed of answer (ASA), shrinkage
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B. Number of calls offered, service level, agent adherence
C. AHT, first contact resolution (FCR), customer satisfaction (CSAT) score

D. Schedule efficiency, occupancy, agent turnover rate

2.3.2 A contact centre’s SLA states: “80% of calls answered within 20 seconds.” Last week,

the centre answered 80% of calls, but the average speed of answer (ASA) was 60 seconds.
What does this MOST likely indicate? (1)

A. The SLA is no longer valid because ASA is a different metric from service level.

B. They exceeded their SLA, because the average speed of answer was tracked in addition
to the SLA.

C. They met their SLA, because they answered 80% of calls, regardless of wait time.

D. They did not meet their SLA, because the time condition (20 seconds) was not achieved
for 80% of calls.

2.3.3 Which metric BEST measures how often customer issues are fully resolved in a single
interaction without the need for the customer to contact the centre again for the same issue?
(1)
A. Service level.
B. First contact resolution (FCR).
C. Occupancy.

D. Abandonment rate.

2.3.4 A manager notices that occupancy is consistently above 95% throughout the day. What
is the MOST likely risk if this pattern continues over time? (1)

A. Under-utilisation of agents and excessive idle time.
B. Significant overstaffing leading to high labour cost.
C. Increased agent stress, burnout, and declining quality.

D. Poor data quality in the management information system.

2.3.5 In designing an SLA for an email contact channel, which target is MOST appropriate
and realistic? (1)

A. “50% of emails answered within 48 hours”.
B. “Average handling time for emails below 30 seconds”.
C. “100% of emails answered instantly”.

D. “90% of emails answered within 4 business hours”.
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2.3.6 Which statement BEST describes the role of a management information system (MIS)
in a contact centre? (1)
A. Itis only responsible for routing calls to the right agent based on skills.
B. It transforms raw operational data into actionable metrics and reports for planning and
performance management.
C. Itis mainly used to record voice calls for legal compliance reasons.

D. It replaces the need for workforce management and quality assurance functions.

2.3.7 Management wants to reduce abandonment rate without significantly increasing labour
cost. Which strategy is MOST aligned with this goal? 1)
A. Increase forecast accuracy and adjust schedules to better match staffing with call arrival
patterns.
B. Turn off call queuing so that customers receive busy tones instead of waiting.
C. Lower the SLA target so that it is easier to meet with existing staffing.

D. Hire a large number of additional agents to ensure almost no one ever waits.

2.3.8 Which of the following is the BEST example of a well-defined contact centre SLA for
voice calls? 1)
A. “We aim to have short queues most of the time”.
B. “We will answer your call as quickly as possible”.
C. “Agents will try their hardest to respond promptly”.

D. “80% of calls answered within 30 seconds during business hours”.

2.3.9 How much money was spent on refunds in March? (1)
A. R390 000
B. R20 000
C. R 320000
D. R460 000

2.3.10 Which practice BEST supports data-driven decision-making using MIS reports in a
contact centre? (1)

A. Allowing each supervisor to create their own private spreadsheets without common
definitions.

B. Reviewing key performance dashboards regularly and combining them with qualitative
feedback from agents and customers.

C. Ignoring anomalies in reports unless customers complain.

D. Relying solely on a single metric (such as AHT) to judge overall performance.
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Question number

Answer

2.31

2.3.2

2.3.3

234

2.3.5

2.3.6

2.3.7

2.3.8

2.3.9

2.3.10

2.4. How can you improve customer satisfaction while ensuring financial accountability

in a contact centre environment?

(8 marks)
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QUESTION 3

Question 3.1

3.1.1 Define the term Management Information System. (2 marks)

3.1.2 You are the Contact Centre Manager for Bernies Debt Collection Services based

in Kimberly.

You are required to compile a report explaining how you would use management

information systems in controlling costs. (8 marks)
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Read the following case study and answer the question (s) that follow:

New Mutual Insurance, a mid-sized insurer based in Edenvale, Gauteng, South Africa,
operates a contact center handling policy inquiry, claims processing, and customer support for
250,000 policyholders. New Mutual's Edenvale contact center serves business objectives like
95% first-call resolution (FCR), <5% abandonment rate, and 85% customer satisfaction
(CSAT) scores amid rising digital expectations. Technology must integrate telephony
(IVR/ACD), multi-media (chatbots, WhatsApp, app portals), and CRM while constrained by
budget (ZAR 12M annually), legacy systems, and data privacy (POPIA compliance).

Core systems must support omnichannel interactions aligned to customer expectations for

speed (<30s wait) and personalization.

Telephony: Cloud PBX with skills-based routing, predictive diallers for outbound sales, and

speech analytics for sentiment tracking.

Multi-Media Platforms: WhatsApp Business API, live chat via website/app, email ticketing,

and self-service IVR with Al NLP for claim status.

Backend Integration: CRM (e.g., Salesforce) linked to policy database; real-time dashboards

for agent performance.

Current Applications and Outputs

The centre uses a hybrid setup generating key outputs but facing gaps.

Customer
Expectation
Platform Application Key Outputs Met?

Partial—voice
recognition fails
IVR/Telephony Call routing, | 70% self-service deflection; || 20%

(Avaya) automated menus AHT 320s of accents

Page 26 of 31




Customer
Expectation
Platform Application Key Outputs Met?
Yes—millennials
prefer
Query resolution, | 15K interactions/month; || (92%
WhatsApp/Chatbot doc upload 60% resolution rate response rate)
No—downtime
Policy access, || 40K logins/month; 25% | spikes during
Web Portal/App claims submission claim automation peaks
Partial—
Agent scripting, manual data
CRM Dashboard real-time alerts CSAT 82%:; FCR 88% entry slows
Operational limits hinder alignment with objectives.
. Budget: ZAR 12M cap restricts Al upgrades; telephony maintenance eats 40%.
. Legacy Systems: On-prem Avaya incompatible with cloud multi-media; integration
lags 6 weeks.
. Regulatory: POPIA mandates consent tracking; PCI-DSS for payments blocks
unencrypted chat.
. Staff/Skills: 120 agents; 30% turnover; training gaps in digital tools.
. Scalability: Peaks at 2,500 calls/hour overwhelm during claim seasons.

3.2. As the Contact Centre Manager for New Mutual Insurance, analyse the constraints

facing the call centre and provide recommendations on how the company can mitigate

their effects.

(10 Marks)
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3.3 Consider the diagram below and answer the question (s) that follow:

The diagram below shows the steps undertaken when a consumer makes a phone call to a
call up till the point their query is resolved. Every step in the process is subject to risk which

may compromise the operation of the call centre
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3.3.1 As the newly appointed Contact Centre Manger, write a report that identifies and

explains the control measures and risk points in the process. (10 marks)
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3.4 Read the following case study and answer the question (s) that follow:

Clicks Call Centre, based in Sasolburg, provides inbound customer-service support for Clicks
Group clients, including pharmacy, wellness, and retail accounts. Agents handle large volumes
of personal and sensitive information, such as customer names, addresses, medical-aid
details, transaction histories, and payment-card information. The centre operates under
POPIA (Protection of Personal Information Act), the CPA (Consumer Protection Act), and
internal client-information-security standards that require strict confidentiality and secure

handling of customer data.

In the past three months, several incidents have been logged that highlight confidentiality risks.
An agent accidentally emailed a spread-sheet containing 150 customers’ full names, ID
numbers, and medical-aid details to a personal email address instead of the secure CRM
inbox, exposing highly sensitive data to unauthorised access. A terminated agent was found
to have copied customer account details onto a personal USB drive before leaving the
company, indicating inadequate exit-process controls and data-access restrictions.
Quality-assurance reviews also revealed that agents sometimes leave customer accounts
open on screens during breaks and discuss order details in open areas where other customers
or colleagues can overhear, creating opportunities for data leakage and unauthorised

disclosure.

The centre has experienced one formal complaint from the Information Regulator and two
client-service-level-agreement penalties for data-handling breaches. Management is
concerned about the operational disruption, reputational damage, and potential financial

penalties if confidentiality risks are not effectively controlled.
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3.4.1 As a Contact Centre Intern for Clicks call centre, list risks related to customer

confidentiality and measures to mitigate against these risks. (10 marks)

SUB- TOTAL: 40 marks

TOTAL MARKS :120 marks
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