Theme 3 – Youth and gender
This theme synthesizes issues on youth and gender in South Africa, India, Mauritius and Kenya. This synthesis is presented in tabular form as shown below
	
	Kenya
	South Africa
	Mauritius
	India

	Population
	39,002,772 (July 2009 est.)
	49,052,489  (July 2009 est.)
	1,284,264 (July 2009 est.)
	1,166,079,217 (July 2009 est.)

	Labour force
	9.45 m (2007 est.)
	18.22 m (2008 est.)
	584,000 (2008 est.) 
	523.5 million (2008 est.)

	Unemployment rate
	40% (2008 est.)
	 21.7% (2008 est.) 
	7.6% (2008 est.)
	6.8% (2008 est.)

	literacy rate
	85.1% (2003 est.)
	86.4%(2003 est.)
	84.4% (2000 census)
	61% (2001 census)

	Min. employment age
	18
	 
	 
	14

	Min. qualifications (Managers)
	Bachelors degree
	 
	 
	Bachelors degree.

	Salary range (Managers) in US$
	$500 - $3500
	$1500 to $8000
	$1000 and above
	$800- $4000

	Min. qualifications (Professional Staff)
	Bachelors degree
	Bachelors degree
	Bachelors degree
	Bachelors degree

	Salary range ((Professional Staff)) in US$
	$500 to $1500
	$2000 - $3000
	$500 to $1200
	$800 to $2500

	Min. qualifications (operators or agents)
	Certificate, diploma or degree depending on operation
	Grade 12 
	School Certificate or below
	High School

	Salary range (Operators or agents) in US$
	$150- $500
	$500 - $1500
	$500-$1500
	$500 and above

	No. of graduates per year
	30000
	approx 120 000
	approx 10,000
	About 1 m

	Global gender gap (2008) ranking (and score)
	88 (0.655)
	22 (0.723)
	95 (0.647)
	113 (0.606)

	Global gender gap (2008) – Male  Labour force participation
	90.00%
	82%
	84%
	84%

	Global gender gap (2008) –  Female Labour force participation
	72.00%
	49%
	47%
	36%

	Gender parity in back office operations
	Approx. 50%
	 
	 
	 

	Gender parity in call centres
	Female > Male by 20%
	 
	Female > Male
	 

	Gender parity in professional cadres
	Male > Female by 20%
	 
	Male > Female
	Male > Female

	Staff retention methods
	1. Offer opportunities for staff to progress career wise                               
2. Friendly environment Benefits
3. Conducive work environment
4. Personal development for staff
5. Competitive remuneration
6. Support efforts towards self-improvement
	1. Competitive remuneration
2. Incentives
3. Involvement in decision making
4. Job security
5. Conducive work environment
6. Performance reward
7. Career path development
	1. Competitive remuneration
2. Conducive work environment
3. Provision of training
4. Involvement in decision making
5. Performance reward
6. Laying off employees not geared towards company values(negative)
7. Performance reward
8. Job rotation
9. Job security
10. Investing in employees
11.  Transport provision
12.  Demystification of BPO work
	1. Conducive work environment
2. Provision of training
3. Provision of career development opportunities
4. Involvement in decision making
5. Job security
6. Competitive remuneration
7. Performance reward
8. Transport provision
9. Presence of a cafeteria

	Training methods
	   1. In-house
   2. Colleges
   3. Online courses
	1. In house
	1. Client provided
2. Colleges
3. In-house
4. Online
	   1. In-house
   2. Client provided
   3. Online courses

	Legal benefits to employees
	• Annual leave
• Maternity leave
• Paternity leave
• Medical cover 
• Sick leave
Other benefits that the employees enjoy include: 
• Interest free loans 
• Subsidized food
• House allowance 
• SACCO memberships
• Temporary loans Free medical care
• Auto loan program
• Payment of commission
	• Annual leave
• Medical cover
• Maternity leave
• Sick leave
• Paternity leave
• Family responsibility
Other benefits that the employees enjoy include: 
• Incentives
• Commission 
• Monthly awards
	• Annual leave
• Medical cover
• Maternity leave
• Sick leave
• Paternity leave
• Transportation
Other benefits that the employees enjoy include: 
• Leave without pay
• Company car
• Laptop
• Performance bonus
• Transport allowance
•  Car allowance
	• Annual leave
• Medical cover
• Maternity leave
• Sick leave


	Challenges faced by employees
	1. Work related: long hours
2. Human resources :include challenges incurred in dealing with staff members, handling their feelings, and ensuring they comply with organisational policies, fighting complacency and morale boosting 
3. Transportation basically commuting problems
4. Inadequate resources :include both Financial(Budgetary) and infrastructural  constraints example the absence of adequate resources like internet, computers(issues of internet speed fall under this category,
5. Project management: challenges in enforcing new rules set by the client, meeting project deadlines, Training and supporting new projects
6.  Client related: dealing with the clients, getting employees to be client focused, convincing clients to outsource, balancing client needs and company needs
7.  Personal problems: family problems that may bother the agent, feelings of being under pressure.
8.  Company related: Interdepartmental conflict
	1. Work related: projects employees are uncomfortable with, long hours, short lunch breaks
2. Lack of Career development
3. Remuneration: earning no commission
4. Race related: dealing with different race groups
5. Project management:  meeting project deadlines
6. Client related: Meeting project deadlines
7. Company related: Interdepartmental conflict
	1. Work related: Ensuring accuracy of work , Handling of the day to day technical issues, Heavy work load
2. Human resources : Coached agents with poor quality, Ensuring respect of break times ,Improving listening skills ,Morale boosting
3. Project management: Maintaining quality standards, Implementation of new projects for new operations, Meeting project deadlines
4. Client related: Communication 
5. Company related: Decision making 
	1. Frustration of handling customers
2. High job stress
3. Friction in their social life.
4. Odd working hours 


In addition, there are a few more issues about each country that needs to be highlighted.

India

India produces approximately 1million graduates per year. A strong culture of science and technology exists in India, right from Nursery School age. Currently nation has the capability to graduate over 500,000 engineers annually. India's annual enrollment of scientists, engineers and technicians now exceeds 2 million. Fluent English communication and customer service skills are generally strong in India, however accent is still a big issue.

There is continuous recruitment and training of call centre agents by the call centres. They maintain a database of suitable candidates, and are thus able to meet their client’s demands of scalability on time. This is a strong selling point to clients.

Numerous international brands have their offshore operations in India and send experienced and highly skilled staff from their home offices to work in the India operations, thus transferring skills to the local population.

National Skills Registry (NSR),  an industry initiative to ensure that individuals employed by organizations have their background and antecedents verified, thereby preventing, if not eliminating, the menace of fake resumes. This is an institutionalized mechanism through which objectively verifiable  data of an individual is independently checked. 

India provides for core labour standards of ILO for welfare of workers and to protect their interests which include maternity benefits and equal remuneration for both men and women. 

There is low female literacy of 47.8% in the country and low contribution of females to the workforce. NASSCOM has launched the Women in Leadership-IT Initiative to enhance participation of women into the workforce and create more women leaders in the IT-BPO industry.

South Africa

There is no gender or age based discrimination in the work place. Over 60% of employees in the technical operations are young people (below 30 years old). There exists no law or policy that prefers youth from other groups of people in employment. Also there exists no gender affirmative action in South Africa.

Just like other sectors in South Africa, Black Economic Empowerment policy ensures equitable distribution (by race) of workers in the BPO sector. However, senior managers in the BPO sectors are mostly white. This gives the impression of ‘white-culture’ which is a strong marketing point for BPO industry in mostly Europe and USA

The Labour laws that govern the sector include  

· Black economic empowerment. 

· Basic Condition of Employment: Applies to all employers and workers and regulates leave, working hours, etc.

· Family responsibility Leave

· Employment Equity

· Skills Development Act meant to improve productivity in the workplace and the competitiveness of employers and to promote self-employment. 

· Skills Development Levies Act: Prescribes how employers should contribute to the National Skills Fund.

There are 40% more females below 25 year than males and 7% more males above 25 year than females in the companies interviewed.

Mauritius

Training is key as illustrated by the initiative to create an ICT Academy by OTAM with the Mauritius Government to train people after Higher School Certificate, where they would be offered vocationally focused courses. In addition OTAM wants a public-private partnership with the University of Technology of Mauritius that would also offer training to people in Reunion and Madagascar. 

Salaries are not standardised and most industry players feel there is a need to standardise salaries this is clearly illustrated by the 2008  Mauritius ICT- BPO salary survey that was commissioned by CCIFM (Chamber and Commerce and Industry France Mauritius) and OTAM (Outsourcing and Telecommunications Association of Mauritius).

There is no 24 hour culture. Most shops, restaurants close by 5.00 pm in addition the public transportation stops operations at 7.00 pm. In general researchers found that there is a negative perception of working in 24/7 environment especially for female workers. This negative perception is further enhanced by the Labor act that  prohibits employment of female employees in industrial undertakings between 10 p.m. and 5 a.m while for young people between between 6 p.m. and 6 a.m . 

The Mauritian labour Act does not allow an employer to employ a young person for more than 36 hours in a week. 

There are privileges for  female workers which include that she may absent herself from work-during pregnancy. All employees have sick leave, annual leave and additional leave of 2 days. 

In most cases the higher the academic level the higher the proportion of male employees. In high end jobs there are 20% more male employees than female employees while in the lower end like call centers and back office operations there are 40% more females employees than male employees.

ICT Literacy, IC3 & ICT Awareness courses by National Computer Board are provided to women in different regions across Mauritius.  ICT Literacy and IC3 courses are provided after which a certificate of attendance is issued. 

Discussion Q9. Laws to for protection of Youth and Women from discrimination. 
· In India, there is the Equal Remuneration Act passed in 1976, providing for the payment of equal remuneration to men and women workers for same or similar nature of work. Under this law, no discrimination is permissible in recruitment and service conditions except where employment of women is prohibited or restricted by the law.
· In South Africa there is  Employment Equity: Applies to all employers and workers and protects workers and job seekers from unfair discrimination, and also provides a framework for implementing affirmative action. 
· In Mauritius the law states that workers should not work for more than 45 hours in week and if they do they will have to be paid overtime. The Labour act is the main act that protects youth and women and deals with:

· Hours of work : No person shall employ a young person or a female worker in an industrial undertaking for more than 10 hours in a day or- in the case of a young person, between 6 p.m. and 6 a.m.; and in the case of a female worker, between 10 p.m. and 5 a.m. 

· Transportation: No person shall, except with the Permanent Secretary's written consent, transport a female worker or cause a female worker to be transported in a goods vehicle; any other vehicle, unless the vehicle is provided with an easy means of entering and alighting which does not involve climbing.

In Kenya, there is only the Employment Act. Are the Kenyan laws adequate to protect the youth and women from exploitation by BPO&O employers?
Discussion Q10: The BPO sector is not seen as a long term source of employment for most employees. Most believe it is a stepping stone to other lucrative opportunities. What needs to be done to ensure the youth and women view the industry as attractive, especially in terms of quality of employment and career progression?
Discussion Q11. Attrition and poaching are prevalent in most countries studied. What mechanisms should employers adopt to attract and retain their staff? 



