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3,400 young people to receive training, minimum 70% to be 
employed as a result 
 
Employer led training, aligned with new investment and targeted government support, 
opens a path to employment for the youth. 
 
In a nutshell:  A training programme for 3,400 
young people to work in the call centre industry is 
being rolled out.  70% of those learners are 
guaranteed employment at the end of their 
training. This follows a successful pilot project run 
by the Business Trust in 2009 in which 87% of the 
1,300 young learners were employed as a result of 
their training though the Business Trust designed 
Monyetla Work Readiness Programme. In this 
programme, the government covers the cost of the 
training and employers undertake to employ at 
least 70% of those trained. The programme is part 
of a broader Business Process Outsourcing (BPO) 
development programme being undertaken by the 
Business Trust, the BPO industry association (BPeSA) 
and The Department of Trade and Industry (the 
dti). Its success underscores the importance of 
linking training and investment and forging productive relationships between employers, the 
government and training providers.  
 
Detail:   The second phase of the Business Trust’s Monyetla Work Readiness Programme for 
the training of 3,400 entry level BPO agents has commenced. In addition to the work readiness 
training, more than 500 team leaders and supervisors will be trained at the employers’ own 
expense.  The aim of the project is to widen and deepen South Africa’s BPO talent pool to 
attract further foreign direct investors to this growing sector and to create jobs for 

unemployed young people.  Interestingly, it was 
three times oversubscribed when employers were 
asked to submit proposals, indicating the strength 
of the sector’s ability to create jobs. 59 consortia 
led by employers proposed to train just under 
9,000 people against the target of 3,000. After a 
rigorous adjudication process, 31 employer-led 
consortia were allocated 3,400 learners.   
The Monyetla talent development model is 
demand-driven. It ensures that employers receive 
the trained entry level agents required to grow 
their operations and that successful learners are 
placed in work immediately on completion of their 
training. 

 
 

 
Monyetla Work Readiness Programme 
Phase 1 learners training at an employers 
premises 

 
I can do my job delightfully because of 
the skills I have attained and that have 
helped me to be competent in my job.  
Pearl Sibiso, Graduate of the Monyetla 
Work Readiness Programme Phase 1 



Participating employers are also required to train, either at their own expense or using the 
levy-grant system, one team leader or supervisor for every 6 work entrants trained.  This will 
result in the training of 566 team leaders or supervisors during this phase of the programme. 
 
The pilot project of the Monyetla 
model pioneered this consortium-
based approach.  A consortium, 
led by an employer, is formed to 
include an accredited education 
and training provider and a 
recruitment company.  Each 
consortium member has a clearly 
defined role, ensuring that 
suitable learners are recruited, 
trained and placed in 
employment.  The training course 
includes theoretical training and 
practical on-the-job experience, 
to enable learners to be work 
ready on conclusion of the 16 
week programme. 
 
The Monyetla Programme is an NQF-based skills programme, in which learners gain 60 credits 
of the 128-credit National Certificate in Contact Centre Support.  Companies that are 
members of the Services SETA can top up the 60 work readiness credits with a further 68 
credits funded by the SETA thus ultimately providing learners with a certificate in contact 
centre management. 
 
The programme forms part of the Sector Support Programme for BPO in South Africa, and is 
managed by the Business Trust, in partnership with Business Process enabling South Africa 
(BPeSA) and the dti. It is funded by the National Skills Fund.  It is implemented using a quality 
management system which is aligned to the requirements of the South African Qualifications 
Authority (SAQA), and learner achievements are externally moderated by the Education and 
Training Quality Assurance body of the Services SETA. 
 
The qualifying consortia include new investors participating in the dti’s Government 
Assistance and Support (GAS) Incentives Programme, local government, parastatal bodies and 
South African BPO companies.   This phase of the Monyetla Programme will run until 30 June 
2011.   
 
Under the GAS scheme incentives have been provided to companies making new investments 
in this sector, which will create close on 25,000 new jobs.  An extension of the scheme and an 
intensified marketing programme are designed to create a further 30,000 jobs by 2015.  None 
of this would be possible without a consistent stream of competent work ready employees. 
That is what the expanded Work Readiness programme will provide.  
 
For more information contact Fatgiyah@btrust.org.za  
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