
Youth skills development in Mozambique, focusing on call centre operations with CRM training for 

inbound and outbound services, is a game-changer for the country's economy. Here's a potential outline: 

 

Call Centre Operations Training: 

1. Inbound Services: 

- Customer service fundamentals 

- Handling customer inquiries and complaints 

- Product knowledge and troubleshooting 

- Communication and problem-solving skills 

 

2. Outbound Services: 

- Telemarketing and telesales techniques 

- Lead generation and appointment setting 

- Handling objections and closing deals 

- Time management and productivity 

 

3. CRM Training: 

- Introduction to CRM software (e.g., Salesforce, Zoho) 

- Data management and analytics 

- Customizing CRM workflows and automation 

- Integrating CRM with other business tools 

 

Additional Skills: 

1. Soft Skills: 

- Teamwork and collaboration 

- Adaptability and flexibility 

- Time management and punctuality 

- Professionalism and etiquette 

 

2. Technical Skills: 

- Computer literacy and typing skills 

- Familiarity with cloud-based software 

- Basic data analysis and reporting 



3. Language Skills: 

- English language proficiency (or other languages, depending on the target market) 

- Communication and pronunciation skills 

 

Training Methodology: 

1. Classroom Instruction: 

- Lectures and discussions 

- Role-playing and simulations 

- Group activities and team-building exercises 

 

2. On-the-Job Training: 

- Shadowing experienced agents 

- Gradual exposure to live customer interactions 

- Feedback and coaching 

 

3. E-learning and Gamification: 

- Online modules and tutorials 

- Interactive quizzes and assessments 

- Gamified learning experiences 

 

Benefits: 

1. Employment Opportunities: 

- Call centre jobs for Mozambican youth 

- Career advancement opportunities in customer service and sales 

 

2. Economic Growth: 

- Increased foreign investment and revenue 

- Diversification of Mozambique's economy 

 

3. Skills Development: 

- Enhanced technical and soft skills 

- Improved employability and competitiveness 



Partnerships: 

1. Call Centre Companies: 

- Partner with established call centre operators to provide training and job opportunities 

 

2. Government Agencies: 

- Collaborate with government agencies to promote youth skills development and employment 

 

3. Private Sector: 

- Engage with private companies to provide training and resources 

 

Challenges: 

1. Language Barriers: 

- Limited English language proficiency in some areas 

- Cultural and linguistic differences 

 

2. Infrastructure: 

- Limited access to reliable internet and technology 

- Insufficient training facilities 

 

3. Talent Retention: 

- High employee turnover rates in call centre industry 

- Competition from other industries and countries 

 

By addressing these challenges and providing comprehensive training, Mozambique can develop a 

skilled workforce for its growing call centre industry, driving economic growth and employment 

opportunities for youth. 


