Ilkaze Service Rwanda

National Customer Service Excellence Program

Comprehensive Program Overview

Executive Summary

lkaze Service Rwanda presents a groundbreaking National Customer Service
Excellence Program designed to transform Rwanda’s service economy. This 24-hour
certification initiative, supported by a train-the-trainer framework, aligns with Rwanda
Vision 2050 and Rwanda Development Board workforce priorities.

This is not a training workshop. It is a national standardization initiative for
service excellence.

The Challenge

Service quality in Rwanda faces critical challenges that impact national
competitiveness:

e Inconsistent Service Delivery — Quality varies significantly across sectors and
regions
e Limited Standardization — No unified framework for service excellence

e Perception Gap — Strong infrastructure and policy undermined by inconsistent
customer experiences

e Workforce Development — Frontline workers lack systematic training in service
competencies



Why It Matters

“Investors, tourists, patients and citizens judge Rwanda not only by infrastructure or
policy but by how they are treated. When service is consistent and professional,
trust increases. When service is inconsistent, even strong systems lose credibility.”

Frontline service workers are Rwanda’s daily ambassadors — they shape perception at
every point of contact.

Our Solution

Ikaze Service Rwanda has developed a nationally scalable model with two integrated
components:

Component 1: Learner Certification (24 Hours)

A comprehensive program focused on observable, job-ready service competencies:

e Day 1 — Service Excellence Mindset & Professionalism
e Day 2 — Communication Mastery

e Day 3 — Complaint Handling & Service Recovery

e Day 4 — Relationship Building & Sustainability

Component 2: Train-the-Trainer Program (24 Hours)
Ensuring consistent delivery across sectors, institutions, and regions:

e Curriculum delivery methodology

Facilitation and engagement techniques

Assessment and evaluation skills

Quality assurance protocols




The Four Pillars of Excellence

Our curriculum is intentionally focused on four foundational pillars:

1. Service Excellence Mindset

Building professionalism and a customer-first attitude. We train participants to see
every interaction as an opportunity to represent Rwanda’s commitment to excellence.
2. Communication Mastery

Developing effective communication skills for high-pressure environments.
Participants learn active listening, clear articulation, and empathetic response
techniques.

3. Complaint Handling & Service Recovery

This is where reputation is often won or lost. We teach the HEARD technique (Hear,
Empathize, Apologize, Resolve, Diagnose) and service recovery strategies that turn
dissatisfied customers into loyal advocates.

4. Relationship Building & Sustainability

Grounding service in Rwanda’s values of dignity, respect, and Ubuntu. We emphasize
long-term relationship building over transactional interactions.

Program Methodology

Our approach is distinctly practical:

e Competency-Based — Focus on observable, measurable skills

e TVET Compatible — Aligned with technical and vocational education standards
e Scenario-Driven — Real-world situations from Rwandan contexts

¢ Interactive — Role-plays, discussions, and group activities

e Assessment-Oriented — Clear criteria for certification



“We do not over-theorize — we train what can be demonstrated, assessed ana
applied in real workplaces.”

Strategic Alighment

Rwanda Vision 2050

This program directly supports the objective of building a high-value service economy
by:

e Strengthening workforce competitiveness
e Improving investor and visitor experience

e Supporting Rwanda’s national brand

Rwanda Development Board Partnership
RDB’s role is critical — not as a training body, but as a strategic partnerin:

e Setting national service expectations
e Enabling public-private collaboration

e Endorsing quality standards

Implementation Approach

Pilot-First Strategy

We propose a measured, evidence-based approach:

Phase Focus Timeline
Phasel Sector-based pilotsin Tourism, Healthcare, Financial Services Months 1-6
Phase2 Evaluation and refinement Month 7

Phase3 Scaled rollout based on results Months 8+



Why Pilot First?

e Manages Risk — Tests the model before national commitment
e Ensures Accountability — Clear outcome measurement
e Allows Evidence-Based Expansion — Scaling based on proven results

e Protects Rwanda’s Reputation — Quality over speed

Quality Assurance Framework

Quality control is central to this model:

Element Purpose
Central Curriculum Ownership Maintains consistency and standards
Certified Trainer Registry Tracks and verifies all certified trainers
Periodic Audits Ensures ongoing quality compliance
Recertification Requirements Maintains trainer competency over time

This framework ensures consistency, accountability, and long-term credibility as the
program scales nationally.




Investment & Budget

Pilot Program Budget: US$500,000

Category Amount
Personnel & Training Delivery $200,000
Trainer Certification Program $100,000
Learner Program Delivery $92,500
Curriculum & Materials $57,500
Monitoring & Evaluation $50,000

Value Proposition
The emphasis is not on cost, but on:

e Value — Measurable improvement in service quality
e Sustainability — Self-perpetuating trainer network

e Long-term Impact — National service culture transformation

The model is scalable and donor-compatible.
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Expected Outcomes

Pilot Phase Results

Metric Target
Trainers Certified 58 (19-20 per sector)
Learners Trained 650-750 frontline workers
Sectors Covered 3 (Tourism, Healthcare, Finance)

Geographic Reach Kigali + 2 secondary cities



Long-term Impact

e Standardized service excellence across Rwanda

Recognized certification valued by employers

Sustainable trainer network for ongoing delivery

Measurable improvement in customer satisfaction

Enhanced national competitiveness

Our Request

Ikaze Service Rwanda respectfully requests Rwanda Development Board:

1. Endorsement of this program as an RDB-aligned workforce development
initiative

2. Support for pilot implementation in selected priority sectors

Our Commitment

“Our goal is simple: to help Rwanda move from good service in pockets to excellent
service as a national standard.”

We are committed to:

e Transparent reporting and accountability
e Evidence-based decision making
e Continuous improvement based on feedback

e Long-term partnership with RDB and sector stakeholders

About lkaze Service Rwanda

Ikaze Service Rwanda is a workforce development organization dedicated to elevating
customer service standards across the nation. Founded by Darius Safari, the



organization combines international best practices with Rwanda’s unique cultural
values to create practical, impactful training programs.

Contact:

Darius Safari
Founder & Principal
Ikaze Service Rwanda

For partnership inquiries, pilot participation, or media requests, please contact
through official channels.



