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Journey 2 Excellence...
looking forward & beyond

& beyond

In 2009, BotswanaPost ventured into a
journey to excellence through the adop-
tion of the Leboa project which was driv-
en by the European Foundation for Qual-
ity Management (EFQM) model. Leboa
aim was to drive business performance
improvement initiatives whose findings
and subsequent initiatives later gave
birth to the Icon of Excellence strategy.
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The ‘lcon of Excellence’ strategy was
adopted in April 2011 as a three year
Strategy to 2014 which has since been
revised to 2016. The strategy envisions
BotswanaPost as an ‘Icon of Excellence’,
connecting people to each other
and the globe. At the end of
this journey, BotswanaPost
is aiming at realising a rev-

enue target of P500m with
2¥ a cash cost to income ratio
of 60%. At the core of the
journey to excellence is the

2012 BotswanaPost Chair-P 10
man’s Golf Challenge held
at the Phakalane Golf
Estate
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Journey 2 Excellence...looking forward

desire to turn into a provider of a diver-
sified product and service basket, shift-
ing away from the traditionalist Post Of-
fice norm of conducting business, whose
strategic focus is predominantly to im-
prove national mail delivery efficiency
and provide traditional postal products.

The Icon of Excellence recognises
among others that our business can be-
come more agile and grow faster if we
harnesses the synergies that exist be-
tween us and various business partners
for mutual benefit, that there is an im-
mense opportunity in information and
communications technologies for growth
and that our footprint across the coun-
try puts us in an unique position to deliv-
er services to Batswana, including those
that some of the communities currently
do not have access to unless they travel

long distances to service points.
continues on page 2
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Our Values

Botho Creativity Courage

FEditotial Note

We continue to celebrate BotswanaPost’s achievements and critical

milestones. Our journey dates back to 1875 in Mafeking, as Bechuana-

land Protectorate Postal Services, when mail was transported by a pair

of runners on foot. We evolved over the vears and the Post Office has

remained the centre of communication and the business hub in our

communities.

Accelerated development has meant that the Post Office continuously re-

invents itself and adopts new technologies. The Icon of Excellence Strat-

egy is testimony of our commitment to serve our citizenry and deliver

on our brand promise.

To better serve our people the Post Office is transforming from a tradi-

tional post office that offers mail and pavcel service, to a robust service

provider that offers a bouquet of services on behalf of third parties.

We continue to position ourselves as the service provider of choice. Our

footprint of 122 post offices means we are accessible and within reach to

communities.

In our quest to drive excellence and stimulate economic growth, Bo-

tswanaPost last year celebrated completion of its two flagship IT proj-

ects undertaken to harness the opportunities brought by communication

technologies to connect people to each other and the globe.

In this publication we take you through our Icon of Excellence Strategy

commitments and our promise to the customer.

Lebogang Bok

Intergrity

To that end we continue to look preferably for tech-
nology enabled partnerships for ease of delivery of
efficient services at least cost.

The Strategy is set to propel BotswanaPost to great
heights, enough to actively compete with the big
names in the game. The leadership has set the
right tone and communicated the imperative for
change. The staff members have in turn responded
with enthusiasm and the level of commitment that
they demonstrate is the kind one-need-not look for
when one sets foot in the red with a dash of yellow
coloured offices. Everyone is excited over the goal
of becoming a P500million enterprise by the year
2016 and as it edges closer, the question “ what
can we do to make it happen?” is on the lips of all
the corporate teams.

There is a set of eight objectives that when re-
alised, will deliver on the strategy. At 22 months
into the strategy period, time is fast running out for
answers to this question to be turned into action.
Thankfully, action is on-going on various major ini-
tiatives that directly respond to this question:

€ Cost Containment initiative to reduce cash cost to
income ratio to 60%.
€ Establishment of a Change and Transformation
function to address the transformation of the
workforce.
€ Mobile Post Offices offering a bouquet of services
at far flung areas.
€ Launch of the poso pay e-portal offering 24 hours
access online for postal services.
€ On-going leadership training to instil a new
culture of doing things.
€ Strategic business partnerships to diversify
product and service offering to offer a one stop
service centre.

These projects follow hot on the heels of the
development of the International Mail Exchange
Centre and commissioning of an automated mail
sorting machine, which came into use in March
2010.

A team of Strategy and Change Agents has been ap-
pointed, representing all the departments and this
team is at the forefront of rolling out this plan
under the direction of the Change and Transforma-
tion Unit.

The success of the transformation initiative lies in
our living the five corporate values of Botho, In-
tegrity, Courage, Innovation and Service Excellence
and also joining hands in shaping the culture of ex-
cellence. This urges the staff members to inject a
sense of urgency into their ways of working so that
the destination J2E 500m 2016 is reached on time
and on target.




Foundation Launches Projects

The BotswanaPost Foundation was launched on the 8th
November 2011. The objectives of the Foundation are
to engage with and uplift communities’ lives where it
does business, to respond to environmental impact of
our business on society and to enhance BotswanaPost
image and reputation. Through the Adopt a School ini-
tiative, the Kacgae Primary School was identified as
the first recipient by the Foundation.

In 2012 the village of Kacgae was the venue to host
the World Post Day commemoration. The Day coin-
cided with the launch of key projects financed by the
Foundation. Kacgae Primary School received a refur-
bished library with books, magazines and newspapers,
a computer laboratory with 6 laptops connected to
wireless internet, a garden fully equipped with an ir-
rigation system, shading and seedlings. Donations in
the form of soccer balls was also made. The Founda-
tion offered the school a Prize Giving sponsorship for
three years. This support is to provide a conducive
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school environment for the learners through the use of
modern IT infrastructure with the hope that this will
be positively lead to improvements in the school’s aca-
demic performance. The support includes sponsorship
of the schools prize giving ceremony for three years to
promote educational excellence.

The Kacgae community received a Postal Agency,
bus shelter, ten (10) litter bins that were distributed
around the village, a village sign board and donations
in the form of clothes and soccer balls.

The Minister of Transport and Communications ap-
plauded BotswanaPost for her noble efforts, “l also
extend my sincere appreciation to BotswanaPost for
heeding the call and supporting the Government’s key
programmes; the Adopt a School Initiative and the
Poverty Eradication Drive through the BotswanaPost
Foundation”.
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ADVERTORIAL

Premier Boxes for
Premier Gustomers

BotswanaPost has installed a brand new facility at Masa Centre to give clients
superior levels of safety and privacy.

Have you ever wished for an upgrade to your post
box? Perhaps it's more security and privacy you
desire. A more convenient location might be nice,
and, of course, a more comfortable environmentin
which to handle your mail. Maybe you're looking
for a better size, so that your magazines arrive in
pristine condition. Sound good?

Say hello to Premier Boxes, the latest innovation
from BotswanaPost. Installed at Masa Centre in
the heart of Gaborone’s new CBD, the Premier
Boxes offer customers a prestigious new mail
solution and a whole new standard of service.

Unique advantages

So, how is a Premier Box superior?
‘Firstly, it's the security,
emphasises  Clifford  Lekoko,
BotswanaPost Business
Development  Manager. ‘Al
Premier Boxes come with

Fast HacLS

Did you know that BotswanaPost

grew its total revenues by 46%

combination locks, so they
function as both a mailbox and a

safe. Postal staff will make deliveries
through a small slit at the back. This gives
customers the perfect place to store important
documents and small valuables!

BotswanaPost has beefed-up security with 24-
hour CCTV and in addition will be issuing each
box holder with their very own access control
card.

‘Secondly, it's the environment, he continues.
‘Coming here to handle your mail is a pleasure
because of the upmarket atmosphere. It's perfect
for executives and high-flying entrepreneurs!

‘Thirdly, it's the size/ Lekoko points out.
‘The Premier boxes are comfortably sized to
accommodate all your A4 envelopes without the
need for folding’

The big picture

‘To accomplish  the social, financial and

between March 2010 and
March 20112

developmental goals that we

have set, we need to invest/

explains BotswanaPost Chief
executive Officer, Pele Moleta.

‘Invest in ourselves. Invest in our customers.
And invest in our ability to meet their own
evolving expectations of us!

Moleta and his team have overseen a series of
important structural investments over the past
two years. These include:
® P43m for an International Mail Sorting Hub

(opened in March 2011)
® P54m on extensive Poso House refurbishments

(approaching completion)
® P69m on the automation of all 121 post offices

on its network through a linked ‘real-time

online system!

The completion of the Premier Boxes project
gives the organisation another income stream
which will undoubtedly help to drive further

BotswanaPost CEO Pele Moleta at the brand new Premier Box facility at Masa
Centre. Will you soon be collecting your mail at this one-of-a-kind location?

growth.

‘These are innovations which the customer can
actually feel says Moleta, who is quick to praise his
colleagues at BotswanaPost.

He says, ‘We keep moving forward swiftly
because our team is always looking for new ways
to serve the end user. In a world characterised by
dramatic change and technological developments,
we need to seek out as many revenue models as
we can. This ensures that we stay plugged into our
customers' lives. And, naturally, we must continue
to grow our capital base’

‘These Premier Boxes are the next step for us.
But we will not stop here, he assures.
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New look Poso House
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The Poso House refurbishment project has been
completed. The interior of the building has been
revamped and new lift cars installed. The heating
cooling and ventilation system has been replaced;
all these will create an amiable environment for
both employees and visitors.

“We adopted the open plan office concept through
which we have been able to accommodate the en-
tire Poso House staff in seven floors. This initiative

released a total of five floors for rental to the open
market to support the organization’s strategy on the
diversification of revenue streams” pointed the Prop-
erty and Administration Manager, Mr. Booster Nkomba.

An integrated security system for the protection of
employees, visitors and company assets is in place.
The Poso Houses a bigger post office with more
service points and dedicated counters for and a
Philately Museum.

As we continue on our journey to excellence, a stra-
tegic function to focus on our valued customers has
been created. Customer Service as a function leads
the organisation in its aim to become a customer
focused and high performing organisation clearly
defining the customer experience.

A clear customer experience programme is based
on nine key elements: People, Strategy, Culture and
Leadership, Marketing and Branding, Systems, Pro-
cesses, Customer Expectations, Channel Approach,
and Measurement. Each of these is being evaluat-
ed and as such form part of the Customer Service
Strategy that is being implemented.

The desired outcome is increased customer reten-
tion and loyalty; this will only be realized by de-
fining the customer experience, embedding and
driving a customer focused culture and facilitating
and delivering amazing customer service. The start
of this journey is listening to our valued customers
and making it easier for them to access our prod-

ucts and services through their preferred channels

and empowering them to share their experience.

A few of the notable achievements to date include

but are not limited to:

< Development of a Customer Service strategy to
guide service delivery.

€ Introduction of a toll free number to speedily
attend to issues concerns from customers.

€A customer service framework for the organization.

¢ Availability of a customer compliment and query
and handling procedures.
¢ Dedicated counters at new post offices

Customers are encouraged to give feedback and
engage with BotswanaPost on ways we can improve
our service by contacting us through the following
dedicated channels:

CONTACT DETAILS:
Tel: 3911473
Toll Free line: 0800 33 55 77




New partnerships forged to diversify product

and service offering

L, and

BotswanaPost continues to seek and enter into
strategic partnership to tap into new areas of
business growth and diversify products and ser-
vices to provide the much needed services to the
communities.

The postal network, infrastructure and resources
provide a platform for ease of access to services
by all citizens and residents across the country.
The newly automated counter infrastructure
at post offices has allowed for easy integration
with third party platforms thus reducing manual
working and easing reconciliation. This platform
and network has positioned BotswanaPost to be
a business and service provider of choice linking
business and communities.

Leveraging on this, BotswanaPost entered into a
number of partnerships towards the end of last
year. Botswana Meat Commission has engaged
post offices to provide timely payment services
to farmers on behalf of the Commission which
has limited offices. Farmers will now not have
to incur unnecessary travel costs to the nearest
BMC office.

Another agreement was signed with the Ministry
of Youth Sport and Culture to provide the youth
with easy access to the Ministry where it does not
have offices. Loan repayments for the Youth De-
velopment Fund, monthly living allowances for the
Youth Empowerment Scheme, payment of prize
monies for the Constituency Sport tournaments
and Constituency and President Art competitions
and artists for the purchase of their artworks will
be disbursed through post offices.

An addition was the signing of a super vendor
status with Botswana Power Corporation that re-
sulted in the sale of pre-paid electricity

through the postal network.

The partnership comes at a time when BPC is roll-
ing out prepaid meters in some parts of the coun-
try including cities and towns.

BotswanaPost drive towards a service model will
ensure that it becomes a one stop shop service
centre for its customers.

The correct way to
address a letter

Ms. Leina Sefane Name

PO Box 123456 Address
Broadhurst Post Office Name
Botswana Country

Figure 1. Delivery address block.

If undelivered please return to:
Motho Senna
P O Box 18457
Maun
Botswana

All components of the return address should
be on the reverse (back) side of the envelope.

The new postal address numbers*

*currently being used by Post agents and Postnets

Ms. Kedibonye Dilo
PO Box 123AKH
Molapo Crossing
Botswana

Delivery address block.

& The addressee’s address should always be on the
bottom left corner of the envelope.

& The letter should always be addressed to the
receiver’s Post Office.

& Only the details of the addressee as shown above,
should appear on the letter.

& No cellphone, street number or ward should appear
on the address block.

If undelivered please return to:
Malome Mogolo
P O Box 578AKH
Kgale View
Botswana

All components of the return address should be on
the reverse (back) side of the envelope.

BotswanaPost £
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PosoPay.com Launched

Recognizing the high influence of technology on the
business landscape, competition and the way of doing
business, BotswanaPost not to be left behind launched
an e-portal. PosoPay is a payment service portal that
allows customers to access services offered by the
post office. It allows third parties to integrate and sell
their products through the internet. The e-portal of-
fers anyone who has access to the internet 24 hrs and
can be accessed anywhere, anytime by PC, Tablet or
Mobile Phone. Currently the portal offers stationery
and e-ticketing to the public. The final phase of the

online service will enable customers to access retail
services and products that are traditionally offered in
post offices such as stamps, P.O Box and Private Bag
renewals, bill payments and agency services.

The transaction environment is highly secure and
meets all the requirements of international online
trade such as VISA, MASTERCARD and all international
payment gateways compliant.

The e-portal can be accessed at: www.posopay.com

POSOPAY -
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BotswanaPost News in Brief

Postal tree heritage preserved

The developments at the Mothata/ Mopenweeng
tree which was used as a ‘post office’ have been
handed over to the Kweneng Tribal Administration.

The Mopenweeng tree according to Deputy Chief
Kgosi Norman Bakwena played an important role
during the Second World War and the migrant labour
period. It provided a means of communication con-
necting the soldiers and miners with their families.
The postman Mr. Lesokolela Setlhako was appointed

by Kgosi Kgari 11 to dispatch mail to all villagers
and he read letters on behalf of those who could
not read and write. The tree has been declared a
monument and is protected under the Monuments
Relics Act as part of Botswana heritage.

The Director of the National Museum, Mr. Gaogakwe
Phorano applauded the postal sector for its contri-
bution to the country’s development and preserva-
tion of the postal heritage. The Head of Retail, Mr.
Kabelo Ntobedzi affirmed BotswanaPost’s commit-
ment to preserve its legacy and history. He encour-
aged the community to find ways to promote the
tree and other heritage sites in Molepolole to share
the history of Bakwena. Developments at the site
include paving, rest area and information panels on
the history of the tree.

On behalf of the community Kgosi Patricia Sechele
pledged to take care of the monument and thanked
the BotswanaPost for participation in community
development. The tree was referred to as Box 1 and
continued to be used by locals who could not afford
renting postal boxes at Mathubantwa Post Office to
receive their mail.

2012 BotswanaPost Chairman’s Golf Challenge

——

held at the Phakalane Golf Estate

e

The Golf Challenge is a platform for BotswanaPost

Executives to identify opportunities for business to
grow revenue and diversify product and services port-
folio. The Golf Exchange brings together both existing

and potential business partners to build and strength-
en relationships. It is also an avenue to raise funds for
the BotswanaPost Foundation to support its social
obligations.

BotswanaPost News in Brief




Utilities
» Water Bill (WUC)
« Prepaid Electricity (BPC)
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e Online Services
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Philately

e Stamp Collection

Courier Services | Post Boxes
Airtime Purchase | Money Transfer
Post Cards & Stationery
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