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Executive Summary

A three-tier support process for K-12 schools across Africa. Designed for the realities African schools
live with: WhatsApp as the dominant messaging channel, USSD and SMS as universal access paths on
feature phones, mobile money as the primary fee surface (and therefore the top support-ticket
category), intermittent power that changes what an SLA can credibly promise, and multilingual
classrooms where Tier 0 Al needs to speak Swabhili, Hausa, Yoruba, Zulu, Shona, French, Portuguese,
or Arabic — not English only.

Audience. Schools, institutions, universities, and governments running digital learning at scale.
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Positioning. We don't import US helpdesk patterns. The framework is built for Africa and benchmarks
against African open standards — published by the Bundu Foundation as part of its research arm. Al is
disrupting work everywhere; treating support as catch-up infrastructure guarantees you stay behind. We
disrupt to enable and guide, not to compete.

Three-Tier Support Model
Tier 0: Al Self-Service — in African languages

» Purpose: Immediate assistance via chatbot, knowledge bank, and WhatsApp Business + USSD
short codes as the primary surfaces (not a web portal).

« Language coverage: Built on African-language LLMs where available — Lelapa Al's InkubaLM
(Swahili, Yoruba, isiXhosa, Hausa, isiZulu), Masakhane translation models (48+ African languages),
Jacaranda Health's UlizaLlama (Swabhili, Hausa, Yoruba, Xhosa, Zulu). English / French /
Portuguese / Arabic as continental defaults.

» Resolution target: 40% of contacts.
« Availability: 24/7. Works on feature phones via USSD; on smartphones via WhatsApp + web.

Tier 1: EdTech Team (Customer Success)

» Purpose: User-facing pedagogy, platform usage, and mobile-money fee disputes — the things that
need a person who understands schools.
» Resolution target: 70% of escalations from Tier O.

» Coverage: 7:00-18:00 local time on school days; respects national holidays and exam-season
surges (WAEC, KCSE, NSC, ZIMSEC windows).

Tier 2: IT Operations

» Purpose: Infrastructure, identity, network, hardware, solar/UPS, integrations with national exam-
council systems.
« SLA compliance: 95% — adjusted for documented power-cut windows in the school's jurisdiction.

» Coverage: 24/7 on-call for critical issues; African business hours for routine.

Key Metrics Goals

» v 40% of contacts resolved by Tier 0 Al — in the user's preferred African language.

» v 70% of remaining issues resolved by Tier 1 EdTech.

« v 95% SLA compliance, adjusted for power-cut realities.

« v 45/5.0 satisfaction score on WhatsApp / USSD / SMS channels (the channels learners and
parents actually use).
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African Context (Pan-African)

Pan-African averages from authoritative sources (per-country variation is large; see Sources):

Messaging channels

» WhatsApp has ~320 million African users; smartphone penetration is ~95% in Nigeria, ~94% in
South Africa, ~92% in Ghana. WhatsApp-based service queries see ~91% customer-satisfaction
rates — outperforming email and SMS globally.

» USSD reaches 100% of GSM handsets; no data needed; charged per session. Africa’'s Talking,
Twilio, MTN, Safaricom, Orange, Vodacom, and Airtel all offer USSD short-code provisioning.

» SMS shortcodes remain the universal fallback for asynchronous updates and exam-result delivery.
Mobile-money support volume

» Africa processed 74% of global mobile-money transactions in 2024 (USD 1.1 trillion, GSMA).
Schools collect fees on M-Pesa, MTN MoMo, Airtel Money, Orange Money, EcoCash, Wave,
PalmPay, OPay, TeleBirr — and these generate the bulk of parent-facing support tickets. The
framework treats mobile-money support as a first-class ticket category, not an afterthought.

» 68% of African adults encountered at least one scam in the past year; 41% of those targeted lost

money (TechAfrica News / TransUnion). Helpdesks must recognise SIM-swap and Wangiri patterns
and route accordingly.

Power and connectivity reality

o 32% of primary and ~50% of secondary schools in Africa operate off-grid (JRC 2025).

» Load-shedding regularly removes 4—-16 hours of grid power per day in countries such as South
Africa, Zimbabwe, and Nigeria.

» 3G remains the connectivity floor for ~77% of the population; 4G ~44%; 5G ~1.2% (GSMA Mobile
Economy Africa 2025).

« SLAs that ignore these realities collapse on contact with reality. The framework adjusts.
Regulation

« Children's data is regulated by POPIA (South Africa), NDPA + NDP Act-GAID (Nigeria, GAID
effective Sept 2025), Kenya DPA (the ODPC has fined a school for disclosing minor data), Ghana
DPA, Rwanda Law 058/2021 + NDGF, Uganda DPPA, POTRAZ (Zimbabwe), plus the AU Malabo
Convention. Ticket data is personal data — every helpdesk workflow must be consent-aware.

Three-Tier Support Model

Tier 0: Al Self-Service

« Purpose: Immediate assistance via chatbot and knowledge bank
» Resolution Rate: 40%

» Availability: 24/7 instant support

bundu.org/education - Page 3 of 21



Tier 1: EdTech Team (Customer Success)

« Purpose: User experience support and training
« Resolution Rate: 70% of escalations
» Coverage: 7:00 AM - 6:00 PM (school days)

Tier 2: IT Operations

» Purpose: Technical infrastructure and backend systems
« SLA Compliance: 95%

« Coverage: 24/7 on-call for critical issues

Key Metrics Goals

v 40% of issues resolved by Al (Tier 0)

v 70% of remaining issues resolved by EdTech (Tier 1)

v 95% SLA compliance across all tiers

v 4.5/5.0 customer satisfaction score

Support Tier Overview

Tier 0: AI-Powered Self-Service

Purpose
Provide instant, 24/7 support for common questions and issues.

Capabilities

Natural language understanding

Knowledge bank search and article recommendations

Contextual follow-up questions

Ticket creation when unresolved

Success Criteria

» 40% resolution rate without human intervention
» <30 seconds average response time

« User satisfaction >4.0/5.0 for resolved issues
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Tier 1: EdTech Team (Customer Success)
Purpose
Front-facing support focused on user experience, training, and platform usage.

Team Composition

3-5 EdTech specialists
1 team lead
Coverage: 7:00 AM - 6:00 PM (school days)

On-call rotation for critical teacher issues

Scope of Responsibility (74

« Account setup and onboarding

« Platform navigation and "how-to" questions
o Curriculum and learning platform support

» Parent/teacher communication tools

» Feature requests and feedback

» General troubleshooting (non-technical)

» Training and professional development

» Student engagement strategies
Out of Scope X

» Backend system access
» Network infrastructure

» Hardware repairs

» Database/API issues

» Security incidents

Tier 2: IT Ops (Technical Support)

Purpose

Backend technical infrastructure support and complex troubleshooting.
Team Composition

o 2-4 IT support specialists

« 11T manager
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» 1 network administrator
» Security team (shared/consultative)

e 24/7 on-call for critical issues
Scope of Responsibility

» Network and connectivity issues
» Hardware problems and repairs
» System errors and crashes

» Security incidents and breaches
» Database and API issues

» System integration problems

» Performance and scalability

« Vendor escalations

¢ [nfrastructure maintenance
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Process Flow Diagrams

High-Level Support Flow

User Access Support Portal
1

| |
| TIER 0: AT |

| Chatbot |

Tier 1 Tier 2
EdTech IT Ops

\ 4
Resolution

User Journey Stages

1. Discover - Portal search, browse KB articles
2. Engage - Al chat, read articles
3. Resolve - EdTech or IT Ops solution

4. Feedback - Survey, rating, comments
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Routing Criteria & Decision Trees

Initial Classification Matrix

Issue Category Keywords/indicators Route To Priority
Authentication & Access login, password, forgot password, locked out EdTech Medium
Platform Navigation how do I, where is, can't find, tutorial EdTech Low
Network/Connectivity can't connect, internet down, wifi, network error IT Ops High
Hardware Issues device broken, screen, keyboard, chromebook IT Ops High
System Error/Crash error message, crashed, frozen, won't load IT Ops Critical
Security Concerns hacked, suspicious, data breach, unauthorized IT Ops Critical

Auto-Escalation Rules

System-Wide Issues

If 5+ users report same issue in 1 hour — Escalate to High/Critical
Teacher During Class

Teacher blocked during school hours — Escalate to High

Testing Deadlines

Assessment issue with <2 days until test - Escalate to High

SLA Risk

Ticket age >150% of SLA time - Auto-escalate priority
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SLA Recommendations

Response Time SLAs

Priority Level Tier 0 (Al) Tier 1 (EdTech) Tier 2 (IT Ops)
Critical Instant 15 minutes 30 minutes
High Instant 2 hours 4 hours
Medium Instant 4 hours 8 hours

Low Instant 1 business day 2 business days

Resolution Time SLLAs

Priority Level Tier 1 (EdTech) Tier 2 (IT Ops)
Critical 1 hour 4 hours

High 8 hours 1 business day
Medium 2 business days 3 business days
Low 5 business days 5 business days

Service Level Objectives (SLOs)

o 295% Response SLA Compliance

» 290% Resolution SLA Compliance

» 24.5/5.0 Customer Satisfaction

» 240% Al Resolution Rate

» 270% EdTech First-Contact Resolution

o« <20% Escalation Rate

Ticket Field Requirements

Tier 0: AI Chat Bot - Initial Capture

These fields are automatically collected when a user interacts with the Al chatbot:
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Required Fields

« ticket id (auto-generated UUID)

e user_id, user_email, user_name

» user_type (Teacher/Student/Parent)
» school_site, grade_level

« issue_summary, issue_description

» timestamp_created

Auto-Captured Data

« chat_transcript (full Al conversation)
« articles_viewed, articles_helpful

« ai_suggested_category

« ai_confidence_score (0-1)

» sentiment_score (1-10)

» browser_info, device_type

» ip_address

Tier 1: EdTech Team - Enhanced Fields

EdTech-Specific Fields

» assigned_agent, priority

- category, subcategory

» platform_area, affected_feature
» screenshots, screen_recording
« attempted_solutions

» workaround_provided

» knowledge_bank_article

« resolution_notes

» user_satisfaction (1-5 stars)
Category Options

Account:

« Password Reset
« Username Issues

« Access Permissions
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Training:
» Platform Navigation

e Feature Tutorial

o Onboarding
Content:

« Assignments
» Grades

e Curriculum Materials
Feature:

» Enhancement Request
» Bug Report

 Integration
Communication:

» Messaging
« Notifications

¢ Announcements

Tier 2: IT Ops - Comprehensive Fields

Technical Fields

 incident_type, affected_systems

« impact_scope (Single/Multiple/School-wide)
« service_outage (true/false)

 root_cause, root_cause_category

» technical_details, error_code

» log_files, diagnostic_results

» asset _tag, asset_location

« vendor_ticket id, vendor_name
Security & Compliance

 security_incident (true/false)
» security_team_notified

« incident_report_id

» data_breach (true/false)

- affected data_types
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» compliance_notification_required

» post_incident_review (true/false)

Implementation Checklist

Phase 1: Foundation (Weeks 1-4)

Week 1: Planning & Requirements

» Assemble implementation team

Review framework with stakeholders

Document existing support volume
Set baseline metrics

Create project timeline

Week 2: Knowledge Bank Development

Audit existing documentation

Create knowledge bank structure

Write initial 50 articles

Create article authoring process

Week 3: AI Chatbot Setup

Select Al chatbot platform

Configure and train chatbot

Test internally (50+ scenarios)

Integrate with portal

Week 4: Ticketing System Configuration

» Select ticketing system

» Configure ticket fields

» Set up automation rules

» Configure SLA monitoring
 Build dashboards

bundu.org/education - Page 12 of 21



Phase 2: Integration & Training (Weeks 5-8)

Week 5: System Integration

« Connect Al chatbot to ticketing

Integrate EdTech and IT Ops systems

Set up SSO authentication

Configure email and SMS
Integrate with SIS/LMS

Week 6-7: Team Training

Conduct EdTech team training (2-day intensive)

Create quick reference guides

Conduct IT Ops training (1-day)

Review escalation process

Week 8: Pilot Testing

Select pilot group (50-100 users)

Launch soft pilot

Monitor pilot metrics

Gather feedback and iterate

Phase 3: Launch & Optimization (Weeks 9-12)

Week 9: Launch Preparation

Create launch communication plan

Prepare team for increased volume

Final system testing

Set up monitoring and alerting

Week 10: Launch Week

« Monday: Soft launch
o Tuesday-Thursday: Monitor & adjust

» Friday: Week 1 review
Week 11-12: Optimization & Review

» Analyze data and trends
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Expand knowledge bank

Refine Al training

Conduct 30-day review

Plan continuous improvement

Phase 4: Continuous Improvement (Ongoing)

Monthly Activities

Metrics review and analysis

Knowledge bank maintenance

Al training updates

Team development sessions

Quarterly Activities

Comprehensive system audit

User satisfaction survey

SLA review and adjustment

Stakeholder presentation

Annual Activities

Full process audit

Industry benchmarking

Technology refresh evaluation

3-year strategic planning

Implementation Budget

Initial Setup (Year 1)

$15,000 - $35,000
Includes:

» Ticketing system setup and licensing
» Al chatbot platform and training
» Knowledge bank development

» Team training and onboarding
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 |ntegration with existing systems

Annual Operating Cost

$50,000 - $120,000
Includes:

» Staff salaries (EdTech specialists, IT Ops)

» Software licenses (ticketing, chatbot, monitoring)
» On-call compensation

» Ongoing training and development

« Knowledge bank maintenance

Note: Costs vary significantly based on school size, existing systems, and staffing decisions.

Cost Breakdown Detail

Year 1 Setup Costs

Component Low End High End
Ticketing System $3,000 $8,000

Al Chatbot Platform $5,000 $12,000
Knowledge Bank CMS $2,000 $5,000
Training & Onboarding $3,000 $7,000
System Integration $2,000 $3,000
TOTAL $15,000 $35,000
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Annual Operating Costs

Component Low End
EdTech Team Salaries $25,000
IT Ops Team Salaries $20,000
Software Licenses $3,000
On-Call Compensation $2,000
TOTAL $50,000

Best Practices

For EdTech Team

1. Empathy First - Understand user frustration, especially during class time
2. Document Everything - Every ticket builds the knowledge bank

3. Empower Users - Teach them to fish, not just give them fish

4. Know When to Escalate - Don't waste user time on technical issues

5. Celebrate Wins - Share positive feedback with the team

For IT Operations

1. Proactive Monitoring - Catch issues before users report them

2. Root Cause Analysis - Fix the problem, not just the symptom

3. Clear Communication - Translate technical issues for non-technical users
4. Security First - Always consider security implications

5. Document Infrastructure - Keep network diagrams and configs updated

For AI Chatbot

1. Continuous Training - Update with new issues weekly

2. Confidence Thresholds - Don't guess, escalate when uncertain
3. Personalization - Remember user context and history

4. Multilingual Support - Support top languages in your community

5. Human Handoff - Make it easy to reach a human when needed
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Success Stories & ROI

Typical Outcomes After 6 Months

» 40-50% reduction in help desk call volume

85%-+ user satisfaction with Al self-service

60% faster resolution for common issues

25% cost savings on support operations

95%+ SLA compliance across all priority levels

Long-Term Benefits (Year 2-3)

Knowledge bank becomes self-sustaining with user contributions

Al chatbot accuracy improves to 50-60% resolution rate

Staff confidence increases in using digital tools independently

Support costs flatten even as user base grows

Data insights drive product improvements and training focus

Appendix A: Sample Ticket Workflows

Workflow 1: Password Reset (Low Priority)

1. User clicks "Forgot Password" — Al chatbot
2. Al verifies identity — Sends reset link

3. If successful — Ticket closed automatically
4. If failed — Routes to EdTech Tier 1

5. EdTech manually resets — Documents in KB

6. Ticket closed with satisfaction survey

Typical Time: 2-5 minutes (Al), 15 minutes (EdTech)

Workflow 2: Network Outage (Critical Priority)

1. Multiple users report network issues — Al detects pattern
2. Al auto-escalates to IT Ops Tier 2 (Critical)

3. IT Ops receives alert within 30 seconds

4. On-call engineer investigates immediately

5. Root cause identified - Fix applied
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6. IT Ops updates all affected tickets

7. Post-incident review scheduled

Typical Time: 30 minutes response, 2-4 hours resolution

Workflow 3: Feature Request (Medium Priority)

1. Teacher asks "Can we get feature X?" - Al chatbot
2. Al recognizes feature request — Routes to EdTech
3. EdTech logs feature in product roadmap

4. Product team reviews quarterly

5. If approved - Development timeline shared

6. If declined - Alternative solution suggested

Typical Time: 4 hours response, varies for implementation

Appendix B: AI Chatbot Training Checklist

Initial Training (50+ Scenarios)

Account & Access (15)

« Password reset

Username lookup

Account locked

Permission issues
SSO problems

Platform Navigation (15)

» Finding assignments
» Submitting work
» Checking grades
» Messaging teachers

» Downloading resources

Technical Issues (10)

Browser compatibility

App not loading

File upload errors

Video playback issues

Printing problems
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General Questions (10)

» School calendar

« Support hours

« Contact information
» Feature tutorials

» Policy questions

Ongoing Training

Add 5-10 new scenarios monthly

Update based on ticket trends

Remove outdated content

Test quarterly with real users

Measure accuracy and confidence

About this framework

Programme. Bundu Education — a programme of the Bundu Foundation. Audience. Schools,
institutions, universities, and governments running digital learning at scale. Mission. Build at the
frontier. Build for and across African communities, in African languages, on the channels (WhatsApp /
USSD / SMS) and rails (mobile money) people actually use. Disrupt to enable and guide, not to
compete. Foundation research role. The Bundu Foundation's main activity is research into
infrastructure gaps in African and emerging markets. Where existing African standards apply (AU
Malabo Convention, country DPAs, A4Al 1-for-2 affordability, GSMA mobile-money fraud guidance), this
framework adopts them. Where standards are missing, the Foundation publishes new open standards
that frameworks and operators can benchmark against. Built for Africa. Companion product. Nyuchi
Learning is the cohort-based commercial programme that helps schools and ministries roll out this
framework. Philosophy. Ubuntu — "I am because we are."

Licence

Released under an Open Framework Licence:

« [% Free to use, copy, and distribute.

\'4 Adapt and modify to fit your school's context.

4 Share your improvements with other schools.

« |4 Use for commercial or non-commercial purposes.

Attribution. Please credit "Bundu Foundation — Bundu Education" when sharing or adapting this
framework.
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For more information Website: https://bundu.org/education Framework page:

https://bundu.org/education/support-process

Sources used in v2.0 (May 2026)

Channels, mobile economy, fraud

« GSMA, Mobile Economy Africa 2025 — connectivity, penetration, channel realities.

o GSMA Africa, Mitigating common fraud risks: best practices for the mobile money industry.

» TechAfrica News, Africa’s Digital Progress at Risk: Mobile Fraud and the Scam Economy (Oct 2025).
« TransUnion, H1 2025 Digital Fraud Trends in Africa.

» ISS Africa, Wangiri scam targets millions of unsuspecting Kenyans.

o INTERPOL, 2025 Africa Cyberthreat Assessment Report and Operation Red Card 2.0 (2025-2026).

African-language Al for Tier O

» Lelapa Al — InkubalLM (Swabhili, Yoruba, isiXhosa, Hausa, isiZulu).

» Masakhane — pan-African NLP network publishing translation models for 48+ African languages.
» Jacaranda Health — UlizaLlama (five African languages).

» AfricaNLP 2025 workshop proceedings (ACL Anthology).

Messaging / USSD / SMS surface providers

» WhatsApp Business — penetration and customer-service satisfaction statistics (Statista, Infobip,
askyazi).

» Africa's Talking — USSD / SMS / Voice / Airtime APIs documentation.

» Network operators with bulk SMS and USSD provisioning: MTN, Safaricom, Vodacom, Orange,
Airtel, Econet, Glo.

Power and connectivity context

» European Commission JRC, Solar power offers a brighter future for African schools (Feb 2025).
» Bloomberg / Reuters / Eskom / ZESA — load-shedding data 2025.

Data protection (children's data, ticket handling)

» Country statutes: POPIA (South Africa), NDPA + NDP Act-GAID (Nigeria), Kenya DPA (with
documented ODPC school enforcement), Ghana DPA / DPC, Rwanda Law 058/2021 + NDGF,
Uganda DPPA, POTRAZ (Zimbabwe), Egypt PDP Law 151/2020, Morocco CNDP Law 09-08.

« African Union Convention on Cyber Security and Personal Data Protection (Malabo Convention).
« AU Child Online Safety and Empowerment Policy (May 2024) — first continental policy of its kind.
» TechHive Advisory Africa, Bimonthly Updates on Privacy in Africa (2025).

Examination-window references for SLA scheduling
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« WAEC / WASSCE (West Africa anglophone), NECO and JAMB (Nigeria), KCSE / KNEC (Kenya),
ZIMSEC (Zimbabwe), NSC / Umalusi (South Africa), NECTA (Tanzania), UNEB (Uganda), REB /
NESA (Rwanda).

This is not exhaustive; it is the operational set used to write v2.0.

bundu.org/education - Page 21 of 21



