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ACRONYMS

BPO&O Business Process Outsourcing and off shoring

CCF Call Center Focus

IAOP International Association of Outsourcing Professionals
ICANN Internet Corporation for Assigned Names and Numbers
IDA International Development Association

ITES IT Enabled Services

ITU International Telecommunication Union

KENET Kenya Network Education Trust

KIRDI Kenya Industry Research Development Institute

KICTB Kenya Information Communication and Technology Board
KTCIP Kenya Transparency Communication Information Project
M&E Monitoring and Evaluation

MNC Multi National Corporations

PPP Private Public Partnerships

PPOA Public Procurement Oversight Authority

PS Permanent Secretary
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1 Introduction

The achievement of an information-based society

is one of the main priorities of the Government of @ Our Vision: Kenya becomes a top ten global ICT hub

Kenya as it works towards reaching its national
development goals and objectives for wealth and
employment creation for all citizens.

Harnessing the benefits of ICTs will therefore help
the Government realize a number of its key public
policy objectives. The Kenya ICT Board was
established by HE President Mwai Kibaki, as a
state corporation under the State Corporations Act
Cap. 446 on February 19, 2007 to promote ICT
development in Kenya.

8 Our Mission: To rapidly and innovatively transform

Kenya through promotion of ICT for socio-economic

enrichment of our society

Our Values:
A Services to the public
Delivered to the highest quality

A

v > >

Openly and Fairly

With Value for money

The Kenya Transparency Communication and Infrastructure project (TCIP) Project is a national project
implemented by the Kenya Information, Communication and Technology Board (Kenya ICT Board). The TCIP
Project is funded through an International Development Association (IDA) credit amounting to USS 114.4 million
to the Government of Kenya under the terms of Award credit No. 4284-KE; Project ID No. P094103.

The Kenya ICT Board, the implementing agency is a state Corporation that is charged with the following

mandate:

»  Promote both locally and internationally the opportunities for investments in ICT technology
»  Facilitate and manage ICT industrial incubation parks and technology parks together with associated

facilities on sites, estates and land

»  Advice the government on all relevant matters pertaining to development, coordination and promotion

of ICT industries in the country

»  Partner with agents within and without the country to carry out such functions as it may consider

necessary

»  Transform and empower society through deployment and use of ICTs

The goals of the Kenya ICT Board are:

»  Boost ICT connectivity in the country,
»  Improve service delivery to citizens,

»  Increase type and quality of information from and to the citizens, and

» Increase the governments

ability

t

(0]

ensur e

transpar e

The Project covers all eight provinces in Kenya namely: Central, Eastern, North- Eastern, Coast, Nairobi,
Western, Nyanza and Rift valley province. The general population covered within the project area is

approximately 34 million people.

Project coordination is done from Kenya ICT Board offices situated at Telposta Towers (12th Floor). The staff
support project activities and facilitate partner interactions.
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2 Project Overview

2.1 Thematic areas

The Kenya ICT Board operates under the following thematic areas:

a) Digital Inclusion: This thematic area includes activities to improve student and community
access to the Internet. In particular, it includes the Digital Villages (DV) program, purchase of
broadband capacity for Universities and computers for the community.

b) Local Digital Content: This thematic area includes activities to stimulate the development of
local digital content and content for the Government Information Portal.

c) E-Government applications: This thematic area includes the delivery of government
digitization in agreed anchor departmentsand enhancement of rivabedPubicov er n
Partnership framework for e-Government delivery.

d) Shared services: This thematic area includes activities to establish a Shared Services practices:
includes policy capacity building, capacity building programs, and change management
programs (reinforced), the roll-out of government bandwidth capacity, and support for the
government"s core communication networ k.

e) BPO/ITES: This thematic area includes the BPO capacity purchase activities (which will be
scaled down from initial estimates).

2.2 Key Project Goals

Over the last two years, emphasis has been placed on the following two development goals in order to meet
the KTCIP project goal:

i To contribute to lower prices for international capacity and extend the geographical reach of
broadband networks, and

ii. To contribute to improved efficiency and transparency of selected government functions through e-
Government applications.
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2.3 Summary Table of the World Bank M&E ICT Indicators Tracked by the Kenya ICT Board
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Volume of 454.72 710.57 1378.27 Mbps 7,500 Mbps | 18% As extracted | Internet users in | Public
“Jint*1l t 1 Mbps Mbps from sector Kenya, owners
(Mbps) statistics of the website
report issued | and content
by that the user
Communicati | access
on
Commission
of Kenya
April- June
2009 Table 7
page 14
Internet user 1,250,000 | 3,359,552 | 3,648,406 3,000,000 122% The Internet user in | None- internet
penetration information is | Kenya users
estimated
using the
number of
customers
subscribed to
internet
services
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Teledensity 7,500,000 | 13,470,78 | 18,058,858 15,000,000 | 120% The Owners and Airtime
1 (37%) (51%) information users of the vendors,
includes the Telephone stockist of the
fixed services, telephone
subscribers supplier/ equipments
connections- | manufacturers and Mobile
247,972, of telephone application
fixed equipment. developers
wireless-
448,529 and
mobile
subscribers-
17,362,357.
Price of USS$7,500/ | USS7,500 | US $1,290/ USS$1,200 8% Based on the | Telecommunicat | Consumers of
wholesale Month / Month month /month market prices | ion service telecommunic
international providers ation services
E1 capacity
link
Satisfaction of | 0 0 No Change 50% -50% An online Public seeking Other public
users with portal information who use the
gov "t s www.informa availed
received tion.go.ke/ga information
through vaa has been
electronic established
delivery for
interaction
with GOK
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Volume of
electronic
records/event
s processed
with the e-
Government
applications

Component 1:

nabling Environment for

No Change

100,000

0%

This is at
implementati
on stage and
nothing has
so far taken
place

The
Government and
the public

Other external
parties dealing
with the
government

Price of USD 650 0 No Change usD 50 0% Telecommunicat | Consumers of
National This is a new | ion service telecommunic
backbone loop indicator and | Providers ation services
for 1Mb link will start
from Nairobi tracking it
to Thika (US during the
S/Month) next

reporting

period
Increased n/a e- No Change e- In progress The Kenya Creators of Consumers of
protection of transact Legislation Communicati | intellectual the
intellectual ion program in ons property e.g. intellectual
property & e- legislati place Amendment software property
Transactions onin Act 2008 developers,

progress Regulations musicians, e-

Published and | content, and

public artists

comments

received.

Stakeholder

workshop

prior to

Gazettement

slated for 25

Nov 2009
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Component 2: Connectivity

Number of
market

capacity at
the landing
station.

players buying

0

0

10

all

100%

10 operators
namely:
Kenya data
Network,
Jamii,
Telkom
Kenya,
Access
Kenya,
Safaricom,
Zain, Essar,
Wanainchi
online,
African
online and
Nairobi net
are buying
capacity at
TEAMS and
SEACOM are
actively
buying their
capacity and
accessing it
in Mombasa
for
backhauling
and
distribution
upcountry

Telecommunicat
ion service
providers

Consumers of

telecommunic

ation services
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jobs that the
industry can
perform,
such as soft
ware
engineering
as opposed
to the
traditional
call centre
services

Price of US$2500/mo | Unchang | USS 300 US$500/mo | 140% Prices have | The internet None-
Internet nth ed nth come down Bandwidth internet/Band
Access for by operators | consumers who | width users
512kbit/s offering range from who range
double individual to from individual
capacity for | corporate to corporate
the same old
price
Number of 500 2,000 3,549 10,000 35% There is a BPO Operators Public
BPO jobs skill gap Employees
that limits
the types of | Clients
Government
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Number of 10,000 19,042 24,462 50,000 49% This are the * Staff and Public
university PCs PCs
connected to connected Students
broadband/int to the *Suppliers
ernet broadband
*Government
by Kenet
Number of 0 64 No Change >50 128% 28 MB The Public
gov "t Additional Government
institutions Internet institutions
connected to Capacity connected to
the gov] provided to | the network
virtual the Govt,
network and is to be
scaled to
80MB via
TEAMS fibre
Share of No unique There is | There is a 100% of n/a All Ministries | The Public
government systems in a system whichis |gov " t have own Government
employees use system in place and it employees Internet employees
with email which is | has the with email Domains and
account in place | capacity to account capability to
and it connect with provide
has the | all the email
capacity | employees addresses
to although many for all their
connect | prefer to use staff,
with all | other platforms although
the many prefer
employe to use other
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es
althoug
h many
prefer
to use
other
platfor
ms

platforms

Component 3: Transparency de-Government Applications

Share of land <5% of 0 No Change 100% of 100% The The Other external
titles 300,000 archived electronic Government and | parties dealing
available archived land titles Land public with the
electronically | land titles and no registration government
in the central backlog in system is
office of the electronic not
Ministry of availability functional.
Lands of new The land
(Nairobi) land titles title

digitization

project is

scheduled to

begin in Feb

2010 as per

the TCIP

procurement

plan
Number of 0 2 4 6 67% The The Other external
Department Departments | Government and | parties dealing
adopting adopting the | public with the
eGovernment e- government

Government
are KRA,
Electoral-
commission
of Kenya,
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Public

service and
the company
Registry
Share of High | 0% of 0 No Change 100% of -100% The The Other external
Court records | 130,000 records no electronic Government and | parties dealing
i n “cur | records backlog in high court public with the
status over electronic records government
the past 13 availability system is
years of new not
available High Court functional.
electronically records The land
title
digitization
project is
scheduled to
begin in Feb
2010 as per
the TCIP
procurement
plan
Cost of small Inflated n/a No Change Purchases n/a Scope of Government Public
purchases of prices in the at below work is Procurement
bulk office order of market being officers
supplies in the | 70%; no e- prices; e- reviewed
Supplies Procuremen Procureme and is
Branch t system for nt system scheduled to
small of small start in the
purchases purchases next
operational financial
across all year
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governmen
t ministries

Number of
applications
developed in
shared
services.

>5

40%

Ministry of
information
and
communicati
ons website
www.inform
ation.go.ke
is the
window for
the
download of
the most
widely used
government
forms.
Www.kra.go
.ke for the
online filing
of tax
returns

The
Government and
public

Other external
parties dealing
with the
government

Number of
Government
Domain Names

160

170

418

300

139%

The actual
dot go dot
ke domains
as active in
the KENIC
Database is
418

The
Government and
public

Other external
parties dealing
with the
government
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3 Summary of Activities and Approaches

Activities carried out in 2009 build upon the activities accomplished in 2007 and 2008. These include
trainings on ICT entrepreneurship skills, establishments of digital centres, development of the government
portal, launch of BPO&O , d o inlkdnya® ¢ a mp andgidth capmcity support to the BPO, bandwidth
capacity support to the Government and learning institutions, service level agreement training for players
within the BPO sector and digitization of Government records.

3.1 Activities

During the reporting period the project managed to implement a number of interventions to boost ICT
connectivity in the country, improve service delivery to citizens, increase type and quality of information

from and to the citizens, diltygtoemsuwetmsprency these igctuded:r n ment s

»  Development and local launch of K e n y a “tosmardjed strategy

»  Bandwidth capacity purchase to support the Government and learning Institutions in Kenya
»  Support of key events within the ICT sector

»  Support and facilitation of connected government summit

»  Establishment of 10 pasha centers across the country

»  Training of digital centers managers and officers from key Government departments

»  Development and launch of the E-government portal

3.2 Approach

In implementing these activities the Kenya ICT Board employed the following approaches:

3.2.1 Partnership Approach
In implementing these activities, the Kenya ICT Board engaged in partnerships and a collaborative
approach with key Government Ministries, Microsoft, Cisco, Google, Oracle and KIRDI.

3.2.2 Training Approach
In order to ensure that the public are able to constructively use the infrastructure and exploit ICT
opportunities, the Board has trained different interest groups within the BPO&O sector, Digital Village
entrepreneurs as well as officers within the public and private sector using training manuals and
curriculums developed by Universities and stakeholders within the ICT sector with the aim of scaling up
knowledge and building capacity within the sector.

3.2.3 Networking Approach
Through networking, the Kenya ICT Board has leveraged on the expertise and experience of multinational
agencies and corporations. As a result the Kenya ICT Board has been represented internationally at high
level capacity building workshops, for example: Oracle Open World in California, Orange Live, London and
the CISCO public services summit in Stockholm, Sweden.

3.2.4 Project Implementation Approach
Through the project management capacity building consultancy, the Kenya ICT Board has come up with
standardized ways to implement projects. The consultancy also includes the project management and
capacity building at the ministry of lands, company registry, judiciary and the Public Procurement
Oversight Authority (PPOA).



4 Results and Successes

From 2007 - 2009, the board has recorded achievements as summarized below under each project
thematic area:

4.1 Business Process Outsourcing

a) Development and localla u nc h o fs gokemaykat Strategy for BPO&O. A study was conducted
by McKinsey & Co and launched in March 2009

b) Bandwidth capacity support: The Kenya ICT Board has supported the BPO industry by providing
affordable bandwidth with an aim of making the players competitive globally

c) Support to the industry through capacity building specifically: training on Service Level
Agreements, technical training, digitization

d) Support to industry players: To engage international investors through attendance of international
events e.g. CCF Birmingham, SA Outsourcing, Geneva ITU, Rockefeller New York Visit, UK National
outsourcing Association Week 2008, membership of international outsourcing associations e.g.
IAOP

e) Support to the BPO society secretariat: The board has assisted to fund the secretariat thus
enabling them to be relevant to the industry

f) Support with launch of standards: The board facilitated the launch of industry standards

g) Local Benchmarking visits: The board undertook this visit to increase exposure of local BPO
companies and thereby increase capacity

h) Local conference support: AITEC Outsourcing Conference, AITEC Shared services conference

i) Facilitated venture capital visits: The board has invited various capital venture companies to
explore opportunities for local partnership with BPO/ITES entrepreneurs. These include New
Market Ventures

j) Partnership with KIRDI for incubation: The board has partnered with KIRDI to incubate ICT
software developers and provide them with training

k) Supports the following key industry events: ICANN, a globally respected IT conference to be held
in Kenya in March 2010. Net hope Business Summit 2010, an event which brings together CIOs from
leading aid agencies and will be held for the first time in Africa in 2010. The board participated in
the visit by Sir Tim-Berners Lee ( inventor of the world wide web)

) Networking MNC Breakfast Consortium: The board has developed a Multinational Consortium which
meets on a monthly basis to network and find ways of forming strategic linkages with both
government and private sector. Some of the achievement of this partnership has been attendance
of high level capacity building workshops internationally by leading government decision makers
e.g. Oracle Open World California, Orange Live- London, Cisco Public services Summit- Stockholm,

4.2 Digital Inclusion

4.2.1 Pasha:

The Kenya | CT Board | aunched , Pasha", totshists di gital
entrepreneurs to set up digital village centers across the country and thus increase access to ICT

by citizens.

a) 10 pilot pasha centers are operational across the country to increase access to ICTs,
information with emphasis on Government services and skills transfer
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b) The Pasha capacity development program is in place and is structured to ensure
prospective entrepreneurs will attain relevant and applicable skills for business success

c) The World Bank Pasha centers grants has been funded to the tune of US$ 4 million. This
grant is to be issued to successful entrepreneurs to assist them in setting up the Pasha
centers

4.2.2 KENET:
The board has achieved the following:

a) 64 learning and research institutions connected across the country: 214MB bandwidth has
been distributed to date. This initiative has provided reliable broadband at subsidized cost
to all students in all public and private universities. In addition, the Board will also enable
KENET to acquire indefeasible rights of USE (IRUs) on the fiber optic networks. This will
ensure sustainability of the KENET model.

b) Some institutions were found with sub-optimal networks and the board has since upgraded
their network.

c) The board has also initiated the development of a world class National Operation Centre
to manage the network.

4.2.3 One Million Laptops Project (Wezesha):

The board has achieved the following

a) Initiated the development of the project guidelines in partnership with Intel and the World
Bank to provide affordable subsidized laptops to university students, civil servants and the
general public.

b) The first phase of the project will target Kenyan university students

4.3 Content Development

The board created ,Tandaa" as the c¢omtpogramwilbend under
encompassed:

a) Tandaa Conference 2008: This conference brought together software and application developers
from around the World with the objective of creating awareness and stimulating home grown high
value content. The event was a success and was feted in the media as a milestone i n Kenya"s p
to becoming a knowledge society. Tandaa portal is currently under development
b) Boot camps: the board has held software developer boot camps in partnership with institutions —
specifically —Strathmore University, Skunk works. These boot camps create a platform for
software developers to share ideas and expose their applications to the public.

4.4 E-Government

a) This project has seen 64 government departments and ministries connected with 80MB bandwidth
and interconnected with an efficient network. The benefits include higher efficiency,
transparency and improved communications.

b) Training: The board has trained over 170 government officers as part of our capacity building
mandate. These include Permanent secretaries and senior officials who will then be agents of
change in their respective ministries, ensuring the E-government projects run smoothly and
effectively. The board has facilitated both local and international training and capacity building
for numerous civil servants.

c) Development and Launch of the E-government portal: Information.go.ke. This portal houses all the

government ministries -atopds hdoepp'a rftomemmatt .i n a , one
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d) KEMSA ERP: The Kenya ICT board was requested through our parent Ministry to assist KEMSA in
carrying out the procurement procedure for their ERP system. The board successfully completed
the process and the CEO officially handed over the project to KEMSA.

e) Government Intranet: The board has developed an intranet which will be rolled out in 2010

f) Supply Installation and Commissioning of LAN at KICC: The board facilitated the connectivity
project for Kenyatta International Conference Centre. These building houses over 90 government
offices and thus the interconnectivity the project provides will greatly impact the efficiency of
government services.

g) The board is now an active participant in several taskforces and working committees on ICT
implementation e.g. HCDA, KRA

h) The board has secured funding for support of the government shared services strategy for local
authorities from Rockefeller Foundation ( US$ 300,000)

i) The board has signed a partnership agreement with |
to bid and implement large ICT projects. The board has made an initial joint submission for a large
ERP implementation locally.

j) The board sponsored judiciary officials to New Zealand to benchmark best practice in digitization

in judiciary.
k) E-government training centre: The board is developing the centre under sponsorship by Microsoft.
This will be completed by Quarter1,2010, and wi || be at the board"s p

l) Connected Government Summit: This workshop brought together 8 permanent secretaries and
leading government officials to review the PPP framework and its interpretation in ICT. This
workshop is now one of theboard“* s annual events.

4.5 Shared Services

a) During the World Bank mid-Term review, the Kenya ICT Board managed to re-prioritize
government shared services and make it a specific pillar.

b) Sponsored study tours for E-Government and Kenya ICT Board officials to Australia and Singapore
to benchmark and develop strategy.

c) Finalizing the recruitment of a world class partner to implement a strategy for shared services for
government for finance (IFMIS), HR, Procurement, and IT.

d) Recruited an international consultant to develop the integration platform for the government.

e) Secured funding from the Rockefeller to support the shared services.

4.6 Project Management Office

During the reporting period the Kenya ICT Board contracted Deloitte Consultants to provide project
Management implementation framework and the department of E-government. This 18 month contract has
the following objectives:

a) Skills upgrade in project management: The certification of key staff with the implementation of
multiple projects
b) Establishment of a project management system for government ICT projects
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5 Major challenges and lessons learnt

5.1 Challenges

a) Taking into account all known risk factors, the use ICTs in local government still offers huge
benefits to all the stakeholders. The challenge is not introducing technologies for technologies
sake, but ensuring government departments and agencies implement technologies in order to
promotef ul | cpartieaspati on ainmdc Ilcuseziatye 'ng an , e

b) Networked ICTs have the potential to enable a transformation of the economic system faced by
the poor, but at the same time they may enable ubiquitous control and give or enhance the power
of few people. Instead of reinforcing participation and democracy, ICTs could reduce them. The
challenge is to balance control and freedom.

c) Implementation is always fraught with unique challenges, e.g. the number of ministries requiring
to be served grew from 24 to 42 during the implementation period. The challenge is managing
scope-creep and expectations.

5.2 Lessons Learnt

a) Participation is a crucial problem in the process of introducing and promoting the use of ICTs for
community development.

b) Due to installation costs and the recurrent expenses involved in the use of ICTs, alternative
technologies have to be considered in order to better adapt innovation to the limited
infrastructure available so to improve community access.

c) Supportive monitoring creates a sense of recognition and motivates the stakeholders.

Summary of Planned Activities for 2010

Procuring and implementation of a M&E system

Implementation of Government Information Portal (IT Support and Capacity Building)
Implementation of Capacity purchase for Universities (IRU)

Implementation of Government Network (Software/Hardware, IP Platform & Network Operation
Center)

Implementation of Capacity purchase for Government Use (phase 2)

Disbursement of first Digital Village grants

Implementation of Capacity purchase for Digital Village

Implement IT support for Digital Villages

Launch of laptop initiative

Procurement of Pension Administration (Disbursement & CRM System)

Implement Government SMS/e-Service Applications

Land Title Registry Digitization

Government e-Procurement System- Hardware

Integrated Personnel Registration System (IPRS)

Procurement and Implementation of shared services application

Legal and Regulatory- development of an open access framework and training guidelines

o nNn o w
—_— — —
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7 Monitoring and Evaluation

Seven review meetings were held with KTCIP stakeholders namely the e-Government directorate, Kenya
Education Network Trust, Business Processes Outsourcing secretariat, Company registry, owners of Pasha
centers, Ministry of Lands and Judiciary and the Ministry of Information to access and review the progress
of the projects been Implemented by TCIP project with the stakeholders. During the reporting period the
KTCIP project also involved both the TCIP partners and KTCIP staffs in carrying out monitoring follow ups
to assess the stakeholders:

Adherence with the initial work agreement.

Adequacy/inadequacy of the trainings conducted by KTCIP project for this groups

How well KTCIP project activities are being implemented by thesest akehol der s "
Gain insight into how well KTCIP activities are being received/ perceived by the intended
beneficiaries.

e) Assess level of capacity built among the stakeholders working alongside the project.

o N T o
—_ — — —

7.1.1 Findings

The results helped to guide the implementation process, change and review of the project
strategies and approaches as well as determine the efforts required to roll out the project
activities to achieve greater Impact.

8 Success Stories

Quote from the project beneficiaries at the e-Government directorate:

O 4 E-Bovdrnment shared services initiative will make a significant contribution to service
delivery through efficient information management, and improve on communication across all
T OAOT 1 AT O ACAT AEAOGO

Quotes from beneficiaries of the digital village training in Wajir:

0)oi OAOU EADPDPU OI 1 AO UI O ETTx OEAO ) EAOA
the training at Wajir and issued with certificate. Surely, | have gained Knowledge and | have started
training my community members on the same soon | will start running a PASHA CENTRE. I'm alreaq
engaged in operating Cyber and Training centre in Habasweif AEEO 31 OOE $EOOO

O) E A OA Ay ghatuBeldk Being trained in the Digital Village
Training Program. | feel humbled that I'll help bridge the ever

Participant from Kuria: widening technological divide among Kenyans in rural areas and the
whi 1T A A7 01 Oou AO 1 AOGCAo®
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8.1.1.1 Pictures

Participants from Mande ra districts who participated in the just recent concluded DV trainings for the ICT
business entrepreneurs.
v

!

Participants from Migori districts who participated in the just recent concluded DV trainings for the ICT
business entrepreneurs.
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Annex 1

A map of Kenya showing areas where Digital Village trainees were drawn from

KEY:

‘ This place mark shows the Pilot pasha centers.

This place mark indicates areas/ districts where the Digital Entrepreneurship trainees were drawn
from
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For more information please contact:

Lawrence Nduva, M&E Manager

Kenya ICT Board, Telposta Tower, 12'" floor, Koinange Lane
P.o. Box 27150, 00100

Nairobi, Kenya

Email: monitoring@ict.go.ke
Visit: www.ict.go.ke



