
We have been engaged in a number of initia-
tives in the last four years and which have now 
started realizing some of the goals of Vision 
2030 objectives whose main objective is to make 
the country a middle income state through job 
and employment creations.

Some of the projects are, Business Process 
Outsourcing and Information Technology en-
abled Services, increasing the internet access 
through Pasha centers (Digital  inclusion), pro-
motion of Digital local content and boosting 
delivery of e-government services by embracing 
shared IT infrastructure in what is commonly 
known as shared government services.

Other than employment creation and elimi-
nating the existing silos among the government 
agencies through shared government services it 
is anticipated that the level of corruption would 
be reduced and the cost of accessing public ser-
vices lowered.

In the last two years, some of theICT Board 
projects have started gathering steam with 
some already having tangible results. Over 7,500 
direct and indirect jobs have been created to 
date in the BPO/ITeS sector including back office 
operations, contact centers and software devel-
opment, Digital inclusion project which is rolling 
out pasha centers throughout the country, Digi-
tal local content which now registers a host of 
award winning web and mobile innovations from 
tech start ups throughout the country. Kenya 
ICT Board has enjoyed superb support and re-
sponse from private sector which has responded 
by hosting the developers in incubation facilities 
such as the I-hub, i-lab and m-labs all privately 
owned, and collaboratively facilitating the start 

ups to interact with venture capitalists and an-
gel funders to finance the start ups.

BPO and IT Enabled 
Services(ITeS)
Western companies especially but increasingly 
Kenyan companies are on the look-out for coun-
tries where they can outsource some of their 
business processes, including call centres, back-
office operations and software development. 
Outsourcing is largely motivated by the need by 
companies to focus on their core business and 
outsource none activities

The government has undertaken a series of 
actions to make the country attractive for BPO/
ITeS.  One of the ways it has done this is by re-
ducing the number of licences needed to start a 
business and simplification of licensing process-
es.  Training subsidies and corporate tax relief 
are also incentives that are encouraging invest-
ment.

At Kenya ICT Board we consult with our 
stakeholders frequently as all our initiatives and 
strategies are informed by the stakeholder feed-
back. We spoke with some of them.  Munjal Shah, 
the General Manager, Techno Brain Ltd that at 
the moment has 130 permanent employees says 
, so far the strategies taking by the government 
to promote BPO/ITES sector has not only made 
them grow but also help in the contribution of 
achieving the desired goals for Vision 2030.

“We are growing not only due to our internal 
strategies but also due to the incentives that 
government has put in place,” said Mr Shah.

Sanjay Sikka, the chief executive of another 
BPO firm, Horizon, echoes Shah’s views, however 
he says in order to achieve more growth , the 
government needs to increase its aggressiveness 
in marketing Kenya as a BPOT/ITES destination 
overseas. “The government can do a lot more to 
enable us get more contracts and scale up our 
operations,” said Mr Sikka.

Horizon currently has over 300 hundred em-
ployees but looking forward to add more with 
new contracts.

Already, three fibre optic undersea cables 
(Seacom, Teams and Eassy) have been laid and 
several private sector projects are also being de-
veloped, including the privately owned Sameer 
Business Park, a 500,000 sq ft office complex.

The Board is also supporting businesses that 
revolve around Information and Communication 
Technologies (ICTs) by offering them business 
management skills, internet connectivity and 
technical hardware needed to come up with in-
novations.

Such support includes grants and loads for 
fully equipped working space, technical assis-
tance, advice, coaching and mentorship. Our 
projects have spurred a myriad of private busi-
ness incubators that also offer this support to 
early stage entrepreneurs running start-up com-
panies and who do not have adequate finances 
to pay for such services.

Centre of Excellence (COE)
Kenya ICT Board is establishing a Centre of Ex-
cellence for BPO/ITES in partnership with lead-
ing local and international companies and the 
country’s academic community. The Centre will 
train a core group who will in turn train students 
in preparation for employment in the BPO/ITES 
industry.

In collaboration with relevant industry play-
ers, the centre of excellence will develop Master 
Trainers to train according to an agreed upon 
curriculum, in order to produce a workforce that 
is of high quality and relevant to market needs. 

Each of the participating companies/consor-
tia will be required to certify trainers and stu-
dents on the successful completion of training. 
Such certification should ensure that trainers 
and students meet international benchmarks of 
performance.

Software 
Developer 
Certification 
While there has been a growing 
number of Kenyan institutions 
that offer software training 
courses and innovations in 
software related, there have been 
concerns that many of these 
certification programs are paper-
based examinations that do not 
sufficiently test the ability of 

software developers to write and execute high 
quality code.

These concerns have been recognized by Ke-
nya ICT Board and working with the Word Bank 
under the Kenya Transparency Infrastructure 
Project (KTCIP) Project, are implementing an 
international software developer certification 
program that will test the ability of software 
developers to write and execute code that is of 
international standards.

‘Pasha’ Digital Villages 
Positioning the government sponsored Digital 
Village to Spur Rural Development.

Rural areas in many devel-
oping world are usually the 
last frontier of the information 
technology revolution, with 
telephone and internet pen-
etration in those areas remain-

ing a small fraction of what it is in urban centres.
To address this disparity, the Kenya ICT Board 

(KICTB) is supporting the roll out of new “elec-
tronic centres” which shall be named Pasha 
Centres (and are also commonly referred to as 
Digital Villages). Existing e-centres may also be 
upgraded. Pasha Centres are hubs that provide a 
host of services to the public via computers con-
nected to the internet, or by using and marketing 

A section of ICT Board  Offices

Pasha Centre, KabetePaul Kukubo, CEO, Kenya ICT Board

Kenya ICT Board is a parastatal under 
the ministry of information and com-
munication. It is the Ministry’s policy 

implementation agency whose mandate is 
to develop the ICT sector, build public sec-
tor capacity and promote ICT nationally and 
internationally. Our mandate is derived from 
the Kenya’s development blue print, vision 
2030 in which BPO and IT enabled Services(ITeS) is recognized as an enabler, and is on one of six 
flagship projects. Our KPI’s is to contribute to the social and economic pillar by creating employment 
opportunities within the BPO / ITeS sector and ultimately cause 10% contribution to the exchequer 
from the sector. To achieve these objectives, the board has initiated and implements various projects 
in collaboration with other government agencies.
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other ICT-enabled applications.
Working with the Word Bank under the Kenya 

Transparency Infrastructure Project (KTCIP) 
Project, the ICT Board is supporting the gov-
ernment to roll out and scale up Digital Villages 
(known as Pasha Centres), which will provide af-
fordable access and use of ICT resources to rural 
communities in a sustainable way.

The project, which is being undertaken with 
the Ministry of Information and Communication, 
will increase connectivity of the rural areas to 
other parts of the country, thus spurring rural 
economic development.

Pasha Centres will also enhance business skills 
and knowledge in rural areas and expose rural 
communities to world news and trends.  They 
will provide employment for Kenyans both di-
rectly through economic activity that the centre 
will generate and secondarily through the oppor-
tunities that the information will provide;

To facilitate the establishment of a PASHA 
Centre, a Digital Village Revolving Fund (DVRF) 
was established to enable entrepreneurs. The 
loans have a three-month grace period and are 
repayable within three years with a current in-
terest rate of 10.5 per cent  per annum.  No col-
lateral is required to secure the loans, but close 
monitoring and evaluation is done by the finan-
cial institution that provides the loans on behalf 
of Kenya ICT Board.

So far, 1,041 potential PASHA centre entre-
preneurs have been trained from across the 
country, about a third of them being women.  
Due to the high demand for this training, the 
Kenya ICT Board is considering converting the 
course to e-Learning.

In the pilot phase, five digital villages were es-
tablished in Nkubu, Garissa, Kangundo, Malindi 
and Mukuru, followed by the main roll-out that 
has so far seen 37 Centres being established.

OpenData:  Supporting an 
Information-rich Citizenry
Open Government Data (now available at www.
opendata.go.ke) is an avenue for government 

to proactively ‘push’ 
data to citizens.  It is 
different from free-
dom of information, 
which is about facili-
tating citizens to pull 

data out of government on demand.
The goal of opendata.go.ke is to make core 

government development, demographic, statis-
tical and expenditure data available in a useful 
digital format for researchers, policymakers, ICT 
developers and the general public.

Information such as national census data, 
government expenditure, parliamentary pro-

ceedings and public service locations are cur-
rently available at the Open Data portal. From 
this resource, users can build their own applica-
tions and analyses.

The country’s Open Government Data Portal 
is expected to facilitate innovation, enable data-
driven decisions by policy makers and provide 
the foundation for improving transparency and 
accountability.

Currently, there are over 160 datasets includ-
ing various dimensions of population data, local 
and national government authority expenditure, 
public health indicator data, education data such 
as enrolment rates and school locations; parlia-
mentary proceedings and weather information.

Users include different departments within 
government, members of the public; the media, 
academics and researchers, policy makers, pri-
vate sector service providers, international insti-
tutions and even foreign governments.

Digital Content Grant
With the heavy 
investment on 
telecommunica-
tion infrastruc-
ture in the coun-

try, the government is offering grants to local 
software application developers  to spur internet 
usage. 

The Grant supports ICT in Kenya by acting 
as seed funding for 
companies entering 
new media and ICT 
and is open to Ke-
nyans over 18 years 
old and companies 
registered in Kenya.

Digital Content is 
any content that can 
be consumed from an 
electronic device, e.g. 
personal computer, 
mobile phone, game 
console or digital TV. 
Such content is eas-
ily and effectively 
distributed through 
the Internet and can 
consist of services, 
entertainment, data 
or information.

Applicants for the 
grant need to demon-
strate that their solu-
tions can address any 
sector serving either 
rural or urban com-
munities.

Public sector shared 
services and e-Apllications
SHIRIKIANA: Connecting Government for En-
hanced Performance. 

To most publics, the government is usually a 
slow, unresponsive, inefficient bureaucracy.  At 
the Kenya ICT Board, we are implementing the 
SHIRIKIANA initiative that aims to not only 
move citizen services online, but also to exploit 
ICT to transform government.

SHIRIKIANA offers the government the op-
portunity to respond to many of the concerns 
expressed by citizens - to reduce costs, promote 
economic development, increase transparency in 
government, improve service delivery and facili-
tate the advancement of an information society.

SHIRIKIANA will also facilitate government 
to business interactions reducing red tape and 
simplifying regulatory processes, therefore help-
ing businesses to become more competitive.

Through sharing of information, resources 
and capabilities, SHIRIKIANA enhances inter-
departmental collaboration in government, 
translating into citizen-centric service through a 
single access point to government

SHIRIKIANA promotes the spirit and letter of 
the new Constitution, which recognises the right 
to public information, press freedom and con-
sumer rights.  It also plays a part in delivering 
Kenya’s Vision 2030, the development blueprint 
that aims to transform Kenya into a middle-in-
come country providing a high quality life to all 
its citizens by the year 2030. 

The Vision is anchored on the Economic, So-
cial and Political Governance pillars, with the 
government keen to leverage ICT to support all 
three of them.

This leveraging calls for a fundamental shift in 
the government ICT landscape. Currently, many 
ICT services are managed within the individual 
ministries, resulting in duplication of services, 
inefficient spend of limited IT budgets and negli-
gible  sharing of information across government. 

The lack of robust, fully automated Govern-
ment systems has limited their ability to effec-
tively manage core government functions, such 
as finance management, procurement, and hu-
man resources management. 

With support from the World Bank’s Trans-
parency, Communications and Infrastructure 
Programme (TCIP), an initial study was carried 
out to develop an IT Shared Services Strategy 
and Business Plan for the Government of Kenya.

The study concluded that significant shifts 
within the Government of Kenya are required in 

Kenya ICT Board signing an MoU with NASSCOM

Permanebt Secretary Dr. Bitange Ndemo 
shows a model of Konza City to Rgt Hon. 
Prime Minister Raila Odinda  (centre) and 
Hon Musalia Mudavadi (right).

 A student browsing internet on her laptop.

terms of perception of role of ICT, budgetary al-
location and human resource investments.

Public Sector 			 
e-Apllications
Though the challenges related to establishment 
of a fully-functional e-government offering the 
public  e-applications are formidable and require 
long-term approaches, some major advances 
have already been recorded.

Given the funding envelope and considering 
the country’s stage of development, it was de-
cided to focus on a small number of applications 
which could have the greatest impact for gov-
ernment and for Kenyans.

Areas that have been given priority include 
pension administration, driver’s license registra-
tion, land information and land registration sys-
tems, high court registrar, the public servant’s 
wealth declaration, company registration, and 
improvements in e-procurement.

High Court Registry: At the court registry, the 
focus over some time has been on scanning of 
files, with an initial target of digitising 60 million 
records in the country’s courts. 

At the Company Registry, focus is on digitiz-
ing the paper records to enable easy search and 
retrieval, more efficient registration process and 
to automate the filing of returns. A consortium 
of development partners has teamed up with 
the government to improve services, and so far 
a Document Management System has been ac-
quired and most company registration records 

captured.  Functions such as name search are 
already done online.

The banking hall has been restructured to 
allow for an improved workflow and an online 
company registration module and interactive 
SMS module are now planned.

The Kenya Lands Records Automation process 
will avail files in the Lands Registry in digital 
format to facilitate easy search and retrieval, 
to automate the Land Rent Register data and 
to provide input data for the Automated Land 
Rents query system.  It is expected that by June 
2012, 250 million records at the Lands Registry 
will have been digitised.

Apart from the above, the Board is also 
providing policy, legal and regulatory techni-
cal assistance to facilitate sector reform and 
strengthen capacity.  This assistance will for 
instance accelerate the establishment of the 
legal and regulatory framework for security of 
e-transactions, privacy and data protection and 
intellectual property rights.

Considerable progress has already been made 
on the establishment of a government Virtual 
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and maintenance standards and en-
sure that adequate mechanisms are in 
place to ensure that systems operate 
a peak efficiency.

With support from the IFC Adviso-
ry Services, a project is being under-
taken to develop a cloud-based shared 
services application for issuance and 
administration of business licenses.  
This effort builds on earlier reforms 
which resulted in the elimination of 
315 business licenses and simplifica-
tion of an additional 379 licenses.

IFC has also assisted to develop an 
e-Registry which will allow businesses 
to identify their licensing and permit-
ting requirements based on their busi-
ness activities. 

Kenya ICT Board is keeping its fin-
ger on the ICT sector’s pulse to ascer-
tain progress made as well as identify 
gaps that need addressing. Through 
its monitoring and evaluation unit, the 
Board gauges the impact of the Trans-
parency Communication Infrastruc-
ture Project (TCIP) on the ICT sector.

A national ICT Indicator survey 
of the sector planned by the unit is 
expected to help the Board and its 
partners understand the current state 
with regards to ICT barometers and 
growth trends. It will also provide an 
understanding of major challenges 
and opportunities within the sector. It 
will also reveal Kenya’s position com-
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DDD Kenya is making new strides on a daily basis on its motto of 
digitalization with a social impact. In the recent past the company’s 
premises has been a bee-hive of activities ranging from hiring of 
new Digital management operators, these are the youths taken from 
Nairobi slams such as Mathari, kibera among others and given basic 
skills in data entry and basic articles writing techniques. In return, the 
organization pays for their tuition fees.  The organization has been able 
to enroll over 10 of the youths to Kenyatta University and many more 
are enrolled in other colleges.

In its efforts to increase productivity and serve international clients 
better, a night shift has been introduced.  The organization now runs 
three shifts in a day, morning, afternoon and night shifts with over 20 
operators in every shift.  The most recent part of this expansion is that 
the organization has now taken in youths with hearing impairment to be 
part of the team of digital management operators.

Since starting services in April 2011, DDD has been on a growth 
path.  DDD services now range from writing articles for search engine 
optimization for international clients, to handling digital marketing for 
local clients, to fi nancial data entry, to reading old documents and 
typing in handwritten information.  The company aims to continue its 
expansion in the coming months.

Private Network (VPN) to allow it to 
communicate and share files in a con-
fidential and secure manner.  Today, all 
of the government-owned buildings 
in Nairobi that house ministry head-
quarters have Local Area Networks 
(LANs) and most of them have access 
to Wide Area Networks (WANs) and 
email services.

Planned Projects
To leverage the data infrastructure of 
the fibre optics system cost-effective-
ly, the government intends to install an 
IP Platform that will allowing better 
security, performance, manageability 
and support. The IP Platform will be 
managed in a Network Operations 
Centre (NOC). A National Data Centre 
(NDC) has been established and will 
be fully operationalized to store gov-
ernment files and information.

Another upcoming project is the 
rollout of a standard email and docu-
ment management package for the 
civil service. Currently there are about 
170,000 civil servants who need to 
be assigned email addresses using 
a standard format. All ministries al-
ready have domain addresses and 
sub-domains will be added as appro-
priate.

The Directorate of e-Government at 
the Office of the President will ensure 
that the Government’s standards and 
policies for ICT and applications are 
deployed in all government installa-
tions of hardware and software. The 
Directorate will define operational 

pared to its peers.
The survey will also shine a spot-

light on the current availability of 
ICT skills and the gaps. This will be 
besides improving the reporting prac-
tices for both partners and the Kenya 
ICT Board with the use of information 
technology. This service is accessible 
at http://www.businesslicense.go.ke. 

With this facility, trade organisa-
tions such as the Tea Board of Kenya 
and Horticultural Crop Development 
Agency will be able to maintain online 
databases of export licenses and cer-
tificate issued.

Public Key 
Infrastructure (PKI)
Public Key Infrastructure (PKI) is a 
Information security architecture 
that has been introduced to provide 
an increased level of confidence and 
trust for exchanging information 
over an increasingly insecure Internet 
through the use of digital certificates.

As the world increasingly turns to 
electronic business, electronic creden-
tials that prove identity are becom-
ing a critical necessity. Much like a 
passport proves identity in the of-
fline world, public-key infrastructure 
(digital certificates) delivers a way to 
prove identity in the online world.

PKI ensures that people are who 
they say they are and also proves that 
documents haven’t been tampered 
with, which is critical when conduct-
ing online transactions, such as plac-
ing orders or transferring money.

EA region to spur rapid social, economic and educational development by 
providing reliable, worldwide gigabit connectivity to ICT operators, ISPs 
and large bandwidth users at cost-efficient and competitive rates.

TEAMS believes that accessibility, affordability, and attractiveness are the 
key pillars for significantly driving upwards the demand for broadband. 
However, network construction is the highest entry barrier in the 
communications industry, requiring substantial financial resources. The 
complete broadband network consists of international connectivity, the 
national backbone network, and subscriber access network. Construction 
of national and international backbone networks is essential to ensure 
that high quality, low-cost connectivity is available domestically and 
internationally. Statistics from the Communications Commission of Kenya 
(CCK), as shown in the chart above, indicate that broadband-internet 
usage in Kenya has rapidly shot up since the landing of submarine cables 
in Mombasa.

The government of Kenya’s timely intervention to support the international 
undersea fibre optic TEAMS project via direct investment was therefore a 
worthy undertaking. Businesses initially try to avoid investing in backbone 
networks because they are unsure of the returns on their investments. The 
government by providing upfront support helped to mitigate risks and act as 
an anchor tenant to induce investment from the private party partnerships. 
Another major role for the government in TEAMS, is to facilitate equitable 
access for broadband for all. 

TEAMS believes that broadband is a key driver of economic growth and 

The East African Marine System (TEAMS) is a 5,000-km fibre-optic 
undersea cable which links Kenya’s coastal town of Mombasa with 
Fujairah in the UAE. TEAMS was built at a cost of USD 130 million 
as a joint venture between the government of Kenya and Kenyan 
operators (Safaricom, Telkom Kenya, Kenya Data Networks, ESSAR 
Telecommunications Kenya, Access Kenya, Jamii Telecom, Bandwidth & 
Cloud Services Group and Wananchi Telecom) and UAE-based operator 
Etisalat.

TEAMS submarine cable is connected to the Kenya national fiber optic 
backbone network and other major national backhaul provider networks, 
thereby extending the gigabit submarine capacity not only within Kenya 
but also to the rest of the East African countries: Uganda, Rwanda, 
Burundi and Tanzania through cross-border connectivity arrangements. 
Other neighbouring countries like Ethiopia and South Sudan as well can 
have access to the TEAMS submarine cable via cross-border connectivity. 
Thus TEAMS is the leading submarine fibre-optic cable in the East African 
region, connecting the eastern part of Africa to the rest of the world, via the 
Middle East fibre-optic nerve centre, Fujairah. From Fujairah, the TEAMS 
carrier customers have a wide choice of international submarine cables 
for onward connectivity to Europe, America and Asia, in essence providing 
robust international connectivity. TEAMS is strategically positioned in the 

new jobs. In China, for instance it is estimated that every 10% increase 
in broadband penetration could contribute an extra 2.5% to GDP growth. 
While the European Commission estimates that broadband could create 
more than two million jobs in Europe by 2015. Broadband is also critically 
important in sharing knowledge and extending education to people 
everywhere. If available to all and affordable for all, broadband-powered 
applications and content can be a powerful lever for achieving Education-
for-All goals. Inclusive, universal and equitable broadband roll-out can 
be a tremendous accelerator for development and growth. Broadband 
is crucial to building Knowledge Societies and to share the wealth of the 
world’s cultural, linguistic and scientific resources. TEAMS submarine 
cable is the backbone for international broadband access in Kenya, driving 
the achievement of Vision 2030 via innovative ICT services (including 
broadband connectivity for digital villages and technology cities). TEAMS 
is proud to be a major stakeholder in the improvement of the social and 
economic status of Kenyans and the regional citizens as well. 

Suggested way forward for increasing the uptake of broadband and 
hence acceleration of Vision 2030

As a way forward for promoting the uptake of broadband in Kenya 
and the entire region, TEAMS believes that the following suggestions 
would have far-reaching impact in acceleration of the progress 
towards Vision 2030. First, Civil works are the biggest fixed and sunk 
cost in broadband network construction. They account for more than 
two-thirds of the cost of fiber optic networks and wireless networks. 
Civil works also play a major role in increasing the cost of network 
deployment for new service providers as well as incumbents. It is 
estimated that civil works takes upto 68% of the costs of the entire 
fibre broadband infrastructure.

With governmental assistance, it is possible to cut the costs of 
backbone network construction by establishing legal grounds for 
open access to the passive infrastructure (conduits, ducts, poles) of 
other services (roads, railways, power supply facilities). This approach 
can significantly lower the cost of rolling out telecommunications 
networks because adding communications equipment (such as 
cables and terminal equipment) to other infrastructure projects is 
relatively cheap. Similarly, when contractors construct other types 
of new infrastructure or renovating the existing, the government 
can require them to build passive infrastructure (e.g. ducts, optic 
fibre) that communications service providers can access on an 
open access, nondiscriminatory basis. Finally, the government can 
also facilitate lowering of the overall cost of bandwidth (broadband 
access) via favourable tax incentives.

The East Africa Marine System (TEAMS) Cable:  Making the Vision 2030 
happen via Broadband Access

TEAMS Cable driving Broadband – Internet
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Vision 2030, the comprehensive blueprint 
for national development aims to transform the 
country into a prosperous middle income nation 
where its citizens enjoy a high quality of life. 
The blueprint recognizes ICTs, including busi-
ness process outsourcing (BPO) as one of the 
sectors that will help the country attain the set 
goals.

Outsourcing is all about sub-contracting 
some of a firm’s non-core functions to another 
specialized, more efficient provider so that the 
firm can concentrate on its core business. Busi-
ness Process Outsourcing (BPO) therefore re-
fers to outsourcing of business functions.

Outsourcing is generally associated with non-
core activities in a firm that are ICT-driven, may 
be labor intensive, too tedious or are expensive 
to undertake.  It may also affect activities that 
require expertise that is not readily available 
in your firm or activities that require activity 
around the clock.

While the trend in outsourcing was previous-
ly to sub-contract to firms located in the same 
countries as the end user organizations (now 
called on-shore BPO), globalization and cost 
implications in the developed world have made 
off-shore outsourcing the preferred trend.  To 

those firms and institutions that use these ser-
vices, being able to outsource provides greater 
value to their business activities by allowing 
them to concentrate on their core activities 
while strategically letting experts handle the 
rest.

Drawing from experience and expertise 
gained since its establishment in 1990, Kenya’s 
EPZ Authority has developed an attractive 
package of procedural, infrastructural and tax 
incentives under which both local and foreigner 
investors are facilitated to realize their export-
related business plans.

In the EPZs, 16% of firms in operation are 
in the export service sector. These include Ken-
call EPZ Ltd which has operated in Sameer In-
dustrial Park for several years. The Authority 
is investing time and resources to develop this 
sector as an anchor EPZ sector with attendant 
benefits of employment and export growth.

By operating under an EPZ Service License in 
Kenya, new call centre and BPO operators will 
benefit from various attractive incentives and 
advantages including: tax breaks, procedural 
incentives, better infrastructure, travel connec-
tions and quality of life, low cost location and 
high quality manpower available in the country.

By EVANS ONGWAE

New export oriented services companies can establish  their 
operations in the Export Processing Zones and  enjoy  EPZ 
incentives. These include software developers, IT enabled service 

(ITES) exporters and specifically, call centers and BPO operators. This is 
in a drive to leverage on Information and Communication Technologies 
(ICTs) to attain long-term economic development goals as outlined in 
Vision 2030. It follows the harmonization of the framework governing 
investment in Special Economic Zones and EPZs.

Export Processing Zones Incentives
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The BPO market in Africa is showing tremendous promise. An emerging middle class, 
improved economies of scale, better savings rates, peace across much of the continent 
and strengthening capital markets and educational opportunities are driving domestic, 
regional and pan-African investment, as well as global trade. These factors, among 
others, are paving the way for Business Process Outsourcing fi rms to capitalize on the 
local market. Demand both locally and internationally for very professional and affordable 
BPO services is rising and consequently new Kenyan companies are entering the 
industry, despite the infrastructure challenges.

KenCall, founded in 2005, is East Africa´s fi rst international contact center and now the 
largest BPO fi rm in the region providing Contact Center, BPO and IT Solutions to leading 
companies (in the telecommunications, fi nancial services and media sectors), NGO’s 
and the Government. KenCall offers a variety of outsourced business services using its 

  .sremotsuc niater ro eriuqca stneilc sti pleh ot seitilibapac SMS dna eciov laugnilitlum
These services include sales, Customer Care, training 
and recruitment, database management, data entry, 
document management, management consulting, 
Internet marketing, transcription and software solution 
design and development.  KenCall serves its clients in 
the UK, the USA, East Africa and will soon be serving 
clients in other parts of Africa as well.

KenCall continuously focuses on improving its hiring, 
training and retention practices and its IT and support 
infrastructure to ensure it maintains its industry 
leadership position in serving its clients.

KenCall prides itself on its Quality Assurance Program, 
which has received international recognition from 
its largest clients for ensuring that the client teams 
consistently meet their target metrics.

To achieve such high standards, the company has had 

to invest heavily to reduce the impact of unpredictable public services and ensure it can 
deliver world-class people and processes 24/7.

Over the years, KenCall has hired and trained vast numbers of Kenyans, many of whom 
now hold leadership positions around the country.  These successes demonstrate the 
capacity of the BPO industry to help to raise the overall competency of the professional 
workforce, which supports well the objectives Vision 2030 holds for the BPO sector. 

Given KenCall’s scale and operational experience, the company takes its social 
obligations very seriously.  It has used its skills to work with Novartis and the Kenya 
Kidney Foundation to provide a free helpline for kidney patients, it has answered tens of 
thousands of questions from farmers calling in on a free hotline (“mKilimo”) to ask any 
questions about their farms, it has helped to track victims of the Molo and Nakumatt fi res 
and it has helped the government extensively to collect accurate information from those 
citizens suffering from the famine through the free “109” hotline service for the past two 
years.  

In addition, KenCall will continue to work with its varied partners in the eHealth, education, 
transportation and other targeted citizen-focused arenas to ensure that Kenyans will have 
access at all hours to professional and knowledgeable support and advice in the most 
critical areas of their lives.

KenCall has defi ed the odds of being a pioneer on a continent unknown for the BPO 
industry by winning regional and global awards over the years.  KPMG ranked KenCall as 
the fastest growing Top 100 company, the European call center industry ranked KenCall 
as the Best Non European call center globally and KenCall’s clients have also ranked 
KenCall as an industry leader.  For example, one of its clients, EarthLink, which is one 
of the largest Internet Service Providers 
in the United States ranked KenCall as 
its top performing call center in sales 
productivity and Quality beating out 12 
of its other outsourced call centers all 
over the world.

To discover how KenCall can rapidly 
help you achieve results for your 
organization or how you can join the 
team at KenCall, please send an email 
to sales@kencall.com or call on 
0711 035100/0789394082.



Business Process Outsourcing (BPO) is a phe-
nomenon that is no longer new in Kenyan 
business enterprises. It involves a company 

contracting its operations and responsibilities of 
specific business processes to a third party ser-
vice provider. 

Horizon Contact Centre is a solution-based in-
ternational contact centre and a BPO company 
that is now targeting the local market to grow 
it’s client base with a bias for five key economic 
sectors in East and Central Africa. These include 
banking, finance, insurance, health,  and telecom-
munication sectors and NGOs. These sectors have 
labour-intensive modules and high customer inter-
actions, hence adopting BPO increases efficiency 
in service delivery as well as increasing revenue 
through optimizing service delivery.

Other benefits of business outsourcing include 
reduced workloads as well as cheaper labour 
with equally qualified professionals. It is also a 
job-creation venture to the burgeoning qualified 
professionals in Kenya struggling for few avail-
able job opportunities. Horizon as an outsourcing 
company has already tapped into the local mar-
ket with high-end customer satisfaction and has 
proved that the concept can work well for local 
businesses. 

In its three years of operations since July 2009, 
Horizon has acquired key local companies’ confi-
dence in servicing and supporting their custom-
ers, including top network providers like Orange 
Telecom, yu mobile.  The concept has caught on 
well enough to attract manufacturing, health, in-
surance companies to explore how they can gain 
value through application of BPO models. Horizon 
has increased its staff from the initial 20 to about 
300 since it commenced its operations, making it 
the fastest growing and confirming the fact that 
this industry can create jobs very rapidly. Some 
of the products that Horizon offers to its clientele 

apart from contact centre services include docu-
ment management, Voice of the Customer (VOC), 
Customer surveys,  IT Help desk, training, recruit-
ment and a new addition targeting companies 
with existing inhouse call centers; consultancy for 
operational optimization for call centers among so 
many other diversified services.  

The company boosts of being the largest in the 
East African region with a capacity to hold over 
1,200 staff in operations. It has invested heavily 
in technology to support local and international 
clients all housed in a high end business park on 
Mombasa road where it’s headquarters are lo-
cated. This capacity has been turned into a busi-
ness opportunity by providing infrastructure and 
facilities as an offering for companies that want 
the contact center services but want to save on 
initial capital outlay. It’s successful approach to 
local market in business earned it the Best BPO 
in this years Connected Government initiative for 
the Vision 2030 secretariat. 

Horizon as a company believes that Kenya can 
be a BPO in destination in the world owing to 
its high rate of technological advancements and 
other aspects like infrastructure and government 
commitment. Notably is the fact that the Kenyan 
government has already supported these innova-
tions by the installation of fibre optics, which has 
cut down the cost of bandwidth through services 
like Voice Over the Internet Protocol (VOIP).tre-
mendously. The company is gearing up for more 
uptake of it’s services by the local market as it 
continues to woe the international market. 

Hence the availability of skill and talent, a good 
working environment and proper communications 
infrastructures, are among key factors that Hori-
zon believes can position Kenya a BPO destination, 
which is advantageous to local businesses, and 
can work towards the realization of vision 2030.

A solution-based international
contact centre and a BPO Company 

Digital Scape provides digitization services 
which enable clients to effectively manage 
their diverse information content efficiently 

and securely. Digital Scape also assists clients de-
velop data management solutions that enable mi-
gration from physical to digital records which can 
be consolidated in a centrally managed database. 
To effectively provide our services, we have part-
nered with DPH SOFTWARE SERVICES PVT LIM-
ITED. Our experience in Document Management 
makes us uniquely positioned to handle Enterprise 
Document Management and Workflow Systems.

Compliances
We adhere to the following ISO standards:

∙	 ISO – 19005-1 (2005-12-1) Document Man-
agement Electronic Document file format for 
long term preservation.

∙ 	KS/ISO/TR 15489-1/2 Information and Doc-
umentation Records Management.

∙	 PD0008 The Legal Admissibility of Informa-
tion stored on Electronic Document Manage-
ment Systems.

∙	 BS7799 Information Security Management 
System.

DPH Software Services Ltd is a ISO 9001:2000 
certified company that specializes in the area of 
Data Processing, Data Entry, Image Processing , 
Web Mining , Off-site and On-site Scanning, Data 
Extraction, Indexing , OCR, ICR, Form processing, 
LPO , Yellow Page Processing, White Page Pro-
cessing, Accounts Receivable, Accounts payable, 
invoice processing, billing, logistics support, pay-
roll processing, marketing campaigns and content 
management.

DPH believes that its business is highly depen-
dent on its clients business. Therefore the busi-
ness growth of our clients is critical to our busi-
ness growth. This philosophy is aptly addressed in 
our company slogan “We care for your business”. 

Since 1983 we have been innovating services to 
meet the needs of our clients.

Our services can be classified in five Broad Cat-
egories

-  Data Processing Services(DPS)  
-  Web Mining Services(WMS)
-  Business Support Services(BSS)   
-  Independent Quality Monitoring Services 

(IQMS)
-  Data Enrichment Services (DES)

Major Ongoing Projects (India)
NICSI Regional Passport offices all over the 
country
Reorganizing and Scanning of over one Crore 
passport application files at various regional pass-
port office sites and data entry, image processing 
and data base creation at their own sites. Ongoing 
work with a volume of Approx. 300 million pages 
at various sites.

A Government Ministry
Scanning, Indexing and Developing Software for 
retrieval of documents stored in files at the Ar-
chives and Record Management Section. Ongoing 
work with a volume of 20 million pages.

NICSI Regional Passport offices. 
Reorganizing and Scanning of the backlog files at 
various Offices in India.  Output volume approx. 
200 million pages

Major Projects Completed/Ongo-
ing (Kenya)
Public and Private Sectors.
With our partners DPH, we undertook Digitization 
Projects in the Public Sector between 2009 and 
2011 where over 100,000,000 records were pro-
cessed. In the Private Sector, we have successfully 
undertaken medium and large projects.

Uniquely positioned to handle Enterprise 
Document Management and Workflow Systems

We market a wide 

range of Kodak 

Scanners. 

Apic Centre, Muthithi Road, Westlands, 

P.O. Box 48727-00100, Tel: +254 20 3747929/3747892, Cell: 0721 895560, 0729 759543

Contact: njuguna@digitalscape-ea.com , Website: www.dph-india.com

A DIGITIZATION PROCESS

DIGITAL SCAPE SPECIALIZES IN: 

• Provision of Consultancy Services in 
Document Management solutions

• Electronic Document Management 
solutions

• Provision of Workflow Solutions
• A wide range of High Speed Document 

Scanning – (A5 – A0) document sizes.
• Project Management Services
• Business Process Management

• Business Process Outsourcing services
• Implementation of Enterprise Resource 

Planning Systems
• Data Integration Services
• Data Recovery Solutions  
• Software Development services
• Network administration services
• Business Continuity Solutions

How BPO & IT enabled Services (ITeS) are driving achievement of Vision 2030
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In an effort to meet the grow-
ing demand for people with skill 
and knowledge required to work on 
computers, develop software, de-
velop rich media applications and 
maintain computer networks, Techno 
Brain launched an initiative in 1999 
The Techno Brain Training division 
to train and validate the necessary 
skills and offer International Certifi-
cations. 

Through the Techno Brain Training 
division located across Africa, edu-
cation and training institutions are 
provided with the possibility of inte-
grating into their training schedule 
the agreed aspects of syllabus and 
Exam objectives in Core Computing, 
Desktop Applications, Rich Media 
Application, Computer Networking 
fundamentals and BPO Agent level 
training supported and developed by 
the likes of New Horizons, Microsoft, 
Adobe, CompTIA, elementk, QAI 
Worldwide and many others. 

Techno Brain BPO Division in-
volved in offering ITES services and 
having worked with several NGOs re-
alized the need for training the indi-
viduals who are at the bottom of the 
pyramid in their economic status. As 
part of Corporate Social Responsibil-
ity, Techno Brain has partnered with 
organizations like 

Techno Brain Training and BPO 
division have entered into an of-
ficial agreement whereby they can 
contribute equally in the effort to 

co-develop a value proposition and 
solution to address the issue of build-
ing stronger economy through train-
ing the under privileged  society and 
make them employable in today’s IT 
world.

To kick start this initiative, Techno 
Brain has already partnered with 
Kenyan organizations like ACWICT 
and NairoBits with the mission of 
promoting Kenyan youth’s use of 
ICTs as tools for economic, social 

and political advancement. Techno 
Brain has invested in resources hired 
from these organizations by building 
their capacity in the fields of digital 
literacy, desktop productivity tools, 
foundational technologies, media ap-
plications, Networking fundamentals, 
BPO/KPO/ITES related training cer-

Meeting the growing demand for people with skill and knowledge

Techno Brain BPO has 
always been engaged 
in Corporate Social 
Responsibility in 
employing resources for 
its operations.  

Mr. Collins Abuya – Asst. Sales Manager, Training, Techno Brain Kenya 
Ltd. & Mr. Onesmus Kamore, Talent Development Manager, Techno 
Brain BPO ITES Ltd at the MoU signing event

Techno Brain BPO/ITES Ltd is an IT-enabled service pro-
vider dealing in IT training in software; IT solutions for 
the government and public sector; BPO/KPO services. 

The company has branches in Kenya, Uganda and Tanzania as 
well as other branches across Africa and India. Techno Brain 
is in the process of opening another state of the art global 
delivery center in Nairobi, Kenya that will create opportunities 
for Kenyan youth and utilize African IT expertise in developing 
applications that will be used globally.

tifications and so on. 
Techno Brain’s recent partnership 

with QAI Global Institute adds value to 
this initiative. QAI Global Institute fo-
cuses on creating international educa-
tion and training products and services 
to address Competence Development, 
Assessment and Certifications. Techno 
Brain Training division has started 
training Kenyan youth who are inter-
ested in developing their careers with 
BPO industry. 

“Techno Brain BPO has always been 
engaged in Corporate Social Respon-
sibility in employing resources for its 

operations.  Today, our more than 80 
per cent of our employees are women 
and we are happy that we have em-
powered them to grow in their eco-
nomic standards.  The Memorandum 
of Understanding will help us in in our 
efforts to employ educated youth from 
the bottom of the economic period, 
thereby assisting them to move ahead 
in their careers.  This also proves the 
commitment from our other entities 
in Techno Brain to support our cause.” 
Said Munjal Shah, General Manager, 
Techno Brain BPO.

TechnBrain’s turn-Key BPO/ITeS 
solutions model comprising BPO and 
IT-enabled services and training has 
proved to work best for clients hither-
to unsure of the best approach to out-
sourcing, while their Social Responsi-
bility BPO/ITeS such as child helpline 
contact services and achievement of 
ISO certification have earned them 
new international clients whose are 
mainly concerned with process, qual-
ity, redundancy and security.

Eunice M. Kariuki, Marketing 	
Director Kenya ICT Board
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