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Government Services 
Available Anytime,
 Anywhere to All

CABINET SECRETARY
HON. AISHA JUMWA KATANA
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Foreword 

ii

The Public Service plays a strategic role in the implementation of public sector transformation 
reforms and Government development priorities. Therefore, an integrated public service is pivotal 
towards the delivery of e�cient, e�ective and citizen-centric public services.

Digitalization of Public Service is a priority focus area of the Government, with the Government 
committing to digitize and automate 80% of critical Government services. 

The Public Service, therefore, has to adopt and embrace new mechanisms that align with the 
Government’s Digitalization Agenda. This will see a paradigm shift in Government standards and 
service delivery approaches from traditional models to round-the-clock and agile service delivery 
models, with sta� o�ering multiple services from di�erent Ministries, Counties, Departments and 
Agencies.

The Huduma Kenya Digitalization Plan will reposition the Huduma Kenya Service Delivery 
Programme to align with the Government’s Digitalization Agenda. The Plan proposes to deepen 
access to Government digital services through the introduction of new platforms and revamping 
the existing Huduma Kenya platforms to o�er self-service, in-person and assisted services.
 
This shift heralds a new dawn on customer experience which enhances the accessibility of 
Government services to all Citizens including Digitally Disadvantaged Persons and Persons with 
Disabilities. 



The implementation of
 this Plan will deepen access

 to Government services
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Foreword preface

iii

The Huduma Kenya Service Delivery Programme plays a vital role in providing highly sought-after 
citizen-facing Government Services through its One-Stop-Shop Huduma Kenya service delivery 
platforms. 

These Huduma Kenya service delivery platforms have over time become the most popular 
Government service points. Citizens appreciate the convenience that results from accessing 
Government services from a single service point.

The Digitalization Plan is cognizant of the need to reposition the Huduma Kenya Service Delivery 
Programme to complement the Government’s Digitalization Agenda. Huduma Kenya will 
establish platforms that are responsive to the current and emerging needs of citizens in a high 
demand and dynamic service environment. 

Consequently, the successful implementation of this Plan will support the Government towards 
the realization of the bottom-up economic agenda by enhancing access to digitalized 
Government services.
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Customer Service
 Excellence is realized through

 Customer Obsession
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The Plan is citizen-centric and all strategies aim at delivering Service Excellence and therefore, 
enhancing customer experience in every interaction with Huduma Kenya.

The Plan opens a new Chapter in the transformation of Public Service Delivery and strengthens 
Huduma Kenya’s position as the preferred and trusted single-point for accessing Government 
Services.

I am con�dent in our collective ability to implement the strategies in this Huduma Kenya 
Digitalization Plan through our underlying organizational culture, diligence, commitment and 
team work.



HUDUMA KENYA DIGITALIZATION PLAN

Executive Summary 
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Huduma Kenya Service Delivery Programme (HKSDP) is a Kenya Vision 2030 
Flagship Project established vide the Kenya Gazette Notice No. 2177 of 4th 
April, 2014. The Programme has the mandate to transform Public Service 
Delivery in order to ensure access to efficient, effective and citizen-centric 
services through One-Stop-Shop platforms.

Digitalization of Government services is a priority focus area for the 
Government, with the Government committing to digitize and automate 
80% of critical Government services. The digitalization of Government is 
driven by, among others, the need to ensure: efficiency and effectiveness in 
the collection and use of public funds; transparency and accountability in 
the Public Service; better delivery of information and services to the citizens; 
and citizen/public participation, experience and empowerment.

This three-year Digitalization Plan (2023/2024-2025/2026) repositions 
Huduma Kenya Service Delivery Programme to enhance the inclusivity and 
accessibility of Government services in line with the Government’s 
Digitalization Agenda. The Plan offers new ways to serve and empower 
Kenyans as they interact with the Government. 

The Digitalization Plan aligns with both International and Local Policies and 
Frameworks. In Kenya, the plan aligns with the Constitution of Kenya 2010, 
Kenya Vision 2030, the Kenya Kwanza Manifesto and the Kenya Digital 
Masterplan 2022 – 2032, among others. Globally, the Digitalization Plan has 
taken account of the Sustainable Development Goals (SDGs) and Africa 
Agenda 2063.

The development of this Digitalization Plan adopted a participatory 
approach involving various internal and external stakeholders, that is the 
Ministerial, State Department and Huduma Kenya Leadership, the Huduma 
Kenya Secretariat, the Digitalization Plan Team, Huduma Centre Managers, 
Huduma Centre staff and Huduma Service Leaders.

The Digitalization Plan endeavours to achieve five (5) strategic objectives 
namely: enhanced customer convenience and experience through the 
Whole of Government customer support; enhanced Strategic Partnerships 
and Collaborations; enhanced customer experience through the 
implementation of Customer Service Excellence Standard; Climate Action; 
and Paperless Huduma Kenya.

  
The Plan has five (5) chapters addressing different thematic areas: chapter 
one outlines the HKSDP background, governance and its role in the 
country's Development policies and objectives; chapter two reviews the 
HKSDP Operating Environment including SWOT, PESTEL and Stakeholder 
Analysis in pursuit of implementing the plan; chapter three outlines the 
proposed strategies for each objective with intended outputs; chapter four 
presents the implementation framework to realize the Digitalization Plan 
and risks and mitigation strategies; while, chapter five details the 
Monitoring, Evaluation and Learning Framework.
 
The Huduma Kenya Digitalization Plan will be funded through the 
exchequer, partnerships/collaborations and revenue generated by the 
Programme.

The implementation of the Huduma Kenya Digitalization Plan will align the 
Programme with the Government’s Digitalization Agenda and enhance 
customer experience and accessibility of Government services.
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2013

2014

2015

2016

2017

2018

HKSDP launched 
1 Huduma Centre launched
700 Customers served daily

HKSDP Gazetted
24 Huduma Centres operating 
12,000 Customers served daily 

Huduma Call Centre launched
38 Huduma Centres operating 
25,000 Customers served daily
UNPSA & AAPAM Awards won

Safe access to services guidelines implemented
SBA and TMS launched
In-house Contact Centre launched
20,000 Customers served daily 

52,000 Customers served daily
95% Customer satisfaction index  

 
 

Extended Hours launched
60,000 Customers served daily
BPO Launched
18th Award won   

 

2019

2020

2021

2022

E-Huduma launched
45 Huduma Centres operating 
32,000 Customers served daily 

Huduma Mashinani launched 
52 Huduma Centres operating 
42,000 Customers served daily 

52 Huduma Centres operating 
55,000 Customers served daily

M-Huduma Launched
45,000 customers served daily
 

 

HUDUMA
SBA

The journey
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Level Level Level 

The Advanced (single door 
– multiple windows) model 

Integrated (single door 
– single window) model

Maturity (no door – no 
window) model Level 

Citizen services with multiple 
MCDAs providing individual 
services in a One-Stop-Shop.  

Citizen services with a single 
staff providing multiple MCDA 

services.

Citizen service centres with 
single-window systems, 

Internet Portal, Call Centre and 
mobile Platforms.
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• Positive customer rating

• Multi-channel service delivery approach

• High demand for services

• Strong Huduma Brand Reputation

• Leadership support

• Wide Internet connectivity in the Country 

• Digital devices penetration

• Potential for establishing more service delivery  channels

• Digitally Disadvantaged Persons (DDPs) and PWDs needs
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Whole of Government 
Customer Support - 

Customer Convenience 
and Experience
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Customer Service
 Excellence Standard

Climate Action
Paperless 

Huduma Kenya
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STRATEGIC
 PARTNERSHIPS &

COLLABORATIONS 

WHOLE OF
 GOVERNMENT

CUSTOMER SUPPORT  

PAPERLESS
HUDUMA KENYACLIMATE ACTION

11
HKSDP PLATFORMS

250K
CUSTOMERS

TRANSACTIONS DAILY

98%
CUSTOMER

SATISFACTION INDEX

CUSTOMER SERVICE 
EXCELLENCE 

STANDARD



IMPLEMENTATION
 FRAMEWORK



HUDUMA KENYA DIGITALIZATION PLAN

 Implementation Framework

35



36HUDUMA KENYA DIGITALIZATION PLAN



HUDUMA KENYA DIGITALIZATION PLAN 37



o

o

o

o

o

o

o

HUDUMA KENYA DIGITALIZATION PLAN 38



MONITORING,
 EVALUATION

AND LEARNING



HUDUMA KENYA DIGITALIZATION PLAN 39

Monitoring,Evaluation and Learning



ANNEXES



HUDUMA KENYA DIGITALIZATION PLAN 40

6.1



HUDUMA KENYA DIGITALIZATION PLAN 41



HUDUMA KENYA DIGITALIZATION PLAN 42



HUDUMA KENYA DIGITALIZATION PLAN 43



HUDUMA KENYA DIGITALIZATION PLAN 44



o

o
o
o
o

o

o

o

o

o

o
o
o
o

o
o

o

o

o

o
o
o

o

o
o

o

o
o

o

o
o
o
o

o

o

o

o

o

o
o

o
o

o
o
o

o

o
o
o
o

o
o

o

o
o

HUDUMA KENYA DIGITALIZATION PLAN 45

6.2



o
o
o

o
o
o

o
o

o

o
o
o

o
o

o

o
o

o

o
o
o
o
o

o

o
o

o

o

o
o
o

o
o

o

o

o

o
o
o
o

o o
o
o
o
o
o
o
o
o
o

HUDUMA KENYA DIGITALIZATION PLAN 46



HUDUMA KENYA DIGITALIZATION PLAN 47

6.3



HUDUMA KENYA DIGITALIZATION PLAN 48



HUDUMA KENYA DIGITALIZATION PLAN 49

6.4



HUDUMA KENYA DIGITALIZATION PLAN 50



o o o o o

H
U

D
U

M
A 

K
EN

YA
 D

IG
IT

AL
IZ

AT
IO

N
 P

LA
N

51



o o o o o o o

H
U

D
U

M
A 

K
EN

YA
 D

IG
IT

AL
IZ

AT
IO

N
 P

LA
N

52



o o o o o o o o

H
U

D
U

M
A 

K
EN

YA
 D

IG
IT

AL
IZ

AT
IO

N
 P

LA
N

53



o o o o o o o o

H
U

D
U

M
A 

K
EN

YA
 D

IG
IT

AL
IZ

AT
IO

N
 P

LA
N

54



H
U

D
U

M
A 

K
EN

YA
 D

IG
IT

AL
IZ

AT
IO

N
 P

LA
N

55

o o o o o o o o



H
U

D
U

M
A 

K
EN

YA
 D

IG
IT

AL
IZ

AT
IO

N
 P

LA
N

56

o o o o o o o o



o o o o

H
U

D
U

M
A 

K
EN

YA
 D

IG
IT

AL
IZ

AT
IO

N
 P

LA
N

57



H
U

D
U

M
A 

K
EN

YA
 D

IG
IT

AL
IZ

AT
IO

N
 P

LA
N

58

o o o



o o o

H
U

D
U

M
A 

K
EN

YA
 D

IG
IT

AL
IZ

AT
IO

N
 P

LA
N

59



H
U

D
U

M
A 

K
EN

YA
 D

IG
IT

AL
IZ

AT
IO

N
 P

LA
N

60

o o o o o



H
U

D
U

M
A 

K
EN

YA
 D

IG
IT

AL
IZ

AT
IO

N
 P

LA
N

61

o



H
U

D
U

M
A 

K
EN

YA
 D

IG
IT

AL
IZ

AT
IO

N
 P

LA
N

62



H
U

D
U

M
A 

K
EN

YA
 D

IG
IT

AL
IZ

AT
IO

N
 P

LA
N

63



o o o o o o o

64



o o o o o o o o

65

 

6.7 Annex 7 : Huduma Kenya Leadership Members 
 

 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

N/O NAME DESIGNATION 

1.  Mugambi Njeru Ag. Secretary/CEO – Chair 

2.  
Moses Nooseli 

Director Information and Communications 
Technology 

3.  Stephen Ingabo Director  Public Relations and Communication 

4.  Christine Githaiga  Programme Officer Quality Management  

5.  Beatrice Chelangat  Programme Officer Policy and Legal  

6.  Gatobu Kirera  Programme Officer Administration 

7.  John Macharia Programme Officer Accounts 

8.  Kennedy Nyamao  Programme Officer Finance  

9.  Samuel Ndirangu    Programme Officer Supply Chain Management 

10.  
Luka Mwangi 

Programme Officer  Customer Service 
Experience 

11.  Linus Ofware Programme Officer Safety and Security 

12.  
Japheth Muthama 

Programme Officer Channels, Research and 
Innovation 

13.  
Judith Lagat  

Programme Assistant Human Resource 
Management 
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6.8 Annex 8 : Huduma Kenya Digitalization Project Team 
 

 

N/O NAME ROLE 

1.  Mugambi Njeru Overall team leader 

2.  Luka Mwangi Co- Chair 

3.  Ester Muringo Co- Chair 

4.  Christine Githaiga Member  

5.  Beatrice Chelangat  Member 

6.  Japheth Muthama Member 

7.  Kentice Ligami Member 

8.  John Obaka Member 

9.  Kevin Otieno Member 

10.  Mathew Kivava Member 

11.  Erick Mutwiri Member 

12.  Ron Rufus Member  

13.  Ruth Woresha Member  

14.  Beryl Odiembo Member 

15.  Faith Mwendwa Member  

16.  Denis Kioko  Member  

17.  Serena Mokua Member  

18.  Elizabeth Hiuko Member  

19.  Lucy Waceke Member  

20.  Joan Gatungo Member 

21.  Jeferson Nyakamba Co- Secretary 

22.  Valerie Nalyanya Co- Secretary 
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HUDUMA KENYA LEADERSHIP MEMBERS 
 

 

  
 
 
 
 
 
 
 
 
 
 

N/O NAME DESIGNATION 

1.  Martin Mugambi Ag. Secretary/CEO – Chair 

2.  Moses Nooseli D/ICT 

3.  Stephen Ingabo D/PRC 

4.  Christine Githaiga  PO Quality Management  

5.  Beatrice Chelangat  PO Policy and Legal  

6.  Gatobu Kirera  PO Administration 

7.  John Macharia PO Accounts 

8.  Kennedy Nyamao  PO Finance  

9.  Samuel Ndirangu    PO Supply Chain Management 

10.  Luka Mwangi PO Customer Service 

11.  Nicholas Pera PO Safety and Security 

12.  Japheth Muthama PO Channels 

13.  Christine Githaiga  PO Quality Management  

14.  Judith Lagat  PA HRM 

 

6.7 Annex 7 : Huduma Kenya Leadership Members 
 

 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

N/O NAME DESIGNATION 

1.  Mugambi Njeru Ag. Secretary/CEO – Chair 

2.  
Moses Nooseli 

Director Information and Communications 
Technology 

3.  Stephen Ingabo Director  Public Relations and Communication 

4.  Christine Githaiga  Programme Officer Quality Management  

5.  Beatrice Chelangat  Programme Officer Policy and Legal  

6.  Gatobu Kirera  Programme Officer Administration 

7.  John Macharia Programme Officer Accounts 

8.  Kennedy Nyamao  Programme Officer Finance  

9.  Samuel Ndirangu    Programme Officer Supply Chain Management 

10.  
Luka Mwangi 

Programme Officer  Customer Service 
Experience 

11.  Linus Ofware Programme Officer Safety and Security 

12.  
Japheth Muthama 

Programme Officer Channels, Research and 
Innovation 

13.  
Judith Lagat  

Programme Assistant Human Resource 
Management 
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HUDUMA KENYA DIGITALIZATION PROJECT TEAM 
 

 
 
 

N/O NAME ROLE 

1.  Martin Mugambi Overall team leader 

2.  Luka Mwangi Co- Chair 

3.  Ester Muringo Co- Chair 

4.  Christine Githaiga Member  

5.  Beatrice Chelangat  Member 

6.  Japheth Muthama Member 

7.  John Obaka Member 

8.  Kevin Otieno Member 

9.  Mathew Kivava Member 

10.  Erick Mutwiri Member 

11.  Ron Rufus Member  

12.  Ruth Woresha Member  

13.  Faith Mwendwa Member  

14.  Denis Kioko  Member  

15.  Serena Mokua Member  

16.  Elizabeth Hiuko Member  

17.  Lucy Waceke Member  

18.  Jeferson Nyakamba Co- Secretary 

19.  Valerie Nalyanya Co- Secretary 

 
6.8 Annex 8 : Huduma Kenya Digitalization Project Team 
 

 

N/O NAME ROLE 

1.  Mugambi Njeru Overall team leader 

2.  Luka Mwangi Co- Chair 

3.  Ester Muringo Co- Chair 

4.  Christine Githaiga Member  

5.  Beatrice Chelangat  Member 

6.  Japheth Muthama Member 

7.  Kentice Ligami Member 

8.  John Obaka Member 

9.  Kevin Otieno Member 

10.  Mathew Kivava Member 

11.  Erick Mutwiri Member 

12.  Ron Rufus Member  

13.  Ruth Woresha Member  

14.  Beryl Odiembo Member 

15.  Faith Mwendwa Member  

16.  Denis Kioko  Member  

17.  Serena Mokua Member  

18.  Elizabeth Hiuko Member  

19.  Lucy Waceke Member  

20.  Joan Gatungo Member 

21.  Jeferson Nyakamba Co- Secretary 

22.  Valerie Nalyanya Co- Secretary 
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