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Abstract

AFl agship projectso is a hackneyed phrase t
policy documents. Yet soon after their unveiling, some of these projects, notably ICT

projects have stagnated or diverged from their core objectives as outlined in the said
documents. Combining twestablished heor et i cal approaches, Han
transformation appr oac h -agapbgravhen€foamewerk,thé s ( 2 0
study makes an original contribution to address the gap in literature and policy analysis, by
tackling the complementaigts in thinking about digital transformation as a programme and
policy as a progr amme actizenseérvice expedence.s t o Keny
Employing a multimethod case study, including 20 key informant interviews, goergon

focus group, obseniansat Nai r obi 6s Ci t yanSdy ukau deu ndauédsu nide tC
Operations Centreand analysis of 18 policy documents relevant to this study, the research

found that most digital innovation projects emphasised technology, while neglecting other

key elemats in the digital transformation space. However, the Huduma programme was
different in that it paid due attention to several framework elements namely, policies and
institutions, ICT infrastructure, ICT industry, human capital and public vedsaltinginto

the category of resilient success. The analysis emphasises that sustainable digital

transformation of public services can only be realised if all the transformational elements

are prioritised in order to dthetkenyant o t he ci
government 6s fAislands of automaadf-i ono. The s
government o (WoG) digital transformation th

require creating and fostering collaborative leadership structures to digitde
transformation across national government ministries, departments and agencies,
encouraged by youthful, hightyained, norpolitical, professional leadership, and
continuous learning in order to inculcate policy effectiveness and sustainabdigtal

transformation as a culture in all facets of national government.

Key words:Digital transformation, effectiveness, policy, Huduma programme
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ChapOeeMappi ngKednya t al Transf
Landscape: What is Broken

1.1 A Placeat the Digital Society Table

For a timejdealiss on modernisationpopular opinion in the Westpmescholarly
discourseor supposed pundits on the subjafcAfricad state ofdevelopmenandlimited
innovation entertainedheir ideasusingthe oftcited phrase thaffrica is afidark
continend Somehowthetackchangedadvancingh ar r at i v Africaisrisioghto as A
assuageolitical correctnessAware of there thismay elicitfromt o d atghGasts ofPan
Africanism in the wider scheme of thingse arestill a living paradoxKenyafor instance,
in three successive financial ye&s been losing a third (oVEES. 600 billion) of its
national budget twvastage and unauthorised expenditisentiments bythe ount r y 6 s
formeranticorruptionboss aranything to go byMiriri, 2016). K e n y a 6 lsudg2t0 1 5
statement lendsredence to thesessertionsisthe governmentoncededhat sucHoss of
public finances isargelydue tocorruption(Republic of KenygRoK], 2015a) The
integrated financial management information systgiivllS) and iTax two ICT-enabled
servicesmentioned irthis study, were identified in theaforesaidstatement as opportunities
to eliminate certain types gfaftand to reduce levels of wastage of public fuideseare
just two examples thaevealgovernmend sommitment tadhe digital evolutionenvisaged
in a digital economyYet in 201Q the didiciaryd tele-presence project, a programbilled
t o s av eCoHrteohApmedlsers costs and timeecame defunct bageh year into its
introduction;thetechnology deployed during tlieo u n 2013eléctonsto avoid a
recurrence of thpostelectoral violence witnessed in 2007/2008Ifunctioned on the
election daythe cashless solution dgsed to bring the multibilliorshilling public
transport industry into the taxetis moriburd; the National Digital Registry Service
(NDRS)that would havegivenKenyans a digital identity byune2016has not met its
deadline while the profile of IFMIShas failed to change perceptions of financial
mismanagement hissuggesteertain weakness@s existing policy, which need to be
identified.

In addition to broadeplans such as the African Union (AlBgenda 2063 to (closer
home) theEast Africa Community (EAC) Vision 205the past decade has withesaed
ICT fervourthat has seeseveral countries in Su®aharan AfricdSSA)regionnotably,
RwandaSouth Africg andTanzaniaembark on ICTpolicye n a ¢ t speed tThish

effectively confirns thatt he adage fAi f youédren ntolriegamen lhe t
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true to Africain her efforts taavert her fiscal vulnerability or being left out (Johnson, 2016).
Akin to her counterparts, Kenyes enacted policies confiimg herawarenesthat socie
economic transformation lEngedon implementing sound ICT policies and plans

(Dzidonu, 2002)A recent report by th®rganisation for Economic Gaperation and
Developmen{OECD) (2015) while recognisingheir societal impacadmitsto aburden

ICTs place on poliaypaking.Digital trangormationshould thus be guided by policy or
strategy to reade its potential (Kane, Palmer, Phillips, Kiron, & Buckley, 2015). However,
this pivotal role of policy in deliverindigital transformatioroutcomesn key public sector
environmentsincluding finance transport angbublic service has been downplayed. This
studysoughtto understand the arguments for Kenya to adopt the kind of policies that would
enable susinable digital transformatioim effectproposng a framework to ascertain the
effectiveness of Kdigita teansformptiona goeemmenpaad i ci e s

suggestappropriate measures for policy advancement.

1.2 Contextualising the Research Problem

This section providesneoverview ofKenyaincluding its location (Figure 1),
population and political structures. In addition to the use of tables to highlight key socio
economic indicators such as literacy, information society and employment, the aéstion
offers insightintot h e ¢ o ubt) ¢ost gf bverg athdgross domestic produ@EDP) The
section alsontroduceK e n ydigidaktransformationncluding an outline of hdCT

policy environmentthe problem statement and objectives of this study.

Figure 1: Map of Kenya
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1.2.1 Country economic, social, political and ICT profile

Kenyais predominantly an agricultu@riven economy, a fact attested by its highest

contribution of30pcto GDP in 205 according to recerdconomicsurvey resultfKenya

National Bureau of Statisti¢g®€ NBS], 2016, p.22. The ICT sectohasremairedsubdued

with a contribution of 0.9%& drop of 0.7%from thel.6%recurrent platealastwitnessed
in 2011 and 2012T'he biggest employer is the infornsdctor accouning for over 80% of
the total employmenas shown inrable 1 which also gives synopsis of other selected

indicators
Table 1. Country indicators
Indicator 2011 2012 2013 2014 2015

Population (Million) 39.5 40.7 41.8 43.0 442
Total expenditure (KES. Million) 1,016.7 1,241.4 1,533.0 1,950.7 2,224.0
Recurrent revenue (KES. Million) 798.2 896.5 1,001.4 1,134.5 1,474.6
GDP at market prices (KES. Million) 3,7259 4261.2 | 4,7454| 5398.0| 62244
GDP growth rate (%) 6.1 4.6 57 5.3 5.6
ICT contribution to GDP 1.6 1.6 1.4 12 0.9
Inflation rate (%) 14.0 94 5.7 6.9 6.6
Total employment' (‘000) 12,116.2 | 12,781.1 | 13,517.0| 14,319.2 | 15,160.8
Wage employment (‘000) 2,084.1 2,155.8 | 2,283.1| 23702 2478.0
Student enrolment Primary schools 9,561.1 9,7576 | 9,857.6| 9951.0| 10,090.8
(‘000) Secondary schools 1,767.7 1,914.8 2,104.3 2,331.7 2,559.0

Universities - 251.2 361.4 443.8 512.9
Government Debt? (KES. Million) 1,347.6 | 1,532.5 1,732.7| 2,217.3| 2,601.4

! Excludes small scale agriculture and pastoralist activities

2 Internal and external

Source: KenyaNationalBureau ofStatistics [KNBS] 2016

Thepromulgation of a new Constitution in 20h8s seethe countryexperience

far-reaching innovation iform of institutional reforms in governance structures. In addition

to the national government, there are 47 couthesonstitutethe devolved govement

constitutionally mandated to work in consultation with the former (Republic of Kenya,
2010, Articles 6 & 189). The government is headed by the President, who also heads the

executive arm of government, which includes the Deputy President and thetCabin

(Articles136131) . The

countryos

| egi sl ati ve

Wi

and the Senate (Article 93). The Judiciary, the third arm of governdemtes its mandate

from Article 159 of the Constitution. Aetailed description of national government is

explored later in this chaptathendiscussing the research setting.

As a testament to iextensive mobile accedbe latest statistics by the sector

regulator suggeshobile penetration in Kenylaas been oan incremental trend and

ng
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currentlystands at8.2% (Figure2),a3.7%s ur ge f r om a resuitsastyearr quar
(Communications Authority of Kenya [CA], 2016h addition to Sema Mobile Services, a

newly licensed Mobile Virtual Network OperativiVNO), the country is served by four

other telecommunication companies that provide mobile services. The total subscription

stands at over 38 million witBafaricom, théargest telco enjoying @6%share of this

subscription (CA, 2016, p.1jlowever, mobile access does not necessarily translate into a

vibrant information society.

Figure 2: Mobile subscriptions
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Source: Communicationg\uthority of Kenya [CA] 2016, p.8

Despite broadband subscriptions that nearly doutdédween 2015 and 201®m 4.1 to
7.9 million (p.25) almost90% of Kenyans have internet access. This according to the
regulatoris impelled by growth in mobiteased internet penetration through 3Gerage
across the country and popularity of social networking anh@ngopulation (p.22) as

shown inFigure3.

Figure 3: Internet users and penetration estimates
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In addition to satellite hie country is servelly four submarine cable systeras,

highlightedin Figure4.

Figure 4: Current and future Africa undersea cables
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Thesaidinfrastructure account for an availalflét/Equipped Capacify international

bandwidth of over 1.65 million Mbps at present as shown in Table 2.

Table 2: Available international internet bandwidth (Mbps)

International Connectivity Bandwidth Mar - 16 Dec - 15 Quarterly Variation (%) Mar - 15
SEACOM 870,000 770,000 13.0 770,000
TEAMS 702,000 702,000 0.0 820,000
Telkom Kenya Limited (EASSY) 39,060 39,060 0.0 39,060
Lion 2 39,210 39,210 0.0 39,220
Satellite Internet Bandwidth 524.0 498.20 S1 265.6
Total International Internet Bandwidth (Mbps) 1,650,439 1,550,771 6.4 1,668,546

Source:CA, 2016

Out of this available capacity only half of it is in use as shown in Table 3. From these
statistics, the used internet connectivity has grown by about 10pc in the past year. The
regulator attributed this to use of the Internet fgeevices and social mebrking including
OTT services (CA, 2016, pp.Z&).
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Table 3: Used international internet connectivity bandwidth (Mbps)
International Leased (Used) Bandwidth (Mbps) Mar - 16 Dec - 15 Quarterly Variation (%) Mar - 15

International Undersea Internet Connectivity 861,300 854,300 0.8 783,490.00
International Satellite Internet Connectivity 419.9 250.90 67.4 71.60
Total International Internet Connectivity 861,719.9 854,550.90 0.8 783,561.60

Source:CA, 2016

1.2.2 Digital transformation

Despte thewide protestsstagedagainsit i includingIndonesia or even closer
home in Kenya where there have been incidencds difivers being threatened tireir cars
vandalised Uber 6 s uni g-enabled praefarn ipcludingsaliscountedariffs to
customerscontinue to make itesilientas a globally renownedde-hailing company now
also offering helicopter serviseGovernmentsin fact appeartorn betweenmnterveningin
the sectorthroughregulation anaédvancinghe power ofdisruptiveinnovation(BBC,
2016; Mohammed, 20165 u cthb dir i s at i on 0 -daventtransformationo t he | C
climate that was theorised at the tail end of the erstwitillenniumas will be
demonstratechiChapter 2 othis report

There are various definitions to digital transformatie@coop (2016) forinstance
definesitasit he profound and accelerating transfo
competencies and models to fully leverage the changes and opportunities of digital
technologies and their impact across society in a strategic amdiprioi zed way o (par
Drawing on the ideas ¢lanna andbummer (2014p.4 and Hanna (20H), this report
favoured their definition odigital transformatiorasthe continuous realignmeint the
economy and sociefyelledby thedeployment and diffusion afigital technologieso
createanew techneeconomic paradigrwhosekey constructareadigital economy and
networkedsociety

1.2.3 Impetus for digital transformation in Kenya

Despite being considered a regional economicwhtiio notable strides in the ICT
sector the 2015ragile states indereporthighly rankedKenyaas a fragile statglobally, a
position that has exacerbated overhst decadewing torenewednsurgence by
Somala-based terror group thabntinues tgeopardiseher securitfMessnelet al., 2015,
pp.14, 2223). Graft remains a disconcerting vigeKenyg aview not onlybuttressedby
K e n yRaeSidenton hisdeclaation ofcorruptionasa national securitperil (Government
of Kenya, 2015) but also thacklustrescore in successivarruption perception indices
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(Transparency International, 2014; 2016)a witty jest,Wrong (2014) opined that the
global anticorruption body owes its existence to the couriirs ¢ o r r mitjgdtethesa ! T o
among other challenggs anExecutive Order No. GRoK, 2015b) state corporationwere
directed tamigrate their procurement systetnsane-procuremenplatform. In theast two
budget statemestoy the Nationalreasury this obligation alsextends tawther
government departmenf8IDAs) throughthe aforementioned IFMIGRoK, 201%3; RoK
2016, p.10).

Corruptionis likely to persistin the wake of malfeasandeat ledto the defrauding
of the National YouttService (NYS) a parastatathrough thdFMIS that cost the taxpayer
over KShs. 800 million (Wafula, 2015)helaptopfor-everychild projectthat was crippled
at theprocurement stage arduntermandedltogetherat some poin(Malakata, 2015)
found a rw lease of life upon iteintrodudion as thedigital literacy programméDLP)
with arevampged multiagencyapproach and leadershipdteerits implementatiorfICTA,

2015) The Gvernment is currently distributing devices to schools nationwide

1.2.4 Digital transformation in Kenya

Kenyahasexperiencedatherparticular forms ofransformation, thesaeclude M-
PESA, ahighly acclaimed mobile money inndi@n widely used across Africa. The
Safaricomownedplatform, accounted for nearly %of its norvoice revenuavith
transactions totalling five trillion Kenya Shillings run through the platf@ainaina,
2016)i afigureg ui val ent t o KraeHydanfaKengd®rdgramniED P !
(hereafter referred asuduna), hastransformedservicedelivery in a public sector
previously riddled by long queséRoK, n.d) throughone stop points where citizens obtain
nearly50 governmenservices. Hudumavhi ch tr ans| at ewahii,bo fAser vi c.
Kenyads nat ihasexterded litsssengcesaatiee counties amditel at least 600
new jobs (Njanja, 2015). In addition to local accoladesag feted at th2015United
Nations Public Service Awards (UNPS@Wing toits pivotal service delivery role
(UNDESA, 2015)

eCitizen arecentpaymentplatformin the countryhasalso effectivelyenabled
peopleaccess 115 various government services including, renewal of driving licences, and
making of visa and passport applications. Since its inceptiopytggammehas procssed
over 2 million applications, collected over four billion Kenya Shillingsevenue, and has
at leastl.7 million registered Kenyaras at Jun@016 (RoK, 2016 p.11). Thisis attributed
to its ability to eliminate middlemen whose lifeline was hingedhe erstwhile

inefficiencies inprovision of government services (Ochieng’, 2016 2015 budget



EFFECTIVENESS OF POLICY ON DIGITAL TRANSFORMATION

statement committed to harmonise services between Huduma and eCitizen so as to
eliminate duplication and ensure proper resource utdisgRoK, 2015a, 9).iTax, an

initiative by thec 0 u n tevegyué suthority, has enabled taxpayers to submit annual income
tax returns online. By July 2016, a mandatory directive on online tax filing by the taxman
saw 4.2 million taxpayers registered on the platform waittaverage of 175,000 new

monthly registrationgKenya Revenue Authority, 2018pther examples of visible digital

transformatioreffortsin the country particularly governmerdre shown in Table.4

Kenyabs

Table 4: Examples ofdigitalt r ansf or mati on i n
Government Ministry Social Media Presence | E-transformation Programme | ICT Policy/
Facebook | Twitter Strategy
1. Agriculture, Livestock & Fisheries 4 v v' PMS, MIS v
2. Defence ] x v x x
3. Devolution & Planning v v x x
4. Education v 4 v KNEC Results, HELB-COC 4
5. Energy & Petroleum v v x x
6. Environment &Natural Resources v v x x
7. Foreign Affairs & International v v v'Diaspora Portal System x
Trade
8. Health v v v KMHFL, KHIS v
9. ICT v v v DLP, Konza Techno City v
10. Industrialization & Enterprise v v v’ Agribusiness Information x
Development Portal
11. Interior & Coordination of 4 v v IPRS, e-VISA x
National Government
12. Labour & East Africa Affairs v v x
13. Land, Housing & Urban v v v/ NLIMS x
Development
14. Mining v v v MCP
15. Office of the Attorney General & v v x
Department of Justice
16. Public Service, Youth & Gender v v v' GHRIS, Huduma Kenya x
Affairs
17. Sports, Culture & Arts v v x
18. The National Treasury v v v IFMIS, e-Citizen, iTax, e-
ProMIS
19. Tourism v v x
20. Transport and Infrastructure v v v TIMS
21. Water and Irrigation v v x
KEY:
DLP Digital Literacy Programme e- Electronic Project Monitoring Information
ProMIS  System
GHRIS  Government Human Resource Information HELB-  Higher Education Loans Board - Certificate of
System CcoC Clearance
IFMIS Integrated Financial Management IPRS Integrated Population Registration System
Information System
KHIS Kenya Health Information System KMHFL Kenya Master Health Facility List
KNEC Kenya National Examinations Council MCP Mining Cadastre Portal
MIS Market/Management Information System ~ NLIMS  National Land Information Management System
PMS Performance Management System TIMS Transport Integrated Management System

Updated as at 1 9" August, 2016

Source: Author, 2016

gov
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Digital transformatiorprogrammes have plausibly earned Kenya an enviable position
in globally respected rankings. For instance, Kenya was one of the only four African

countries rankedh a 2014digital evolution index (Figuré).

Figure 5: Kenyads pdig#al evolution indextrajectorg chart
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Fromthe World Economic Forum®VEF) 2015Global Information Technology
ReportK e n ynetvawked readiness improved six places from the previousapasition
thathas been steady since 20p21@4) andis attributedo some of the already mentioned
transformative ICT initiativesuch as MPESAThec ount ryods ranking r ema

in the 2016 report scoring slightly above average against her countegpsints/xa in

Figure6.
Figure 6: Kenya's networked readiness index 2016
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Source: World EconomicForum [WEF] 2016, p121
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In 2015 WEF, in its Africa Competitiveness Reppdiassified Kenya aa factor
driven country due to its stage in economic development. This is because of its dependence
on its unskilled labour and natural resources. Competitiveness at this stagé icaer alia,
well-developed infrastructure, functioning public institutions and a literate workforce (pp.8

9) in order to advance to the next levels shown in Figure

Figure 7: Kenya's competitiveness index 2015
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| =O= Kenya =O= Sub-Saharan Africa |

Source WEF, 2015, pp.134135

Anothernotable point from this report wahat no African nation has reached an
innovationdriven stage of economic development. In addition to basic requirements such as
institutions and infrastructure, technological readiness and human resource elements are
suggested as efficiency enhancersriprove the country'scores against the SSA average.

In addition to the muclextoled mobile money benefits in tB816World Development

Reportby the World BankZ016a) Huduma isalsoone of thanitiativesthe Bretton Wood
institutionpays a glowingrtbute forimprovingease of doing businessthe country

(World Bank,2016b, p.50)

Theseindicesl ar gel y attest to t he specdiutothemyadtsof | CT
ongoing digital transformation initiatigebutthey provideinsightinto their existing

enabling environment.

1.2.5What is broken?
While the above initiative and others that are undervgich as th&ealttime
Performance Monitoring SystefRPMS)i ndi cat e Kenyads efforts

aforesaid challenges, a desktop spot check conducted by the researcher across government

r
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departments as illustrated in Table 4 above, revealgg@@nthave ongoingligital
transformation initiativesut a palty 20% have an institutional ICT policy or strategy in
place. This absence of targeted policy for specific areas of government and public service
presents a challenge that possibly cripples digital transformation programmes.

Not all initiatives have been successful. Tdmbitiouscashless fare systedesigned
for the public transport sector, formerly the BebaBlagtronicpayment solution (Goga,
2013), is presently sluggish and in most routes abandoned altoJétises.despie an
existingheadlong legislatiorthat required public service operattwsmplement the
initiative by July 2014RoK, 2013, p.2388)

Figure8 Kenyaods President and other stakehol ders

Source:Kuria, 2014

In 2010, theKenyanjudiciary introduced a telepresensgstem to reduce costs of
litigation and expedite justice to litigants. It was hoped that its successful application in
Kenyads Cour t ewvertuallfcpspageititprisons@anddubordinate courts
(International Records Management Trust, 2011). The project barely subsisted for a year.

The 2013 general elections were the first to be-1&Tlitated as recommended by the
Kriegler Commissiorestablished by theogernmento investigate the pogtoll violence
witnessed in Kenya in the aftermath of the 2007/2008 elediidifise of the Auditor
General, 2014, pp.834). On theElection Day thebiometric voter egistration (BVR) and
theelectronic voter identificationayices (EVID) failed leading to use of manual regider
Theresultstransmissionystem (RTShlso malfuntoned in the processultiplying the
results eight timefAndago, 2014)These problems have besidely acknowledged as
administrativerather than technologicaLur i ous | vy, Khmdyysatii s el ect or ¢

considering purchase of new devices barely a lyefarethe 2017 polls (Igadwah, 2016).

! See alsd_egal Notices No. 23 dated 1" March, 2014 and No.75 dated™.lune, 2014
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Thepresidential digital transformation obgernment (PDTG) it would have seen
Kenyans havelectronic identities (elD4)y mid-2016was initiated in the wake of t1&913
terror attacks on the Westgate Mdlhe programme wouléddressnsecurity that can be
attributed tocorruption in governmerand heidimited knowledge of its assets, peogdiend
and establishmentbridgesilos in MDAs thathave propelledvastage due to duplication
and a procurement and vendbiven culture. In addition to addressing bureaucracy, it
would inculcate a performance and resoltented culturéGatabaki, 2014)The initiative
was to be implemented through three strategic prograraimmes at providing entb-end

solutions ashown in Figure.

Figure 9: Kenyads PDTG strategic progr amme

Digital
Government
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Source: Gatabaki2014, p.6

TheNDRSwoul d provide complete, correct, avail
source of trutho); Government Shared Servi
and Delivery Unit, would enhance efforts to achieve efficiency, effectiveness and

accauntability in government; and orgtop shop was posited to provide citizamtric

public services that are accessible, available, and affordédateever, in circumstances that

still remainunclear, the promising project was shelved, the government iagssimg a

defining moment of digital transformatigdabaara, 2016).

A high-level panelat C T A 6 sanriuid dogferengeliscussing whygovernment

-

C

c

ICT projects go wronghighlighted that most ICT projecisn Kenyabsaregover nmer

lopsidedwi t h vendors driving t heinapeguateeapasity t he
building among the users, lack of stakeholder-iopr mistakes due taushed deployment
carried on into subsequent initiatives. Among the solutions advarereinivoducing
benchmarking, projeathampionseffectivebudgetinginvesting inproject management

skills andchange managemembanaging politicsself-interestandstakeholder

P
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expectationsParticipantdavoured the ideaf technologicafit with user requirements
prioritisation of projectswith high publicvalue radical processeengireering and

automatingvhat is necessary.

1.3 Statement of the Research Problem

Embedded innovations such asmMESA and more nascent ones likéigzen evince
K e n ydagidaktransformationUnder the ggovernment banner, government departments
deploy ICTs to streamline operations thah toenhanceservice delivery to citizens,
increasd revenue andccountability for publidinances However,beyondthe boilerplate
exhortatonsmadeduring the flamboyant launchestbkese transformativerojects most
tend tobe ephemerapartly because they steer towards addressing-srantinstitutional
and infrastructural shortcomings (Chakravettal, 2014, pp.11, 33). Policy, thedrer of
goalssuch as public valusustainabilityandfollow-up mechanismgsemainsan overlooked
element irK e n ydigibabtransformatiospaceTos ust ai n this ecosystem
proponents ofligital transformation postulate the need for interdependence between all
elements within this ecosysteifhe literatureoy Hanna 2016a); Sarantis, Charalabidis,
and AskounisZ010; and Soliset al (2014)argues for the need to understand the human,
technologyjnfrastructure, services and policypasts of transformation. Fpurposes of
this research, the knowledge gap identified relatése@ffectof public policy ondigital
transformationasthere iglittle or no published research that explaims extent to whicla
transformativgorogramme mees the goals and requirementsitsfenabling policyin
Kenya It is therefore necessary to gain a deep insight into the strengths and weaknesses of
existing poligesand theirdigital transformatioreffects, including the value of monitoring
mechanism$o ensurghesaid policy iseffectively implemented ansustaned

1.4 Purpose, Justification and Significance of Study
This studyexaminel the effectiveness of policy as a tool in facilitating digital
transformation ira selectedninistryin K e n ygav@rament. The study aedto establish
how effectively public policy has contributed to the implementaticsigital
transformation in natical government; understarioe depictionof suchtransformation
progranmes in policy instrumentsidentify theenablers an8arriersto digital
transformationn existing ICT poliy andproposeavenues to improve the said poligibg
conducting a single wdepth case study
For a country whose budget defipiogressivelynflates itspublic debt (KNBS,
2016) , Kenyads devel op mdigitaltrandormatioh. TransfarmatiMey hi n
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programmes can seal loopholes farisappropriation to ensure proper accoutitstof
public funds effectivelymanagegovernment revenugnd improve public service delivery
SSAcountries like Kenyaught toprobe weaknesses within their digital transformation
environments and determirtgetpoints of intervention required for gredtarels of policy
effectivenesgMcConnell,201().

This studyis significant forvariousstakeholderacluding fellow African
governments looking to revamp their service delivery using I@dlggymakers)CT
industry playersfuture researcherand citizenslue tospecific recommendationtsmakes
oninter aliavarying or aligning of extant ICT policider coherencevitht he countr yds
digital transformation efforts. In effect, the resegokitsa policy monitoring framework
to inform future studies and poligyaking targetetowardspublic sectotransformation

using digital tools

1.5Research Questions
To investigate the research problem, this study sought to answer the question: How
effectively hagublic policy contributed to the implementation of digital transformation
programmes at the national level of government in Kenya? In order to answer this question,
the study posed three sgbestions:
I. How is governmendigital transformatiortharacterised n Kenyabés publ i c
environment?
ii. What elements of policy enable or inadvertently create barrigligital
transformatiorin government?
iii. How should existing digital transformation policies in Kenya be strengthened to

ensure their effectiveness?

1.6ICT Policy in Kenya
In 2015, a seminar convened in France in the stgsing the gap between public
policy and digital transformatioifFutur en Seine, 201®pserved that government lags
behind in digital transformation, yet, uberisatidigjtal transformation] of the public sector
is not about resilien¢g®dut aboutbetter management of public affairs. It also highlighted
that sometimesolutions generate frustrations more than solve problems and that policy
despite balancing reality and ambition in programmes, must reflect the value of the changes
technology brings.
ICT policy in Kenya is characterised by documents ranging from ovextdinal

strategy documents such as the 2003 Economic Recovery Strategy for Wealth and
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Empl oyment Creation (ERS) anspeciicomeyliaed s Vi
K e n yNatiosal ICT Masterplan, the National ICT Policy, the National Cybersecurity
Strategy, and the-&overnment Strategy of 200%hese policies and others, as will be
demonstrated in Chapter 4 and 5, provide a national level gudigita transformation in
government, but also have strengths and weaknesses, in terms of their retevaace
elements of the digital transformation ecosystem, and in their application, that need to be

better understood through this study.

1.7 Research Setting

In addition to theaforementionedicameral legislaturghe executivethe Judiciary
and thecountygovernments, anotheegment is the commissions and independent offices
(RoK, 2010, Article 24854). Article 249 is categorical that these bodies are subject only
to the Constitution and the law and are not subject to control by any person eityautho
Some scholars argue that owing to this sacrosanct place they hold in discharging their
mandate, these independentebtl i shment s may asfoudtedrmof be t
government (Sihanya, 2013). Nevertheless, the Supreme Court of Kenyapg 2@ iuled
that these bodies may occasionally find it essential to consult with other institutions and as

such cannot act in seclusion. What is then the purview of national government in Kenya?

1.7.1 National government

Cabinetconsists of the Attorne§eneral and cabinet secretaries (constitutionally
limited to 22) who head ministries. Kenya currently has 21 ministries (Embassy of the
Republic of Kenya in Japan, n.d.). In addition to the 41 state departments across these
ministries, there are at leasi®state corporations distributed across nearly all of them. The
Presidentiatask brceon parastatal refornroposedhie number of state corporationes
reduced to 187 and renama&sovernment owned entitié&OEsS) RoK, 2013app.4244).
The proposaawaitsfull implementationruponthe enactment of th@ OEhill. In this report,
the term national government is therefore confined to government at the executive level.
More specifically, it is used in reference to a Ministry, its Department or suppo rieigcAx
(MDA). Thisstudy investigated the Ministry of Public Service, Youth and Gender Affairs,

in particular, its Huduma initiative.

1.8 Global Best Practice
When it comes to digitatansformation programmes thatdiements in our
definition, various countries for example, Australia, Denmark, Estonia, Rwanda and

Singapore have made it a reality. Claros

si o

he

an
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lack of electronic filing of taxes is to blame for the compliaatithat plague tax remittance
(pp.16, 34). In this study, Kenya was a leading economy in the continent having reduced its
compliance period by 32 hours due to online
E st on tyeabold eduiBalent has evolvemla simple confirmation and digital signing
portal that completely outdated pajiersed tax declaration following 98% compliance
(Gemal to, 2015) . Cthxsgstem filing cawat,leasR28% of e sl e
taxpayers utilise the platform withgms to make it accessible on their mobile phones
(Investment Climate Facility for Africa, 2014)

Estoni a aned rbecrumaernkenst ear e akin to Kenyab

procurement is implemented through the Government Electronic Business (GeB&)

catering for both local and internatiosalu p p | i er s . K e nQGjtiaed ipitiativesd u ma a
are much | ess adveCiizezeod tEls £EBESHegh@tgpaydesrae 0 s
gateway to a myriad of government servig@s.the policy front,unk e Keny a, Rwand.

policy approaches seem to be more proactive through establishment oftartangsion

(2020) ascheduked exegdndplan [NICI plans phasedV] ...including specific

mi |l estones and expected o,untdpiuld).Siogagodi ni st ry
exhibits a similar approach stemming fromdi&l service computerisation programme

days, through the-€overnment Action Plans (eGAP) aittbv2010andeGov2015

masterplans. Its ICT authority website highlights it is currentiplé@menting a policy
dubbedinfocomm Media 2025 Plaiustralia has also not been left behind especially in

l ight of the exclusive Digital Tansforrsf or mat i
government services, make services avail abl
of Australia, 2015).

A prevailing feature across these selected best practices is that they have programmes

similar to Kenya. This is not fortuitous. &difference is that their initiatives are more
advanced than Kenyads. Succinctly put, Keny
to advance in order to address some of the
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1.9 Chapter Summary and Structure of the Report

Theaboven si ght s digital tkaesfoynatiomsfforts and the drawbacks
plaguing such initiatives in her gavenent, provides a basis ftinis study to finca
theoretical basapon whichthe issues highlightedill be better understood foundation
in literaturewill thus guide the creatioof a frameworka be utilisedin understanghg the
intriguesK e n ygav@ramenfacesin its digital transformatiorjourneyandperchance the

steps necessaty ameliorae this challenge

Therestof this report is structured as follows: Chapter 2 discusses the theoretical
leanings of digital transformation zeroing in on policy as a key constituent of such
transformation. It concludes witméntegrated analyticdtamework to investigate the
effediveness of digital transformation policies. Chapter 3 adopts and discusses facets of a
gualitative case study methodology includin
collection methods, sampling techniques, ethical considerations and concludégwith t
studydés I imitations and del i mitatmethais. Chap
case study evidencethereasChapter 5 provides a scrutiny of key findings as suppanted
literature, their inference and how thewfithin the establishedligital transformatiorand
policy framework Chapter 6 concludes this report by reflecting on the challenging task of
public sector digital transformation and its barriers particular to Kenya, by answering the
research question. dlsomakes recommendations fimiture researcheflecting onthis

s t u @dvansement of knowledgeriginality andcontribution to theory.
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ChaptwoTl her et i cal Under pir
Di giTrahsf or mati on

In this chaptera complex interplay ahemesplays outwhenthe researchappraises
various schools of thought and debaiasligital transformationThe chater is divided into
two parts: he gist of the first is a general discussionthe nature adigital transformation
thatmaterialisanto its enablingconstituents namelyuman capital, the ICT industriCT
infrastructure, institutions and policieBherestof the chapteunderscorepolicy as a
mutually inclusive yet the driver dfiedigital transformation ecosystenm total, the study
distinguishedargumentsn sevenframeworksandmergedtwo of themto createa

theoretical and conceptual framewdhnlatguidesthe rest of the report.

2.1 Building the Foundationsof the Digital Society
Contemplating the emergence of the knowledge economy for Australia, Howgitton
Sheehan (2000, p.1) noted

[We live] through a period of profound change and transformation of the shape of society and
its underlying economibase..The nature of productip trade, employment and work in the

coming decades will be vedjfferent from what it is today.

Key observatios made by theeauthorswerethat this economy wuld becharacterised by
flexible organisationsa workforce whose skills complemd@XTs; andinnovation systems
created throughollaborativerelationships between actors and institutigs1(0-11). A
prominentfeaturealso identifiedwvastheinformationtechnology(IT) revolutionwhose

value of would be appreciated by users throemgierging computer applications and
commurncation systemsghat would converge at the Interr{pt2). Resonatinghe

sentiments on the IT revolution as a feature of the new economy, Cgxaélgchristened
this phenomenon as tihetwork societgharacterised by a shift to new technological
patternsn the form of gervasive, flexible, networked and converged environment through
progressie and agile ICT$ the driver ofsuchtransformation being the technologies of
information processing and comunication(pp.30,69-72,78). He alsosuggatedthat the

new economy isispearheaded by the information technology industry, increasingly
organized around the Internet, as the source of new technologies and managertabknow

for the wh¢le). economyo
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2.1.1The digital economy

In 1995,T a p s cwork dorica/ed the new economy deeage of networked
intelligencepredominantly characterised by transformation in business, governments and
individuals through thedip of ICTs (Tapscott, 2015,32). In addition taecognisinghis
new economysknowledgebased, he coined the tefiligital economyto describe this
economyciting itsability to harnessnformationtravelingacross networks (pp5-17). A
more explicitview was heldoy Turban, McLan,andWetherbe (2004p.5 who suggesd
adigital economyefers tofithe convergence of computing acmmmunication
technologies on the Inteet and other networks, and tfesulting flow of information and
technology that is stimulatingemmmerceandvast organizational change

Al 1l udi ng t o EdsaccietgHahna 018 eadasons in flavour of a
budding smart, connected and learning economy and society spurred on by interactive
infrastructure that lead ocial transformation (ppp32 3) . Hannadés Vvi ews ar
with thefindings of theOECDIin arecentexamiration ofthe ICT sector. The OECD
contends that at the heart of the digital economy isrtfeeriet, broadband, abile
applications and services. It also highlights thatékiznomy is crossutting and not
constrained to the IC3ector(OECD, 2015, p. 83, 13)).

From the above discussion, itgessible to reasatmat scholarship in the earlier works
demonstratetty thea u t hpeoescierii argumentbeas significance to moderdayreality.
Without delvinginto theirindividual merits, ggrominent and cogepiosition enanating
from these workss that there istransformation anticipated in the society andrtagireof
such transformation is digital.

2.2\What is Digital T ransformation?

A perusal of various sourcegesconfirm there is no onsizefits-all definition to

digital transformationln Chapter 1thestudyidentified a working definition on digital

transformationit is imperativeto rationalisehow and whythat specific definitiorwas

preferred Digital transformations also a evolvingphenomenoias suggesteoly Terrar

(2015, para. 10)ho definesit as:
Theprocess of shifting your organisation from a legacy approach to new ways of working
and thinking using digital, social, mobile and emerging technolodfiésvolves a change
in leadership, different thinking, the encouragement of innovation and nemessisnodels,
incorporating digitisation of assets and an increased use of technology to improve the
experience of your organisationbés employees,

stakeholdes:
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Althoughpersonalise@roundimprovedcustomer interactions business and not
organisatiorwide transformationSolis, Li, and Szymanski (2019p.#8) definedigital
transformation as Athe realignment of, or
models to more effectively engage digital customers at evecyHmaint in the customer
experience life cycke Friedlein (2013) views digital transformation as a journey of a
company from its present to where it aspires to be digitally. He infers a digital organisation
as one whose focus is oastomer experience ahds a digitatulture, sentiments

consistent witlthoseof Soliset al. Westerman, Bonnet amdcAfee (2014, para. )
suggestligital transformations fithe use of technology to radically improve penianceor
reach of enterprisesThe authorsarguethat the focus of such transformation is customer
experience, operational processes and business models (pEiavéyer, they contend
thatmore than technology is needed to achieve true digital advaritamggleadershipnd

vision as integratriversof such transformatio/Vesterman, Bonnet, & McAfe@014H.
Cascading through these definitions are key themes sunipesvingbusiness models,
customer experiencperformanceleadershipand innovation; all enabled by thse of

ICTs.

Baker (2014 pp.11-12) distances himself frorhe definition debate on digital
transformatiorsuggesting its meaning varigsdifferentcontexts He however asseriat
suchtransformation extends beyond websites or a strategy, and its digital aspect is achieved
through establishing certain planning milestoagshown in Figur&O.

Figure 10: Digital transformation milestones

Horizon 4

Horizon 3

: ) +Full integration
Horizon 2 * Fully integrated Omni- of all company
channel web, mobile functions (sic)
*Mobile site, app, digital media through digital
social Sl *Every Company
engagementand | -Predictive analytics functionand
Applications across all media and report available
«Exlorable channels to any authorised
Analytics + Predictive informs not executive
+Integrated e- just advertizing and
Procurement dynamic site design, but
+Centralised, procurement
segmentated +Complete customer
customer personalization replaces
database segmentation

Adapted from: Baker,2014, p.12

The milestoneadvancedy Baker allow for synthesis of the general ideatablishedn

thework of Hannawho positsthatdigital transformations a shift to a new techro
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economic paradigm characterised by deep changes in the economy andfselbeetipy
deployment and diffusion of ICE-Development, ICTenabled development, information
society and a knowledge economy collectively congghss paradign(Hanna 2011 p2).

He espouses similar views in a subseqgpefity guide where he substitutes the term digital
transformatiorfor e-transformationHanna & Summer, 2014 ppl-5). Like Baker (2014),
Hanna contendhate-transformatioror digital transformatiomxtends beyond automation
of existing processes tncorporataadicalredesign anthnovation in an organisation
practiceghrough digitised data to monitor resources, improve relationship with
stakeholders, deliver services, improve policymakingsautire citizen feedba¢klanna &
Summer, 2014, pg-5; Hanna 2011, p2; 2012 p.24; 2016a, [8).

There areampledefinitionsfor digital transformation and owing tts dynamismthey will
continuouslyevolve It is against this backdrop that this repmtopts(a)H a n n(20G6s)
definition of digital transformatiorn entiretyowing to the extensivapproacrand
consistent argumésion the subjectp) ariderthatthe themesdentifiedfrom the earlier
definitions in this sectigralbeit tailored fola corporate environmergersuade the
arguments for a conceptual framewadkdemonstrated shortly in this chapfeya
corollary thatthere isno differencebetween the terndigital transformation and-e
transformatiorandfor purposes of thiseporttheyare interchangeahland (d)the term
AICTso to includeany internetenabled desktop, laptognd tabletmobile or digital devices
not yet invented (Baker, 2014,1h4).

2.3The Why and Where ofe-Transformation

Ulieru andVerdon (2009p.17 obsened that the digitakconomy is characterised
by unprecedented techssmcial systems that have challedghe traditional topdown
approachesTheysuggestethe need o fthe rigtht balance between the old and new
that would enable us to navigate mastcessfully through the trials and tribulations of
today's (mostly unfajiving) economic realities Tapscott and Hanna ae@en more
unrelentingn their sentiments | f you dondédt embrace the swee
extinction is your fateTapscott (20%), elucidates that the digital economy is untenable for
old approaches to doing thingsing consequences to businesses, governments, individuals
etc.who are unwilling to glean from the improved knowledge, skills and hussaurce
capabilities broughabout by such transformatio@n the other handjanna (2018, pp.4
5) contends thahis transformatiomvails opportunity for the said individuatsganisatios

and society t@dopt leading practices that utilise digital tools and infrastructure to reinvent
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processes thaterehithertomundanefor costcutting, efficiency and innovatigourposes
Digital transformatiorthuspresents itself as colossal phenomenon and tsiigdy cannot
promise toappraisats intrigues in every touchpoint dfeindustry. Of particularinterest
though,is government.

2.3.1 Digital transformation in government

RubincHallmanandHanna (2006posited that theealisation of the IT revolution is
peggedomgover nment 6s partici patnotedhowgevar kmgnpba
role is manifested for instance, regulation whichisgxclusive preserve; fastacking
infrastructuraldevelopmentlowering transaction costs for the private secprotecting
societalinteress; improvingliving conditions and investing iposterity;advancing
educationleadingbuyer and employegnd in the deeloping world (like Kenyayvhere
marginalised communities arée, the authorstatethatgovernment is often the only
institutionwith muscleto reachregions and populations to promote universal acge33).
Generally governmentvears many hats and unlike businesses wéiieprimarily
motivated by profits, icts asandenabls much of theneededsocietaltransformation
(Zysman, Feldman, Murray, Nielsen, & Kushida, 204.B4.

Castells (2005) argg for implemenation ofprojects that reflect social needs and
valuesalsoweighedin on the policy debate by arguing that the public sector is the decisive
actor to develop and shape the network society even if it is the same place transformative
ICTs are least diffused and plagued by obsta€lastellsreasoned thatuccessful
transbrmation ofthis segment of societyill command everything else (d§-17).

Tapscott (2015acknowledges sluggish nature of governments embracing the new order.
He st at -eafled feinviendion fgovernment is not possible without reinventing the
delivery system for governmentdramatically reducing costs and improving services the
govenment provides to its customérs ( p ); aview corisistent wittithat of Asgarkhani
(2005)who suggestdthatservice improvememanks high in the lisih government digital
transformation effortsRubinoHallmanandHanna (2006also contend thahe role of
transformation in the public sector cannot be understated particularly iarttextcof
developing countries where budgetary challemqjague inéficient government

institutions. The authors argtieat etransformation plays a vital role in ameliorating
corruption, promoting collaborative decision making, creating an integrated government,

and inculcatng new skills in civil servants
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2.4 The Digital Transformation Ecosystem

Biology taught us the term ecosystem refera tmmmber of organisms gracting
within an environment. Thidefinition wasfavoured byFransman (201(.8 when he
suggestdthatthe ICT sectoshould be conceiveals arecosystemin the ecosystente
advances arour distinctinterdependerdctors namelynetworked element providers
network operatorontent ad application service providersnd consumergransman
argueghat these actotigteract within an environnme defined by institutions that influence
their behaviourandsurmises thaheseinstitutions are driven by organisations that have the
power to change themcluding governmentUndoubtedly, theauthor raises valid
arguments on the role of governmenpalicing the new ecosystem to encourage
innovation howeverF r an s ma n 6 s esgovarnknent agd irestgudidns as mere
behind the scenactors;it effectivelyfalls shortof proposinga scenario where government
or suchinstitutions are playerns tha ecosystem.

AjakaiyeandWangwe (2011pp.2527) conceive the ICT systenasan integrated
system comprisd of technology infrastructure, institutions, social structures and [eses
as actors within the systefheauthors deded A f r i lagginy sature of transformation
owing to among other things, lack of parity between hugkdis and the new ICT
environmentjneffectiveinstitutons, inadequate infrastructutbat isgermane to digital
inclusion by ensuring affordabilitgnd policy hadequacy in addssing digital diide.

These components fall squarely within the domain of government and validate the

discussions in the previous section.

2.4.1 Actors in the digital transformation ecosystem

Soliset al (2014 pp.2658) propose digital transformatiorelements a§)
articulated vision and strategic leadership that ¢atlsallying of stakeholders; jidigital
customer experiend®CX) with a holistic focus beyond technolognd (iii) a digital
transformation tearnomposed ofligitally skilled crossfunctional teams anstakeholder
educationSimilarly, EggersandBellman (2015 p.4) foundstrategyleadershipworkforce
skills, digital cultureanduserfocusas factors driving digitl transformation in government
These workgrovidea good foundation in understanding the holistic nature of digital

transformation

242Adi gest osiworkdann aod
Hanna(2010a pp.11, 103104, 138 argual thate-transformatiorextendsheyond
sheer investment in ICT and involves implementing elementslef/elopment using ICT
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as an enabler and a holistic seeamnomic transformativool. Theseelementavere: (a)
Human resourcenvhich encompasses technical skills and digital literémya dynamic and
innovative ICT industrye.g. suppliers)(c) an affordable and compete information
infrastructuresuch as the Internet and other connectivity tqalsthe application or usage

of ICT in governnent, business, and society; gejlvisions, policies institutions and
leadershipwhich create an enabling environment in which all the other elements interact
In the same year he upheld similar views in his book solely targeted at transformation
within thegovernmenenvironmen{Hanna,2010b, pR246-247) andreiterated these
elements irsubsequent publicatiorfslanna & Knight, 2011, pp.-8; 2012, p29-30). A

representation of tiseinterdependencies ibustratedbelow.

Figure 11: Five elements ofe-transformation

—| E-government, e-business, e-society ——

Information
infrastructure

Human resources

— ICT industry e

Source: HannaandKnight, 2012

In 2014,Hannain a ceauthored publicatiarslightly improved his earlier works
citing the emergence of new technologiesnely,cloud computing, big data, smphones
and the internet of thing$oT) (Hanna & Summer2014, pp.910) andin his mostrecent
book henot onlycoalescs his idea®ver the years on digittdansformatiorbut upon
reflection upgrades the-government architecture he conceptualised in 2010 to a digital

transformation architectuglanna, 2018, pp41-43) as illustratedhelow:

Figure 12: Digital transformation architecture
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Another notable observation is that the framewesksesthe application and/or usage
element.e. egovernment, dusiness, societyin previous framework digital

transformation as shown Figure B.

Figure 13: Digital transformation ecosystem

/ ‘ Digital Transtormation )
. 1T > Policiesand ™ ¢ 5 ( Human Capital
Infrastructure Institutions

i

( ICT Industry

Source Hanna 2016, p42

Previous research has foundn at | CTs 6 dnycerthieareasstradeable | ur e s
to fragmented approacht#sat missed key enablers, were largely bureaucratic, and ignored
the synergy requedin transformative and inmative ecosystems (Hanna, 2008,; idanna
& Knight, 2012, p22). It is perhaps why acrosdl the above workghereis a resounding
emphasion the holistic nature ofteansformation and that all tleéementswithin its
ecosytemmusthave a symbiotic relationshipor instanceh e ar g wegovernménat
cannot be inclusive and sustai nditbrbhcg, wi t hout
relevant content, and affordable connectivity and delivery channels are develtped at
same timé (Hanna & Summer, 2014, p.6)

In aSingaporean study that sought to examine the evolutiolgofernment as an
example of ICT application supported by other elementisaretransformation ecosystem,

Chua (2012) argut h at Si nggverpnoent @assbilits pegged on its

infrastructure, institutions, capacity development and stakeholder inclusion. The author also
acknowledgd that egovernmeneffortsarec o mmensur at e with the cou
which are emphati onhuman resource development, literacy among Singaporean people

and businesses, infrastructure and connectiaitgdefficiency in government (pd4).Ch u a 6 s
framework has value for the concepts of dig
framewok. A similar positionis found in the worlof AbrahamsandGoldstuck (2010,

p.29) and Abrahams (2011, pp.146, 168 thesevorks,Ha n n a 6 s fwasaseretav o r k

analyse alevelopment in the case of South Africa andasfoundthat the state of the
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C 0 u n t-deyelb@merd is informed by the synergy in the elements in-ttesformation

ecosystem that lead to value creation through facilities suclyageenment.

2.4.3 Publicvalue
Chua (2012) also argues for custornentricity when proposing aadel to indicate
the maturity | evel of the ctaen(G2BCylévslof€over nm
government (pp0-52). Thefocus of thecurrent studys on this levetlue to the
transactional nature (Chen, 2002, p.224)-seérvices at this levelransactional services as
posited by the UK Di giinvové anExcHange of maoneyygooRse p o r t
services, permissions, licences or information between the government and a service user,
resulting in a change to a government systérhe reportfavoureddigital transformation in
government citing benefits such as convenience and reduced costs of services. Other
benefits include improved user experiemdeen dealing with governmeritnproved
economic growth as online services are gimsdhe public pursetransparency,
accountability and citizen empowerment (Gupta, Dasgupta, & Gupta, 2008, p.141).
Bannister and Connolly (2014sseriCT transformation in government must be
underpinned ¥ public value. Fomstance, in the course of piding a service, the
government must seek ends such as accountability, prudence in utilisation of public funds,
transparency, efficiency, effectiveneasd responsiveness its citizens. And rightly so-e
government initiatives or projects usually dipoithe public purse as they are intended to
serve the public and as such should be driven by the value it creates to th€ Ptepte&
Omwenga, 2015)it emerges therefore, that if public value must be at the heait of e
transf or mat i oerpgectafiohshamd tleegadlidies meediedvteeaccomplish [said]
expectations, are complex in nature and not preddfif@ordella & Bonina, 2012, p.519)

24.4 The placeof e-government in etransformation

Hanna (2010jp.295 reasoned that-governmentnitiatives tend to disregarthe
soft but critical factors nessary for transformation includingplicy change and process
re-engineering whichf integrated to ICTs increakenefitsthat would amelioratehe
frequent faures of egovernment project3.he presenstudy does not endeavour to add
another literature to the already overflowing fountaiswfstantial researatritten one-
governmentlt would befutile asmuch ofthe existinditerature concentrates on
technologicatudimentsand the challenges facirglvancea&conomies and not understood
in a developmental context (Hanna, 201069). Thelate Cibora (2005 reasoned that in
the context of developing countries, understandiggweernment is difficult ifimited to

among other things, onthe technological features and called attention tsynergies
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between actors involved theseinitiatives. He contendedhatfimplementation of efficient

service delivery will lead at best to the point where a radliaakformation is required to

make the applications function, Jetgovernment initiativesfio not enablsuch changes

per se they presuppose théniYongandKoon (2003 p.1]) correspondinglyasserted that

egover nment #@Ais not just about technol ogy, i

these areas (and more) combined iateyrated (pp.270271).

e-Governmenmusttherefore be understood as a prong offrthati-factordigital
transformation phenomenamd isthus hinged oibroaderpolicy frameworkotherwiseit
remainsas e i | e d fadupedicrapchandes ipublic service delivery and nan
instrument ofustainableransformation (Hanna 2010bpp 251,282-283).

2.5 The Role of Policyin e-Transformation

HannaandSummer (2014pp.6, 84 advancd that sustainable transformation is
hinged on enabling policies, leadershi institutionswhat Hannan earlier workscalls
thefisofti nf rastruct ur e o orhe adthorg cautiarl countriegamstf or mat i
bypassg these soft infrastructured the expense diie promises of new technologies. In
fact, Hanna (2018) assertghat shaped by vision and leadership, policies and institutions
create the environment in whialtéraction among all other players in thtransformation
ecosystem are either enhanced or hied§r.41)

HannaandKnight (2012 pp224-225) calledfor a longterm perspective of-e
transformation that demaed building the soft infrastructure instead@tusing on the
current craze or t he fne XaptopdoeeverychildThen g o ci t i
authorscategorically stateeglecting the lattdr e ads t o Aprol i feration
unsustainable CT applications, with |little scale, s
Consequent i-a-gdvernmeniiapproadh canretpesued, squencing and
phasingoptions are not considered, [andjtulative institutional leming is aborted .
UsingHannads model whi | e e x améevelopmentAlfabams h  Af r i
andGoldstuck (2012pp.146 148 argual against shortermist policies andalled for
Apol i cy f ut ur i-samstormatiorpartibukarlyig iheaskrgicewséctoeis be
realised

A growing body of literatureeemgdo favourthinking aroundwhat exactlydrives
digital transformationThe World Bankrecentlyconceded thaligital revolution needs
offline help to realise its potenti@l’he World Bank Group, 2016). €lBretton Wood
institutioncontends that this withe manifesedthrough nortechnological factors that

includeimplementingpoliciesthat provide an enabling environment for infrasture
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development; creation gkrviceghatencouragenstitutionalcollaboration for holistic
service delivery in governmerdnd effective public resource utilisatiGorld Bank,
2016b, pal52, 203, 27273). The report also suggedtsh at A di gi tamglifyt ec hn ol
the impact of good (and bad) policies, so any failurefiorm means fallingarther behind
t hose wH)oHoweweo in @ nmediate revievef this report, Hanna (2016paras.
10-13) suggestedhatthe Internetvas overtly paintetb represent thevhole ICT ecosystem
neglecting other elements within theéransformaton space and their interactiomasidthe
reportfailed the test in addressirtge pivotal role of national digital transformation
strategies andversimplifiedthe role of institutiongnd capacities necessary for effective
transformation to take placé/hile H a n nrevi@w ispoignanft he Wor | d Bankos
reasoningnust strictly be confinetb the context of itgolicy arguments which persuade
thecurrentstudy.

In their aptlytitled report,Strategy not technology, drives digital transformation
Kaneet al (2015 p.5 foundthat processes performed by digaatessechnologies do not
lie in these technologies but rathleow they are integrated to ensure orgainsal
transformation. They argue further that the leading positivarsformed organisations
occupysquarelhfies in their strategy and leadhip to drivesuch transformatiarA subtle
way tounderstand their reasonimguld be to argue that success dfansformation lies in
an organisationds abil i mepactossthengamsatpre and mon
(Sharma, 2000, B1).

2.5.1Doespolicy drive government etransformation?

Failure ofgovernmenprogrammesas beeitinked toa proclivity to emphasise
ICTs as solutions in themselves (Gigler, 200.83; public sector djital strategiesacking
foresightto accommodatemerging ICTs or services with focus on digital technologies as a
panacea to fix organisatial problemsnstead ofservices afocusdetrimental tahe
citizen; and noanvolvement of stakeholdg in crafting aid strategiefSQUIZ, n.d). The
Oxford dictionarydefinesa drategyasi a p | an d e seagarteuar longerma c hi e
aimo (Oxford University Press, 2006,13125) In the context of governmerine may argue
thatstrategyis basicallypolicy. An Australianpublication(ACT Government, 2010, p.5)
definespolicy asfi le strategic direction agreed by the governneaddress an identified
i s sandafprogranme]as theinitiative designed to impleméthe policy direction
outlined 1 definitions this studyully adopts.

Janowski (201pp.233 whenproposing a model for Digital Government Evolution

arguel such evolutions implemented in certain stages namdigitisation, transformation,
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engagement and, contextualisatible.encourages research on how these patterns are able
to serve public policy needs in different national, local and sectoral carextsner
(2014)heldthat in ICT-driven transformation, public policy outlines the scope, rewards and
subsistencef thegainsa society expects toakse from such transformatioa;view shared
by AtkinsonandCastro (2008) whetatal thatdigital transformation must be prioritised in
key public policy areas (p.12n their quest to enact arR@vernment Transformation
Project Management Framewdlrantis, CharalabidiandAskounis (2010pp.118, 12Y,
advanced the argumerd for soft infrastructuravhentheystatefitransformation to-e
government must be part of an overall strategy and policy & gom me nt focusf or mé
must be shifted to national strategies and public policy and to a perspective that strongly
takes institutionalrinovation into acound. The authorglsoarguedthat egovernment is
complex system dependent upon multifaceted actors which include, mature institutions and
regulatory/policy frameworkslowever, itssuccess is pegged on ntathnical elements of
its implementationWhile this article raises salient points cg@/ernment as a component
within e-transformation, the proposed framework is more of a technical tool to assess
progress of individual-government projects. Nevertheless paitstanding point &m this
literature isthattransformatioroughtto be a strategic innovation and not just automation.

Hilbertd 2012cube frameworkearlycapturedall elements of ¢ransformation
However theauthorconcededhat thestatic nature of the framewoliknits it to a mere
classification toalThepolicy area (regulation anddentives)n particular may not be
relevant tahe present studgue to the scope limitatiomsmd must thus be disregarded
LunaReyes and GiGarcia (2014p.559 argue that government transformation requires
multiple actors to collaborate to sustain the momentum of such a process urging dynamism
as a key to integration and quality servi
framework

Figure 14: Hi | doube framéveork
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Althoughorganised aroung-governmenpolicy without emphasis on other
constituents of #@ransformationa lot of meritis tobe found in the work o€ordellaand
lannacci 2010)which lessens h e r e s e a rta dstablistihe relationshipigetween
policy and ICTswhen itcontengt h a t slittlé writtez 6n thesubject The authors
contendthatexistingliteraturehas tended teantowardsthe effects of ICTghus
downplayingthe impacts broader policy would havegovernmentransformationThis is
evident even on a casual perusal of recent works that have attempted tffstcigdyof the
HudumaprogrammeAbdallaet al, 2015;N g 6 a Wafula&2015yand €itizen(Ondego
& Moturi, 2016).Building onFountair® sechndogy enactmenframework,Cordellaand
lannacci (2010pp.53, 65) held thatfipolicies shape the choice and design of ICT projects so
that technologiebecome the carriers of thdigital transformationpolicies and aints
Theyalsostated h at f ét |e-tramsioariatomg programe shouldbe conceiveaf
as a carrier of londpsting interests that are often outlived by those visions and values
inscribed n extant egovernmengpolicie. From this argument, it emerges that outcomes of

digital transformation efforts in government are shaped by policies.

With the benefit ofiterature,the schemaf Hanna (2018) is simplifiedand practicafor
thisstudy Itis alsocleart hat t he content in other framewo
work. While thisstudy a@dptsH a n nhaligtE framework the onlypoint of departures

isolating policy as anffshootof the etransformation ecosystem, and elevating it to a status

of thedriver of digital transformatio in the context of governmenth&burdennow lies in
demonstratingpow andwhether it interperseswith other elementsf the digital
transformatiorecosystemOnly onthis basiswould one be able to assess its effectiveness

as demonstrated in timextsection.

2.52 The politics of policy dfectiveness

LunaReyes, QiGarcia andRomero (2012) attem@tito model amultifaceted
frameworkto comprehensively evaluategevernmentTheir framework,albeit holistic,
posescomplextiesin understandinghenomea such agligital transformationfor
example, the resultsgovernment anticipates in their framework is effective policies and
programmes as shown in Figure 15. Yet, the custrmly is concerned with how effective
those policies are onrteansformation initiatives. This suggests therediffeculty in

evaluating ICTs.
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Figure 15: A framework for measuring e-government
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Heeks (2006p.258 opinead such difficultyin form oftime, money and loss ofterest. He

however argugthatoccasionsnay arise where evaluation is possible and advises the need

to go back to the set objectives. In the digital transformaf@ace this wouldbe policy.

Yet, inastudy that investigated factors that affect successful implementation of government

ICT projects,Gichoya (2005arguedthat ICT policy inhibitamplementation othese

projectsdespiteanearlier assertionf vision and strategy as success fag(pp.172-180).

This seemgontradictorysincethe latteri in light of elenents of digital transformatioin

are ascribed ipolicy. Baqir, Palvia, and Nemati (20p8onverselydentify policy design

actual

ity

gaps

and

rei

terate

t hatcant hey

capitalizeon for an increased role of ICT in reducing ambiguities in government and

business transactiomsth citizens andcustomer§ Bdgiretal., 2009); £ntimentsaffirmed

by Njuru (2011, p.15 in an intricate cause and effect argumehenheimplicitly suggests

thate-transformatiorenvironments such asgpvernment haza bearing on publipolicy to

yield results which include increased efficierand effectiveness

Gil-Gar ci a@@m 17220)&0k on egovernmentrguedts success should be

related to thattainmenof goals and objectivebe itservice provisioro rthef

improvement of managerial effectiveness (including efficiemcy) autiha nonetheless

cautioredthat in the public sectaegnvironmentsuccess measures shosighersede

efficiency and cost savings to incluisheer alia policy and programme effectivenesss an

outcome In their work on understanding failures and succeisspsblic policy, Bovens,

HartandPeterdqas cited in Brandstrom and Kuipers, 20p280 argued that efficiency

and effectiveness are the variables used to assess public policy in the context of a

programme or instrument.

fifar e
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Cascadin@crosditeratureis that to ascertain policy effectivengtiere isneed to
deviate fromevaluatingpolicy on its own as it imssociateavith somethinghat makes it
live up toits objectiveqPinteret al, n.d, pp52-53; Potter & Harries2006 p.843. In our
case, this would be includinbedigital transform&on initiative or programmeKakabadse,
Abdulla, Abouchakra, and Jawad (20pp.89) contendedhattransformative initiatives in
government are usually viewed in isolati@ther than buildindplocks of a coherent
national visioryetii i ni t i ati ves only wor kransformatidngdy ar e s
c a n vezslanhu (2002), argukthat the success of a national ICT strategy relies on the
coordination and interweaving of the players involgadh asinfrastructure, human
capacity, content and applicatioesiterpriseand policy aspects that aagreeablycaptured

i n Ha n n aAcengmemtdeadoning yzidonu(2002, pp.57) was

If African countries are to achieve rapid and radical social and economic transformation in
the new information age, they will need to implement comprehensivelC3ocioe

economic developmemto | i ci es, st ritavill mogbe ensughafer dhenppt a n s é
implement a number of isolated ICT projects and programmes or sectoral policies that are

not tied to their overall socieconomic development strategy.

Smith (1973 p.199 decried thesituation that bedevthird world countriess a result of
creatingambitious polices and sweeping programes intended to transform theyet lack
capacity to implement. The author blamed this scenagoativ, lack of sklled human
resources, inadequate leadershipjopposition to thesaid policy S mi tsénbnsents
caincidewith Melody (1996 pp.258259 who confirmedhe obsession bgrganisations
including government® churn ait highly ambitiousvision statementget advantages lie in
realistic policieghat would direct ICT$owardsattainingspecific societaheeds and
priorities d the institutions applying them. A cogent argument hdemasthat thesocio
economicefficiency of initiativesmust be demantéd, and not supply force@hese
observationfhioweverdated cannot be wished awal. e e k2608 pp(102102) study on
information system failure in developing countnigglerscoredhe absence of evaluation as
a cause tguch failure. Hdurtherstatedthat thoseusuallywilling to evaluate are
incapacitated due to lack of resources whereas #rapewered with resources are
deprived of the wilbower to evaluate.

Thereds a n dhe meacingassribed guble policy effectiveness:
Nagel (1986)easonedt asthe extent to whiclpolicy achieve itsintended bendk plus
any unanticipated oné€p.99);or the extehto which a policy achieves itetgoals(Lubell,

2003;Rossell, P93) Contending that a policy or programe may be evaluated in terms of
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effectiveness and efficiency, Bemelmarigdec (1998 p.7) suggeste@ffectiveness as the
degree of goal realisation due to the use of certain policy instruments whose pros and cons
must be taken into consideratiarnen evaluating the effect8riefly revisitingthe

assertions made earlierfewvour ofpolicy futurism, Rush, Bessant, and Lees (20pg.330,

338 made a compelling argument that lotegym effectiveness as an element of policy
evaluation is difficult to measure owing to the time it takes to evolve; amgamernment
environment only two questionsalid be asked to assess effectiveness: Was it the right
thing to do and, was it done well? To answer the latter, they arrive at the same finding not
so long ago in this section, you need a project or programme to fall batkeoauthors
even ar edime niontoringiand adaptation of programméslethey are actually
running The researcher appreciatbs strengh of the arguments in this work asiéarly
unraves the straitjacketcurrently under investigatiofowever,the authors unfortunately

fail to providea framework that would depict such an interaction

Boyne (2003 pp.213214) arguel thatthe effectiveness debatacks vigour and
tends to be focused on success or failure of single organisations when modern policy
debates are servidecused Heeks(2002, pp.104102; 2005, p.52hroadly categorised
failure of ICT-led initiatives as: (a) Total failure, where theimtive was never
implementedr if implemented was immediately abandoned; (b) partial failure, where
major goals for the initiative were not attained and/or there were significant undesirable
outcomes and, (c) success, where majority of stakeholderseditthieir major goals and did
not experience significant undesirable outcarités na surprisinghatBoy ne 6 s ar g u me
is partly refuted by MarsandMcConnell(2010a pp.567568, 58) who contesgédit astoo
focused on performance improvemeffectively ignoringother forms of succes®n the
basis of this literature it isonceivablehat the concept adffectiveness and success are
intertwined.

Yet, while talk abounds on policy success, ther@pparently little written on it
creatingalacuna in terms of lamework to understantk various related and complex
issues (McConnell, 2010a)hile MarshandMcConnell (2010ayjecognisedhatpolicy
sucess is largelyan unchartedesearch territorythey arguedhat their workwasonly
empiricaland not a model framewor8uch an argument modestsince ly identifying
indicators in relation to programmatic success whoserptis providedin Table5 below,
they effectively offer thanuchneededscintillaon afitting framework based oforegoing

argumentsn this report.
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Table 5: Programme dimension of policy success

Indicators Evidence
e Implemented as per Internal programme/policy evaluation,
objectives external evaluation e.g. stakeholder review

e Achieved intended outcomes

e Efficient use of resources Internal efficiency evaluations, external audit
reports/assessments, absence of critical
media reports etc.

e Implementation benefits Political speeches, parliamentary committee

intended actors reports, ministerial briefings, interest

groups/stakeholders’ speeches, pressers,
media commentary, think tank reports etc.

Source:MarshandMcConnell 2010, p571

Bovens (2010) commending the work by Marsh and McConnell as innovative in the
area of public policy argued that in place of the unilateral concept of dimension, a
distinction ought to be made between the locus and the focus, what is simply the object and
the perspective in policgvaluation respectively. Howevien abrief rejoinder to Bovens,
MarshandMcConnell (2010bp.58§ conten@édthat such focus wouldrownt he @A el egant
simplicity in terms of what for.nsalatef succes
article that sughtto buid on hiswork with Marshandaddresshe aboveconcerns by
Bovens McConnell (2010, pp.351, 35ponce again alludes to the absence of an
overarching framework that wousdipportscholarship beyond the rhetoric of success and
failure by reflecting on the concept of public vglaad in sentiments consistent with the
works of Heeksdefinedp o | i cy s uc ca&lieves the goalstlthatrproponentsiset
outto achieveand attract no cr i t i ci s nandéof suppartysvidually ni ycance
universab [and vice versa if talking about tlopposité. To evaluate policy as a
programme, McConnell proposed a figeonged spectrum viz. objectives, outcomes,

benefit, policy domain criteria and opposition as illustrated in Tablkdw.

McConnell (2010b, p.357) further states that policy outcomes are usually not tidy and
require judgment rather than scientific precision. Such an exercise would therefore involve
exhaustively examining say, a selected digital transformation programmet agdécsed

policy instruments then scoring the programme based on the proposed parameters to
determine the level of success. He also looks into how programmes ought to be considered
vis-avis politics. However, the process and politics strands of polltgdgside the

province of the present study due to scope limitations.
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Parameters

Goals

Outcomes

Benefit
(Public Value)

Policy Domain Criteria

Opposition

Adapted from: McConnel| 2010b, p.354

Table6:

Program Success
Implemented in line

with objectives.

Achieved.

Creates benefit for a

target group.

Meets policy domain

criteria.

Virtually absent
and/or support is

virtually universal.

Resilient Success

Broadly achieved despite

minor refinements or

deviations.

Broadly achieved despite

some shortfalls.

A few shortfalls and

possibly some anomalous
cases, but intended target

group broadly benefits.

Not quite the outcome

desired, but close enough

to lay strong claim to

fulfilling the criteria.

Stronger than

expected, but outweighed

by support.

Conflicted Success

Mixed results with some
successes but accompanied
with unexpected controversial

problems.

Some successes, but the partial
achievement counterbalanced
by unwanted results, generating
substantial controversy.

Partial benefits realised, but not
as widespread or deep as

intended.

Partial achievement of goals,
but accompanied by failures to
achieve, with possibility of high
profile examples e.g. ongoing
wastage when the criterion is
efficiency.

Equally balanced with support

for same.

Mc Co n n e dadafpregrammeé rangeg from success to failure

Precarious Success

Minor progress towards
implementation as intended, but beset
by chronic failures, proving highly
controversial and very difficult to
defend.

Some small outcomes achieved as
intended, but overwhelmed by
controversial and high profile
instances or failure to produce results.
Small benefits are accompanied and
overshadowed by damage to the very
group that was meant to benefit. Also
likely to generate high profile stories
of unfairness and suffering.

A few minor successes, but plagued
by unwanted media attention e.g.
examples of wastage and possible
scandal when the criterion is

efficiency.

Outweighs small levels of support.

35

Program Failure
Implementation fails to be

executed in line with objectives.

Failure to achieve desired

outcomes.

Damaging a particular target

group.

Clear inability to meet the

criteria.

Virtually universal, and/or

support is virtually non-existent.
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| t foll ows therefore that McConnell 6s wor k,

be the most relevant to answer the question on policy effectiveness.

2.6 A Framework for Policy Effectiveness a e-Transformation
Munyoka and Manzira (2013, p.1761) implogaalicy makers in developing countries
in the SSA region to put in place measures for constant monitoring and evaluation of e
government policies and implemented projects to ensure such projects are fully realised
i nstead of-wajiiftadipmplemgdt imo o . thélretudy aise failed to
provide a framework that could fill the gap on such a strategic alignment. The significance

of such a framework cannot be understated. Abrahams and Burke (2012, p.6) posit that

monitoring and evaluation framewsk of f er val ue for i ntegratiyv

identify obstacles, gaps and failures and push forward degisadng that enables
sustainable transfor mati on oduetditspowverty i s a
anticipate events, provoke consation but in principal, is its authority to cause changes in
its environment (Bohn, 2001, p.2®uch a framework would provide ontological and
epistemological realism to the multifaceted subject thatiaresformation(McConnell,

2010b)

The upshot ofhe foregoing is thatllethe frameworks alluded to in this chapter have some
value for, but may not independently deliver the objectives of this study. In order to fill the

research gap, thesearcher s i ncl i ned to combi neanddannads

d

Mc C o n npelicylagagprogrammdrameworksHannaés fr amewor k round

the lucid arguments in t he faméverk asfareadne wor k s

demonstrated, meets the threshold to ascertain the effectiveness of policy as a key element

i n HaframeavdrlsA précisof thisreview is illustratedn Figurel16.

From the diagram, in order to appreciate the role of policywansformation there is need

to look at the programme the said policy envisages, creates or supports. For instance,
Kenyads Vi sxvioHudud Bhe pragiarame must be backed up dfitutions
mandated to oversee it for its authenticity. It must also be supported by skilled human
resources and stakeholders. What is the use of digital transformation if there are no users or
actors to support it? It should also be anchored on avall@blenfrastructure for example,

the terrestrial backbone. If these interdependent elements are all present, there is an

assurance of optimal performance as proposed by Hanna. Thereafter, subject the e

transformation pr ogr ammeicy-asapragammetspectram.t o Mc C

Depending on the scores we give Huduma guided by paramelebl@s, it is possible to
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deduce effectiveness or its cary drawing implications to make recommendations on
policy.

Figure 16: A framework for effectiveness of public policy on gransformation in government
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Adapted from: Hanna 2016a; McConnell 2010

2.7 Chapter Summary
It is well established that human capital, stakeholder involvement, ICT infrastructure
and institutions are key themes that must not escape scholarshtpaosfermation. This
study argues that policy, though a constituent in traresformation ecosyam; drives
such transformation ithe government environment to yield public value. In subsequent
sections of this reparparticularly Chapters 4 and 5, these themi#isoe apparent based on
the findings. The above framework wisisuseful in examining selected-e
transformation programme in national governmentago prove whether it has a bearing

(or not) on the effectiveness of Kenyabs
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ChapterrADbaktetCasievédMet dhypwdol ogy
foaTransfOmnNmat i

Havingidentifiedthemes that daystify e-transformationa researckesignwill
structurethesethemes in order tobtain accuratdatathattacklethe research problenfhis
chaptempresents a discussion on ttese studynethodologyadopted for this studyy
outliningthest udy 6 s p hi | odata polecticnanethohgssaumentsand
sampling techniques the researctieployedo obtain andanalyse researavidenceor an

interpretatiorthatbefits the conceptuaframework.

3.1 ResearchQuestions
This studysought © answer theguestion How effectively has public policy
contributed to the implementation of digital transformation prognesrat the national level
of government in Kenyalh order to answer this question, the stpdgedhreesub
guestions:
i.  Howis governmendligitalt r ansf or mati on characterised i
environment?
ii.  What elements of policy enable or inadvertently create barrierramsformation in
governmerf
iii.  How should existing digital transformation policies in Kenya be strengthened to

ensure their effectiveness?

3.2 Philosophical Foundationsof Case Study Inquiry

CreswellandPiano Clark (2007) suggest tlaatyresearch must have a solid
foundation for its inquirgo demonstratéhe inherent worldviewesearcherbring to their
studiesAwor | dvi ew or par assumptosabait realitygné s ear cher 6 s
knowledge productigrandthe methods of acquiring such knowledge21).Due totheir
usefulness in understanding complex subjects suchiraasformation, this research
adopted constructivist and interpretivégiproaches to inquirgonstructivisms
Aunderstanding of phenomena througlsociglarti ci
i nteracti ons an desweb& RaonCGlark, 20017, 82); effectivelys 6 ( C
providingunderstanding of various realities agrdboldeningloseness between the
researcheand thatwhich isbeing researchetleuman (200,/pp.4344) contendghatthe
interpretivist approacls amethodologicaparadignthatf ocuses on peopl eds
and perceptionsfr eal i t y. He aadlysinteratt and respgnd loagetl vehats o c i
they believe to be reflatheft han what i s thusprgvidrgthéreseatclyer r eal 0
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with the opportunityto enterthe world of his or her subjects and seek understanding
(verstehenpf those personal perspectives. Miller and Brewer (28 argue that such
understanding is achieved lmpking atall aspects of a phenomenon to understand how
they interrelate to form a whqlen addition to the understandings or meanings of the people
involved

In this study, the researchmymbinesconstructivist(key informant interviewsind
focused interviewsandinterpretivist(personal orsite observation and document review)
paradigns of inquiry, not only as the foundatidior qualitative researc{Ponterotto, 2005,
p.129) butalso becaustheyenable the researcherdbapehe studyby organisingliverse
data set@nto broad patterns thatain lead t@nalysis an@onclusions Theseapproachesare
applicableto understanding digital transformation, based on the ways in which policy
artefats and key informants constredithe reality of such transformation, while the

researcher interpredthis dataKey element®f this paradigm are summarised in Table

below.
Table 7. Constructivist-interpretivist elements in ane-transformation study
Ontology Multiple and constructed: Researcher obtained
(Form and nature of Reality) diverse perspectives drawn from individuals’
experience and perceptions about e-transformation.
Epistemology Close: Researcher interacted with participants at

(Relationship between the researcher their sites, captured and described their “lived

and inquiry) experience” (Erlebnis).

Axiology Biased: Researcher’s lived experience and/or

(Role of values) background was not ignored while interpreting data.
Methodology Inductive: Researcher organised participants’ views
(Process and research procedures) into patterns, theories and generalisations.

Rhetoric Researcher writes in a literary, personalised style.
(Language of Research)

Theoretical perspective Interpretivist.

Adapted from: Creswell and Piano Clark, 2007, pp2% Ponterotto, 2005, pp.13[82

3.3 Designing a Strategy of Inquiry inQualitative Research

This studywas qualitativeasit sought to examinand interpret the meanings
individualsassignto e-transformation as a phenonmmdata that cannot be easily captured
in numbergAnderson, 2010)Creswell (2009pp.11,13,177) contends thatessearchers
must also decide on a type of study within this choice of reseasitiiling case studies

for cases wheraresearcher seeks to comprehematpsses, activities and events
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3.3.1 A casestudy design

Labuschagne (2003) contends timadrder to obtain data in the form of feelings,
experiences, opinions, descriptions amtdractions of a phenomeraresearcher must
actively participate through methods suchredepth, operended interviewsjirect
observation, angderusal odocuments. Data obtained from these methods are thereafter
organised into themes, categories aases (p.101). Gagnon (20Hdiggestshat a case
studymethod is the most appropriate design to depiayder toobtain indepth data about
aphenomenonits constitutive processes and players involved. Gagnon also recognises
constructivism as the patigm available to case study researslietheir quest to
understand aoplexity of social systems (gp3, 13)

Acasetidyisian empirical inquiry indepgthand nvest.
within its reatlife context especially when the boundaries betweephie@omenoiare not
clearly evidend Yif, 2003,p.13 2009, p.18 Stake (1995) argued a case to be a bounded
system with parts that work togethezniments consistent with thoseXah who contend
that ase studies are unique to environments where there are multifaceted variables of
interest anaonsequentiallyelianceon multiplicity of sources to obtain dat2003,p.14).
A case studyvasthereforethe most appropriatdesignfor this studyas itaddresses the
issueof the multifaceted naturaf policy anddigital transformation.

Particular attention was paid ttee Hudumaprogrammeagovernmeninitiative
selected as a case doevailability of access to potential data aitelability to illuminate
theresearch questiorf¥in, 2009, p.26). Another argument thavoureda case study
approach in thistudyis (asoutlinedabovg its strength iraccommodating multiplicity of
evidence.Noting the perspectives Stake (199, p.237, Hudumaas acases also
instrumental. In instrumental case studies, he case i s often | ooked
scrutinised and its ordinary adnguirerputsiees det
anexternal interesfThus,investigatingHudumaplayeda supportive role to facilitate
broademunderstanding of how digital transformatieffiortsin Kenyaintersecwith her

public polides

3.3.1.1 Embedding a single case study

A singlecasestudy designwas adoptedue to itssuitabilityin among other things,
testing theoryandrepresentativeessasthe lessons can be assumed to be informative about
the experiencesf an etransformation programme public serviceenvironmens. Thecase
studywasalso embeddeds shown irFigurel?7. This meanstheresearcher investigated

more tharoneunit of analysis. Thexercise ofinalysinghesesub-unitscannot be gainsaid
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astheyprovide opportunity for a richer analysis tlesthancesinsight into the whole case.
The researchewvashowevercognisanof the pitfallsin this desigrparticularlythe
likelihood failing to return to the larger unit of analysysr(, 2003, pp39-45; 2009, pp.46
52).

Figure 17: Embedded singlecase study design

ﬁontext: National Government of Kenyh

Unit 1 of Analysis
Policy

Unit 2 of Analysis
Digital Transformation Ecosystem

<

Adapted from: Yin, 2009, p.46

4

3.3.2 Methods andsourcesof casestudy evidence

In aninterpretivistresearchapproach, interviews, observations, focus groups and
documentary analysemablea researcher to cudlividence of how peoplaterpret and react
to their environment@~isher,2010p.188. Deployingsuch an array ahethodsn
collecting datastrengthensasearch findingand as a resultriangulated evidence.
Triangulation,aterm coined by Denzin in 1978fers to use of multiple methods to collect
data (Mouton, 1996, p.15@arquhar (2012argues triangulatiors a crucial concept in
case study resedr as it ensures investigating a phenomenon such as digital transformation
from different perspectivegelds a solid foundation for the findingsdsupports
arguments for its contribution to theory. The data collection methods used in this study are
discussed below

3.3.2.1 Document analysis

Bowen Q009 p.27) asserts document analysis as a logical process where documents
are examined or evaluated to obtain datgurposes ointerpreationto elicit meaning,
promote understanding and develkmpwledge. Labuschagne (20G810J) suggested
document analysis yields ddtetare organised into themd3ocument analysis as already
mentionedjf used in concert with otheualitative research methogspvides a confluence
of triangulatecevidenceto enhanceesearcltredibility. Documents also provide a

background into the phenomenon being researched, suggest questions that need to be asked,
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point tosituations that need to be observed, track chandaedevelopmengnd verify
findings fromother ®urces (Bowen, 2009, #2-30). Blaxteret al (201Q pp.74, 186, 191
proposeeliance on several documents including those that have a policy To@ys
however caution a researcher todveare ofissues such anditionsand time itwas made
In this study,18 documentsvith a nationapolicy focus on éransformation, as shown in

Table 8,were analysed tgeneratalata ornthemesdentifieds t u dram@&wgork

Table 8: Policy documents reviewed

Document Year | Source (s)

1. Economic Recovery Strategy for Wealth | 2003 | Ministry of Planning and
and Employment Creation National Development
a) End Term Review of the ERS 2009 7

2. E-Government Strategy: The Strategic 2004 | Cabinet Office: Office of
Framework, Administrative Structure, the President
Training Requirements and
Standardization Framework

3. National Information & 2006 | Ministry of Information
Communications Technology (ICT) and Communications
Policy

4. Kenya Vision 2030 2007 | Government of the

Republic of Kenya

”

a) First Medium Term Plan, 2008 - 2012 | 2008

b) Second Medium Term Plan, 2013 - 2013 ”
2017
¢) End Term Review of The First 2014 | Monitoring and
Medium Term Plan (2008-2012) Evaluation Department,
Ministry of Devolution &
Planning
d) First Annual Progress Report 2013 - 2015 ”

2014 on the Implementation of the
Second Medium Term Plan (2013-
2017)

5. Transforming Kenya, Securing Kenya's | 2013 | The Jubilee Coalition
Prosperity 2013 - 2017: The Shared
Manifesto of the [Jubilee Coalition]

6. The National Broadband Strategy: A 2013 | Ministry of ICT,

Vision 2030 Flagship Project Communication

Commission of Kenya

7. Connected Kenya: 2017 Master Plan 2013 | Kenya ICT Board
8. The Kenya National ICT Masterplan 2014 | ICT Authority

2013/14 - 2017/18
9. National Cybersecurity Strategy 2014 | Kenya’s Ministry of ICT
10. National ICT Policy (Draft) 2016 | Kenya’s Ministry of ICT

1. Annual Reports on Measures Taken and | 2013 | The Presidency
Progress Achieved in the Realisation of | 2014 | Republic of Kenya
National Values and Principles of 2015 | The Executive Office of

Governance the President

Source: Author, 2016
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3.3.2.2Participant and non-participant observation.

Observation serves a formulated research pungbseait is systematically planned,
recorded and subject to controls on validity and reliability (Kothari, 26096-97).
Despite being time&onsuming and producing limited datiae authoicontends that
observation minimises subjective bias if properly executed; and, the data obtained from this
method relates to what is actually happening, past behaviour, attitudesirerirfitentions
notwithstanding. Irthe currenstudy, observatiowas conducted at the Huduma City
SquareCentrei n Nai robi 6s Ce rforfivadaystBasceitam eustsmeDi st r i ¢
experience as an integral theme {tmansformationWhen commencig the observatiorthe
researcher was a detached obseme¢ésharing in the life of those being observed
(disguised or noiparticipant observation). However, during the actual exercise, the
researcher found it necessamyparticipate in the observation as to experience certain
elements of whatitizens wenthrough in their interaction with the serviaed clarify a
statement that arose fraaminterview with thesitemanager. On the third day of
observation, the researcher also ran into an old coiéeadpo worls at thesaidsite. This
was a magnanimous individual who explained certain aspects diithenaprogramme a
disinterested approach would not have yieldatticipant observation was also conducted

at Hudumads network operations centre.

3.3.2.3 Interviews

Constructvist and interpretivist paradigsranticipatea researchér mteractionwith
peope to understand a phenomen¥in (2009 pp.106107) suggestshe interview is one
of the most important sources of case study médronthat shouldoe a guided
conversation rather than structured fjie®s; and in casstudiesit must satisfy the needs
ofther e s e a r ¢ h enquayssa lfriendlg andniotthreatening proces€reswell
(2009 p.18) contends thanh qualitativeresearch, the researcher may conductfadace
interviews with participants, engage in focus group interviews or interview participants over
the telephone using unstructured and epeded questions to elicit their views and
opinions Thesearemethodghatwere deployed in thpresenstudy and areescribed
hereunderThe focus group discussants highlighted, inter alia, public value of e
transformation programmes as contemplated in literature whereas the experts shed light on
what is happening on theayund regarding the elements of digital transformation and the

policy instruments the researcher reviewed.
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A. In-depth interview

In this type of interviewtheresearchdér s  gasta dbtain information from
respondents regaing the facts of a phenomenon and if neces#agy, proposalsnto
certain occurrences theabuldbe used for furtheenquiry or suggesons on other potential
data sourcesSuch roles make an interviewee an informant rather than a respvident
2009. Aninformant is a person wellersed in the phenomenbeing researcheahd is
willing to share such information with the researdigabbie, 2010p.195. In this study,
data on Huduma was collect#atoughin-depth interviews with individuals handlitige e-
transformation programe Further insight orthe policy documents identified earlieas
sought and obtained throughdepth interviews with key informants drawn from
institutions involvedn, or closeo, the processes of public poliapde-transformation

implementation.

B. Focusgroupinterviews.

In this type of interviewtheresearcher interviewsgroup ofsix or more
informants for a short timefollowing a certain set of questiofts collect datebased on a
group perspective, rather than an individual perspective, as the group may highlight
unknown dataA focus group discussion, which is a structured and focused discussion on a
precise topic of interest, with a small group people to obtain gtiaditdata (Masadeh,
2012)was conducted in this studyilshad and Latif (2013, pp.19897) assert that a focus
group involves a homogenous group (usually between six and nine) brought together by a
researcher to explore attitudes, perceptions and ideas a given topic and is useful in
studies that relate to the improvement and evaluation of prograrRrae&fortNachmias
and Nachmias (199.224 suggestethata focusgroupinterview isappropriatevhere
respondentsdéd involvement in a particular ex
analysed prior to the interviews; proceeds on the basis of an interview guide; and focus is on
the subjectsd experi ences YmnEQo)swhgestggthatthee si t
researcher must carefully word questions so
and allow the interviewee to provide a fresh commentary aliputit p. 107 ) .
The researcher recruited 2ilizensat the Hudum&entrefor this purpose byiving thema
flyer that communicated among other things, incentives to affemtexure 1); anda
participant information sheédnnexure 2a). Theresearcher also obtained thiegilephone
contactdor follow-up.

Masadeh (2012ecommendshe selection ofa site accessible and convenient to all

participants devoid of noise and disturbances (p.66) rds$earcheobtainedoermission to
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usespacw/i t hi n SKpeemg @oarsbuilding that enjoys proximity to @iey Square
HudumaCentre On the material dayf the 20 invited, seven participated in the focus
group thatvasmoderated by designatedacilitator Thi s was t o reduce
1988 work as cited in Masadeh, 20b2}he researchewho hadconcluded the

observéions earlier that week.

C. Telephone interviews

Carr and Worth (20Q1pp.516, 51Barguel that the telephone intervienww
appropriate in qualitative researches where previous contact with the participants can be
demonstratedin this study, using theameprotocoladministeredor the focusgroup
(Annexure 3), telephone interviews were conducted with six participants who had been
recruited at the Huduma site for the focus group but could not tuyathyadconveyedan
interestnotto be excluded fronthe studyThe researcher simptgiterated contents of the
participant information sheerior to starting the interview and deeneeplarticipand s

verbalagreement asonsent

3.3.3 Samplingdesign

In qualitative researctaresearcher intentionally identifiesnamber of participants
to provide indepth information regarding the phenomenon beindied due to their
experience (Creswell & Piano Clark, 20038uch ehandpickedstrategyis what various
writers call purposive, judgmental, selective or subjectivegpbagi(Babbie, 2010;
FrankfortNachmias & Nachmias, 1992; Kothari, 2004; Lund ResearchILRL], 2012).
As an offshoot of neprobability samplingpurposive samplingrescribeghat the chance
of a sampling unibeingselectedelieson the subjectiveudgment of the researcher
(Babbie, 2010, p.193; Frankfeachmias & Nachmias, 1992, p.175) the currenstudy,
purposive sampling was useadross populationthatpossessed thequiredinformation to
meetthe objectives of this stuqiMugenda, 2008, p.196). These were namBlycuments
andkeyinformants LRL (2012 suggests certain elemetistare of significance in
sampling: (i) Population, whicis the unis being studiede.g. people, casegieces of data
etc); (ii) sample, which is the particular selection as it is impractical to stadwptire
population; (iii)sample size, whicls the number of unitgjv) sampling frame, which is the
population from which the sample is drawn; ands@anpling techniques, in our case non
probability samplingUse of purposive sampling as suggested by this article, ensures that
researchiocuseson particular aspects of a population that lassista researcher to answer

the research questians
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An advariage of purposive sampling is that it can be further divided into an array of
sampling technique®f interesto this studywerethree: (a) tmogenous samplinghich
requiressimilarity in characteristicef the units The researcher used this technitjuselect
thefocus group participantsho had utilisedHuduma (b) extremeor deviant case
sampling, where focus on a cas that is special or unusu#d, highlighta notabé outcome,
failure and successeksons from such a sample usuallyusedas a yardstickor future
research and practiddudumawas selected amn extreme or deviant samgls itexhibits
aspectabsenin most governmerg-transformationinitiatives. Asthe findings willlater
demonstratesuch peculiarities in iteeaturescould be imported t@advancenther
governmene-transformation programmgand(c) expertsamplingwherethe researcher
gleans from individualgrho possess a particular expertise in form of wide and deep
knowledgeof the areaf interest{Mugenda, 2008, .498). It is on this basis that thé key
informants wereselected.

Despiteits inherent risk of biaKothari, 2004, p.59purposive samplingrasused
in this study a# provides a rich platform to draw omcluding making generalisations
(LRL, 2012) sentiments consistent wilohansson (2009.8 whoargued that if a case is
purposefuly selected then there is an interest in generalising its findiiadpge 9

summariseshe sampling strategy this study.

Table 9: An e-transformation study non-probability sampling design

Population Sampling Units Sample Sampling | Sample | Purposive Sampling
Frame Size Technique
People Key Informants Huduma users who have 20 13 Homogenous

used NHIF, NSSF, ID
Replacement and
registration of business

name

Experts on e- 20 14 Expert
transformation or policy
Cases National Ministry of Public 21 1 Extreme/
(Organisations|, | Government Service, Youth & Gender Deviant
programmes Ministries Affairs
etc.) e-Transformation | Huduma Kenya N/A 1 Extreme/
Initiatives Programme Deviant
Pieces of Data | Documents Policy documents 18 18 Homogenous

Adapted from: Lund Research Ltd. [LRL2012

In summary, the researchaterviewed27 key informants, and reviewed 18 policy

documents.
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3.3.4 Quality assurancein casestudy research
To build rigourin qualitative research, a researcher must examine data for reliability
(reproduction of the findings) and validity (findings being an accurate representation of the

phenomenon they are intended to represémjl¢rson201Q p.2.

3.3.4.1 Reliability and validity.

Yin (2009 pp.40845) contends that empirical social research such as case studies
requirefour tests that enhance the quality of the research desigan($truct validity, a
tactic at the data collection stage where the researcher ideotifrest operational
measures for the study concepts by using multiple sources of evidence, establishes a chain
of evidence and having key informants review the case study r&paatidress construct
validity, the researcheateployed triangulation (i.e. dament review, interviews,
observation) andskedstudy participantsimilar questions(ii) internalvalidity, a methodht
the data analysis stage establish causal relationships throunggditching patterns, building
explanation and addressing oppositgounts The researcher addressetdrnal validity
throughlimiting researcher bias (i.e. data interpretatvass haped by t he researc
familiarityinthec ont ext of K e bypesestatigh@iceuntarguments jo the
themes (iii) extemal validity, atacticat the research desigtage thatlefines the extent to
which findings can be generalis€he researcher satisfied external validisyngthick
descriptionwhenpresenting the findings to give a potential reader of this regedl af the
resear cher 6s (Cteswelle2009,epp.J10@9R)iamdivE reliability, a process at the
data collection stagevhose emphasis is on documenting procedures that would enable a
researcheconductinghe same sidy reach similar finding In this study, the researcher
administered observation protocficus groupand interview protocolehen interacting with
studyparticipants.

3.3.4.2 Generalisation.

Considering the arguments made in the research problem regarding a tendency for e
transformation programmes to fail, a cogent position on the generalisation debate was of
immediate relevance. Gaxternal validity,Yin (2009 pp.4344) alludes to criticisnior
single case studies as a basis for gersarglmaking the test a barrier in case study
research. He further states that generalisation is not automatic and needs theory testing in
additionalcases through replicatioBespite citing a raft of literate that paradoxically
oppose emphasising generalisation in any rese&take (1994p.2389 arguedthatwhile
case studiesaybe a step toward generalisatioesearchershould noneglectimportant
features that would illuminate the selected caseain #trong quest to generalise or create
theory.Acknowledgingthatliterature tends to vary, dismiss or ignore generalisatiewjs
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and Ritchie 2003 pp.268269) heldthat qualitative researdh generaliablein three
contexts
(i) representationalvhichis whether the findings in a research sample can be held to be
equally true othe population it was obtainethe researcher considered whether the
views, experiences, behaviours and outcoaié¢tudumawould be found in the
parent populationother tranformational initiatives imationalgovernment);
(i) inferential generalisatignvhich is concerned with whether the findings in a study
can be generalised to other setings or contexts beyond the sampl&disitgpe of
generalisation is a matter of judgnievith the role of researcher providing a thick
description of the researched context and findings that allow for later researchers to
assess itransferability to andter contextand
(i) theoretical generalisatipwhere conclusions from a single study can be used to
develop a wider theory for general and/or universal application.

Heeks(2002 p.102)studyon failure of information systems in developing countries
found that thouglobust, literaturen the subjecttended to béoo focused on case studies
of individual projectsThe currenstudydoesnot intendto take thisdiosyncratic approach.
Despite thesuggestiorby Yin (2009, p.15}hatgeneralisation must rest within the confines
of theory and ngpopulationsthe reasoning dfewis and Ritchi€2003)must be upheld as
resoundingnough taondude that the huduntease studgan be generalisatbt only to
otheret r ansf or mati on programmes in Kenyads gov
institutions within government (contextesidesFlyvbjerg (2006 p.225 disproved
claims that one cannot generalise from a single case arguing it depends upon the particulars

of the case and how it is selected.

3.3.4.3 Originality, role of variables and theory
In addition to the above three approaches, originality is a key quality assurance
measure in scholarly research. Cryer (2006) lists eight areas where originality in research
may be found: Tools, techniques and procedures; exploring the unknown; exfilering
unanticipated; data; bgroducts; the research experience; potential for publication; and
transfer of mode or place of use. The researcher will revisit this section in Chapter 6 of this
report when reflecting on this studyés orig
While policy isset aghe independent variabéndthe success of digital
transformation initiativess set ashe dependent variahlim this study, the dependent and
independent variablesiggest a causal relationship, though this is not considered as a

precse causality, given that this igjaalitativeenquiry and there are many other variables
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influencing the dependent varialflerankfortNachmias & Nachmias, 1992, p.38axter,
Hughes, & Tight, 2010p.61).In other words, the study considers the cauaalne of the
relationship between policy and implementation of digital transformation.

Due to the public value nature otransformation programmes, this study is anchared
socal theory exploring digital transformatian the relationship between gowenent and

society.

3.4 Recording Data

For the document review, the researdmghlightedthemesased on the conceptual
framework The researcher having defined the units to be observed, the style of recording
the observed data, standardised conditaortsselection of certain data to be observed in
advance, made the observation structured (Kothari, 2009, pl86 process was recorded
using anmobservation ptocol (Annexure 4), which is a useful instrument to organise an
observatior(Creswell &Piano Clark, 2007, p.119pata fromthe experkey informants
wasaidedby an interview guidéAnnexure 5). Out of 14 interviews withtheseinformants,
11 were audio recordeand this data transcribéxy the researcher to supplemémnotes
takenin the otherthreeinterview sessiong-or the focus groupthe facilitatorwas guided
by afocus group discussion protod@dinnexure 3). The session waasoaudio recorded
and the dat&ranscribed fopresentation. Thsix telephone interviews weedso
administered usingnnexure3. Five telephone interviewees consented to audio recording
for accuracy purposes after being assured by the researcher that the interview recording
would be held in confidence and their idenatyonymisedn theresearch repo(Burke &
Miller, 2001, pardal3-14).

3.5 Data Analysis

3.5.1 Thematic analysis

Though nearlysimilarto content analysis that organises data into categories to
reflect research questioaad allow discovery of features in large amountsaferial
(Bowen, 2009, p.32; Neuman, 2007, p;B9wen suggested that thematic analysis
recognises patterns in the data through a focused review aimed at discovering themes
appropriate for analysing a phenomenbine dstinctionbetween the two is thateafformer
introducesa quantitative element toqualitativesourcewith the researcher obligated to
look into the frequency with which issues or themesurin the materia{(Kombo &
Tromp, 2006, pp.121920;Lewis & Ritchie, 2003, p.20@isher, 2010, pR01-202). In the
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presenstudy, thematic analysis was used to analyse the textual data from policy

documents.

3.5.2 Coding researchdata

Fisher (2010, p.199) defines coding as the process of extracting the usable material
from all a researcher has collected. Creswell (2009, ppl88psuggests that detailed
analysis of data commencegh coding whichs the process of organising text orage
data into categories labelledth a term often based in the actual language of the
participant Creswellrecommendsodes that ardcasily discernible to a readesurprising
and may not have been anticipated at the start of the study; of condefetesit to the
readers andaddress a larger theoretical perspective in the ingUirg researcher utilised
predefined codes (elememdentifiedin the theoretical and conceptual framewdik)
documentseviewed(Bowen, 2009pp.3233). For data frommiterviews the researcher
used a combination dfie presetand emerging codes. Data frohetlatter are themes the
researcher did not contemplate but emergedduhe data collection process and had

bearing to the study at hanable10 summarisesodes used in analysing the data.

Table 10: Identified codes and themes for research data

Predeterminedcodes Themesemergng from the data
Human Capital Business Process Reengineering
ICT Industry Integraton

ICT Infrastructure ExecutiveLeadership

Institutions Monitoring and Evaluation

Public value Prioritisation

Source: Author, 2016

3.5.3 Deductive, inductive and ounter-inductive reasoning

Owingto the multifaceted nature ofteansformation, thistudy wagguidedby the
principles of axial coding thatvolvesrelating themes to each other using a combination of
deductive and inductive reasoning. (Fisher, 2010, p.A2i8¢r and Brewer (2003)
suggested than qualitative data analysisyductioncontemplates thatather than empirical
generalisations being used to interpret the finditigmyrydevelogs from the data. This is
the opposite of deduction where hypotheses are derived from theory and then tested against
data to confirm or refute theiginal theoretical propositioMiller and Brewer also allude
to abductionor counterinductive reasoning whetberesearcheposes alternative
explanationsThese approaches allowed the researcher to allow themes emerge from the

data so as to verify andfine thetheoryin literature.
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3.6 Other Research Administrative Issues

3.6.1 Permissionsand ethical considerations
Access to data sources such as people and sites require permission from individuals
in charge of such site€{eswell &Piano Clark, 2007, p.113n this study particularly the
case of Huduma, the researcher made a formal requestihstibhgion headvho granted
him permission to conduct the observation exerarsgalso availedhree informants to
provide insights tahe study(Annexure 6). Smilar requests were made 20 potential key
informants close to, or involved in digital transformatsmd/or policyprocesses,4lof
which were acquiesced he above permission was in partial fulfilment of the requirements
theUniversity of the Witwatersrand Human Research Ethics Committeenbates
researclprotectsparticipantdy adheringo ethical standardd.his committee
unconditionally granted the researchkraranc€ Annexure 7) to conduct this study
Participantinformation sheet(Annexure 2 collectively) werepresented to
participants highlightingnter alia how their anonymity and confidentiality would be
guaranteedh the study In addition, an informed consent foflnnexure 8 collectively)
was presented to participants seeking thgreemento participate in the studyhis study
also ensured that the privacy of research participants is addressed when compiling this

report through the use of anonymous identifiers shown in Table 11 andechpnly what

the informants told the researcher omitting

Table 11: Anonymous identifiers

Key Informants Total | Anonymous Identifier
Focus group participant 7 FGP1, FGP2, FGP7 etc.
Telephone interviewee 6 HU1, HUG6 etc.
Digital transformation manager 3 DTM1, DTM2, DTM3
Policymaker 3 PM1, PM2, PM3
Policy informant 8 PINF1, PINF2, PINFS etc.
Source:Author, 2016
The full ' i st of thi Annexura@dyodés participants

3.6.2 Pre-testing researchinstruments

Prior to actual data collection, the researdwerducted a pilotestusingprepared
research instruments. The interview protocol was administered to a professional human
resource consultant falar with interview processes.afisfiedwith the ease in which he

arswered nearly all the questions, the researdhere med it appropri ate

f

C
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informantsaftermodifying one or twovaguequestionsThe focus group dissgion
protocol was administered onwo o f t h ework celkayaesvicothadutiltsed
Huduma Both answered the questian® t h e r satisbeteom tieabthe studys/ould
generate the required data.

3.6.3 Supervisob specialvisit to Huduma

Towardscompletionof this report, the researcher had occasicactmmpanyhe
supervisorpDr. Lucienne Abrahamgo the Hudumaentreat City Squareon the sidelines of
the2016International Telecommunications Union (ITU) symposium on capacity building
converedin Nairobi The supervisor had firstand experiencef the site othe observation
the researchatlarifying some of the actionise hadpreviously undeaken.Dr. Abrahams
also met the centre manager who shed light on some of the findings presented in this report.

These actions reinforce this studybds extern

3.7 Limitations of Study

Simon(2011)defines limitations as the potential weaknesses in a study that are
beyond the researcher 06s cHudumgwasexamihad. Yinhi s st
(2009 p.6] contends that singlease designs may not provide a rich analysisekiats if
two or more were examinethe researcher had initialpfannedo carry a multiplecase
studythatincluded the IFMIS programmecces$o whichwas not possible despite
numeroudollow-upsto therequesimadeto therelevantdepartmentDespite making
requests to them, access to certain key informantalsakampered due to their marginal

status

3.8 Delimitations of Study

Thisrefersto aspectof astudywi t hi n t he r easdénatritgsboper 6 S Cc o N
and definats boundaries (Simon, 2011 his research was limited tavo national
governmentnstitutions Ministry of public £rvice andhatof ICT. However,they were not
looked atin equal terms. The former wasmarily selectedbecause of the Huduma
programmeand the lattefor its policy and oversightroléiu d u ma 6 s asam|l ect i on
extreme case wasgmisedon thesuggestion byin (2009 p.185 thatan exemplary case
studyis of general publicnterest and its underlyingssues bear national significance to
theory, policy and practic®n the polcy front, thestudyconfineditself to 18 instruments

deemedad reflecta nationak-transformatiorpolicy standpoint

Briefly revisiting theearlierargument®n construct validity thatecommendsharing the
report wth the informants for validationhe researchetid not findthis necessary
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considering the strict timelines of teudy Besides, the lengthy waitirignesit took to be
granted interviewgand in some cases postponement) witist of the key informants was

indicativeenough

3.9 Chapter Summary

This chapterhaspresentedheintriguesthe researcheronfrontedprior to collecting
gualitative research evidenaturing the actual data collecticand when collating the
findings. Otherwise it would defeat the purpose of ensuring the ssualyt only reliable but
also accurate and generalisable.a@guingfor Huduma as an extrencasepurposive
sampling techniqueand usingriangulated sourcesvidence, this methodolodynts at
possibleramifications thamayextendbeyond national governmemi thefollowing

chaptertheresearchepresents theutputof the datacollectionprocess



EFFECTIVENESS OF POLICY ON DIGITAL TRANSFORMATION 54

Chapt erGdwealrrnesiernatn s f on nRPa taican c e

This chapterorganiseghe evidencelrawnfrom data sourceslentifiedin Chapter 3
asshown in Figurel8. The chapter is structured in three broad aremst, are findings
from the document reviesf 18 policy documents; the second part narrows into the
Huduma programme by presentingta from the observation, focused interviemsl in
depth interviews with-¢ransformation managers. The chamgtencludeswith findings

obtained from interviews with poliapformants

Figure 18: Converging the single case study evidence
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4.1 Taking Stock:K e n y a-§ear Flurdy of e Transformation
Policymaking

Adapted from: Yin, 2009 p.117

Kenyad policymaking targeted towards digital transformati@sbeen on track as
demonstrateddy thefollowing reviewof policy documents firstdentifiedin Table8. The
reviewalsoincludes evaluatiorreports that provide evidenamnsistent withthe
perspectives of Marsiind McConnell (2010a) (sdableb)

4.1.1 Economic Recover Strategy (ERS) for Wealth andEmployment Creation i
2003

The ERSapolicybasedon a pol itical partyoétermmani fes
presidento form governmentproposedo investin ICT education and training by revising
curriculum to integrate IT so as to develop appropriate skill requirements, implement tax
incentives on hardware and software to make them affordablelexetbp are-
governmenmaserplan To promote efficiency in public service, strategic focus would be
on building efficient, clierbriented ministries that doot strain the public purse. The
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policy also planned tmstitutionalise aMonitoring and Evaluation (®E) mechanism and

a ommissionfor stalled projectsThis wasn addition toThe National Economic and

Social Council (NESC) established to advise government on policies essential to emerging
socioeconomic issues; and provide a fortonsynergy between the private sectog th
business community and the governmain(stry of Planning & National Development,
2003,p.46).

4.1.1.1 End term review of the ERS

By the end of the ERS perio@ihe East African Marine Cable System (TEAMS)
was initiated;1000km out othe 5500km targetetllational Optic Fibre Bckhaul
Infrastructure (NOFBI) terrestrial fibre to fully utilise the undersea had beeralaid
universal access fund was established to reach underserved areas; and taxes on ICT
equipment and services were lowere@loolished making it affordabl&oRK, 2009,
p.47).In addition to th&2004e-government strategy,dational ICT Policy was launched in
2006.A NationallntegratedMonitoring andEvaluationSystem (NIMES) spearheaded by
the Monitoring and Evaluain Department under the then ptang ministry,had also been
established to track implementation of government policies, programmes and projects and
providea reliable mechanism to measure the efficiency and effectiveness of public policy
(pp.197198).Howe\er, limited access to ICT infrastructuriegman resource constraints;
absence of institutional framework to implementioawated serviceshe official Secret At,
thatinhibiteddigitisation of public informationand lengthy tendering processre citedas
challengeslt was recommendeithat communication sector projects needed funding
through private sector involvemedetding to a proposal foegislaton for Public Private
PartnershipsHPB (GoRK, 2009pp.50651).

4.1.2e-Government Strategy (EGS) 1 2004

TheEGSidentified egovernment objectives in Kengsa resuldriven government
that is efficient and citizenentic. The document alsaighlighted thedisparate and
unlinkednature of MDAs systemigading to duplication and resource wasta@abnet
Office: Office of the President, 2004.5). The policysuggestedhe need to design and
deliver services to fit the way citizens want to access and use them with traditional systems
retained to customers who cannot or do not want to use these nesdsetlaccess (p.12)
E-Governmentvas to bespearheaded by the Head of Public Service to coordinate dispersed
initiativesacrossagenciegpp.1719). The policy also proposed thaggple involved in the
implementation or use ofgovernment services would be trainBdsictraining would

targetall staff; operationalraining wouldassist innformation maintenance; and technical
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leveltraining €.g.system analystgprogrammers etcfor thosedesigning, developing,
implementing and supporting syste(ps21) As a measure of-government standards, the
strategyrecommended theseof appropriate electronic solutions through proper
identification of equipment needed and the issuésuadl prior to its deployment (pp25
26).

4.1.3 Nationall nformation and CommunicationsPolicy (NICTP) i 2006

Emanating fronthe ERSthis policy intended to harness IT as@mpowerment and
literacy tool for thepopulation and potential usersgevernments a tool to improve
internal efficiency and quigy of public service delivery; assist the fight against
corruption angrovide adequate infrastructure in the country for IT to floufidimistry of
Information & Communications, 2006p.9-10). The policy emphasised oproviding
incentives for ICT infrastructurandsufficient internet capacity through a nationwide fibre
optic network (p.11)Suchinfrastructurevould enhance service delivery to the public
through PPPRin their developmeniThe policyalso proposetb attract and retain skilled
personghrough integration of IT in the school curriculum, creating [@&ntres of
Excellence CoE9, enhancing capacity for research and development @nidsupporting
and encouraging IT training folecisionmakers, community and civil society leaders
(pp.1415).

Through egovernmentthe mlicy proposed to make government resrlented,
efficient and citizercentric A sustained high level ICT leadership and championship at
national level to provid oversight, inspiration and political goodwill and also mobilise
resourcesvas also envisionggh.7). In order to meet the aspirations of this policy, the
governmenwould develop, implement and coordinate policy, and enable an environment
for investmenin the sectorThe National Communication Secretariat (NCS) established
through thel998Kenya Information and Communication Acti(A) would remain the

g o v e r npoleyadvssr on ICT affairs (p.47).

4.1.4 Kenya Vision 2030

The expiry of the ER$ 2007 signallecn opportunity for Kenya to enact another
development blueprint set to be implemented between 2008 and 2030 through successive
five-yearmediumtermplans (MTR) (GoRK, 2007 p.1).Below are highlight¥/ision 2030
first and secondhediumterm planstienceforth referred to &4TP1 and MTP2

respectively.
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4.1.4.1IMTP1 (20082012).

Under |1 CTs, which was aptly tagged fistre
e ¢ 0 n q@oRK, 2008p.25; MTP1 acknowledgeahallengesuch adimited national
| CT awareness, digital divide, financial an

aut omati ono i n Tgaldresthesathe government cBndmitted to install

(a) The East African Marine System (TEAMS) 2009 undePPParrangemeist (b) a
nationalterrestrialfibre optic network to complement TEAMS by ensuring utilisation and
connectivity throughout the country; (c) Governmestmon core networlGCCN), a

shared and secured interoperable govermwatd ICT architectureto improve inter

ministerial sharing of databases and exchange of information to eliminate duplication and
redundancy, improve public access to government services and ensure responsiveness in
reportingandM&E; (d) Local Area Networks (LANs) and Wide &a Networks (WANS)
whichwould be linked to GCCN to create a national information infrastructure for seamless
communication within governmerdand(f) establish a data centre fitg databases (p.26).

Other stategies proposed included zesting ICT haravare to make ICT services

affordable and setting upationallCT CoEs to develop a critical mass of human resource as
a capacity provision for the industry (pp-28). Under thgublic sector reformagenda

t hat sought t o ma Koeuseggbmdresultome retnt fea tlieintsitz @ nut i
government prioritised citizecentred policy review, citizen participation and
decentralisation of service delivef@oRK, 2008 pp.36-38).

4.1.4.1.1Reviewing MTH.

A report evaluatinghe implementation of MTP1 highlighted certain milestones:
The 5500km undersea cable was fully operational; 5000km of the terrestrial fibre through
the NOFBI project was halfway complete with 47 major towns connedtadever their
utilisation remainediow (Ministry of DevolutionandPlanningiMDP], 2014 p.43).An
integrated service deliveySD) programmewasinitiated with a memo on its justification
developed and submitted tiwe cabinet in 2011 (pp.447). The report linked inadequate
fundingforf | agshi p projects wa swhereoregMnestdforsamdr mu | at
projects are not aligned to budgets and assungptiatdonor support or PPP funding was
aguaranteePrioritisation mechanissito assist key projects and finalisation of tHePP
framework to enable public institutions access financing from the private sesor
recommendedDP, 2014 p.124).
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4.1.4.2MTP2 (20132017).

This plan was to be implemented in line with the priorities in the Jubilee Coalition
Manifesto (discussedtlar), a political party elected into office 2013 Under the ICT
sectorthe government proposed to: (a) Expéibre networks; (b) creatthe universal
service fund to finance infrastructure deployment to underserved regions; (c) estatalish
centredor public data(d) implementa public key infrastructuréPKI) for authorisation
and authentication of information systems; and (f) setatpnallCT CoEto develop a
critical mass of human resource to support capacity for the ind@digK, 2013,p.23). In
e f f o r ttassformpthe pyblic service for accountability and provision of efficient and
gualityservice® t he government sought to prioritise
efficiency, quality, speed, convenience and dignity in sed@tery (p.30) This would be
throughestablishinghe Huduma Kenyantegrated service delivery modal multichannel
platform providing a Asingle windowo for ci
stop shop citizen service centres, an onlme® portal, a mobile phone platform, call centre
and an integrated payment gatew&yeakttime performance monitoring syst€dRPMS)
for online real monitoring of performance at all levels by the president, and other
government staff to obtain feedbasksalso proposedrhe government also proposed
reviewing legislation to recognize electronic records and support Huduntasiness
process reengineerifBPR) in line withISD in the public serviceGoRK, 2013,pp.30633).

An M&E legislation to support imgimentation of a computerised NIMES and empower the
institutional framework and capacity building of M&#as also envisionedhePPP

legislation enacted in 2013 wouldsobe operationalised (pp.14134).

4.1.4.2.1Reviewing theMITP2.

TheAnnual ProgresReport (APR)roduced within the NIMES framework to track
the MTP2notedthatt he countr yds ooddi82% 89kmeutathe at i on st
targeted 2100km under the NOFBI project had been datBM researchaboratoryhad
been set up ashab for inrovations, capacity building and solutions developmand a
presidential digital talent programn{leRDTP)targetingto train 500 youths in management
and service excellence in private and public sector had seen 100 graduates (&wHited
2015d,pp.10%102) The Hudumgrogrammeavas alsdaunched in @13 with 21 centres
operationalthenserving over 15,000 citizerily. BPR had also been initiated in all
services at the Hudumantre(p.65).However, the reporotedthatprogrammes and
projeck are plagued by territorialisnsilo management and natignment of programmes

leading to overlapping responsibilities and multiplicity of efforts among ageipi182).
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Other shortcomingwaere inadequate project management skalglthe PPPframeworknot

working asanticipated

4.1.5 The Jubilee Coalition ManifestdJM) i 2013

The Jubilee Manifesto (JMJocumentvas considered singrost current policy
documents in Kenya have tendedtign to it.Its timelineis confined between 2013 and
2017 where sweeping changes across government and all societal facets to make Kenyans
live a nAlife which they deserveodo making Ken
s ma (Thedubilee Coalition, 2018p.10, 33) The vison proposedsolutions such as,
solarpowered computers for evergtmol age child in Kenydechnology institutes for
youth to be empowered with skills to service the modern economy and innovation centres to
support the generation of highly creative citizears] enactment of PPP legislation to
encouragénvesimentin public projectsk enyads poor use of I CT for

governmentvasidentified as ariority, the Jubilee Coalitio2013, p.40%tating

[ICTs] do not operate in a silo. The adoption of ICT across all our policy positions is critical
if we are to meaningfully utilise ICT in the way we do business. The challenge will be how
to translate I CT into progr agoaloftriviegt add val u

economic growth.

The coalition contended its plans were attainable but more prominently, they could be put in

place quickly and effectively (p.70).

4.1.6 The Natonal Broadband Strategy (NBS)i 2013

This policy ainedto transform Kenya o a knowledgédased economy through a
reliable highcapacity nationwide broadband netwdedivering a minimum of 5 Mbp®
homes and businessg3oRK, 2013p.8). Onealsolearnsthatthe government implemented
4233kmof NOFBI and plans to extend it tal@eve a target of 50,000km (pp.16, 4h).
addition tobuilding two neutral national data centres to host content relididy
governmenthrough the private sector proposed to increase submarine cables to 9ix (p.48
Thestrategyalsoclaimedthat Kenyans are content consumers making the country pay more
for international bandwidth than hostinddtally (GoRK, 2013,p.25).1t alsohighlighted
glarings ki Il I's gap in technical aspects of broad
of ICTs. It argues that the slow uptake ej@ernment can be blamed on low IT literacy
skills.

The document categorisedrhan capacitynto two: Supplyside whose focus is on

the technical skills required to develop manage and maintain broadband serdces; an
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demandside whose focus is on digital literacy skilisvareness. Th&trategy proposed
enhancing quality standards for higher education curricula implementation and assessment
of core technical programes to address thiormer. To addresghe latter the strategy

suggestd awarenesdrivestargeted at end users through various media platforms,areati

of multilingual and publigedcontent or deploying mandatory use efegvices on difrent

platforms in all sector@p.27%30).

4.1.7 Connected Kenya2017 Masterplan (CKM) i 2013

Though momentaryhts policy recognised ICT development clusiges iHub,
Nailab) asan avenue for innovation of applieans and information services. It also
proposed fifth undersea cable to supplement the currentdoat o doubl e t he
internet capacityKenya ICT BoardKICTB], 2013,p.5). It envisionedenhanang public
valuethrough affordable, accessible and available secure ICT (j@BREnyans This
would be realised through a eampshop approach to deliver 80% of public sector
services to persons and establishments leading to an imprexemleaof-government
(WoG). A solution favouretb address the funding of ICT projegiasadoption of PPP
modelswith theprivate sector builthg and operang the service whilehe government
funded A suggestion advanced in this plan wheatgovernment would penalise vendors

and partners for sustandard delivery of ICT projects (pp-456).

4.1.8 TheKenya National ICT Masterplan (KNIM) i 2014

This policy wasenactedo reviewthe CKM for validation, increased stakeholder
participation,and alignmentith the Jubilee ManifestgMinistry of Information
Communications & Technology[MoICT], 201g.17).
It highlightedK e ny a 6 s i1 nntludiagsthe afaramentione® CCNillustrated in
Figurel19 below.
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Figure 19: GCCN architecture
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Source: Ministry of Information Communications & TechnolofyoICT], 2014, p.®

A generic egovernment model for-government services ienya was also described in

the masterplaas shown in Figure@®

Figure20:. K e ny a 6 sgoveremmeet model e
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By 2017, the masterplan projects to have available sustainable local high end ICT skills to
meet industry needs and an ICT literate population. itisbe achieved through
establisiment offive CoEs to developigh end skillsstrengthemg ICT progranmes to

increase PhD throughput in ICT areas asthblising a body for ICT professionals to

encourage profesmal development and learniagd implementing awareness programmes
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(MoICT, 2014,pp.41-43). The masterplanontemplatedmproved public servicealivery
void of duplication and wastage through one stop shop initiatives such as the Huduma
centres as shown in Figurel2By institutionalising an integrated data and information
sharing infrastructure based on the UID concept to endloleriationsharing across
MDA:s, it hopedto effectively eliminatesilos, as a result of institutions creatthgir own
systems, processes and data centres which affect resource utilisation, operational

inefficiencies and inadequate human capacity to sustain suemsyfpb2-55).

Figure 21: Citizen-centric one-stop service model
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Through reengineering and the aforesaid integrsystemsthe masterplanntendedio

have increased public value afevernment wth 50% of adults accesg) an eservice; and

eight out of 10 users being O6VpBHhy satisfied
To implement the policyuinding would be sought from government, development

partners, and PPPs who would be offered fittiragimives and tax breaks (Bf-81). The

policy also identified ICTA (a creation @kgal Notice 183 of August 201Batmerged

three previous ICT bodiesk the vehicle for executing and operating all information

systems services and ICT infrastructurggxts in the public sector §2). In addition to

the establishment of@oject managementfae with strong M&E capability, eecutive

championshig o f aci |l itate and monitor t hheougmast er p|

thepresidenb s chai.r manship
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4.1.9 National Cybersecurity StrategyNCS)i1 2014

This policy sought to protect critical information infrastructure, and prapogsean
capacity interventions needed to sustain such infrastruatimelablysinceK e ny a 6 s
governmentelies on a common lihfrastructure to enhance efficiency and effectiveness of

government services.

4.1.10Draft National ICT Policy (NICTP) i 2016

This policy aims toreviewthe 2006documentdue todevelopments in the ICT
sector includinginternet of Things (loT), big datandOver the Top (OTT}erviceslt
proposedo support the entire public sector with highality ICT infrastructuréhrough
PPH; instituting innovation clusters to generate a critical supply of highly skilled technical
personnelandsupporting humanesource development and capacity building and ICT
training MoICT, 2016,p.13).0On egovernmentthe policytargetsa resultoriented,
efficient and citizercentred government prioritising automation of government services and
the extending Huduma servg® counties (p.45)CTA is proposedo oversee
development of integrated ICT projects (p.48). The policy msommendshe creatiorof
national ICT professional bodies to foster professional ethics, standards and human resource
development in the sawt(pp.4950). The MoICT, NCS,andICTA are also talevelop an
M& E framework to ascertathepolicyd snpact.

4.1.11 Reports on National Values and Principles of Governance (202315)
National values and principles of governance include good governaremgity,
transparency and accountability; and sustainable developRelit 2010 Article 10). The
Constitution mandates the President to annually réperheasures taken and progress
achieved towards their realisation (Article 1L3Pe 2013reportmentionsthe development
of Huduma, an initiative bringing together key government agencies to offer multiple
services under one rofir transparent and faster access to various Governmenteservi
(The Presidency, 201p,1650) The2014reporthighlightsestablishment of 12 additional
Hudumacentresasa key milestone acéved bygovernmentvith a commitmento extend
thecentres countrywid€éRoK, 2015cp.737. The 2015eportindicateshatthe PPP
framework has been institutionalisaddopeitionalised The Executive Office of the
President, 2016.1266§ andHudumacentres increased to 26, with approximaiely
million Kenyans accessing its serviceswés alsceestimated that the centres serve 35,000

people daily with ®5% excellentustaner satisfactiomate (p.1272)
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From the above review, it is discernible that Huduma isudput ofe-transformation
gleanedrom successivgovernmenpolicy instruments. The ERS for instance, suggested
the creatiorof clientoriented ministrieshe EGSproposed integration of government
services to provide a single point of access to these services, the 2006 ICTligelicy
MTPL1, envisionea resultoriented, efficientcitizen-centred governmerind decentralised
service deliveryHowever vague thesespirations are, there arencertedefforts towards
their realisation going bglevelopment of infrastructure such as TEAMS, NOFBI and
creation of infrastructure such as GCCN (Figure EB)mthereportreviewing MTP1, we
learn that amntegrated servicdelivery modelWwasadvancednd submitted to cabinet. This

panned out athe Huduma programme agplicitly highlightedin MTP2

4.2 Huduma Kenya Programme

This section presents data on ICT infrastructure, ICT industitpanresources,
institutions angublic valueon the Huduma initiative asterpretedby the researcher
through observation ammbnstructedy its users and managers

4.2.1Visiting a Huduma Centre
Throughouthe observationa poster at th€ity Square Huduma e n tentrarce
indicated that the duplicate ID system viragperative Inside the centrevasa spherical
reception arewith aboutl0 members of staffall conspicuously dressed lmanded
uniform. Like othercitizens, he researcher wagarmly received and guitl to another
member of stafissuingtickets from a machindxcept the first dayhis machine was not
functionalfor the remainingpbservatiorperiod The @ntrewasan air-conditioned hall
buzzing wth activity. Its population wasomprised ofdults from all walksof life and age
who waitedfor a serviceat the seating bayr wereatacounter A cyber café oppostthe
receptionvasemblazonedvith thep r o g r abamerdislosingits values (i.e.
courtesy, efficiacy, innovation, integrity anddansparency taglines sucta s ffidieat
government services availabletah e conveni encehefc afh®o6Adc i stdarzwein
strategic points within the centre are posters wicos¢entrange fronfi myone seeking
assistance or clarification on serviceglatluma, kindly askuniformed members ostaff
at t he cust ékmdytakenaticeesbrokiees ark ot and will not be allowed to
transact business on behalf of Huduma or any othersefvecen g o f f er edtoi n t he
Aonly a maxi mum oisaltlhowed npene perasche.s

Therewere53 counters at the sits shown irFigure 2 below.
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Figure 22: The observation site
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Counters 1 to 25 had display units above them. Except the first day, a number of these were
off during the rest of the observation. Above ithentity card (ID) section was a screen

running an advert. On the first observation day it also displayed tickets being processed and
at what counter. A public address system called out the numbered ticket a citizen collected
from the machine (referred & Qmatic); and the counter which they report to. The display
units above the counters flicker indicating a ticket that has been called. The Qmatic system
also had a fiveoption device (i.e. Excellent, Good, Acceptable, Poor and Unacceptable)

users are exgeted to use to rate a service.

4.2.2 Theii Mw a n a rexpdrience with Huduma
In this section, the researchercollatesp er specti ves by citizens
Hudumain terms of:motivation, speed, necessity of a mobile phone or the Intenmdthe
pr o g r abemafasdseir viewson theawarenessstaff skills, challengesf the
programme and its sustainabilayealsocaptured
Positive experiencesutweighed the negative ones with the latter featuring slow
service due to long queues anddequate stafissistance once at a Huduma centre
Participants whose experience was satisfagtaintained that thall-underoneroof
concept was less bureaucratamparedo traditional systemthey previously used to
obtainservices (i.egovernment fiices, MDA headquarters ejd-or exampleHU?2 stated

fil was impressed because | could get the atisthere. It was all inclusivanlike a few
years back where you were supposed to go to the police station, get an abstract, then go
backto a differentoffice; | like the fact that you get all the services at the right time and at

the same place.

Overall, users were satisfied with the speed it takes to obtaiceat the centtd~-GP6 and
HU2 argued that speed is dependent on the service one sdeksEticipants who had
reservations about the speed were those whedaghtthe ID serviceHU4 for instance
statedil n a scale of 1 to 10, 10 beimg the wor:
A common position among all the usarasthat they did not need the Internet or their
mobile phone to use the programmeparticipant however suggesttaat the mobile phone
could ease the quelike in eCitizen
A resounding benefit cited by all users was that Hudua | nt egr @aweed appr
time and reduces cost of traveliag compared to legacy sgsts of public service delivery.

FGP3 for instance, said:
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fAll the government procedures amntralised. For example, she talked about getting an
NHIF card, | talked about getting an ID, somealse wants to register a company, if you

are one person and you want toall those, you go to Huduma

In addition to improved turnaround timeketprogramme also provides equity and closes
avenues for briberydU6 arguedi Br ok er s ar¥¥o wn od a rpdots saxodheange
with an officer.The only exchange is documemts
It wasa nearconsensughatHuduma personnel aourteousa respite from the previous
overbearing face of government stéffost participants had ngualmsaboutthe skills of
the Huduma staff with arguments that it wen reallya contentiousssueas the
pr ogr apmoesséssatassic.In addition to observing most of the staff at the centres

are youthfulHU3 stated:

fiSkills is a technical word to use, it is not exactlkal-based type of job they do. They
have sufficient training at least to understand and guide someone on the processes. Itis not a

rocket science kind of situation.

All participants weralsounequivocal that the system downtime mma@or problem facing
the programme and ought to kgentlyaddressed=GP1lreasoned:

fiwhen the systemsaredownpu candét access several servi ce

that the IT systems are down yeé NHIF is working may be it i s n®mt the s

Other participantsuggestedwarenesslrivesfor first time userandincrease in the
number of staff and theentresA roundly embracedleaamong discussantgasthe need
for a mobile facility fashioned similar to the mobile clinics to repebple inremoteareas
FGP3alsoproposedhat thepublic addressystemcalling out ticket numbersught to
incorporateSwabhilifor all-inclusivenessFGP6 suggesteithiat on their own, the buttons a
client presses to rate a sieevare not sufficienio obtainfeedbackand citizen6 concer ns
ought to becaptured in more detail

Half of thestudyparticipantsattributed their awareness of the programme to TV
advertisements when the President fdlynaunched it.Others had been recommended by
friends redirectedby the head oftie, or even through happenstarasseenby HUG:

fil was walking in my rural town, the post office looked different. | picked a document to
renew my driveros | icence. As | walked towar

the othe counters .

Nearly all usersvereoptimistic the programme wilast principally ast serves thenterests
of the commormi mw a n a (tranklates to citizen in EnglistiU4 was howevedivergent
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arguingeCitizenhad seen some serggat Huduma centrg@ onlineil dondét t hi nk
Huduma will last ifthe Government decides to introduce biometdtghe moment it

exists because you have to be physically presdrave your fingerprints taken.

4.2.3 Digital transformation managers perspective

This sectiorpresentsiata obtained from #depth interviews with three managers
involvedinHud uma 6 s i m@Alcanmenpésiidwiasothat he pr ogr ammeod s
strategyis two-phasedas spelt out iVision 203® MTP2.Phase 1s infrastructurefocused
hencethelCT solutions running in theentreqe.g.LAN, power, UPSthin clients for
connectivity connecting staff to their baekd systems through a virtuasktop
infrastructure solution and t@MS used to manadarge groupy andPhase 2will see

digital channelsctivated(See Figure 2).

Figure 23: Huduma programme strategy
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DTML1 told me that in addition to a mobile application for those with smartphones, there
will be UnstructuredSupplementary Service Datd$SD) to cater for those with ordinary
phones. DTM1 and DTM3 also indicated that H
elaborate leadership structure headed by the President, who is the vision bearer and project
owner(See Amexure 10)

DTML1 also stated that Huduma operates from two active data centres (DCs) in
different geographical locatiorfsloud implementation) but is also supported by highly
centralised solutions (i.e. high end servers; CPU memory and storage; natdiork a

security). The centres connect to the DCs through WAN links leased from two
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telecommunication firms. These DCs are connected to the ministries. At the Huduma Centre
exists virtual desktop infrastructure thus there is no physical CPU but only peripheral

devices such as a mouse, keyboard and monitor (CPU is the high end server in the DCs).
USBs are blocked thus one cannot transfer documents. DTM1 asserted that there is so much
one cannot do due to the highly sensitive information Huduma deals with .-Fatiay
authentication login process was also highlighted with Huduma personnel only accessing

the programme to the extent of their clearance (esmcksystems). The programme also

deploys Unified Threat Management (UTM) which detects and prevents introgats
systemsDTM3 suggested that such robust infrastructure has to be available to ensure the
system is available 95% of the time.

The three managers informed me tlmeré are no direct staff from Huduma Kenya
asall are seconded from different MDAs to provide services atgh&es. DTM1lalso
informed me that the staff at the secretariat are young graduates with relevant certifications.
He alsoidentified citizens as users to the ICT solutioamely, theQMS toobtaina ticket;
screens indicating how queues aming; anda Customer Display Unit (CDWhowing
the counteandticketnumber whertalled He also described a customer feedback unit
where clients ratthe experience of that servid@TM2 intimated ttatthe observation site
servesbetween 2500 anB000personglaily if the networks are okay arttie services ar
running It was generally agreed thath e pr ogr amme 0 s govépmerdt i ve i s
services closer to the people so that they do not loavisit various officesDTM2
contending that having brokers at the centre Kkills the essence of the progessentd
thatit has reduced malpractices.

DTM1 informed me thatthergovernmentiepartments have played a key role.

ICTA for instancejnterlinked Huduma with all the ministries by connecting its data centres
to the GCCNTheministriesalsoprovidethebackend systembludumaconnects to
Suppliersand manufacturerdeliver, implementcommissiorand maintairthe

pr ogr amme 06RBTM2 exémplifidd this gsing the cyber café located within the
Huduma centre that is outsourced to a private company.

According tothe managerdeadership from the CE@amwork within the ICT
personneblnd other departmentndthe support ofback officesare key factors for the
programme succesBTM2 calledfor backup measures to minimise situations of network
downtime and failure and suggested that maintenance ought to be conducted over a
reasonable time. laddition to aractive social medipresenceDTM1 told me tha®4-95%
of the client feedback rate the programmeyxaellent and thahe prograrmehas also been

fetedfor best use DICT in the public sector and customer service institutitowever,
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DTM2 indicatedthe programme was getting a lotasiticism at the timedue toanID
systems upgradipat had taken over three weekscording to himmwananchimay not
knowthe working arrangemenketween Huduma artle MDAs. Healsoacknowledged
that social media may not be sufficient asda the lerly citizensare concerned and
suggested theeed to put notices on radio, TVs and newspapers. DTM3 indicated that there
are plans to initiate outbound campaigns to follow up on client feedback.

DTML1 also informed me that Hudunsaevaluatel on how theservices are be
offered andnfrastructure is performing, including its reliability and availability lsv&he
researcheconfirmed this on aisit to Huduma setwork operations cent(&lOC) where
one is able to have visualisationfssome ottheseelementsas illustrated in Figure 24
below. Thecentralised architectuensures threatreneutralised centrally through the
UTM (Screen 1prtimely identification ofnetwork glitches a& specificcentre(Screen 8).

Figure24:Vi sual i sation at HuduemedNOCnet wor k oper
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4.3 Insights onPolicy as an Element oDigital Transformation
This sectiorpresents kegata obtained from tdepth interviews with 11 policy informants
pursuing the constructivist methodological approach discusgeldbipter 3 The section

uses a coding approach to presentation of thestadg dataTable10).
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4.3.1 Government e-transformation hasa mixed record

Informantswere generally divided otine state ohational government-e
transformation. Itvashoweverpalpablethat it is not ahead of its timAnother set of
intervieweedheld the view that it is a mixed recoithis was attributed to its
implementation where pockets of agencies have done well whereas various areas still have
disparate registries that need automat@imerinformantsstressedhatgovernment e
transformabn is lagging PINF5andPINF6argued thaVision 2030 had envisioned
advanced -government structurdsy now. PINF2 sentimentsalbeit ominous, had
vestige of optimismiiWe have 400 years to go. Given our resources and national mind set,
you could blane it on history. This is not bad, every society has its own time to mature and
probably reach its apéx.
PM2 believed governmentteansformation in its present state is riddled with elitism

wherea®?INF7 claimed digital transformatioim government isniconsistentShe opined:

fiThe problem with inconsistencies is you can have many things done. | am not convinced
we are doing it the right way. We have to see how they come together. Once you create that
picture there is also the syneftgy

4.3.2 Impact of policy ondigital transformation

Someintervieweesagreed policy has had an impact emmaamsformatiorafter
reflecing on some of the benefitpvernment ppgrammes have availed. HowevieM1
andPINF3suggested that the government lacks thitalo anticipate technolagal trends
makingpolicy lag behindandor exist tosupportexistingtechnologyPINF3alluded toa
fragmented wy of looking at policy matteys what PM2 descri bed as

~

il

thetreesa common | eaning of Kenyads public poldi

by other informantsPINF4 stated:

fiwe have an ICT policyanICT authority, the regulator, private sector players and big
elaborate instrumentsdepartments also develop thewn IT strategies. Sometimes when
you see very elaborate systemfigat even tells you people are not cleandrat needs to be

done .

Thoughacknowledging that policy is an instrument that defineetigpicturefor e-
transformation initiativeand provdes a guiding framework to the pictuli&e other
informants, PINFZvasnot entirely persuaded that policy has had an impact on e
transformation; argumentangedfrom e-transformatiorbeingan implementation issue

(PM3; PINF2Z PINF3 PINF6); or weak bureaucratic, economic and political interest in
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executing ICT policy (PINF1)A cogentyet controversial viewwvas that oPINF2who
contended that policy is an ideal towards promotitigaesformation bubn closer scrutiny

it doesnot

fiPeoplecharged with implementing such polices are older in age and may not necessarily
understand the transition to digitdakers of public policy in government institutions are
likely to be young, intelligent and recent graduates from university who haveidiess but
the persons implementirigare guys who are archaic. What follows is a series of obstacles

deliberately put to ensuretransformation not take plage

4.3.3 Hindrances togovernment etransformation

Human resource @pacity. DTM3, PM1, PM2, and PM8&lentified human resource
constraints as a challenge in implementisga@sformation programmes desqite ICT
masterplanidentifying thelCT skills neededo sustain g¢ransformation initiatives?M1
faultedthe ICT training inthe universities and collegeging adifficulty to place graduates
based on their grounding specificlCT issuesNot i ng t hat the idea of
off, he argued that universities ought to be empowered to teach and develop capacity on the
specific skills needed in the economy. He statedithas much afCTA is making efforts
towards this through the PDTthere was no need for government to do it as its core
business is public service and the private sector can deliver it betilereto conduct
change management to transitlwoth technical and end usénso etransformatiorwas
alsoidentified asa bottleneckoy DTM3 andPINF7. PINF7however stated that the only
time change managememtay not be necessary is whiemplementings o met hi ng t hat
in exactly into how people live their lide

Lack of holistic planning. PM1 stated that transformative programmes cannot
succeed without thinking through all the issues that may derail the prograoweger
right the ideas. Healluded to a dearth a#nd to end planningayingi Our pol i ci es |
the resource then we plan with it. In my opinion we should look at the need then plan the
deed PINF3doubtedwhether the right people are involved in all the stages policy has to
gothrough. Citing the cdwess solutiorior public transporthearguedhat involving the
key people who will interact with the policy makes it eagdamplement

Policy mismatches PINF3informed me thapeople trusted with policies at
implementation aren most cases unwilling to implement thede also posited that a good
policy should provide some scenarios or options for instavivenX happens whathould
be don@ Somethinghe feltis a major drawbackn current policy PINF2 stated that policy

is drafted in a technical higminded manner with undue regard to the commerananchi
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PINF2also indicated that inaccessibility of policy to both institutions and people is a

hindrance and in most casess tied to unawareness of iexistence. PM2 intimated that
policy in Kenya is usually created with the aim of creating a job in most cases for the
drafter She also stated thidte people who design policy account 766 of the population

leading toa mismatch between policy and liga

Selling etransformation as ahype. PINF1 andPINF4suggested that government
e-transformation effortsakethe approach of being sold as a fashion and not as a service
leading toshorttermsolutionsUs i ng K RA O s (iTax(as arseyasnpled ans
programme done quietly and not as something fashiorRiNé1statedi | f we t ake e
transformation as a fad, you will be in a hurry/fast food mode, because you want to
showcase leading to very nonrable solutior .

Vendor pressure.PINF4stated thagovernment is very procuremefioicusedwith
any public problem havi ng onwendasyeirayalgkadtofe c h n ol
the curve promise andqvided they have been paid you never get to see dgam He
alsoexpressed reservati®on whetheranyoneever independently audits whether what is
bought is what is requireaf the full cost of implementation, cesffectiveness of IT
systemr challengeexperienced elsewhereINF6 citing the laptop project as an
example arguedthat most peopleaw procuremerrather tharequity in the contertteing
provided to every Kenyan child

Policy has not been at the right levelContrasting the aforementioned views of
PINF2 PINF5suggested thd€CT strategy has not bea the right lgel with the top
leadership in ministriekeaving it tojunior ICT officers in government who have no power
and strategic view.

Entrenched interests Like PINF1, RNF5 contended that there are very many
entrenched interests in government opposeathémging systemia the form of gatekeepers
who feel Anif you take this online, what is

Funding. PM2 contendethatmoney is the delicate balance between resources and
implementing a social policy such asransformation. This viewoincidedwith PM1 and
PINF6who alluded to overreliance on the treasafgrmed by the notion thdhese are
government projects yet the bulk afch fundingis mostlyspent oroperationsas suggested
by PINF3 DTM3 also indicated that Hudumali®0% governmenfunded and is thus not
immune to budgetary constraints. A delay in release of funds by the treasury also delays

disbursements to contractors and suppliers on time.
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Lack of political goodwill and follow through by the project own@re cited as a
hindrance by PINF2 and PINF7 respectivélil2 also alluded to a deepoted culture of

lack of reflection as a society on policy issues that would inform its evaluation.

4.3.4 Interventions for desirable e-transformation outcomes

Executive leadership A common position among all informants was that e
transformation ought to be driven from the,tppeferablythe PresidencyDTM3 reasoned
thatexecutive supporat times pushes people.its absencepeople tend to delay and treat
the programme a® o o d t @INFlaeasened thatteansformation in government is
not something outsourced to a minister but ideally located and led from the presidency
According to him

filt is a very political procgs because it changes the way business of government and that of
the public is done. This affects so many interests that are vested in the way things are done

presently. If you outsource it to a secdrut political leader, it will dié .

PINF5 alsor e a s 0 n ended soinabody central saying once you automate, the whole
government say Huduma centres for instance, will come here. For that to happen high level
decisions have to be mad&lonethelessPINF7 argued that the President has to choose
someoe to champion the agenda for him as he may not be available on a day to day basis.
Favouring theoffice of the chief of staff and head of public senticdead the agenda, she
argued that-@ransformation being a holistic affair means dealing with diffe@abinet
Secretariesa n d yoil inake one of theabinet secretarikssh e head, t herebs
vested .interestso

Synergeticplanning. PM1 andPINF3calledfor synergetic planning where
government bringall relevant stakeholdeese together tholistically think through whait
wantsto dowith emphasis on public participatiddM1 reasoned that thssves money and
time in the future as opposed to doing projects for political mileage or to achieve quick

wins. He stated:

fiThe challenge we hawes a nation is not really to aspire for what we want to achieve but it
is to plan today, invest today, and sacrifice today so that tomorrow we can achieve tha

which was our dream yesterday

Capacity building and training. A number of informants recommended the need to
build capacity for @ransformation initiative?INF2 proposed the introduction of a course
in the high school and university curriculum on the neeel,amsl scope ofgansformation

programmes or policiegublic education on the benefits, and sustained development of the
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ICT sector in its entiretyDTM3 proposed training people pmssas the necessary skills to

on board into g¢ransformation making # total transformation such that they become part

of the change procedde arguedhat human capital demands somedrgecontinuously

developed. PM1 thougincertairwho would do it, called for anwit of the ICT skills

requirement in the Kenyan econonlNF3wasalsoemphatic on training policymakers as

they are the champi onpsliciesfsoasio makriah policiehrealistco u nt r
and implementable.

Evidencebasedpolicy. PINF3andPINF6were categorical that government needs
to leverage on research in enactirgassformationPINF3 argued thaGovernment tends
to be reactive rather than proacta®it makepolicy based on what is happeniag
concern that was also noted BINF2 Using theKNIM (2014) argument that ICT wilbe a
standalone sector by 20IHINF3 argued, thathisis a dream as the sector is currently
plagued by a lot of challenges and has not been able to sustain itself yet 2017 is just months
away. According to him, government ought to sell initiatives to people in proactive ways
that will convince them that initistes will payoff even if it is in the future. PINF3 also
suggested that no bargaining should take place with the exchequer unless an MDA has
demonstrated the viability of arteansformation programme.

Learning. PM2 advanced the need to foster a cultdriearning. She reasoned that
some of Kenyads policies maadesstillrelevartodayas6 0 6 s p
they were based on strong research. According to her, learning geared tewards e
transformation would encouragenartpolicies suctessS a o P a-wakt® masagament
and the Parisian sewer system where optic fibre cables run. AccordrigR@, the idea of
Huduma coming up with a card in its strategy shows there is no lgéarrtsxcashless
transporicounterpart having failed. Supporting her arguments, she argued that managers of
e-transformation projects need to have the conviction that the initiative will actually resolve
aproblem.

Policy on digital transformation must align with the people PINF3reasoned that
onthe governmerit s  pC& hat heen more on automatimdnich is a technicatather
than policy point of view. According to hirthegovernment is answerable to the citizens
on how etransformation policy is going to assist théPiNF4 contended that-
transformation programmeteliver efficiency when they are based on simple effective
platformsbased on what people are already doing, using and are comfortablE N6
reasoned that the community is the biggest assetransformabn as they might not have
the cash, but they have the sweat captadl sustainabilityHe reasoned that systems are

sustaidby the citizen seeing there is value. P8lizssed the need fgovernmento
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enactsmartpolicies. Such a policy has three qmunents: Regulation; integration (which
brings together what you have and potential for the future) and social engineering. It is the
latter where transformation exis@hestatedt h adlicy mysst be aligned with the people
and not the other way round @zanging people is difficudt .

PINF5 stated that-government as a subset of technological transformation has to
Al i ve wh,e o e praketicdl aspassible in terms of understanding what a
mi ni st r ywe®ae apdrthercaatensting themt practical to protect vested interests.
Citing the Konza Technocity as an example, PINF4 arghadbuilding a cluster is
extremely difficult and focus should be on building something for which there is a need.
These sentiments were consistent with thaigeéM3 who argued that a smatrt city cannot be
originatedwhere infrastructure is abseafj)d PM2 who stated that the real needs in a
society is what drives-#ansformation and technology should respond to this r&esl.
stressedthat t echnol o@y emws t hfit hieegxi stingod so
cover the weaknesses

Public private partnerships. PM1, PINF7andPINF6 proposed the need to address
fundingof e-transformation programmdsy leveraging théusiness communityirough
PPR.

Businessprocess reengineeringBPR). PINF5suggeste@ coordinated approach

acrossMDAs by the Ministry of ICT so that systerfislk to each othérand not hag

situations where every si ng@Heargnedthatthis er i A
would be possible through BPR along the lines of I&mother view was thatf PINF4:
Ailf you do not fit technology to purpose the
cases when IT systems comegiint 6 s al |l about selling gover nme

software. They are not integrated in the thing that will make the most éhange

PINF7suggested that e n ypali@ysissuestem fromlack of understanding of what we
want to do. Shagreeablynsiged that when doing digital initiativegovernmenmust look

at it from end to end.

4.3.5 Digital transformation versuspolicy aspirations

The general feeling among all informants omether programmes have achieved
nationalpolicy artefactsaspirations, was varied. DTM&knowledgingHuduma is living
up to what was set up in thésion 2030 policy documentalled for awareness drives on
what needs to be achieved so that stakeho{derisiding citizensknow their rolesPM1
reasoned thaiolicy envisionsa knowledge econontirough infrastructure such as the

fibre available throughout the counttigoughit is not sufficiently used PINF2 pointed out
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that the scope ofansformation is much larger than perceived and that the programmes
hawe fulfilled such aspirations in a very limited and minimal manner only for the immediate
users (e.g. suppliers) and not the broader public. His view cothaidle that of PINF4who
argued that some programmes have to the extent of public service. Haweasmot been
carried throughout the course amdnore of who is in which office to ensure that it works.

PINFs sentitelmgnt s wer e

fiYes and No. We are happy to see a lot of things taking shape. H@hmraserves
30,000 citizens per day as opposedndsolated way of doing things. We have also adopted
cashless way of doing payments through IFMIS yet the same system is being used to pilfer

funds through alteration of recorals

PINF1 contendethatthe asamption that technicallgompetent policy such as e

transformation will selsell is a falsehood. According to him, the soundness of policy
should be judged ®Hestressadhaffia policy treatncannot reebgate i t y
vested interests succ@ddy is bad policysinceits implementation strategy has not been

thought through be further reasonedthét@ ol i cyd6s main role is to
only choose from options that exist and those options have interests around them so you

have to offend those interests

4.3.6 Citizen empowermentfor e-transformation

Most informantsagreedhatmwananchhas the capacity tiakepart in e
transformatiorhoweverhe isnot empowered enough to take up such initiatiPéNF4
descriledhuman capacity as a demand and syysple constraint. Heeasoned that apart
from a radio and TV the only other basic gadget Kenyansisavenobile phondHdowever,
infrastructure may not be available to enable them use devices because the more services
the more sophisticatiehe device whose income may not be avddaPINF5wasalso
sceptical that Kenyans are empowered citing the lack of adtidds7 stated thaifithe
aptitude for adopting and adaptitggtechnologyexists whatis necessary ian erabling
environment® empowecitizen®. PM3 opined that ICT policy prescribes access and the
revised policy would emphasise it in terms of availability, affordability, accessibility,

awareness and ability (skills).

4.3.7 e-Transformation anddigital Divide
Fromargumentsadvanced by informantpolicy has not addressed digital divide.
PM1 argued that the cause of digital divide is the means to akfsealsocited electricity

as an overlooked element in the digital divide debate arguing that comeauretefit
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through such complementary infrastructure, a \ieat wasalso held by PM3PINF3
contended that a number of policies exist to addites digital divide issue (e.g. community
centres whre people can access computéfigalsoargued thathelnternet is becoming
affordable with fibrebeing deployed to the counties. However, according to hooilen
phonesmay becheapewet still expensive to the rural peoplée hopedanemphasis on
PPPwill address thiPINF2was emphatithat

fi Wlike theoversmplified notion that divide ibetween those whknow and those who do
not; there is the divide based on whereitifeastructure is for instancarban centres versus
the ruraj anda divide based on knowledge and skills with peayie know how to operate

an ICT equipmenbut do notknow how to acess government serviceslioro .

In his reasoning,@ernment dransformation must recognise such compiesiof divide
PM2 also contended that majority of Kenyans are good on soci# imeidstill deficient to
use the Internet for innovatioRINF4also contended th#te digital divide in Kenya is real
in terms of urban and rural dtethe infrastructure deficthe government needs to pull into
the rural areas. Halso statedhatfinformation is available on a differentiated basis,

governed by wherenelives and thé& incomed.

4.3.8 Policy and public sector institutions

It was generally agreed that institutional collaboration isdsgovernment €
transformation is a multiagency affadTM2 and DTM3 informed me thaduduma is not a
talk-down approackinceparticipating nstitutions are involvedtthe onsetmakingthem
keen to see hotheir objectivesare metwhich is also key to enseiservices are delivered
as per Hudumads s BEM3wredited th8lIETPi 2008 foyseting ar t er
parameter which institutions operate.

ICTAG s cowd net begnoredduring the interviews. HowevePINF1contended
it appearsot have enough muscle within the architecture of government to drive clhange.
his opinion, nostinitiatives by governmenhtstitutions have succeeded in spite of the
authority.This he peggetb the leadership of those institutiaihatis keyfor the ransition
toICT.Al l udi ng t o Rwaentlicadodded Sppraache he drguedks e

fiPerhaps Kenya is such a plural and diverse society that the big bang approach may not
necessarily workwhich then means that institutional autonomy needs to be el

with a competition of sorts among governmbad positive ICT initiativesThatway, you

may end up bringing everybody on board event
policy should speak to. Are wetwaneeda soci ety

disaggregated intervention strategyher than a unified strategy?
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PINF3contended that despitegood working relationship between ghaicymakers and
implementersthere is no control in ensuring that what was preferred has been
implementedThe implementein most casebeinga differentagencythatmay choose
whether to implement it or ndiimilarly, PINF4 noted a penchant for creating a lot of
institutions arguig it is a big faw on who is really in charge and leadstodash in their
roles.

PINF5opined that the issue of bloated institutions is a political discussion.
According to himamuchneeded philosophical shift to be internalised by top leadership is
that government existto create jobss opposetb giving people direct job$le stressed
thatthere ardoo many institutionseading toduplication of roles, anthusinefficient
Equally, PINF6 concededo duplication in public sectdslamingitonbhe@ ver nmilwnt 6 s
management that exists deliberately ygogernment was to break those walls.

4.3.9 Emerging issues

4.3.9.1Monitoring and evaluating etransformation.

PINF4 stated thathe current complexity of evaluation in governmisrdue to
duplication. Heasserted thdatowever pervasivélM&E does not feedback in a way to show
it justifies its cost and also to tell you that people use that content to improve how work is
doneod He proposed thafl&E should be stablished as an end in itséfiNF3reasoned
that innovative ways ought to be outlinecettsure there ia coordinatedvay of doing e
transformatiompolicies. He proposed the establishment pbkcy authoritymodelled in
similar fashion to th€ompettion Authority. The mandate of such a bodl not just be
confinedto ICT maters butcutacross all sectorSuch a bodycouldalsodirect that each
policy to be ma&, must besupporéd with evidenceandalsoconductthe M&E. PINF3
also suggested the need to createechanisnto track what is happening in a given area, at
the click of a buttorstating

PINF8told meof plansthat areunderway to launch a dashboard similar to the e
ProMIS called eNIMES which the President will bébke to click and see the status of all
the projects in the entire country. A major challenge he highlighted facing M&E in Kenya
wasfunding. Drawing comparisons from a similar function in South Africa, he pointed out
that their budget for M&E is equivaletd what the entire host Ministry in Kenya is
allocated in the annual budget hence relies a lot on donor support and development partners.
Heindicaked that legislation is currently underway to empoweMi& departmento
obtain data from MDAs within peeribed timelines failure to which consequences may

ensueThe department aldaceshuman resource constraints with staff already trained on
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M&E being transferred to other areas of the public service but not necessarily for that role.
In his reasoning,reideal situatiorfor M&E is to havesectorbased divisions each with
headand staff attached to. PINF6suggested that in addition to the community, the fourth

estate is a better monitor of transformative programmes.

4.3.9.2 Prioritisation.

PINF4assertedhatgovernmenbught toidentify services it provides to the people
most frequently and in bulland automate those thetow the greatest demamctcording
to him, fie-government should start where it would be more justifiable to as®liiot
where most money will be sp@énA furthersuggestion he made was that governmasng
matter of policyshouldemphasise to itdepartmergthatit he exi st ence of | o
outside our office does not show you are important but ineffizi®tNF5also reasoned
thatgovernmenbught not tcautomate every single inefficiensyncefiautomationis about

eliminating certain bureaucratic processes because there is a direct way

4.3.9.3Digital transformation is not aboutfi t phgsicalo.

Using the DLP as an examplRINF3ar gued t hat government s
conceptualising things is physiad#le to the need to impress the pubiiating its ability to
track emerging issueBINF4for instanceargued that governmeaverbuys equipment
withoutinvesting enough in establishing systems to enialiéeract well withmwananchi
in a more sustained wakle statedthag over n me nt o u glmatare thethirgs k it s
we do as government that are important to Kenyans and we can do through i@t
fwhat are the shiniest things we can buy that can give the impression that we are a digital
gover nment ? 0 céiemdéedlthatrad aycountieMi2 obsessed with gadgets
(e.g. laptops for kids et c.)xistinit3eordeniosbd ogy d
stated
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4.4 Chapter Summary

This hapter presest rich tapestry of findings drawn froboth primary and
secondary sources. The former was presented in form of results out of an observation
conductechtthe HudumaCity Squarecentre a focus grougnterview with the
pr ogr amme 0 sdepthsirgerviewsavithdkey informants close to the processes of
public policy, etransformation and implementation. The secondary findings presented were
drawn from an examination of selecteational policy instruments dating back2@03 The
researcher also organised these findings into themes that weave into the framework
identified in Chapter 2Figurel6).

In thenextchaptey the researchamalyseshese findingsand the issues they raise using
this framework This analyticalexercise enables the studyréspondo the research
guestionsdentified in this studylt is also noteworthy that Huduma as atransformation
programmeywasa flagship projectontemplated iisuccessive governmepolicy
instrumentsShouldgovernmente-transformation programmeisereforestrictly bear the

fiflagship projecbtagto succee@
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Chapt erMakKii wmwey: SPeonlysaes do fDi gi t al

Transf onmeahkkeom@ont ext

In thischapteythe researchescrutinisesey findingspresentedn Chapter 4and
discusses themeaningsand how they tie back tderature Overall, e unitsthat fall
within the ambitof analysisarepolicy andthe digital transformation ecosystéRigurel7?)

structured around the Huduma programme.

5.1 Recapping theTheoretical and ConceptualFramework

The twopronged framework for effectiveness of public policyestnansformation
in governmenthatfirst appearedh Chapter 2dentifiedspecificelements that constitute
the digital transformation ecosystel@T Infrastructure, Human Capital, ICT industry,
application of digital transformation (e.ggevernment), policies and institutioftdanra,
2016&). The frameworkFigurel6) wassupportedy a raft of works thatonsideredhe
payoffs of such transformation the public sectofor instance, public value (Gupg al,
2008; Cordella & Bonina, 2012; Bannister@Gnnolly, 2014; Otieno & Omwenga, 2015)

Literature also suggestéht policy drives gransformation Cordella & lannaci,

2010; Kaneet al, 2015 by creating an environment that may enhance or hinder how the

other elements operate (Hann&&mmer, 2014Hanna, 2018. To ascert ai

effectivenessn this role literatureconsideedthe digital transformation programme
(Dzidonu, 2002; Kakabadstal., 2011). In addition tononitoring and evaluation
mechanismg¢Heeks, 2005Abrahams& Burke, 2012; Munyoka & Manzira, 201,3)
McConnelb €010b)frameworkwas identifiedto provideasimplified way to analyse
policy asa programmeThis would addres$ie gap identifiedn literatureon theabsencef
aframeworkto provide a strategic alignent between policy andtensformation efforts in

government.

5.2 Research Questions

This study posed key questions to guide the rese@hehmain research question
was:How effectively has public policy contributed to the implementation of digital
transformation programes at the national level of government in Kenya?

To answer this question, the study brokdatvn furtherinto three segments

i. Howisgovernmente¢r ansf ormati on characterised

environment?

n

pol

[
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ii.  What elements gfolicy enable or inadvertently create barriers-tcaasformation in
government?
ii. How should existing digital transformation policies in Kenya be strengthened to

ensure their effectiveness?

The findingsin Chapter 4 have effectively responded t®gbcondsub-question. However
sub-questiors (i) and (iii), requirein depthreflection betterunderstoody analysinghe
findingsbased orhe issuesheyelicited. Only then will tis studycertainlyanswerthe

main research questi@md makenecessaryecommendations

5.3 Policy and e-Transformation

Summer (2014) suggested thabjic policy outlines the scope, rewards and
sustainability of the gains a society expects to reaie &transformationThis informed
t he st udy 0 s coasgl@ngacesaditextifpoticy documentand how they
addres®ach of tke elements in the-tansformatiorecosystenassummarisedn Table12

below.

5. 3.1 i lastl amaltsi ebmdrsformaian e

FromTable12 below, policy instruments reveal that the push faransformation in
K e n ygaw@raments driven by the quest to hadecentralisedgfficient, andcitizen
centricserviceghroughreinvertion in the service delivery system of government
(Asgarkhani, 2005; Tapscott, 2018Yhile various MDAshaveimplemented systems, they
arestill disparate and unlinked leading to duplication and wastage of resources; a scenario
MTP2describech s 1A iosfl aanudtso mat i o (@GoRK, 2R008p.Q6). Pdiciesme n t
thus envisage thalhe Kenyangovernmentigital transformatioris tobe achieved throug
integration. Efforts towards thiategration appear tiirst take place in 2011 when we learn
of an integrated service delivery (ISD) programme that had been initiated and a memo on its
justification submitted to the Cabin@tiDP, 2014, pp.4@17). This later became the
Huduma programme as prioritised in MTP2 to podenefficiency, quality, speed,
convenience and dignity in public service delivery (GoRK, 2013, p.30). This is consistent
with the reasoning bidanna and Summer (2014) thag@vernment must consider
efficiency and resource management through simplifiedreengineered government
processes; and improvement of public services by reducing transaction costs to citizens

through the onstop shop concept (pp.2ZY).
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Table 12 Elements of digital transformation in policy instruments
Policy | ERS(2003) | EGS NICTP VISION 2030 JM (2013) NBS (2013) CKM (2013) | KNIM NCS (2014) | NICTP
(2004) (2006) MTP1 (2008-2012) MTP2 (2013-2017) (z014) (2016)
Element
e- Efficient, Integrating | e-Government | Make government Established Huduma Knowledge Public value UiD to Result-
transformation | client- government | to improve citizen-focused and Kenya Integrated from digital through one consolidate oriented,
in government | oriented services for | internal results-oriented; Service Delivery environments stop approach | government- efficient and
ministries a single efficiency and Integrated Service Model; real-time online | to enhance to deliver 80pc | wide IT citizen-
point of quality of Delivery (ISD) monitoring system government public services | programmes. centred
access; public service programme developed | proposed. efficiency. leading to an government;
services to delivery; result- | and submitted to improved extend
fit the way oriented, cabinet in 2011. whole of Huduma to
citizens efficient and government the counties
want to citizen-centred (WoG).
access them | government.
ICT Tax ICT Provision of TEAMS operational, 891 of 2100km NOFBI | Expanding NOFBI targets | Fifth undersea | Wireless Protect Data
Infrastructure | incentives equipment incentives for NOFBI halfway laid, creation of USF, fibre optic 50,000km, cable to broadband government centres,
on ICT standards, ICT complete despite low data centres, fiscal network. building of 2 | supplement the | ework to common IT broadband
. s s T y current four to s
equipment, network infrastructure, utilisation, GCCN to concessions to promote neutral donhie be infrastructure. | deployment,
TEAMS, connecting | high capacity bridge “islands of local software national data country’s developed ICT-friendly
NOFBI & government | national automation”, affordability, centres and capacity. and a tier-2 tax regimes
liberalisation | buildings. infrastructure to | LANs&WANSs, and establishing Public Key increasing Government on devices,
of telecom enhance service | zero rating ICT Infrastructure (PKI). submarine Data Centre PKI-enabled
industry. delivery. hardware. cables to 6 (GDCO). security
through the services.
private sector.
Human Capital | ICT Basic, Integration of National ICT CoEs to | Setting up National Technology | Quality ICT Public value Life-long
education operational | IT into the develop critical mass ICT CoEs, a skills institutes to standards for development with 50% learning
and training, | and school of HR to be set up. audit to align training empower higher clusters, and adults through
and technical curriculum. to demand proposed, youth and education development accessing an digital
integrating training for | Establishment PDTP launched in innovation curricula and of skilled e-service literacy
IT into e- of National 2013 saw 100 centres. assessment of | human and 8 out of programmes
curriculum. | government | CoEs, graduates recruited. core technical | resources for 10 users to existing
services; enhancing Increasing programs the ICT sector. | being “very workforce,
Government | capacity for HR capacity | Digital satisfied™; ICT training
training research and in ICT literacy, Creation of for political
programmes | development in through creation of CoEs to decision
tohavean |IT & improved multilingual develop high makers,
IT encouraging IT ICT and publicity end skills & establishme
component. | training for education content and an ICT ntof a
decision- deploying professional national
makers. mandatory use body. CoE, and
of e-services. innovation

clusters.
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Policy | ERS(2003) | EGS NICTP VISION 2030 JM (2013) | NBS (2013) | CKM (2013) | KNIM NCS (2014) |NICTP
(2004) (2006) (2014) (2016)
MTP1 (2008-2012) MTP2 (2013-2017)
Element
ICT Industry PPP Collaborate | PPP in ICT Called for finalisation PPP to be Proposed Stimulation of | PPP where PPP with PPP for
legislation | with other | development | of PPP framework operationalised. enactment of | PPP within the | private sector | favourable ICT-enabled
proposed. government | through an PPP ICT sector and | build and incentives systems.
institutions, - I .
sifid i enabling legislation. promotion of | government and tax
biisinass environment, government funds. breaks.
community. | development buy in.
partners, Sub-standard
investors and delivery would
operators, see vendors
consumers and and partners
users, ICT penalised.
professional
bodies.
Institutions Commission | GITS, e- High level ICT | MDAs, Planning MDAs ICT ministry, | ICT Ministry, | ICTA, NCS, | ICT Ministry | ICT
for stalled government | leadership and | ministry to track policy, VDS, creation | KICTB, PMO. | CA, KENIA. Ministry,
projects was | directorate. | championship, | programmes& projects, of a new NCS and
proposed, NCS would NESC would advise institution for ICTA to
NESC and remain policy | government and liaise public ICT develop
planning advisor on ICT | with the private sector. infrastructure, M&E
ministry. matters. M&E by framework.
government
unit
responsible for
it.

Source: Author, 2016
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The findings also allude to a ostop approach through an improved WoG approach to
enhance public value in government services by consolidatintpesttti egovernment
processes through reengineering and integration t&tmpenonstop service models umgj
the UiD concept that would lower the operational costs for MDAs (MoICT, 2014, pp.52
55). Intervieweesuggestedhate-transformation in government lags because of this
disparate nature of governmenitde systemsPINF7for instancestatecthatgovernment
does more computerisation thautomatiorwithout looking at thingérom end to end. She
informed mehat even at Huduma, there a#uations where one is sent backhe
mi ni stryos alphysidalfileaobéaccessed$the backend system igligitised
only to some exteninhibiting data analytics or what PM1 called data miniRgr exampe,
the ID service that had been inoperative for three weeks at the Huduma site, is traceable to
an agen-endsystenbTaisikdiscernible fronPINF40 s  a s thae Hutuma n
might have ensured services amdidered efficiently howeveit hasnotreduced costnd
thusremainsa replicated system to bypass a blockasghe traditionalnational registration
bureaus for ID ards stillexistCoul d Hudumads c infactteenfdcade nt egr at
alluded to byyong and Koon (2003), Ciborra (2005) and Hanna (2010b)?

A possibleexplanatiorcould bethatgovernment decided to implement a proposal
previously deliberated by the Cabinet. It is noteworthy khat n yimcdngdbent president
who oversees Huduma, served as Kenyads depu
around 2011. This suggests Huduma &dohgterm perspective as per the views of Hanna
and Knight (2012) who reasoned that its contrary could result in isolated and unsustainable
systems that make a WoG transformation untenable. Hanna (2016a) posits that a WoG
approach encourages informatimaring across agencies centred around user needs to
overcome silos, duplication and fragmentation.

Thedata suggestetthat the Official Secrets Adf 1968inhibited digitisation of
public information.They alsoproposedegislation to recogniselectronic recordéGoRK,
2009,pp.3633). Thiscould probablybetherecently assenteficcessto InformationAct,
2016 However, a opportunity thegovernmenhadtowardsthis integrationwasthrough
the NDRSidentified in Chapter 1. ltquiet @llapsehowevemmeans thathe government
A i s | ohautdnsation persst. Curiously, integration of government systems was a priority
in thenational masterplaset to lapse in 201(Figure21). This is a situation that must be
attended to on prioritgsHu duma és di gi t al channel s will mo

integration
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5.3.2 Infrastructure deficit widensdigital divide

Infrastructure is a foundation of a vibralgital transformatiorecosystem as it
serves unconnected populations who can be reached through universal access (Hanna &
Summer, 2014)Policy appeasto have favourably considet¢éCT infrastructurehrough
installation of TEAMS, NOFBI, GCCN(Figure19) and data centres that supipihe
Huduma programmdt further propose additional undersea cables to increase the
count r y odespite sgheirdoeutilisagion (MDP,2014, p.43)a view sharedy PM1
who argued that the business community ought to create value out of the infrastructure
government has invested iHanna and Summer (2014) contended that for digital
transformation, policymakers must emphasise on diffusion if ICT razidsionthrough
universal access and nationwide supply of broadfgmd4 88). Asked whether policy has
addressed digital dividea number ointervieweesalludal to aninfrastructure deficit
between urban and rural aredbe focus group participanggemplify this in theircommon
suggestiorfor mobile huduma clinic serve remote areasdcallsfor anincreasehe
number of Huduma centrdsGP1for instancejntimated that from hisural home itakes
about four hours teeachhis provincial headquartetso o bt ai n t $eeicepr ogr amn
which hascost implicatioms that isunaffordableo a number of residents

PM3 stated that 80% of the Kenyan population is fbheesledThe fact thatHuduma
centres are located in urbsettingsattests tanajority ofrural populationstill being left
out. Focus must therefore be on expanding the NOFBI so as to ensure optimal utilisation of
the current undersea cabléhis should be possible through tin@versal service fundy
the setor regulator Complementary infrastructure such as electrictiyld alsoencourage
inclusion. Kenya Power, a stabgvnedpower corporatioyrecently commenced a pilot
project to link homes to it4,000kmfibre network(Ochieng', 2016b)Connedng
populdionsto the national grid has been a priority of governmérdmthe perspectives of
PM2 on smartpolicy, suchinnovativeinitiatives must be encouragéat infrastructureo

reach rural populations.

5.3.3 Human capital: An enduring challenge?

Mostinterviewees were unequivocal that human capacity is necdesary
transformation. This alsappearso be an urgent commitment across policy instruments.
Hanna (2010a) stressed tls&illed human resources are a prerequisite to leverage the
opportunities in etransformationHe reasoned that&#anformationpolicy must address
three areaqi) e-literacy whose focus is on tlasvareness and skilts the population; (ii) €

leadership which o c us e s o0 n awardnessandcankpetensy ®f policymakers
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set policies and manage their resultant transformationediyation and training of ICT
professionals; and (iv) leveraging of ICT to improve education quality and lifelong learning
(pp.16%177).

Despite Huduma users calling for accuracy in therimftion on services provided,
from the findings of this study, the programme has a critical mass of users (approximately
35,000 per day) whose satisfaction rate stands at 95%. This is commensurate to the 8 out of
10 Avery satisf i emrdenusoredigheiDldbnbastemplarthal ue el e
government must strive to maintain this statusevénen Hudumads digit al
roll out. PM2 alluded to a divide based on knowledge where Kenyans can access social
media (e.g. Facebook, Twitter etbgt have a problem accessing or submitting government
documents online. THendings revealedhat Kenyans are content consumers, a fact
supported by the impressive internet penetration ve¢esaw inChapter 1(Figure3) which
intriguingly, is attributed to social networkingnnovationaroundthe Huduma digital
channels ought to faendly just like social media sites bring Kenyans on boatte
programmeHowever,at present, priority should ecludingKiswabhili in the systems so
as toembracehe users who may not understand English.

The EGS argued that traditional systems would be retained for customers who
Acannot and do not want to useoO new method
Office: Office of the President, 2004, p.12). On the other hand the NBS in addition to
multilingud systems, proposed to deploy mandatory usesareices on different platforms
(GoRK, 2013, pp.2-B0). This is a visible policy contradiction that can traced back to its
formulation which confirms the hindrance cited by some interviewees on the gagibetwe
the policymakers and those whom it is intendéte policy reviewproposedraining of
decision makersentiments that were stressed by PINF3 and suppaabthesreasoning
by Hanna (2010a)lhis couldaddress such conflicts. Such training would alssure e
transformation is positioned at the right level especially if not focused on technical but ICT
led institutionalissuegHanna & Summer, 2014, p.60).

The idea of establishgna NationalCT CoEis prominently a feature in neardy
policies yetthere is no evidendehaseverbeen don@and so is the skills audilt is almost
mortifying that the2016draft ICT policy s falling into the sane trap.Who will finally
establish this CoE? Is it the right approach to meet the sgp#yrequirement®r local
high-end skillsthat the findings reveal@@he governmen{through ICTA)in collaboration
with the private sectdras embarked on equipi®@0ICT graduatesnnuallywith high-end
industryskills through thd®DTP. This model coincidewith the suggestion by Hanna
(2010a) on publiprivate talent development (pp.1&®8). But is thePDTPa longterm
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solution?Considering thge traineesbsorptionn governments not guaranteedheseskills
areclearly not beng retainedwherethey areneeded mosOnearea the PDTP could work
is perhaps in developing standards for governmérgrédormation programmehat the
data revealed is neexistent. Besideshese traineegetacquainted with the ICT industry
which suppliedCT solutionsto government

Inrecentevents t he | eader of the majority party
introduced the ICT Practitoners Bill, 2Flt&at seeks to create a bodyrégisterand
licence ICTgraduatesn the countryapprove courseandoverseeontinuous trainingind
developmenin the industry The Bill hasbeenwidely condemnegs amorphousith the
intention to st iMolICEwhenformally @ehounecing.jtasseded that 6 s
does not represent the policy position of the Govemtrof Kenya (Cha®lasto, 2016).
This is despitgolicy instrumentslludingto establishment ch body of professionals to
encourage ethics, standards and human resource developmerGm feetor.This Bill
however contentiousnay actually be helpintheg o v e r ncase mtaddessirgypply

side human resouréssueghat hinder gransformation

5.3.4 The public private partnerships (PPP)rhetoric

Huduma relies on two local telecommunication firms for internet services in
addition to the suppliers who maintain its solutions. These suppliers constitute the ICT
industry. In addition téhesevendorsarhetoric acrossocument@andintervieweess the
PPP arrangemerfor example,hie running of the cybarafés withinHudumacentres is
outsourced to a private compaayd the monotonous advert the researsherrunning at a
screen at the centre was by a private compdagna and Summer (2014.55 emphasised
that government cannot blindly invest in systems, outsource such services or rely on private
providers to define their transformation requiremevi&t.the findings revealetthere isa
lack of standardisation of components and systems procodeapgplied in government
(RoK, 2015d, pp.556) despite proposals by the EGS on developing these standards and
the defunct CKM proposing penalties for substandard delivery of ICT sydfetmes.
Qmatic system being inoperatigad an ID systerapgrade thahad taken three weeks is
anything to go byit could be possible thaendorshave an upper hand due as they are not
bound by angtandardsThere isalso theneed to demarcate the issue of standards between
MDAs and suppliers; Huduma and MDAs; and Hudwand its suppliers. This is because
say the ID platform in Huduma is not working, the citizen blames the programme and not

the parent uniprovidingthe service.

2 SeeKenya Gazette Supplement No. 84 daté June, 2016
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PPPsarekey for purposes dfansferring therivate sectoquality standards$o
governmentincreasingserviceturnaround timesproviding requisiteexpertise, funding-
transformation programmeés mitigate theirbudget shortfalls and facilitating infrastructure
diffusion. Thedatarevealed®PPP arrangements have not taken off as expected desipite
operationalised. This suggests tgavernment may still be deficientiits capacity to
harness thbenefits ofPPPsand thathe model is not a guarantiee automatic fundingor
e-transformation programmes a situation Hanna and Summer (20&4phfyr suggested is
not easy due to dynamism of technology and uncertainty of how benefits will be shared

with the private partners (p.87).

5.3.5 Institutions authenticate e-transformation

A common position policies and interviewaesealed are thieloatedinstitutions
managing dransformation projectihathave led to overlapping responsibilitié®oi,
2015d,p.182), a situatiorPINF4,PINF5 and PINF&tateds deliberate We shall revisit
this pointlateras it has aignificant bearingooneoft he r e smeapmr cher 6s
recommendatiorLike policies,institutions create the environment in whioterfaces
among all the other elements is either enhanced or hinfléaeaha, 20168.41).1n earlier
work, Hannasuggested the need to consider the prymastitution mandated to lead and
coordinate the-¢ransformation process. NotabkKenya waghencited as having a&hd
ministry model(i.e. MoICT) (Hanna, 2010a, p.153). Literature also alkitea designated
e-development agency model which basically involves an autonomous ICT agency
holistically coordinating @¢ransformation (Hanna & Summer, 2014, p.56). The latter is
applicable in this study considering the creatiolC3fA.

ICTA was estabshedin 2013as a state corporatidhrough a Presidential Order in
a Legal NoticdRoK, 2013c)asan amalgamation of previous bodremmely,the Kenya
ICT Boardestablished under a Legal Notitke Directorate of-€overnment and the
Government Informabin Technology Services (GITS)stablished under Presidential and
Treasury Circulars respectivelCTA6 s f unctions include, enforc
human resource, infrastructure, processes, systems and technology for theguule;
deploying and managing dC T staff in the public servicdacilitating and regulating the
design, implementation and use of ICTs in the public sergrcenoting egovernment
services, ICT literacy and capagignd supervising critical ICT projects assthe public
service(pp. 21182119)

The2014 masterplanonten@dthat ICTA is perceived as a statutory body urtter
MoICT rather than an ICT leader with oversight over all flagship ICT progmtsss the
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public servicea perception that oughd change MolCT, 2014,p.84). In retrospectthe
samemasterplarbacktracks hat i n as much as I CTA is an |C
|l arge, and this structure could | ead to hav
ICTA would only providehigh-endICT professional services to departments implementing

large flagship project§.85. This explicit conflict between legislation and policy supports

the assertion by PINF1 that the authority has seemingly not gained traction across

government. PM1 informed me that amongchallenges th Authority facesis budget

and human capacity conaints especially its project management funcéissigned by the
masterplarhence it relies on individual project managers in the MDAs

In addition to maintenance of a database for ICT professionals in Kehga, 0
changes the 2014 masterplan propdsedCTA was the establishment of an ICT oversight
committee to be chaired by the Presiddhis wasto be donghrough an amendddgal
noticewith the said changdseingeffecteda year into the launch of the masterplan.
Unfortunately the only amended notiée existenceaddresses drafting issues of foemer.

It would appeathat policy aspirations have not materialised considehatghe institution
even informants posit to oversee digital transformation in government seem$aog to
exceptionally been empowered in its rd. alternativeavenue the masterplan identified to
effect the governace changes would be through/Aet of Parliamen{p.97) none of which

is currentlyavailable.The currenhoticeis revocable and the Authty riskssufferinga
similar fate as its predecessors; a scer@nsistent with the reasoning of Hanna &
Summer (2014) who argued that the agency model is vulnerable to changes in the
authorising environment.

Hannads per spect iiteeesharcers @himdandetmust i ons as
therefore be upheld as true. This coaldo be said of theDTG taskforce that was set to
implement the NDRSvhose role is subsuméadthe 2014 masterplan as the persons,
establishments and assets data hpp40Q1, 117118). PINF7 intimated to me that thaid
taskforce was not gazetted otherwise vére done it would authenticate hiject As
much as DTMS3 argued thdte duplicatiosin eCitizen and Huduma are complementary
ICTA ought tohave taken a position by now on the ma€litizenmightactually be the
portal Huduma envisions in its strategy despite being a project by the National Treasury.
The ICTA Act may perhaps be timely to give the Authority a similar status as the
Communicéions Authority of Kenya and the National Communications Setagttwo
autonomoudodieswhose mandasarefirmly established under the Kenya Information
and Communications A¢RoK, 2011 20134.
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53. 5.1 Hudumads unique executive suppor i
Huduma musbe understood on the basis of its own peculiar facts. For instance,
mostintervieweesuggestethat etransformation must be led from the presidency.
Annexure @ depictsa multifarious governancetructureof theHuduma programmé&.he
programmeds | e adtthelsvhl bgserwce deliwerynsanended by the
PresidentNo other eransformation programme in government has suatiaborate array
of institutionssupporting it In retrospectevenfocusgroup participants wdn asked how
they got to know that a service is offered in the programme, recalled the President reading
out a listduring its launchThus at the heart ofteansformation istsategic leadership
(Hanna, 2010a; Solest al, 2014 Eggers & Bellman2015)considering it has fostered the
process oBPRand brought down a lethargic service culture. If such executive support was
missing, individual MDAs wouldipholdterritorialism or the turf warslanna,2010a,
p.148)

Without discrediting executive leadbig, perhapghe argumentavouringpolitical
leadershigo spearheagrogrammesas beemather overstretchedhis particularlystood
out in theKNIM (2014) in its arguments for a committee underphe e si dent 0 s
chairmanshigo overseee its implementatiorwhich did not happen. Curiouslyystems
such as iTax and eCitizen app&awork effectivelywithoutanys pe c i a l Apresi den
attention PINF1creditedthis tothe leadershipf thesanstitutions.During the key
informantinterviews, he researchesbservedhatthe HudumaSecretariamostlyhas
youthful staffwho are highlytrainedandhave ably deliverethe programmelwo of the
threeyouthful managersf the Huduma programmeterviewedalso sit aits highestlevels
of decisionmaking.Notably, allstated that the CEO alwaysinspires passion among all
staff to deliver Doesthis portendthatnon-political leadershiactuallyempowersthe
youngergeneratiorof skilled professionalsandmay havepossible ramificationfor future

digital transformatiorpolicymaking?

5.3.6 Policy futurism is aprerequisite for e-transformation

Except for the twaMTPsand the ERSt is not immediately clear whether the
objectives of all the other policy documents were fulfilledspite very detailed
implementation matrices in these documents, there appears to be no rdévase/ pdlicies
also havdimelinesin which they operatet is not so clear what happeatier. It is perhaps
why some informants argued that policy aspiratimng-transformatiorhave been
achieved in a very limited mann&M2 attributedthis to aprevalentAfrican culture of

nonreflection. The ERSfor instance proposedhe creaton of a commission for stalled
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projects. Thibh o dy 6 s ma rperrapsevesnocompadsd e-transformatiorprojects
that have not taken off as expected/antbrmally close them if necessarihis hasnever
done.NESC remains genfranchised in the wholeteinsformation narrative sinceven
specificlCT policiesseemunaware ofts role as a private sector liaisgRoK, 2004,
p.2107)and that itmay bebetter placedh makingPPPwork. Themasterplarenvisiored
linking theaforesaid islands of automation governmenaindalsocalled for the National
ICT policy to be finalised foits implementationMolICT, 2014,p.95) what then happens
after 2017? Thdraft2016 ICT policy safe for acursoryinnovationon emerging
technobgies, it more or less reiteratthe contents abther instrumentghe bulk ofwhich is
lifted from its 2006 counterpaifThis situation attests to a disjointed policy environment

that rendes policy instruments mere statements of intent.

5.3.6.1 Monitoring and evaluating digital transformation.

The above scenaridepictse-transformation policymakingsa supplyforced affair
(Melody, 1996) and shotermist (Abrahams & Goldstuck, 201HannaandSummer
(2014) contend thateansformation requires commitment to the future through atemg
perspective that calls for anticipating, monitoring and manatgmgter-linkages (p.80).
Policy as suggested ®\brahams and Burke (201R)entifiesobstales, gaps and failures
S0 ado enable sustainable transformatidhis literature ign tandem with the 2013 report
on realisation of national values that urged institutions to dedicate resources to M&E so as
to identify and address any challengether systems and procesdes sustainable
developmentThe Presidency, 201$p.16561657).Hanna & Summer (2014)so
suggestedhatresultsoriented M&Esafeguardéimely adjustments on-transformation
programmesencourage adaptive learniagd elicit citizen feedbacNIMES, thecurrent
mechanism designed to track government policies and projects incluttergséormation
programmespnly monitors Vision 203through progress and review repottss not
immediatelyclearwhatactionsfollow these reports. An observatiomhich mayalsobe a
weaknessn these reportsvould be the timing mosthaving beermprepared outselthe
time frame of their instruments of foc@nemay argue thatew developments ithe
countryinfluencetheir authorship.

Datasuggests thpossible creation @ single outfit to coalesce government M&E
effortsandlegislation to suppotheimplementation of a computerised NIMEBis may
be the yeto-berealisedreattime performance monitoring syst€dRPMS) thais also a
flagship project in MTPZThe fact that a comprehensive evaluation or impact study of
programmes has ever been conducted since NIMES was in{tiRaé&d 2015d pp.183185
should beelling. If the fundingchallengeor M& E is anything to go by, theuggestionby
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PINF3 and PINF4arenot farfetchedhat M&E should be established as an end in it$elf.

its current statdt is more of receivinglata fromMDAS, organising it then producing a
report which as PINFAoted doesnot show whetheit improves how work is done;

findings consistentvith Bohn (2001) who posited that policy and implementation functions
(et ransf ormation programme) Areact to the re
Aenabl es a s \ediveswihout&rewiry iniadnse hawatq doa(pp.3631),
andHanna and Summer (2014.97 who cautioned against designing M&E systems that
generate massive and expensive data that remain unutilised Geafiat as it may, data on
Huduma appears to be readily available based on the revielesthe NIMES framework
and reports on realisation of national values. Another aspect of monitoring of the
programme would be tHieOC (Figure24) which typifies reattime monitoring of the

programme when it is actually runniigushet al., 2004).

Theabove analysis of the digital transformation ecosystem elements and how iy fit

H a n nfi@raesvorkparticularly for Kenyas summariseéh Figure 25

Figure25.etr ansf or mati on framewor k gavprpniented t o Ken

Integrated Service Delivery model that exhibits a

Wu(}fﬂn%:slop shop approach (e.g. Huduma) Public awareness & skills; youthful high-end

technical skills; ICT training in learning
institutions (e.g. DLP); innovation clusters;

N .. ICT policies, strategies & plans;
® National blueprints (e.g. Vision 2030);
MoICT, ICTA, NCS, VDS: Executive

CT us l'!r and professional leadership for BPR &
I lnd t ' |]_:|-riuritisation; ME&E etc.

Digital Transformation training of policymakers; establishing CoEs &
* Pl’ogl'amme ICT professionals’ body: talent programmes (e.g.
PDTP); and continuous learning.
.
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Suppliers, Service Providers, Public Private Partnerships (PPPs)

C.ommun infrastructure (e.g. GCCN),
Submarine cables (e.g. TEAMS),
Terrestrial connectivity (i.e. NOFBI), data
centres, affordable internet access etc.

Adapted from: Hanna 2016
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It must bestressedhat the synergy in the elements ef@&nsformation ecosystem
particularlyforK e ny a 6 s g equieedeadarshigftom highly skilledprofessionals
ableto drive strong institutional reformiBatholistically think through the-&ransformation

agenda.

54Hudumads Resilient Success and Policy I
In the policyasa-programmeschema by McConnell (201Qbiteratureurged

researchejudgment as opposed to scientific precision on the parameters. From the

findings, Hudumaappears talemonstrate resilient succegghis point in timewhich

meanghatas a e-transformatiorprogrammaet meets theéhresholdof policy effectiveness.

The researcher will revisit #nconcept ofesilient succesand what it means for digital

transformation programmés thefinal chapter.

5.4.1Goals,outcomes,benefit, policy domain criteria and opposition
The reasoning behinddhaforesaid analysis thatthe Huduma programmeas
implemented asontemplatedn Vision 203® M TP2. Despite the systems downtime and
lack of the aforementioned integratiats,outcomes have also been broadly achieivabt
of the 35,000 citizens who use thigrammaedaily havealso broadly benefited as
demonstrated from the focus group findings and the progrémeme 95 % ci ti zen sat
rating This attests texistence opublic value as enumerated in literat(@ieno &
Omwenga, 2015However, the digital channels havingt yet been activated for the
citizen, makes the programme not fully meet the prescription of pgligiiat McConnell
(2010b) refers to as the policy domaincriteriaTh e pr ogrammeds opposit
nonrexistent.Uponbeing questioned on its sustability, userswere unanimous that
Huduma will last as it serves theeds of theommonmwananchiThe programme has
also been feted locally and abroawore particularly it was the first place winner in the
2015 United Nationawardson public servicedelivery in Africaandwas alsKenyaés | CT
Association first placginner onthebest use of ICT in public servicEher e s ear cher 6 s
depictionof Huduma s sagamsthe McConnelbf policy-asa-programmedramework
is capturedn Figure 3.

From the little anecdotal evidengatheredn this study onthe IFMIS programmeunlike
Huduma, itplausibly borders around conflicted successng tocontroversies ihas
generatd in the recent padiotwithstanding, it featuredrominently as a flaggh project
in nearly allthe policy documents reviewed/ould thesituation have beemnydifferent

were itmodeled similar to Huduma?
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Figure 26: Huduma 6 s

Parameters Program Success Resilient Success
Goals Implemented in line™\ Broadly achieved despite
with objectives. minor refinements or

deviations.

Outcomes Achieved. Broadly achieved despite
some shortfalls.

Benefit Creates benefit fora /A few shortfalls and

(Public Value) target group. possibly some anomalous

cases, but intended target

roup broadly benefits.

Policy Domain Criteria Meets policy domain/” Not quite the outcome

criteria. desired, but close enough
to lay strong claim to

fulfilling the criteria.

Opposition Virtually absent Stronger than

and/or support is expected, but outweighed

virtually universal. by support.

Adapted from: McConnel| 2010b

5.5 Chapter Summary

From the foregoing, the researcher has established that the theoretical framework

scor e on

Conflicted Success

Mixed results with some
successes but accompanied
with unexpected controversial

problems.

Some successes, but the partial
achievement counterbalanced
by unwanted results, generating
substantial controversy.

Partial benefits realised, but not
as widespread or deep as

intended.

Partial achievement of goals,

but accompanied by failures to

achieve, with possibility of high

profile examples e.g. ongoing
wastage when the criterion is
efficiency.

Equally balanced with support

for same.

96

Mas-&-prograranhelspgectrunp o | i c y

Precarious Success Program Failure

Minor progress towards Implementation fails to be
implementation as intended, but beset  executed in line with objectives.
by chronic failures, proving highly
controversial and very difficult to
defend.

Some small outcomes achieved as Failure to achieve desired
intended, but overwhelmed by outcomes.
controversial and high profile
instances or failure to produce results.
Small benefits are accompanied and Damaging a particular target
overshadowed by damage to the very  group.
group that was meant to benefit. Also
likely to generate high profile stories
of unfairness and suffering.

A few minor successes, but plagued Clear inability to meet the
by unwanted media attention e.g. criteria.
examples of wastage and possible
scandal when the criterion is
efficiency.

Outweighs small levels of support. Virtually universal, and/or

support is virtually non-existent.

identified in Chapter 2vas indeedisefulin responding tdhe three research swjoestions.

Digital transformation is clearlgontemplated n

Kenyads

publ i c

challenge igperhapghedisjointedwayin whichits elements are treategross government

wide programmeghence the need faollaborativepolicy leadership to harmonise these

elementsn orderto yield value tomwananchi While theresearchefinds no reason to

di sturb

Ha n raa $ome df theaissuesfrom tke analysis broadly fit within the

digital transformation elemenés illustratedn Figure25), outlyingissues from the findings

such as entrenched interests politicsp er suad e

t he st ud,adds

respmse tothe main research questionthe ensuing finathapter of this repart

r ef

policy

ec
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ChapteBuiSh RaniglSuea e &Ssv e nn bDiequitt al
Transfor mat iBeryooRMogvsPNngp ect s

Upon identifying a tendency for promisingransformation programmes by
Kenyads national g o atieersinghe €asd stutlyset duatd dxploretthe i s
cause. Literature suggested that such transformation is anchored on certain underlying
concepts. Policy, as one of these concepts, was found to influéracesrmation
programmes and to ascertain its effemness, certain considerations must be made for that
programme. ConsequéntHuduma, a flagship project, was selectedltiminate these
principles.Guided by the ideas in literature aasvis the findings, this study involved the
guestion of whetherme x us exi st s bet we eransf&rmationads publ i
programmes and the effectiveness of their enablingpalsy posed by the stud
guestionHow effectively has public policy contributed to the implementation of digital
transformation progmmmes at the national level of government in Kenyai8 question
was supported by stdpuestions whose answers have since been subsumed in Chapters 4
and 5. In this chapter, the researcher responds todheresearchjuestion guided by the
andysis of the research findings in order make specific recommendatiofsirther the
resear cher r e fdorgributicn toknmowleddets srigirsalityy ashd/tibesry to

inform future research.

6.1 Summation, Conclusion and Advancement of Knowledge

The research problem arose in the context of inadequate theoretical discourse and
framework particularly in Kenya that offers a strategic alignment between her e
transformation programmes and national politiesframework not presenté@forein
literatr e revi ewed and di scussed i-mansfolmaten st udy .
cannot be gainsaid. To her credit, policy instruments have prioritised public sector reforms
through egovernmentmwananchbeing the target of such reforms. Huduma epitomises
such goals, one of its policy rationales being, bringing dignity in service delivery. Despite
their diverse motivations and experiences using the programme, all the thirteen (13)
Huduma users interviewed attest to a transformation that has taken Haceéce delivery,
thusat the heart of-¢ransformation in government is public value.

Within the broader policy spectrum, Keny
the path (or provides a picture) tdransformation from the perspectives of Hanna Ga)1
From the analysis, all th@olicy docunentsreviewedspeak to the supportive elements of

the digital transformation ecosystem viz. ICT infrastructure, ICT industry, human capital,
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institutions, and the digital transformation programme. While themes varied across the
policy informants interviewed in this study, the underlying conclusion of the interview data
is that digital transformation can never be simply based on hype but usteec t a s oci e
real needs and f it i ngwesitsustanalility.tHigdeeeh 6s way o
leadership, ideallplacedat the presidency, was recommended to ensure that the interest
formation against-eransformation is neutralised and@BPR takes place. This can be
discerned from the unique governance structure of the Huduma programme.

More threatening to digitafansformation are the themieshouwgh inexplicit in the
frameworki antithetical to governmentter ans f or matsil am drsa rod | ya,ut foima
in government, vendor pressure, emphasiglyrsicaltechnology as a panacea, inadequate
funding, weak policy design and monitoring and evaluation. Among the solutions that
crystallised include, prioritisation of programmes to enghgienot every single
inefficiency is automated; inculcating a culture of adaptive learning especially among
policymakers so as to inform evideAoased and/or smart policymaking; and synergetic
planning for etransformation projects.

Having presented @ase study analysis that leads to a conclusion of resilient success
in one government digital transformation project in Kertlga,researcher has contributed to
addressing the gap in literature on digital transformation with respect to published
knowledge bout how public policiesanincorporatehe relevant transformational elements
and how a specific programme reflects these same elements, all in the same policy context.
The research has applied two related analytical frameworks to a particular foalgEwpn p
and programme in Kenya, in order to extend
transformationPrevious articles that studied Huduma have tended to emphasise its effects,
however this study extends the conversation to the impact of broaderqokcy
programme, from its conceptualisation to final implementaiiéhile this study advances
knowledge specifically with respect to the Huduma programnaésatpresents the
opportunity to reflect on the need for the Kenyan government to move beyond pilo
projects, demonstrating that in Kenya it is necessary and possible to move beyond flagship
projects. The import of this is that government will reduce operating costs as a result of
integration and only have proegandaddiess t hat r
mw a n a nreahproblems.

Taking this hierachy of thinking, it is axiomatic that given the multifaceted nature of
digital transformation, navigating its elements towards resilient succedsdasymand
requires nodopsided approaches that wgilbarante¢ h at : Kenyabs plethor a

government institutions concerned witlreansformation are brought to the policy table;
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ICT (including complementary) infrastructure is optimally utilised; politstruments

commit to posterity and are synchronised with legislation; and the challenging, yet

guintessential aspects of human capital and the private sector are leveraged to ensure public
sector etransformation is sustained even for programmesthatdd f it t he Af 1l ag

status.

6.2 Recommendations

The above exposition, emerging from the findings and their analysis, inevitably

gives this study basis to make recommendations as follows:

6.2.1 The importance of collaborative, youthful, highlytrained, non-political,
professional leadership

When political party manifestos become policy documents, as discerned from the
ERS and the MTP2 policies, this raises the issues of patipylitics, not only the policy
asaprogramme dimension of the McConn@0D10b) framework. Policgspolitics falls
into the realm of elections in Kenya, where there is a tendency for political elites to craft
manifestos laden with populist promises. When in government, the political class also push
for the creation of institions to deliver the promised projects. As a result, programmes face
the pressure to fAigo | iveo i n o-elecon Adao gi v e
consequence, most of these programmes arelslexdf due to lack of holistic planning and
in some cases, multiplicity of institutions
findings. As already suggested in this study, digital transformaton is ddamgourney
and will only be sustained if it is forwatdoking, without focusing ommediate payoffs
and election cycles. This is the reason why this researcher argues that collaborative,
youthful, highlytrained, norpolitical, professional leadership must become a stated

requirement for the leadership of digital transformation in gouent.

6.2.2 Firmly establish Kenyads | CT Aut hori
Despite Kenya making strides and even obtaining global recognition for

transformative programmes such as Huduma, it must be frowned upon that the lead agency

entrusted with implementindpeg o v e r nertransfordation agenda is still vulnerable to

political changes. The ICTA Act proposed in the 2014 ICT Masterplan ought to be fast

tracked to give the Authority a status similar to the Communications Authority or the

National Communicatios Secretariat. This will embolden it in its role to coordinate

governmenwvi de di gital transformation for progra
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eliminating any duplicated services across MDAS, such as the case between Huduma and

eCitizen, or pregnt such situations altogether for austerity ends.

6.2.3 Pursue integration to encourage infrastructure utilisation

While the draft 2018CT policy has incorporated emerging technologies such as
loT, OTT and big data, its 2006 counterpart ought to be reviewed and in doing so, must take
into account the issue of integratidigparategovernmentwide systems. This should not be
problematicconsiceringthe masterplan set to lapse in 2017 had a similar priowtlyich
realistically speakingwill not be realised. Alternatively, government may opt to revive the
NDRS (igure9) as a flagship project in the third mediterm plan or thgproposedoublic
sector transformation strategy (RoK, 2015d). Mrsld ultimately facilitate the utilisation
and deployment of terrestrial infrastructure teffang areas across the country for citizens
to access services, further reducing the glaring digital divide.

6.2.4 Incentivise partners implementing gransformation programmes

While efforts towards PPP may have taken place through the PPP unit at the
Nationd Treasury or the presidential roundtables suggested by PINF7, it may be advisable
to seek stakeholdersdé views on what incent.i
transformation purposes. Huduma could for instance, enter into agreements with private
companies to run adverts in its centres at a fee. However, it must be made clear that such
incentives will not compromise on quality and must seek to support the service delivery
charter, which is the social contract between governmentarahanchi Therole of
NESC on PPP aroundteansformation needs to be showcased more, being one of the

pivotal roles conferred to it by legislation.

6.2.5 Streamline institutions to conceptualise and evaluatetensformation

The National Communication Secretariat dmel government thinkank Kenya
Institute of Public Policy Research and Analysis (KIPPRA), are two-aatohomous
agencies manned by experts with knowledge and expertise on ICTs and policy respectively.
Prior to enacting any policy, the MolCT may finch#cessary to consult KIPPRA so as to
ensure the issues around proposed policy are considered against evidence and best practice
anchored on research. This would eliminate the current procudme= and gover nme
fascination with physical devices. Beikge n yde factopolicy authority, government
could consider building KIPPRAGS- capacity t
transformation projects. The instituteds ma
green light to MDAs future-&ransformatiorpolicies and programmes before they are

pursued. This, in effect, would give the National Treasieyrioritisation mechanism as
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perits proposal in th015/2018udget statemend only release funds for programmes
that have been appraised and meetfpblicy yardstick (RoK, 2015a, p.9).

Governmenwwi de M&E i1is currently conducted by
planning ministry, which generates reports provided by the MDAs under the NIMES
framework. The Vision 2030 Delivery Secretariat also worksttogy with the said
department. In practice;teansformation is a cursory part of the data collated by these two
institutions. ICTA and KIPPRA personnel, who bring technical project management and
professional analytical skills respectively, otr@sfomation, could have working groups

for M&E of e-transformation programmes.

6.2.6 Leverage human capital through learning and innovation
Digital transformation affords a country an opportunity to reinvent ways it goes
about its business. While governmengeslmot risk extinction like businesses or commercial
entities, benchmarking both regionally and globally is an opportunity for it to obtain cutting
edge ideas that may be integrated into logaarsformation drives. To address supgiye
human constrais facing etransformation, the government should consider retaining its
best trainees from the PDTP to shape the standards atsdigital transformation
projects. Having been exposed to the private sector, yloesggraduatesre familiar with
its workings and are capable of beating vendors at their own game. Despite renouncing it in
public, the MolCTalsoought to have a conversation with stakeholders on the controversial
| CT Pr a c tllilftconsideredragaist government poldgcuments tis study
reviewed i ncluding the proposed national I CT poc
solution towards the muemeeded skills audit on the available highd human capital. On
the demandront, government must ensure thatransformation programmese aligned to
mw a n a nreahneedlsor where it would make the most impact as seen with Huduma.
Training of policymakers also ought to be encouraged with particularity on legislators who
approve budget s. | f Ke ny atrdrsbrmadon inisativesn maker s

through training, it is unlikelyhebudgets for these projects will be slashed.

Revisiting Mc Co n-asapbrogéasme(frandelvaikiin)a digitall i c y
transformati on cont etkenherefhoughsinferndthe successo
objectives, target group and opposition parameters. So, possible parameters for resilient

success in the digital transformation context could include:

(i) programme objectives should not be designed exclusively by governmental leadership,
but in collatration with ICT industry partners and citizens as a common view

contributes to programme implementation;
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(i) while citizens are the main target group to benefit from digital transformation,
government institutions arttleir leadership should consider themsshas beneficiaries
in terms of their own efficiency and performance improvements. Seeing themselves as
beneficiaries may encourage public officials to be more engaged in achieving resilient
success in digital transformation programmes;

(i) it is not possibldrom this study to extend the McConnell framework with respect to the

opposition parameter.

These contributions enrich McaSamogrammeds (201

when applied to digital transformation programmes.

6.3 Reflections on Originaliy and Future Research

Briefly revisiting the work of Cryer (2006) first mentioned in the methodology
chapter, the originality of this research i
pl ace of useodo which s ugf@migatospulilidghedtheooyisi gi nal i
applied in new situations (Para 8). From th
has demonstrated the applicability of the theories postulated in the digital transfomation
(Hanna, 2016a) and the poliaga-progranme (McConnell, 2010b) frameworks to
understanding the complementarity between policy programmes and digital transformation
programmes in a new context (in the Kenyan government). Moreover, in the course of
literature review, the researcher did not comessany published works that have
specifically interrogated either of these two frameworks in Kenya. Future research can
apply these two analytical frameworks in combination.

Whi |l e Mc Connel laSagprodrazntnd &ignmentp ave conpgiling, this
research expands McConnell s framewor k with
groups parameters. This expanded component of the McConnell analytical framework can
be used for future research on digital sfanmation policyasa-programme in Kenya and
elsewhereKenyaalsohas a very small ICT industry, mostly importing digital
infrastructure, technologies and applications, with a fledgling software entrepreneurship
sector. Future scholarship on digital sBormation should interrogate how the PPP
framework can be enhanced to strengthendheeaf the ICT industry in-¢ransformation.

As a measure of smart policymaking, it may also be prudent to find out how prioritisation
mechanisms could actuallybeidraiced i n Kenyads policies to

a continuous culture.
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Annexur es

Annexure 1: Flyer to Recruit Focus Group Participants

Thiswillbea l

hour discussion.
Itis your
opportunity to
voice your
concerns and
views regarding
FRIDAY, APRIL 29™ AT 3.00 P.M. the Huduma
programme.
SHARE YOUR OPINION ON THE HUDUMA
PROGRAMME

Invitation to be a Research Participant!
My name is Kevin, a student at the University of the Witwatersrand,
conducting research on transformative initiatives at National

Government such as the Huduma programme.

Due to your firsthand experience as a user of this program, I invite
you to be part of this study as a participant in a focus group
discussion. Hearing your thoughts, feelings, and experiences with the
Huduma Kenya Programme, will help me understand how this service
delivery program works and also note your recommendations on how

it can be improved and made more sustainable.

If you are available on the above date and willing to take part in this Snacks and light
exercise, kindly reach me on the contact details provided for reireshment will
further information on logistics. be provided.

In collaboration with:

huduma Ry,
KENYA TwESE

Source: Author, 2016
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Annexure 2(a): Participant Information Sheet (Focusgroup participants)

1 Jan Smuts Avenue
Braamfontein 2000
Johannesburg, Sougirica
Tel: +27 (0)11 717 1000

PARTICIPANT INFORMATION SHEET
Effectiveness of Policy on Digital Transform

Dear Sir/Madam,

My name isKevin O. Goga a student at theniversity of the Witwatersrand in Johannesburg, South

Africa currently pursuing Masters of Artsin the field ofICT Policy and Regulation. In partial

fulfillment of this programme, | am in the process of conducting a research study on the role ahpolicy
delivering selected digital transformationprogmaea depl oyed at Kenyabds nat i
This research aims to make recommendations that will ensure that these initiatives remain sustainable
andrelevant o Kenyabs de Owihgdop/onefirsthand dxgderience as a user of this

programme, | am inviting to be part of this study as an interviewee. Prior to your decision on whether or

not to take part, it is important for you to understand why the research is being done and ifhat it w

involve. Please read the following information carefully.

Deciding whether to participate

Participation in the research is completely voluntary and you may withdraw your consent and
participation at any time and without giving a reason. If you dadédoi take part, you will be given this
information sheet to keep and be requested to sign a consent form. Additionally, if you agree to
participate in this study, you will be requested to take part in a focus group discussion that will last for at
most 60minutes. The discussion may be recorded. There are no direct risks in participating in this
interview. There will be no direct monetary benefit to you for your participation.

Anonymity and confidentiality

As you will be in a group setting where you veliare and hear experiences from other participants,
confidentiality cannot be guaranteed. However, you will be requested as a matter of courtesy to respect
the views your fellow participants by not disclosing anything you hear during the discussion to an
outsider. In addition, any personal information collected about you will be kept strictly confidential; any
identifiers that can compromise your identity will be removed from the data when the research findings
are consolidated into a report and will netibcluded in any subsequent publications. The anonymized
data generated in the course of the research will be kept securely in paper or electronic form for a period
of five years after the completion of a research project. It may be used for furthechres®hanalysis.

The final report will be accessible on the internet and will also be made available to you upon your
request.

Research Ethics
If you have any other concerns about the research, its risks and benefits or about your rights as a research
participant in this study, you may contact my supervisor, whose contact details are provided below.

Thank you for your time.

Contact for Further | nformation

Supervisor: Researcher:

Lucienne Abrahams Kevin Goga

* Juciennesa@gmail.com * goga.kelvin@gmail.coror kevin.gogal@students.wits.ac.za
( +27 82569 7675 ( +254 20200 8716 / +25422807 304
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Annexure 2(b): Participant Information Sheet (Key informants)

1 Jan Smuts Avenue
Braamfontein 2000
Johannesburg, South Africa
Tel: +27 (0)11 717 1000

PARTICIPANT INFORMATION SHEET
Effectiveness of Policy on Digital Transform

Dear Sir/Madam,

My name isKevin O. Goga a student at theniversity of the Witwatersrand in Johannesburg, South

Africa currently pursuing Masters of Artsin the field ofICT Policy and Regulation. In partial

fulfillment of this programme, | am in the process of conducting a research study on the role ahpolicy
delivering selected digital transformationprogmaea depl oyed at Kenyabds nat i
This research aims to make recommendations that will ensure that these initiatives remain sustainable
andrelevant o Kenyabds de Oweihgaoponeimvalualdefetperiericesand expertise in the

sphere of public policy and/orteansformation, | am inviting you to take part in this study as an

interviewee. Prior to your decision on whether or not to take part, it is important for you tetande

why the research is being done and what it will involve. Please read the following information carefully.

Deciding whether to participate

Participation in the research is completely voluntary and you may withdraw your consent and
participation aany time and without giving a reason. If you do decide to take part, you will be given this
information sheet to keep and be requested to sign a consent form. Additionally, if you agree to
participate in this study, you will be requested to take parfaneto face interview that will last for at

most 60 minutes. The interview may be recorded. There are no direct risks in participating in this
interview. There will be no direct monetary benefit to you for your participation.

Anonymity and confidentiality

Any personal information collected about you will be kept strictly confidential. Any identifiers that can
compromise your identity will be removed from the data when the research findings are consolidated into
a report and will not be included in anybsequent publications. The anonymized data generated in the
course of the research will be kept securely in paper or electronic form for a period of five years after the
completion of a research project. It may be used for further research and analysisallreport will be
accessible on the internet and will also be made available to you upon your request.

Research Ethics
If you have any other concerns about the research, its risks and benefits or about your rights as a research
participant in thistudy, you may contact my supervisor, whose contact details are provided hereunder.

Thank you for your time.

Contact for Further Information

Supervisor: Researcher:

Lucienne Abrahams Kevin Goga

* luciennesa@gmail.com * goga.kelvin@gmail.coror kevin.gogal@students.wits.ac.za
( +27 825697675 ( +254 20200 8716 / +25422807 304
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Annexure 3: Focus GroupDiscussion Protocol

of THE Wrp, 1 Jan Smuts Avenue
S .
. Braamfontein 2000
5
z
o

Johannesburg, South Africa

<&
<&
R :
z
-
@ Tel: +27 (0)11 717 1000

2 . L©
Hanness®

FOCUS GROUP DISCUSSION PROTOCOL
Ef fectiveness of Policy on N@iongl Gavernmentr ansf or m

Date:

Group Interviewed:

Interview Completed by:

Good Morning/Afternoon,

Welcome to this session and thanks for sparing your invaluable time to help me understand and
appreciate your thoughts, feelings, and experiences withutlarfiaprogrammeThis focus
grouphelp me understarttbw this service delivery program works and also hear your

recommendations on how to ensure it is sustainable.

Questions

1. Please, tell me about your experience using the Huduma Kenya Progfergnvehat
service brought you to the Huduma center? How frequently do you use the fatalty?
did you get to know about it?)

2. What would you say about the speed it takes for one to be served in the Huduma
program?

3. To what extent has a facility such as the inteomehobile phone helped your interaction
with the programme?

4. What social or economic benefits have you derived by using the Huduma programme?
Do you think the Huduma programme staff possess skills necessary for the programme?
In our opinion, what challengdace the Huduma initiative and how can they be
addressed?

7. Do you have any other comments or suggestions about the Huduma Program | may have
missed?

Once again, thank you for your participation.
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Annexure 4: Observation Protocol

1 Jan Smuts Avenue
Braamfontein 2000
Johannesburg, South Africa
Tel: +27 (0)11 717 1000

OBSERVATION PROTOCOL i HUDUMA KENYA PROGRAM ME

Ef fectiveness of Policy on Digital Transfor mat
Date:
Time:
Length of Activity: minutes
Site:
Observation Completed by:
Guiding QuestionnWhat i s a citizens6 experience when u:
Descriptive Notes Reflective Notes
Physical Setting:Provide a visual layout of the Comments: Questions to self, observations of
Huduma Centre nonverbal behaviour, my interpretations

General Description

Describe how a day in a Huduma Centre begins = Comments: Questions to self, observations of
Describe participants nonverbal behaviour, my interpretations
Describe activities

Describeindividuals involved in activities

Sequence of activity over time

15 minutes Comments: Questions to self, observations of
30 minutes nonverbal behaviour, my interpretations

45 minutes

60 minutes

Interactions

Who is interacting? Comments: Questions to self, observations of
How does the interaction take place? nonverbal behaviour, my interpretations

How does the interaction end?
Participantsd comment s

0expressed in quotesd

Unplanned events during observation Comments: Questions to self, observations of
(if any) nonverbal behaviour, my interpretations
Other

Researcher general observation of vdestms to be

recurring

Identify strategy for identifying participants for the
focus group discussion
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Annexure 5: Interview Protocol

ot THEWrp,
& \% U, 1 Jan Smuts Avenue
3 "
::? % Braamfontein 2000
5 — S Johannesburg, South Africa
|
, s " Tel: +27(0)11 717 1000
OH"‘NNESV’\)‘L

Interview Protocol

Ef fectiveness of Policy on Digital Transform

Date: Interviewer:

A. Interviewee Profile
Name: Title:

Institution: Department:

Please tell me about your experience and more particularly the nature of your involvemen
that of your unit withdigital transformation and/orICT policy.
(Select one depending on the level of questions of interviewee)

B. Questionsto Programme Managers

How does théduduma programmmtersect with your work?
What was your organisationébés strategy

Who are the users, their present capacity and nature of their interaction in the prog

A

What, in your opinion are the perceived social and economic opportunities to be de

from thisprogranme?

5. What skills and competencies are necessary in this program to realise its objective

6. What has been the influence of other institutions within the national government on
outcomes of this program?
How has the involvement of other staketet in the ICT industry impacted program?
Briefly describe the ICT infrastructure that supports this program?
Outside the parameters mentioned above, what other factors have been critical to |
success of this program?

10. Has the programe been subjected to any significant criticism or external praise? If
please elaborate on their nature and how the program addressed or reacted to the

11. Does the institution evaluategiturrent dransformation program? If yes, what is

working well and what do you see as the drawbacks?

12. To what extent has this program helped formulate a viable policy position on issues
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C. Questions to Policy Informants

1. Do youthink digital transformation within the national government is on schedul
lagging or ahead of its time?

2. What impact has public policy had on the implementation and uptake of digital
transformation programs at the national level of government in Kenya?

3. The uptake of @ransformation initiatives seems to be a gradual affair and in som
cases, promising programs by government even wane over time. What element
policy hinder digital transformation in government?

4. What interventions can be made within tugrent policy environment to overcome
these bottlenecks and realise@nsformation program outcomes?

5. In your opinion, have-ransformation programs fulfillethe aspirations of national
policy artefacts? Please elaborate.

6. To what extent would you say Kemghave the capacity to actively participate-in
transformatiof?

7. Do you think policy has adequately addrestexigapbetween dransformation and
digital dvide?

8. How has policyempowered the role of public sectostitutions tooversee successfu
implementation ofligital transformation programes?

9. Are there any other policy issues which you think would help this research unde
its role on the implemeéation, uptake and sustainability of digital transformation
initiatives?
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Annexure 6: Authorisation Letter from Huduma Secretariat

REPUBLIC OF KENYA

/ 2

THE PRESIDENCY
MINISTRY OF PUBLIC SERVICE, YOUTH AND GENDER AFFAIRS
HUDUMA KENYA SECRETARIAT
Telegraphic address: "Personnel”, Nairobi P.0. BOX 30050-00100
Telephone: 020-6900010
When Replying please quote NAIROBI
Ref.No. MPYG/HUD.2/279 KENYA
7th April, 2016
Director
Wits Link Centre — University of the Witwatersrand
Nairobi-Kenya
ATTN: Kevin Goga

Approval to Conduct Research on “Effectiveness of policy on digital
transformation initiatives in Kenya’s National Government”

Following your request to undertake the above captioned research as part of your Master
of ICT Policy and Regulation at University of the Witwatersrand, this is to inform you that
your request has been approved and you can proceed to obtain information as regard
your research from the target research area at City Square Huduma Centre.

The officer’s incharge of ICT Infrastructure, Information Management Systems and
Centre Manager City Square will facilitate all aspects of your study.

We wish you all the best in your study and look forward to get a copy of your final report.

LNV (R T0N

Dennis Mutuku
SECRETARY/ CEO

INFORMATION REDACTED
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Annexure 7: HREC (Non-Medical) Clearance Certificate

NE
‘o" ""b‘
&

UNIvey
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ans

P S
R

Research Office
HUMAN RESEARCH ETHICS COMMITTEE (NON-MEDICAL)
R14/49 Goga
CLEARANCE CERTIFICATE PROT L NUMBER: H1 /!
PROJECT TITLE Effectiveness of policy on digital transformation in Kenya's
national government
INVESTIGATOR(S) Mr K Goga
SCHOOL/DEPARTMENT SLLMW/
DATE CONSIDERED 18 March 2016
DECISION OF THE COMMITTEE Approved unconditionally
EXPIRY DATE 28 April 2019
é\/\/\
DATE 29 April 2016 CHAIRPERSON 00

l’ ’ I (Professor J Knight)

cc: Supervisor : Ms L Abrahams

DECLARATION OF INVESTIGATOR(S)

To be completed in duplicate and ONE COPY returned to the Secretary at Room 10005, 10th Floor, Senate House,
University.

I/We fully understand the conditions under which | am/we are authorized to carry out the abovementioned research and
Ilwe guarantee to ensure compliance with these conditions. Should any departure to be contemplated from the research
procedure as approved l/we undertake to resubmit the protocol to the Committee. | agree to completion of a yearly

progress report.

Signature Date

PLEASE QUOTE THE PROTOCOL NUMBER ON ALL ENQUIRIES
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Annexure 8(a): Informed Consent Form (Focusgroup)

1 JanSmuts Avenue
Braamfontein 2000
Johannesburg, South Africa
Tel: +27 (0)11 717 1000

INFORMED CONSENT FORM

Effectiveness of Policy on Digital Transform

PleaseTICK against the box

1.

I confirm that | have read and understand the information sheet fc
abovementioned study and | have had the opportunity to ask questic

| understand that my participation in this study is voluntary and that |
refuse toanswer any question that makes me uncomfortable and |
withdraw at any time without giving a reason.

(a) | understand that the researcher will not identify me by name ir
reports using information obtained from this focus group discussior
that the views expressed here will remain confidential;

OR
(b) I agree to listing of my name as a participant in the annexure t
report, but not referenced within the body of the report.

| agree to the discussion being audio recorded

| agree to the use of anonymised quotes in the final report

| agree that data gathered from me in this study may be stored (aftel
been anonymised) and may be used for future research.

Nameof Research Participant Date Signature

Name of Researcher Date Signature

Kevin Goga
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Annexure 8(b): Informed Consent Form (Key informants)
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INFORMED CONSENT FORM

Ef fectiveness of Policy on Digital Transform

PleaseTICK against the box

1. | confirm that | have read and understand the information sheet fc
abovementioned study and | have had the opportunity to ask questic

2. lunderstand that my participation in this study is voluntary and that |
refuse to answer any questitmt makes me uncomfortable and |
withdraw at any time without giving a reason.

3. (@) | understand that the researcher will not identify me by name ir
reports using information obtained from this interview and that the v
expressed hereimill remain confidential;

OR
(b) I agree to listing of my name as a participant in the annexure t
report, but not referenced within the body of the report.

4. | agree to the interview being audio recorded

5. | agree to the usaf anonymised quotes in the final report

6. | agree that data gathered from me in this study may be stored (aftel
been anonymised) and may be used for future research.

Name of Research Participant Date Signature

Name of Researcher Date Signature

Kevin Goga
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Annexure 9: List of Study Participants

Interviewee Organisation Interview Date Interview Duration
Duncan Okello Government 19.04.2016 | 25 minutes, 3 seconds
DTM1 Huduma Secretariat 21.04.2016 | 34 minutes, 19 seconds
Herbert Mburu Huduma Secretariat 22.04.2016 | 54 minutes, 57 seconds
DTM3 Huduma Secretariat 27.04.2016 | 41 minutes, 56 seconds

PM1 MolICT 05.05.2016 | 47 minutes, 21 seconds

Dr. Katherine W. Getao| MoICT 22.04.2016 | About 2 Hours

Eng. Vincent Adul MolICT 09.06.2016 | Over 2 Hours

Matthew Kimanzi Government 12.05.2016 | 35 minutes, 5 seconds
PINF3 KIPPRA 18.05.2016 | 1 hour, 13 minutes, 40 seconds
PINF4 IEA-KENYA 26.05.2016 | 40 minutes, 33 seconds
PINF5 Private Sector 13.06.2016 | 27 minutes, 16 seconds

Prof. Gituro Wainaina | Vision 2030 Secretariatl 16.06.2016 | 56 minutes, 47 seconds
Mwende Gatabaki McKinsey & Company 28.06.2016 | 1 hour, 47 minutes, 38conds
PINF8 Government 20.05.2016 | About 25 minutes

Focus Group Discussion
Held on: 29" April, 2016

Duration: 78 Minutes

Telephone Interviews

Participant Interviewee Interview Duration Interview Date
Godfrey Laisi HUG6 About 8 minutes 29" April, 2016
John Nyaga Donna Summer O.| 11 minutes, 35 seconds 3 May, 2016
Charles Muriithi Jack Kinyanzui 28 minutes, 38 seconds 3 May, 2016
Wilfrid JeantLouis HU3 19 minutes, 37 seconds 3 May, 2016
FGP2 HU1 6 minutes, 2 seconds | 3 May, 2016
Serah Maina Grace Q@ido 12 minutes, 54 seconds 4" May, 2016

John Junior Madete
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Annexure 10: Huduma Governance Structure

862 THE KENYA GAZETTE 4th April, 2014

CORRIGENDA

IN Gazette Notice No. 1402 of 2014, amend the expression printed
as “Cause No. 723 of 2013” to read “Cause No. 727 of 2013”.

IN Gazette Notice No. 1655 of 2014, amend the title No. printed as
“Tigoni/Mabrouke Block 1/675” to read * Tigoni/Mabrouke Block
1/1675”.

IN Gazette Notice No. 1927 of 2014, amend the Act No. printed as
“No. 3 0of 2006” to read “No. 13 of 2006™.

GAZETTE NOTICE NO. 2174

THE CONSTITUTION OF KENYA
APPOINTMENT

IN EXERCISE of the powers conferred by Article 250 (2) (c) as
read with Article 171 (1) (f) of the Constitution, I, Uhuru Kenyatta,
President and Commander-in-Chief of the Kenya Defence Forces 2.
appoint—

TOM ODHIAMBO OJIENDA (PROF.)

to be a member of the Judicial Service Commission of Kenya for a
period of five (5) years, with effect from 6th February, 2014.

Dated the 31st March, 2014.
UHURU KENYATTA,
President.

GAZETTE NOTICE NO. 2175

THE CONSTITUTION OF KENYA
APPOINTMENT

IN EXERCISE of the powers conferred by Article 250 (2) (¢) as
read with Article 171 (1) (d) of the Constitution, I, Uhuru Kenyatta,
President and Commander-in-Chief of the Kenya Defence Forces
appoint—

JUSTICE AGGREY OTSYULA MUCHELULE

to be a member of the Judicial Service Commission of Kenya for a
period of five (5) years, with effect from 26th October, 2013. 3

Dated the 31st March, 2014.
UHURU KENYATTA, 4.
President.

GAZETTE NOTICE NO. 2176 5

THE CONSTITUTION OF KENYA
APPOINTMENT

IN EXERCISE of the powers conferred by section 7 (2) of the
Kenya Institute for Public Policy Research and Analysis Act, 2006, I
Uhuru Kenyatta, President and Commander-in-Chief of the Kenya
Defence Forces appoint—

MOHAMED S. MUKRAS (PROF.)
to be the Chairman of the Board of the Kenya Institute for Public

Policy Research and Analysis, for a period of three (3) years, with
effect from 1st March, 2014.

Dated the 31st March, 2014.
UHURU KENYATTA,
President.

GAZETTE NOTICE NoO. 2177

ESTABLISHMENT OF GOVERNANCE STRUCTURE FOR
HUDUMA KENYA SERVICE DELIVERY PROGRAMME

IT IS NOTIFIED for the general information of the public that the
President and Commander-in-Chief of the Kenya Defence Forces, has
established the following governance structure for the implementation 6.
of the Huduma Kenya Service Delivery Programme in Government—

1. The Service Delivery Summit:

The Service Delivery Summit shall consist of—
H.E. the President of the Republic of Kenya - (Chairperson)

Members:

Cabinet Secretary, Ministry of Interior and Co-ordination of
National Government

Cabinet Secretary, Ministry of Information, Communication and
Technology;

Cabinet Secretary, the National Treasury;

Cabinet Secretary, Ministry of Land, Housing and Urban
Development;

Cabinet Secretary, Ministry of Industrialization and Enterprise
Development;

Cabinet Secretary, Ministry of Education;

Cabinet Secretary, Ministry of Labour, Social Security and
Services;

Cabinet Secretary, Ministry of Health; and

The Attorney-General.

Secretary:
Cabinet Secretary, Ministry of Devolution and Planning
Functions of the Service Delivery Summit:

(1)  The Service Delivery Summit shall be responsible for
developing the vision and overall policy for the
transformation of the public service delivery.

?2) In the performance of its functions, the Summit shall—

(a) provide the vision and overall policy direction and
priorities for the Huduma Kenya Service Delivery
Programme;

(b) ensure commitment at the highest level of
Government to the Huduma Kenya Service Delivery
Programme;

(c) review the progress and address high level challenges
of the Huduma Kenya Service Delivery Programme;
and

(d) approve the necessary policy, legislation, regulatory
and institutional  frameworks for  successful
implementation of the Huduma Kenya Service
Delivery Programme.

The Service Delivery Summit shall meet at least twice in each year
at such a place as it shall consider appropriate.

The Service Delivery Summit may co-opt such persons from such
institutions as it considers necessary for the performance of its
functions.

The Technical Committee

The Technical Committee shall consist of the —

Cabinet Secretary, Ministry of Devolution and Planning
(Chairperson);

Cabinet Secretary, Ministry of Interior and Co-ordination of
National Government (Alternate Chairperson);

Principal Secretary, Department of Interior;

Principal Secretary, Ministry of Information, Communication and
Technology;

Principal Secretary, the National Treasury;

Principal Secretary, Ministry of Land, Housing and Urban
Development;

Principal Secretary, Ministry of Industrialization and Enterprise
Development;

Principal Secretary, Department of Education;

Principal Secretary, Ministry of Health;

Principal Secretary, Ministry of Labour, Social Security and
Services;

Solicitor-General, Office of the Attorney-General; and

Principal Administrative Secretary, Directorate of Public Service
Management.

Functions of the Technical Committee:

(1) The Technical Committee shall be responsible for the co-
ordination and implementation of the Huduma Kenya Service
Delivery Programme including the sourcing and development
of relevant management information systems and information
communication and technology infrastructure.
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Source: Republicof Kenyg 2014



