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The Foundation

1. Develop, operationalize, 3. Innovations and 4. Human and institutional capacity
support and maintain research to ensure transformation of Public
Service
ONE
STOP-SHOP

2. Put in place

5. Partnership
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Across the Country
All the time 24/7

Uniform Standards
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The Good Practices — Front End
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HUD

53 Huduma
Centres

4,000 Huduma
Mashinanis

huduma
MASHINANI

Service By
Appointment (SBA)

Track my
Services (TMS)

Instant feedback -
Post exit survey

1919 Huduma
Contact, Tele-
counselling &
Social Media
Centre

Huduma
Electronic &
Mobile



HUDUMA CONTACT AND TELE-COUNSELLING -
CENTRE
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YOUR WELLBEING MATTERS

DON’T SUFFER IN SILENCE

'
CALL US ON ’

1919

If you are stressed
or overwhelmed;
call us anonymously
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1. The Customer 1st - Approach
aalty oY SERVICE Cystomer Service

*** 100% $%@

\I‘ PE‘RF@RMANCE ,
) . Customer Experience

e —— Customer Obsession

SATI SFAcT |ON EXPER] ENCE
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1.Internal Customers
» Colleagues, Departments

2 .External Customers

‘We must get the service right\
internally FIRST in order to
get it right for external
customers
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cITIZEN ENGAGEMENT AND FEEDBACK (DD

152! & Scheduling and Tracking
== Service By Appointment (SBA)

v'Queue Management System
NA FAST
v Short Message Service (SMS)
e

1)

v Post Service (Exit) Survey

v'Virtual Meeting Management System
v'Social media

v Track My Service

v’ Customer Relationship Management .,
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The Good Practices — Back end
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HIGH AVAILABILITY SYSTEMS

1l
Generator
Generator
@ —
—
Generator

o

Generator

Nairobi Data Centre

S=E i

Nakuru Data Centre

— MDAC

Huduma Cloud

— MDAC

12
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X ICT INFRASTRUCTURE — HUDUMA CLOUD

o Compute -Servers - host the Virtual Desktops used across
the 53 Huduma Centres

Virtual Desktop Infrastructure — End user terminals
used at Huduma centres to serve customers

Storage Engines — Stores data and systems

Data centre facilities — Nairobi and Nakuru

,/‘

e Network- Spans across 47 counties —Se
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INFORMATION SYSTEMS

&

HKS

n.H . : Applications
/ n-House Applications ” hosted on
Developed behalf of
Application/ other
S agencies
KENYA /—-/ I h

Huduma Kenya Programme applications are classified into three categories VISI




Outcome and Continous Improvement
Whole of Government Support

Responsive
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WHOLE OF GOVERNMENT SUPPORT -
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CAPACITY BUILDING

AND INFRASTRUCTURE

Multiple Channels

* Infrastructure

Development

* Training
INTEGRATED SERVICE
DELIVRY CHANNELS
1. One-Stop Shop

. lusi , 2. E-Government
Ielllsh DE CITIZEN-CENTRIC Platforms

SERVICES
* Feedback Mechanisms
e User-Friendly
Interfaces

ACCESSIBILITY AND
INCLUSION
* Multiple Channels






