
O 
n September 20, 
2024, the Kenya 
School of 
Government in 

collaboration with Huduma 
Kenya organized and rolled out 
the First Masterclass for Principal 
Secretaries that sets the pace for 
Customer Service Excellence in 
Public Service. 

The collaboration between 
the two organizations is set to 
revolutionize public service 
delivery, ensuring every Kenyan 
receives timely, efficient, and 
respectful services. 

The event brought together 
Principal Secretaries from various 
ministries and was opened by 
Hon. Justin Muturi, EGH, Cabinet 
Secretary, Public Service and 
Human Capital Development.  

This program which was 
first launched on June 13, 2024, 
targeted the PSs as the pioneer 
class as Heads of their State 
Departments. It is anticipated 
that once they are inducted on 
the importance of the program 
they would be able to mobilize 
and release their officers to 
undertake the various training 
programs in Customer Service 
targeting various cadres and 
professions. 

In his speech that was 
delivered on his behalf by 
Principal Secretary for Public 
Service, Mr. Amos Gathecha, the 
Chief of Staff and Head of Public 
Service Mr. Felix Koskei 
underscored the critical role that 
the CSE project will play in 
raising the quality of public 
service delivery in Kenya. He 
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stated that the CSE Training will 
establish a public service that is 
skilled, professional, and 
compassionate in its treatment of 
citizens. 

Indeed in today's rapidly 
evolving public service landscape 
citizens increasingly expect 
government agencies to provide 
the same level of responsiveness, 
efficiency, and professionalism 
that they encounter in the private 
sector. To meet these demands, 
public officers must be 
empowered with competencies, 
skills and knowledge necessary to 
offer the highest quality of service. 
There is no two way about it!  

To realize the full potential 
of this transformative journey, Mr. 
Koskei issued two key directives:  
First, that the Customer Service 
Excellence Training be mandatory 
training for all employees of 
Government.  

Principal Secretaries are 
expected to plan and allow 
officers to attend this training that 
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will enable them gain skills 
required to serve citizens with 
the highest standards of 
professionalism. 

Secondly, that all 
Ministries, Departments, and 
Agencies (MDAs) will 
continuously allocate the 
necessary budget for the CSE 
training. This investment is 
central for empowering public 
servants to deliver exceptionally.  

Mr. Koskei stressed that by 
championing the CSE principles, 
public servants will contribute to 
a responsive, accountable, and 
excellent public service, 
ultimately playing a critical role 
in Kenyaõs Bottom-Up Economic 
Transformation Agenda (BETA).  

Hon. Justin Muturi, Cabinet 
Secretary, Ministry of Public 
Service and Human Capital 
Development, emphasized the 
importance of the CSE effort in 
the larger context of changing 
public service delivery. He 
emphasized that this initiative is 
an important part of the 
government's efforts to align 
public services with the BETA 
agenda, ensuring that public 
servants are well-equipped to 
support economic activities, 
streamline service delivery, and 
foster an environment conducive 
to growth and development.  

Hon. Muturi added that, 
despite continued austerity 
measures, investing in the CSE 
program is necessary. òSkilled 
public servants are the foundation 
of efficient governance, and 
training is essential for preserving 
service quality,ó he said, 

 

Hon. Justin Muturi, EGH (2nd right), PS Amos Gathecha, ôndcõ (K) EBS, Prof. Nura 
Mohamed, EBS, and CPA Ben Kai Chilumo arrive for the MasterClass for the First 
Masterclass for PSs for Customer Service Excellence in Public Service at the Kenya 
School of Government.  
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Secretariat gave the overview of 
the Huduma -KSG CSE Training 
Framework. Prof. Mohamed 
provided the background of the 
coming together of the two 
organizations to institutionalize 
the CSE training framework. He 
also outlined the programs offered 
that include CSE Program for 
Executives; CSE Program for 
Senior Managers; CSE Program 
for Quality Standard Assessors; 
CSE Program for Technical 
Officers and CSE Program for 
Frontline Officers.  

He said that these programs 
are offered at different durations 
targeting various cadres that 
should in general prepare 
organizations to embracing 
customer service excellence, and 
embed it as an organizational 
culture; and also equip officers 
with attitudes and ability to 

ensure compliance with customer 
service excellence standards. 

The Master Class 
appreciated the content and 
knowledgeable facilitators that 
were carefully selected with a 
combination of scholarly 
knowledge and practical senior 
level public sector experience 
such as Mr. Joseph Choge, 
Chairman, Institute of Customer 
Experience on Customer; Dr. 
Wale Akinyemi, A renowned 
facilitator and motivational 
speaker who talked about the 
Kenya Public Service Culture 
Transformation; Dr. Milton 
Otwoma, Management 
Consultant and Dr. Fatuma Hirsi 
Mohamed CBS, FPRSK, 
Communication Specialist and 
Certified Executive Coach.  

With this Master Class 
having set the pace in Customer 
Service Excellence, it is 
anticipated that the other 
programs will provide officers 
that care about uplifting the 
Public Service; ensuring 
remarkable and practical 
implementation, cultivate skills 
for adept task execution, and 
promote professional integrity, 
ultimately fostering public trust 
and institutional pride. The 
Programs aim to cultivate a 
citizen-centric attitude and 
promote professional objectivity.  

emphasizing the value of CSE 
training for all government 
personnel, regardless of cadre, in 
order to attain consistency and 
quality in service standards.  

Mr. Amos Gathecha, 
Principal Secretary for Public 
Service, is keen on the CSE 
training that will cultivate a 
culture of accountability and 
service quality. He admitted that 
the program's success is 
dependent on the Principal 
Secretaries' leadership and 
dedication to upholding the 
principles specified in Article 232 
of the Constitution of Kenya, 
which focuses on integrity, 
efficiency, responsiveness, and 
accountability in public service.  

Mr. Gathecha encouraged 
Principal Secretaries to set a good 
the mood and standards in 
promoting CSE ideals, ensuring 
that every engagement with 
citizens has a positive and lasting 
impact. òProviding public 
services not only meets Kenyans' 
wants but also contributes to the 
country's economic change by 
increasing faith in government 
institutionsó he noted. 

KSG Director General Prof. 
Nura Mohamed and CPA Ben Kai 
Chilumo, CEO of Huduma 

Participants at the Masterclass held on September 20, 2024.  

Officers at  
registration   desk 
at the Masterclass 
held at the School  
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"Excellence is never an accident. It is always the result of high intention, sincere effort, and intelligent 
execution; it represents the wise choice of many alternatives - choice, not chance, determines your destiny.ó  

-Aristotle.  
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President Ruto Meeting NGAO - Nairobi Region  

H.E. President William Samoei Ruto, accompanied by Deputy President H.E. Rigathi Gachagua, presided over the 
adoption of a multi -agency approach for implementing the Climate WorX programme, aimed at enhancing efforts to 
restore the environmental ecosystem. The goal is to ensure that Nairobi, as both the capital city and the worldõs 
environmental headquarters, remains green, clean, and leads in conservation efforts. The meeting was held at the 
Kenya School of Government in Lower Kabete  
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Official Launch of the NPS Reforms Strategic Framework  

H.E. President William Samoei Ruto, officiates the launch of the Strategic Framework for the Implementation of Reforms 
in the National Police Service, Kenya Prisons Service, and National Youth Service at the Kenya School of Government, 
Lower Kabete. The initiative aims to reform, equip, and motivate law enforcement officers, ensuring a professional and 
integrity -driven security service capable of safeguarding Kenya's security.  


