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O 
n November 25, 

2024, the Kenya 

S c h o o l  o f 

G o v e r n m e n t 

(KSG) Lower Kabete hosted a 

stakeholder engagement on 

development of the Refugee 

Management Curriculum. The 

event brought together a diverse 

group of delegates from both 

host and refugee communities, as 

well as key Government and non

-governmental organizations, to 

discuss the necessity for a 

comprehensive training program 

in refugee management. 

The meeting was attended by 

an array of distinguished 

i n d i v i d u a l s  b o t h  f r o m 

government and the NGO sector, 

including Hon. Idle Gure, 

Speaker of the Garissa County 

Assembly; Mr. Pius Eiton, 

Director of Hansard Research 

and Information Service for 

Turkana County; Mr. Jason 

Awuor, Deputy Commissioner of 

the Department of Refugee 

Service (DRS); and Mr. Suhail 

Awan, UNHCR Strategic 

Partnership Advisor.  

Also at the meeting were Mr. 

Humphrey Mokaya, Director of 

the Security Management 

Institute at KSG; Ms. Caroline 

Njuki, Chief Technical Advisor at 

the Internat ional  Labour 

Organizat ion  ( ILO) ;  Ms. 

Catherine Njoroge, Programme 
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Director at the Refugee Council of 

Kenya; H.E. Hon. Dr. John Erus, 

Deputy Governor of Turkana 

County; and Ms. Khadija Ahmed, 

County Secretary of Garissa 

County, among others. 

It was evident that even 

though Kenya has been home to 

refugees for more than thirty -five 

years and one of the largest 

refugee populations in Africa, it 

lacks a curriculum on refugee 

management. The complexities 

surrounding refugee management 

ð ranging from human rights, 

security, and integration to 

employment, education, and 

healthcare ð require advanced 

knowledge and specialized skills. 

The Refugee Management 

Curriculum being developed at 

KSG is intended to address these 

needs for public officials, 

humanitarian workers, and other 

stakeholders to have the expertise 

required to effectively manage 

refugee situations. 

One of the outputs of the 

meeting is to have a curriculum 

that is both practical and 

adaptable to the needs of the 

countryõs diverse refugee 

populations. The diversity of 

attendees at the meeting 

h i g h l i g h t e d  t h e  m u l t i -

dimensional nature of refugee 

management and the necessity of 

involving a broad spectrum of 

voices and expertise in its design. 

H.E. Hon. Dr. John Erus, 

Deputy Governor of Turkana 

C o u n t y ,  r e i t e r a t e d  t h e 

importance of community 

e n g a g e m e n t  i n  r e f u g e e 

m a n a g e m e n t  p r o c e s s e s , 

especially in counties like 

Turkana, which hosts significant 

numbers of refugees. There is 

need for policies that address 

both the needs of refugees and 

the economic concerns of host 

communities, advocating for 

more inclusive resource-sharing 

strategies. 

Hon. Idle Gure, Speaker of 

the Garissa County Assembly, 

emphasized the need for local 

government leaders to be 

involved in refugee management 

decisions, as they are often the 

closest to the challenges faced by 

bo th  hos t  and  re fugee 

communities. His call to action is 

enhanced coordination between 

national and county governments 

for refugee management policies 

that are inclusive and sensitive to 

local realities. 

For Mr. Jason Awuor, Deputy 

Commissioner of the Department 

of Refugee Service (DRS), it is 

importance that the curriculum is 

aligned with Kenya's National 

Refugee Policy and International 

Conventions on rights of the 

refugees. The curriculum should 

not only focus on refugee 

p r o t e c t i o n  b u t  a l s o  o n 

empowering them to contribute to 

the development of  host 

communities. 

The presence of international 

stakeholders such as Mr. Suhail 

Awan ,  UNHCR St ra teg i c 

Partnership Advisor, highlighted 

the substantive role that 

international organizations play in 

supporting refugee management 

in Kenya. He hopes for a 

curriculum that integrates 

Meeting in session; colleagues follow proceedings.  

KSG  and Partners unite for Refugee Management Program  

Dr. Prisca Oluoch, KSG Director 
Linkages and Collaboration, delivers 
opening remarks on behalf of the 
Director General, Prof. Nura Mohamed.  
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KSG  and Partners unite for Refugee Management Program  
international best practices while 

taking into account the unique 

socio-political and cultural context 

of Kenya. The training should also 

consider strengthening the 

resilience of both host and refugee 

communities.  

According to Ms. Caroline 

Njuki, Chief Technical Advisor at 

ILO, there is need economic 

i n teg ra t i on  fo r  re fugees , 

sustainable livelihoods are central 

to both refugee and host 

community development. She 

called for a program that includes 

modules on vocational training, 

entrepreneurship, and workforce 

integration for refugees. On the 

other hand; Ms. Catherine 

Njoroge, Programme Director at 

the Refugee Council of Kenya, 

refugee management training 

should encompass human rights, 

access to justice, and protection 

from exploitation and abuse; 

prioritizing the dignity of refugees 

and their right to education and 

livelihood opportunities.  

D r .  P r i s c a  O l u o c h , 

representing the Director 

General, in her remarks 

reiterated collaboration and 

continued dialogue among 

stakeholders. She said that KSG, 

the governmentõs premier 

capacity building institution will 

not only take lead but also be 

custodians of the curriculum 

bringing in technical and 

professional expertise due to the 

experience on the subject matter. 

The curriculum would shape the 

future of Kenya's refugee policies 

and practices as it would focus 

on practical skills, international 

standards, and local realities that 

will ensure that Kenya's refugee 

management framework is 

comprehensive and sustainable. 

The development of the 

R e f u g e e  M a n a g e m e n t 

Curr iculum represents a 

significant step forward in 

addressing the challenges posed 

by refugee management in 

Kenya. By involving a diverse 

group of stakeholders, from local 

communities to international 

organizations, the curriculum 

will be well -positioned to 

empower Kenyaõs public 

servants and humanitarian 

p r o f e s s i o n a l s  w i t h  t h e 

knowledge and competencies 

required to effectively manage 

r e f u g e e s  a n d  n u r t u r e 

harmonious relations between 

host and refugee communities. 

As Kenya continues to be a 

major player in regional refugee 

issues, this collaborative effort 

will not only improve the 

countryõs response to refugee 

crises but also serve as a model 

for other nations facing similar 

challenges. The collective 

engagement of all stakeholders 

will ensure that Kenyaõs refugee 

management policies are both 

effective and humane, reflecting 

the countryõs commitment to 

p r o t e c t i n g  v u l n e r a b l e 

populations while promoting 

sustainable development for all.  

KSGõs Security Management Institute Director, Mr . Humphrey Mokaya (center), Mr . Suhail Awan , UNHCRõs Strategic 
Partnership Advisor (second from left), H.E. Hon. Dr. John Erus, Deputy Governor of Turkana County (far left), Ms. 
Caroline Njuli, IL Chief Technical Advisor (second from right), and Ms. Catherine Njoroge, Refugee Council of Kenya 
Program Director (far right), participate in a panel discussion on the Refugee Management Program development.   



K 
SG Mombasa 
Campus welcomed 
the schoolõs senior 
leadership team, led 

by Director General (DG) 
Professor Nura Mohamed, for an 
engagement with the staff. The 
meeting, which included Director 
of Academic Affairs, Dr. 
Josephine Mwanzia and Acting 
Director of Finance and 
Administration, Dr. Tom 
Wanyama, revolved around key 
follow -ups on communication 
that staff received regarding 
recent personnel conversions, as 
well as the broader future of the 
institution.  

Prof. Mohamed, emphasized 
the importance of clarity and 
unity during a time of 
transformation at the School. 
òThis is a conversion, to the new 
nomenclature,ó the DG clarified, 
responding to questions from 
staff. òConversion means aligning 
with a new nomenclature as 

approved by the Public Service 
Commission, and it may benefit 
some and not others. Our 
responsibility is to implement 
this fairly and transparently .ó 

According to the DG, 
collaboration and individual 
accountability will lead to the 
institutionõs growth to its full 
potential . òThe Kenya School of 
Government is about vision and 
progress. Support the School, not 
individuals, so that we can 
collectively achieve that bigger 
dream. I appreciate all of you 
because you are the drivers of 
this Schoolõs future,ó he said. 

The meeting also served as a 
platform for the DG to reiterate 
his support for staff while calling 
for their dedication to the 
Schoolõs mission. òYou must be 
supported to succeed, but 
equally, you must contribute to 
the success of KSG. Together, we 
will elevate this institution to be 
recognized not just in Kenya but 
across Africa and globally,ó he 
concluded. 

Dr. Josephine Mwanzia, 
Director of Academic Affairs, 
delivered an uplifting speech 
highlighting the importance of 
synergy and brilliance. Drawing 
inspiration from both scripture 
and professional acumen, Dr. 
Mwanzia called on the staff to 
embrace a proactive approach. 
òWhatever your heart finds 

good to do, do it now and do it 
right ,ó she urged, emphasizing 
the necessity of cross-
departmental collaboration, 
encouraging staff to think of KSG 
as a unified team working. 
òWhen the ball is kicked from the 
left, the one at the right must 
catch it and direct it so that we all 
score as a team and celebrate 
together.ó She said, using a 
football analogy.  

Dr. Mwanzia lauded the 
leadership of DG Mohamed for 
bringing about goodwill and 
positioning KSG for future 
success. She anticipates boom in 
activities across the institutionõs 
five streams of service deliveryñ

KSG Mombasa Staff Engagement for Clarity and Inspiration 
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BY GLENN LUMITI  

KSG Director General, Prof. Nura Mohamed addresses employees during the staff engagement at the Mombasa 
Campus. Together with him are the Ag. Director Finance and Administration, Dr. Tom Wanyama (right) and Mr. Isaiah 
Omondi, Acting Deputy Director, Mombasa Campus.   Staff were given a chance to seek clarity and provide input on 
key issues.  
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training, research, consultancy, 
advisory services, and outreachñ
and called on the staff to prepare 
to meet the growing demand.  

Our challenge is to deliver 
with adeptness, usefullness, and 
excellence,ó she said.  

Acting DFA, Dr. Tom 
Wanyama, expressed gratitude to 
the Mombasa Campus staff for 
their dedication and the positive 
reports coming from their work. 
He acknowledged the challenges 

KSG Mombasa Staff Engagement for Clarity and Inspiration 
of change but maintained an 
optimistic outlook, calling the 
staff part of a "winning team."  

 
òI wish to reassure you that 

great things are coming. The 
transformation at KSG requires us 
to be readyñpsychologically, 
physically, and in every way. 
Mombasa should be prepared for 
a major takeover,ó he declared, 
encouraging the staff to stay 
steadfast, as he promised them of 

continued support from the 
leadership.  

The session marked was 
meaningful for the Campus staff, 
providing clarity on personnel 
changes while inspiring for 
collective commitment to 
excellence. As KSG Mombasa 
positions itself for increased 
demand and global recognition, 
the leadershipõs focus on 
transparency, teamwork, and 
excellence sets a firm foundation 
for achievement.  

Dr. Josephine Mwanzia, Director Academic Affairs, 
at the staff meeting in Mombasa.    

CHRP Florence Wanguku and Principal HRO, Sarah Bukachi were 
also part of the staff meeting .    

Left: A section of staff follow proceedings. 
Right: Ms. Eunice Wangu, offered the 
opening prayer at the meeting.   
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RCOC soon to be a reality!  

U 
nited Nations 
D e v e l o p m e n t 
P r o g r a m m e 
(UNDP), Kenya 

School of Government (KSG) and 
the Ministry of ICT and the 
Digital Economy held a breakfast 
meeting at the Nairobi Safari 
Club with members of the 
mainstream media and Public 
Communications Officers from 
various Ministries, Departments, 
and Agencies.  

The meeting was held ahead 
of the joint launch of the Regional 
Centre of Competence for Digital 
and AI Skilling and Timbuktoo, 
p r o j e c t s  t h a t  w i l l  b e 
commissioned on December 9, 
2024, at Konza Technopolis. 

The Regional Centre of 
Competence for Digital and AI 
Skilling is a flagship project that 
will be hosted at the Kenya 
School of Government (KSG), 
aims at accelerating inclusive 
digital transformation and 
revolutionizing service delivery 
in public service across Africa. 
The Centre seeks to train 300,000 
public servants over the next 
three years. 

Ms. Anna Nylander of UNDP 
delivered a presentation on the 
Regional Centre for Competence 
whose object ives include  
i m p r o v e m e n t  o f  d i g i t a l 
competencies within the public 
sector to accelerate digital 
transformation; and to enhance 

access to advanced technologies 
and inclusion within government.  

Speaking during the meeting, 
Ms. Vera Obonyo, Deputy 
Director KSG e-Learning and 
D e v e l o p m e n t  I n s t i t u t e , 
representing the Director General, 
assured stakeholders that KSG is 
well -empowered to deliver the 
training. She emphasized that 
with continuous evaluation after 
each cohort, the curriculum will 
remain dynamic and responsive 
to the evolving digital needs of 
public service.  
òTraining 100,000 officers 

annually is a significant 
undertaking, but it is highly 
achievable. KSG has the capacity 
to deliver ,ó she confirmed.  
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43RD AAPAM RoundTable Conference, Kampala, Uganda  

T 
he African Association for Public Administration and Management (AAPAM) organized the 
43rd Annual Roundtable Conference under the theme "Agile and Resilient Public 
Administration for Sustainable Development in Africa" held on November 25 to November 29, 
2024 at the Speke Munyonyo Resort, Kampala, Uganda.  

 The Kenyan delegation was led by the Principal Secretary, Public Service and Human Capital 
Development, Mr. Amos Gathecha who is also the Chair for the AAPAM Kenya Chapter. In attendance was 
also the Principal Secretary, Cabinet Affairs, Mr. Idris Dokota.  

The Kenya delegation constituted 61 delegates from across the Kenyan public service. During the 

Conference, KAPAM Program Officer, Ms. Halima Aden coordinated  a break away meeting where 

delegates discussed key areas of strengthening the Association's membership and footprint in Kenya' s 

public service. 

About KAPAM:  

KAPAM is the Africa Association 

for Public Administration & 

Management's, Kenya chapter.  

Vision:  

Professionalism in the 

Public Service  

Mission:  

To promote professionalization of 

public administration and 

management for enhanced service 

delivery in the  public  service.  
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J 
ust like anyone striving for 
success, leaders will 
inevitably face obstacles 
and setbacks on their 

journey. However, innovation, 
adaptability, critical thinking and 
perseverance are some of the 
approaches that turn these 
challenges into opportunities for 
growth and sustainability.   

On Thursday, November 21, 
2024, the Kenya School of 
Government (KSG) hosted a 
delegation from Trinity Western 
University, Canada, for a bilateral 
meeting facilitated by Dr. Prisca 
Oluoch, Director in charge of 
Linkages and Collaboration. The 
delegation conducted a training 
session for KSG staff and faculty 
on innovative approaches to 
leadership development and 
online education. 

The training introduced the 
integration of LEGO as a tool in 
l e a d e r s h i p  d e v e l o p m e n t , 

highlighting its potential for 
creativity, problem -solving, and 
team-building skills. LEGO 
bricks were described as a 
m e t a p h o r i c a l  m e d i u m 
representing real-world issues, 
enabling participants to think, 
communicate, and understand 
l e a d e r s h i p  c h a l l e n g e s 
innovatively. The session 
included practical activities that 
allowed participants to engage in 
building models to address 
specific challenges. 

The first activity tasked 
participants with building a 
tower, with feedback revealing 
that the diversity in tower 
designs symbolized different 
leadership v is ions. Some 
participants interpreted their 
towers as platforms for leaders to 
"see further," stating the role of 
leadership in carrying and 
sharing a vision. Additionally, 
the importance of a solid 
foundation was noted, signifying 
the need for strong principles to 

ensure sustained leadership 
success. 

In the second challenge, 
participants were to build a 
model represent ing their 
definition of leadership. The 
activity showcased various 
p e r s p e c t i v e s ,  i n c l u d i n g 
leadership as a responsibility that 
requires strength and the ability 
to unite diverse teams. To them, it 
was important to be forward -
looking, inclusive, and present as 
a leader. The faci l i tator 
encouraged ref lect ion on 
creativity and differences in 
leadership styles, noting how 
views evolve through model 
presentations. 

The third challenge required 
groups to address shared 
leadership challenges by building 
LEGO models. Group discussions 
revealed key issues faced by 
leaders such as organizational 
disconnect, abandoned projects, 
and misuse of resources, 
identifying corruption as a 

BY TABITHA KEMUNTO  

Use of LEGO for Innovative Leadership  

Dr. Prisca Oluoch, Director Linkages and Collaboration (center), with the team from Trinity Western University and 
participants drawn from KSG Campuses, institutes and departments, who attended the training on the use of LEGO.  



Page 9 

 

Participants in their groups involved in the LEGO demonstrations. Bottom left : A group shares a memorable time with 
one of the facilitators.   

significant challenge. Another 
group that focused on resource 
mobilization, noted the gap 
between available resources and 
organizational goals while a 
third group discussed barriers to 
connecting with diverse teams, 
internal resistance, and external 
pressures, emphasizing the 
challenge of managing diversity.  

The session also covered 
faculty engagement in online 
education, exploring strategies 
to improve the quality and 
effectiveness of remote learning. 
According to the participants 
that online learning often lacks 
interactivity, depending heavily 
o n  t o o l  d e s i g n  a n d 

Use of LEGO for Innovative Leadership  
implementation. Tools currently 
in  use include Learn ing 
Management Systems (LMS) for 
asynchronous learning, Microsoft 
Teams for webinars, WhatsApp 
groups for communication, and 
LiberatingStructures.com for 
group activities. At this point 
participants compared online 
learning with LEGO Serious Play, 
focusing on how the latterõs 
interactive approach could be 
adapted to avoid ineffective 
on l i n e  l e a rn in g  t h roug h 
overloading content, using 
insufficient tools, removing 
engagement, or implementing 
poor structural support.  

Addressing the participants, 

Prof. Nura Mohamed, KSG 
Director General who is also keen 
on the School improving in 
content delivery and teaching 
effectiveness endorsed the 
application of the LEGO model in 
Schools teaching styles.  

The training heightened the 

transformative potential of 

innovative tools like LEGO for 

ingenuity and collaboration in 

leadership development and 

education, calling attention to the 

value of inclusivity, forward -

thinking, and adaptability in 

addressing both organizational 

and educational challenges. 



 

Roll-out of NPS Customer Service Excellence Program  

D 
elegates from the 
Kenya School of 
G o v e r n m e n t , 

Huduma Kenya and the National 
Police Service gathered this week 
at KSG Embu Campus to develop 
training materials for the 
Customer Service Excellence 
(CSE) Program designed for the 
National Police Service (NPS). 
This week-long workshop marked 
the beginning of an initiative that 
is intended to redefine how police 
officers interact with the 
communities they serve. 

The exercise comes after the 
launch of the Customer Service 
Excellence Centre and the 
Customer Service Excellence 
training framework at KSG Lower 
Kabete in June 2024. During this 
launch, the Chief of Staff and 
Head of Public Service, Mr. Felix 
Koskei, instructed that the 
mandatory courses in Customer 
S e r v i c e  E x c e l l e n c e  b e 
implemented for all staff in the 
Ministries, Departments, and 
Agencies. 

In her opening remarks at the 
workshop, the Director of KSG 

Embu, Dr. Ann Kangethe 
eloquently outlined the vision. 
òThis review purposes to ensure 
our training materials bridge gaps 
identified within the National 
Police Service. By aligning our 
training with their unique needs, 
we will advance the capacity of 
our officers, prioritizing customer 
service excellence,ó she said. 

The Director was particular 
about the importance of training 
in shifting mindsets . òOur 
m o n u m e n t a l  m i s s i o n  i s 
empowerment which can be 
achieved by equipping officials 
with the right skill set, mindset, 
and knowledge. When our police 
officers are empowered, they 
execute government duties with 
the know-how and confidence, 
encouraging trust and respect 
between citizens and the 
government.ó 
Huduma Kenyaõs Lukas 

Mwang i ,  who  has  been 
instrumental in the preparation of 
the Centre and materials for 
training said òCustomer service is 
excellence itself. It is the sum total 
of what we anticipate, meet, and 
exceed. The public servant is also 
a  leader  who must  be 

pro fess iona l l y  in te l l igen t , 
patriotic, and positive and deliver 
friendship to the public.  

This program considers every 
position within the NPS, from 
leaders and senior managers to 
front desk officers and assessors. 
Dr . Kangõethe highlighted the 
need for training materials to be 
c u s t o m i z e d  u n d e r  t h e 
constitutional mandate that the 
public is treated with respect and 
d ign i ty ,  wh ich  promotes 
government confidence among 
citizens. òThe diverse roles within 
the NPS require specialized 
training. Our schedule must 
address these specific needs while 
adhering to consti tutional 
principles, such as treating the 
public with respect and dignity ,ó 
She said, referencing Article 73 of 
the Constitution of Kenya.  

To achieve this, the workshop 
would focus on key areas such as 
resource mobilization, innovative 
t ra in ing approaches,  and 
stakeholder engagement. A 
proposed comprehensive training 
planner will leverage insights 
from existing schedules to fine-
tune the program, ensuring it 
meets evolving community 
expectations. 

The Director urged members 
to support the workshop with the 
spirit of collaboration and 
innovation . òOur ultimate goal is 
to develop a training planner that 
advances our capacities and 
reinforces the integrity and trust 
that the National Police Service 
must embody in our community .ó 

The Customer Serv ice 
Excellence program is more than 
just a training initiative. It is a 
commi tmen t  to  bu i l d ing 
confidence, enhancing service 
delivery, and creating a better 
relationship between Government 
and the public. 

BY CHRISTINE RWAMBA  

Dr. Ann Kangethe addresses a delegation from KSG, the National Police 
Service, and Huduma Center during a session at the Customer Service 
Excellence workshop held at KSG Embu.  
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Dr. Florence Kithinji, Acting Director KSG Matuga, with members of the Boda Boda Community during the Customer 
Service Excellence Sensitization.  

A 
t KSG Matuga, we 
believe that great 
leadership goes 

beyond academic excellenceñit is 
about empowering communities 
to thrive . Aligned with Kenyaõs 
Bottom-Up Economic 
Transformation Agenda (BeTA), 
our initiatives seek to nurture a 
society where agriculture, 
MSMEs, affordable housing, 
universal healthcare, education, 
and the digital economy work 
together to uplift every 
individual.  

These pillars guide our 
outreach efforts, as we recognize 
that economic transformation 
starts with the people at the 
grassrootsñthe farmers, the 
traders, and, in this case, the Boda 
Boda riders who form the 
backbone of our local transport 
system. By equipping them with 
customer service skills, we aim to 
cultivate professionalism, foster 

respect, and drive an ethos of 
service excellence that aligns 
with Kenyaõs national vision. 

In a recent community 
engagement initiative, KSG 
Matuga hosted a Customer 
Service Excellence Sensitization 
Program for the Matuga Boda 
Boda community. This event 
was led by Dr. Florence Kithinji, 
Acting Director of KSG Matuga 
Campus, alongside Ms. Emily 
Shake, Head of Administration, 
and Ms. Angela Tsuma, 
Admissions Officer. Together, 
they facilitated an engaging 
dialogue about professionalism, 
courtesy, respect, and customer-
centric practices, offering the 
riders insights to enhance their 
services and elevate their role in 
the local economy. 

Dr. Kithinji gave a heartfelt 
acknowledgment of the essential 
role played by the Boda Boda 
community in Matuga . òYou are 
more than transport providers ,ó 

she noted. òYou are partners in 
progress. Every time you ferry 
our staff, students, or goods, you 
strengthen the operations of the 
Campus. Your services keep our 
community connected, efficient, 
and productive .ó As such, she 
emphasized the importance of 
professionalism urging the riders 
to adopt a customer-first 
approach. òProfessionalism, 
courtesy, and respect should be 
the foundation of your work ,ó 
she added. òThese qualities not 
only improve your relationship 
with passengers but also build a 
reputation that inspires trust and 
loyalty .ó 

The facilitators shared 
practical tips on customer service 
excellence. Ms. Tsuma spoke on 
effective communication, 
stressing the importance of using 
respectful and courteous 
language in every interaction. 
òThe words you choose can make 
or break your connection with a 

BY KEFFAS MUTETHIA  

Customer Service Excellence Sensitization for Matuga Boda Boda Community  


