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On behalf of Prof. Nura 
Mohamed, Director General of the 
Kenya School of Government 
(KSG), a delegation comprising Dr. 
Tom Wanyama and Mr. Peter 
Quest represented the School at the 
invitation of Dr. Maleyka 
Abbaszade, Chairperson of the 
Board of the State Examination 
Center (SEC) of the Republic of 
Azerbaijan. 

The invitation followed ongoing 
partnership discussions between 
KSG and H.E. Sultan Hajiyev, 
Ambassador and Permanent 

Representative of the Republic of 
Azerbaijan to the UN Office in 
Nairobi.  

The delegation participated in 
the international scientific -practical 
conference commemorating the 
10th anniversary of the SEC, held 
on 10 April 2026 in Baku themed: 
òThe Assessment Systems: Trust, 
Transparency and Innovation.ó 

The visit sought to strengthen 
institutional collaboration between 
KSG and SEC, explore partnership 
opportunities in assessment, 
evaluation, and civil service 
selection systems, and facilitate 
knowledge exchange and capacity 

6 From Frustrated Queues to 
Citizen -Centric Excellence  
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KSG Crossing the Valley of 
DeathñPart 1 

xxx 
HIGHLIGHTS  BY PETER QUEST 

Dr. Tom Wanyama (left) KSG Senior Director Finance and Administration and Mr. Peter Quest, Head of Resource 
Mobilization and Business Development also of KSG, with fellow delegates Ms. Minakhanim  Salamova  
Ms. Ulviyya Qasimova at the 10th anniversary of the SEC in Azerbaijan.  
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building.  
Since its establishment, the SEC 

has played a leading role in 
advancing modern assessment 
systems, enhancing transparency in 
examination and selection processes, 
and strengthening public service 
delivery.  

The collaboration is expected to 
contribute significantly to the 
improvement of assessment culture, 
research, and institutional capacity 
at KSG. 

Prior to the conference, the KSG 
team paid a courtesy call to the State 
Examination Center and held a 
bilateral meeting with Dr.  
Abbaszade. 

Key areas of engagement were: 
Psychometric Assessment Systems 
where discussions focused on 
knowledge sharing and the potential 
establishment of a psychometric 
assessment laboratory at KSG, 
leveraging SECõs advanced 
experience in implementing 
psychometric-based examination 
systems. 

The Digital Museum (E-Museum) 
Benchmarking had the delegation 
tour SECõs state-of-the-art digital E -
Museum, featuring digitized 
archival documents, Barcode-

enabled video documentation and 
A d v a n c e d  k n o w l e d g e 
preservation systems. 
This was relevant for KSGõs 

planned establishment of the Rt. 
Hon. Raila Amolo Odinga 
Museum, with discussions 
initiated on possible collaboration 
in its development.  

The delegation was also 
honored to visit SECõs highly 
secure examination bunker, where 
examination materials are 
developed under strict protocols. 
Staff involved remain confined 
within the facility for up to seven 
days to ensure integrity and 

confidentiality of examination 
processesñan example of global 
best practice in examination 
security. 

The conference brought together 
stakeholders to reflect on a decade 
of achievements in assessment 
systems, share knowledge and 
international experiences, and 
advance dialogue on innovative 
approaches to human capital 
development, while emphasizing 
trust, transparency, and innovation 
as key pillars of modern 
assessment systems. 

The visit reinforced institutional 
relations between KSG and the 
State Examination Centre. It offered 
a closer look at how systems are 
designed and applied in practice, 
prompting reflection on what can 
be adapted within KSGõs own 
context. The engagement also 
surfaced practical considerations 
around implementation, relevance, 
and long-term sustainability of 
such approaches within the public 
service. 

The continued cooperation is 
expected to enhance KSGõs role in 
advancing excellence in training, 
assessment, and leadership 
development. 

KSG at the 10th Anniversary of the SEC in Baku 

KSG team with Ms. Mᴅleyke Abbaszade, Dr. Hanan Khalifa, Mr. Mafu Solomon 
Rokometsi and Ms. Konul Hajiyeva on the sidelines of the Conference.  
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Womenõs leadership in Kenya 
has increasingly gained recognition 
and institutional support, driven by 
progressive legal and policy 
frameworks and sustained 
advocacy efforts. These efforts have 
laid a strong foundation for 
promoting equitable representation 
in leadership and decision-making 
spaces, with national institutions 
continuing to invest in capacity -
building initiatives across sectors. 
Despite this progress, persistent 
structural barriers, including 
cultural norms, institutional bias, 
and unequal access to opportunities, 
continue to shape and, at times, 
constrain the leadership landscape 
for women.  

Within this context, the Executive 
Womenõs Leadership Program at 
the Kenya School of Government 
emerged as a purposeful initiative, 
bringing together women from 
diverse professional and social 

backgrounds. The program 
extended beyond a conventional 
training approach, offering a 
deliberate and reflective journey 
into the essence of leadership, 
grounded in the realities and 
opportunities that define womenõs 
leadership today. 

At its core, the program 
emphasized self-awareness as the 
foundation of effective leadership 
through psychometric assessments 
that help participants engage in 
deep introspection, examining 
how their personalities, values, 
and behavioral tendencies 
influence their leadership styles. 
These insights were further 
strengthened through discussions 
on emotional intelligence and 
adaptive leadership, enabling 
participants to better understand 
their strengths while identifying 
areas for growth. This focus on 
personal insight established a 
strong basis for authentic and 
impactful leadership.  

The program also addressed the 
structural and systemic dynamics 
shaping womenõs leadership 
trajectories. One of the biggest 
barriers for women is how to 
navigate patriarchal systems, 
institutional bias, and an 
organizational culture that was not 
created for them.   This explains 
why women may experience the 
òglass ceilingó phenomenon. 
Practical strategies for political 
navigation were discussed by 
seasoned facilitators such as 
Winnie Lichuma, the first 
Commissioner for NGEC, and 
Hon. Sicily Kariuki, a former 
Cabinet Secretary, who had 
opportunity to share their own 
experiences.   

The program highlighted the 
importance of work -life balance, 
encouraging participants to reflect 
on balancing professional 
responsibilities with personal, 
cultural, and familial expectations. 
Emphasis was placed on the role of 

KSGõs Executive Womenõs Leadership Program: From Self-awareness to Influence  

BY EMILY BOSIBORI  

Director Institute of Gender and Social Development, Ms. Muthoni Gachire (seated centre) with participants and 
facilitators of the program at KSG.  
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KSGõs Executive Womenõs Leadership Program: From Self-awareness to Influence  

personal values and authenticity. 
Irungu Houghton emphasized that 
leadership should be intentional, 
and reflective so as to be 
sustainable.  

Recognizing that leadership 
extends beyond the individual, the 
program placed significant 
emphasis on collective advocacy 
and network building. Participants 
explored the value of social capital, 
mentorship, and solidarity in 

advancing womenõs leadership. 
These engagements underscored 
the power of collective action and 
the role of networks in amplifying 
influence across political, social, 
and economic spheres. 

In response to the demands of 
an increasingly digital and 
interconnected environment, the 
program integrated practical and 
technological competencies. Sharon 
Kechula, a digital advocate, 

assisted the women leaders in 
navigating their digital tools to 
counter cyberbullying while 
claiming visibility in the digital 
space. Participants were also 
introduced to systems thinking as a 
framework for driving inclusive 
institutional reform, alongside 
approaches to designing and 
implementing gender -responsive 
programs. 

A defining feature of the 
program was the inclusion of real -
l ife leadership narratives, 
illustrating diverse pathways from 
grassroots beginnings to senior 
public service roles. These 
e x p e r i e n c e s  h i g h l i g h t e d 
perseverance, adaptability, and 
continuous learning, while 
providing practicality into 
leadership in action. 

As the program concluded, 
emphasis was placed on reflection, 
application, and continuity.  
Ultimately, the program reinforced 
the understanding that leadership 
is not a solitary endeavor, but a 
continuous process shaped by self-
awareness, resilience, and collective 
engagement. 

 

Mr. Irungu Houghton, a facilitator in the programme.  

A section of the class in 
session. FA Purity Kagendo, 
(Centre) of KSG was also a 
participant.  
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Policy Formulation and Implementation Training  

The Policy Formulation and Implementation Training for Somalia Government Officials kicked off today, 
April 10th, 2026, at Lower Kabete, and will run until April 16th, 2026, in partnership with the Japan 
International Cooperation Agency (JICA).  

The training aims to strengthen capacity in policy development and implementation, while enhancing 
collaboration and knowledge exchange. 

In her welcoming remarks, Dr. Priscah Oluoch, Director of Linkages and Collaboration, highlighted that 
the programme is an important learning experience that will contribute to capacity building, promote 
transformation, and provide practical insights through field visits.  

Ms. Sumaya, Project Manager, who officially declared the programme open, noted that the training will 
provide participants with the skills and practical experience they are looking forward to gaining across 
different areas, while also enhancing collaboration, knowledge sharing, and institutional capacity among the 
participants.  
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Reimaging Kenyaõs Public Service 

Picture this; itõs a sweltering 

Nairobi afternoon. A young mother 

clutches her baby while waiting 

endlessly at a government counter 

for a birth certificate. The officer 

behind the desk barely looks up, 

muttering about ômissing stamps.õ 

Across town, a boda boda rider 

fumes over hours lost chasing a 

county permit. These scenes which 

were once all too common, capture 

the old face of Kenyaõs public 

service, which was well -

intentioned but bogged down by 

bureaucracy, red tape, and a 

mindset that treated citizens as 

nuisances rather than valued 

customers. 

But change is not just coming, 

itõs already here! Powered by a 

robust revolution at the Kenya 

School of Government! Through its 

pioneering Customer Service 

Excellence (CSE) Training 

Framework, developed in 

partnership with Huduma Kenya, 

KSG is rewriting the script for 

public service delivery. This isnõt 

another dusty policy document 

gathering cobwebs in a filing 

cabinet. Itõs a practical movement 

to embed excellence into the DNA 

of every public servant, while 

rippling out to empower the 

private sector and NGOs too. 

The Wake-Up Call:  

Kenyaõs public service has come 

a long way. Devolution brought 

services closer to the people. Digital 

tools like iTax and Huduma 

Centres slashed paperwork and 

waiting times. Performance 

contracting injected accountability. 

Yet, as many insiders know, 

persistent gaps remain; resource 

constraints, an ageing workforce 

with succession planning 

challenges, pockets of inefficiency 

that still leave citizens frustrated.  

Enter the CSE framework! 

Launched on 13 June 2024 by Head 

of Public Service Felix Koskei, and 

with Principal Secretaries already 

trained in an inaugural masterclass, 

the program was quickly declared 

mandatory for every cadre across 

government. The message from the 

top is crystal clear; ôcustomer 

service is the new standard for 

quality governance.õ 

KSG- The Engine Driving 

Mindset Transformation:  

Through its dedicated Center 

for Centre for Customer Service 

Excellence, KSG isnõt just teaching 

skills but igniting a cultural 

revolution. CSE programs are laser-

focused on transforming mindsets 

from process-driven to citizen -

obsessed. 

The t rain ing menu is 

impressively tai lored for 

Executives, Senior Managers, 

Frontline and Technical Officers 

and Quality Standard Assessors 

and Auditors. No one is left behind 

in the quest for an empathetic, fast, 

best practice, quality, a customer-

centric cultured organization.  

One might wonder, what makes 

this truly powerful? Itõs not theory. 

Participants learn to redesign 

processes (like streamlining VAT 

obligations or car imports through 

digital portals, ideas that echo real-

world efficiency drives in revenue 

and trade agencies). They master 

communication, and crucially, the 

programs are open to the public 

service, the private sector, and 

NGOs, creating a ripple effect 

where excellence in government 

inspires (and partners with) 

Jerry Okumu  

Researcher at the Center for  
Customer Service Excellence  

From Frustrated Queues to Citizen -Centric Excellence ð The Kenya School of 
Governmentõs Game-Changing CSE Revolution  
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Reimaging Kenyaõs Public Service 

business and the civil society. 

KSGõs training calendar runs 

like clockwork into 2026 and 

beyond, with flexible on -site or off-

site options. Whether youõre a 

county officer in Uasin Gishu or a 

private telecom executive, the 

School meets you where you are. 

Real ImpactñEmpowering the 

Public Service, Elevating Kenya:  

The results are already visible. 

Counties are partnering directly 

with KSG for sensitization and 

benchmarking. State Corporations 

are equally on the move. 

This empowerment goes 

deeper. Public servants leave with 

practical tools, i.e. redesigned 

workflows that cut red tape, 

strategies to exceed expectations, a 

renewed sense of purpose and 

utter commitment to excellence. It 

aligns perfectly with Kenya Vision 

2030, the Bottom-Up Economic 

T r a n s f o r m a t i o n  A g e n d a , 

devolution, and even broader 

continental goals like AU Agenda 

2063.  

When public servants think like 

customers, service delivery 

becomes faster, fairer, and more 

inclusive, whether for persons with 

disabilities, youth, or rural farmers.  

And the private sector bonus? 

By opening doors to business 

leaders and NGOs, KSG is fostering 

a national ecosystem where 

customer excellence isnõt siloed in 

government but becomes Kenyaõs 

competitive edge boosting investor 

confidence, and everyday 

commerce. 

The Road Aheadñ A Citizen -

Centric Kenya:  

Imagine a future where that 

young mother gets her certificate in 

minutes; where the boda riderõs 

permit is processed seamlessly 

online. Where every interaction 

with government feels like world -

class service. That future is being 

built today at KSG campuses in 

Lower Kabete, Mombasa, Embu, 

Baringo, Matuga and beyond.  

As Kenya marches toward 

Vision 2030 and beyond, the School 

is nurturing a new generation of 

officers who see citizens as partners 

in prosperity. Through Customer 

Service Excellence, KSG is proving 

that excellence isnõt a slogan. Itõs a 

skill, a culture, and ultimately, 

Kenyaõs greatest public service gift 

to its people. 

The revolution is underway. 

The question is: Are you ready to 

be part of it?  

Compiled by Jerry Okumu 

From Frustrated Queues to Citizen -Centric Excellence ð The Kenya School of 
Governmentõs Game-Changing CSE Revolution  
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What Truly Drives Results: The Discipline of Working Together  

In an era when institutions 
are increasingly judged by their 
ability to deliver results with 
ef f ic iency, integri ty,  and 
resilience, the strength of an 
organization often rests the 
ability of its people to work 
together. Nations may invest 
bi l l ions in infrastructure, 
t e c h n o l o g y ,  a n d  p o l i c y 
frameworks, yet the ultimate 
determinant of institutional 
performance remains human 
collaboration.  

It is within this context that 
the Administration Department 
at Kenya School of Government, 
Mombasa Campus held a team 
building exercise at the serene 
North Coast Beach Hotel. The 
session convened staff for a 
structured and reflective exercise 
in collaboration, communication, 
and institutional alignment.  

Campus Director Dr. Fred 

Mukabi emphasized a principle 
long understood in high -
performing organizations that 
excellence is rarely accidental; it 
is cultivated deliberately through 
discipline, trust, and cooperation.  

The team-building program 
was organized under the 
leadership of Ms. Emily Shake 
and ably facilitated by Mr. 
Chome and Mr. Gona from the 

hotel.  
Activities revealed how lapses 

in attention or timing can disrupt 
an entire teamõs flow. Participants 
discovered that even minor 
missteps, when multiplied across 
a group, can cascade into broader 
inefficiencies. 

Among the most revealing 
exercises was a message-passing 
activity, where information 

Tug-of-War at the KSG Mombasa Campus Team Building that took place at the North Coast Beach Hotel.  

BY GLENN LUMITI AND  
EMILY SHAKE  
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What Truly Drives Results: The Discipline of Working Together  
transmitted through a line of 
p a r t i c i p a n t s  b e c a m e 
progressively distorted. The 
final message bore little 
resemblance to the original. 

Such  demonst ra t ions 
mirror real -world institutional 
challenges. In government and 
large organizations alike, 
policies, directives, and 
operational instructions often 
travel through multiple layers 
of communication. Without 
clarity, verification, and 
a c c o u n t a b i l i t y , 
misunderstandings can quietly 
undermine even the most well -
intentioned initiatives.  

Effective communication is 
not simply about speaking, it is 
about ensuring that what is 
in tended is  accura te ly 
understood and well executed. 

Several activities tested 
participantsõ strategic thinking 
and adaptability. In one 
exercise, teams were required 
to advance using only two 
towels as stepping platforms. 
Teams that paused to plan 
consistently outperformed 
those that rushed forward 
without strategy.  

Another exercise challenged 
p a r t i c i p a n t s  t o  s o l v e 
measurement problems using 
limited tools while the most 
instructive was a blindfolded 
observation task in which the 
environment was subtly altered. 
Participants who relied solely on 
assumptions struggled to adapt, 
while those who maintained 
situational awareness were better 
positioned to respond effectively.  

The broader implication for 
institutional leadership showed 
that environments evolve, 
conditions shift, and success 

often belongs to teams capable of 
adapting without losing focus on 
their mission.  

Leadership, in this context, is 
about cultivation: nurturing 
environments where collaboration 
is instinctive, accountability is 
mutual, and communication is 
deliberate. 

Such cultures do not emerge 
spontaneously. They are built 
through consistent practice, 
reflection, and reinforcement.  

Tug-of-war was metaphorical 
that success of the òdream 
Campusó depends the strength of 
everybody; on unity, coordination, 
and collective effort.  

More often, it emerges through 
steady, disciplined efforts to 
strengthen the bonds between 
individuals, align their goals, and 
cultivate a culture of trust.  

F o r  po l i c y ma k e rs  a n d 
institutional leaders alike, the 
lesson is both simple and 
profound: the future of effective 
governance will depend not only 
on policies and structures, but on 
persistent work of building teams 
capable of turning vision into 
reality.  


