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Judiciary Desks Operationalized 
at Six Huduma Centres

This past Monday, the Cabinet Secre-
tary, Ministry of Public Service, Per-
formance and Delivery Management 
Hon. Moses Kuria met a team from the 
Judiciary led by Hon. Justice Kanyi 
Kimondo at Harambee House. The 
meeting was to operationalize Judi-
ciary desks at six Huduma Centres.
The desks are anticipated to support 

the Chief Justice’s vision of STAJ 
2022-2023, which focuses on provid-
ing justice for the people, especially 
the disadvantaged and marginalized, 
by making court stations closer to 
them. The team also toured the GPO 
Centre, where the first Judiciary desk 
was set up.
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 Judicial services at Kibra Huduma Centre

 Judicial services at GPO Huduma Centre

 Judicial services at Kiambu Huduma Centre City square Huduma Centre

Eastleigh Huduma Centre



Samburu Huduma Centre and County Government 
Collaborate For Improved Services

NTSA team from Nairobi and Meru led 
by Regional Manager Mr. Mohammed 
Khamsin joined their counterparts in 
Isiolo Huduma Centre to conduct the 

Smart Driving License and new 
generation Number plates application 
and Processing drive at Isiolo Huduma 
Centre.

Samburu Centre 
Manager Henry Bidii 
and Chief Officer Daniel 
Leleina of the County 
Government Revenue 
Department met to 
explore how to enhance 
county public services 

at the Centre and work 
together on future 
projects on 26th January 
2024.
The meeting agreed 
that the County 
Government Revenue 
Department would use 

the Centre’s retainer 
core services for 
various tasks such as 
business license 
payments, e-parking, 
liquor license 
registration, and 
county information and 
inquiries. These are 
part of the County’s 
efforts to digitize their 
services. The Centre 
and the Department 
will also partner in 
Huduma Mashinani 
outreaches to bring 
more public services to 
the people.
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Tana River Huduma Centre sensitization on Ethics and Integrity 
awareness. 

Sign Language classes at Huduma Centre Nyamira

Nyamira Huduma Centre had a health talk on stress management by the 
staff from the newly opened Equity Afya Hospital branch in Nyamira. 
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Nandi Huduma Centre staff paid a 
visit to Mr. Joseph Ruto, to condole 
with him and his family following the 
passing of his brother.

A team from Eastleigh Huduma 
Centre attended the funeral of Ezekiel 
Ng'ang'a, a former staff member of 
the CRS desk, at his home village in 
Kanyeki-ni, Limuru.

Busia Huduma Centre staff extended 
their support to Yvonne Achieng, a 
needy pupil, by raising Ksh. 5,000 for 
her shopping. Their efforts also 
facilitated her sponsorship at the 
school, for her fees.

Renovations at Taita Taveta Huduma 
Centre.
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Baringo Centre Manager Ms. Margaret Thuo held her first meeting with the 
Information desk staff to align the working procedures of the Centre.

Kirinyaga Centre Manager Ms. Rhoda Mwanza and staff of the Standards 
and Operations committee received calendars from Ms Margaret 
Muhang'ia, the sales personnel, Focus Clinical and Diagnostics Centre.

Samburu Centre Manager Mr. Henry Bidii held a session on leadership and 
change management, where he positioned public servants as powerful 
change agents who can deliver exceptional public services in the era of 
digitalization on 30th January 2024.



   
SERVICE EXCELLENCE CALENDAR

SHAPING THE HUDUMA
OF THE FUTURE

JANUARY-FEBRUARY 2024

Sustaining The Gains-What Next?
Key Lessons For The Future Of Public Service Delivery.
New Face of Huduma-The Digitilization Agenda.
Operationalize New Service Delivery Channels.

REPUBLIC OF KENYA
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The Ag. CEO of Huduma 
Kenya, Mr. Mugambi 
Njeru, visited the 
National Police College 
Main Campus in Kiganjo 
on Tuesday, 30th 

January,2024 where 
National Police Officers 
attached to all the 52 
Huduma Centres 
commenced a 10-day 
training. He later paid a 
courtesy call to Mr. 
Nyale Munga, 
Commandant of the 
National Police College. 
The duo discussed 
efforts aimed at 
cultivating a 
c u s t o m e r - c e n t r i c 
mindset among officers 

providing security 
services at the 52 
Huduma Centres to the 
public.
 The first group of 
officers attending the 
training are expected to 
complete on 9th February 
2024, while the second 
group will commence 
training on 12th February 
2024. The customer 
service excellence 

capacity building 
exercise on front-line 
officers and the first of 
its kind for Huduma 
Kenya is aimed at 
improving customer 
service in public service 
by laying emphasis on a 
customer-centric and 
experiential delivery 
approach.

Customer Service Excellence Training for 
Police Officers At Huduma Centres



Nyandarua Centre Manager Mr. Andrew Mugo held a meeting with NSSF 
Regional Manager Mr. Joseph Kitonyi, Branch Manager Mr. Wilson Maina 
and the desk staff Mr. Joshua Longonop.
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Huduma Kenya and NG-CDF Keiyo South in Bid to Bring
Government Services Closer to Keiyo South Residents

A team from Huduma 
Kenya Secretariat 
(HKS) conducted a site 
visit at Keiyo South 
Constituency, explor-
ing the location ear-
marked for a new 

Huduma Centre. The 
HKS team, comprising 
of Mr. Japheth Mutha-
ma, Jeferson Nyakamba 
and Shadrack Rono, 
examined the building 
together with the ward 

administrator Gertrude 
Serem and representa-
tives from Hon. Gideon 
Kimaiyo's office. The 
proposed Huduma 
Centre has been con-
structed by the County 
Government of 
E l g e y o - M a r a k w e t 
within the Sub-County 
administrator's com-
pound at Chepkorio 
town. This initiative 
will significantly 
reduce the need for citi-
zens to travel long dis-
tances to Iten to access 
essential government 
services.
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Ms.Nawwar Mohammed of KUCCPS and Ezra Kei of HELB desks from 
Huduma Centre Mombasa participated in Technical University of Mombasa 
Open Day this week. The event was attended by about 900 high school 
graduates who were advised to follow the right channels of information on 
social media to avoid fake platforms. 

Operationalization of Laikipia East, 
Makutano Huduma Centre

1st February 2024 
marked the first day of 
operations at the 
Laikipia East, 
Makutano Huduma 
Centre offering 

services to Mwananchi. 
The operationalization 
of the Centre at the 
Makutano area comes 
as Huduma Kenya 
marks 10 years since its 

inception. The initiative 
made possible through 
a collaboration with 
NG-CDF Laikipia East is 
driven by the 
B o t t o m - U p 
T r a n s f o r m a t i o n 
Agenda (BETA) to 
deepen access to 
services to the 
grassroots level. 
Customers visiting the 
Centre accessed 
services such as the 
issuance of driver’s 
licenses, national 
identity cards, and 
NSSF among others.
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The Deputy Centre Manager of Huduma 
Centre Mombasa, Mr. Yogo Harison, in 
company with the NTSA Service Desk Team 
Leader, Mr. Korir Bismarck, paid a courtesy 
call to NTSA Coast Regional Office. They 
discussed on continued support and 
partnership between the two institutions.

Health service desk officers 
from Huduma Centre Mombasa 
led by Mr. Kampala Chesire and 
Ms. Adella Malemba take staff 
through guidelines and mea-
sures to reduce the spread of 
Red Eye infection at the Centre. 

Mr. Joseph Katana (ICT Team Leader), Mr. Ezra Kei (Helb Staff), Mr. 
Laurence Ahsantey (WEF Staff) and Ms. Nuru Farah (Intern) visited Kenya 
Coast Polytechnic to provide free ICT practical skill trainings on 
Networking, Database Administration and PC maintenance & Repair.



"To be without trees would, in the 
most literal way, to be without our 
roots.He that plants trees, loves 
others besides himself.If we lose 
the forests, we lose our only 
teachers.Learn character from 
trees, values from roots and change 
from leaves."
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Huduma Centre Kirinyaga staff 
visited their adopted tree seedlings 
nursery, managed in collaboration 
with the One Acre Fund 
organization. They weeded and 

inspected the growth performance 
of the seedlings, which are 
anticipated to be ready for planting 
in the upcoming long rain season 
expected to commence in March.

Adopt-A-Forest Corner
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Adopt-A-Forest Corner Champions





Customer satisfaction rating
•From the analysis of the customer feedback for Q2, FY 23/24, the overall 
Customer Satisfaction Level (CSL) for the Huduma Kenya Service Delivery 
Programme was at 79.2% (being very satisfied – 62.1% and satisfied – 17.1%) 
while the dissatisfaction level stood at 15.3%.  
•The 79.2% is a slight increase from 71.61% registered in the last quarter. 
•The 79.2% is against the Huduma Kenya Service Delivery Programme CSL 
target of 95%.

Customer feedback
•The analysis of the 8,205 responses received from customers revealed that 
6,506 responses were complements from customers while 1,699 responses 
were complaints from customers who had visited various Huduma Centres for 
services.

A SUMMARY REPORT ON THE UTILIZATION OF THE 
SERVICE BY APPOINTMENT (SBA) SYSTEM FOR 

QUARTER TWO (2) OF THE FINANCIAL YEAR 2023/2024
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