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REPUBLIC OF KENYA

MINISTRY OF INFORMATION, COMMUNICATIONS AND THE DIGITAL ECONOMY
STATE DEPARTMENT FOR ICT AND DIGITAL ECONOMY

PS Speaking Notes for the Keynote Address: – Leading for Return On Experience: Reimagining Customer Value in the Age of AI
Protocol
· Chairperson of the Institute of Customer Experience.
· Distinguished CEOs and business leaders.
· Representatives from Government and the private sector.
· Ladies and Gentlemen.
Good morning.
Thank you for the invitation to join you at this important forum. I commend the Institute of Customer Experience for convening leaders around a conversation that is increasingly defining the future of business, government and society.
Today's theme is both timely and relevant. As artificial intelligence reshapes industries and customer expectations evolve, organizations are no longer competing solely on products or price. They are competing on the quality of experiences they create for citizens and customers.
From Return on Investment to Return on Experience
For many years, both government and business measured success through efficiency, cost savings and financial returns. While these remain important, today success is increasingly defined by the quality of the experience people have when accessing services. Citizens and customers expect services that are simple, responsive, secure and accessible.
For Government, this means delivering public services that are easier to access, more transparent and more responsive to citizens' needs. For the private sector, it means creating seamless, trusted and personalized customer experiences that build loyalty and drive growth.
This is why Return on Experience matters. It is about using technology not simply to digitize services, but to improve people's lives. Technology is not the destination, it is the enabler of better experiences, stronger trust and greater value for both citizens and customers. When a citizen can renew a license from their mobile phone in minutes, or a customer receives proactive, AI-driven support before they even realize there is an issue (that is the return on experience we are striving for).
Kenya's Digital Transformation and the Role of AI 
Kenya is on an exciting digital transformation journey, with technology playing an increasingly important role in improving public service delivery, driving economic growth and creating new opportunities for businesses and citizens alike. 
Through the Government's Digital Transformation Agenda, we are building the digital foundations that make services more accessible, efficient and inclusive. To provide context on our recent milestones, the State Department has been aggressively expanding the deployment metrics of our national fiber optic backbone. By laying down this critical infrastructure, we are ensuring that high-speed, reliable connectivity reaches previously underserved regions, bridging the digital divide, this government has so far rolled our over 35,000km an initiative of both public and private sector. Concurrently, we are rolling out thousands of public access points across the country to democratize internet access for all Kenyans to serve as public WiFi Hotspots for markets, stages, etc.
Beyond physical infrastructure, we are refining our Government Enterprise Architecture frameworks. We recently launched the GEA and GIF which ensures that our digital platforms communicate seamlessly, breaking down bureaucratic silos so that citizens experience a unified, frictionless interface when interacting with the government. 
To complement this, in 2025 we gazetted the Kenya Cloud Policy, 2025 — a cloud-first framework requiring public entities to prioritise cloud-based solutions, classify data by sensitivity, and ensure that government data is hosted securely, whether in sovereign government cloud or accredited private infrastructure. This matters to every business in this room: it gives you a clear, predictable framework for how government data can be hosted and accessed, and it positions Kenya to attract the hyperscale cloud investment that underpins faster, more resilient digital services across both public and private sectors.
We are equally advancing on data adequacy. Kenya and the European Union are in active discussions toward an EU adequacy decision for our data protection framework. A status that, once achieved, would make Kenya the first African country to hold it. For your businesses, this is not a technical footnote; it means personal data could flow between Kenya and the EU without the extra safeguards currently required, reducing cost and friction for digital trade, business process outsourcing and cross-border customer service operations.
Kenya today holds roughly half of East Africa's live data-centre capacity, and independent market analysts project this could grow substantially over the next fifteen years as cloud and AI adoption accelerate. Crucially, as global AI workloads demand immense power, Kenya is positioned as a premier destination for sustainable compute. With over 92% of our national grid powered by renewable energy, backed by over 10 gigawatts of untapped geothermal potential in the Rift Valley, we are actively laying the groundwork for a 2-to-3 Gigawatt green data center region. This is not an accident it reflects deliberate investment in fibre, power and policy that forums like this one help shape.
We are also emerging as a serious global destination for customer experience outsourcing as a home to one of Africa's largest pools of English-speaking, digitally skilled talent. This is Return on Experience at national scale: global companies are choosing Kenya not just for cost, but because Kenyan talent delivers the empathy, clarity and problem-solving that defines excellent customer experience.
Furthermore, we recognize that sustaining this ecosystem requires top-tier talent. We are actively championing capacity building through different initiative like Jitume and Ajira and institutions like Kenya-AIST (a premier academic university institution dedicated to advancing top research and innovative solutions to the industry). These Digital skilling initiatives, including partnerships with training institutions and the private sector, are equipping young Kenyans with the competencies to build and use these platforms, not merely consume them. At the same time, these public investments are enabling banks, telcos, insurers and retailers to build faster, more personalised digital services on top of a more reliable digital foundation.
Artificial Intelligence is the next step in this journey. It offers an opportunity to deliver services that are faster, smarter and more responsive to the needs of citizens and customers. To ensure we navigate this frontier responsibly, we recently concluded a public participation process for the Draft Kenya Artificial Intelligence and Other Emerging Technologies Policy. This framework will provide the necessary ethical guardrails, ensuring that as we innovate, we protect data privacy and mitigate bias.
Government's role is not only to regulate AI, but to convene the ecosystem — bringing together local AI innovators, global technology partners, universities and financiers so that Kenya captures value from AI as a builder, not only a consumer.
Whether in government or business, AI has the potential to help us make better decisions, improve efficiency and create more personalised experiences. The true measure of digital transformation is not the technology we adopt, but the positive impact it has on the lives and experiences of those we serve.
Leadership in the Age of AI 
Artificial Intelligence is transforming how we work, deliver services and engage with citizens and customers. But the success of this transformation will depend not on technology alone but it will depend on leadership. Leaders must look beyond adopting AI and focus on using it to improve decision-making, increase efficiency and deliver better experiences, while ensuring trust, transparency, privacy and accountability remain at the centre of innovation. 
For Government, this means creating an enabling environment through sound policy, digital infrastructure and responsible governance. For the private sector, it means investing in innovation and skills to create greater value for customers. The leaders who will thrive in the age of AI are those who combine technology with purpose, placing people at the heart of every digital transformation.
Public-Private Collaboration 
Government cannot transform the digital economy alone. Our greatest successes will come through partnerships. The robust civil works we are undertaking, such as the cross-border infrastructure deployment along regional corridors, rely heavily on private sector execution and investment.
The collaboration between government, private sector, innovators and professional bodies such as the Institute of Customer Experience is essential in shaping services that meet the expectations of modern citizens. I therefore invite each organisation represented here this morning to a specific commitment: work with the State Department to co-develop shared standards for responsible AI use in customer and citizen-facing services, and to share, through platforms like ICX, the practical lessons both successes and failures that will help the whole ecosystem improve faster than any of us could alone
Together, we can create digital experiences that are inclusive, accessible and globally competitive. 
Closing 
As we look to the future, let us continue to embrace technology not simply as a tool for efficiency, but as a catalyst for creating better experiences, expanding opportunity and strengthening trust. 
By working together, government, the private sector and all stakeholders, we can harness the power of AI and digital innovation to deliver services that are more inclusive, responsive and impactful. In doing so, we will not only build a stronger digital economy but also improve the everyday lives of the people we serve. 
The future will not belong to the organisations with the most advanced technology. It will belong to those that use technology most responsibly, most inclusively and most purposefully. Let us measure our success not only by the systems we deploy, but by the trust we build, the barriers we remove, and the lives we improve. That is the true return on experience
Thank you, and I wish you fruitful deliberations. 
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