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THE KENYAN SCENARIO

KEY AREAS OF FOCUS :

ÉContact Centres

ÉAnimation

ÉSoftware Development 

ÉBack office Processes (Data 
entry/transcriptions)

ÉAccounting Processes

ÉHR Processes



EDUCATION WORKFORCE

Kenya has a large WELL educated 
workforce that can be absorbed in 
the ITES Sector. 

Up to 100,000 qualified people 
graduate from both tertiary colleges 
and universities each year.



CHALLENGES

The key challenge faced by the sector 
is:

É Insufficient numbers of BPO/ITES 
ready personnel.

By this it is meant, difficulty in 
finding people who are already well 
trained and can readily jump onto 
the job without any further training.  



CHALLENGES

É Learning institutions are still not familiar 
with what BPO/ITES is all about

É The few institutions that have embraced 
training in BPO are still not able to attract 
sufficient number of students to attend 
the programs due to lack of demand - the 
industry growth is slow.

É Totally inadequate number of trained 
trainers for the BPO/ITES programs



HOW COMPANIES ARE 

CURRENTLY COPING

É In -house training of:

- Soft skills communication

- Transcription skills

- BPO/ITES work culture

- Respective technical skills eg. use of 
animation software, search engine skills 
etc

This takes them up to 2 -3 months of 
training before the person can start work. 



CHALLENGES FACED BY 

COMPANIES

Companies are faced with attrition 
when new entrants come into the 
market and take on some of their 
staff, making the recruitment and 
training process for them very 
expensive.  



SOLUTIONS

É Some proposed solutions are: 

- Governments to establish a fund to train 
trainers and personnel, from agents, to 
supervisors and managers, across the various 
verticals of BPO/ITES 

- Setting up of Private Public Partnerships to 
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students are polished for up to 3 months to be 
ready to work in the sector.


