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This transcript was produced in KenyaldgrthWest OffshoreThanks tdrichard Mwangi for this

generougro-bono service

<Mwangi Wamae>: Alright folks, thank you for joining us, those of you who are heb&iously and

we have some people who are joining us on the phmtigask you also for joining ud.am Mwangi

Wamae | work here in the city and | live in Connecticut and when | heard that this team was coming
from Kenya | decided thator a number of reasons which | will get into in a mom#ratit would be a

good thing andt would be an important thing for Kenyaor friends of Kenya who ane the New

York City area to come here and meet with the team and understand what they are doing, the wonderful
things that they are doingnd importantly understand what the opportunities are faskignyans in

the Diaspoa to playa role benefiting, and having our people benddit channeling work to Kenya

and to the emerging operations in Kenya.

Before | give my two minute speech, let me introduce the folks who are here from Kenya, and who
have operations in Kenya, iave the CEO of the newly constituté€ilr BoardPaulKukubowho is

here who will be talking to us in a moment, we have his deputy CEO and the person responsible for
marketing and that is Eunidéueni Kariuki, she is ght there, we have Christopher Wambua, who is
with the CCK, that is the regulatpr guessfor the communication industry. h€én we have some
operatorswe have Ron Evans who is from Canada but has an operatidh¢@ntar operation in

Nairobi, calledSkywebEvanswe have Francesca Kaireshe is withOriak Digital, she has been well

established for about a yeand ahalf now, we have Chrisight, he asked me to describe lsieffas a
driend of Keny@&who is actually playing an important rokn advisory rol& you will, and a support
role, with the government to get this pace constitutéé have Richard Mwangier there who is

with Northwest Offshordased in Nairobi, been in business since about April or May of this year, and

then we have Wachira Waruru, who is witbntinental BPQvhose has got an operation thiads just

started off the ground following last three or four month's leddisvery keen to continue down that

path, we also had a couple of people at this show who may be joining us later today extundivagi


http://www.northwestoffshore.com/
http://www.ict.go.ke/
http://www.cck.go.ke/
http://www.skywebevans.co.ke/
http://www.oriakdigital.com/home/
http://www.northwestoffshore.com/
http://www.continentalbpo.com/

Nik Nesbitt ofKenCalland a few other peopldf they do show up | will certainly introduce them.

The only othething | would like to say is that in the role thdtave play with my employet was
responsible for an operatidhatwas channeling a fimsamount of businegzrobably in the range &4
million to $5 million a year to outsourcing vendors, primarily in Indiame South Africa and some
Philippines. Over the last two years | have been ablenove probably about 10% of that business to
operations in Kenya people are doing betw®s00,000and $750,000 with some Kenyan operations
and it has been immeslg satisfying for me on a personal level because | am Kenyan and | feel that
these are mpeople who are benefiting but the thing that | would most like to underscore, isttiiat
there is a bit of learning curythe quality of the work that has been coming out of Kenya has been
comparable or better than the work that we getting out of ther geographieso, yes we might be
doing this because we are Kenyan but pleasé @lesl that you are going to be giving up anything in
terms of quality or in terms of the experiences that you and the people you represent and your clients
maybe experiering. So on that note let me introduce P&ulkuboto come and talk to us a little bit
about the space and all the good stuff that is hapge¢nere Paul.

<Paul Kukubo>: Thanks very much.

<Eunice Mueni Kariuki >: | just want to apologize that we hiadped this would be accompanied by
some drinks but we realized that we do not know New York and we face a few challenges here and
there trying to get organized so we do not have drinks but we have just water, that is much | managed,

next time we will be &tter prepared, we do apologize.

<Paul Kukubo>: Let me start by saying that when | first got Wamae's email telling me about this
engagement, we jumped at the opportunity for two reasons, one is that it would be a contradiction to
come to New York and askew Yorker's to give us business when many of you are active business
people in this community and can be part of that sourcing chain and therefore | felt there is an excellent
opportunity.

Secondly | have had the privilege of speaking to the Kenyan coityrin America a few times, | have
spoken to Kenyans, | was actually here a month ago in San Jose, | met the Kenyan community in San
Jose, we presented ourselves, there was a bit of a different mood it was a bit more formal, | mean

informal, a bit more @sual but | got a very good response and therefore we decided this is something
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that we need to invest in.

Thirdly the stronger you are inéW York and the stronger in théa®s, the stronger we are at home
becauseas you probably knowndia's storyis a story that is largely around its expatriate community
and itsDiasporaand what they have been able to takeklbamme and that is the kind ofessage that
we want to start sending fort

And fourthly, when | read the blogs, | know a lot of timeslmKenyan community blogs, politics
tendsto take up a lot of space, this isery political time, it is very very heated but we decided look, if

we get the right audience ane tell our story, you could be our ambassadors

So | wanted to take this prestation in two approaches, first of all | will tell you what the Board does
and why we were setup, | think it is important, some of you have been asking me informally, getting a
lot of emails telling me, explain what the Board does, and then | willgell will then go to the

second phase and | will try and be quick because we want to allow a lot of time for interaction and
guestion which is where we should spend most of the time, talking through what we call the Kenyan
story and let me just tell yowmething here what we did when we were developing the Kenyan story,
we worked with a consulting firnMicKinsey Consulting because we felt that it was important that our
story is told in a way that people who make the decisions have a sense of credilslityt that you
cannot tell your own story but some times if somebody tells your story on your behalf and you come
and tell a decision maker here that | have worked with a certain firm, it just helps you to make much
more, a little stronger argumerttgtstory is your story, but sometimes you need someone to tell it for
you. These are not the things that | will spend a lot of time. with

The Board was established buy the president as a state corporation, this year in February 2007, and
what happened wdhkat the Board composition is such that there is an executive &l@HO who is
appointed by the minister, that is the how it works, the PS in treasury, the PS in communication, three
public officers and four private sector directors, this is the Boatelms of the Board governorship,

the directors of the Board, and what they did with the Board is that they looked at different people who
are active players in the industry and selected four people and the minister's prerogative to do that, that
is justthe way the law is written, and the way the Board was established obviously everybody would
have loved to sit on the Board, different interest groups would have loved to sit on the Board but we

choose the ones that are most representative and put ttieanan



The functions of the Board are basically five, one is advisory, second is promoting the county locally
and internationally as an ICT destination, the third one is facilitatingstadlishment of industrial

parks, technology paskand associatddcilities, things that were not part of Kenya's vocabulary and
planning in the years before and then any other activities that we see fitttthoseeobjectives. The
actual lmard of directors themselves are Catherine Ngahu, she is from a researchtagy st
background, she is the chair person of the Board, she is directly appointed by the president and the
CEO as appointed by the minister through a competitive process Deloitte advedipesition, we
applied and then they made their decisidhisis an important part of the new Kenya in terms of the
dispensation on how Kenyan public appointrsevark now, you will find that a lot of public sector

jobs now are very competitively advertised and therefore a lot of people who are interested in
espeailly executive positions are able to apply fitose positions through the BvandDeloitte.

Right now if you looked at the newspapetrtioe internet, two weeks agamlean three days agygou

would have seen that we have advertised a whole raft of jotis whe Boardtself and have asked
Deloitteto actually take you through that process.

The deputy CEO here Eunice herself joined us from Microsoft also through the Deloitte process and
that is the only way we can be able to get to attract the kindogfi@ we are looking for, for this very

very complicated task and it is an important part of our agenda and | thought | would spend a bit of
time on that, the other people in the Board are Kip Kenes [ph], Samuel Kip Kenes is the legal director
at CCK, he #s in our Board as legal advisor, Richard Bethom some of you may know, he is an

active member of the Kenyan ICT sector, one of the directors of Wananchi Online, a Kenyan of British
ancestry, very active in the sort of ICT space and very much adygrpihen it comes to issues to do

with financing and IT, Petdfimacia, ICT village, a network that helps ICT, CatimerAdeya, who is

an academic Phand she is also a very active person in the policy space, was one of the people in the
task force forlie migration of our broadcasbfn analogue to digital and Keitesai also who is an

active ICT member and member of the Kenya Private Sector Federation, and you can see also another
thing that has changed in Kenya, if you look at the Board compositi@ny anixed racial profile,

mixed academic profile, mainly because that is the widest range you get representation without making

the Boardasort of paliament this is actually the Board of directors.

The key management of the Boarangself obviousl, and Eunice Eunice is a deputy Chief

Executive in charge of marketing, Victor Kyalo, Deputy Chief Executive in charge of project



management, there is a project that we handle and | will come back to it just now as | talk about that.
The Board's souraef funds, this is within the Kenyan Gazette, we get our funds from parliament but
an important note here is that although we have $1 million allocation from the government for the
fiscal year 2007/2008 we have a huge World Bank financing of $114 mitlichd next five years for
several projects and | will talk you through what those projects are and seé timseathings fit in

and howall this comes together. So we are substantially sort of, | mean the reason | presented this line
is because | warbd sort of give the impression that the governnias taken this ICT space very

seriously and sometimes one would perhaps, it would not come through unless you sort of sitin a
session like this in terms of the level of seriousness IT has taken in Kéigfawas not the case say

five years ago.

We sat down as a Board already in the short time that we were there, we developed a mission statement
and what we arrived at was that our mission statement rapidly and innovatively transform Kenya
throughthe promotion of ICT for social economic enrichment of our so@ietiis isTwhy we exist, we

feel that there is a need for raprensformationyve are not talking about incremental changes because

we know that we are playing catcip as itwere and ouvision as a Board whictiovetails quite well

with our national vision is for us to be a global top ten ICT hub.

We know we have a lot of work to do and | was just mentioning something here, when | presented our
Agenda to your colleagues in Sdwse one athem was a good fnd of mine for many years and had
migrated to the US asked me what | had been smoking because, he was tefilirgyrgays, what is

this? You guys read things on th@érnet and then you get excited about this ICT thifgymers neg

to get, sugarcane farmearsed to get their money on timeads need to be fixédo | saidfi Wu know

what we have got an agenda, all these things have to be done concurrently, you cannot stop one agenda
because you have got another agenda, and | thiatkst a very important thing because some lgeop

would say, is it believabl@re Kenyans dreaming, but remember that all these countries that we have
visited and we have come from, came from a space, we must start from somewhere, it is our belief and
this is actually what my personal responsibility is, it is to ensure that | communicate the vision that we
have to be a top ten global ICT hub and therefore outsourcing which we are talking today is part of a
wider agenda and | think we need to understantittieapart of a wider agenda, outsourcing is a means

to an end, it is not in itself necessarily the end destination because you never know what the new trend
will be in 2014, naybe we will be talking about4isourcing again omoonsourcing whatever wil be

possible, so we cannot buildrodsion around the reality but you have to imageenost the future.



Basically our mandates are four and | do not want to spend too much time on this, | hope this is clear,
this is important as well, we advise gowerent andn general the industry, we market the country, we
promote the country what we are doing today and this is actually Eunice's critical area of responsibility,
to build a marketing strategprfKenya that position us as an ICT hub that takes us,tiee provide

capacity, providing government and stakeholders with skills and capacity for anchor ICT projects and
some of those anchor ICT projects | will talbuyover. And project managemeng tave realized as a
country that implementation is as ionpant as anything else and therefore there is a very very huge
premium being applied to how you implement what it is that you are suggesting to do, so for example
at the Board, for example right now we are paying a lot of attention to things like degegtopject
management skills, because we hear all these ideas and there are a lot of lofty ideas about what we can
do but we know as a country one of our biggest weaknesses has been the ability to execute and
therefore you are going to find a lot of traigitaking place both locally and internationally for us as

managers our Board and our staff in terms of the ability to execute against a given mandate.

And we realize globally that the difference that exists between say these developed economies like
where you are living, and ours is thiact that although we intellectually are in the same place, if you
give us two projects at the same time and you tell us go into different rooms you may be find a very
different level of execution and it is because executequires something to be taught and there are
certain skills that go around it and we haven't always as a country paid a attention to these skills, we
think that it is enough just to kngwndwe do not know and that we do not execute well and therefore

this is just something | want to placéiaof emphasis on.

Our programs are five, one isgbvernment which means, if you look at the government, what we are
doing is that all this, some critical digitization projects, the digitization of landsagdu can be able

to get yourdand records in digital format, the judiciary so you can get judiciary records in digital
format, procurement, all this is moving on to a digital platfasit is in the rest of the world and this is

part of our mandate, cictl digitization programs.

The second one is communities, we have got a project called Digital Villages Project where we are
hoping that communitiesn the rural areas especialban be connected to the internet through public
access cafes, we are muiing to actually own those cafes but we are going to ensue that the ones that

need capacity support in terms of bandwidth are given that support so that people in the rural areas can



access government services through these kiosks and this dovetaisilempen you look at
outsourcing as well because it provides outsourcing opportunfi@sexample we areymg the idea
right now with the Mnistry of Lands even with the Ministry of Planning where the governmoensus
the people who do collectiorf data in the villages and in the rural communities, can actually collect
that data and feed into these Digitdlages and then it cascades its way, if @h#te right word, into

the central database, so tisdtow you use this project.

Infrastructurejnfrastructure is with respect to the bandwidth although our Board is not responsible for
the undersea cable, somebody asked me a question about that, that is a government project that is
already underway, if I can give you an update last, two weekhaggvernrent awarded a tender to
AlcatelLucentfor the construction of a fiber optic cable and that construction is supposed to take place
starting December, they have got a very aggressive project plan, May 2009 that @aloldabe

reached Mombasa dmundesea cable all the way to Fujairah, from Fujairah all the way to Mombasa.
Standard Chartered Bank is the lead financial arranger and they made a presentation two weeks ago
which | attended about selling thedesea cable in terms of blocks, while e here | can give you

an update, and all the indications are that although most people complain that the time was too short
because they allowed only a month for people to give financial bids, all indications are that it has been
oversubscribed, so ttappetite for that cable in terms of financing is very very high, there is no

shortage of people who want to put money down to buy the cable.

The government has been very aggressive as far as it is concerned | am sure you have done, you have
been reading lot about it, so we are talking from a position a lot of seriousness, so it is no longer

saying we plan, we wish, we go, we should and we are finding a situation where the people who were
very active in activism before the new government came in, irstefreaying what we should do are

finding themselves a little confused because when they make a suggestion the government says no we
have done it, or we are doing it, so it becomes a very confusing place when you come and make a
suggestion, you know we shid give bandwidth, we say no we are doing it, we have got the money,

we are getting on with the business, so the reason why the Board even was chosen was so that we can,
the Board members were chosen very carefully so that we take, we are not known f@lhee

articulate but we are known for how well we execuBe. we may not be as eloquent or as preachy as

what the ICT blogs would be and me | don't even have time to go and respond to the blogs because we
are too busy, but | know we should because itha little bit of information but right now we are doing

a lot, and there is a lot of urgency.



The other thing on the infrastructure which is also interesting for you is that the project for setting up a
governmentNOC, a centrala network operatingenter is part of this project where all the government
data bases will be centrally located and a place where government records are, the government digital
storage is done, and that is a big project for us and when we were in Silicon Valley about agononth

we looked at benchmarkdVe went td&Sun Microsystemand looked at what théyad to offer and that

is the sort of mod that we are looking at, and so all these projects fall within the Board mandate, we

do not execute them we gt governmentiepatmentswhich are responsible for the execution.

Content is another are which | feel maybe | should look at, it is an interesting area and | think we need
to spread the word around in terms of content in terms of building portals so that we can have our
digital face on the internet. | am sure you all know the story of Facebook, the story Google, when all
this infrastructure is built the guys who really make the money are the content players, at the end of the
day we are in the infrastructure stage but kowow the UShas movedperhapsbeyond the

infrastructure stage and you notice the guys who actually thak@eoney and where all thegeis

actuallyin the content space.

And then the last one and the most important and why we are here, is BPO maskets8Process
Outsourcing which is basically saying that we want work, we want the infrastructure to support the
ability for Kenyans to do work that is sent to us from the rest of the world, whatever that works entails,
whether it is call centers, whethieis software development, whether it is medical transcriptions,
whether it is data management, whether it is software development, | know we have all focused and a
lot of attention has been paid call centers, because call centers represent thargrityqudsourcing

and also the second point is that call centers were are very atravgghave a good story of call

centers, they take a lot of people, they can provide a lot of training and jobs and therefore something

very interesting for us to locd.

Now let me jump very quickly to what | am calling the Kenya story on outsourcing, we have
developed, this is somethitigatwe put togethewith McKinseyConsulting on what we call the

Kenya story What we have realized is that we have three smogths as a country, and this is a
story that we want you to help us to sell, one is that Kenya has had a thriving economy, that is not
something anyone of us doubts, we have done fairly well in the last five years, in fact mamhof us

live in Kenyafeel our story has beamdesold, you live and breatihe Kenyan way you will notice



that a lot of people are doing a lot better and you can feel the ima®teemuite good, and you can
feel, even though we are running up towards the elections, nabpdsgickingabout the economic

state frongtfrankly. I do not think there is anybodyttsng down worried that the economy will change,
if somebody is giving you that impression, they are giving the wrong impression, | think people are
feeling fairly corfident about the economic fundamentals because they know they are driven by the
people themselves, the government has done a lot of wbeing and enabldyut a lot of energy has
been released and a lot of money is seen in farming, in the communitiesising and that sort of

thing and all this is interesting in termsofl mean, look at Safaricom's profitability last year, $200
million, that is New York Stock Exchange profitability, | mean if they are listed in the stock exchange
here, people woulbe interested, forget about Kenya, and $200 million in profitability is not a small
amount of money to make in an economy like ours, so we have a good story to tell and we are not

apologetic about it.

The second thing is our growing BPO industry, fiad a lot of people like Francesca's outfit, Skyweb
Evans Wachira's outfit, starting andyimg with the idea of BPO S0 you are seeing that people are

saying yes, we are now started off 10 sei?sseats, KenCall has got 500 sedtenCall as aposter

child has been an important company for the government because in any sector you need a company
which sort of leads the way and shows you what is possiiiiey have taken huge risks, they have
informed a lot of our policy development in terms what we shaab should not do, and therefore

they are an important part of this.

And the third one is public sector commitment. The government is very committed to the BPO sector,
andl will explain how quickly. | wa@ take you to the macro economics, | will leahis slide for you

but is important for a lot of mple, and you notice that wemfbwant to tell our story emotionally, we

want to tell our story from a position of fagvhen you ar@naudible] in thissector, when you go for
meetings, when | travéb London as | was two weeks ago, or when in Berlin or you go San Jose or
wherever it is, the kind of people you are talking to do not want conjecture, they want facts, how well is
your economy doing. Show me the numbe$s even our story and our toneshzhanged to become

very factual, we tell them the numbers, we tell them this is what we are doing, those are graphs, 2005

we grew 5.8% in GDP growth and these are the issues.

Second thing very quickly is there have been four pillars of econ@toverystrategy, macro

economis, governance, infrastructure and concentratidrumancapital. Very important issue, and if



you look at recent examples of foreign direct investment, look at Google setup its heasltprarter

Africa with us, Fairmont Hots] Stanbic, | am sure you have been informed about the recent
partnership between Stanbic Bgi@tandard Bank of South Afriaand CFC Bank and what that

means in terms of capital inflows and the fact that when they merge, or whemtagpartnership

they wil then list on the stock exchange and it is going to release a lot of capital for participation,
Safaricom, Kencelfsici Celtel), and | talked about that profitability, so those are good fundamentals
and we need to use those, government spending ogyeNSE market capitalization, | know you have
been reading all the debates recently about the stock exchange going up or down, indeed that as it may,
the fact is that the stock exchange pamedquite a bit in the last of couple years, the financial

sewices sector, if you look at our sakgssc) in terms of proportion of population with bank accounts,

14% for Kenya, compared to say India at 3%, some good fundamentals which we sometimes do not
realize help our case, and these are figures you need wheameymaking your arguments with people

to send outsourcing to our country because one of the things that you realize is that when you are
coming here to look for work, in outsourcing, especially people with a big voice, they want to be sure
that where thg are sending their work has strong macro economic fundamentals, you do not want
people to shift in and out just on the basis of cost, because you do not have any work otherwise what
will happen is that we will stay with 10, 20, 30 seats and we are tiyingild an industry that can

move to about 500 to 1000 seats per call center, and that is where we wanrAia glis is available

to anybody in the sector.

Telecomindustry is booming, internet subscribers, right now the official statistics onétbtieom the

CCK, the latest studiess that there are 2.5 million people who have access to the internet in Kenya,

and that is a huge number, it means that you can actually run a business that is internet based and that i
substantial compared to say 5000 a few years agoAnd what is interesting, the other thing that

Safaricom paid $25 million to get a 3iéenseto the Communication Commission of Kenya, so all

these things are hinting towards a very interesting andnitarea and when they are pay$25

million for that 3Glicenseit means that people who want to do contike say Wachira in

outsourcing, can have a story to tell because, you can decide liaae a business that provides

content on mobile phones, news for exampéys alertsyideo clips, the World Gp is coming in

2010, so people need to start building with business models and if | can quote my colleague the director
general of the Communication Commission of Kenya, he has always intimated one concern, that the
government igloing all this butis the private sector really ready to play, you know we can argue about

this and that | know we are not yet fully ready, | mean the bandwidth costs are still very high, but these



are the kind ofliscussions that we are having.

Those ag issues that | do not need to tell you about, a large number NGOs those we do not need to tell
you about, but we feel that the outsourcing story is based on four things, skilled labor, social life,
connectivity and stable political environment. You see tiing that you must not underestimate is that
when you are trying to sell outsourcing to foreigneho have to bring their wotlere, you also need

to sell the quality of life aspeof Kenyabecause that because that is important, | will tell you why,

thar managers who will come and live in our country, some of their technical people will come and

live in the country, they must find appealing place to do businebmean the Central African

Republic might have a much lower cost of living than ud bet you there are very few people among

you who have ever been to the Central African Repulbl@ve never been there, some of you may

have been there, | am just giving you that as an example and if there is anyone from the Central African
Repubic or married to anyone in theéentral African Republic | apologizé am just using it as an

example of a country that | know nothing about and it always gives me an indication of what | have to
work against and threason | say this is becalw&enya has atery to tell. Technical skills when we are

also selling outsourcing you always talk about the number of engingetisigess studies and health
science graduates we turn out every year, people want to know these things, when | was in Birmingham
some of tle questions | was being asked by people who were selling outsourcing was how many
engineers do you turn out? and idslaow does it matter because all you want is good people with good
accents, they say no, but we need people to support the call ceeteesdvpeople to support the

software and the hardwar&me of those people who engineers also are the same people who will
work in the call centers in technical support roles, so these are important statistics that we all need to
have.

So airlines seting Nairobi, this is another thing that we are asked a lot about, amk ltkig is

something that yau Virgin Atlantic started to fly to Nairobi the other day, Emirates came back, Qatar
Airlines came in the other day, Delta Airlines is going to stmetct flight to Kenya next year is it

2009, the airport is being upgraded, those are good stories, Yesterday the US ambassador made a
comment | read in the newspaper that the US is going to be the leading destination for foreign tourists
in Kenya fromnext year, we never had a US tourism relationship, we have abgayseen as a very

high end destination, a few American tourists and mostly German tourists going to MotdBasa

tourists are important because they tend to be very high net worth irals/idho tend to spend a lot

of money and they do not come on package degdisy are high game touris@nd it tells you



somet hi ng. A n d veas tallong withNaktNesbitb tadayi asdrhé said how do you
make a relationship between touriamdoutsourcing, it means perhaps that you may find a link that

we make there

As | go towards the end, BPO industry some of the logos are there, people are outsourcing in every
area, there is back office, call centers, software development, low cast labaw Ireland is not a

good country to compare us to because Ireland's labor costs are high, but Ireland has got a lot of
outsourcing and you wonder why because the quality is very high, most people take their high end
work to Ireland and | think ond the things that | want to tell people in the outsouraitystryis that

if you are trying to build a call center today on the basis of low cost, you must imagine where it will be
in a few year, because you have to go up the value chain, you canttatsgyu will always be in that

area.

Telecom costs, we are going to... the ICT Board has been given money by the World Bank on a loan, on
a credif to administer bandwidth subsidy so if you start a call center today what we are going to do is,
starting dout December we shall be providing all the people here who are playing the call center space
in financing so that the cost of bandwidth is equal to the international cost of bandwidth. What we are
doing right nowand| know Wachira has been asking finéMen will it start?When will it start? You

guys are not serioosthe issue is that we are obviously waiting for the World Bank facilitation to be
completed and the World Bank also has a lot of paperwork [ph]. Secondly we want to work out the
modalities in ach way that they are not abused, because if they are abused by people whojgsime in
because of subsidies and whie aot serious players it will undermine the industry and so we are very
conscious about that fact. So people like Skylzgbns need it,gople like Wachira's outfit need it and

we need to do that. And then the other thing we are realizing is that if you look at these costs you
realize that bandwidth costs is not the only cost in outsourcing there are other costs that are very

important.

The call center growth, you can see the number of seats in someone like, we are using KenCall as an
example, the number of seats that they envision and the number of agents and some of their agents, anc
if you look at their costs per seat compared to saia B2 a seat compared to $13 seat with 99%

accuracy of transcription. Some of their agents have won international awards andlikwhssbitt

was here, because it is not just about co&siso about the quality story. One thing that is coming

throudh is thatwe are finding the quality of agents we are ifitgin Kenya is something that could be



an untold story. &we are finding that Kenya is emerging as a quality agent country so we are not

selling just cost we are selling the quality of our agensome certaiispecializedype of work.

SkywebEvans you can see what is going on there, they have 70% increase in seat numbers and we are
looking at that verses Rippines and SkyweliEvansis here and can confirm whether those figures are
correct, tlese figures came from them and the kind of skills and activities that you are seeing as well, |
do not want to go through these slides in any way.

And the last thing is public sector commitment we cannot make this story without giving credit where

it is due, it will not be fair. The leadership of tbeuntry has been part of this and the reason why this

has been successfuhd like everywhere in theorld leadership is important. If you have a leadership

that says this is irrelevant subject let us fooasomething else it will n@hove. Why is it important?

When the PS and the minister needed to make quick decisions about bandwidth, the cable to Mombasa,
from Mombasa those things need cabinet support and we need head of state support, it wakvery quic
to get There was no deal making around it,Gatvuctured deafthat required slow decisiaona k i n g é

you know what it was befoyen the old dispensationThose are the reasons why this has been

successful and people if that story is not told it giNMe the wrong impression and | think we have to

thank the leadership of the country for allowing that environment to thrive the way it does.

The other thing that I think | will encourage you to look and this is not for now is that when Kenya
developed emething called Vision 2030 | do not know if some of you have been exposed to it, six
pillars were identified as begrthe pillars of our natiarOne is tourism, agriculture, wholesale and
retail, manufaturing, business processing-sfhoring and financlaervices. So this is one of the

pillars as stated in the government Vision 2030 strategy, so it is not something that is out of sync with
the Kenyan strategy so it is part of that whole thing. And then one of the four areas that have been
identified to akvelop this is talent pool, basic infrastructure talent pool, local supplier base, incentive
and overall and that is why we have set up the ICT Board as part of the delivery process. | think |
would like to end here | tried to be very quick about its & very detailed subject and if it is not told
properly what | have noticed is that you tend to get more questions than answers so | have tried to
summarize what would be a two hour presentation into 2Biypinutes, just to give you asgof why

the Boad was set up in total and then where outsourcing fits within that overall picture of the Board
and | have tried to hint to you what | think your role is as Kenyans iDitispora So | want to stop

there.



<Mwangi Wamae>: Thank you folks, let us open digr questions so is anybody, we will start with

you Ron Evans.

<Ron Evans> | was just wondering if it is okay if | speak as someone who is a joint venture partner
from North America and based in Tmto and | would like to talk about what my experiesneee, and

first of all | want to say that | support what Paul is saying that Kenya can become a top 10 outsourcing
country in the world. Kenya has got thetential tobe the next India and | am saying that after &ye

of study and my background is,havice chairman othe World Information Technology and Services
Alliance and my responsibility, my portfolio has beksison between developed and developing
countries and | met my partner who is in Nairobi Gilda Odera who was the chair person afiyhe Ke
Outsourcing Association. Highly respected-ofiurse within Kenya, and she is one of those people like
Francesca who is here and this is Francesca's brochure and please pick up one of these before you go
and also here is one from SkywElians as well it | am not here to do marketing of our organization
tonight. | want you to appreciate how important you are to make this whole thingh&odysevhat

Paul said is true Kenya can become a top 10 but #nieeenumber of things that have to happen but

first of all here is what Kenya has got.

Kenya has, and | am saying this as someone who has traveled | guess about 10 or 11 times to Kenya in
the last 3 years since | met the person who became my partner in September of 2004. What | have
realized is that Kieya has the potential to become top 10 absolutely, a key thing that it has got is a well
educated workforce with very good English speaking skills, and those of from North Ambena

we first heard the Kenyan accents we kind of compared them to thed®arbccent when people ask

what is like which means its soft, its pleasant, its a type of voicgdliatvant to talk to its not grag

its a very pleasant voice but the well educated hard working workforce is the key. We brought people
over from Canadto train call center operators in Kenya, we found they were extremely trainable, very
eager, they picked up the skills very quickly and | said wow this is great. There is tremendous potential

but there is a couple of things that have to happen before Keegabecome one of the top 10.

The first one is you doing it, you are putting that undersea cabling, because what that is going to mean
is it means that distance becomes absolutely transparent that means that the quality will be so good
once that undeesa cable will be there which | think is about 18 mosihse about March or whater

2009. Once that is there the voice that you are talking to will sound as good as the voice in the house



that is right next door to you in the United States. It is gangetthat good. That is going to be there

and that is coming. In the meantime we are using satellite and is good for a lot of the work that we have
to get done, but not all of the work that has got to be done there is still some work of the quality,

becaus there can be some interruptions that are there because of latency so we need that undersea

cable but it is coming.

The other thing that we need is we really need the development of business, primarily within the United
States and to bring that businés¥enya, because it is very difficult for people like Francgeara

example or like my partner Gilda who is in Kenya or me from Canada to do an effective job of

bringing US business to Kenya. We are at this outsourcing world event today and yestendayaas

a bit disappointed because the customers were not there. The customers for outsourcing are primarily
mid sized companies 250 millida maybe a billion or a billion and a half that recognize that there is
probably improvement available in theirliouse call center operations but they do not know how to

go about it they need someone to bridge that to get them to Kenya, and so we need people within the
United States who can make the connection. Now the exhibition that we were at todaynatetyit

was kind of vendeto-vendor and the people that we really need to resawh | am speaking now as a
co-owner of SkywekEvans, we need to reach the Chief Financial Officers and the Chief Executive
Officers of companies that should be moving their caliter operations to Kenya. That is going to

require intermediaries in the United States that will work with the government which is a tremendous
facilitator and then with the private sector organizations like Francesca's and Gilda and so on in Kenya.
We ne=d you We need you to make it happen. If some of you within these group would say we are
going to take on the job and we will make a good income from it of finding companies within the

United States that can benefit from that tremendous opportunity ioighigenyans provide call center
services that would be of tremendous benefit to Kenya and so though | know that all of you feel very

close to your wonderful country

| have got the tremendous feeling for Kenya was | was there in 1996 when | wentroa driee in

the Mara. My Gogdthat was wonderfuthat was a life defining experience for me but | know there is a

lot more than that tourism, what is really needed now is to take advantage of those thousands, tens of
thousands of people that are coming@uschools in Kenya and are hungry for good jobs and these

jobs within call centers and other types of Business Processing Outsourcing, like software development
and things like that, tdo that they need your help. You are extremely important and loguimdp that

from within this group here we will see people that will say | want to help Kenya and help myself at the



same time. | am saying the right thing?

<Male Voice>: Absolutely

| believe this very strongly before you leave tonight, | hope you aki#t &2 brochure from Skyweb
Evans and also this one from Francé&scampany, this is really hdhsell marketing but | mean, just so
you know the kind of things that we are doing. Okay thanks very much.

<Mwangi Wamae>: Thank you Ron. Eunice you had a qimst

<Eunice Mueni Kariuki >: | actuallywastryingté i nd a sl ot for Ron to spe

<Mwangi Wamae>: Okay. Any questions anybody else got questions, sure, maybe just introduce

yourself as you start.

<OscarNyonyo> | am currently in outsourcing, | havedredoing this for a while I think it is a very
difficult in Kenya, first of all to be in New York exposure osn/ou are going to learn, companies in

the United States when they do outsourcing there is a lot of transfer besides the knowledge. | think
culture-wise Kenya is very good but if you look at the competition there is a lot. First of all if you look
at the statistics based on your presentdtibdo not knowwhere you got those chaftem but you

have to be very specific against who first of alliyare going against. First of all | do not even you

know why Ireland why should be there, okay, fiastexample.

Of what, | think the potential is there, the fiber is key because you cannot compete first of all doing half
duplex bandwidth transactionstixeen here and Kenya. Most of it is full duplex, | am talking about
specifically India, South America, Central America, Mexico, Okay, so bandwidth is key, the thing is
besides the business processing itself get to find the way you can add value bhgsitesal center

on the contaatenters, you mentioned software development that is value if you can take the whole
thing and package it that is where the value is. | think first of all we have the best people to staff in the
call centers We do becauséney are very well educated and we speak English, that is not a problem its
getting the process taeshwith the way people do business over here. The reason why India is a very
good option for everybody and the most the difficult thing is the cultureférapgople were first

complaining in terms of we cannot understand what they are saying. | oetsdotove have



20,00080,000 seats in India all over it is not a problem. What we do is we bring them here and train
them and take them back there butgkeple here when you are dealing with them they want to be
made to feel like we are a part of you, so any type of charthe iransferof cultures is very sensitive

to them They are like, why are you taking our jobs. You can walk into a company heesaah am in
outsourcing you will be kicked out because of what, you are talking out jobs you have toitthd a

and value in terms of partnership not in terms of | am your customer | can do this for you, where can
we add value together besides toatctcenters or the call center, where else can we add value what
are you bringing to me, that is the bottom line I think but I think first of all we have everything, we
have the infrastructure, we have got the labor we have got the knowledge transiéalasit now
getting used to the way people deliver all over the world and | think you guys are on the right track.
Thank you.

<Mwangi Wamae>: | think Oscar brings up an interesting point that | would just like to highlight for

a second. The types ofrsies and the type of work that can be done through what we broadly call
outsourcing is not just voice contaenter tyge stuff, there is, Francesca and her team are doing editing
of documents which does not require, which does not have the issuenoflehateverpecause the
document is sent they edit it they send them back, | know Richard and his team are doing data entry

entering data from various sources into a databas@aew Njombahere who | did not introduce

earlier who is based in Fladia but has an outsourcing operation in Kenya does accounting work out of
Kenya for firms based in the US. | have spoken to people who are interested in setting up operations in
Kenya to daarchitecturadraft work onCAD systems for markets here, enginegrof fire systems for
construction sites in America, there is all sorts of ideg&sything that has a high labor component and

a high, and possibly varyinrom low to high intellectual component artdat can be done

electronically can be outsourced

So you know reallyl think, we are limited only byur imagination.We need to think about what we

do, about the people we knawpeople in our professional networksnd think about, when the
organization that | am with hires somebody who is riglgabiool in New York we are payinggm
$50,000 to walk in the door. F§60,000 you can get a lot of Kenyans probably in the order of 15
Kenyans to work for you for an year, so even if our productivity is just half of what the productivity is
here and | d not think it is that low, it isvin-win and if we can get to the right decision makers and
move the right work and again like Ron mentioned, nobody is asking you guys to do anything

charitable. There are business opportunities here, there are bupipedsraties in getting to talk to
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the people here from Kenya and so that you can build that bridge, make that relateomsisip that
you can think about putting person A and person B together and perhaps make an opportunity to do a
fair amount of goodbusiness for yourself tooSo, any other questions?

<Martin € >: My name is Martin, prt of what | do isn the financial field which is financingf

projects, especially inub-Saharan Africa and we have a problem which | think also relates to ICT and
what we have been talking about which is there is a lot of negativity, there is a lot of negative
impression when you mention Kenya and Africa, | mean | do not have to tell you what the Nobel Prize
guy[Ed: James Watsqns said about Africa. So we, the Hiof information that we have, we know

that Kenya is good we know that there is everything good, you know all that high skilled labor all those
good things, but the people we are going to like when we go to these bank officials to getdirthec
thingis they look at sb-Saharan Africa as a risky investment and it is a well known fact. Now for us to
get the data that we can go and mitigate and tell them that that is not true things are chidnegdada

is spread out all over the internet and when go@ndGooglethe first thing you are going to get when

you GoogleKenya is you know those poor guys, those starvirtgldren and the ClAactbookwhich

| think was last updated in 1989, so my question is this being a technological sort of forunrahate we

to get something that is going to have the facts. It is very hard if you go to look for month to month
GDP it is very hard for you to get a comprehensive website where you can be able to get this data,
because then it is going to be able to help usitan get comprehensive data it is going to help us

when we go to look for business or when we go to mitigate these negative facts that are there because
we know the products are good, we know we have the best coffee, why does it not sell? Ther is no us

in us being the most educated the best English and everything if we cannot make money out of it.

<Mwangi Wamae>: | will let Paul address that.

<Paul Kukubo >: Let me start by saying you know before | took on this job a few years ago | was
involved inthe Brand Kenya Initiativeandwe used to have thesert of intellectual debates every

evenirg, st around a tablemoan and groan. And we realized that it is not goirdhémge, so we have

to do what we cado with what we haveéNe are not going to chga the global reality. Global reality

is that we feel that the Central African Republic is less developed than Kenya and the US feels Kenya
is more developed than, | med&sSA is more developed than KenyReple have conditioned the

minds around what gcall a global hierarchy so what you seslo work within thatreality thatis the

first thing Then | do not come from the perspective that we can change the world | am not interested



frankly.

The second thing is that people who are seriig@a<Coke, Vodafoneput their monewhere their
mouth isand get a huge profitut of coming to KenyaNe need to use thestories;you know nobody
listens to you in Wall Stregibut if you tell them Safaricom made $200 | | i latoge ailybody
who thinks finarcially will listen.

Number threenany of the very serious decisions makers will find the facts. That is something that we
found out. The Wdd Bank has théacts Kenya government has tfects, Standard Chréered Bank in

London has théacts We use tbir facts we do not even have as much capacity to gather facts on

Kenyaas they dobutwh at i s wr ong i s wh a Wedyoorsdffecfeoinitas 6 The Af
Kenyaik as an i ndividual c¢ o8oothAfricgwhichisabtmare pr obl em <«
develomd than we ard.happen to know th&goman who runs the Brar&buth African initiative and |

spoken to hemany timesand she tells me they have come intfadedelegationsindthey know they

are walking in from a point of disadvantageo ey put a lot of monelgehindchanging perceptiai

the World Cup Nelson Mandelathe investment in wine and the fact tHedinkly speakingthey have a
hugepopulation of people of Dutch origin who provide a comfort in terms of negotiatidrsay look

we are from the same sort{ofidiscernible}and this igustthe global reality.

Let me tell you how | feethat we need to be creative. hé&h we went t&ilicon Valley we met this

guy whosaid to ugi Brget about Kenya that is too f&cotlandcame ¢ us asking for investment and

we wee like, we do not even have funds to start moving our venture capital funds from the US to
Scotland We aresaying Kenya is jumping too many hoopé So he ysuameedtolhaveau s, s
compelling storyfi 8metimes you have to speak to the hearts and the not the minds of people because
unfortunatelyat the end of the day in lifgou aredealing with human beings, y dealingwitle

Ron who is taken from Canada to come to Kenya | undergtandested moneyas an individual We
needmany Rons This is my strategy for Kenya.

First thing is that as a country we neadresuccess stories. Number twehatever we do as Africans
until we take an united front towards dealing with the rest of the wuoslabdy § going to say Africa is
a dark continent but Kenya okay, Central Africa is okay. | might be talking about Central African
Republictodayas an example. Buf | went toWall Street and said this one and this is the other it

would not make a differeec If | had a share and said this is a Central African share and this is a



Kenyan share it would trade the samed that is the reality, right? We know thato @e live with
that reality and all | can tell you right now is that in the face of thatyeeé need poster children. &V
need companies & have succeeded in businassl have got agpd return that people can loakand

pay close attention.

If you South African today and | will use it as an exampe for any reason, but Mark Shuttlesth,

the software entrepreneur was successful in a business which was not traditionally seen as an African
business and then used that opportunity to promote South Africa by going to thésiopdtie had a

huge impression on people and we you ofed magazine anglou read the story anskeethis guy

has got the South Africanflagn hi m and heds dtaytotgk abortl Whatlneed i s
to hear| need Kencall to make money and then we $¢ikdNesbitt who hasjust walked into the

moon and then we say [laughs] we need to promote you see you have to gfromagosition of

strength. You need to promote from the position of strength

You know when we are doing a lot of Brand Kenyark, one thing we realizHs that and we told
Kenyans | usedcome to these forums and the Kenyans tell me you know peopldrszgyié risky |

told themfi @ysjust live with that realitg. You live in Americaforget Kenya It is difficult to

convince mosAmericans tht people who come from Africalimerican origin can do serious business
A Wu are nobig businesmen that is just the reality.It is difficult to convince people who live in

Kenya...sorrysayingtheyown shops in Harleml mean it is difficult

So you cannot worry about things éikhis andvhatl wanted to say is that we need to change our tone
and just say look that being as it may we just need to be a little more successful and let me tell you if
you lok at how Kenya has been managethe last 5 years | think we have got adatory If you

look at some of the statistics | showgal... If you talkedo Kenyans in 2001, we never used to talk

with confidence.l used to come frortheseforums, when | used to travednd Kenyans never had
confidence. Whichever wayam not ampaigning for anybodyut whichever way we gove just

know that Kenyan is in a different place from where it fias years ag@and | can tell you right now

we have really changedn fact f you talk to Kenyans in Canada, one of the things | alveaysurage
people and this is not part of my job is just that | have a history in bamidogtry | say lookdo not

moan about what you canngiange. What we need is successful companies tellsugcessful story

| will challenge you the next time sobmedy tellsyouve donét have statifstics.



somebody is very serious and you will work for a company like Morgan Stanley companies like JP
Morgan companies like CredBuissaf you ask them to give you statistics of Kenya | cdhttath,

there is none of those companies that to does not have the latest data oTKeygae not successful
businesb ecause t hey.wia weéré dedliregwith isguat lemeption. And yes, Kenya has

a lot of work to do, we know we aretrwhere we need to be, we know we dohente excellent roads

and we are working on it and | know we do not have certain things and we are working on them. So we
cannot hope that people think that we are going to do well and therefore that is how eiagte g

deal with it.

The other thing that | was going to address is if you allow me to move on is your question. | feel that
you have a verpointwe canmake about Kenya and | think what | want to challemgeow is to look
that niche | think | havespent a lot of timevith you beforeand what | am hearing from you is a very
good message that | wtthkebackhome What kind of outsourcingan we build around our current
reality. So we do not take modilat saydet us copy whalndia has done andpe that we can become
like India, becausethink that is a dangeroyace. It is yst basic or marketingndbasic strategy So
we say we got tlsireality we do not have goddndwidthat this pointn time. Even if we had good
bandwidthwe would stil be competing anyway with the rest of the worldow can we use what we
are good ass Kenyans to find a new niche? What | am hearing you sayithighave beernearing
thisnot just here even in UKPeople are teilhg us you have good engineers angineers of
outsourcingheir skills, they can do AutoCAD drawing¥ou have good doctord heard the other day
Kenya used to have the best traimaddical gcretaries at the Kenyan Polytechnic and then we los
them all to South Africa ané medical seetary is a verymportant part of the Medical Trangation
industrybecause that is what you need in order to be medical transcription and | realized ticties a

that nobody has told me about.

The other thing that we are good at is that we are gyogers Can our lawyers be pasté one the
things that t the government is trying to do iatttluring court cases in Kenya todayjges have to
write outtheir transcript and they are saying can you get lawnestisdas part of the initiative to go in
there during the dayyrite out those transcripts the evening churn them out send them back to the
law courts and et justice delivered faster. So when ysaid and | take that point quite well, that we
need to be imaginative, | take that point qwl, | think we need to be quite imaginative.

When created HP whétteywere sayindo us is that everyone comsm all over the worldthe



Scots, the Germans, they awdanweomeatte® &ud i iolni /e
they are ttd guys you canot recreate the Silicon Vallethat is the Americareality look for your own

reality because we are not the only ones who are trying &liben Valley So | am just saying that |

took that point quite well about thinking outside tlox land | think it is a challenge to me.

<Mwangi Wamae> One thing | would like to add is what Paul said is accurate bittirzg in

America | can tell you things are changinigdefinitely wouldNik to come up and say a few words in a
moment but a fewears ago | picked up the New York Times and | see | think it was in the front page a
whole article about KenCall aridik Nesbitt and so on arldcam wow this is the New York TimeA.

few months | ater Thomas Fr i edma rEdpédceprimariyvabowo r | d
KenCall and the last line of th@p-Ed piece wasil do not really know what is going on here but
something is happening in Keryar something to that effect.

You know there is something happening and you go there, | havédoKenya three times this year

and | think and I think | was there three of four times last year, every time | go it looks like that guy
who owns the matatu or that guy that has dairy cows. Bople stuff is happening and you know

having an ICT Boargdhaving the Tourism Boa#gl the perceptions are going to start changing and it

will not be overnighbutit will not bei @ the Kenyansyeah they run marathaand they have

lionso, no it is gong to be a little bit more arttiereis going to be a lot dflocking and tacklingrad it

is going to be a high sldgr people likeNik who sort of you know closedp his apartment in Denver
Colorado and said okay | am going to Kenya but you know it looks like now the momentum is starting
to build we are actually gog some place and we are still | think on the ground floor but there are
still...but I think things are looking up and | am very confident | mean just | quit my job yesterday and |
am going back to Kenya at the end of the year at the end of the yeat fhiaps it | do not care who

wins the election | am going home this is the way things are. So what is your criestion

<Deborah Maina>: My name is Debah Maina | ama busines®wner in Jacksonvillg;lorida for

the last seven years, my question iseesdly for us being small business owners at starting basis we
have so many challenges and we speak of finding CEOs who carsdivese contracts to outsounse
Kenya or other places | have realized especially the US commercial trade | have workéemwitr
several years now they work hard to find newest businesses in Kenya where they can do business in
Kenya. They are always working day and night and we call their office in the US citizen drayeua

business herbusiness here they all find yalbest business that you want to do in Kenya. What is now



Kenya for this program here doing to help these small emerging businessedipedpidrew and so
many othersvho are coming to Kenya trying to figure out or even to do their businesses wbat to d
with kind information Because | listen to you and | listen to you and I listen to you can go out and get
any CEO you want because you are doing it well you have the information you have done it you are

already in the program.

In the US they have sniddusiness centers where you can go and a lot of people will work for you and
get you started and get you information even give you information to the right people to go you know
see for whatever business you are trying to do. What are we doing in Ketlyas®e types of programs
which are absolutely great and we have all the people how can do them. What kind of programs do we
have to enhance and embrace people likeowscoming home trying to figure out where to start and

also the kind of information tlhave need to come to try to get business in the US, because we have to
have the right information. | have to be able to speak like you or better in order to get that gN€O to

me businessyou know to outsourdeusiness in Kenya. What programs do we hay#ace either to

bring here to train us or even to give us more information to work like you and talk like you and be able
to go outand be aggressive and get businesses or to come to Kenya and give us programs we can
come like so many of us arevring in Kenya just for the sake of looking business. What programs do
you have in place or cengdo where we can come and sit and get information in get programs and get

to know where to look to.

<Paul Kukubo>: 1 will just be quick with this oneet me answer the questionnrany ways. Te first

thing is that | do not think the solution to Kenya's challenges lies in necessarily the return of our
expatriates labor back in Kenya. | remembeKRuyi making a comment once in a presentation to the
Kenyan community and said he said to Kenyans livingime US @A Do n odase$. Liveaa i n
whatever country you live, live there with both fe&bu are still a Kenyan you are still welcome back

home. You have a lot of valieThe Kenyan who ligs in the US and the Kenyan who is exposed

globally, and my brother lives here so | have a very good sense wddliiy, he is actually in on of

these Ivy League colleges here doing his MBAe Neve conversatiormndl tell him you are more

variable tome in America beause you will represent to me exposed view.

Number two is that if you want to do business with Ron it is easier for Ron to trust you because you are
a not like him you are culturally similar you do not get mesmerized by things teatarize Kenyans

because if a Kenyan wants to do business with an American you have to go through the mesmerization



stage t hese gtheyrespdnete gmails, wiyen they tell you | will call you, | will call
youé you know things like thgtaughte]

But we know that Kenyans have a big problem so you deal with that stage, so | said that on a light note
but it is but it is a very serious point you know the Indian population in America have done India big
justice, big justice. The Italian populatidrig justice, the Swedish population, | remember | did

advanced management course in Sweden last year and the thing that surprised me the lecturer was

telling ushow Sweden lost a third of iopulation in the early focentury to the US.

He was tellig me you guys from the developiagrld youdo not know we have all been through
these things that you have barough weust took a different approach. Kemgneeds to get closer
but they need to engage in business more. So that is my first poirgolltien does not necessariily
the only[indiscerniblelis a personal view. | would come back to Kenya because ofsggus
opportunity but lould never apologiztor leaving anywhere. If | did not have my job today and Ron
told me to come and woik Canada | would work in Canada. | have no qualms about working

anywhere.

And | think when people start to become like that they need to come true businessmen. This world is a
global village if | can get cornflakes, we getlKeé o goghflakes in Keng and that is what | like and |
can get milk in the morning and get a sausage that | like and my sheets are the same sheets that you

sleep in frankly speaking these countries are not very different.

Living in Nairobi nowadays is as much hustle as livimgNew York It takes you a long time to drive

from KenCall. The traffic from KenCall to the city center is worse than going to Jersey from New York
right nowthrough the Lincoln Tunnel. i$ just crazy. If you gand visit Nik Nesbithow and you go

at5 o'clock you will get back to Westlands at 8 it is horrendous. So those guys who have visited Kenya
know it has become crazy. You call people they do not have time. So we are living in the same global
village that you live in. So | do not encourage thguarent that says we need althougim¢ourage you

to come home, | think you have a role to play.

Number two ye& There are some organizations in Kenya that aginbeng to facilitate business.
The Export Promotion Council have become very active.dflgok at, in fact they have been doing

their own trip business to the US and they have been helping Kenyangexjswelop export



capacity.

It is not the samd know what you are asking and | have noticed we are not yet at the same level that |
have sen here. | visited the incubation centeSign Josea business support centerSan Josand |

realized we were, Kenyans were askirityen in theSilicon Valley the government of the US has

places where they even provide free internet for businessesitdearn how to do busineds. other

words they support small businesses more than we even think | think this is a challenge that the

government itself needs to look at because many of you have the capacity.

The other one is the Export Promotion @ole t h e Ke ny a nuthority,\od i yourdeok t A
quite honesty at the number of Kenyans who take advantage of those thingthédiker thing is

that the Ministry of youth has started a youth fund where they are giving a revolving fund of about
50,000 shillings for people to start small businesses and many of them are going to start some of the

businesss we are talking about and itshaorked quite well.

But specifically to answer your question especially for the kind of profile or busine sectlaat
interested in | would not be confident to tell you that there are specific programs to support you | would

not be confident so.

<Mwangi Wamae>:We are going to ask different questions.

<Aziz Husseirr: | will ask one of the questions. For one atifuare do support BPO completely and
this is reallytruly big stuff. | just came back from Nairobi a few days ago and you are right the
elections are not affecting business at all. The traffic isitrf&ct there is something on Tri®w called
traffic brief, where you have to pull oves have a drink whetraffic light itself [indiscernible]yeah

but the thing | was dgng to bring out is think froma Business Process Outsourcapproach we are
very caught up on the pricing wiegeople say it is lowecost it is lower cost.China, you have

people like China and India and they are doing very well, they have really cornered that market.

We need to get pastatwe need to get into this new environment that actually captures peoples'
attention whib its regulation. All regulatory stuff where a lot of people now are outsourcing but very
carefully based on what has happened/teldcom, Tyconow it has become very regulatory so people

want to know if you are outsourcing in Kenya or wherever elserbutau guygindiscernible]



compliant, are you guyjindiscerniblelcompliant, are you guydIPAA compliant.

So it becomes very key for someone to say okay we are just going to stop pricing anymore because
they might know the prices on outsourcing, dmehtone lawsuit brings them back ten years back. So it
is one of those things where what are we doing from a Kenyan government stand point in terms of
addressing regulatory stuff where we can confidently say now you walk into a CTO's office or CFO
and be ble to speak beyond pricing.

We can not sell people on pricing anymore because between China and India it is tough. It is really
tough. Andthen based on those data lavesv you are seeing a new trend where people are now
starting to go Eastern Europe,$8ia, you knowPoland people are now starting to move towards there
how do you fight that, what is the story from the Kenyan $&IEof it to say you want to fight that but
what are you tellinghemor what should we use as ammunition to tell these pesapthat we get

business towards Kenya. Because we really want to do that and we believe that but what is the story.

For them they tell you things like these guys are more in sync with UStlaysare closer its one hop
away | do not have to take twiights. So they bring this case and they tell you it is just as cheap they

have big stuff they will tell you now whether it is China or here it is pretty cheap.

<Mwangi Wamae>: | think | have a suggestion. | think the best person in this room at leasiriy
perspective to answer that question is a person | would like to spend a few minutes talking to us right
and thaiNik Nesbitt because he has had to sell he has had to answer those questions, so let me
introduceNik we really have to be out of hereabout 15 minutes sdik comeup tell us a little bit

about your struggles and your successes and...

<Nik Nesbitt>: Thank you. Hi everybody, | atdik Nesbitt and sorry | snuck in late here | was the
last guy at the convention center and they kicked meAmut thenit took a little longer to walk over
here than thought but lots of questions | appreciate being able to stand here in front of all of you and

talk about what | have gone through to do this.

| was here for 20 something years, and gave up feaére. So 20 years | came here in nursery school
did 20 years and noWw 6 m [[ndiscétnible].... anyway did the whole big corporate thhreye and

outsourced like crazgid not even know when | was outsourcing that one day | was going to get into



this. And | was at Qwst and if any of y@ know what happened to Qweste tCEO went to jalil, he left
with $600 and something million dollars in four years and he talk about corruption | saw it and | lived
it and | was not a part of, iinfortunatelyso | had to go and work hard for my maths. | keep missing
this corruption stuff Anyway | wentback to Kenya with basically a PoweiRt presentation and now
we have 500 people and we are making a lot of money and they will probably go public in two years

and nake a whole lot of money legally right.

Very quick highlight of that is what has happened and that is what going to happen and we have 500

people | expect to have about 1,000 or 1,500 people in the year and we will have 5,000 people in five
years. And ifwe do not have 5,000 it will be 4,000 or 6,000 and where 5,000 why 1,500 why 500, why
these three years | was doing it, you know why because | saigesod. Nobody told me, no one said

you have to, no one forcedt@ me | just make the ship right,so excuse my French or whatever you

want to call it. You just make up.

So when | went and started in Kenya there was no an ICT Board, there were some guys in very fancy
cufflinks and | worked in America, in America you did really wear cufflinks unlessmork down at

Wall Street otherwise you are in khakis and a bottom dakihblue shirt blue blazerrgy pants

uniform. You go to Kenya people say you are under dressed. Anyway guys who said you want to do
business in this town | own all thieensesvhat are you going to do. You want any business in this

town you have to do this, you have to do that, you have to do that all of which meant | was not going

to own my business and that was just completely against what | was doing.

The government changedme in there were still some remnants of that and then we took off, then
there was no ICT Board wmuld not get a satellite licemsve could not do a voice over IP it was
illegal, there is o venture capital, there is nagel capital, there is no cagditaere is nothing,

absolutely nothing.

Service level agreement, nobody had heard of service level agreement, SLAs, likeyhasading for

the hills, Tellom Kenya wanted to charge us $48,000 a montimggright, how much does it cost

you to get it Ca Cable o AT&T or Verizon$45foraMe g and i tansuchlasyowswars b | e
$48,000 and | asked them for a year and they said no for a month so we bought it from an Norwegian
company for $8,000 a month and we got into business. So there were justysston@s and so many

hurdles and so many things that were wrong or not even wrong so many things that were not even



there, and so many things | did not even know that | needed to get there. But this is not about | do not
know what this not about. It ishabout so many things but what it is really about is you can make this
stuff happen anthere have been someestions around what is there for us to do and | missed some of
the earlier parts what is there for us, what is there to help us what ishhissvthis, what are some of

barriers.

You know let me just tell you just in the big picture, nothing is there. Nothing is there to help you and
nothing is there really to stop yookay. And the most important part as far as Kenya is concerned

today isnothing is there to stop you. You want to make something to hagpenake happen right.

We just got the World Bank to give us a subsidy why because a bandwaisitbchigh it costs $7,000 a
month, in India it cost $500 a month, we have got to compeiestghat. How did we get the subsidy

we had some people in from a huge call center caéztechand Teletech came in and they are

basically saying we are going buy yd&enCall. And when | go there anyway we walked around went

into the permanent setaey's office Dr Ndemo when we walked in there is a French guy from the

World Bank, the French guy told Dr Ndemo about how do we grow the BPO business and we say pa pa
pa pa pa pa pa pa bandwidth big problem. American guys says bandwidth big probleradWe ne

something to happen.

Dr Ndemo if you know he is like we are on in it we are going to make it happen okay. | come back
about 4 or 6 weeks later with another American clierihgmDr Ndemo's office now this is not at 4
o'clo this is at 9:00 p.m. 9@p.m., right. 9:00 p.m. iB office almost as big as this room and the guy
is working and he was completely energized and there is not a single government office | have ever
walked in America this hard working country of ours that everybody worships &str&:00 p.m

nobody.

We have appointments with Dr Ndemo what times 6:30 a.m. you are leaving his qfficel®:00
p.m. | mean this guy is working hard. We go in the second time whdlhis wifice the French dude,
who am | with another American Frdnguy Dr Ndemo has spoken to get this going bandwidth the

guy hears it twice that was in January late January of this year.

March 31 the World Bank in Washington DC approves a bandwidth subsidy having checked with the
World Trade Organization for KengdBPO companies to start July 1. Six weeks from the last office the

World Bank approved it why because we just made it up. We just said we wanted it. So the



environment over there and why things are happening is because there is no government there is not
this mythical thing that is going to solve everwidpit is just here it is just sitting here, it is just sitting

with Paulcalling him up. Calling Dr Ndemo The other thing we did when we were in that office |

called the minister of finance on my celigne right, 10:00p.m | called him he picked it up Més

what | can | d@ We need to have this happen. That is howishiaippening over there righow. But

you know why it happens it is because people want to make it happen they say they aredgoing to

and of course there is credibility around there so there is a culture of credibility.

So | can stand up here and | can talk forever about it but if you want to think about a place where things
are stopping you from doing stuff that is all you wgidit. If you want to think about stuff where you can

just make it happen that is all you get things that you want to happen. So the industry in Kenya is
growing itis fledglingl have a client here on 8@nd Columbus and when | look up at their offices

when | walked out the last time | was in New York | could not count was it 19 or 23 | could not count
how many floors it was but all | knew it was six windows and | counted those six windows when | was

in the office.

That company started with an SMS to mani a South African companfyom the CEO saying | do

not want this businestllowed up with an email saying these guys want to charge a certain amount of
money | want to pay a certain amount do you want it we were desperate we said we would take it and
looked like it was going to be $10,000 a month. Last year they paid us $1.2 Million and this was in
November of 2005 we thought it was going to be $10,000 it was $1.2 million last year. This year it has
dropped it will probably be about $900.000 nowt jiasput in perspective that is six windows on a floor

| can't even findon a street | cannot remember in Manhattan and when you look that way it looks like
you can sefrigging Athi River right and you can't even see the tip and you can't even go that wa

because you do not even know how many blocks are going that way.

So you could build a call center BPO outsourcing industry in Kenya and consume 10 blocks of New
York. You have not even caught a flight to Chicago or Atlanta or Pittsbéngth the way llook at

Nairobi it is almost everybody in Nairobi is in outsourcing business. | do not know about you guys, but
| do not make my clothes, | do not do my own accounting, | do not put stitches in my hand, all of that is
outsourcing. | do not read the stufgu know but what is happening is everybody is outsourcing to

each other but the bucket is not big enough to absorb everyone.



Sooutsourcing is just very simplajstead of going to a Nairobi client just do international trade. Get a
big fat bandwidth ipe stick it to the rest of the world and just suck jobs in and just build the
infrastructure to be able to do it, and the infrastructure is there now. The techisdlogne, the skill

sets are there ammbople can do whabuneed to do and it is jusbmpletely doable.

So all limits are self imposed as they say you kmdwen we arstanding over there in Kera and we

can pay salaries on the days we could not pay salaries we just wrap ourselves in the Kenya flag and
stand up there who is right therepower they are changing the country, changing this, changing that
people eathat stuff up right and they just keep going rightd you can say things like be all that you
can be it is not just a job it is an adventure because they do not know whexeeycoming fronthey

do not where those line®me from right. American TV.

But the point is it is all possible and it is all possible now in the way the country is and | believe and am
again like Paul not campaigning | believe pretty much whoever Kenya in January it will be the

same, it will be the same because whoever is ruling right now will be ruling next time and if they are
not ruling they are going to be in the opposition and that goes for both sides whoever is not ruling is
going to be irthe opposition. Whoever is not ruling is going to htbldmaccountable and the whole
conversation around the politics in Kenya right now is about accountability and who is going to do

development.

Two weeks ago | had the honor of being the chief guestlittle village that was you take a right at
that school house you go up a bit, you go there, you take left, you ask that guy, you go like this, you go

like that you go like tharight.

| could barely find the place | could baralgythe place Mukurweiniand | am sitting there and | swear

to God this is God's country. Right there little girls singing doing their thing like this no shoes in the
mad and | am sitting there and | am saying this the most beautiful thing | have evétoesst.to

God. It was fantastic right. Then priest spoke and all of these and | got up and | spoke and | had one of
these same sort of speeches and of course translated because my Kikuyu is not that quite sharp
anymore unfortunately, but the point was when people gti apeak they were also very neutral and

they were talking the way Paul and | are talking right now.

They werenotdeclaring their hand which way they are going PNU or Orange they were saying and



what | said right now | should just quote it as, it iially a point that was made out there opposition
and all of that that point well people were getting up and saying time and time again what is all about
development. It is not about blankets and cups and 10Mb@abofcourse that is going to happen but

the whole debate is around development.

So Thomas Freedman came to see us he came for 20 minutes he stayed almost 3 hours and that is how
we wrote the article and | said something to him when he came, it is good you came now early seven
thirty in the moning because you missed the trafficsaid that to him.When he was planning to come

| said when you land the night before come because of the traffic, but he had dficic&eder,

Passoveand all of that so he went and did that and when he wasdebsaid it is good you are

leaving because of the traffic, and he Sdiki hold on you have mentioned the word traffic many

times, | look at KenCall and it does not seem like traffic fits why are you saying about traffic and | am
looking at him what i@ you talking about™e said if | see yohave createenCall you do not care

about traffic, and said | he could not quite get it.

What you are saying is that A you are looking at traffic as an impediment to something happening that
you want to makéappen and the second thing is you should love traffic. | love it when | hear traffic
that shows there is growthhat shows there is somethirgghappening. When [ left Saint M&\there

were a 500,000 in Nairobi there was no traffic | used to ride mhites in town there were many bikes

in town it really did not matter. But anyway we have to gogihveg shows pulling me off.

<Mwangi Wamae>: | think we have tdeout in a minuteAlright so | do not know anyone who has
got any questions.

<OscarNyonyo>: You guyods need thewayl ead us, show us

<Mwangi Wamae> The one thing | would like to add about a year and half ago we started this group
for Diaspora task force task force | think we called it to try and get the BP peopldiasperato

be involved in the BPO stuff we set up and then you know in the time it took some of the ICT Board
that kind of language but | think we should start this restarted there is a yahoo group if you go to
groups.yahoo.corand search for BPO Kenya sign up fahiat is one way we actually get all those
statistics and answer all those questions is by having a way of having a discussion amongst ourselves

because somebody somewhere knows the answer. if you have a question and you put it out there



somebody will giveyou the answer and we should definitely feel like we are part of it from wherever
the world we are we can make this happen we can make a difference and | do not next time it will be
one of us maybe me or anyone of you standing up here \WMiefreas beentanding talking about your
successful experiences. Thank you.

| want to thank a handful of people who came from Kenya it was great (clapping).

<Eunice Mueni Kariuki >: We really would have loved to carry on for a little longer because this is
going the rght way. In fact for me am just really thrilled because when we exctidhgemails

starting with Kimaciaaround through the email we had to work it all. | did not think it would be like
this. The ideas that have been exchanged here the experiencessiba from the government, the
information side from the government the feed back that we are getting this the information that is
going to help us chiithe way forward, unfortunately we really we sort of just barely made it in this
room and | am sayintipat with reference to Paul's remarks earlier about being mesmerized by the
cultures out there and here. | thingdt mesmerized herbut in the opposite wayAll the

arrangements were in place and | thought they were really in place and when wetwanoted here.

In other words am saying | am really sorry that you had to wait down there while we sorted out some
things here and the arrangement was initially intended to include a cash bar but that was. not to be
Again there is no point in me going dothat path. The issue is that | got mesmerized but the other

way round.

Having said that | really was sitting here and picking up on the many things that were said and they
were all veryaluablebut some just really got me and | thought yeah that isx@ve only been with

the ICT Board now three weeks so | found the whole of this event already organized and quite on
course and yes we were there for those who attended other events | think it is not what it did not quite
meet the expectation and | waiting there watching around right left and center trying to think how

can we make it better next time.

And one of the ways is as Ron said is to work people like yourselves in future. | really do hope that if
we do have to come here or go to anothdesteAmerica | can call upon you to help us get things

working on the ground.

Outsourcing that is the word. One way is to get someone here to organize for us we really hoped that

the BPO people the people who are running the operations back at hordenexihad the



opportunity to meet with potential customers here. We depended on the event organizerg didas

not work out. But as | stand here today | am convincedftiathat email we had said by the way this

is something we are thinking aldomhat do you think not even to say @eaorganize what do you

think. | an convinced that some meetings should have taken place. So | want to say that we are
identify you as people who are potentially going to make us succeed | do hope when we can to yo
when we live you behind and with the information that has been shared here you will take the gospel
further.

| want to pick on what Oscar said where are,ybere. About value addingalue addingather than

just being there because we speak weadl all these and that making realizing that there is competition

we are comping with others who are realjpodandhave been there for a while. And the way |

would like to look at this is for some people for the people who are here who are alreasrses|

with the culture here, the American culture at the opportune time we probably will invite you to come
and speak to upcoming BPO institutions back at home so you can share what really the businesses out
here need to hear rather than us standingdretesaying we speak well and yeah so what that is not

what we want to hear.

So | just picked that as something that | can we can possibly take forward by inviting somebody to
come and speak to the communities down there and really just help them taantbietsat is it that

will make them win the businesses out here. There is more there.

And then the issue of negative perception that is out here and Paul really spoke about that in a detailed
way. For me is this is something that is there and we caerethose to fight it or chose to work

around it there is nothing we are going to dtat negative perception that is out here is both historical
and is what keeps the press the media in busiiasss not that negative it is really not news. Sait i

to acknowledge but chose to be part of the solution to it not to really let it bog us down, because it is
there it is not going go anywhere and it is not limited to Kenya alone.

South Africa they have with all due respect and apologies the criminglttiercriminal thing that is

associated with South Africa as the famous musiciaréwhacky Dube is gone but that does not stop
South Africa from going to Birmingham and putting up a beautiful, beautiful show during the BPO
event that was there. So basig# just a question of coming to terms with it and really making sure

that it does not take us down.






