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ABSTRACT

National Identity Cards scheme is the best methmdstore key information about
Citizens. In many developing countries, identificatcards are an essential document to hold a
job in the formal sector, own property, receiveibascial services, benefit from social transfers
and carry out bank transactions. The study hasusketd five global identification systems
including Malaysia ,United Arab Emirates, Belgiurand regional identification systems
including Sierra Leone ,South Africa, Angola, Maotocand before zeroing into Kenya
identification systems. There have been a numbepwiplaints that the process of identity card
issuance was characterized with unnecessary ddimlaying Kenyan citizens their identity
cards has serious repercussions in economic, saoalpolitical spheres of their lives. The
official waiting period between the time of apptica and collection is at least one month
according to the Ministry of immigration and Regasion of Persons, National Registration
Bureau Citizens Service Delivery Charter but in treeses this time line has not observed. The
purpose of this study was to determine factorsuarfting the production of identity cards in
Nairobi County, Kenya. The research objectivestlfiis study were; To establish how financial
resources influence production of identity cardNiairobi County, To assess how an effective
feedback system influences production of identaydcin Nairobi County, To investigate how
Information Communication technology influence protion of identity card in Nairobi County,
To determine how decentralization can influencedpotion of identity card in Nairobi County
and To assess how the registration and replaceprenesses can be improved. A descriptive
survey design was used in this study. The respdadeere the National Registration Bureau
staff in working in the production section. The dstwused a sample size of 118 respondents.
Probability sampling technique was employed in #tigdy giving each individual equal chance
of being included in the sample. The main tooldata collection was questionnaires. The data
was collected from the questionnaires and was e@itel coded in order to analyze of the data.
Data was analyzed using Statistical Package folaE8ciences. Data was presented using tables
and percentages. The summary of the study wasllasvéop in financial resources, Majority
(89%) of the respondents were aware that the ityerdrd printing materials and fingerprint ink
were readily available for the applicants. On fesxdb mechanism, majority (56%) of the
respondents stated that there is identity trackygiem and most of the respondents (52%) that
the National Registration Bureau tracking systemga®d and that majority (95%) of the
respondents left their telephone contacts at tlgestration offices for follow up. On ICT
technology, majority (93%) of the respondents waneare that National Registration Bureau
Identity card applications processes are manuajoiitia (96%) of the respondents were not
aware there is no online registration and (96%®mime fingerprint taking or online submission
of finger prints impressions. On decentralizatimajority (100%) of the respondents were aware
that there is one production centre which is inrdlai and also the majority95%) of the
respondents were aware that National Registratiored databases are centralized. This study
will be used to improve the production processegleitity cards at the National Registration
Bureau.

Xiii



CHAPTER ONE

INTRODUCTION
1.1 Background of the Study
Identity is an integral part of all items known Humanity. All living being are struggling for
their unique Identity in the universe. It may bdhe form of Knowledge, Power, Wealth uses or
misuses. Therefore all Governments are willingaegkrecords of their Citizens-easy and quick
access format. National Identity Cards schemedd#st method to store key information about
Citizens. (Prasad, 2006).In many developing coestridentification cards are an essential
document to hold a job in the formal sector, owoperty, receive basic social services, benefit
from social transfers, carry out bank transactiemge in elections and, more generally, to fully

participate in society (Duryea, Olgiati, and Sta?@06).

Kenya National Identity Card is the main and ladehtification document recognized in Kenya.
You must provide it to open a bank account, registdusiness, for employment, acquire a
driving license, and transact mobile phone banking many other uses that require proof of
identity. The Identity Card has a crucial link itizenship and nationality in Kenya and is at the
core in determining the extent to which an indiadenjoys his/her fundamental rights and
freedoms within our borders. (KNHRC, 2007). In Kang national Identity card is the hallmark
of citizenship. Individuals denied national IDs aezluced to second class status or de facto

statelessness. (Lynch and Southwick, 2008).

The Ministry of State for Immigration and Regisivat of Persons in the Office of the Vice-
President was created to provide Immigration antioNal Registration Services by creating and
maintaining a comprehensive population databasgistration, identification and travel

documents. The ministry’s Vision is to be a glolealder in population registration and migration
management. The Mission is to enhance nationalrigg@nd socio-economic development by
maintaining a comprehensive population data basmep migration management and timely

registration and issuance of secure identificatioouments.

The Ministry comprises five departments namely Igmaiion, Refugees Affairs, Civil
Registration and National Registration Bureau,drated Population Registration Services and

National registration Bureau. National Registrat®ureau (NRB) was established in 1978. It



enforces the Registration of Persons Act (Cap 1Dayys of Kenya, which provides for the
compulsory registration and issuance of IdentitydSdo all Kenyans who have attained the age
of 18 years and above. The Sixth Chapter of thes@ation of Kenya is the principle
framework of Kenyan Citizenship, while the Kenyaig&nship Act spells out the procedure of
acquiring Kenyan citizenship either by registratarbirth .The core functions and operations of
the department are mandated through an Act of dPaelnt: Chapter 107 Laws of Kenya. The
functions include: Identification and registratiohall Kenyan citizens who have attained the age
of eighteen (18) years and above, Production aswhigce of secure identification documents,
Management of a comprehensive database of allteegispersons ad Detection and prevention
of illegal registration. National Registration Batevision is to be a leading provider of secure
Identification Services in the Region. The missiento contribute to National security, Social
economic and Political Development of the Countgy ibentifying, registering and issuing
Identity Cards to Kenyan citizens of age 18 yeaid @bove, and to maintain a Comprehensive
register for use by stakeholders and other authdragencies.(MIRP,2013).

According to Ministry of Immigration and Registrani of Persons (MIRP) Strategic plan 2008-
2012, National Registration Bureau has the follgvimilestones or achievements of the
department; first during the last plan period NadiloRegistration Bureau expanded the capacity
of the Automated Fingerprint Identification SystgiFIS) from 5,000 searches to 40,000
searches a day .secondly, the department increaseztage by opening more than 50 new
registration centers manned by District Registrarkirdly, National Registration Bureau
improved revenue collection by over 100 perceat,from Ksh 45 million a year to over Ksh 90
million. Fourthly, On ICT, completed networking af7 field stations to the database at the
headquarters in Nairobi and fifthly the departmalsitb commenced preparations for the new
Third Generation Identity Card System.

On the other hand National Registration Bureaunhai strategic issues and challenges. First, a
sizeable component of the department’s businessepses are still manual resulting into
bureaucratic inefficiencies, loss of records anthyfein service delivery. Such processes will
also most likely not be compatible or may even me\bottlenecks to the Integrated Population
Registration System (IPRS).Second, inadequate Iaggeallocation by central government to
finance the department’s programmes like mobilestegfion services in remote areas and

improvement of service infrastructure. Third thésdack of adequate equipment to facilitate



effective service delivery. The current productsystem is old (in use for over 12 years) and not
effectively and efficiently able to meet currentional and international identification standards.
In addition, the department requires a new fleeveadficles and computer equipment for the
newly established districts. Fourth, the departmemonstrained by inadequate staffing to man
all the newly opened districts. The departmentrisof 100 registrars, 100 fingerprint officers
and ICT officers to provide services in all its dixndred registration points. Lastly, ICAO

standards also require that identity cards be ceplafter every 10 years.

The Ministry now intends to introduce a new generatard system, referred to as the Third
Generation Card System which shall be electronicpdastic based. Implementation of the new
system will entail setting up an elaborate infrastinre supported by appropriate software
modules, including installation of live data capt@quipment both at the headquarters and in the
field offices, personalization centre and a cerzieal database production facility, complete with
the necessary biometric and facial recognitionuiesst. It is envisaged that, upon completion, the
Third Generation National identity Card System wiltrease efficiency in card issuance process

by allowing for data transmission in real time.

1.2 Statement of the Problem

The whole process of application and issuancea@iftity cards, according to KNHRC (2007) is
faced with a number of complaints from the poldics and citizens lodged at National
Registration Bureau (NRB) concerning time takeprtaduce Identity Card especially during this
electioneering period because one has to haveeatitylcard so that one can register as a voter.
This study was therefore precipitated by numeroosnpiaints lodged at the National
Registration Bureau claiming that registration @éis routinely asked for bribes in order to issue
Identity Card to the applicants. Finally, there &eomplaints that the process of issuance was
characterized with debilitating and unnecessargydetesulting in inability to travel, to register

as voters and harassment by police on accountkfifban Identity Card.

According to KNHRC (2007) the whole process of agilon and collection of Identity Card
cards is impeded by unnecessary delays. An lde@tind is a right and there is a need for a
paradigm shift from the colonial objectives of itiBoation to new paradigm of seeing

identification as a form of enhancing one’s oppoitias to enjoy human rights and freedoms.



Delays in the issuance of ID cards from the timeaplication to the time of collection were
common complaints received across the districts. dfficial waiting period between the time of
application and collection is at least one monttoatding to the new service charter. But this
time line was not observed in many cases meanaignlost Kenyans in affected areas have lost

faith in the system.

There is high centralization of the registratiomgass in National Registration Bureau. This
means that all applications have to go to the MatidRegistration Bureau in Nairobi for
verification and eventual printing of Identity Carthe applications are sent in hard copies by
regular mail. Once the identity cards are produtieely are sent back to the respective districts
via Electronic Mail Services (EMS) mail. This prese according to the National Registration
Bureau, is supposed to take approximately 30 daysve have a centralized card production
facility National Registration Bureau rely on carricompanies to deliver cards to the
owners(KNHRC,2007)

If the applicants were to quantify the costs semaed by these productions of Identity Card
delays, it is clear that Kenyans are paying defoilythis inefficiency. If one was to ask how
much it costs to travel to the district headquartér appears that the delay imposes an extra
burden especially on poor Kenyans living in marber@as and they thus have to pay more on

account of the longer distances to the headquarters

1.3 Purpose of the study
The purpose of this study was to determine facioilsencing the effective production and

issuance of identity cards in Nairobi County, Kenya

1.4 Research Objectives of the study.
The study was guided by the following research abjes.
1. To establish how the availability of financial resces influence effective production and
issuance of Identity Card in Nairobi County.
2. To assess how an effective feedback system infeieffective production and issuance of
Identity Card in Nairobi County

3. To establish how availability of ICT influencesefive production and issuance of Identity



Card in Nairobi County.
4. To determine how decentralization process of idgwirds influences effective production

and issuance of Identity Card in Nairobi County.

1.5 Research Questions
The study sought to answer the following reseat@stions;
1. How does the availability financial resourcduehce effective production and issuance of
Identity Card in Nairobi County?
2. How does an effective feedback system influeeffective production and issuance of
Identity Card in Nairobi County?
3. How does availability of ICT influence effectipeoduction and issuance of Identity Card in
Nairobi County?
4. How does decentralization process of identitgganfluence production of Identity Card in

Nairobi County.?

1.6 Significance of study
The research hopes that this study will be usednttance measures that will ensure there is
limited disparity in the National Registration Bate policies spelled out citizens’ service

delivery charter and other documents and what Kegitizens are experiencing on the ground.

1.7 Limitations of study
The financial resource was a limitation due to sasturred when conducting research and the

researcher used her savings to fund the reseanehstlidy was conducted in a short period of

time.

1.8 Delimitations of study
The study was conducted in Nairobi County only arduded various types of applications of

identity cards in Kenya. Data was collected from skaff members in Nairobi County.



1.9 Basic assumptions of the study
The assumption of this study was that every Kergfiren of age 18 years or over has obtained
an ldentity card since it's a right under the nemstitution, Chapter Three, Article (1a) and that

the respondents will give correct information andvaer questions correctly.

1.10 Definitions of Significant terms
Decentralization. Thisis to distribute or to disperse the administrativections or powers
of a central production centre among several loegistration field
stations
Effective feedback mechanism It is the return of information about the result of aantity
card application process as evaluative response.
Financial resources  They ara source of supply of the registration of persomeerials
ICT technology It is the integration of telecommunications compsii@s well as necessary
enterprise software, middleware, storage, and awudigal systems,
which enable users to access, store, transmit, arahipulate
information in the registration processes.
Production of identity cards It is the processes and methods used to transform tangplts
and intangible inputs into goods or services.
Registration processes These are the act of registering for a Kenyan natiaentity card.

Replacement processesThese are the process of replacing a lost or nbedilaentity card

1.11 Organization of the study

This study was divided into three chapters. Chapter gives an introduction of the subject and
background of the subject at hand. Chapter twodeswn the literature review and is divided

into global, regional, sub-regional and nationadrec and existing literature that exists on the
topic. Chapter three describes the methodology Wt used in the data collection and data
analysis. Chapter four presents the data collesmedlyzed the data and gives an interpretation of
the data. Chapter five contains summary of findingiscussion, conclusions and

recommendations of the study.



CHAPTER TWO
LITERATURE REVIEW
2.0 Introduction
This chapter gives the similarities and differenoésdentification systems from international
level with emphasis on United Arab Emirates, regldevel focusing on South Africa, sub —
regional countries and the national level. It alsoluded is the historical background of
identification system in Kenya and also coverethia section is the conceptual framework.

2.1 Historical Background in Kenya

National Registration Bureau (NRB) was establishelD78. It enforces the Registration of
Persons Act (Cap 107), Laws of Kenya, which provifir the compulsory registration and
issuance of Identity Cards to all Kenyans who hatt@ined the age of 18 years and above. The
department has established six hundred registratemers countrywide and as it deems
appropriate mounts Mobile registration units inaarevithout established offices from time to
time.(NRB2008)

According to NRB (2008), personal identification Kenya and subsequent legislation can be
traced back to 1915 during the colonial period witle® Native Registration Ordinance was
passed. This Ordinance made it compulsory for alenmatives who attained the age of sixteen
years and above to at all-time wear on their negksagtal container that was generally referred
to as the 'KIPANDE’. This copper plated metal conéal the registration certificate of the
applicant and his particulars including his fingampimpressions. The legislation was used by
the colonial authorities to supervise and conttwé tmovement and recruitment of male
indigenous Africans into colonial labour. While thelonial authorities used this legislation to
distinguish one African native from the other, tredives viewed it as a way of curtailing their
freedom of movement and means to achieving thesicbaconomic needs. This led to
discontentment with the Kipande System but theeeafh popular Registration of Persons
Ordinance Cap 50 was passed in 1947in which allenpa@rsons (of all races, tribes and
nationality) of 16 years and above was carried ©hé system involved issuance of an identity

card in a booklet form containing the particulamsl ingerprint impressions of the holder.



On attainment of independence in 1963, the Regjstraof Persons Ordinance became the
Registration of Persons Act Cap 107 of the LawKeariya with the booklet form being retained
and the colonial crown replaced with the preserat@dArms.

In 1978, Cap 107 was amended to provide for thestragjon of all Kenyan citizens both male
and female who had attained sixteen (16) yearsamve. A full — fledged Department of
National Registration Bureau was created and thok borm of the identity card was replaced
with what has become known as the 1st Generatientitg card. In 1980, the act was amended
again and the age of qualification for registratiwas raised to eighteen (18) years. In 1995 a
second Generation Identity card project was lauthalwkich is still in use to date. KNCHR
(2007) goes on to state a number of weaknessesdhassitated the shift to Second generation
cards included: illegal registration of aliens; yeawanipulation, forgeries and theft; easy
duplication of identity card numbers; delays in lagmg lost identity cards and double
registration. In sum, these were seen as mattemsatbnal security concern. The Second
generation identity card has to some extent adedeseme of those initial concerns. This has
been enabled through the use of modern technolbgy provides a secure identification

document by applying the service of computerized€iprint system.

The Government has also gone a step further tdledtaan Alien Registration System. This
system is used to register aliens and refugeesnwitte borders of Kenya band to produce
relevant registration certificates and Refugee titlerCards. So far the National Registration
Bureau holds bio-data of 14 million Kenyansl. Dasphis advancement in the registration of
persons in Kenya, there are still questions beaged whether it is effective. Comparatively,
identification systems in other jurisdictions hameved to more technologically advanced
biometric system something that a number of stakieh® are discussing for Kenya. (MIRP,
2013)

The Ministry now intends to introduce a new gerieratard system, referred to as the Third
Generation Card System which shall be electronit@astic based. Implementation of the new
system will entail setting up an elaborate infrasiire supported by appropriate software

modules, including installation of live data cagt@quipment both at the headquarters and in the



field offices, personalization centre and a ceitteal database production facility, complete with

the necessary biometric and facial recognitionuiest. (MIRP,2012)

2.2 Global perspective

MyKad or Government Multipurpose Card is the oHlocompulsory identity card of Malaysia.
MyKad is considered as world’s first smart identitgrd. MyKad was officially launched on
September 5, 2001 and incorporates a microchipsiwtontains several items of data including
biometrics. From March 2003, a variant of this itikgrcard for newborn babies was introduced,
known as My Kid. Malaysian Citizens owns blue cetbiMyKad. Permanent Residents owns
red colored MyKad. All Malaysian citizens and peneat residents 12 years old or above are
eligible for a MyKad. All newborn babies are issugih a My Kid. This is “upgraded” to a
MyKad on the 12th birthday. The MyKad must be repthwhen a person reaches 18 years old,
as it is a requirement that the photograph be érutr MyKad must be carried at all times.
Failure to do so may incur a fine of between RME) @nd RM20, 000 or jail term of up to three
years. The MyKad is a piece of plastic with an eddael microchip and has the dimensions of a
standard credit card, MyKad functions as Identéyd¢ including fingerprints and photo, Driving
license information, Passport in Malaysia, Stordge health information ,e-cash ,ATM

integration

The Republic of Belgium registers citizen’s aged\abtwelve years and are issued with an
identity card .Belgians aged fifteen and aboveratgiired to always carry it with them unless
they are within 200 m from their homes. (Foreignersst at all times be able to provide
identification, either a passport, or an identibcdment issued by another EU member state.)
Holders who are Belgian citizens are also entittedse the card for international travel within
the European Union, the Schengen Area and a nuofbather European states. Belgians are
required to carry the identity card and to showirtidentity cards when requested by police,
certain government agencies; or authorized bustaamad personnel. card holds the following
information; Photograph of the bearer's face, naofigke holder (Surname and first two given
names, initials of further given names),Date arat@lof birth ,sex ,nationality, ID card number,
12 digits in the formxxx-xxxxxxx-yy validity period (normally 5 years),signature gridce of

issue. Belgium is currently the only European coutihat has decided to issue an electronic



identity (elD) card to all its citizens aged 12\yg&ar older. (De Cock, etal, 2009).

As a result of the rapid growth of the economy &4# as the population over the past few years
in the United Arab Emirates (UAE), the governmeas hexpressed strong determination to
enhance the performance of public departments recréase efficiency, in a bid to improve the
co-ordination of and the citizen’s access to pubgcvices. ( Al-Khouri,2006). According to Al
Dhaheri , the Director General Emirates Identitythfauity, the project objectives were to build
an integrated information database of the UnitedabArEmirates population(population
register),provide facility for identification andewfication services through a unified ID and
biometrics to other entities (Ministries, financialtitutions, Hospitals etc),provide a unified
smart ID card for Nationals and Residents Interfatid other systems (labor, health, justice,
police, education, etc) and guarantee the secanitlyconfidentiality of information. The project
which was kicked off in June 2003, aimed to devedomodern identity management system

with two strategic objectives addressing securnity aconomical requirements. (Abdul, 2012).

The German Identity Card is issued to German c¢isdgy the local registration offices (although
today they are produced centrally at the Bunde&emnec in Berlin).It is compulsory for all
German citizens age 16 or older to possess eith@temtity card or a passport but not to carry
one. While police officers and some other officiabve a right to demand to see one of those
documents, the law does not state that one is eblig submit the document at that very
moment. As everyone in Germany must possess aral® ar a passport, acceptance of other
official documents (like driving licenses) as pradfidentity is not guaranteed, especially for old
driving licenses. Driving licenses are not replagedsermany, so the same document is kept.
German travelling inside the European Union orSlbengen Area can use their ID card, which
is a machine-readable travel document, insteadpafsaport Just like German passports, German

identity cards are valid for ten years.

Identity card is the national official identity dament in Brazil. It contains the name, the
birthdates, and the names of the parents, thetsignand the thumbprint of the bearer. Other
national documents can, by law, be used as anitgeard, such as the Brazilian driver's license,
a Passport or, for minors, the birth certificatec8use of its need for most civil activities, it is

practically compulsory to all citizens who haveaated the age of majority (18 in Brazil) to have
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an RG card and number issued, although bearingalli éimes is optional but not uncommon.
Minors can also have one issued, but if the citiseander 16 at the time of appliance, it will
expire at their 18th birthday, making it necesgarigsue another. Identity cards are issued by the
state governments, but can be used nationwide. iliteresting to note that there is no legal
restriction to having more than one identity cgmabvided that each is issued by a different state.
The documents required for the issue of an idecttyl depend on whether the person is single
or married. For single persons, it is the birthtiGeate (the original one or a certified copy)r fo
those married, it is the marriage certificate.

2.3 Regional perspective

Sierra Leone introduced a new national identitylaar2002. It is wallet-sized (fits in a standard

wallet), bears the national crest embalmed with lismos and palm trees, the photograph of the
person it is issued to, and his/her place of lortladdress. It also has an identification number,
the date of issue and the date of expiration of fiv seven years from the date of issue. The
national identity card is issued only in Freetowang only to citizens of Sierra Leone. To obtain

one, a person must demonstrate — or authorities ttabe able to verify — that the person was
born in Sierra Leone and/or is a citizen of Sieteone. Identity cards can be issued to
newborns, although it is not common for childrerh&we one. It is not compulsory for adults to

carry an identity card; other identity documentst tire used in Sierra Leone are birth certificates
and passport{Centre for defense studies,200®e National Registration Act, 2008 provides

for the compulsory registration of citizens and mgizens resident in Sierra Leone and the issue
of Identity Cards to such persons and for the uspublic bodies; and to provide for other

related matters.The National Registration Act, 2008)

Identity Document (ID) in South Africa is issuedage 16 years to all citizens and permanent
residents. Although passports and driver's licemsesalso acceptable forms of identification,
banks only accept Identity cards. Their Identitydchas a bar code, a photo, and your unique
ldentity number. Information (including age and denbut excluding race) is referenced under
your ldentity number: accounts, criminal recordting history, driver's license etc. You need an
Identity card in order to apply for a passport, bancount, driver's license or tertiary studies, as

well as to register to vote. In most cases empkweit also request a photocopy of your Identity
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card in order to process your appointment. Youmgphistory as well as any firearm licenses is
documented in your Identity card booklet. (DHA, 3D1

When a South African is born, the birth is registewith the Department for Home Affairs.
When the citizen reaches 16 years of age, he ovishie a Department of Home Affairs office
(around 300 are scattered around the country) ppliea for the National Identity book because
their details are already on the system, the deyeant verifies the individual and takes all 10
fingerprints and a photo of the individual. The ko® then issued centrally. The first booklet is
free and is given to all South Africans when thegch age 16. If the book has to be reissued, it
costs 15 ZA Rand. Currently 2-4 million per yeéra Inational election takes place, the volume

issued tends to go up considerably (Gregory, 2012).

The Angolan Identity Card, usually known as the D Card) is an Angolan national
identification document. The citizen will have tave his/her picture taken at the time of issue of
the card and the fingerprints will be processedtsdaically. The following are the documents
that will be needed when requesting an Identityd@Bit):It will suffice for requestor to present a
birth certificate or the old Identity Card and thew Law mandates that an individual obtain an
Identity Card from the age of 6 years onwafolur Bl will be made of a polycarbonate material,
will measure 85.6 mm x 53.98 mm x 0.76 (+/-0.8 nam)l will basically have a similar format
to that of a credit card. Under the new legislatithre face of the new Identity Card shall show
the individual’s full name, place of birth, name gdrents, date of birth, gender, marital status,

residence, passport-type picture, signature amggfprint.

The Identity card will be valid for five or ten ysadepending on how it was previously issued,
whether issuance took place before or after itsldroieached 35 years of age. Those citizens
who are aged 55 years or more will be issued antilgeCard for life. (Republic of Angola
consulate general in Houston).In the mid-2000’sg@da began its search for a replacement for
its citizen ID document, in order to address a nendd problems. To enable the secure storage
and transportability of digital personal, biometand demographic information stored on the
card itself. The new ID system was designed to mmétiple criteria: safeguard personal data,

store substantial amounts of information directly the card, including two fingerprint
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biometrics and iris images, a birth certificate adedmographic data, and easily enable

individuals to be matched to their biometrics bypeactors Cudwig,2011).

In the Republic of Botswana an Identity card isoauiment that is used to show that one is a
citizen of the country. It is requirement by lavatkevery Motswana above the age of 16 gets an
identity card. This card is also commonly knownCasang.Every citizen of Botswana above
the age of 16 qualifies for an identity card in 8@&na. To register for an identity card one needs
Birth Registration certificate. If you do not haaebirth certificate one can use; Both or one of
your parents or a guardian or a relative if you areninor, an Affidavit in lieu of a Birth
Certificate, an Affidavit from the Chief or Headmand any other proof of records (e.g. school
transcripts).A National Identity Card in Botswasavalid for 10 years. In case of replacements,
the old card should be surrendered to the Civilldational Registration Officer.

When a person reaches the age of 18, he or sheabiash a Moroccan national identity card
(carte d'identité nationale, CIN). To do so, thelejant must go to the police department where
he or she lives and present a birth certificat@oprof residence (certificate of residence,
ownership or rental agreement, electricity or tetage bill, etc.), two small identity photographs,
and a receipt stamp in the amount of 60 Moroccamadis (MAD) [approximately CAD 8.24
(Canada 8 Jan. 2007)]. The applicant's fingerpangsalso taken. The CIN is valid for 10 years.
To renew it, the applicant must present the oldi,cas well as two small photographs and the

receipt stamp.

The Kingdom of Morocco has decided to replace msgjwvely the 20 million existing national
identity documents with new biometric cards oveaurfgears. The replacement starts in 2007
with 5 million cards being issued per year. Thentmtric card will be not only a highly secure
identity document, but will also be the keystondgha national e-government strategy by easing

administrative procedures.
It is compulsory for all Egyptian citizens age 16adder to possess ID card. It is used for:

Opening or closing a bank account, Registering sthaol or university, registering the number

of a mobile or landline telephone and Interactinghwnost government agencies, including:
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Applying for or renewing a driver's license, Applgi for a passport, Applying for any social
services or grants, Registering to vote, and voiinglections and Registering as a taxpayer.
Egyptian ID cards expire after 7 years from theed#tissue. Some feel that Egyptian ID cards
are problematic, due to the general poor qualityasél holders' photographs and the compulsory
requirements for ID card holders to identify thegtigion and for married women to use their
husband's surname. Egyptian government is hopimvgotlx with Estonia to release one of the
largest numbers of deployed digital ID cards in Weld for the country's 85 million people.
Currently, data on the existing ID card must freglyebe re-entered manually into a computer
when people deal with government agencies, schbofgitals, businesses, and banks. Egyptian
government hopes that by standardizing a digitatdd, Egyptians will be able to interact with
the government in a much more efficient manneriygg 2012).

2.4 Kenya perspective

The registration process relies on the ConstitubbrKenya and the Kenya Citizenship Act,
which provides that citizenship, can be obtainesbugh birth and registration. These three
methods generally apply to persons born outsidey&efihe registration process requires proof
of age, usually shown by a birth certificate, amdop of citizenship. (Lynauch and Southwick,
2008).

The Ministry of State for Immigration and Regisiwat of Persons now intends to introduce a
new generation card system, referred to as thedT&eneration Card System which shall be
electronic and plastic based. The new cards wilegeipped with a microchip containing the
holder’s details and other enhanced security featut is expected that the cards will make it
hard for immigrants to enter the country illegalipplementation of the new system will entail
setting up an elaborate infrastructure supportedapgropriate software modules, including
installation of live data capture equipment bothtre headquarters and in the field offices,
personalization centre and a centralized datab@askigtion facility, complete with the necessary
biometric and facial recognition features. It isvisaged that, upon completion, the Third
Generation National Identity Card System will irage efficiency in card issuance process by

allowing for data transmission in real time.(MIR®|2)
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2.5 Financial resources

The Ministry of Finance has a strategic resporigpbibf the management of revenues,
expenditures and borrowing by the government. Theidtty must ensure that it mobilizes
adequate resources to support government programumalegctivities.

According to the minutes tabled in the Parliamehtkenya, a foreign company has been
contracted to produce the cards and also purchasmaterials needed in their production. The
contract for the current company expires at thedrtis year and Sh320 million is needed for
the production of the new cards. The current comparhowever owed Sh619 million for the
production of identity cards. Of this, Sh119 mitlics a debt carried forward from the previous
financial year while Sh500 million is the cost fproduction of cards in year 2008/2009,
according to the minutes. The budgetary allocdtorthe last financial year was insufficient and
the supplementary allocations in the same year welayed thus the incurred debt had to be

carried forward to this financial year,” the comimé was told.( Nyataya.J,2009).

Funding for the department of registration has awer years been inconsistent. There were
indications that major funding occurred only whenis about an electioneering year.” Most of

this funding is specifically meant to facilitateetimegistration of new persons to enable them
register as voters. The inconsistent funding of dapartment results in lack of infrastructure,

human resource and general capacity developmenhefdepartment. Limited budgetary

allocations hindered National Registration Burealggity to meet public expectations at district

and divisional levels. There were several repocesks of shortage in the supply and availability
of necessary materials for Identity card productidhis resulted in delays in the registration

process. There were several reported cases ofgleadrt the supply and availability of necessary
materials for Identity card production. This reedlin delays in the registration process. Crucial
materials that were reportedly in short supply udeld: application forms (computer paper),

films at district (application) levels and printingaterials (security paper) at headquarters
(processing level).(KNHCR,2006)
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2.6 Feedback mechanism

Feedback is a regulatory mechanism in which theamé of system activity governs the
amount of further output from the systelfeedback is a process in whiciiormation about the
past or the present influences the same phenomertbe present or future. As part of a chain of
cause-and-effect that forms a circuit or loop, ékient is said to "feedback” into itself (Webstar,
2013).

Ramaprasad (1983) defines feedback generally &srhiation about the gap between the actual
level and the reference level of a system paramétesh is used to alter the gap in some way",
emphasizing that the information by itself is needback unless translated into action. The
Online Feedback System is a channel for the commumiprovide genuine and constructive
feedback to improve our quality of service rendefidte system is made exclusively for students
and staff. Therefore, users of the feedback systamst provide their Webspace login and

password to gain exclusive use of this system.

In United Arab Emirates, the Emirates Identity Awity (EIDA) has announced the provision of
an Emirates Post ID card status inquiry servicat®rwebsite as part of its efforts aimed at
enabling all customers to track the status of thpplications and the completion rate of their
cards at all stages. In a press release publishdteiEmarat Al Youm newspaper, the Emirates
Identity Authority pointed out that the launchtbfs service associated with the Emirates Post's
website came as a subsequent step to the lderatity status inquiry service the Emirates
Identity Authority previously launched to offer ¢osers the opportunity to be aware of the
stage that the registration application reachedsaedwhy the ldentity card was late for printing
as a result of errors in the inputted data or laaligy fingerprints and photos that were taken.
The Emirates Identity Authority urged applicantsbenefit from this service available on its
website for tracking the ID card issuance stagesy @ that no errors existed in the inputted data

and be familiar with any.
2.7 ICT technology

As new technologies are driving and reshaping Gowents throughout the world by improving

public services delivery and engaging citizens df&l Registration Bureau is yet to fully utilize
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Information Communication Technology (ICT) becaoggoor infrastructure, inadequate human
capacity and legal framework. Improving Public $eevDelivery and Citizens Engagement
through E-Government (Electronic Government) isahient topic under discussion following
its recognition in promoting and improving effic@n in public services delivery and

strengthening citizen’s participation and engagemen

The governments in Africa should migrate from mdnasks to automated processes in order to
minimize corruption and increase efficiency anddudivity. The issue of performing manual
tasks at government institutions is counterprodectinefficient, and a recipe for dishonest
public servants to steal public funds without tratereby, making more people desiring to do
the same despite of knowing that is wrong cons¢yodublic funds belong to the country and
need to be used for the greater good of everyormigh infrastructure, social, and economic
developments. So, the Government of Liberia needdot everything in its power to prevent
some of its employees from stealing public fundghwimpunity or paying some of its
employees’ wages for performing inefficient tasksl alelivering spaghetti deliverables with
PRIDE like in the case of the Tax Collectors frone tMinistry of Finance until they were
caught. (Mandeh, 2012)

This paper will show how the Government of Libecan use Computer Technologies,
specifically the three areas of computing/Computecience (Programming, Database
Management, and Networking and Telecommunicatidns)nigrate from manual tasks to
automated processes in order to minimize corru@iwhincrease efficiency and productivity.
According to Kenya National Commission on Humanh&g2006) study recommendations the
Government of Kenya should ensure full computeilorato enable the provincial centers to
access data with ease. It will enable the NRB taitoo the work of the District Registrars
through the central register and would only requodt copies of registration forms. The
National Commission recommends that: The Ministrynamigration in conjunction with others
should fast-track formulation and implementation thie proposed Integrated Population
Registration System (IPRS) — bio-metric system egistration. The targeted period of

completion should not be later than 2012.
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According to Al-Khouri, (2006), the national ID $gm incorporates the latest technological
advances. The system guarantees secured commaonidatioughout the system’s national
network structure by using Virtual Private NetwofPN) technology and an associated
technical Public Key Infrastructure (PKI).The fimgant-based biometry provides the means to
ensure a single identity for each applicant anduthenticate the identity of the Identity card
bearer. In principle, the national Identity systisndlesigned to provide three primary operations,
Population Register and Document Imaging Managerfi&RDI). The National Identity system
maintains the Population Register that recordsriné&tion about every United Arab Emirates
(UAE) citizen and legal resident registered on slgstem and assigns a unique. Identification
Number (IDN) to each person. The system is culyesiled to manage five million records. It
provides the means to record events such as bim#sjages, divorces and deaths, as well as the
updating variable (constantly of changing) inforimatsuch as address, education, employer, etc.
The National Identity system also stores imageshef official support documents presented
during the application for an Identity card or areets declaration on the Population Register.
The National identification system includes a pssctor the enrollment, processing, production
and delivery of identification card. This process adapted for the first application for an
identification card including the renewal of an e&d Identity card or placement of a damaged,
lost or stolen Identity card. The Identity card gwoed by the national Identification system
includes biometric fingerprint-based authenticatiocapabilities and uses a public key

infrastructure (PKI) that is adapted for future@~sgrnment and e-commerce usage.

Monica Yanez-Pagans et al carried a study on Irdition technologies and provision of national
identification cards by the Bolivian Police. He @stigated the potential of information
technologies to improve public service delivery ardpower citizens in the context of two
unusual randomized natural experiments occurrintpizvione particular bureaucratic process:
the renewal of a national identification card bg Bolivian Police. The first natural experiment
arises from the random assignment of both polifieess and applicants to a manual or digital
renewal process, which is identical in all aspestsept that the digital process makes use of
information technologies as part of the renewalcess that introduce efficiencies within the

process.
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The results of this paper present strong evidemattihe adoption of information technologies by
the Police led to substantial improvements in thmlity of service provided to citizens.
Applicants randomly assigned to a digital renewakpss are, on average, 12 percentage points
more likely to complete the renewal process as eratpto those randomly assigned to the
manual process. Further, applicants who are abt®iaplete the renewal process and who are
randomly assigned to the digital process, takevarage 31 percent less time to complete the
renewal process as compared to the average tinem tak those applicants who are able to
complete the renewal process and who are randosslgreed to the manual process.

Their findings also shows that only 66 percent gblecants assigned to a manual table get to
complete the renewal process. In contrast, alm@gteBcent of applicants assigned to a digital
table get to complete the renewal process sucdlsdsite difference in sample means across
type of renewal process is large and significarthat5 percent level. For applicants who get to
complete the process, a typical renewal processtedughly 85 minutes in a digital table and
129 minutes in a manual one. The difference in $amgans across type of renewal process is

again significant at the 5 percent level.

The results show that the adoption of informati@cthhologies resulted in an overall
improvement in the service provided by the Poligthww the process of renewing an ID card.
Male applicants randomly assigned to the digitaéreal process have on average between 11.55
to 13.22 percentage points higher probability ofmpteting the process as compared to those
randomly assigned to the manual one 11.55 wherralbing for renewal day fixed effects and
13.22 when controlling for police officer fixed efits. All of these effects are statistically

significant at the 1 percent level.

2.8 Decentralization

Decentralization is the transfer of authority ams$ponsibility for public functions from the
central government to subordinate or quasi-indegendovernment organizations and/or the
private sector is a complex multifaceted concepitvack, J. and Seddon, J. (eds),2000).

In a world where most governments have experietiveditfalls of centralized public service
provision, mainly: opaque decision-making, admmaiste and fiscal inefficiency, and poor

quality and access to services, the theoreticabhrdges of decentralization have become
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extremely appealing. In general, the process ofentealization can substantially improve
efficiency, transparency, accountability, and resieeness of service provision compared with
centralized systems. Decentralized public servio®ipion promises to be more efficient, better
reflect local priorities, encourage participatiand, eventually, improve coverage and quality. In
particular, governments with severe fiscal constsaiare enticed by the potential of
decentralization to increase efficiency. Benefigiaost recovery schemes such as community
financing have emerged as means for central govamtsito off-load some of the fiscal burden
of education service provision (World Bank,2013).

According to, KNCHR(2006), high centralization of the registration @se in Nairobi. This
means that all applications have to go to the MatidRegistration Bureau in Nairobi for
verification and eventual printing of identity cardlhe applications are sent in hard copies by
regular mail. Once the ID cards are produced, #reysent back to the respective districts via
regular mail. This process, according to the NRBsupposed to take approximately 30 days.
But residents from the sample districts (with tikeeption of Nairobi) reported that in reality the
feedback process could take as long as 2 years.

The Emirates Identity Authority in 2011 announckdttit has printed 1,151,593 ID cards in its
Emirates Smart Card Factory since the factory wasigurated in mid-December 2011.The
Population Register Department now wants to camtyaodecentralized printing project, which
provides the service of printing identity cardsidiesregistration centers for registration, renewal
and replacement transactions. The first phaseeoptbject, installed decentralized Identity card
printing machines in four registration centers; emMusaffah and Al Wahda centers in Abu
Dhabi, Al Barsha Center in Dubai and Sharjah Cef#drdul,2012)

2.9 Conceptual Framework

The conceptual framework illustrates the factorsctvinfluence the production of identity cards
in Kenya. The independent variables include; feekb@mechanism, finances, ICT skills and
decentralization. The dependent variable was toron® service delivery. The government

policy was the moderating variable. The relatiopdietween variables is shown in Figure 1.
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Explanation of the conceptual framework

One of the impediments to good service deliverthatNational Registration Bureau is lack of
finances. There were indications that major fundouafurred only when “it is about an
electioneering year.” Most of this funding is spfieally meant to facilitate the registration of
new persons to enable them register as votersintbasistent funding of the department results
in lack of infrastructure, human resource and ganeaipacity development of the department.
Limited budgetary allocations hindered National Regtion Bureau’s ability to meet public
expectations at district and divisional levels.

The identity card feedback system can alert thdiGgy on the status of his/her identity card
and could inform the problem to the applicant’slye@anough so that they do not wait for
nothing. Identity card can be rejected due to WieWwing reasons among others; he or she
quoted incorrect Identity card number, has to gedtlzer photograph because the initial
photograph is not visible, the forms were not caetaly filled, the chief’s signature or registrar's

signature is missing, incorrect civil status amotiger various reasons for rejection.

Over the past decade, access to information teobiesl in developing countries has grown
rapidly. Increased access to these technologiesuhi@ashed the potential to use of them to
advance development objectives and promote greapeality (Sunden and Wicander, 2006).
However, the use of information technologies asemms to improve the quality and reach of
government services has lagged behind in comparisdormation technologies significantly

affect the way in which citizens and governmentsract, and whether they might be effective at
enhancing economic opportunities for the poor, maprg delivery of services to the under-
served and enhancing government efficiency andspamency is an important and open

empirical question.

There is a lot of centralization of identity cam®duction in Nairobi which gives the officers in
Nairobi too much workload which makes applicantsvéot for their Identity cards for months or
even years. If the operations are moved closenageople it will reduce the delays in issuance
if identity cards to Kenyans. Another cause of gelavhether acknowledged officially or not,
includes the high centralization of the procesNairobi. This means that all applications have to

go to the National Registration Bureau in Nairobr ¥erification and eventual printing of
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Identity cards. The applications are sent in hamgies by regular mail. Once the Identity cards
are produced, they are sent back to the respedisteicts via regular mail. This process,

according to the National Registration Bureau gp®sed to take approximately thirty days. But
residents from the sample districts (with the exicepof Nairobi) reported that in reality the

feedback process could take as long as two yd€r8ICR,2007)

2.10 Knowledge gap
From the literature reviewed, limited informatiormsvavailable on the feedback mechanism for

tracking identity cards application processes. Memyntries which use identity cards especially
the second generation identity cards have not lestield ways of how to track identity cards..

Various governments should come up with mechanitnacking identity cards to the owners

because it can improve public service deliverysTstudy was to obtain more information in the
production of identity card which will help in fourtating ways in which lost and found identity

cards can be re traced and sent back to the owners.
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CHAPTER THREE
RESEARCH METHODOLOGY
3.1 Introduction
This chapter describes the procedures which weee us the study. It focuses on research
design, the target population and sampling proedult describes the instruments of data
collection and procedures of sampling. The chagitar gives the ethical considerations observed

during the study and methods of data analysis.

3.2 Research Design

This research was undertaken by the use of a géserisurvey design. A research design is a
programme to guide the researcher in collectin@lyamg and interpreting observed facts.
(Orodho, 2003).

Orodho (2003) goes ahead to define descriptiveesuraethod of collecting information by
interviewing or administering a questionnaire teample of individuals. Mugenda and Mugenda
(2003) support this view by asserting that thisetyd research attempts to describe things as
possible behavior, attitudes to describe and cheniatics. Surveys are more efficient and
economical information can be gathered by a few wlebsen questions that would take much
more time and effort by other methods. Also surliay the advantage of having the potential to
provide a lot of information from a quite large gaenof individuals. Kerlinger (1969) points out
that descriptive studies are not only restrictetata finding but may often result in formulation
of important principles of knowledge and solutiorstgnificant problems.

The design was appropriate in gathering informatrom National Registration Bureau (NRB)
staff, the public about the knowledge on the fectibrat influence the production of Identity

cards in Nairobi region.

3.3 Target Population

The respondents were the National Registration &urstaff in working in the production
section. This population of 1182 was chosen fa itudy because these are the key people who
are the beneficiaries and who work and know théesyghey can therefore easily identify with

the production process.
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3.4 Sample Size and Sampling Procedures

The following sample size and sampling proceduresewsed.

3.4.1 Sample Size

According to Mugenda and Mugenda (1999) where tme resources allow a researcher should
take a big sample as possible. However, sample dg@pends on factors such as number of
variables in the study, type of design, methoddath analysis and size of accessible population.
This study used a sample size of 118 and probgbkgitnpling procedures were also used.

3.4.2 Sampling Procedures

According to Mugenda and Mugenda (2003), simpledoam sampling is a probabilistic
sampling technique which ensures each subjectcobiegespondents to have an equal chance of
representation. The list which contains the naniedl the staff at the production section and the
list were used as a sampling frame for the studsingthis technique, 118 respondents were
selected; this is equivalent to 10% of the totapydation. Since this is a descriptive study,
according to Mugenda and Mugenda, (2003) and GEY81) 10 percent of the accessible

population is considered adequate for descriptiveys

Table 3.1 Sampling frame
Table 3.1 shows the targeted population of the atafording to their gender.

Gender of respondents Number of staff members
Male 669

Female 513

Total 1182

The staffs in the study were selected randomly fppoduction section and were required to fill
a questionnaire. From a sample of 118 respondém@sesearcher gathered data and information

on the factors that influence the production ohittg cards in Nairobi County.
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3.5 Research instruments
The main tool for data collection was through guestaires. The method of data collection was

survey design which involved questioning people m@wrding their responses for analysis.

3.5.1 Pilot testing

A pilot study was carried out by administering di@®aire to a small group of the respondents
in order to determine the validity of the tool. Tindicators of variables were clearly defined and
scrutinized and tools developed to match the stlojgctives.

After the analysis of the pilot study items whickeded amendments were accordingly affected
and irrelevant baseless items will be discardedrapthced with more useful and logical ones
which will elicit the required responses. Instrunseralidity was ensured through the expert
advice of the supervisors and other members ofi¢ipartment versed with in research.

3.5.2 Validity of Instruments

Saunders et al. (2000) contends that a reseax@hiasonly if it actually studies what it set owt t
study and only if the findings are verifiable. Teare three methods for establishing validity. As
Saunders et al. (2000) explains, construct validitytails the establishment of accurate
operational measurements for the research’s careepd. This is done by establishing a chain of
evidence throughout the data collection processdnfying key information through the use of
multiple sources of information; and by presentddrimants with a draft of the study for review.
Besides establishing construct validity, sociakesce researches need also establish external

validity by testing the applicability of the findis to external case studies (Yin, 1989).

3.5.3 Reliability of Instruments

Reliability is the extent to which a measuring fostent is stable and consistent.(Mark,2004).
Joppe (2008) adds that the extent to which resalés consistent over time and accurate
representation of the total population under stigdeferred to as reliability and if the resultsaof
study can be reproduced under a similar methodolbgy the results instruments is considered
to be reliable.

Accordingly, research scholars advise researcleisitefully select their respondents, ensure

that they are, indeed, willing participants in stedy and will answer the questions with the
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minimum degree of bias (Hair et al., 2005). In oreensure that this, indeed, is the case, when
in-putting the questionnaire data, the researdmeuld carefully read through them to ensure that
there are no logical flaws and that the responsesengby any one respondent are not
contradictory (Hair et al., 2005). In addition,gosure reliability, the researcher used to schedule
interviews at the respondent’s convenience anthdurwhen distributing questionnaires, should
give participants several days to answer. By puacstiis advice, the researcher minimized the

chances of rushing interviews and the questionsanswered well. (Hair et al., 2005).

The tools were pretested in order to ensure rdéligbCronbach alpha was used to ensure

reliability and gave a correlation acceptable lefe).7 or more.

3.6 Data Collection Procedures

Data was collected from sampled population of 1tE# svorking in the National Registration
Bureau in the production section. The questionsairere administered by research assistant and
the questions were structured and unstructured.stiuetured questions were used to measure
subjective responses. The questions were self-asberied. The researcher was available to
clarify on any questions that were unclear to #spondents. To reduce shortcomings and ensure
effectiveness the questions were pre-tested oerdiit sample of similar characteristics to the
actual sample. This enhanced reliability of dathecton instruments. Questionnaires had an
introductory part briefly explaining the purposéthie study, how confidentiality was maintained

and precise instructions on how to respond tottras.

3.7 Data Analysis techniques
The data collected from the questionnaires was c&cddeorder to analyze raw data using

Statistical Package for Social Sciences. The reswdte presented using tables.

3.8 Ethical considerations
The respondents were assured that the informakieyp provide on the questionnaire will be
treated confidentially. This means that their ideg or personal details were not disclosed to

others. The data used in the report was not bedin& any respondent.
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The respondents were requested to participateseareh by signing the consent form prior to
answering the questionnaire. The consent formsrnméd the respondents on the nature and
purpose of the study and assure respondents thadllgicted data from respondents was coded
in order to protect their identity and privacy. Tiesearcher observed the principle of voluntary

participation which requires that people were retberced into participating in research.

3.9 Operational Definition of Variables
The operational definitions of the variables arevah in Table 3.2. The Table shows indicators
which were being measured, measurement scaleofygata collected and type of analysis for

each independent variable.
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Table 3.2 Operational Definition of Variables

Research Variables Indicators Measurement Measurement | Tools of Analysis | Type of
Objectives scale Analysis
Independent
To establish how | Financial Resources used Availability of Ordinal Means Descriptive
financial resources | resources include; resources for
influence Application applicant’s to
production of forms, Photo process ID cards
Identity Card in printing papers, Percentages
Nairobi county. Finger print ink Ratio
To assess how an | Feedback Tracking Availability of Ratio Means Descriptive
effective feedback | System system used | identity card
system influences tracking system
production of
Identity Card in Feedback Availability of
Nairobi county communication | communication
to applicants system between Percentages
the applicants
and registration
office.
To investigate how | ICT Use of online | Availability of
ICT technology in | technology biometric online biometric | Ordinal Means Descriptive
influence fingerprint fingerprint
production of taking. taking.
Identity Card in
Nairobi County. Use of online | Availability of
identity card online identity
application card application | Ratio Percentages
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To determine how | Decentralizati | Type of Number of Ordinal Means Descriptive
decentralization on Databases in | databases
influence delay in place
production of
Identity Card in
Nairobi county. Production Number of
centres production Percentages
available centres
To investigate Dependent Improved Customer Ratio Means Descriptive
factors that cause | Effective service delivery| satisfaction
effective Production Production and
and issuance of |issuance of
identity cards identity cards Percentages

30




CHAPTER FOUR

DATA PRESENTATION, ANALYSIS AND INTERPRETATION
4.1 Introduction
This chapter presents the findings of the studya @aalysis and interpretation. The responses
from the respondents are compiled using frequerenes percentages and are presented using
Tables. The chapter gives analysis of demograptmécacteristics of the respondents, then the
financial resources, feedback mechanism, ICT teogyoand decentralization in line with the
research objectives.

4.2 Questionnaire Response Rate
The response rate (R) indicates the number of iquestire returned as a percentage of the total

sample and was calculated as follows;

R = Number of questionnaires returned 180

Sample

In this study, out of the sample of 118 questioregil13 were returned, giving response rate of
96%. This is a fairly high response implying thia¢ tconclusions can be drawn from the data

collected and all the questions in the questioenagre answered giving a response of 100%.

4.3 Demographic Characteristics
The general information of the respondents sucheasler and years in service were addressed
in the first section of the questionnaire.

4.3.1 Gender of the respondents
Table 4.1 shows the results of distribution of cegfents by gender.

Table 4.1 Distribution of respondents by gender

Gender Frequency Percentage
Male 56 64
Female 44 49
Total 113 100
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The results indicate that 56% were males and 44% ¥emnales. This shows that majority of

National Registration staff are males.

4.3.2 Years in service

Table 4.2 shows distribution of respondents by nemalh years in the service.

Table 4.2 Distribution of respondents by number of/ears in the service

Years in the service  Frequency Percentage
0-3 years 5 5
3-5 years 9 8
6-9 years 15 13
over 9 years 82 74
Total 113 100

The results reveal that 5% of the respondents Baveed for 0-3 years,8% have served 3-6
years,13% have served 6-9 years and 74% have semexd9 years. The data shows that
majority of the National Registration Bureau haverked for over 9 years. This also shows the

number of years the respondents have worked &dtienal Registration Bureau.

4.4 Financial resources
The data was collected on the availability of aggtion forms and printing materials, number of
times supplies are delivered from the head officé effect of lack of materials to production

process.

4.4.1Availability of identity card application forms
Table 4.3 illustrates distribution of respondentsalailability of application forms.

Table 4.3 Distribution of respondents by availabilly of application forms

Availability of application forms Frequency Percentage
Yes 99 89
No 14 11
Total 113 100

The results show that 89% of the respondents weageathat the application forms are readily
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available for the applicants and 11% were awarettieapplication forms are not available for
the applicants.

4.4.2Availability of printing materials

Table 4.4 gives the availability of printing magdsi.

Table 4.4 Availability of printing materials

Availability of printing materials Frequency Percentage
Yes 99 89
No 14 11
Total 113 100

The results indicate that 89% of the respondents @weare that identity card printing materials
are readily available for the applicants and 11%ewaware that the identity card printing

materials are not available for the applicants.

4.4.3 Number of times supplies delivered from thedad office

Table 4.5 shows the number of times supplies daltv&om the head office.

Table 4.5 Availability of printing materials from t he head office

Avalilability of printing materials Frequency Percentage
every week 13 11
after every two weeks 56 50
Monthly 44 39
Total 113 100

The results reveal that 11% of the respondents awege that the materials are brought from the
head office every week, 50% of the respondents wemme that the materials are brought from
the head office after every two weeks and 39% efrdspondents were aware that the materials
are brought monthly from the head office. Suppl@scrucial materials like application forms,
printing materials and fingerprint ink need totaties need be available at all times. Registration
offices depend on the supplies that they receiva fthe head office centrally located in Nairobi.
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4.4.4 Effect of lack of materials to production pr@ess

Table 4.6 gives the effect of lack of materialptoduction process.

Table 4.6 Effect of lack of materials to productionprocess

Effect of lack of materials Frequency Percentage
Delays the process 77 68
stops the process 33 29
None 03 3
Total 113 100

The results show that 62% of the respondents weaeeathat availability of materials can delay
the production of identity card processes, 29%hefrespondents were aware that it can stop the
production processes for some time until when tretenals are available and 2% of the
respondents had no comment. Availability of materizan influence the production process

either positively or negatively.

4.5 Feedback mechanism

The researcher used the following variables suchCastacts that applicants leave at the
registration office, Identity card application tkawy system in national registration bureau,

Effectiveness of identity card feedback mechani®wmmmunication that the identity card has

been rejected, Communication that the identity ¢tesibeen rejected and the Duration it takes to
arrival of their applications for collections tougpe the extent to which they influence the

production of identity cards in Nairobi county.

4.5.1 Contacts that applicant leave at the registtaon office.
Table 4.7 gives that distribution of respondentstype of contacts that applicants leave at the

registration office.
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Table 4.7 Distribution of respondents by type of aatacts that applicants leave at the

registration office

Type of contacts Frequency Percentage
Telephone number 107 95
Email 4 3
Postal 2 2
Total 113 100

The results shown in Table 4.7, indicate that 96f%e respondents left their telephone contacts
at the registration offices for follow up,3% of thespondents left their email addresses and 2%
of the respondents left their postal addressestaCtmare a vital way of keeping in touch with
your customers in case of anything. The study sotmhnvestigate the type of contacts that

applicant leave at the registration offices fotdal up purposes.

4.5.2 Identity card application tracking system innational registration bureau

Table 4.8 shows distribution of respondents bylaldity of Identity card tracking.

Table 4.8 Distribution of respondents by availabilly of Identity card tracking

Avalilability of Identity card tracking Frequency Percentage
Yes 63 56
No 50 44
Total 113 100

The results reveal that, 56% of the respondentsdsthat there is identity tracking system and
44% stated that there is no identity tracking systéracking of the identity card is important
because it informs the applicant whether the itfgietard has been rejected or it's successful. In
the event that the application has problems thécgpp can correct in good time.
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4.5.3 Effectiveness of identity card feedback mech&sm
Table 4.9 gives the effectiveness of identity daetlback mechanism.

Table 4.9 Effectiveness of identity card feedback ethanism

Effectiveness of feedback mechanism  Frequency Percentage
Strongly agree 59 52
agree 42 37
undecided 12 11
disagree 0 0
Strongly disagree 0 0
Total 113 100

The results show that 52% of the respondents diromgree that the National Registration

Bureau tracking system is effective, 37 % the radpats agree that the National Registration
Bureau tracking system is effective, 11% the redpats are undecided that the National
Registration Bureau tracking system is effectivd an respondents disagree and strongly that

the National Registration Bureau tracking systeeffisctive.

4.5.4 Communication that the identity card is readyfor collection
Table 4.10 shows distribution of respondents by @aimcation that the identity card is ready

for collection.

Table 4.10 Distribution of respondents by Communicion that the identity card is ready

for collection

Communication Frequency Percentage
Via SMS 55 49
Via Phone Call 53 47
No Communication
system !
Via emall 4 3
Total 113 100
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The results indicate that 49% of the respondents weare that communication that the identity
card is ready for collection is through SMS, 47%tloé respondents were aware that they
communicate through telephone, 1% of the resposdemtre aware that there is no
communication system and 3% of the respondents vasvare that they use e-mail to

communicate to applicants that their identity darceady for collection.

4.5.5 Communication that the identity card has beenejected
Table 4.11 illustrates distribution of respondebyscommunication that the identity card has

been rejected.

Table 4.11 Distribution of respondents by communid#on that the identity card has been

rejected
Communication  Frequency Percentage
Via SMS 27 24
Via phone call 45 40
No communication 38 34
Via email 3 2
Total 113 100

The results reveal that 24% of the respondents theivthe communication that the identity card
has been rejected is through SMS, 40% of the rekpus view that they communicate through
telephone, 34% of the respondents view that thereicommunication system and 2% of the
respondents view that they use e-mail to commumitatapplicants that their identity card
application has been rejected. National Regismatdureau usually communicates to the

applicants that their identity card applicationsdaeen rejected due to various reasons.

4.5.6 Duration it takes for applicants to know thei identity card is ready for collection

Table 4.12 illustrates the duration it takes tavairof their applications for collections.
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Table 4.12 Duration it takes to arrival of their applications for collections

Duration Frequency Percentage
One - two weeks 11 8
Two - three weeks 79 70
three - four weeks 15 13
Over four weeks 8 9
Total 113 100

The results shows that 8% of the respondents weereathat it takes one- two weeks for
applicants to know that their identity card is ngdadr collection,70% of the respondents were
aware that it takes two —three weeks,13% of thpomdents say it takes three- four weeks and
9% of the respondents were aware that it takes fouerweeks for applicants to know that their

identity card is ready for collection at the regaibn centers.

4.6 ICT Technology

The study sought to establish whether the respdadeve use ICT technology in identity card
registration processes. The study assessed presehclentification and registration
technologies, status of registration Officers’ IGKills, the status identity card application
processes, availability of online registration aggtion, availability of online fingerprint taking
and online submission of finger prints impressiaailability of online registration application
and the benefits of automating registration proegdbat National Registration Bureau will get

in the identity card application processes and timailings.

4.6.1Presence of identification and registration technalgies
Table 4.13 gives distribution of respondents byhmetogies used in National Registration

Bureau.
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Table 4.13 Distribution of respondents by technoldgs used in

national registration bureau

Technologies used Frequency Percentage
Yes 96 86
No 17 14
Total 113 100.0

The results indicate that 86% of the respondent® \aevare of identification and registration

technologies used in National Registration Bureailenl4 % of the respondents were aware of
identification and registration technologies usedNational Registration Bureau. As the results
indicate, many respondents were aware that NatiRRagistration Bureau uses identification and

registration technologies

4.6.2 Status of registration Officers’ ICT skills
Table 4.14 shows distribution of respondents byustaf registration officers’ ICT skills.

Table 4.14 Distribution of respondents by status afegistration officers’ ICT skills

Officers’ ICT Frequency Percentage
Strongly agree 5 5
agree 8 75
undecided 23 20
disagree 0 0
Strongly disagree 0 0
Total 113 100

The results reveal that 5%of the respondents diyagyee that officers have the required ICT
skills, 75% of the respondents agree that officétave the required ICT skills, 20 % of the
respondents undecided are undecided that officerse lthe required ICT skills and no
respondents disagree and strongly disagree thaersdthave the required ICT skills. The results

indicate, many officers have the required ICT skill
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4.6.3 Identity card application processes

Table 4.15 shows Distribution of respondents biustadentity card application processes

Table 4.15 Distribution of respondents by status ientity card application processes

Application processe: Frequenc Percentage
Manual 105 93
Automated 6 5
Do not know 2 2

Total 113 100

The results indicate that 93% of the respondent® \ee/are that National Registration Bureau
Identity card applications processes are manual,05%e respondents were aware National
Registration Bureau ldentity card application pssss are automated and 0% respondents were
not aware National Registration Bureau ldentitydcapplication processes are automated or

manual.

4.6.4 Availability of online registration application

Table 4.16 gives distribution of respondents by ikamlity of online registration application

Table 4.16 Distribution of respondents by Availabiky of online registration application

Availability of online registration Frequency Percentage
Yes 2 1
No 108 96
Do not know 3 3
Total 113 100

The results show that 1% of the respondents werareavthere is online registration
application,96% of the respondents were aware tisayaline registration application and 3% of
the respondents were not aware there is onlinstragon application.
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4.6.5 Availability of online fingerprint taking and online submission of finger prints
impressions.
Table 4.17 indicates Distribution of respondents\bgilability of online fingerprint taking

and online submission of finger prints impressions.

Table 4.17 Distribution of respondents by Availabiky of online fingerprint taking and

online submission of finger prints impressions

Frequenc Percentage
Respondents
Yes 0 0
No 108 96
Do not know 5 4
Total 113 100

The results reveal that 0% of the respondents wem@e there is online fingerprint taking and
online submission of finger prints impressions, 962the respondents were not aware there is
no online fingerprint taking and online submissioh finger prints impressions and 4% of
respondents were not aware there is online fingerpaking and online submission of finger
prints impressions. From the results majority c¢ tlespondents are aware there is no online

fingerprint taking and online submission of fingemts impressions.

4.6.6 Benefits of automating registration processeblat National Registration Bureau will
get.
Table 4.18 shows distribution of respondents bydiithat National Registration Bureau will

get by automating registration processes
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Table 4.18 Distribution of respondents by Benefitthat National Registration Bureau will

get by automating registration processes.

Benefits Frequency Percentage
Less paperwork 11 10
Faster delivery of ID card 41 36
Less tasks 35 31
Improved efficiency 26 23
Total 113 100

The results show that, 10% of the respondentsdsthéd, National Registration Bureau will have
less paper work, 36% of the respondents were obpireion that National Registration Bureau
will have faster delivery of identity cards,31% e respondents stated that National
Registration Bureau will reduce their tasks an®#2¥ the respondents were of the opinion that
National Registration Bureau will improve its efincy which will increase their customer

satisfaction.

4.7 Decentralization

The study sought to establish how the processedeotity card are decentralized. The study
assessed Type of databases used by National RéigistBureau, Number of production centers,
Factors necessitating the number of productionresnNumber of days an Identity card takes to
reach the applicant according to the National Regisn Bureau citizens service charter,
Number of days an Identity card takes to reachafs@icant and Number of time identity cards

is delivered from the production centre to fieldt&ins in a week.
4.7.1 Type of databases used by National Registrati Bureau

Table 4.19 gives distribution of respondents by thpe of databases used by National

Registration Bureau.
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Table 4.19 Distribution of respondents by the Typef databases used by National

Registration Bureau

Type of database Frequency Percentage
Centralized 108 95
Distributed 3 3
Do not know 2 2
Total 113 100

The results indicate that 95% of the responderdsedtthat National Registration Bureau
databases are centralized, 3% of the respondeatsdsthat National Registration Bureau
databases are distributed 2% of the respondentaaditnow what type of databases National

Registration Bureau used.

4.7.2 Number of production centers

Table 4.20 shows distribution of respondents by Benof production centers.

Table 4.20 Distribution of respondents by Number oproduction centers

Respondents Frequency Percentage
One 113 100
Two 0 0
More than two 0 0
Total 113 100

The results indicate that 100% of the respondeetg \aware that there is one production centre
which is in Nairobi, 0% of the respondents were astare that there are two identity card
production centre and 0% were not aware that tisemeore than two production centres. All the
respondents knew that there is only one produat@nire in Nairobi where all the identity card
applications are sent to for processing identd@yde then the cards are sent back to their

respective registration centres for applicant téect
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4.7.3 Factors necessitating the number of productiocentres
Table 4.21 shows distribution of respondents by féeors that necessitate the number of

production centre at the National Registration Bure

Table 4.21 Distribution of respondents by the facte that necessitate the number of

production centre at the National Registration Burau

Factors that necessitate the number Frequency Percentage
Security 106 94
Lack of finances 5 4
Lack of knowledge 2 2
Total 113 100

The results reveal that 94% of the respondentedstditat the number of Registration Bureau

National production centres is influenced by sdgussues,4% of the respondents stated that is
because there is lack of finances to set up maogugtion centres in Kenya and 2% stated that
it is because of lack of knowledge and skills thter production centre cannot be established in

Kenya

4.7.4 Number of days an Identity card takes to redcthe applicant.
Table 4.22 shows distribution of respondents byNienber of days an Identity card takes to

reach the applicant

Table 4.22 Distribution of respondents by the Numbeof days an Identity card takes to

reach the applicant

Number of days Frequency Percentage
Less than one month 1 1
One months 93 82
Two months 16 14
Over two months 3 3
Total 113 100
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The results of show that, 1% of the respondent® va@rare that it takes less than a month for
identity card to be delivered to the applicant frima day of application,82% of the respondents
were aware that it takes one month for identityddarbe delivered to the applicant from the day
of application,14% of the respondents are know tihabkes two months and 3% of the

respondents were aware that it takes over two nsonth

4.7.5 Number of days an ldentity card takes to redcthe applicant according to the

National Registration Bureau citizens’ service chaer.

Table 4.23 shows distribution of respondents byNienber of days an Identity card takes to
reach the applicant according to the National Reggien Bureau citizens’ service charter

Table 4.23 Distribution of respondents by the Numbeof days an Identity card takes to

reach the applicant according to the National Regtsation Bureau citizens’ service charter

Number of days Frequency Percentage
Less than one month 1 1
One months 94 83
Two months 15 13
Over two months 3 3
Total 113 100

The results show that,1% of the respondents areeathat it takes less than one month for an
Identity card to reach the applicant according lte National Registration Bureau citizens’

service charter, 83% of the respondents are awekitt takes one month and 13% of the
respondents are aware that it take two months.

4.7.6 Number of time identity cards is delivered fom the production centre to field stations

in a week.

Table 4.24 gives the number of time identity caslslelivered from the production centre to

field stations in a week
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Table 4.24 Number of time identity cards is delivezd from the production centre to field

stations in a week

Number of time identity cards is delivered Frequency Percentage
Once 9 8
Two Times 94 83
Three Times 10 9
Total 113 100

The results indicate that 8% of the respondent®waerare that identity cards is delivered from
the production centre to field stations once ineeeky 83% of the respondents were aware that
identity cards is delivered from the production teerio field stations in two times a week and
9% of the respondents were aware that of time ityeoards is delivered from the production

centre to field stations three times in a week.
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CHAPTER FIVE
SUMMARY OF THE FINDINGS, DISCUSSION, CONCLUSIONS AND
RECOMMENDATIONS
5.1 Introduction
This chapter gives a summary of the findings, dis@mn, conclusions and recommendations on

the factors that influence the production of idgntards in Nairobi County, Kenya.

5.2 Summary of findings

A summary of findings is given below.

Findings on financial resources, show that majdB889%) of the respondents were aware that the
identity card printing materials and fingerprinkiare readily available for the applicants. Most

(89%) of the respondents indicated that were aweiethe application forms were available.

Findings on effective feedback systeshpw thaimajority (56%) of the respondents stated that
there is identity tracking system and (52%) saat the National Registration Bureau tracking
system is good. Majority (95%) of the respondeetitheir telephone contacts at the registration

offices for follow up.

Results on ICT, reveal that majority (93%) of teepondents were aware that National
Registration Bureau Identity card applications psses are manual. Majority of the respondents
were (96%) not aware there is no online registragind (96%) no online fingerprint taking or

online submission of finger prints impressions.

Results on decentralization, indicate that majq®§%) of the respondents were aware that
National Registration Bureau databases are cexgrhliMost (100%) of the respondents were

aware that there is one production centre which Mairobi.
Findings on demographic characteristisisow thatmajority (56%) of the staff were males and

44% of the respondents were femall&jority of the staff (74%) have worked at National

Registration Bureau for over 9 years.
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5.3 Discussion of Findings

The findings of the research are discussed below.

5.3.1 Financial resources

The first research question aimed at establishowg tnancial resources influence production of
Identity Card in Nairobi County. The study indicatowere availability of resources for
applicant’s to process ID cards such as Applicatmms, Photo printing papers, Finger print
ink. In this we found, that majority of the respents were aware that the application forms are
readily available for the applicants to for whateapplication that the applicants want to make.
Supplies for crucial materials like applicationrfag, printing materials and fingerprint ink need
to all times need be available at all times .M#yodf the respondents (89% )were also aware
that the identity card printing materials and firgent ink are readily available for the
applicants. In addition we found out that the sigsplre delivered to the registration centres

after every two weeks.

These findings are at par with KNHCR (2006) thatdetary allocations do affect National
Registration Bureau'’s ability to meet public exagicins at district and divisional levels since a
shortage in the supply and availability of necegsaaterials for Identity card production can

result in delays in the registration process.

5.3.2 Feedback mechanism

The second research question aimed at assessingetiegtive feedback systems influence
production of Identity Card in Nairobi County. Thidy indicators were availability of identity
card tracking system and availability of communmatsystem between the applicants and
registration office.

In this we found tracking of the identity card mportant because it informs the applicant
whether the identity card has been rejected osttessful. In the event that the application has
problems the applicant can correct in good timee fidspondents were asked on the availability
of Identity card tracking system at the NationagjR&ation Bureau. Majority of the respondents
(56%) stated that there is identity tracking systmd majority of the respondents (59%) were
aware that the National Registration Bureau tragkiystem is good.
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The researcher sought to establish the type of aamuation that National Registration Bureau
communicates with the applicants. In this we foontl majority of the respondents (95%) left
their telephone contacts at the registration offiber follow up, while others(3%) left their

email addresses and (2%) their postal addressesddition majority of the respondents(49%)
were aware that, National Registration Bureau conmioaties to applicants that the identity card
is ready for collection is through SMS, while wesevare that they communicate through
telephone(47%) and a few(1%) were aware that ti®rao communication system. Also

majority of the respondents were aware that itdakee - two weeks for applicants to know that

their identity card is ready for collection at the2gistration centre of application.

The study findings concur with Abdul, K. BinsaR@12) that an effective identity card status
inquiry service offers customers the opportunitybt aware of the stage that the registration
application reached and see why the Identity caas hate for printing as a result of errors in the

inputted data or low quality fingerprints and photbat were taken.

5.3.3 ICT technology

The third research question was aimed at investigahow ICT technologies influence
production of Identity Card in Nairobi County. Tk&udy indicators on this research question
were Use of online biometric fingerprint taking ddsle of online identity card application.

Most of the respondents (86%) were aware of idieatibn and registration technologies used
in National Registration Bureau while (14%) of teepondents were aware of identification and
registration technologies used in National RegdistmaBureau. As the results indicate, many
respondents were aware that National Registratioredd) uses identification and registration
technologies.

In the use of Use of online biometric fingerpriaking majority of the respondents(96%) are
aware there is no online fingerprint taking and Mty of the respondents(93%) were aware that
National Registration Bureau ldentity card applmas processes are manual. The respondents
were of the opinion that National Registration Buwrewill have the following benefits if their
processes are automated; most ((36%) gave theoopthat there will be faster delivery of

identity cards,(10%) that National Registration &ur will have less paper work, (31%) that
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National Registration Bureau will reduce their sskd (23%) that National Registration Bureau

will improve its efficiency which will increase threcustomer satisfaction.

Majority of the respondents were not aware therenbne registration from the results and
majority of the respondents are aware there isnlio@fingerprint taking and online submission

of finger prints impressions.

The research findings concur with Mandeh (2012j thast of African government processes
and tasks are manual making them vulnerable prablessociated with manual tasks.
Automating the processes will minimize corruptaomd would increase employees’ productivity
and efficiency by using faster computers and welkign application software, computer
networks, and databases.

5.3.4 Decentralization

The fourth research question aimed at determinmg Hecentralization processes of identity
cards influence production of Identity Card in N&ir County. The study indicators in this
research question were Number of databases and &whproduction centres

Majority of the respondents (95%) were aware thatidhal Registration Bureau databases are
centralized. Majority of the respondents (82%) evaware that it takes one month for identity
card to be delivered to the applicant from the dfagpplication.

Majority of the respondents(100%) were aware thate is one production centre which is in
Nairobi All the respondents knew that there isyame production centre in Nairobi where all
the identity card applications are sent to for pssing identity card, then the cards are sent back
to their respective registration centres for agitdo collect. In addition most of the respondents
(94%) attributed that the number of Registrationrddwu National production centres is
influenced by security issues, 4% on the lack véirfices to set up many production centres in
Kenya and 2% on the lack of knowledge and skillst tbther production centre cannot be
established in Kenya. Most of the respondents \merare that identity cards is delivered from
the production centre to field stations in two tin@eweek because there on production centre.

These findings concur with KNHCR(2006) that higimtcalization of the registration process in
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Nairobi. This means that all applications have totg the National Registration Bureau in
Nairobi for verification and eventual printing afentity cards. The applications are sent in hard

copies by regular mail.

5.4 Conclusions
The following conclusions were made from the study

1. The findings reveal that most of the financial rgses such as Application forms, Photo
printing papers, Finger print ink were availableafaplicants. The materials are brought
from the Nairobi head office after every two wee&Wsich successfully caters for all the
applicants.

2. The findings reveal that National Registration Burdas a good identity card tracking
system mostly use SMS as a way to communicate thighapplicants for follow up
purposes.

3. The findings indicate that National Registrationr®u used identification technologies
but the study revealed that most of the processestdl manual including fingerprint
taking and identity card applications.

4. The findings indicate that National Registrationr®wu has only one production centre in
Nairobi. This means that all applications have d@otgthe National Registration Bureau
in Nairobi for verification and eventual printind tentity Card. The applications are
sent in hard copies by regular mail. Once the itlentrds are produced, they are sent

back to the respective districts via Electronic Magrvices mail.

5.5 Recommendations

The following recommendations were made from thelyst

1. The government through National Registration Bursaould ensure there are enough
financial resources that are required for identigyd applications so that Kenyans do not
have to pay dearly for the inefficiencies causedbloking an identity card.

2. National Registration Bureau should embrace ICThnetogy in its processes since they use
identity card technologies. Most of the identityccapplication processes are manual which
cause a lot of paper work and delays in produatiddentity card processes.

3. National Registration Bureau should strengtheneitisting feedback mechanism so that

51



applicant can fully enjoy it. The current feedbawkchanism that uses SMS is not working
efficiently thus most applicants cannot know thBircard status.

4. With the current devolution taking place in the tcehgovernment, the government should
come up with a decentralization project so thantidg cards can be produced in several
other centres apart from Nairobi.

5.6 Suggestions for further research
The following research areas are recommended fardustudies.

1. A future research should be carried out in othemtes in order to establish the factors that
influence the effective production and issuancelehtity cards in these Counties since this
study was carried out in Nairobi County.

2. Further research should also explore other fadtwas might influence the production of

identity cards in Nairobi County.
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APPENDICES
APPENDIX 1: LETTER OF INTRODUCTION

Ethel M. Mwacharo,
PO BOX 28891 00100,

Nairobi.

Dear Respondent,

My name is Ethel Mawondo Mwacharo a student of Ei@sof Arts Degree in Project Planning
and Management in the University of Nairobi. | aorrently carrying out my research on the
topic factors influencing the production of ideptdards in Nairobi County, Kenya | am inviting

you to participate in the research project by rfdliout the attached questionnaire. This
information will be treated with high confidentigliand your name will not appear anywhere.

Kindly take the time to fill in the questionnairedagive it back to me.

If you have any questions or concerns about commgléhis questionnaire or about being in this
study you may contact me. | greatly appreciate y@lp in participating in the study.
Yours faithfully,

Sighature_—
Ethel M. Mwacharo
Reg. No. L50/64435/2010
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APPENDIX 2: QUESTIONNAIRE FOR STAFF
Instructions.

Kindly tick (\/) in the relevant box and fill imé blank spaces.

SECTION A: GENERAL INFORMATION

1. Questionnaire number. Date
2. Gender Male Female
3. Years in service 0 - 3 years 4-5 years

6-8 years over 9 years
SECTION B

These questions below ask about your experiencaetaBelect the option that most represent

your opinion one each of the following statements.

ICT technology

1. Are you aware of current identification and sdgition of person’s technologies?
Yes No
2. Are the officer’'s ICT skills at par with the cent technology?

1=strongly agree

2=agree

3=undecided

4=disagree

5=strongly disagree

3. Is the identity card application process mawuautomated?

Manual automate don’t know

4. Is there online registration application foridentity card in National Registration Bureau?

Yes No don’t know
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5. Is there automated fingerprint taking and onkudmission of the same to the production

centre?

Yes No don’t know

6. What benefits do you think National RegistratBureau have if the registration processes are

fully automated?

Decentralization

1. What type of databases is there in National fegion Bureau?

Centralized database distributed databas

2. How many identity card production centers doatidwal Registration Bureau have?

One two more than twd

3. What factors determine the number of productentres that National Registration Bureau
has?

Securityf lack of finang lack of relevant knowledge and skil

4. How many days does an identity card approxindéde to reach the applicant?

Less than 1 mont one mott

Two months over two months

5. How many days does the National RegistratioreBurservice charter say that an identity card
application should take for Nairobi County?

15 days 1mor don’t knoy

7. How many times in a week are identity cardsveeéd to the field centers from the production

centre? Onc¢ twia riceh more than thrid
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Feedback mechanism
1. What contacts does the applicant leave withatfiee of registration for communication

purposes?

Telephone number website postal

2. Is there an identity card application trackiggtem in National Registration Bureau?
Yes No
3. Is the existing identity card feedback mechansthe effective?

1=strongly agree

2=agree

3=undecided

4=disagree

5=strongly disagree

4. How does the applicant know that his/her idgntard is ready for collection at the

registration centre?

Via smj via phon via en No communication systen

5. How does the applicant’s know their applicati@s been a rejected?

via sms via phqg viaadi] Nno communication systg

4. How long will a rejection statement reach thplaant’'s?

Less than 1 month 1 mor

2 months 3 mont

Over 3 months

5. How long does the applicant take to know thas loe her identity card has arrived at the

registration centre of application?

1 -2 weeks 2- 3 week 3nvekks over 4 wee

6. Do you have any recommendations for Nationali$egion Bureau on their feedback system

so that it can improve on its production process?
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Finances

1. Are there enough application forms for applidanteach month?
Yes No
2. Do you receive enough printing materials for phetographs from the head office to process

identity card applications in the field offices?
Yes No
3. How often do you receive supplies from the heffide?

Every week| after every 2 weqg Monthl

3. How do financial resources affect the productiomcpsses of identity card?
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