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General Information: 

Work Description: Research consultant to undertake an industry-wide quarterly study 

on the Enterprise market in Kenya 

Project Title: Enterprise Market in Kenya 

Duration:  30 Days 

Procurement No. TESPOK003/09/2021 

Application 

Deadline: 
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INTRODUCTION 

Technology Service Providers of Kenya (TESPOK) is a professional, non-profit 

organization representing the interests of Technology service providers in Kenya. 

Established in 1999, the strength of the Association rests on its ability to be truly 

representative of the Kenyan industry as a whole. 

Vision:  “To be the driver of ICT growth and excellence in Africa” 

Mission: “To be the voice of Information Technology, influencing policy, direction and 

development in the industry” 

TESPOK strives to achieve its vision through influence on ICT policy and regulations by 

engaging government at the relevant levels, addressing challenges faced by technology 

stakeholders and provide guidance on resolution mechanisms as well as providing a forum 

for exchange of ideas amongst industry stakeholders. 

 

 

BACKGROUND INFORMATION 

The current Enterprise market is going through a transformation period where the demand 

from their customers to be more efficient and deliver services with a good experience is 

more than it has ever been. This pressure has further been accelerated by the pandemic 

where customers have steep learning curve on accessing a lot of their services and products 

online. This change of behaviour of customers has resulted in increased competition of 

products and services as the customer is exposed to more products and service than ever 

before with no regard for physical boundaries. At the core of winning with the customers 

and to meet this increased need for superior products and services, enterprises must deliver 

a superior customer experience even as they adopt to the use of technologies to provide 

fast, reliable, secure services for their end users with the aim of retaining them and gaining 

more.  

 

According to the CA Q4 2019/2020 sector statistics report, there are nine (9) main internet 

service providers in Kenya providing 99.6% of the fixed data subscriptions. Besides the 

fixed data services, the enterprises consume mobile data, voice, and value-added services 

as well as mobile financial services. For the wide array of products and services consumed 

by the enterprises, the customers have an opportunity to choose from different players in 

the market consider.  

 

 

 

 

 

 



 

 

 

GENERAL OBJECTIVE OF THE ASSIGNMENT  

There are different attributes that enterprise customers consider when choosing a service 

provider to use for different products and services. The importance of the attributes will 

differ across the enterprises driven by different factors which include but are not limited 

to:  

1. Size of the organization  

2. The vertical or industry they are in  

3. The location of the business 

4. The level of technological advancement of the organization. 

The enterprises in turn will judge their experience with a provider based on the attributes 

that are important to them. The general objective of this assignment is to identify existing 

service providers, products and services along with customer expectations and the resultant 

gaps existing in the enterprise market. 

 

 

SCOPE OF ASSIGNMENT 

TESPOK intends to invite bids from qualified firms with expertise in conducting B2B 

research in the information and communications technology space, to be able to answer the 

research questions below. The engagement shall also yield actionable insights about 

customers’ experience to be shared with the industry as market information, to help 

improve the experience with the products and services.  

 

The scope of work will be shaped during the briefings and discussions at the initial phase 

of the project however the key guiding research areas and questions which the study should 

consider are: 

1. To establish the providers in the market across the different products and services 

and how the enterprises are consuming these products and services.  

2. To produce a baseline study that will be developed into a tracker of the net promoter 

score (NPS) for the different player in the ICT sector   

3. Track the customer satisfaction with the different ICT products and services offered 

by the different service providers. 

4. Identify the different attributes that the customer considers when choosing a 

provider and the significance/priority given to each of the attributes  

5. Identify the gaps in service delivery and any other emerging issues experienced by 

the enterprise customers   

 
 

 

 

 



 

 

 

RESEARCH METHODOLOGIES 

The study is expected to employ quantitative and qualitative research methods 

The survey is targeted at four categories of enterprise customers, which are:  

i. Small Office, Home Office customer (SoHo) 

ii. Medium sized customers 

iii. Large Enterprises 

iv. Non-governmental Organization and Public institutions  

 

 

EXPECTED OUTPUTS  

1) Situational analysis report:  That informs on the understanding of the scope the study 

will cover and the size of the enterprise market in Kenya and the East African Region. 

The report should identify the key players, and licensing categories under the respective 

regulatory authorities. 

2) A Research report: This should take a deep dive into the key research questions 

covered in the scope of work: 

i. Establishing the providers in the market across the different products and 

services and how the enterprises are consuming these products and services.  

ii. Producing a baseline study that will be developed into a tracker of the net 

promoter score (NPS) for the different player in the ICT sector   

iii. Tracking the customer satisfaction with the different ICT products and services 

offered by the different service providers. 

iv. Identifying the different attributes that the customer considers when choosing a 

provider and the significance/priority given to each of the attributes  

v. Identifying the gaps in service delivery and any other emerging issues 

experienced by the enterprise customers   

 

 

EXPECTED DELIVERABLES AND TIMELINES   

1. Inception report: 

This is to be submitted within 14 calendar days (or 2 weeks) after the date of 

contract signing, confirming the approach and methodology to be utilized and work 

plan to be implemented. The inception report will also have a communication plan 

that covers consultation and communication milestones throughout the study, a 

roadmap linked to the above outputs and the proposed structure of the final reports.  

 

 

 



 

 

 

2. Draft Research report: 

This is to be submitted within 45 calendar days after the date of contract signing. The 

consultant will give an oral presentation of the Final Draft Report to TESPOK 

secretariat. The draft report should reflect the general and specific objectives of the 

assignment; capture information drawn from all the tasks under this assignment and 

the expected outputs.  The draft report will provide identified challenges in the country 

as well as a report on available opportunities.  

3. Final Research report:  

This is to be submitted within 60 calendar days after the date of contract all the 

comments from the consultative meetings and any written comments made by the 

technical team or other stakeholders.  

 

ACCOUNTABILITY AND REPORTING ARRANGEMENTS 

The consultancy firm will be accountable to the TESPOK secretariat. The consultant will 

be administratively supervised and guided at operational levels by the project manager 

from the secretariat. The consultant will work closely with the two business development 

executives and project manager on all deliverables. 

 

DURATION OF THE ASSIGNMENT 

The duration of the contract will be 3 months with 60 days dedicated to this assignment. A 

buffer period of 30 days will be for the client institution to provide feedback on the 

deliverables. The qualified firm shall have the responsibility of breaking down the calendar 

days to cover the actual 30 professional working days among the required personnel for 

this assignment, specified in terms of number of person days for the team leader, the experts 

and the team of consultants.   

 

OWNERSHIP 

The ownership of all copyright and other intellectual property rights in respect of any data 

compilations, research, spreadsheets, graphs, reports, diagrams, designs, work products, 

software, or any other documents, developed in connection with this assignment will be 

shared with TESPOK which shall have an irrevocable, perpetual, non-exclusive, 

transferable, worldwide license to use the intellectual property.  

 

 

 

 



 

 

 

REQUIRED PROFILES AND QUALIFICATIONS 

Firm profile 

The consultancy firm being sought to undertake this assignment should be a renowned 

trade advisory firm/individual that possesses at least 10 years of experience in conducting 

ICT based studies similar to this assignment in a development context. Experience in the 

information technology communications sector advisory and evaluation and regulatory and 

policy formulation is important.  The firm/individual should have the ability to engage 

other stakeholders other than TESPOK members to get their views and align them to our 

position. 

 

Core Competencies: 

The lead Consultant should have:  

1. Ability to produce high quality outputs in a timely manner while understanding and 

anticipating the evolving client needs.  

2. Strong organizational skills;  

3. Ability to work independently, produce high quality outputs;  

4. Sound judgment, strategic thinking and the ability to manage competing priorities 

5. Should have experience of leading consultancy studies or evaluation of similar 

projects and policies, context and magnitude.  

6. Fluency in written and spoken English.  

 

RESPONSE DEADLINE 

Closing date for applications:  8th October 2021 by Close of Business 

Application and selection procedure Submit: 

1. Letter of interest 

2. Curriculum Vitae; and  

3. Financial Proposal via email to the email address tespok@tespok.co.ke  

For queries contact Project Manager via email address projects@tespok.co.ke or telephone 

using the contacts below. 
 

OUR CONTACTS 

 

 

 

 

 

 

 

 

 

THE CHIEF EXECUTIVE OFFICER 

TECHNOLOGY SERVICE PROVIDERS ASSOCIATION OF KENYA (TESPOK) 

BRUCE HOUSE, 14th Floor, Standard Street, 

Nairobi, Kenya 

P.O. Box 27589-00506 

Tel: (020) 2245036 

Email: tespok@tespok.co.ke 

Website: http://www.tespok.co.ke 
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