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VISION
An effective regulator of a globally competitive insurance industry.

----------------------------------------------------------------------------------

MISSION
To effectively regulate, supervise, promote development of and innovation in the
insurance industry in order to protect insurance beneficiaries.

----------------------------------------------------------------------------------

CORE VALUES
Integrity
Accountability
Customer focus
Creativity
Team Work
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FOREWORD
seen the insurance industry grow both in size and scope. A review
of the fundamentals of level of development of the insurance
industry in Kenya such as insurance penetration and insurance
density projects a positive growth trajectory.

T

his Strategic Plan is an
embodiment
of
the
commitment
of
the
Board of Directors to ensuring
that regulatory environment for
the insurance industry in Kenya
is conducive and enabling
for conduct of business as
envisioned in the Kenya Vision
2030 and Third Medium
Term Plan 2018–2022. This
commitment is premised on the
firm realisation that for insurance
to reduce vulnerability and
boost productivity, it must
be safe, fair, competitive and
stable.
To realise this aspiration, it is
incumbent upon the Board
to ensure the regulatory
architecture remains ahead
of the curve given the very
dynamic nature of the insurance
industry. Interventions have
often sought to improve the
regulatory landscape which has
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While the long standing goals of solvency monitoring and consumer
protection have not changed, the landscape has changed and the
ground below is constantly shifting. While emerging consumers
have a real need for protection, the unserved and uninsured market
segment remains fundamentally unfamiliar with insurance. They
seldom understand how insurance works and albeit with less trust
struggle to appreciate how it holds promise to reduce vulnerability
to risks that may occur sometime in the future.
To continuously keep the insurance industry on a sustainable
and competitive growth path, the Board has and without losing
sight of the more than three decades of history and experience of
insurance regulation in Kenya developed the 2018–2022 strategic
plan. The plan has been aligned to government policy guidelines
and incorporated the Big Four Agenda. The strategy envisions
the Authority as an effective regulator of a globally competitive
insurance industry and in response seeks to harness cutting edge
regulatory tools, talents and technologies to facilitate growth of the
insurance industry in Kenya.
To implement the strategy, it is expected there will be some
fundamental disruptions in the way the industry has been regulated
in the past which might present opportunities and challenges in
the long run. However, it is vital that right decisions are made. We
will continue to work with all stakeholders to ensure the priorities
set out in this strategic plan are achieved and targeted outcomes
realised.

Hon. Abdirahin Haithar Abdi, MGH
Chairman, Board of Directors
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PREFACE
the insurance sector.
Over the years since establishment, the Authority has put in place
measures in prudential supervision and market that have led to
the insurance industry realising significant developments across
a range of performance metrics. On the regulatory front, the
Authority developed various guidelines during the 2013 – 2018
plan period in addition to deepening implementation of risk-based
supervision. As result of certainty in the regulatory environment
coupled with targeted supply side, demand side and legal and
regulatory interventions, the industry maintained a double digit
growth in gross written premiums.

T

he Insurance Regulatory
Authority is in its third
cycle of strategic plan.
The plan has been developed
pursuant to provisions of
Section 3A of the Insurance Act
and in line with government
guidelines as well as objectives
of supervision. Objectives of
supervision are to promote
the maintenance of a fair, safe
and stable insurance sector;
protect the interests of the
insurance policy holders and
beneficiaries, and generally
promote the development of

To realise these objectives, the strategic plan has prioritised issues
of regulation and supervision, policy and market development,
consumer protection and education and institutional capacity
building. These have been operationalised through developing
strategic objectives, strategies and activities as set out in the
strategy implementation matrix.
The planned developed through an elaborate and consultative
process involved both internal and external stakeholders.
Implementing this plan successfully will depend on continued
strategic policy guidance of the Board, commitment of staff
and support from stakeholders. From our end, we commit to
continuously and actively engage with our stakeholders to ensure
we walk together on this transformative journey and ensure set
objectives are realised.
I urge for support from all stakeholders.

Godfrey K. Kiptum, MBS
Ag. Commissioner of Insurance and Chief Executive Officer
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EXECUTIVE SUMMARY

T

he Strategic Plan 2018–2022 is a product of a consultative process that sought to align the
objectives of insurance industry supervision in Kenya with the national development objectives
as set out in the Kenya Vision 2030. The insurance industry is in line with the Third Medium
Term Plan (MTP III) 2018–2022, expected to contribute to and drive realisation of high level of savings
to finance Kenya’s investment needs.
To achieve its objectives, the Authorities changed its vision to “An effective regulator of a globally
competitive Insurance Industry”. The mission is “To effectively regulate, supervise, promote
development of and innovation in the insurance industry in order to protect insurance beneficiaries.”
Realising these aspirations as set out in the Authority’s vision statement is anchored on three core
result areas that will be driven mainly by implementing a series of strategic objectives, strategies and
activities over the five-year plan period. The overall agenda is framed around chapters as follows:

CHAPTER ONE
Presents the historical development of the Authority. It sets the foundation for the planning by
identifying the enabling legislation that establishes the IRA as stipulated in the Insurance Act, CAP
487 of the Laws of Kenya, objectives of supervision, role of IRA in the realisation of the national
development agenda as well as key challenges facing the insurance industry.

CHAPTER TWO
Reviews institutional performance for the previous planning period 2013–2018, flagging out key
milestones, challenges and lessons learnt. It also anchors the planning process through situational and
environmental analyses that cover the Strengths, Weaknesses, Opportunities and Threats (SWOT) and
Political, Economic, Socio-Cultural, Technological, Infrastructural, Environmental and Legal (PESTIEL)
factors. For each, implications and strategic responses are developed and put within the planning
cycle. An analysis is also undertaken to identify key stakeholders clearly flagging out their rights and
responsibilities, i.e., their expectations and IRA’s expectations from them.
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CHAPTER THREE
Presents the strategic focus which includes the Vision, Mission, Motto, Core Values, Key Result Areas,
Strategic Objectives and Strategies. The three Key Result Areas and enabling strategic objectives to
drive the strategy are identified as follows:

(i) Regulation and Supervision
(a) Enhance regulation and supervision.
(b) To ensure a fair, safe and stable insurance industry.

(ii) Policy and Market Development
(a) To promote an inclusive Insurance Industry.
(b) To advise the government on insurance and related matters.
(c) To facilitate development and adoption of emerging trends in the insurance industry.

(iii) Consumer Protection and Education
(a) To protect the interests of the insurance policy holders and beneficiaries.
(b) To increase the level of awareness about insurance.

(iv) Institutional Capacity
(a) To strengthen corporate governance.
(b) To strengthen human resource capacity.
(c) To enhance service delivery.
(d) To improve mobilisation, utilisation and management of financial resources.

CHAPTER FOUR
The chapter outlines actions that will be taken as part of IRA’s contribution to realization of the Big
Four.

CHAPTER FIVE
Analyses IRA’s resource capacity by highlighting the staffing levels, organisational structure and
governance structures. The chapter also presents the financial projections for the strategy.

CHAPTER SIX
Looks at the co-ordination, evaluation and reporting which include assessment and identification
of risk factors that might affect the implementation of the Strategic Plan and appropriate mitigating
factors.
ISO
9001: 2015
Promoting Insurance,
Protecting
theCertified
Insured
www.ira.go.ke
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Chapter One
LEGAL AND POLICY CONTEXT
1.0 INTRODUCTION
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The Insurance Regulatory Authority (IRA) is a state regulatory
agency established in 2007 through an amendment of the
Insurance Act, CAP 487 of the Laws of Kenya.
This amendment effectively created a semi-autonomous framework
for insurance supervision in Kenya with policy, resourcing and
strategic decision making being vested on the Board of Directors.

1.1 BACKGROUND
Insurance is among the seven priority sectors identified under the
Kenya Vision 2030 as key in stimulating a vibrant and globally
competitive financial sector required to promote high levels of
saving to finance Kenya’s investment needs. The Third Medium
Term Plan (MTP III) is arched on three critical dimensions, namely
access, efficiency and stability that are expected fundamentally
shape decisions going forward throughout the 2018–2022 planning
cycle.

1.2 MANDATE AND FUNCTIONS
OF IRA
1.2.1 Mandate
The Authority’s mandate is to regulate, supervise
and promote the development of the insurance
industry in Kenya.

1.2.2 Core Functions
Objects and functions as set out in section 3A of
the Insurance Act are to:
Ensure the effective administration,
supervision, regulation and control of
insurance and re-insurance business in
Kenya;
Formulate and enforce standards for the
conduct of insurance and re-insurance
business in Kenya;
Issue licenses to all persons involved in
or connected with insurance business,
including insurance and re-insurance
companies, insurance and re-insurance
intermediaries, loss adjusters and motor
assessors, risk surveyors and valuers;
Protect the interests of insurance policy
holders and insurance beneficiaries in any
insurance contract;
Promote the development of the insurance
sector;
Advise the Government on the national
policy to be followed to ensure adequate
insurance protection and security for
national assets and national properties;
Issue supervisory guidelines and prudential
standards for better administration of the
insurance business or persons licensed
under the Act;
Share information with other regulatory

Promoting Insurance. Protecting the Insured

2

authorities to carry out any other related
activities, enhance its supervisory role; and
undertake such other functions as may be
conferred on it by the Act or by any other
written law.

1.2.3 Objectives of Supervision
The objectives of supervision as set out in the
Insurance Act are to:
(i) Promote the maintenance of a fair, safe
and stable insurance sector;
(ii) Protect the interests of the insurance
policy holders and beneficiaries; and
(iii) Promote the development of the 		
insurance sector.

1.3 OVERVIEW OF
INSURANCE INDUSTRY
1.3.1 Industry Scope
Insurance plays a major role in the economy.
It’s a key risk management mechanism and
funding likely to support sustainable national
development while reducing socio-economic
vulnerabilities. A number of changes are taking
place in the Insurance landscape. Globally, the
insurance industry has continued experience
significant convergence and consolidation driven
by regulatory shifts and increased demand to
underwrite risks. The International Association
of Insurance Supervisors (IAIS) has continued to
issue global best practice standards by member
states aim is to standardize regulatory regimes and
enhancing protection of insurance consumers.
Further, the International Accounting Standards
Board is expected to roll out standards of financial
reporting aimed at promoting transparency
through recognition, measurement, presentation
and disclosure of insurance contracts.
ISO 9001: 2015 Certified
www.ira.go.ke

Global insurance premiums in 2017 stood at USD
4,732 billion which represented a 3.1% increase
from the previous year. During the period 2013 –
2017, the insurance industry in Kenya continued
to register double-digit growth with general
insurance business contributing approximately
two-thirds (62.6%) of the total gross premium
income. By end of 2016, insurance industry
assets surpassed the Kshs 500 billion-mark with
a large portion of the assets (80.4%) being held in
income generating investments.
The Authority acknowledges the role technology
will play in the future development of insurance
in Kenya. Globally, InsureTech has provided
significant benefits in distribution as well as cost
management of insurance business. Technology
has enabled smart insurance where policies are
customised based on a customer’s need and loss
exposure. Insurers have adopted RegTech, which
is the use of technology to address regulatory
requirements that provide the benefit of speed,
integration, data integrity and analytics. In the
short-term, RegTech will help firms to automate
the more mundane compliance tasks and
reduce operational risks associated with meeting
compliance and reporting obligations.
As regulators, we acknowledge the difficult
balance in regulation, consumer protection
and technological development. Within the
strategy, we have provided for regulatory sand
boxes to provide a go-to-location for InsureTech
companies where innovations are assessed,
tested and effectively released to the market. In
the regulatory sector, the Authority continues
to strengthen its regulatory technology and
SupTech, which enhances the regulatory process
by enabling proactive engagement with regulated
agencies and quicker enforcement actions.

ISO 9001: 2015 Certified
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1.3.2 The Role of IRA in National
Agenda
Insurance is a public good and access to basic
insurance services is necessary for dealing
with contingencies and emergency situations.
Insurance becomes more essential in Kenya
with significant low income population, faced
with income and health uncertainties and are
nonetheless excluded from formal insurance.
The Authority, therefore, has a unique role to
play within the financial architecture in Kenya.
It is the sole government agency with regulatory
oversight role over the insurance sector as
provided for in the Insurance Act. Within the
national development agenda, as identified in the
Third Medium Term Plan (MTP III), the Authority
is expected to address three fundamental issues
for the insurance sector, namely:

•
•
•

Access
Efficiency
Stability

To realise these objectives, the Authority is
expected to put in place measures aimed at
stimulating growth of the insurance sector.
These will in turn enable the sector to directly
contribute to the financial sectors MTP III vision
of a vibrant and globally competitive financial
sector driving high level of savings to finance
Kenya’s investment needs. The overall long-term
cumulative effect of these measures is growth in
insurance per capita and the insurance industry’s
contribution to Kenya’s Gross Domestic Product
(GDP) as measured by the level of insurance
penetration.

3
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1.3.3 Insurance Industry
Challenges
Despite the favourable growth prospects, the
insurance industry continues to face a number of
challenges such as, low levels of awareness and
uptake of insurance with insurance penetration
being 2.8 per cent by 2017. Other challenges
include, limited adoption of InsureTech
in product development, distribution and
claims settlement, low capitalisation as well
as underwriting of motor PSV and medical
insurance.

1.4 LEGISLATIONS, POLICIES
AND GUIDELINES RELEVANT
TO IRA
The principal legislation guiding operations of
the Authority is the Insurance Act, Cap 487 of the
Laws of Kenya. The law has since its enactment,
undergone a series of amendments to conform
with changes in government policy as well as
pace setting developments and best practice
regionally within the East African Community
(EAC) and internationally (the International
Association of Insurance Supervisors (IAIS).
Further, the Authority complies with other
polices, circulars and guidelines issued from
time to time by government that include the
Mwongozo Code of Governance for State
Corporations.

adapt to shifting currents affecting the insurance
industry in Kenya. Among the core issues are,
access and inclusion, changing regulatory
developments, regulatory ability to promote
stable insurance industry through data collection
and analysis, technological advances, cyber
security as well as professional and technical
competencies to drive the change agenda.
There is need to enhance response to these issues
with a convergence of forces that have potential
to reshape the industry. There is also need for the
Authority to evolve with the market place and
keep pace with cutting edge developments driving
the regulatory agenda. These will inform the key
results areas, objective and strategies which must
be in tandem with overall national development
agenda, as set out in the Kenya Vision 2030 and
Third Medium Term Plan (MTP III).

1.6 METHODOLOGY OF
DEVELOPING THE STRATEGIC
PLAN
The process of developing this Strategic Plan was
highly participatory and inclusive. The broad
strategic intentions were set out by the Board of
Directors while management and staff through
the Strategic Plan Development Committee went
through all the motions of developing the actual
strategy for the period 2018–2022. Specifically,
a case study approach was adopted with the
following steps:

1.5 RATIONALE FOR
DEVELOPING THE STRATEGIC
PLAN 2018-2022
The insurance regulatory landscape is once
again at a turning point. A number of factor call
for change and adoption of new strategies to

Promoting Insurance,
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(a) Review of available information to include the Authority’s Mandate, Vision, Mission,
national development agenda, Government policy documents, Interviews with the
Chairman of the Board, other Directors of the Board, CEO, Heads of Divisions and
all staff;
(b) Analysis of SWOT and PESTIEL;
(c) Board, management and staff engagement; and
(d) Stakeholder engagement workshops.

ISO 9001: 2015 Certified
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Chapter Two
SITUATIONAL ANALYSIS
2.0 INTRODUCTION

02

This is a situational assessment of the Authority’s performance in the
2013–2018 strategic plan period. The analysis flags out challenges
and lessons learnt. Further, an external and internal analysis using
the Strengths, Weaknesses, (SW) and Political, Economic, Sociocultural, Technological, Environmental, Infrastructural and Legal
(PESTIEL) analysis was carried out to generate the Opportunities
and Threats (OT). This also includes stakeholder analysis.

2.1 REVIEW OF THE 2013–2018 STRATEGIC
PLAN
This section provides an assessment of the status of implementation
of the 2013–2018 strategic plan and table 2.1 presents summary
findings.

Table 2.1: Performance Review
GOAL

STRATEGIC OBJECTIVE

LEVEL OF ACHIEVEMENT (%)

1. Promote consumer
education and protection

1. Settlement of claims admitted to
be within 30 days.

Life – 43.4%
General – 42.6%

2. Complaints resolution within 30
days from 71% in 2015 to 90%
by 2018, and the balance of the
complaints to be resolved by
the end of 90 days.

38.4%

1. Improve the insurance penetration
from 2.9% in 2015 to 3.5%,
insurance density from 25.3
US dollars to 38 US dollars
by 2018.

Insurance Penetration – 88.6%*
Insurance Density – 107%

2. Reduce number of counties with
a density of less than Ksh 2000
from 94% in 2015 to 70% in 2018.

56%

3. Enhance the stability of the
insurance industry.

100%

1. Increase customer satisfaction from
68% in 2015 to 85% by 2018.

77.3%

2. Promote an inclusive,
competitive and stable
insurance industry

3. Offer quality customer
service

*Owing to rebasing of GDP insurance penetration in 2017 is 2.8%

2.2 ACHIEVEMENTS
There were a number of milestones realised
during the 2013–2018 period and include:

(a) Strengthening of the 		
supervisory framework
The Authority continued to implement the riskbased supervisory approach to regulation and
issued various guidelines to support its operation.
The framework which is geared towards allocating

ISO 9001: 2015 Certified
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regulatory resources in the most efficient and
economic manner is premised on the need to
focus attention on entities that pose a higher risk
to stability in the insurance industry. A number
of guidelines were issued with the Authority
continuously engaging industry players with a
view to sensitise, build capacity and address
issues arising from implementation of the RBS
framework.
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(b) Development of the 		
insurance industry
The Authority has contributed towards the
realisation of Vision 2030 targets of enhancing
financial inclusion, job creation and access to
financial services through insurance awareness
and inclusivity that has seen:
(i) Kenya increasingly become an insurance and
re-insurance hub within the EAC region with
many players setting base in the country.
(ii) Growth in insurance penetration from
2.9 to 3.1 per cent (due to GDP rebasing,
penetration re-adjusted to 2.8 per cent in
2017).
(iii) The industry register continued growth in
gross written premiums rising from Kshs 109
billion in 2013 to Kshs 196 billion in 2016
(estimated 80% growth), with an average
growth of 13% per annum for the three years.
(iv) The insurance premium levy has grown from
Kshs 1.2 billion in 2013 to Kshs 1.8 billion by
end of 2016/17 FY.
(v) The expansion of industry capacity building
has seen:

4.

5.

(c) Service delivery and ease
of doing business
Through automation of processes for both
internal and external customers, the Authority
was able to develop an Electronic Regulatory
System (ERS) with support from the World
Bank through the National Treasury. The ERS
enhanced service delivery for regulated entities
through:

1. Online application for registration by

1. More than 3800 insurance agents have

2.

3.

been trained in 36 counties among them
youth, women and persons with disability,
creating jobs for this cadre.The target was
to train 100 agents in each county.
More than 1200 insurance champions
trained in 23 counties across the country.
Champions are mainly opinion leaders with
influential decision making roles in society.
They are selected and trained on insurance
basics to enable them adequately advise
the public on insurance matters.
Provision of actuarial scholarships in which
33 beneficiaries were trained at The City
University London, Sir John Cass, Business

Promoting Insurance. Protecting the Insured
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School. Prior to this programme, the
country had less than 10 qualified
actuaries. The number has since grown
to over 50, mainly catalysed by the
programme.
Provision of advice for fraud prevention
and detection to insurance companies
by the Insurance Fraud Investigation
Unit (IFIU).
Capacity building and training among
police officers across the country through
partnership between the Kenya Police
Service and the College of Insurance.

2.

3.

4.

insurance and re-insurance companies,
insurance agents, insurance brokers,
medical insurance providers and
insurance service providers.
Manual submission of financial returns
reduced by 100%, i.e., no insurance
industry statutory returns submitted
manually to the Authority.
Reducing the time taken for licensing of
insurance agents from 15 days to 1 day
and for insurance companies from 60
days to 30 days.
Timely access to industry information.

Overall automation index for the Authority
improved from 67.3% in 2013 to 78% in

ISO 9001: 2015 Certified
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2017 owing to implementation of an integrated
information management system.

(d) Consumer protection and
education
In order to enhance consumer protection for
policy holders, beneficiaries and general public,
the Authority undertook the following initiatives:
(i) Simplified and standardised policy wording
in insurance contracts to reduce conflicts
between policy holders and insurance
companies, and to make it easy for policy
holders to understand insurance policy
contracts. This entailed:
(a) Removal of the ‘small print’.
(b) Removal of unfair terms.
(c) Use of simple plain language.
(d) Enhancing the scope of cover to meet
the basic consumer needs.
(ii) Partnered with financial sector regulators
(Central Bank of Kenya, Retirement Benefits
Authority, Capital Markets Authority and
Sacco Societies Regulatory Authority) and the
Kenya Institute of Curriculum Development
to incorporate insurance in the national
curricula.
(iii) Undertook dedicated public education and
awareness programmes,i.e., insurance clinics,
insurance champions, ASK shows, Road
shows, Open days, articles in newspapers,
development
and
dissemination
of
information, education and communication
(IEC) materials through use of various media
(TV, radio as well as social media), updating
information on the website, etc.
(iv) Increased information disclosure through
publication of claims’ information and
statistics.
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(e) Institutional capacity 		
development
To ensure the Authority adequately delivers on
its mandate, a number of measures were taken
internally to build institutional capacity such as:
(i) Staff training and capacity development
(ii) Adoption of ISO 9001:2008 Quality
Management System leading to ISO
certification.
(iii) Development of processes and procedures
for QMS.
(iv) Quality audits conducted for purposes of
ensuring continuous improvements of the
QMS.

2.3 CHALLENGES FACED
(i)

(ii)
(iii)
(iv)
(v)

Legislative changes not envisaged in
the budget memorandum affecting
enforcement of laws, regulations and
policies.
Execution of planned Strategic Plan
programmes and targets.
Budgeting not aligned to Strategic Plan.
Austerity measures due to proposed
consolidation of financial sector regulators.
Overall co-ordination of implementation
framework programme.

2.4 LESSONS LEARNT
As result of implementing the Strategic Plan over
the period, 2013–2018, a number of lessons can
be learnt:
(i) Need to continue promoting innovations
and market development.
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(ii) Strengthening consumer protection, education and
information disclosure levels.
(iii) Continued stakeholder engagement/lobbying at all levels
to scale up regulatory interventions.
(iv) Alignment of organisational structure with strategy.
(v) Strengthen implementation, monitoring, evaluation and
reporting capacity.

2.5 ENVIRONMENTAL SCANNING
An environmental (PESTIEL) analysis was carried out as follows:

2.5.1 Political Factors
Table 2.2: Political Factors
FACTOR

STRATEGIC IMPLICATION

STRATEGIC RESPONSE

Political Stability

(i) Performance of the insurance industry
(ii) Changes in Government Policy

(i) Lobby for government support
(ii) Develop a national insurance policy
(iii) Develop a master plan for the
insurance industry

Devolution

Increased market opportunities
for insurance

(i) Undertake stakeholder analysis
(ii) Strategic partnerships with county stakeholders
(iii) Aligning county legislations to national
financial laws, policies and regulations

Regional
and international
integration

(i) Changes in Government Policy
(ii) International developments in
insurance

(i) Lobby for government support
(ii) Strategic partnerships
(iii) Adoption of best practices

Promoting Insurance. Protecting the Insured
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2.5.2 Economic Factors
Table 2.3: Economic Factors
FACTOR

STRATEGIC IMPLICATION

STRATEGIC RESPONSE

Monetary
policy-Inflation
and interest rates

(i) Erosion of insurance investments
(ii) Higher claims’ cost
(iii) Erosion of profitability
(iv) Reduction in demand for insurance

Encourage diversification of insurance investments
to mitigate the impact of high inflation levels and
low interest rates

Economic growth

(i) Increased opportunities for insurance
from insurance coverage
(ii) Increased contribution of insurance
to GDP
(iii) Growth of the industry as a regional
insurance and re-insurance hub
(iv) Increased disposable incomes

(i) Create insurance awareness
(ii) Create an environment that supports innovation
and product development
(iii) Develop a framework to enhance access to
insurance services
(iv) Measures to make Kenya an insurance and
re-insurance hub

Level of unemployment

Reduces demand for insurance
services

Develop framework for simple products

Fiscal policy –
Taxation and
government spending

(i) Affects the level of disposable income
(ii) Influences competitiveness of the
insurance industry locally and
internationally

Lobby for enactment of supportive legislation

2.5.3 Social Factors
Table 2.4: Social Factors
FACTOR

STRATEGIC IMPLICATION

STRATEGIC RESPONSE

Low incomes

(i) Low disposable levels of income
(ii) Reduces demand for insurance

Opportunity to develop a framework for
low income and excluded populations

Demographics

(i) Potential demand for insurance
(ii) Changes in needs, wants and
preferences
(iii) Potential for youth engagement

(i) Research and segmentation of the market
(ii) Create an environment that supports innovation
and product development
(iii) Strategic partnerships

Financial literacy

Influences understanding and uptake
of insurance

(i) Insurance literacy and awareness creation
(ii) Collaboration with industry players

Culture and religion

(i) Increased uptake of informal
insurance
(ii) Low uptake of formal insurance

(i) Financial literacy and creation of insurance
awareness
(ii) Collaboration with opinion leaders and other
interest groups

Corruption and fraud

Increases cost of doing business

(i) Enhance partnership with DCI, DPP, AG and
other law enforcement agencies
(ii) Strengthen policies, laws and regulations for
mitigating corruption and fraud
(iii) Capacity building and sensitisation of stakeholders
(iv) Information sharing and automation

2.5.4 Technological Factors
Table 2.5: Technological Factors
FACTOR

STRATEGIC IMPLICATION

STRATEGIC RESPONSE

Data analytics,
digital platforms and
cyber security

(i) Reduced costs of business
information availability
(ii) Faster decision making
(iii) Leakage and loss of data
(iv) System failure

(i) Responsive to technological development
(ii) Develop appropriate policy and regulatory
framework to facilitate use of technology
(iii) Enhance information protection and data
management

2.5.5 Infrastructural Factors
Table 2.6: Infrastructural Factors
FACTOR

STRATEGIC IMPLICATION

STRATEGIC RESPONSE

Work environment

(i) Influence employee and customer
satisfaction
(ii) Influence staff productivity

(i) Develop measures to improve employee and
customer satisfaction
(ii) Information sharing and stakeholder engagement

2.5.6 Environmental Factors
Table 2.7: Environmental Factors
FACTOR

STRATEGIC IMPLICATION

STRATEGIC RESPONSE

Climate change and
other emerging risks

(i) Increased insurance losses
(ii) Increased demand for insurance

(i) Specialised training
(ii) Create a conducive environment that supports
innovation and product development
(iii) Research on effects of climate change
(iv) Collaboration with partners

2.5.7 Legal Factors
Table 2.8: Legal Factors
FACTOR

STRATEGIC IMPLICATION

STRATEGIC RESPONSE

Legal and regulatory
changes

(i) A safe, fair and stable insurance
industry
(ii) Enhanced consumer protection
(iii) Merger of the financial sector
regulators
(iv) Increased compliance costs

(i) Stakeholder engagement
(ii) Capacity building and information sharing
(iii) Strengthen legal and regulatory framework
(iv) Awareness creation

Promoting Insurance. Protecting the Insured
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2.6 STRENGTHS, WEAKNESSES, OPPORTUNITIES
AND THREATS (SWOT) ANALYSIS
An analysis of the Authority’s internal and external environment is as follows:

2.6.1 Strengths
The Authority’s strengths are as follows:

Table 2.9: Strengths
STRENGTHS

STRATEGIC IMPLICATION

STRATEGIC RESPONSE

Sets governance framework upon which
the Authority executes its mandate

(i) Undertake appropriate legal amendments
(ii) Adhere to governance best practices
(iii) Enhance insurance regulatory framework
through policy development

Supportive and Diverse
Board

Spearhead institutional policy and
strategic direction

(i) Continue enhancing Board capacity
(ii) Prompt information sharing

Committed and
competent staff

Realisation of the Authority’s mandate

(i) Competitive terms and conditions of service
(ii) Retention and motivation of staff
(iii) Upgrade skills in tandem with market needs

Adoption of Quality
Management System

(i) ISO Certification
(ii) Quality of services offered to
customers

Continual improvement and change management

Conducive working
environment

High staff productivity

Continuous monitoring and improvement of the
work environment

Legal and regulatory
framework

2.6.2 Weaknesses
The Authority’s weaknesses are as follows:

Table 2.10: Weaknesses
WEAKNESSES

STRATEGIC IMPLICATION

STRATEGIC RESPONSE

Limited presence/
reach within the
counties

(i) Restricted access to IRA services
(ii) Low corporate visibility

(i) Adopt automated platforms/Technology
(ii) Education and create awareness
(iii) Enhance corporate image
(iv) Enhance framework for market trend issues
(v) Establish regional presence

Low Automation of
business mechanism

Inadequate quality of services offered
to customers/stakeholders

Improve business processes and systems to enhance
service delivery to customers

Inadequate consumer
protection mechanisms

(i) Delays in resolution of consumer
complaints and statutory management
(ii) Negative perception of insurance

(i) Enhance enforcement of legal and regulatory
framework
(ii) Review of consumer protection mechanisms
(iii) Review the legal framework for statutory
management
(iv) Education and awareness creation
(v) Capacity building and embracing TCF
(vi) Use of alternative dispute resolution

2.6.3 Opportunities
The Authority’s opportunities are as follows:

Table 2.11: Opportunities
OPPORTUNITY

STRATEGIC IMPLICATION

STRATEGIC RESPONSE

A growing insurance
sector

(i) Increased access to insurance
(ii) Growth in insurance premiums
(iii) Large uninsured population base
that should be tapped
(iv) Domestication of insurance and
re-insurance capacity
(v) Potential for youth engagement

(i) Strengthen regulation and supervision of the
insurance and re-insurance sector
(ii) Promote development and specialised
capacity of the industry
(iii) Positioning Kenya as an insurance and
re-insurance hub within the EAC region

Devolution

Increased access to insurance and
IRA services to the county

Collaboration with county governments and
other institutions

Collaboration and
partnerships

Improved services and information
sharing

Establish strategic alliances

Government goodwill
and changing public
perception with
regard to insurance

Increased uptake

(i) Tapping into the goodwill to exploit insurance
opportunities
(ii) Education and awareness

Emerging regulatory
technologies

New technologies to facilitate the
delivery of regulatory requirements

(i) Adopt supervisory technology to enhance
surveillance of insurance companies – SupTech,
e.g., ERS
(ii) Encourage regulated entities to adopt compliance
support systems – RegTech
(iii) Use of technology to enhance operational
efficiency by insurance industry
players - InsureTech

Innovations and
technological
innovations

(i) Diverse products and channels
of distributions
(ii) Ease of access to insurance

(i) Industry innovation incubator
(ii) Leverage on data analytics

Regional trading blocs
and opening of local
markets

A wider insurance market

(i) Develop framework to exploit new markets
(ii) Strengthen regulation and supervision of
insurance entities

Emerging opportunities
in micro-insurance,
oil and gas, takaful,
large government
infrastructural projects,
universal health

Increase market capacity and
insurance uptake

Develop framework to exploit emerging
opportunities

Existence of social
groups and informal
insurance

Increased insurance penetration

(i) Mainstreaming informal insurance
(ii) Insurance education and information sharing
(iii) Provide incentives

Promoting Insurance,
Insurance. Protecting the Insured
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2.6.4 Threats
The Authority’s threats are as follows:

Table 2.12: Threats
THREAT

STRATEGIC IMPLICATION

STRATEGIC RESPONSE

Legislative and
Regulatory changes

Changing/uncertain regulatory
environment

(i) Lobbying for government support
(ii) Capacity building and stakeholder engagement

Cyber security

Disruption of services and loss of data

Enhance IT security systems

Poverty and
unemployment

Low uptake of insurance

Formulate framework for social insurance

Negative perception
towards insurance

Low uptake of insurance

Create awareness and improve the image
of insurance

Terrorism, political
risks and AML and CFT

(i) Loss of business
(ii) Limitation of cover
(iii) Influence demand for insurance
services

(i) Develop framework that expands insurance coverage
(ii) Strengthening regulation and supervision
(iii) Build capacity

Low financial literacy

Low uptake of insurance

Insurance education and awareness

Corruption and Fraud

Increased cost of insurance, erosion
of confidence

(i) Strategic alliances and information sharing
(ii) Enhanced collaboration with DCI, DPP and AG
(iii) Consumer education

Cultural and religious
beliefs

Low uptake of insurance

Educate the public

2.7 STAKEHOLDER ANALYSIS
In executing its mandate, the Authority interacts with various stakeholders either individually or
collectively. The stakeholders have expectations of IRA and vice versa. During the 2018–2022 period,
the Authority will strive to maintain a culture of continued improvement in the way it interacts with
stakeholders by strengthening partnerships and collaborations. The stakeholder analysis is as follows:
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Table 2.12: Stakeholder Analysis
STAKEHOLDER

STAKEHOLDER EXPECTATIONS

IRA EXPECTATIONS

Policy holders,
beneficiaries and
general public

(i) Well-regulated and stable industry
(ii) Consumer protection
(iii) Availability of suitable products
(iv) Employment opportunities
(v) Accurate and timely information

(i) Know their rights and obligations
(ii) Increase use of insurance products/services
(iii) Understand the relevant insurance policies
(iv) Share information with IRA

Insurance and
re-insurance Industry
Players

(i) Safe, fair and stable insurance
industry
(ii) Accurate and up to date information
(iii) Capacity building
(iv) Specialised skills development
(v) Promote professionalism
(vi) Self-regulation

(i) Statutory compliance
(ii) Fair treatment of consumers
(iii) Full disclosure of material facts
(iv) Fair competition
(v) Upholding professionalism
(vi) Insurance education
(vii) Innovative initiatives

National Government

(i) Stability and development of the
insurance industry
(ii) Statutory compliance
(iii) Implementation of national policies
(iv) Advice on insurance matters
(v) Consumer protection

The National Treasury

(i) Advise the government on National
policy on insurance matters
(ii) Prudent utilisation of public resources
(iii) Information sharing
(iv) Comply with relevant circulars
and guidelines

(i) Timely approvals of requests
(ii) Policy guidance and support
(iii) Approval for adequate financing

Service Providers

(i) Prompt payment for services and
goods supplied as per agreements
(ii) Fairness and equal opportunity

(i) Quality and prompt service
(ii) Accurate and timely information

Financial sector
regulators and relevant
associations locally,
regionally and globally

(i) Mutually beneficial collaboration
(ii) Effective capacity development
(iii) Implementation of best practices
(iv) Accurate and timely information

(i) Mutually beneficial collaboration
(ii) Effective capacity development
(iii) Accurate and timely information

Directorate of Criminal
Investigation – Insurance
Fraud Investigation Unit

(i) Provide resources
(ii) Sharing information
(iii) Capacity building
(iv) Adhere to obligations of the MoU

(i) Speedy quality investigation
(ii) Corporate in criminal charges to conclusion
of cases
(iii) Adhere to obligations of the MoU

Attorney General’s
Office

(i) Accurate and timely information
on legal matters
(ii) Well researched proposals and
drafts on legal amendments on
insurance matters

(i) Support on legislative matters
(ii) Timely Legal representations
(iii) Timely Legal interpretations

Judiciary

(i) Encourage alternative dispute
resolution mechanisms
(ii) Capacity building on insurance
matters
(iii) Timely action on matters of statutory
management
(iv) Information sharing

(i) Timely issuance of government guidelines
(ii) Timely policy and legislative development
(iii) Provision of an enabling environment

(i) Timely resolution of cases before court
(ii) Enhanced understanding on insurance
matters
(iii) Information sharing

STAKEHOLDER

STAKEHOLDER EXPECTATIONS

IRA EXPECTATIONS

County Government

(i) Stability and development of the
insurance industry
(ii) Timely support on insurance matters
(iii) Consumer education/protection
(iv) Advice on insurance matters

(i) Collaboration on insurance matters
(ii) Conducive business environment form the
industry

PCF

(i) Enforce the law
(ii) Information sharing
(iii) Provide direction on companies
under statutory management
(iv) Technical support

(i) Effective management of the PCF fund
(ii) Compensate policy holders
(iii) Participate in the management of companies
under statutory management

Learning and Research
Institutions

(i) Accurate and up to date information
(ii) Promotion of the insurance
profession

(i) Development of expertise in insurance
related fields
(ii) Engage in insurance related research

Non-state actors

(i) Accurate and up to date information
(ii) Consumer education/protection
(iii) Safe, fair and stable insurance
industry

(i) Mutually beneficial collaboration
(i) Share information with IRA

Media

(i) Accurate and timely statistics and
information
(ii) Accurate and consistent interpretation
of the legal and regulatory framework
(iii) Capacity building

(i) Fair and accurate reporting
(i) Support in consumer education
and protection

Parliament

(i) Policy explanation
(ii) Bills drafting
(iii) Capacity building
(iv) Accurate and timely information to
the relevant committee
(v) Audited accounts and annual reports
(vi) Enforce relevant legislation

(i) Timely legislation
(ii) Consultation on laws regarding Insurance

Board of Directors

(i) Timely implementation of
decisions made
(ii) Timely and well researched
board papers
(iii) Implementation of plans

(i) Guidance and policy direction
(ii) Timely decision making
(iii) Support and resources to implement
decisions and plans

Staff

(i) Stable and progressive organisation
(ii) Competitive terms and conditions
of service
(iii) Timely and adequate communication
(iv) Timely decision making

(i) High performance levels
(ii) Commitment to the IRA mandate and
core values
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Chapter Three
STRATEGIC FOCUS
3.0 INTRODUCTION

03

This chapter covers the Vision, Mission, Core Values, Key Result
Areas, Strategic Objectives and Strategies.

3.1 VISION, MISSION, MOTTO AND CORE
VALUES
The Vision, Mission and Core Values will be the guiding principles
that collectively inspire and inform the Authority’s strategic
direction.

3.1.1 Vision
An effective regulator of a globally competitive insurance industry.

3.1.2 Mission
Effectively regulate, supervise, promote development of and
innovation in the insurance industry in order to protect insurance
beneficiaries.

3.1.3 Motto

3.2 KEY RESULT AREAS (KRAs)

Promoting insurance, protecting the insured.

3.1.4 Core Values
The Authority is guided by the following
standards of behaviour and culture. The acronym
for these core values is I-ACCT:

(i)

Integrity: We will serve our customers
in an impartial, effective, competent and
professional way with the highest ethical
standards.

(ii)

Accountability: We shall endeavour to
conduct ourselves and operate business
transparently while exercising prudence
in use of public resources entrusted to
IRA.

(iii) Customer focus: We are committed to
achieving the highest levels of customer
satisfaction. We believe in continuous
improvement in the conduct of our
business.

(iv) Creativity: We encourage generation
of new ideas and seek to stay ahead of
changing insurance market developments
to ensure a globally competitive insurance
industry.

(v)

Team work: We work collaboratively,
co-operatively, constructively within
or outside with stakeholders to achieve
efficiency and effectiveness to enhance
attainment of individual and corporate
goals.
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The following four key result areas form the pillar
of this Strategic Plan.

KRA 1: Regulation and Supervision
Put measures in place to ensure a safe, fair,
competitive and stable insurance industry
through a supportive and collaborative regulatory
environment that fosters a stable insurance market
and affordable and reliable insurance products.

KRA 2: Policy and Market Development
The focus is to put measures in place that promote
inclusion and enhance access to insurance in
Kenya. Recognising the significant changes
taking place, reinforce these further by facilitating
development and adoption of emerging trends
in the insurance industry, enhance invention,
SupTech and provision of advice to government
on insurance matters.

KRA 3: Consumer Protection and
Education
Ensure that consumer market protection keeps
pace with market changes and trends, and that
they have desired information for informed
decision making.

KRA 4: Institutional Capacity
Provide optimal services and optimise on
efficiency and effectiveness in offering quality
services through institutional strengthening and
resourcing.
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3.3 STRATEGIC OBJECTIVES
The following strategic objectives will be critical in realising the Key Result Areas:

KRA 1: Regulation and Supervision
(i) To strengthen Legal and Regulator

KRA 3: Consumer Protection and
Education
(i) To protect the interest of the insurance policy

framework.

holders and beneficiaries.

(ii) To ensure a fair, safe and stable insurance

(ii) To increase the level of awareness about

industry.

insurance.

KRA 2: Policy and Market
Development

KRA 4: Institutional Capacity

(i) To promote an inclusive Insurance Industry.

(i) To strengthen Corporate governance
practices.

(ii) To advise the government on insurance
and related matters.

(ii) To strengthen human resource capacity.

(iii) To facilitate development and adoption

(iii) To enhance Service Delivery.

of emerging trends in the insurance industry.

(iv) To improve mobilisation, utilisation and
management of financial resources.

3.4 STRATEGIC OBJECTIVES AND STRATEGIES
The following strategies will be implemented in order to achieve the strategic objectives:

Four KRA’s, Eleven Strategic Objectives and Twenty Four Strategies
Table 3.1: Strategy Matrix
KRA

STRATEGIC OBJECTIVE

STRATEGIES

Regulation and
Supervision

To Strengthen Legal and
Regulatory framework

Enhance regulation and supervision

To ensure a fair, safe and
stable insurance and
re-insuranceindustry

(i) Promote a competitive and stable
Insurance Industry
(ii) Strengthen enforcement
(iii) Counter insurance fraud
(iv) Strengthen anti-money laundering
and combatting financing of
terrorism measures

To promote an inclusive

(i) Formulate framework for financial

Policy and market

Formulate a legal framework to promote
expedient resolution of disputes

re-insuranceindustry

(ii) Strengthen enforcement
(iii) Counter insurance fraud
(iv) Strengthen anti-money laundering
and combatting financing of
STRATEGIES
terrorism measures

KRA

STRATEGIC OBJECTIVE

Regulation
and
Policy and market
Supervision
development

To Strengthen
and
promote anLegal
inclusive
Regulatory
framework
Insurance Industry

Enhance
regulation
and supervision
(i) Formulate
framework
for financial
inclusion in insurance
Formulate
legal framework
to promote
(ii) Promotea Innovation,
Regulatory
expedient
resolution
of disputes
sandboxes
and InsureTech

To ensure
a fair,
safe and on
advise the
government
stable
insurance
and matters
insurance
and related
re-insuranceindustry

(i) Promote
a competitive
and stable
Advise
on development
of national
Insurance
Industry
insurance
policy
(ii) Strengthen enforcement
(iii)
fraud
(i) Counter
Promote insurance
policy research
(iv)
Strengthen
anti-money
laundering
(ii) Promote long-term savings
for
and
combatting
financing
infrastructure financing of
measurescapacity
(iii) terrorism
Promote industry

To facilitate development
and adoption of emerging
trends in the insurance
industry
Policy and market
development

To promote an inclusive
Insurance Industry

Consumer
Protection
and Education

To protect the interest of the
insurance policy holders and
To
advise the government on
beneficiaries
insurance and related matters
To facilitate development
and
adoption
oflevel
emerging
To increase
the
of
trends
in the
insurance
awareness
about
insurance
industry
To strengthen corporate
Governance practices

Consumer
Institutional
Protection
capacity
and Education

To strengthen human
To
protectcapacity
the interest of the
resource
insurance policy holders and
beneficiaries

development
(i) Formulate
framework
for with
financial
(iv)
Build strategic
alliances
inclusion
in
insurance
relevant partners
(ii) Promote Innovation, Regulatory
InsureTech
(i) sandboxes
Championand
treating
customers fairly
(ii) Ensure timely settlement of claims
Advise
on development
national
(iii) Enhance
informationofdisclosure
insurance
policy
(iv) Introduce interest for delayed
payment on admitted claims
(i) Promote policy research
(ii)
Promote
for
Empower
thelong-term
consumersavings
to make
infrastructure
informed
choices financing
about insurance
(iii) Promote industry capacity
development
(i) Enhance
capacity of the board
(iv)
Build strategic
alliances
(ii) Enhance
corporate
imagewith
relevant partners
(i) Ensure optimal staff complement,
(i) Champion
treating
customers fairly
competencies
and productivity
(ii)
settlement
of working
claims
(ii) Ensure timely
conducive
and safe
(iii) Enhance
information disclosure
environment
(iv)
interest for management
delayed
(iii) Introduce
Enhance knowledge
payment
on admitted
claims
and information
sharing

(i) Leverage
the use of
Empower
theon
consumer
to ICT
make
(ii)
Improve
efficiency
in
customer
informed choices about insurance
service delivery
(i) Enhance capacity of the board
To strengthen corporate
(ii) Enhance corporate image
Governance
practices
The implementation plan which provides detailed activities, performance indicators, timelines, targets
responsibility and budget is provided in Appendix I while(i)Appendix
II provides
a summary of Key
Ensure optimal
staff complement,
To strengthen human
Performance Metrics 2018–2022.
competencies and productivity
resource capacity
(ii) Ensure conducive and safe working
Institutional
environment
capacity
(iii) Enhance knowledge management
and information sharing
To increase
enhance the
Service
levelDelivery
of
awareness about insurance

To enhance Service Delivery
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Chapter Four
ROLE OF IRA IN THE BIG FOUR
AGENDA
4.0 INTRODUCTION

04

Over the period 2018 – 2022, the Authority is committed to
playing a critical role in implementing Big Four Agenda in line
with Government policyon improving standards of living of
Kenyans and generally growing the economy.
The Big Four Agenda items are:
(i)
(ii)
(iii)
(iv)

Food security,
Manufacturing
Universal health coverage and
Housing

Insurance is a regulated business insurance has a critical enabling
role to play in ensuring realization of the Big Four Agenda. This
will be realized through rolling out a set of business-friendly
policies, initiatives and programs aimed at not only ensuring
insurance serves the interests of the people of Kenya but is
also geared towards mitigating effects of poverty and general
deprivation by the vulnerable and low-income populations.
The Authority further recognizes that Micro, Small and Medium
Enterprises (MSMEs) in in the big four aligned sectors provide
vital linkages between the informal and formal sectors and
thereforekey to driving economic growth. When key players
are excluded or have limited access to appropriate insurance
products and services, their growth and contribution to overall
socio-economic developmentis not optimal.

4.1 GUIDING PRINCIPLES
Based on the Sector Plan for Financial Services 2018 – 2022, the guiding principles for mapping the
contribution of IRA to the big four agenda as follows.

(i) Access
(a) Range of quality, understandable and affordable insurance products and services
• Clear policy guidance
• Facilitating market driven initiatives
• Encouraging low cost/ adequate pricing of products
(b) Keeping the public informed
(c) Consumer protection

(ii) Efficiency
(a) Extent to which regulatory objectives are met to include any multiplier effects
• Timely claims settlement
• Ease of doing business/ competitiveness
(b) Ease of doing business
(c) Prevent under-priced products from gaining market share
(d) Ensure that premium levels are adequate
(e) Protect consumers against fraud and unethical market behavior (market conduct,
agents, criminal investigation)
(f) Foster efficient insurance market and restrict ability of insurers to withdraw from the
markets (Market Development)

(iii) Stability
(a) Credibility and confidence in insurance
(b) Ability of insurers to underwrite Big 4 aligned risks
(c) Ensure insurer solvency/ financia condition and ability to pay claims

4.2 ACTIONS BY IRA
Over the plan period, the Authority will implement a number of cross cutting actions / initiatives
aimed at narrowing the protection gap through insurance. Making a meaningful contribution to
the big four will largely depend on collaborative and coordinated multi-stakeholder partnerships
underpinned by providing leadership in agenda discussions. These initiatives are expected to have a
snow balling effect on realization of the Big Four Agenda. The actions are as follows:
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Table 4.1
GOAL/ OBJECTIVE

Strategic Agenda - Actions/ Targets

Enhance legal and
regulatory framework

(i) Review private medical insurance provision in line with
model for financing of universal health coverage,
(ii) Review financing and long-terminvestment by insurers to
support affordable housing agenda
(iii) Review insurance distribution framework (organized
groups, aggregators, mutual, cooperatives, CBO’s/ NGO’s,
HMO’s etc) to support the big four
(iv) Develop and implement framework for regulating
social insurance
(v) Strengthen risk-based supervision
(vi) Monitor insurer capital adequacy for purposes of ensuring timely
insurance claims settlement in line with the Insurance Act

Encourage and nurture
innovative ideas and
solutions to drive the
big four

(i) Develop regulatory sandbox policy
(ii) Mapping of insurance innovation start-ups, new and
non-regulated entities
(iii) Innovation competition among the youth
(iv) Implement Innovation Lab initiative to help nurture new
ideas and by providing a platform for introducing them to
the insurance market

Accessible, affordable
and understandable
insurance

(i) Undertake public education and awareness creation (Content
development, Website, Social media engagement, Stakeholder
engagements) to keep the public informed on the need for
insurance on the big four
(ii) Fast track analysis and approval of insurance products and
rates aligned to the big four priority areas
(iii) Implement micro insurance regulations to enhance access to
affordable insurance by the excluded (low income house
holds, MSME, amongst others)
(iv) Partnerships and collaboration in setting Big Four aligned
agenda discussions and interventions

Build capacity to
deliver on the big four

(i)

Develop capacity of regulated entities on the big four
insurance value chain to include re-insurance
(ii) Enhance ease of doing business for both IRA and regulated
entities by upgrading the electronic regulatory system
(iii) Leverage on the capacity and skills of the insurance sector in
pooling uncorrelated risk events to encourage development of
appropriate products and services for MSME’s focusing on food
security, housing and manufacturing sectors
(iv) Establish partnership with the National Hospital Insurance
Fund (NHIF) to share information and support UHC
(v) Strengthen mitigation measures for insurance fraud and market
conduct to support the big four
(vi) Schedule and participate in agenda setting discussions on big
four aligned initiates through seminars and workshops

4.3 EXPECTED DELIVERABLES
The net effect of this interventions will be growth in the contribution of insurance to National Gross
Domestic Product as measured by level of insurance penetration. Others will be;
(a) Ease of doing business
(b) Stability of the insurance industry,
(c) Job creation/ employment opportunities
(d) Skills upgrading on insurance needs for big four aligned priorities
(e) Improved customer service
(f) Fostering partnerships partnerships and collaboration
The detailed performance metrics are in Appendix II.
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Chapter Five
GOVERNANCE AND RESOURCE
MOBILISATION
5.0 INTRODUCTION

05

To effectively implement this strategy, an appropriate structure to
drive strategy supported with mobilisation of optimal human and
financial resources.

5.1 STAFFING LEVELS
Achievement of planned activities set out in this plan will be
pegged on maintenance of an optimal staffing level at all times.
The Authority will continue to proactively attract, develop and
retain qualified competent and motivated human resources at all
levels.

5.2 FINANCIAL IMPLICATION
Table 4.1 shows a summary of total financial resources required
to implement the strategic plan for the period 2018–2022.

Table 5.1
FINANCIAL RESOURCE REQUIREMENTS ESTIMATE (KSHS. MILLIONS)

KEY RESULT AREA

2018/19

2018/20

2018/21

2018/22

2018/23

TOTAL

Regulation and
Supervision

94.2

116.9

98.4

71.4

93.9

474.8

Policy and market
development

157

169.2

67.2

30.2

20.2

443.8

Consumer Protection
and Education

160.57

185.9

156.59

168.9

160.57

832.53

Institutional Capacity

204.7

217.7

198.7

187.1

187.3

995.5

Total for KRA 1-4

616.5

689.7

520.9

457.6

462.0

2746.6

Recurrent budget

994.5

1093.8

1203.1

1323.3

1455.5

6070.2

GRAND TOTAL

1611.0

1783.5

1724.0

1780.9

1917.5

8816.8

5.3 RESOURCE MOBILISATION

5.4 RESOURCE UTILISATION

For purposes of this Strategic Plan, the principal
sources of funding will be Insurance premium
levy charged at the rate of 1% of Gross Direct
Premium.

Overall expenditure will be within the approved
budget and in line with Public Financial
Management Act, 2012

These sources will be complimented with interest
received on investments, for example, Interest on
Treasury bonds and Treasury bills.

5.5 GOVERNANCE STRUCTURES
An appropriate organisational structure to support
implementation of this strategy developed.

Development partners would offer bilateral
assistance, both in terms of resources and kind.

ISO 9001: 2015 Certified
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Chapter Six
CO-ORDINATION, EVALUATION
AND REPORTING
6.0 INTRODUCTION

06

In order to facilitate implementation of the Strategic Plan
as detailed in the implementation plan, a Strategic Plan
Implementation Committee will be established with clear roles
and responsibilities for monitoring, evaluation and reporting.

6.1 CASCADING
The plan will be cascaded to all levels within the Authority’s
establishment and integrated into the performance management
framework. Annual work plans will be developed at the
corporate, divisional and individual levels and aligned with the
Strategic Plan.

6.2 MONITORING
The Authority will ensure all strategies in the Strategic Plan are
implemented, level of achievement measured and appropriate
progress reports developed and disseminated from individual,
Division, Management and Board level. At each level, progress
in implementation will be discussed and corrective action taken
where necessary.

Respective Divisions/Sections responsible shall
be accountable for the completion of stated tasks
in the Strategic Plan. Where necessary, capacity
of various departments to undertake ME&R
activities will be built. Lessons learnt will be used
to inform decision making. Appropriate linkages
shall be established to ensure relevant internal
and external follow-ups and controls.

6.3 PROGRESS REPORTS
Reporting the progress of implementation will
be critical in adjusting strategic directions and
measuring performance. The Heads of Division/
Section will prepare reports, which shall then
be consolidated for onward transmission to
Management and the Board detailing progress
in implementation of strategies contained in the
Strategic Plan: The reports shall be as follows:
1.

Monthly Review Meetings at the departmental
levels will be scheduled to ensure
implementation is on track and individual
staff are held accountable for achievement/
non-achievement of set targets.

2.

Quarterly Review Meetings: There will be
scheduled meetings at management and
Board levels to review progress and give
feedback on performance.

3.

Annual Review (Governance Workshop)
Meeting will be held to assess performance
at both operational and strategic levels.
Thereafter, a report will be prepared for
dissemination to stakeholders through an
appropriate medium.

ISO 9001: 2015 Certified
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The overall oversight of the Strategic Plan and its
implementation shall remain the principal role of
the Board, therefore, progress reporting will be
an Agenda Item in all quarterly meetings of the
Board.

6.4 PERFORMANCE REVIEW
There will be a mid-term and end-term review of
the Strategic Plan. The former will be carried out
in year three, that is, June, 2020 with the latter
being carried out in December 2022 and will
address the following issues:
(i) Effectiveness (Impact): The extent to which
the implementation of activities met the
stated strategies and objectives.
(ii) Sustainability: Assesses the sustainability of
the achievements made.
(iii) Challenges: Document the challenges faced
(iv) Lessons Learnt: Document lessons learnt.
(v) Mitigation measures: Document measures
to overcome challenges faced.
(vi) Terms of Reference (ToRs): Prepare the ToRs
for the next Strategic Plan.

6.5 RISK MANAGEMENT 		
FRAMEWORK
The implementation of the Strategic Plan faces
potential risks which the Authority will seek to
mitigate as set out in the table 6.1.
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Table 6.1: Risk Analysis
RISK FACTOR

PROBABILITY

IMPACT

PI

MAGNITUDE

MITIGATION STRATEGIES

Failure of an Insurance
Company

1

3

2

Medium

Progressively adopt risk-based
supervision

Dissatisfaction of
insurance consumers

2

2

2

Medium

Progressively ensure that Treating
Customers Fairly (TCF) model is
adopted and implemented across
the industry

Declining contribution
of insurance to the
Gross Domestic
Product (GDP)

1

1

1

Low

Encourage innovation across
the value chain in the industry
and the development of products
that are appropriate for various
categories of consumer groups

Insurance fraud

3

3

3

High

Develop issue and enforce
minimum standards for corporate
governance and internal control
within the industry

Inadequate insurance
knowledge

3

3

3

High

Carry out nationwide consumer
awareness campaigns to ensure
that both current and future
consumers of insurance products
have a reasonable level of
awareness

6.6

THE IMPLEMENTATION MATRIX

The Implementation Matrix is a critical management tool for mobilisation, allocation and utilisation
of resources for plan implementation; management and co-ordination of the Strategic Plan’s
implementation; and monitoring of progress as well as evaluating results/outputs and impact. The
implementation matrix is presented below. The matrix consists of:
(i)
(ii)
(iii)
(iv)
(v)
(vi)
(vii)
(viii)

Key Result Areas
Strategic Objectives
Strategies
Key activities for the respective strategies
Performance Indicators
Targets
Responsibility (actors)
Estimated Budget (KES. Million)

Promoting Insurance. Protecting the Insured

30

ISO 9001: 2015 Certified
www.ira.go.ke

No.

KEY ACTIVITIES

OUTPUT
INDICATORS

Enhance regulation
and supervision

1
20
1

Policy brief
Legislative proposal
Lobbying framework in
place
Number of Feedback
reports
Insurance consultative
committee established

Review legal framework on
statutory management and
liquidation

Stakeholder Engagement

1.1.8

Review report
Advisory note

Review relevant laws passed
by devolved governments

1.1.7
1
1

5
5

1

Policy brief
Legislative proposal

Review legal and regulatory
framework on reinsurance

1.1.6

100%

Enforce provisions of the
Insurance Act and enabling
legislations

1.1.5

Level of compliance

Review of the Insurance Act
in accordance with the
impact assessment report

1.1.4

1

2

Legislative proposals

Regulatory impact assessments Policy brief
on identified gaps

1.1.3

2

Gap Assessment Report

Assess and identify gaps in
the Insurance Act with
reference to the ICPs

1.1.2

100%

Level of implementation

Implement RBS framework

1.1.1

June 2019

Quarterly

June 2019

June 2019
June 2020

Annually

June 2021

Annually

June 2021

June 2020

June 2019

Quarterly

5 YEARS TIME
TARGET FRAME

STRATEGIC OBJECTIVE 1: STRENGTHEN LEGAL AND REGULATORY FRAMEWORK

KEY RESULT AREA 1: REGULATION AND SUPERVISION

STRATEGIES

APPENDIX I – IMPLEMENTATION MATRIX

1

4

1

1
-

1
1

-

100%

-

-

1

100%

2018/19

-

4

-

1

1
1

-

100%

-

1

-

100%

2019/20

-

4

-

-

1
1

1

100%

1

-

-

100%

2018/21

ANNUAL TARGETS

-

4

-

-

1
1

-

100%

-

-

1

100%

2018/22

-

4

-

-

1
1

-

100%

-

1

-

100%

2018/23

CEO

CEO

CEO

Legal
Legal

Legal
Legal

Legal

Technical

Legal

Technical

Technical

Technical

RESPONSIBLE

No.
OUTPUT
INDICATORS
Policy brief
Legislative proposal
Level of implementation
Policy brief
centre in place

KEY ACTIVITIES

Review the legal framework
on dispute resolution

Implement reviewed
framework

Establish an insurance
arbitration centre

1

5 YEARS
TARGET

TIME
FRAME
2018/19

Promote a competitive and
stable Insurance Industry

Stability indicator report 8

16
1

Number of staff trained
Quarterly Reports
Study Report

Formulate stability indicator
dashboard

Build capacity on
macro-prudential surveillance

Carryout macro prudential
surveillance

Review of PSV insurance

2.1.5

2.1.6

2.1.7

2.1.8

25

June 2019

Quarterly

Annually

Semi-annually

June 2020

2

Regulatory Impact
assessment report

Conduct regulatory impact
assessment

2.1.4

1

-

5

1

-

-

June 2022

1

Legislative proposal

Harmonise regulatory
framework with the EAC
insurance model law

2.1.3

-

June 2021

1

Level of implementation 100%

Implement relevant
recommendations of the
assessment report

2.1.2

Competitiveness
assessment report

-

Assess competitiveness of the
insurance industry

2.1.1

June 2020

Advisory note

-

4

5

1

1

-

-

1

1
1

2019/20

-

-

-

4

5

-

4

5

2

-

-

2

-

-

-

4

5

2

1

CEO

Technical

HCDA

Technical

Legal

Technical

Technical

-

1

PRD

Legal

RESPONSIBLE

-

2021/22 2022/23

100%

-

1
1

2020/21

ANNUAL TARGETS

ReviewINSURANCE
report
1 REINSURANCE INDUSTRY
STRATEGIC OBJECTIVE 2: TO ENSURE A FAIR, SAFE AND STABLE
AND

Formulate a legal
framework to promote
expedient resolution
of disputes

STRATEGIES

Countering fraud in
insurance

Strengthen enforcement
practices and increase
disclosure

STRATEGIES

Level of implementation 100%

20
5

Analysis Report
Market conduct reports
Number of publications
Number of workshops
Number of publications

Implement framework for
systemically important insurers

Analysis of the supervision and
enforcement outcomes

Publication of enforcement
outcomes

Raise awareness of regulatory
requirements

Enhance surveillance of industry
players through adopting
SupTech

2.1.10

2.2.1

2.2.2

2.2.3

2.2.4

1
100%

Policy brief
Legislative proposals
Guidance note
Level of compliance

Provide for insurance fraud and
adequate sanctions in the
insurance Act

Issue guidance on insurance
fraud

2.3.3

1
1

5

Updated fraud database

2.3.2

2

Study Report on the
extent of fraud

Collate data on the extent
of fraud

100%

2.3.1

Level of compliance

15

5
4

1

Developed framework

Develop framework for
domestic systemically
important insurers

5 YEARS
TARGET

2.1.9

Insurance consultative
committee established

OUTPUT
INDICATORS

KEY ACTIVITIES

No.

1
-

Annually

1
-

1

-

-

1

1

100%

1

1
100%

4

2

1
1

-

4

1

1
-

-

-

-

1

-

2018/20

2018/19

100%

-

1

1

100%

1

4

4

1
1

-

1

-

2018/21

ANNUAL TARGETS

June 2020

June 2020
June 2021

Annually

June 2020

Annually

Annually

Quarterly

June 2019 &
Continuous

Annually
Annually

Annually

June 2021

June 2019

TIME
FRAME

100%

-

-

1

1

100%

1

4

4

1
1

100%

-

-

100%

-

-

1

100%

1

4

4

1
1

100%

-

-

2018/22 2018/23

Technical

Technical

Legal
CEO

IFIU

PRD

Technical

Technical

Technical

Technical

Technical
Technical

Technical

Technical

CEO

RESPONSIBLE

Annually

45
2

1
5
2
100%

Number of trained staff
Value Chain Report

Number of fraud
intelligence reports
Number of industry
trainings
Risk assessment report
Percentage of high risk
companies inspected

Capacity building of staff in
forensic auditing

Examine fraud value chain –
medical and motor classes
of business

Carry out insurance fraud
intelligence

Conduct trainings AML/ CFT

Carry out industry AML/ CFT
risk assessment

Conduct onsite inspections
for all high risk companies

2.3.5

2.3.6

2.3.7

2.4.1

2.4.2

2.4.3

Formulate framework for
financial inclusion in
insurance

3.1.2

3.1.1

I

Medical insurance coverage
study

Review insurance distribution
framework to support big four
– aggregators, Cooperatives,
Mutuals, HMO’s

Conduct baseline survey on
informal insurance

Policy brief

1
1

June 2019
June 2019
1

-

1

-

-

100%

-

1

1

-

9

100%

2018/19

-

-

100%

-

-

1

100%

1

1

1

1

9

100%

2018/20

-

-

100%

-

1

-

100%

-

1

1

1

9

100%

2018/21

ANNUAL TARGETS

1

-

100%

Level of implementation
Study report

-

1

June 2021

1

Policy brief
Review report

June 2020

1

Baseline survey report

STRATEGIC OBJECTIVE 3: TO PROMOTE AN INCLUSIVE INSURANCE INDUSTRY

Annually

June 2020

Annually

Annually

June 2021

Annually

Percentage of cases
100%
investigated & concluded
(PBC,PUI,PAKA)

Facilitate investigation and
prosecution of insurance fraud

TIME
FRAME

2.3.4

5 YEARS
TARGET

OUTPUT
INDICATORS

KEY ACTIVITIES

No.

KEY RESULT AREA 2: POLICY AND MARKET DEVELOPMENT

Strengthen anti-money
laundering & combatting
the financing of terrorism

STRATEGIES

-

-

100%

-

-

-

100%

-

1

1

-

9

100%

-

-

100%

-

-

-

100%

1

1

1

-

9

100%

2018/22 2018/23

PRD

PRD

Technical

Technical

PRD

PRD

Technical

Technical

Technical

CEO

Technical

HCDA

CEO/IFIU

RESPONSIBLE

Promote Innovation,
Regulatory sandboxes
& InsureTech

STRATEGIES

Provide guidance note on
adoption of RegTech by
regulated entities

Ease of doing business

Guidance note on
RegTech

Initiative in place

Insurance Innovation
Lab Initiative in place

3.2.4

1

June 2020

1

Insure tech startups map

June 2020

June 2022

15

Number registered

Operationalize regulatory
sandboxes

June 2020

1

Legislative proposals

3.2.3

June 2019

1

Policy brief

Propose review of Insurance
Act to enable implementation
of regulatory sandbox

3.2.2

June 2019

Policy paper

Develop policy paper on
regulatory sandboxes

3.2.1

1

Policy in place
Index Regulations
in place

-

-

1
-

-

-

1
-

-

-

-

4

-

-

-

5

PRD

-

Technical

PRD

PRD

PRD

CEO

PRD

-

3

1

Technical

100%

Technical
Legal

Technical

Legal
100%

-

Technical

Technical

1
-

PRD

-

-

100%

100%

-

-

1

-

2018/22 2018/23

RESPONSIBLE

-

2

1

-

1

1

1

1

1

June 2019
June 2020

1
1

Develop framework for
agricultural insurance

3.1.4

100%

100%

-

Annually

100%

Implement the micro insurance Level of implementation
framework to enhance access
to affordable insurance ( low
incomes households, MSME etc

3.1.3

-

-

-

June 2021

1

100%

Level of implementation

-

-

June 2021

1

Framework developed

Develop and implement
framework for regulating
social insurance

1

-

1

-

1

1

2018/21

-

2018/20

1

2018/19

ANNUAL TARGETS

-

June 2022

June 2020

TIME
FRAME

June 2020

3

1

Review report

Review private medical
insurance provision in line
with model for financing of
universal health coverage,
Capacity Development

5 YEARS
TARGET

OUTPUT
INDICATORS

KEY ACTIVITIES

Regulations developed

No.

5
100

Number of InsureTech
Competitions
Number of youth
engaged

Youth engagement in
InsureTech

3.2.5

5 YEARS
TARGET

OUTPUT
INDICATORS

KEY ACTIVITIES

No.

Annually

Annually

TIME
FRAME

Promote policy research

Establish an insurance policy
consultative committee

Develop a draft national
insurance policy

Review Insurance Act in line
with national insurance policy

4.2.2

4.2.3

4.2.4

1

June 2020
June 2021

1

Legislative proposals

June 2019

1

1

June 2022

June 2019

June 2020

Annually

Annually

June 2019

Policy brief

Draft national insurance
policy

5

Master plan in place

Develop insurance industry
master plan

4.2.1

5

Big four aligned
consultative meetings

Policy brief

Develop a policy brief

4.1.3

5

1

Policy papers

Conduct policy research

4.1.2

1

Consultative committee
established

Framework in place

Develop a framework for
policy research

4.1.1

STRATEGIC OBJECTIVE 4: TO ADVISE THE GOVERNMENT ON INSURANCE AND RELATED MATTERS

STRATEGIES

-

1

-

-

1

-

1

1

1

-

20

1

2018/20

1

1

1

-

1

1

1

20

1

2018/19

1

-

-

1

-

-

1

1

-

20

1

2018/21

ANNUAL TARGETS

-

-

-

1

-

-

1

1

-

20

1

-

-

-

1

-

-

-

1

1

-

20

2018/22 2018/23

Legal

Legal

Technical

CEO

CEO

PRD

Legal

PRD

Legal

PRD

PRD

RESPONSIBLE

No.

KEY ACTIVITIES
OUTPUT
INDICATORS

5 YEARS
TARGET

TIME
FRAME
2018/19

2018/20

2018/21

ANNUAL TARGETS

Capacity building for the
industry

Partner with relevant bodies
to strengthen professionalism
within the insurance industry

Review framework on industry
training

Build strategic alliances with
relevant partners

5.2.2

5.2.3

5.2.4

Promote policy research

Annually
Biennially

300
2

Number trained on
emerging issues
Insurance
Convention

Number of MoUs
Partnership with NHIF
to support UHC

Legislative proposal

Annually
June 2020

1

June 2020

June 2020

5

1

-

1

-

-

-

1

Guidance note
Policy developed

1

5

-

60

Number of MoUs

June 2020

Annually

60

Number trained on
reinsurance

12

100%

Approval of products
and rates on big four
priority area

June 2022

100%

Number of Actuarial
Scholarships
24

900

Number of ECOP
graduates
8

-

1

June 2021

June 2020
June 2021

June 2019

900

1
1

1

June 2019

Policy brief
Legislative proposals

Review legal framework to
support infrastructure financing
to support affordable housing

5.1.2

5.2.1

Risk assessment report

Risk assessment and impact
analysis

5.1.1

Promote industry capacity
development in support
of the big four

Promote long-term
savings for infrastructure
financing

1

1

-

1

1

1

1

60

12

100%

8

-

1
-

-

-

1

1

-

-

1

-

60

12

100%

8

-

1

-

-

1

-

-

-

1

1

60

12

100%

-

-

-

-

-

1

-

-

-

1

-

60

12

100%

-

-

-

-

2018/22 2018/23

STRATEGIC OBJECTIVE 5: TO FACILITATE DEVELOPMENT AND ADOPTION OF EMERGING TRENDS IN THE INSURANCE INDUSTRY

STRATEGIES

CEO

CEO

Legal

Legal

Technical

CEO

PRD

Technical

Technical

Technical

HCDA

Technical

Legal
Legal

Technical

RESPONSIBLE

No.

KEY ACTIVITIES
OUTPUT
INDICATORS

5 YEARS
TARGET

TIME
FRAME
2018/19

2018/20

Enhance information
disclosure

Ensure timely settlement
of claims

Champion Treating
Customers Fairly (TCF)

25
60
20

Policy brief
Legislative proposal
Number of reports
published
Number of reports
published
Number of reports
published

Review legal framework on
resolution of complaints

Publish industry financial
reports

Publish complaints statistics

Publish claims settlement
statistics

6.2.5

6.3.1

6.3.2

6.3.3

1
1

2

Technical
Consumer
Protection
Technical

5
12
4

5
12
4

12
4

12
4

12
4

Monthly
Quarterly

Legal
5

1

Technical
CEO
Legal

5

1

5

1

1

Quarterly

1

1

Policy brief
Sensitisation
Legislative proposal

Review legal framework on
liability claims

6.2.4

Consumer
Protection

100%
100%
100%
100%
100%

Annually

% of complaints resolved 100%

6.2.3

Resolve complaints

Technical

100%
100%
100%
100%

100%

Annually

% level of compliance
with the law

Enforce provisions of the
Insurance Act on the number
of days

6.2.2
100%

Legal

-

-

1
1

Policy brief
Legislative proposals

Propose review of section 203
of the Insurance Act

6.2.1

June 2019

PRD

1

-

1

-

Consumer
Protection

100%

100%

100%

85%

June 2020

Survey Report

Insurance Customer
Satisfaction Survey

6.1.3

100%

70%

Level of compliance

Measure industry compliance
with TCF outcomes

6.1.2

Annually

Consumer
Protection
100%

100%

100%

2018/22 2018/23

RESPONSIBLE

100%

100%

100%

Annually

Inspection report

Conduct inspections

6.1.1

2018/21

ANNUAL TARGETS

STRATEGIC OBJECTIVE 6: TO PROTECT THE INTERESTS OF THE INSURANCE POLICYHOLDERS AND BENEFICIARIES

KEY RESULT AREA 3: CONSUMER PROTECTION AND EDUCATION

STRATEGIES

Enforce payment of interest
rate on delayed amounts for
admitted claims

6.4.2

100%

1

Legislative proposals
Level of compliance

1

5 YEARS
TARGET

Policy brief

OUTPUT
INDICATORS

Empower the consumer
to make informed choices
about insurance

50,000
35

Mobile user database
Number of county fairs,
shows and exhibition

Use Bulk SMS/ USSD SMS
for education

Undertake publicity
programmes

7.1.3

7.1.4

9

IEC material developed
and disseminated
100%

40

Mobile Clinics and
Road Shows

Operational consumer
education website

30

Local Radio Campaigns

Develop a dedicated consumer
education website

15

1200

50,000

TV Campaigns

Number of Social Media
Conduct consumer education
campaigns on various platforms followers
to include the big four
Number of tweets

7.1.2

7.1.1

STRATEGIC OBJECTIVE 7: TO INCREASE THE LEVEL OF AWARENESS ABOUT INSURANCE

Propose amendment of the law
to provide the interest rate to
be charged

6.4.1

Introduce interest for
delayed payment on
admitted claims

KEY ACTIVITIES

No.

STRATEGIES

Annually

Annually

June 2020

Annually

Annually

Annually

Annually

Annually

Annually

June 2020

TIME
FRAME

7

10,000

-

3

8

6

3

240

10,000

-

-

2018/19

7

20,000

100%

-

8

6

3

240

20,000

-

1

1

2018/20

7

30,000

-

3

8

6

3

240

30,000

100%

-

2018/21

ANNUAL TARGETS

7

40,000

-

-

8

6

3

240

40,000

100%

-

7

50,000

-

3

8

6

3

240

50,000

100%

-

2018/22 2018/23

Corporate
Communications

Corporate
Communications

Consumer
Education

Consumer
Education

Consumer
Education

Consumer
Education

Consumer
Education

Corporate
Communications

Technical

Legal

RESPONSIBLE

KEY ACTIVITIES

Engage stakeholders to
enhance insurance awareness

No.

7.1.5

Annually

15

Counties with insurance
information centres

Enhance corporate
image

Enhance capacity of
the Board

Implement Mwongozo code
of governance

8.1.5

Stakeholder engagement on
corporate matters

Target setting and Board
performance evaluation

8.1.4

8.2.2

Sensitise Board members

8.1.3

Implement CSR Policy

Formulate and implement
an annual development plan

8.1.2

8.2.1

Board training needs
assessment

8.1.1

Annually

TIME
FRAME

Annually

50

5 YEARS
TARGET

Percentage of rollout-plan 100%

Number of stakeholders
engaged

OUTPUT
INDICATORS

Number of engagements

Level of implementation

Level of compliance

Board performance
evaluation report

5

100%

100%

5

20

Annually

Annually

Annually

Annually

Quarterly

Annually

Annual development plan 5

Number of briefing
sessions

June 2019

2

Needs assessment report

STRATEGIC OBJECTIVE 8: TO STRENGTHEN CORPORATE GOVERNANCE PRACTICES

KEY RESULT AREA 4: INSTITUTIONAL CAPACITY

STRATEGIES

1

100%

100%

1

4

1

1

3

100%

10

2018/19

1

100%

100%

1

4

1

-

3

100%

10

2018/20

1

100%

100%

1

4

1

-

3

100%

10

2018/21

ANNUAL TARGETS

1

100%

100%

1

4

1

1

3

100%

10

1

100%

100%

1

4

1

-

3

100%

10

2018/22 2018/23

CEO

CS

CS

CS

CS

CS

CS

Consumer
Education

Consumer
Education

Consumer
Education

RESPONSIBLE

No.

KEY ACTIVITIES
OUTPUT
INDICATORS

Ensure conducive
and safe working
environment

Ensure optimal
staff complement,
competencies,
and productivity

100%

20

Level of implementation
Employee satisfaction
index
Training needs analysis
report
Training plan
implementation
Number of attachments

Undertake employee
satisfaction survey

Undertake training needs
analysis

Develop and implement
performance driven staff
training

9.1.4

9.1.5

9.1.6

9.2.1

84%

Level of implementation

Implement Human Resource
policies

9.1.3

Conduct Occupational Safety
and Health (OSH) Audit

Develop and implement a
culture change management
programme

Review and implement
performance management
system

100%

Optimal staff
establishment in place

Recruit as per staff
establishment

9.1.2

5
100%

Level of implementation
of OSH Audit report

100%

Level of implementation

Number of OSH Audit
reports

100%

Level of implementation

2

100%

100%

New structure in place

Review organisational
structure
1

5 YEARS
TARGET

9.1.1

STRATEGIC OBJECTIVE 9: TO STRENGTHEN HUMAN RESOURCE CAPACITY

STRATEGIES

1
100%

Annually

25%

Annually

Annually

100%

4

100%

-

72%

100%

100%

85%

1

2018/19

100%

1

50%

100%

4

100%

1

75%

100%

100%

90%

-

2018/20

100%

1

75%

100%

4

100%

-

78%

100%

100%

100%

-

2018/21

ANNUAL TARGETS

Annually

Annually

Annually

June 2020

Annually

Annually

Annually

Annually

June 2019

TIME
FRAME

100%

1

100%

100%

4

100%

-

81%

100%

100%

100%

-

100%

1

100%

100%

4

100%

1

84%

100%

100%

100%

-

2018/22 2018/23

HCDA

HCDA

HCDA

HCDA

HCDA

HCDA

HCDA

PRD

HCDA

HCDA

HCDA

HCDA

RESPONSIBLE

KEY ACTIVITIES

Acquire and maintain
equipment furniture and
supplies

Avail sufficient office space

Develop knowledge
management and sharing
framework

Implement knowledge
management and sharing
framework

No.

9.2.2

9.2.3

9.3.1

9.3.2
1

Knowledge Management
System in place

Leverage on the use
of ICT

Identify and integrate service
delivery points/ business
processes

Upgrade the customer
complaints management
system

Establish a call centre

Design, develop and
implement an IRA Mobile
Application

Establish a customer alert/
notification module

Improve the Authority’s
ICT infrastructure

Implement the Authority’s
ICT Security policy

10.1.1

10.1.2

10.1.3

10.1.4

10.1.5

10.1.6

10.1.7

Level of Implementation

100%

100%

1

Alert/notification module
in place
Automation index

1

1

A call centre in place
IRA Mobile Application

1

Upgraded customer
relationship management
system

Level of integration
100%

100%

100%

Level of implementation

Framework in place

1

85%

Work environment index
Office space in place

100%

5 YEARS
TARGET

Updated assets register

OUTPUT
INDICATORS

STRATEGIC OBJECTIVE 10: TO ENHANCE SERVICE DELIVERY

Enhance knowledge
management and sharing

STRATEGIES

Annually

Annually

June 2020

June 2020

Annually

June 2020

Annually

Annually

June 2019

Annually

Annually

TIME
FRAME

50%

76%

-

-

-

40%

-

-

100%

1

77%

100%

75%

82%

1

1

1

-

60%

1

50%

-

79%

100%

2018/20

100%

88%

-

-

-

1

80%

-

75%

-

-

81%

100%

2018/21

ANNUAL TARGETS
2018/19

-

94%

-

-

-

-

100%

-

100%

-

-

83%

100%

-

100%

-

-

-

-

-

-

100%

-

-

85%

100%

2018/22 2018/23

ICT

ICT

ICT

ICT

ICT

ICT

ICT

ICT

ICT

PRD

PRD

HCDA

RESPONSIBLE

100%
83%

Level of implementation
of recommendations
Customer satisfaction
index

Undertake customer service
survey and implement
recommendations

10.2.2
Annually

Annually

Annually

TIME
FRAME

75%

100%

100%

2018/19

77%

100%

100%

2018/20

79%

100%

100%

2018/21

ANNUAL TARGETS

Ensure prudent utilisation
and management of
financial resources

Enhance financial
resource mobilisation

11.2.1

Utilise allocated funds

Level of utilisation

Enter into strategic partnerships Number of partners
to support programmes
Level of support

11.1.2

Approved budget

Mobilise resources to finance
development programmes

11.1.1

100%

1

5

Annually

June 2020

Annually

100%

-

1

100%

1

1

100%

-

1

STRATEGIC OBJECTIVE 11: TO IMPROVE MOBILISATION, UTILISATION AND MANAGEMENT OF FINANCIAL RESOURCES

100%

Level of Implementation

Implement QMS policies and
procedures

5 YEARS
TARGET

10.2.1

OUTPUT
INDICATORS

Improve efficiency in
customer service
delivery

KEY ACTIVITIES

No.

STRATEGIES

100%

-

1

81%

100%

100%

100%

-

1

83%

100%

100%

2018/22 2018/23

Finance

CEO

Finance

PRD

Corporate
Communications

HODs

RESPONSIBLE

APPENDIX II – KEY PERFORMANCE METRICS
In implementing the Strategic Plan, a number of outcomes are expected to be realised. The table
below summarises the projected key performance indicators (KPIs) for financial and non-financial
targets set for the year 2018 – 2022.

INDICATOR

BASELINE

2018

2019

2020

2021

2022

Capital Adequacy Ratio

x

100%

100%

100%

100%

100%

PERCENTAGE OF CLAIMS SETTLED WITHIN 30 DAYS (%)
(a) Long-term insurance claims

90%

92%

94%

96%

98%

100%

(b) General insurance claims

60%

68%

76%

84%

92%

100%

85%

100%

100%

100%

TREATING CUSTOMERS FAIRLY INDEX
(a) Industry index

70

70

(b) Insurance Customer Index

X

X + 3%

Customer satisfaction index (%)

77%

79%

81%

83%

85%

87%

Awareness of Insurance/
literacy index (%)

67%

69%

71%

73%

75%

77%

Insurance Penetration
(premium/GDP) (%)

2.8%

2.94%

3.09%

3.24%

3.40%

3.57%

Insurance Coverage (%)

6%

8.2%

10.4%

12.6%

14.8%

17%

Percentage of investments
in infrastructure development

X

-

2%

2.5%

3%

3.5%

Insurance density (US$)

41.7

44.7

47.9%

51.4%

55.1%

59.1%

Employee satisfaction (%)

69%

72%

75%

78%

81%

84%

Promoting Insurance. Protecting the Insured
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ISO 9001: 2015 Certified
www.ira.go.ke

ISO 9001: 2015 Certified
www.ira.go.ke
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