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Consumer Protection
Consumers have a right to be protected from unfair business practices, poor quality of service and 
harmful or inferior products. The CA’s mandate includes protecting consumers of ICT services. In this 
respect, the CA serves as the watchdog for the consumer. 

The Authority performs this function primarily through consumer outreach and education programmes. 
The said programmes are geared towards equipping consumers with skills, information and knowledge 
to enable them make informed decisions regarding the choice of products and services in the 
communications market.  The programmes also educate consumers on their rights and responsibilities. 
The Authority also intervenes on behalf of consumers to resolve complaints against service providers. 

However, for the CA to step in, the complainant should have fi rst exhausted the complaint handling 
mechanism and procedure laid down by the off ending operator or service provider.

The Authority monitors the sector through periodic surveys in order to determine emerging issues 
that are of concern to consumers and subsequently develops appropriate interventions and modifi es 
regulations, where necessary, to address such issues.

Universal Access 

The liberalization of the communications sector has had a positive eff ect on the deployment of 
communications infrastructure and services in the country.  However, the opening up of the sector has 
not availed communications services to all in Kenya as the licensed operators and service providers have 
tended to concentrate operations in areas where a return on investment is guaranteed. Consequently, 
areas (both urban and rural) that are perceived as commercially unviable have over time remained 
either unserved or underserved.  The CA is responsible for ensuring that all in Kenya have access to 
aff ordable communications services.

To redress the access gaps, the CA has undertaken some pilot projects in certain parts of the country. 
The projects include the establishment of 16 school-based ICT centres spanning all the regions of the 
country, four tele-centres and eight centres for persons with disabilities. The CA has, in collaboration 
with industry players, provided computers and internet connectivity to the benefi ciary institutions. 
In order to promote development of local content, the CA has partnered with the Kenya Institute 
of Education (KIE) to support the digitalization of the secondary school curriculum.  The Authority 
has also facilitated the establishment of a web portal for Persons with Disabilities (PwDs). The portal 
provides communication and information sharing platform for PwDs.

The Act established the Universal Service Fund (USF), which is administered and managed by the CA 
through the Universal Service Advisory Council (USAC) appointed by the Cabinet Secretary, Ministry  
of ICT. The USF is expected to provide incentives for infrastructural rollout in unserved and underserved 
areas, as well as support capacity building and innovations in the ICT sector. 

 Tariff  Regulation

To contribute to the orderly evolution of competition, the CA plays a central role in establishing an 
eff ective and transparent tariff  regime in the communications market. As the ICT market matures, 
tariff /price regulation will increasingly assume a less important regulatory function. Currently, the CA 
regulates tariff s for services that are not open to competition, with a view to protecting consumers 
against exploitation via monopolistic behavior.  All other licensees are only required to fi le new tariff s 
with the CA before application.  

One of the fundamental reasons for tariff  regulation is to ensure fair play in the market and to prevent 
abuse of dominance.  In this regard, the CA reviews interconnection tariff s and issues approval 
before the execution of interconnection agreements between operators.  Interconnection in Kenya is 
obligatory and a matter of commercial negotiation between operators. To ensure that interconnection 
rates are aligned to cost, the CA carries out studies to determine various costs relating to the provision 
of communications services. The most recent Telecommunications Network Cost Study carried out in 
2010 witnessed drastic reduction in call costs for mobile telecommunications services by 70 percent.  

The Kenya Information and Communications (Amendment) Act 2013 has enhanced the regulatory 
regime on interconnection, giving the Authority more powers to ensure that dominant operators do 
not misuse their market position to undermine competition and the growth of the market.  

Library Services 

The Authority has a specialized library in ICTs, where the industry and members of the public can 
access information on the sector, including policies, regulations, books and other ICT publications. 

The library, known as the CA Information Centre, is situated on the 1st fl oor of the CA Centre on Waiyaki 
Way, Nairobi.  The Centre is open to the public at a minimal fee. 

Corporate Social Responsibility

Arising from its unique position as the communications regulator, the CA has the potential to have a 
profound impact on the Kenyan society.  Indeed, liberalization of the ICT industry has already brought 
about positive changes in the lives of Kenyans. In executing its mandate, the CA is committed to 
behaving ethically and responsibly, and to contribute to economic development while improving the 
quality of life of its employees and their families as well as the local community and the society at large. 
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