Health Sector

CEO
PERSPECTIVES

Reimagining the Healthcare Supply Chain
through Digital Solutions
Xetova Industry Reports
Kenya, 2022

About Xetova
Xetova is using AI to transform how healthcare supply chains work across Africa.
Our mission is to support Africa’s healthcare
procurement actors with solutions that work for
their context.
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What are some of the challenges?

Xetova

There is a simple logic that leads to the realisation

Bramuel Mwalo

that

Chief Executive Officer

digitisation

is

the

answer

to

many

value-chain-related challenges in the healthcare
sector. We start from the knowledge that effective
supply chains are crucial in the effort to expand
access to primary healthcare. Currently, this includes
the uptake of the Covid-19 vaccine.
Looking at the struggles that healthcare decision
makers face in the current uncertain times, another
realisation strikes. Namely, we need new approaches
to supply-chain management. The objective of such
changes would be to drastically boost end-to-end
visibility across the supply chain and to support the
efforts by healthcare providers and the government
in the area of health security.
Finally, when looking for ways to resolve the need to
create this visibility and support, one quickly arrives
at the use of digital tools for automation of processes
within the value chain.
Leveraging advanced technologies such as artificial
intelligence (AI) can further enhance supply-chain

Is a value-chains approach important in the
African context?

efficiency. AI can help detect hidden patterns with the
power to alert governments on the most critical

Over 80% of the African population depends on its
government

or

donor-funded

programmes

for

provision of healthcare services. Therefore, the
effective management of large supply chains plays a
significant role in the welfare of any country on the
continent, representing a lifeline for more than 700
million Africans.

needs of the population.

What is the current state of digitisation
in Kenya?
Even today, many businesses run their operations on
spreadsheets or, at best, with a few dashboards on
PowerBI. Automation is almost non-existent. The
past few years have seen a number of cloud

As Xetova, our mission within the sector is to facilitate

computing service companies invest in Kenya, among

delivery of essential healthcare products where and

them, Google, Microsoft, IBM, Oracle and SAP. This

when they are needed, without wastage of resources.

indicates that the country is gearing towards a digital

We use a data-driven approach to support planning,

revolution in the B2B segment.

resourcing, sourcing, deployment and uptake of
essential healthcare products, including the Covid-19
vaccines.
4

Covid-19

made

it

very

clear

that

digital

transformations can be a catalyst for growth across
organisations, big and small. Executives now have a

better understanding of how technology can unlock

Introduction of digital technologies should therefore

an organisation’s potential, and in the last two years,

be seen as a change-management exercise, and best

businesses have appreciated the importance of

practices from this area should be applied.

adopting a digital mind-set.

What is hindering deeper B2B
digital transformation?

How are companies currently driving their
digital transformations?
Today, many leaders have started prioritizing the use

The challenge is that there is very little context on

of their data to deal with business shocks. Whoever

which technology can be used by players of various

can afford it is hiring a data scientist. If you are the

sizes, especially for a B2B challenge. Additionally,

highest bidder in the market, and are lucky, it takes

while companies may have implemented solutions

between three and six months to find the right

that work for them, things often fall apart when they

candidate.

try to connect the same solutions to their
value-chains.

Most data scientists graduating in Kenya are at a junior
level in their career. Even so, they are expensive to hire.

This is problematic, especially because the eco-

There is also a limitation to how much a single data

system approach is more important today than ever

scientist can churn out. This forces companies to hire

before. In the current state of affairs, every node

more talent. For the vast majority of middle-sized

along a firm’s supply chain has inefficiencies, and

organisations, this model is unsustainable.

these accumulate to eat away at profitability and
growth potential for the business.

Even larger organisations with deeper pockets may
struggle to recoup their investment in a data science

Companies and organisations which collaborate on

department. This is especially so if there is no practical

digitisation across their value chains will reap value

data-utilisation strategy in place. The effectiveness of

not only for themselves but also for the broader

data scientists can be greatly hampered by absence of

economic recovery process.

internal buy-in, heavy corporate structures and

What do you recommend for those seeking to
implement large digital projects?
Successfully implementing new technology is a long
process, even more so in a purely B2B context. In
most instances, there is resistance from the
stakeholders involved, whether internal, partners or
suppliers.
Especially when digitisation is done on ecosystem
level, there are many competing interests involved.
Inefficiencies can create opportunities for some
stakeholders, and the new technology can eliminate

bureaucracy.

What does Xetova offer?
We believe that the next step in Kenya’s digital
transformation journey is a widespread implementation of analytics and automation technology.
Data Science should not be reserved only for the select
few businesses who can afford an expensive data
department.

It

should

be

accessible

to

large

corporations and micro enterprises alike. This is where
our Data Science as a Service solutions come into play.

individual value for them. For others, the process of
change may be uncomfortable, and they may not see
sufficient personal benefit from the outcome of
the automation.
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Carole Kariuki

Chief Executive Officer
Kenya Private Sector
Alliance (KEPSA)

When it comes to digitization, Kenya is taking bold steps to gain a competitive
edge in the region and on the continent. The country has built a strong
foundation through dynamic policy and legislation. As a result, we have already
seen improvements in efficiency and effectiveness of diagnostic and health
services, as well as the capacity of health workers.
For example, once implemented, the National E-Health Bill that is currently
under development will go a long way in reducing duplication of effort, promoting
data sharing, and harnessing appropriate use of mobile technology.
The KEPSA Sector Board of Health, Kenya Healthcare Federation, regularly
engages the Ministry of Health around innovative solutions and digital
technology provided by the private sector. This was especially salient during the
pandemic period, which saw the conception of our Covid-19 ICU Dashboard and
Digital Health Regulations. These have been considered in the development of
the National E-Health Bill.

Although the digitisation of our healthcare system is still at a nascent stage
compared to some developed economies, Kenya has made notable strides. These
achievements are attributed to the close collaboration between Government
policy makers, the Ministry of Health it’s Departments and Agencies as well as the
private sector payers and development partners.

Olivia Rachier

Acting Managing Director
Kenya Investment
Authority (KenInvest)

Many health sector stakeholders are key to the implementation of e-health.
These include Government authorities, professional associations, insurance
entities, hospital and health-services associations, private care providers, ICT
vendors, and media.
The next big step for the country is the full integration of digitised health records.
This would enable transformation of the health sector by granting seamless access
of a patient’s records across the sector’s stakeholders. A unique identifier for each
patient would enable health practitioners in different locations to access the
patient’s medical history. This intervention will significantly lower the cost of
healthcare provision in the long run by reducing repeat diagnostics.

Kris Senanu
Chief Enterprise
Business Officer
Safaricom

With mobile technology increasingly prevalent, we are the cusp of massive
change in healthcare in Africa. First, we need data, or more precisely - clean data.
The good news is that there is a lot available, in big part due to the proliferation
of mobile phones and the Internet. Subsequently, data collection has become
much better.
The next challenge is what to do with this data, and individual players are already
deploying digital and AI systems to address this. Here, the simplicity of the
front-end is crucial, even if behind the scenes the solution is complex. A simple
well-done dashboard can allow decision makers to access relevant and timely
information.
The final step is to organise the sector through an ecosystem approach. If various
stakeholders share data in a meaningful way – hospitals, pharmacies, insurance
and other service providers, telecom companies, etc. – Kenya will be able to
deliver quality, affordable and convenient healthcare services.

Kenya is Africa’ trailblazer in technological innovations, and a global pioneer with
successful products like MPesa. The progressive and robust financial sector and
advanced financial inclusion is attributable to the creativity, skill and enterprising
culture of Kenyans.
Adoption of new technologies is not an easy task, and businesses require support
in the form of skills and resources to fully digitise. To leverage on meaningful
innovation, companies are encouraged to nurture a culture of innovation,
fostering an innovative mind set and implementing digital solutions.

Richard Ngatia

President

Kenya National
Chamber of Commerce
and Industry (KNCCI)

Businesses must adapt to a market that has greater appetite for automated
services. In 2021, KNCCI in partnership with the International Chamber of
Commerce launched the Centre of Entrepreneurship Hub for Eastern and Central
Africa, a project that shall ensure the digitization of 750,000 SMEs within 3 years

Phyllis Wakiaga
Chief Executive Officer
Kenya Association of
Manufacturers (KAM)

The COVID-19 pandemic demanded a resilient manufacturing sector with the
capacity to continuously provide solutions, even during a crisis. With supply chain
disruptions, countries turned to local industry to provide essential products.
Locally, manufacturers spurred innovations to Keep Kenya Moving.
B2B digital technologies are critical for resilient supply chains. We are witnessing
a digital revolution throughout the manufacturing sector with increased uptake of
automation, resulting in enhanced efficiency, productivity, flexibility and
innovation.
Resilient and sustainable manufacturing is key to strengthening our health sector,
therefore, businesses need to embrace B2B digital technologies in their
operations. The integration of intelligent systems and digital technologies has
already led to new management approaches and capabilities, and a focus on
implementing sustainability, both locally and internationally.

The importance of supply chains should not be underestimated. The outcome of
many past battles, campaigns and wars has been decided primarily by logistics. In
our context, digitized, efficient and effective Health Supply-Chain Management
will be crucial in the fights against HIV, TB, NCDs and malaria.
Access to affordable healthcare is a human rights issue, and a well-functioning
technology-empowered supply chain is critical to achieving universal health
coverage. With Covid-19, we saw an emphasis on digital technologies for the
health sector, since manual systems can simultaneously create multiple
problems, like delays in inputs, stock-outs, overstocking, products expiry, etc.
In a sector where actions can dictate life and death, integrated systems for proper
planning, implementation, monitoring and evaluation can be an actual life-saver.
Thus, African countries need to strengthen their supply chains with technological
innovations, to be better prepared for future disruptions.

John Karani

Chairperson

Kenya Institute of Supplies
Management (KISM)

What is IFC’s focus in East Africa?

International Finance
Corporation (IFC)
Amena Arif

In recent years, Kenya has spearheaded fantastic
products and innovations in the financial services
ecosystem. The latter, with almost 70% of our portfolio, is a key sector for IFC in East Africa. Financial

County Manager of
East Africa and Malawi

intermediation is at the heart of every sector, and our
aim is to support businesses so they can stay afloat
and connected while adhering to health safety
measures.
We appreciate the fact that small and medium
organizations are a key driver of growth and employment. Subsequently, even though we do not fund
SMEs directly, we can support them by working with
local financial institutions.

How involved are you in the healthcare space
At IFC we focus on areas where digitisation can
facilitate social good and speed up sector growth. The
healthcare segment falls firmly in this category.
HealthTech, which has also enjoyed increased
attention amid pandemic-related constraints, can
significantly and quickly expand access to healthcare.
It can therefore provide crucial tools towards realizing
the country’s ambition of Universal Health Coverage,
as outlined in the government’s Big Four Agenda.

How do Kenya’s health supply chains
rank regionally?

A project we put together in the healthcare segment
is the Africa Medical Equipment Facility (AMEF). In

The fact that our Nairobi office is one of our largest
globally and that our outstanding investments in East
Africa are about $1 billion with 26 advisory projects,
is in part due to Kenya’s advancements in the digital
financial-services sector. These advancements have
transformed the way businesses operate, including in
the

healthcare

segment,

and

have

urged

a

technological mind-set throughout the country.
For example, hospitals and pharmacies are leveraging
mobile payment solutions for their patients, and in
parallel we see such solutions permeate in many B2B
spheres. SMEs reap an especially high socioeconomic impact from this trend. There are very few
countries globally that can compare with what Kenya
has done in this space.
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Kenya, this is a partnership between IFC, Cooperative Bank of Kenya, and three providers of
medical equipment - GE Healthcare, KARL STORZ
and Phillips.
Through this initiative, we are making a lowinterest-rate loan facility available to Co-operative
Bank, the local financing partner for AMEF, to support
purchases of specialized medical equipment through
the partnering medical equipment providers. The
objective is to support small and medium-sized
clinics, hospitals and other healthcare providers who
wish to invest in dialysis machines, scanners and
other key medical equipment. The ultimate goal is to
expand access to life-saving technology to a
lower-income strata of the population.

How do you support digital innovations

How has the pandemic affected Kenya’s

in health?

digital journey?

One of the striking recent examples is TechEmerge,

At times, the pandemic made face-to-face business

which links innovators with service providers in the

impossible, so small businesses are putting more

health sector. We piloted the program in India and

thought toward digital solutions. The conversion has

later in Brazil. We have now brought the concept to

changed a lot in the past few years. Today,

Sub-Saharan Africa, with Kenya among the three

technological adoption is driven by demand for specific

focus countries.

services, namely consumers even in remote areas are
thinking: “I need to buy a smartphone to access certain

The initiative has already sprouted and scaled digital

services”.

innovations in operation efficiencies, patient care and
remote monitoring. The pilot projects in Kenya span

This closes the virtuous cycle of the technological

across various sub-sectors like management and

environment driving digital innovations which then

prevention

prompts the adoption of further digital building blocks

of

chronic

health

conditions,

tele-

radiology and long-term archiving of medical data, a

like smartphones.

connected ultrasound system, mobile-based 911
technology for emergency response services, and

Digitization will be a huge driver of growth in Africa,

clinical decision support technology for healthcare

and especially in Kenya where many of the building

professionals, to mention a few.

blocks for digital adoption are already well established.

Did the pandemic change IFC’s projects
and priorities?

What technological priorities should
be addressed next?

IFC has supported Kenya throughout the pandemic,
deploying $115 million through its COVID-19
fast-track global financing facility. This facility was
availed to several financial institutions in Kenya
supporting them to increase lending to small
businesses vital to the country's economy.

Certain digital advancements can have an amplifying
effect, and they need to be prioritized. For example,
how fast and how well can we provide access to
affordable internet even in rural areas? How can we
enhance digital literacy across the country? When
can the country adopt a national digital ID? Where

Most recently, it was extended to Diamond Trust
Bank and Equity Bank to enable them to provide rapid
working capital facilities to their corporate clients.
The objective is to help business through the
pandemic period, with a focus on recovery and
reconstruction.

can the deployment of tools like geo-tagging, AI,
machine learning and block chain bring the most
impact?
We, at IFC, are excited to support Kenya in the next
steps of its digital transformation journey.

In the meantime, we continue to offer loans and
make investments with the objective of strengthening

Kenya’s

supporting

financial

priorities

like

services

sector,

SME

financing

while
and

climate-smart projects.
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World Health
Organization (WHO)
Dr. Juliet
Nabyonga-Orem
Acting Representative for Kenya

Although we are yet to get to national scale with some
of the innovations, the strategic direction is already
put on paper, and the country has demonstrated strong
commitment towards implementation.

What is the country’s progress regarding
equitable provision of health services?
Bringing health services to remote populations is a
tremendoustask which cannot be solved by the health
sector alone.
I can summarize Kenya’s major investments which
bring the country closer to health provision equality.
These are: increased investment in health, expanding
infrastructure and human resource. All three categories have been amajor focus for Kenya over the past
decade.
Another key element to health service equality is the
increasing

health

insurance

coverage.

The

government has taken the lead with reforms of the
National Health Insurance Fund, aiming to improve
efficiency and effectiveness of the programme.
There is also the commitment for an expansion of the

How is Kenya’s digitisation of the health

benefits package and services reimbursed by the

sector progressing?

health insurance scheme. In terms of political commitment towards Universal Health Coverage, Kenya is a

When it comes to digitisation, Kenya is one of the

role model for the continent. In the early days, four

pioneer countries in East Africa, mostly due to

countries made made UHC a political commitment at

innovations in payment solutions like M-Pesa. As

Presidential level, i.e. South Africa, Nigeria, Kenya and

for Health, there is still a way to go.

Rwanda. In the latter two, this commitment has been
followed by robust strategies, significant resources

The sector has a strong potential for digital

and persistent implementation. The results are

transformation, as recognized by the Ministry of

already palpable with improvement of indicators

Health through its various strategy documents

around maternal mortality, HIV, TB, etc.

and pilot programs. We have seen intention and
initial action towards leveraging ICT infrastructure

What actions could accelerate efforts in

and mobile penetration to drive e-health services

health digitisation?

and advancements, for example in medical
record-keeping.

With the steps taken so far and with the well-laid out
e-health strategy and policy that the Ministry has
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put forward, Kenya is on the right trajectory.

Health Coverage, for which Kenya is well on track.

I see no need for significant structural changes, but

Another key initiative for us is the digitisation of

rather continued persistence in enhancing ICT

medical records across health facilities in the

infrastructure and internet access, improving the

country. Before the existence of electronic medical

consistency of standards adoption, working to

records, patients would receive a folder of papers

enforce data protection, etc.

with

their

consultations,

findings,

diagnosis,

medications prescriptions, etc. Then, they would
The areas which could be explored further, in my

need to carry the folder anywhere they go for

view, are IT literacy for medical professionals and a

treatment. If they lose the folder or any papers in it,

more systemic approach to digital solutions across

they lose progress in their health journey.

many various stakeholders.

Additionally, each time they came with a new
ailment, they would not have any records since the

For the former, as medical professionals are

history of their previous visits would have been

increasingly required to work with digital solutions. It

basically lost.

is important that such skills are incorporated within
the curricula of the relevant education degrees.

The proper implementation of electronic medical

Similarly, we need to find a way to upskill the existing

records not only resolves this problem and makes

healthcare workforce and enable them to adapt to

referrals much easier, but also permits umbrella

the changing times.

organizations to aggregate health statistics for the
general population. The implications on resource

As the health sector players are working to find the

allocation

right solutions, we see numerous fragmented pilots

significant.

and

efficient

decision-making

are

with systems which cannot communicate with each
other. The other phenomenon is stand-alone digital

What challenges should the Health sector

products which have no capacity to become

consider in its digitisation efforts?

comprehensive solutions. The next step would be to
strengthen the implementation of the e-Health

From my experience on the continent, at times

standards, and emphasise the need for integration of

automation has the peculiar effect of moving the

solutions across different stakeholders.

emphasis of data use from the local level to a
regional or national level. Evidence-based culture

Tell us about a WHO initiative in

is even equally important for implementation as

health digitisation.

for strategy. Digitisation should be considered a
key asset at the local level, beyond its use as a

As WHO, we take keen interest in the health sector’s

reporting and oversight tool for the strategic-level

digital transformation journey. For example, we were

decision maker.

part of the team supporting the Ministry’s “Kenya
Health Sector Strategic Plan, 2018-2023”.

The next step in the journey should also be taken.
Namely, once the data is collected and the reports

This document, in my view, has been instrumental in

are reviewed, consideration should be given to how

aligning the efforts and resources of partners across

the organization can make use of all this

the public, private and development sectors. A major

information and what improvements in decision

milestone here is the achievement of Universal

making, planning, etc. are needed
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Africa Resource Centre
Anthony Okoth

East Africa Regional Director

in the region can learn from the systems and
structures in Kenya.
What are some of the challenges?
Unsurprisingly, one of the first challenges for the
healthcare sector in any African country is funding. In
the 2001 Abuja Declaration, African Union members
committed to allocate minimum 15% of their national
budgets to the provision of healthcare.
Twenty

years

later,

Kenya’s

expenditure

on

healthcare is only around 5%, with Tanzania and
Rwanda marginally higher at 7% and 8% respectively,
which is still far below the objective. This is
compounded by uneven and at times unreliable
resource allocation. The unfortunate fact is that interventions on major diseases such as Malaria and
HIV/AIDS are still primarily funded by donors.

What actions can boost the healthcare sector?
The biggest gap I see is the missed opportunity owing
to low utilisation of data and Artificial Intelligence (AI).
Using data and AI can have a significant stabilising

How do Kenya’s health supply chains

impact on the sector while raising the quality of care.

rank regionally?
One of the breakthroughs Kenya made on this front is
Kenya’s healthcare supply chain is advanced for East

the Covid-19 vaccine programme. The Kenyan

Africa. The systems and principles in place here are

government already had a deep understanding of

quite strong, and efforts are underway to make them

vaccine distribution even before the pandemic hit,

even more robust. The 2020 -2025 Health Products

and had the foresight to engage technology

and Technology Strategy by the Ministry of Health, for

companies actively in this area. The result is a

example, takes a supply-chain-wide approach and

well-organised and efficient vaccination campaign,

brings all sub-sectors under one umbrella. This

fully based on digital structures.

approach is complemented by significant privatesector engagement for the purpose of identifying and

What is the larger role of digital technologies

addressing key gaps in healthcare provision countrywide.

in the sector?

Despite the Covid-19 millionaires’ fiasco in the early

Before

days of the pandemic, the sector is a model of how

shortcomings in the healthcare sector was the

the country can deliver to the last mile. Other nations

inability to convert collected data into actionable

12

the

pandemic,

one

of

the

biggest

insights for use in decision making. The hardships of

target placement of solutions and products. Conso-

Covid-19 brought about a mentality shift. For the

lidation of data and continuous insights gene- ration can

government, the entire Covid-19 programme was a

make it possible to predict disease out- breaks or improve

training exercise in digital-first thinking. This was

stock management of health-care supplies.

best illustrated in tracking technologies for patient
contact tracing.

By deploying existing technologies creatively, we will
be able to gain significant socio-economic benefits at

Technology has further applications during the

extremely low costs.

vaccination period as well, where sophisticated data
tools have been used to identify gaps in service and

Tell us about your joint project with Xetova.

thus improve responsiveness to local needs. One
such area is the acquisition of more vaccines where

Our partnership with Xetova, which I’m thoroughly

they are needed and the offloading of those whose

excited about, could not have been more timely! ARC’s

expiry date is approaching.

model is founded on getting the right consultant to
resolve specific challenges for the Ministry. This

Digital transformations are not new to Kenya. Many

means engaging numerous one-off consultants,

of the FMCG companies are already making strategic

which works well in many cases. In Xetova, we found a

decisions based on data. The healthcare sector can

flexible partner who brings expertise from multiple

learn from these experiences, and apply them to

dimensions. Our specialty at ARC is to discover the

critical areas like preparedness for emergency

right experts to work with, and Xetova has earned its

response in future pandemics.

place as our AI services go-to solutions provider.

What is next in the digital future of Kenya’s

Currently, our project focuses on using data to help the

health sector?

Ministry of Health crystallise its priorities and integrate
a digital mind-set in all its decision-making processes.

The pandemic taught us a lot. What we need now is
to apply the lessons across the board. First and

The next step will be to transform the Ministry’s data

foremost, we need to move away from the traditional

to enable the creation of diagnostics and treatments

ways of delivering healthcare services such as having

by private sector players. Beyond that, insights can be

HIV patients crowd facilities to get drugs. We can

generated to support Kenyan health-sector leaders in

utilise across various sub-segments the differen-

their efforts to adapt to the immense changes

tiated channels of distribution which were developed

required in digital transformations.

for managing the pandemic. This should include
remote engagement through telemedicine, medicine

We are at a turning point. We can choose either to go

delivery to replace distribution centres, digital and

back to business as usual or we can deploy digital

mobile information campaigns and mobile payments

technologies that help transform the entire value

for healthcare services.

chain of healthcare.

There are new and exciting technologies coming up,
which can become a reality if the government
continues to work closely with the private sector.
We can deploy geo-mapping of catchment areas to
identify concentration of patients and to strategically
13

Case Studies

Kenya Medical
Supplies Authority
John Kabuchi

Ag. Chief Executive Officer

Perspective
The procurement, stock-management and distribution of medical supplies are sensitive, important
and highly complex activities. They cannot be
successfully managed at scale without the use of
digital technologies.
Early in KEMSA’s history, we deployed an Enterprise Resource Management (ERP) system and
soon after - Logistics Management Information
System (LMIS). Both have been instrumental in
organizing our operations and we have updated
them over the years.
More recently, we deployed a mobile application,
i.e. the eProof-of-Delivery app, which help us maintain direct relationships with our customers.
Our most recent digitization project, implemented
by Xetova, is bringing immense efﬁciencies to
KEMSA’s operations and procurement planning
processes, and helping us make sense of the large
amounts of data we collect on a regular basis.

Company Overview
Company Type: Health Products and Technologies Supply Chain Organization
Headquarters: Nairobi, Kenya
Ownership: State corporation
Agency Established: 2002
Authority Established: 2013
Market Position
Largest in Sub-Saharan Africa
Core Service
Procurement, Warehousing, Distribution
Facilities
Nairobi Headquarters Warehouse,
24/7 Supply Chain Centre with
modern infrastructure
3 Distribution Centres
5 County Depots
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Case Study Digital Interventions

for Efficient Pharmaceutical Product Distribution

Situation

Complication

In pharmaceutical distribution, especially on a national scale,

By their nature, medical products are a sensitive and compli-

operational improvements and efﬁciency gains can save lives.

cated item to handle:
They are vital and lifesaving

As resources are always constraint, inaccurate forecasting or

Most have short life-span, making wastage likely

planning can result in a shortage of life-saving medicine,

The efﬁcacy of the products decreases with time

while another drug expires in stock.

Some are often imported, which takes a long time
Some are very costly, tying up precious resources

Value Chain
As logistics is a primary function for KEMSA, its value chain is

other are the 47 counties with urgent needs for life-saving

understandably complex. On one side are thousands of differ-

medication, and their 8,000 health facilities, to which KEMSA

ent medicines, each of which requiring multiple suppliers

needs to deliver directly.

with different pricing, ordering and delivery terms. On the

Local / International
Pharma Products
Manufacturers

+

Direct Orders
via LMIS

KEMSA
Distribution Centers
incl. HQ Warehouse

47 County
Governments

Direct Orders
via LMIS
KEMSA
County
Depots

8,000
Health
Facilities

Send requirements

Proof of
Delivery App

Digitisation Timeline
With such a complex value chain and logistics challenge, KEMSA
has started its digitization journey over a decade ago. This has
prompted the Agency to set-up comprehensive data-collection
mechanisms, resulting in a throve of data, which is analysed and
visualized for crucial insights under the current stage of KEMSA’s
digitization journey.

2020
2015

2013

Version 2
Launch

2022

2019

Version 3
Launch

Version 1
Launch

2012

2021

Xetova: Predictive and
Prescriptive Platform

2013

Upgrade

Version 1
Launch

Logistics Management
Information System (LMIS)

Enterprise Resource
Management (ERP) system

Case Study

Data Visualization and Tracking

Impact
Before implementing the Xetova solution, KEMSA struggled
to make sense of the large volumes of data it collected.
Through several powerful trackers, it has now gained end to
end real-time visibility of its operations. The Pipeline Tracking, Disease Mapping and Order Status dashboards permit
KEMSA’s logistics experts to stay on top a large volume of
order from diverse suppliers.

Query time has reduced
from 15 days to a few
seconds.

Pipeline Tracking
Through pipeline tracking, KEMSA has all of its orders in one
place. This allows the Agency to track KPIs, quickly recognize
problematic areas and focus its efforts on supplier engagement, instead of spending precious hours on summarizing
orders data.

Summary data
on all orders

Custom ﬁlters

List of orders in
the pipeline with
key characteristics

Order Status
The individual orders can be viewed with granular details on
their status, improving the ability to plan and understand the
root cause of delays.

Est. days to
completion,
status,
% completed

Order
summary

Disease Mapping
Real-time disease mapping as well as the ability to review
historical disease data allow KEMSA’s experts to look for
patterns and prepare for upcoming spikes in demand of vital
drugs.
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Detail on the
document- and
logistics- journey
of the order

Case Study Predictive and Prescriptive Analytics
Impact
Going one step further than visualization and tracking, the
Xetova Prescriptive and Predictive Analytics deploy powerful
AI to identify historic patterns and forecast changes in
demand. This permits for stock optimization, i.e. reducing the
amount of wasted product and locked-in resources, while
improving the availability of life-saving drugs.

Expected 50-60% stock
availability improvement
Expected 30-40%
reduction of wastage.

Procurement Triggers and Advisory
KEMSA’s experts are alerted of diminishing stocks or other
triggers requiring review or procurement action. The process
automates the analysis of large data sets, while permitting
KEMSA to retain ﬂexibility on cost-incurring action like resupplying medication.

Stock Level warnings based on
the priority of medications

Financial summaries enable
budgeting

Consumption Forecasting
A predictive analytics engine takes in a large volume of
historic data, combined with disease patterns from external
sources, and outputs forecasts for individual medication by
county for any future period.

Custom Filters: Forecasting
Period, Product Type, County

Forecasts of quantity and
costing

Xetova Buying Module
The solutions presented here are part of Xetova’s Data-Science-as-a-Service offering, which currently comprises of for
modules: Buying, Supplying, Financing and Distributing.

The Buying Module is split into eight sub-modules:
budgeting, requesting, contracting, ordering, delivering,
paying, warehousing/ storing and distributing.

M.P. Shah
Hospital
Dr Toosef Din

Chief Executive Officer

Perspective
2022 presents an exciting new phase in our digitization journey, and the recent on-boarding of our
Strategy and Innovations Manager demonstrates
our commitment to new technologies.
On one side, we are in the process of rolling out
several patient-centred digital services, including
telemedicine and virtual consultations. On the
other, digitizing operations has been a key focus
in the past few years, with a clear shift away from
data crunching and towards a visible impact on
the business.
Regarding the turnaround time (TAT) monitoring
system, our team provided a simple, automated
solution to record the time it took the housekeeping staff to prepare patients’ rooms. The
data is instantaneously turned into a report with
insights for decision-making. For this solution, we
were honoured to receive the Africa CIO100
Award for the Health Sector.

Company Overview
Company Type: Hospital
Headquarters: Nairobi, Kenya
Market Position
Among top hospitals in Kenya
National referral facility, ISO-certiﬁed
Core Services
General: admission, casualty, laboratory,
surgery, etc.
Specialized: cancer, diabetes, kidney,
orthopaedic, etc.
Clinical: pregnancy, psychotherapy, ENT,
dental, etc.
Presence
1 main hospital in Parklands
3 medical clinics in Nairobi
Recent Investments
2020: Amazon Web Services (AWS) Cloud
2021-2022: Digitization of operations
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Case Study Turnaround Time Monitoring System
Stepping Stones

Challenge
Due to the pandemic, the number of patients increased signiﬁcantly.
Reducing the amount of time for a patient to get a bed became a
priority. One step in that direction was improving turnaround time for
cleaning staff, but there was no practical way to measure it.

A number of systems had to be in place,
before such a solution could be conceived.
Existing Email systems
Excel expertise

Investment Decision

Phone system with in-patient rooms

Many systems were available for purchase but with socio-economic
and travel restrictions due to the pandemic, the hospital decided to
leverage on existing resources instead of implementing a new system.

Cisco phone system
Statistics generating system

Solution
Cleaning staff enters the empty
patient room, and dials a code
on the phone to sign in
When they have ﬁnished
cleaning, they enter the
code again to sign off.
Once the code is entered in the Cisco Phone System by
the cleaning staff, Variphy, the Call Reporting software
automatically E-mails a report to the manager with the
timestamps. This triggers an automated Excel Dashboard
with visualizations and analytics of the TAT status.

Cisco Phone
System

Call Reporting
System

Email
System

Automated Excel
Dashboard

Improvement in TAT was observed already
in the ﬁrst month of implementation

Implementing a new
Hospital Management
Information System (HMIS)

Integrating New Systems
Finance
Picture Archiving
and Communication(PAC)

Integrating Existing Systems
Reporting Systems
Certain Laboratory
Equipment

Next Steps: 2022 Plans
Beyond mining existing data to gain deeper insight into operations and assist strategic decision-making, the team will be
busy implementing a drastically new version of the Hospital
Management Information System (HMIS). It will fully digitize
operations, replacing paper-based manual processes. The new
HMIS will integrate with numerous new and existing systems.

UAPOld Mutual
Japheth Ogalloh
Acting CEO Kenya

Perspective
Digital solutions are critical to the provision of
medical insurance.
Since insurance providers typically outsource the
medical service to hospitals and doctors, there
are a lot of actors who need to be in regular communication.

Traditionally, the sector is very

paper-based with high volumes of paperwork
exchanged.
Digitization can entirely remove the need for
physical documentation which brings about
efﬁciencies and – importantly – improves service
delivery timelines. In the last 4-6 years, the industry has made a journey towards digitization, and
the sector is around 50-70% to becoming paperless, with different companies at different levels.
With the entire world going digital, medical
insurance is no exception.

Company Overview
Company Type
General Insurance Provider, including Health
Insurance
Headquarters Nairobi, Kenya
Group: Old Mutual
Founded: 1945
Ownership: publicly-traded
Market Position
1.2 million customers across East Africa
Group’s Core Services
Health Insurance: Corporate, SMEs, Family
General insurance
Life insurance and pensions
Fund management
Banking
Presence:
17 countries in Africa, Asia, Latin America
East Africa: Kenya, Uganda, South Sudan,
Rwanda, Tanzania
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Case Study Digitising B2B Communication
Challenge

Transformation Journey

In the medical insurance sector, processing claims is a
time-intensive and expensive exercise. Yet, it is a crucial part
of the business, and a long claims processing time is a
major cause for customer frustration.

In parallel to the work on the EDI, which is a comprehensive
solution to the problem, UAP-Old Mutual deployed strategies for efﬁciency gains. These strategies also helped the
counterparts in the transition to a more digital approach.

Before 2018
1

Fully Paper-Based
2

3

4

5

H

Claims are
ﬁlled out on a
paper form by
the patient

Patient runs their
SMART card,
providing
insurance data.

The hospital
staff types key
information on
their own
system

6

Claims are
delivered
in batches to the
insurance
provider

Claims are typed
on
the insurance
provider’s
system

Vetting and
processing
of claims is
done on
the insurance
system

Manual
Reconciliation on
payments
through excel
sheets and email
exchanges

Upload Replaces Delivery

2018-2019
UAP launches a OneDrive Portal where all hospitals and private-practice doctors could upload
the scanned claims. This eliminates the need to
transport the physical papers, and enables faster
claims approval.

1

7

I

2

3
H

4

The hospital
staff types scans
the claimed
document

The Hospital staff
uploads the scanned
document on One drive

5

6

7

I

Early 2021

Comprehensive Solution
EDI: Electronic Data-Interchange Platform
2

3
H

Patient runs their
SMART card, providing
insurance data.

6

EDI

Hospital staff types the
claim, which reﬂects in
EDI

With EDI, complete claims data- both Clinical and Financial-is
automatically transmitted from the hospital core system, so
there is no need to generate physical papers. By extensions, this
eliminates the necessity to capture data from a printed version.
Also, both the insuarance provider and the hospital now have
visibility of the status of the submitted invoices, which cuts out
the need for manual reconciliation.
The only thing remaining non-automated process is claims
validation against the policy terms, i.e step 6: vetting

Vetting and processing
of claims is done on
the insurance system

Outcome
Average Claims Processing Time reduced from
50-60 days to 15 days
Manual reconciliation is now unnecessary,
saving 60 work hours per month.

Next Steps: 2022 Plans
Working on various process automation solutions with the ultimate goal to make average claims processing almost instantaneous.

GlaxoSmithKline
(GSK)
George Onyango
General Manager

Perspective
Pharmaceutical companies promote their products to doctors and pharmacists primarily via
physical meetings, detailing how the medicine
works, its cost, its relative safety proﬁle, and the
appropriate situations for its prescription. In
Kenya, advertising medicines to patients is illegal,
so the interaction with the healthcare providers is
critical. With the pandemic and due to time constraints, access to clinics is limited. Pharma companies have to seek new ways to reach doctors
with their messaging.
Here, the omni-channel concept comes handy. A
key challenge we attempt to address through it is
choosing the most appropriate channels to reach
each doctor, hospital or pharmacy chain. Thus,
our digitization efforts are focused around understanding these channel preferences, developing
assets that best enhance the doctors’ and pharmacists’ experience with GSK, testing out what
works, and collecting data on the effect of various
approaches.

Company Overview
Company Type
Pharmaceuticals Manufacturer
Headquarters:
Brentford, United Kingdom
Market Position
Among top international pharma manufacturers
600 employees
Key Products and Activities
Research and development of a broad
range of pharmaceuticals, vaccines and
consumer healthcare
Key pharmaceutical sub-sectors
pain relief, digestive relief, respiratory relief,
vitamins
Kenya Presence
Production plant in Nairobi
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Case Study Omni-Channel with Prescriptive Analytics
Situation

Challenge

Decisions regarding a pharmaceutical product involve multiple healthcare providers, i.e. doctors, nurses and pharmacists.
Access to the latter is increasingly difﬁcult, and there are
many information sources available to them. Thus, approaching them through the right channel is becoming crucial.

Medical representatives, who are the experts on the ground,
have to visit a large number of doctors. Nowadays, doctors
expect them to be at the right place, time and channel, with
the right content in the right format.

Solution

Centralized Data
Collection

Data Sources

Social Media

Medical Rep Visits
With A Doctor /
Pharmacists

An omni Channel rep is not focused just on “online” but
also “ofﬂine” engagements. The system equips medical
re-presentatives with a digital arsenal, and empowers
them to use the channels preffered by healthcare provider

Market Research
Rep Email
Phone/ Virtual
Interactions

Data Types
To remain competitive, GSK adopted a modern, data-driven and customer-centric approach. Beyond digital touch
points, this involves leveraging data through a proprietary
recommender engine with the aim of transforming the
customer engagement experience.

Healthcare Provider Characteristics
Healthcare Provider Type
Preferred Communication Channels
Opt-in for digital communication
Consumption of GSK digital content

Data Analysis
Insights Generation
Combining the gathered
information permits to draw
insights into what challenges
healthcare providers face. This
may involve crucial topics like
correct dosage or accurate
medical information.

Omni-Channel
Experience Tool
An AI with prescriptive
analytics deﬁnes the next
best action for a medical rep,
based on the Doctor’s
Characteristics and rep’s
notes from visits.

Value Addition
Insights can be transformed into actions and value-adding
services. The omnichannel system helps understand the
healthcare provider, create content relevant to them,
connect on their preferred channels, and engage them at
the right time

Useful Apps
Commercial engagement tool, since 2019
Antibiotics dosage guide, since 2020
Healthcare Provider - Patient Engagement
mobile solution, planned
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Informational Content
Webinars
On-demand Video Content
Technical Articles / Papers
Virtual Conferences

Special thanks to everyone who contributed
their time, energy and brainpower towards
making this report possible.
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