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1 Terms & Conditions for 
use of AI Systems

Purpose of the AI System

Nature of AI Responses

Terms & Conditions for Use of AI Systems

These Terms and Conditions govern the use of KPLC’s Artificial Intelligence 

(AI) systems, including AI-powered assistants, chatbots such as Nuru 

(collectively referred to as the “AI System”). By accessing or interacting 

with the AI System, you acknowledge that you have read, understood and 

agree to be bound by the following terms and conditions: .

4 Human Oversight and Escalation
Purpose of the AI System
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Transparency and Fair Use

Data Protection and Privacy

The AI System is designed to support customer service delivery and 

operational efficiency, including responding to customer inquiries, 

outage reporting, account support, information provision and 

facilitating communication with KPLC representatives.

7 Automated Processing Nature of AI Responses
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Limitation of Liability

Security and Prohibited Use

Responses generated by the AI System are automated and may not 

always be fully accurate, complete or up to date. The information 

provided is for general assistance purposes only and does not 

constitute legal, technical or professional advice.

10 Continuous Improvement Human Oversight and Escalation

11 Acceptance of Terms
Customers may request escalation to a human representative for 

complex matters, disputes, complaints, high-risk transactions or where 

clarification is required. The AI System shall not be the final authority in 

matters that significantly affect customers’ rights, obligations or access 

to services.

Transparency and Fair Use

KPLC will endeavour to ensure that the AI System operates in a lawful, 

fair, transparent and non-discriminatory manner. Users are encouraged 

to provide accurate information and to use the AI System responsibly 

and only for lawful purposes.

D ata Protection and Privacy

KPLC processes personal data collected through the AI System in 

accordance with the Constitution of Kenya, the Data Protection Act, 

2019 and other applicable laws. User interactions may be recorded, 

monitored and analysed for service improvement, quality assurance, 

security, compliance and dispute resolution purposes.

Automated Processing

Where the AI System supports automated decision-making, KPLC shall 

provide appropriate safeguards in line with applicable law, including 

the right to request human intervention, seek clarification and 

challenge decisions that may significantly affect a user.

L imitation of Liability

While KPLC endeavours to ensure reliability and accuracy, KPLC shall 

not be liable for any loss, damage, delay or inconvenience arising 

from reliance on information or responses generated by the AI System.

Security and Prohi bited Use

Users shall not misuse, interfere with or attempt to compromise the 

security, integrity or functionality of the AI System. KPLC reserves the 

right to suspend or restrict access where misuse, abuse or unlawful 

activity is detected.

Continuous Improvement

KPLC may review, update or improve the AI System and these Terms 

and Conditions from time to time without prior notice to align with 

operational requirements, technological developments and applicable 

legal and regulatory obligations.

Acceptance of Terms

By continuing to use the AI System, you confirm that you have read, 

understood and consented to these Terms and Conditions.

I Decline I Accept


