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                                       Gift Services In Nairobi  
 

Gift services in Nairobi and generally in Kenya are essentially facilities linking suppliers with 

consumers, same way as neighborhood kiosks, online shops or supermarkets would do. The 

difference is in the branding; the ability to take every day items package and present them as 

‘gifts’. 

 

For instance one Gift Service has taken an assortment of chocolates which can be bought over 

the counter in a supermarket, wrapped them creatively in a box, put some ribbons and named the 

package the “I’m Sorry gift hamper”, with the tagline “The best way to show remorse”. The 

price is 160% that of a supermarket. 

 

The consumer who purchases the gift may or may not know the price of the same products in the 

supermarket. At that particular point price will be secondary to the ability to express the 

particular remorse. The emotion supersedes any concerns about price. And that is what makes 

Gift Services different from other shops; the ability to stress the emotional element of any item, 

and make money out of it. ‘Basically the gift services are saying hey look, you would lift your 

friends or relatives spirit if you gave them this item.  Trust us, we know it.’ This applies both for 

corporate and individual gift services.  

 

It’s important to note that among the Gift Services operating in Kenya, only a few make original 

items to offer as gifts; mainly bakers and craftspeople. The rest purchase items from various 

local or foreign sources, package, brand and sell. 

 

There are over 510 gift services operating in Nairobi. This figure includes shops both online and 

offline which have made efforts to brand themselves as Gift Services. The figure could be higher 

considering nowadays that there are many services operating informally, sometimes only serving 

a small group of friends or institutions. The figure does not include traditional shops like curio 

dealers, Maasai market vendors, supermarkets and individual importers who offer items without 

branding as “gifts” though there are consumers who will buy and give to other as gifts. 

 

In the online space of which this report is biased towards we counted 96 shops. These run 

through websites, Facebook pages, online classifieds, Pinterest and other forums where they are 

able to display their items and talk about themselves. 

 

Competition in the business has been increasing. Around 64% of the online shops have come up 

in the last 3 years. Competition will continue to increase. This is because the barriers to entry in 

the business are low. There are services which have started with Kshs.3000. They invest in a 

Face book page, list small affordable items and source only when they receive an order. Others 

don’t even have a Facebook page but advertise through online classifieds and Facebook groups.  

 

Demand for gift services is also increasing. Though traditionally in Kenya there hasn’t been an 

entrenched gift giving culture that is changing. A more sophisticated group of consumers is 

emerging.  By socialization, education, exposure through television and the internet these 

consumers have developed advanced tastes. With some internalizing habits such as gift giving. 
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These are the consumers who have or attend white weddings, numerous parties and mark 

hitherto uncelebrated days like Mother’s Day, Father’s Day and even Halloween.  The increase 

in demand has simultaneously led to a rise in the number of gift services.  

 

About 6 years ago one of the biggest barriers to running an effective gift service was the logistics 

and cost of delivery. However with the growth in the number of courier and errand services 

operating at different levels and within different locations logistics are not as much a headache as 

before. Opportunities still abound in the market. With product differentiation and clever 

marketing anyone can penetrate the Gift Services market at an individual and corporate level.  

 

                                             
For  Gift Services targeting Corporate Organizations  you need to think of: 
 

 Formal registration – Some organizations will trade with any business as long it has 

registered business name, while others insist on the business being a limited company, 

with all the necessary trade licenses even those issued by the county government. To be 

on the safe side its advantageous to fully registered.  Most organizations will also require 

you to have a  Kenya Revenue Authority  PIN number. This is issued free of charge by 

KRA.  

 

 Reference Point - A physical reference space in terms of an office, shop  is good since it 

helps build confidence. There are gift services  without offices but which serve corporate 

customers sometimes by using friends’ offices  and shops as reference points. 
 

 

 Reliability is a key when it comes to corporate customers. They want the assurance that 

you will supply the products as you have described or as per the sample you have shown. 

This means you have to be sure your suppliers won’t let you down. Delivering on the 

agreed time is also important. 

 

 Contracts to supply organizations with gifts are acquired in a variety of ways. Some 

organizations will look up items on websites, directories and other media then get in 

touch with Gift Service. Others float tenders. Still others react to the marketing efforts of 

the Gift services. This could be through salespeople, free samples or presentations.  
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Corporate firms also get suppliers through references. When it comes to government 

organizations and quasi private entities like cooperative societies lobbying and 

‘incentives’ to the right people could be necessary to win contracts.  In all the situations a 

proactive aggressive approach is more effective. 

 

 Most corporate organizations pay for supplies within 30 and 90 days of delivery. This 

means that you should have enough capital to supply the products and run the business 

until you receive payment.  

 

 

 

 

 

                                        
 

 

 

                           Types of Gift Services In Nairobi 

 
Gift Services in Kenya can be classified in several, albeit overlapping, categories: 

 

  By ‘Location’ the services can be classified as: 

 

Online Gift Services 

 

Online Gift Services largely use the internet as their major channel for sales, customer 

interaction and acquisition. They are either an extension of the brick and mortar gift shops or 

fully based online. 
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Their online presence is through websites, Facebook pages, Pinterest, Twitter, Classifieds or 

other online media. The quality of the Facebook pages and websites vary. And so does the skill 

of the owners and staff in using these to win customers. 

 

The online Gift Services can further be classified into formal and informal. The formal shops 

have a physical address which acts as a warehouse, office or simply a reference point. They are 

better organized in terms of licensing and sometimes even operations. An example of this is 

Purpink which has website and vibrant Facebook page. (Updated several times a day and with 

over 23000 Likes) 

 

The informal Gift services are run from homes, the street or other not very definite spaces. They 

advertise their services and when a customer orders they deliver as need be. Some run very 

professional websites while others have low quality brochure like websites. Some of the informal 

services are not registered, do not have licenses, do not pay taxes and are not recognized by any 

authority. Yet some of the informal services are more successful than the formal ones largely due 

to their marketing efforts and products they offer.  

 

 

Brick & Mortar Gift Shops.  

 

These kinds of gift services operate in the traditional sense with no online presence save for an 

email address. Their main targets are walk in customers.  To them location is very important. 

They will position where most of their target market are likely to pass by. An example is Card 

Center along Kaunda Street; Keswick at Yaya Center is also an example of this although it has a 

limited online presence. The Sarit Center and Village Market also have gift shops.  

 

 

 By Target Market Gift Services can be classified into: 

 

Corporate Gift Services   

 

These kinds of service target organizations, businesses, companies, institutions or any other such 

entities. The gifts either take the form of customized products say like printed pens, mats, clocks 

and other such merchandise or gift hampers not customized in any way and including items like 

wine and cakes perhaps packaged in the corporate colors.  

 

Some of the services are purely corporate and do not touch individual customers while others 

focus on both the corporate and the individual customers.  

 

Majority of the corporate gift services focus on commodities, mass items which are only 

differentiated by customization. A few, about 10, specialize in novelty high end items, which 

they customize with a logo or other corporate writing. 
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Individual Gift Services 

 

These kinds of gift services target individuals. Going by the prices and variety of items they offer 

middle class and high consumers are the main target. Common items include wines, chocolates, 

cakes, cookies, biscuits, jewelry, books and flowers. Packages ranges between Kshs.500 to 

Kshs.30, 000. Items are priced at between 25 % and 200% above market prices.  Nowadays they 

win most of their customers through the internet and word of mouth.  

 

 

Expatriate Gift Services 

 

The services in this group target the expatriate community in Nairobi. In addition to having the 

usual items like wines and chocolates they are biased towards handmade crafts, books, art, and 

flowers. They reach their target market through message boards, media targeted at expatriates, 

selected Facebook groups and carefully chosen locations 

 

Diaspora Gift Services 

 

These facilitate Kenyan citizens living outside the country to send gifts to friends, relatives and 

brethren locally.  The services run websites through which those in the Diaspora can select and 

order gifts and have them delivered to specified recipients. In addition to the common flower and 

cakes combination some have beer, live chicken and goats.  The most well known and perhaps 

the oldest of these is Mamamikes.com. Others include Kikapu.com which is run by the Sarit 

Center management. 

 

 

 By Products the gift services can be grouped into:  

 

 

Flowers  

 

Quite a number of gift services specialize in flowers. They could throw in a card or wine bottle 

to accompany the flowers but their core business is flowers. A customer will visit a website of 

such a service, choose a bouquet, and specify the recipient, the flowers are delivered. 

Some of the services allow the customer a level of customization so that they are able to select 

which flowers to include in a bouquet rather than go for prearranged collections. 

 

These services charge a premium price (as compared to purchasing flowers on the street). Their   

target market is the middle and high end customer who has acquired the habit of sending flowers. 

Or who simply have not time or lack the skill in purchasing flowers.  

 

 

Cakes & other Baked Products 

  

Most of the shops in this category don’t start as purely gift services; rather they are baking 

businesses which use ‘gifts’ as a marketing tool. They brand the cakes in ways to tempt 

http://www.crackabusiness.com/


Know the market                        www.kenyaknowhow.com                  0712 473 455 Page 7 
 

consumers to making a purchase. For instance they could have a cake that supposedly should 

convey apologies. Or to celebrate events like Father’s day, Mother’s day, engagement and so 

forth.  To increase their reach some of these partner with other gift services. Some have an online 

presence through websites and social media, while others use off line word of mouth.  

 

 

 

 Chocolates, Wines, flowers Jewelry Gift Services 

 

Such shops have a little of everything. They creatively combine items to increase their appeal to 

customers. They may have up to 50 different items though the combinations are always biased 

towards flowers, wines and chocolates.  

 

 

Novelty Gift Services 

 

 These try to offer unique and rare items both for individual and corporate customers. The kind 

of items includes ‘odd’ fridge magnets, carvings, knives and so forth. They source locally or 

import. A few make the items themselves.  

 

 Branding 

 

Branding in the Nairobi gift service market tends to takes three major forms:  

 

 Corporate Gift Shop - Specializing in corporate customers 

 

 General Gift Shop - Specializing in both corporate and individual customers. Of course 

there are sub categories based on items, customization and service.  

 

 Niche Products - They are niche services either in terms of their target market or the 

products they offer. Branding as niche helps them to enjoy higher margins by spending 

resources on a small but reliable market.  
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To start a gift service targeting individuals:  
 

 Decide how you wish to brand your gift service. It could be a general gift service, 

targeting a particular location, emotion or even products like flowers, chocolates, jewelry, 

art and so on. 

 

 Look for suppliers. Depending on the products, you can just identify the suppliers 

without getting into any formal relationships with them. For instance you know that a 

particular supermarket or wine shop sells a particular brand of wine, and once you get an 

order you just pop in, purchase, package and deliver. On the other hand if you are 

offering items like flowers you may need to form some sort of relationship with the 

flower vendors.  

 

Think of delivery too: will you do it yourself or hire a courier and errand service. There is 

a big variation in prices especially among the errand services so get quotations and 

compare prices.  

 

 Price your items. Consider the margins you want and costs such as delivery and 

packaging. Again price keeping in mind your target market and brand. There are 

consumers who think low prices makes the gift look cheap, while others view extremely 

high prices as exploitive, despite the emotional element. Gift services in Kenya are biased 

towards high end consumers.  

 

 Decide on the best way to reach your target market. Consider this in relation to the 

resources you have. Facebook is the first stop of many services. A Facebook page is free 

to set up. Facebook groups can also be used to reach particular segments. Facebook ads 

when intelligently targeted help to give visibility to your page. 

 

A more robust presence with more flexibility and options can be through a website, 

offline local notice boards or relevant media. 

 

 Though it’s possible to operate a gift service targeting individuals without formally 

registering the business it’s an advantage to have the necessary licenses and at least a 

registered business name. This not only instills confidence among you consumers but 

helps you seize corporate opportunities that could come your way.  
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                            Competition & Differentiation 

 
 

Competition in the gift services market in Nairobi is largely based on:  

 

 Marketing  

 

This is beyond advertising and into all the creative activities aimed at moving products. This 

includes the skill in combining different items to create a hamper and associate it with an 

emotion or event, branding efforts, social media skills, ability to reach customers beyond the 

internet and certainly advertising.  

 

Marketing also includes such additions as helping customers chose items to fit depending on the 

occasion, expression or emotion they want to express.  

 

Some of the fastest growing and relatively new services attribute their success to internet related 

marketing efforts and not the novelty of their products. 

 

 

 Product Differentiation 

 

In actual sense there is no gift service in Nairobi that offers a product that is not easy to source. 

However there are first mover advantages in offering what nobody else is selling in the market. 

There are even more advantages in selling exclusive products which can’t be easily replicated as 

long as they have a functional or aesthetic attribute to them. 

 

Services which offer more than flowers, chocolates and wines try to differentiate this way.  

Where perishable items such as flowers are concerned, services compete by promising 

‘freshness’.  A few services offer exclusively unique items by contracting artists or other 

craftsmen. 

 

Product differentiation is most effective when the item is functional or if it has a high aesthetic 

appeal. If a product has both of these attributes then it will have the most impact in the market. 

Word about such are products easily spreads.  

 

 

 Efficiencies 

 

 In many cases gifts are time sensitive. If today is someone’s birthday it does not make too much 

sense to deliver a birthday cake 3 days later. Thus efficiencies have to do with speed of delivery 

and reach of the service. Where, when and how fast a gift can be delivered to a customer.  

 

Efficiencies also have to do with managing internal costs, intelligent sourcing, and response 

times.  Efficiencies help maintain customers and increase margins.  

 

 

http://www.crackabusiness.com/


Know the market                        www.kenyaknowhow.com                  0712 473 455 Page 10 
 

 Customer Service 

 

Sometimes the customer service of Gift Services collapses under the weight of too many orders, 

unreliable suppliers and efforts to manage costs.  Staff become curt to customers, take long to 

reply to queries, mix up gifts, payment details and even names. So some gift services compete on 

the promise that such a thing will never happen to a customer. Consistent customer service goes 

a long way in attracting and retaining customers.  

 

 

                                           

                                          

 

                                          Operations 
 

Here is a look at some of the key operational aspects of a gift service:  

 

 Stock 
 

There are several modes of operations used by gift services to source and stock products.  

 

Source on Demand 

 

This is especially used by firms supplying flowers. The perishable nature of flowers  and the fact 

that a key selling point of the gift  services is that the flowers are fresh, makes stocking them as 

they wait for orders not a smart option.  

 

Thus many of the gift services form working relationships with chosen flower vendors in 

different parts of the city say City Market, Limuru road, Wastelands and so forth. What happens 

when the service receives an order depends on the relationships it has with the flower vendors. 

 

 In some cases they will pass on the order to the vendor who will package the flowers as 

instructed. A courier then picks the flower and delivers to the recipient. An alternative is to have 

a member of staff of the gift service go purchase the flowers from the vendor then take it to the 
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office or equivalent and package them there.  The bouquet is then given to the courier to deliver.  

The aim is to be as efficient as possible while still satisfying the customers.  

 

 

In order to maintain positive cash flow some of the low capitalized gift services don’t stock any 

of the items that they offer for sale. They have identified suppliers and put them on standby. 

Others will walk in to supermarkets, bookshops or similar shops purchase an item, package as a 

gift and deliver. Such gift services give customers delivery service level agreements long enough 

to give themselves enough time to acquire the items, package and deliver.  

 

 

Warehousing / Stocking Items 

 

These kinds of services pre purchase the items they are offering and stock them in a store or 

warehouse. Once a customer orders they retrieve the items, and package as need be. The items in 

stock are non perishable.  As they expand the services are able to know what quantities of each 

product move at what rate and thus are able to stock intelligently. 

 

 

Shop Fronts  

 

These kind of services act as store fronts. They don’t stock or purchase any product rather they 

display items sold by other shops. They are more like commission salespeople. When they get an 

order they alert the partner supplier to avail the item for packaging and delivery. Sometimes they 

ask the partner supplier to deliver directly to the customer.  

 

Sample Items  

 

Such gift shops have a few items and arrangements which they use as samples through whatever 

marketing channel they are using. They purchase items for delivery as they receive orders. 

 

 

 Pricing 
 

One of the gift services in Nairobi sells a bunch of 20 red roses with no extras at Kshs.1000 

while another sells the same bunch at Kshs. 1800. Still another service sells 36 roses at 

Kshs.3600. The only slight difference between the bouquets is the packaging.  

 

When purchasing flowers from vendors 20 roses would cost between Kshs. 400 and Kshs. 800 

depending on the sellers location and the impression he has of the customer. At the City Market 

the price of an individual rose is usually around Kshs. 20 for most part of the year. When the 

vendors are purchasing in wholesale the prices ranges between 50 cents to Kshs. 5 per stem.  

  

Another Gift Service sells a 1 liter bottle of Amarula at Kshs.4400, the same costs Kshs. 2600 at 

Ukwala supermarket. Drostohof is priced at Kshs. 1390 by the Gift Service while the same can 
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be acquired for Kshs. 650. Chamdor White is at Kshs. 900 compared to a price of Kshs.535 in 

supermarkets.  

 

 

Pricing by the gift services is informed one by the knowledge that the service is niche and 

premium in a way.  There is also the emotion content of giving gifts which makes people more 

willing to spend without worrying so much about the price: the joy of giving the gift supersedes 

any thoughts on price. For some the relief of getting help in chasing a gift justifies the higher 

price. 

 

As noted, there are cases in which price makes the items seem valuable; making the customer 

feel they are not giving a valuable gift.  

 

On the other hand price is determined by factoring cost of delivery, packaging, and cost of items, 

operation costs and margins. Pricing may also be determined by how fast a service wants 

products to move. 

 

An observable trend is that the gift services put a mark up of between 40% & 200% on top of the 

supplier price. When they deduct the associated expenses the margins range between 20% & 50 

%. 

 

The pricing in the gift service market in Nairobi is so wide. There is no specific formula used to 

fix price. Internal calculations, expected margins and expenses determine the price. An 

advantage the Gift services have is that, there is easily, available information in the market which 

consumers can use as the base to determine whether prices quoted are appropriate for a certain 

service. 

 

For novelty items the consumer has no idea how much they would cost in the open market and so 

they spend thinking that’s what an item is worth. 

 

So how do new gift services price their items? Many will consider the costs and then add a mark 

up, which in some cases is just arbitrary. In the long run loyalty, trustworthiness and brand 

power determine how much leeway the service has in determining in price. The stronger the 

brand the more power the service has to fix higher prices.  

 

 

 Delivery  
 

Delivery is part of the gift experience. The customer cares about timely, correct and professional 

delivery. The Gift service will care about these factors but also about the cost of delivery and 

how best to manage it 

 

The delivery cost varies depending on the courier or errand service, the gift in terms of size and 

how delicate it is, recipient’s location, policy of the service and particular customer requests say 

delivering a gift exactly at 9pm.  
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There are services which will include the cost of delivery in the price of the item without stating 

outright to the customer that such a fee is part of the price. The fee is usually a maximum 

delivery cost they are likely to incur within Nairobi. This way they are able to include ‘Free 

Delivery’ as a feature of the service.  

 

Other services will charge the customer separately for the delivery based on where they want the 

gift delivered. Still others will charge a fixed amount no matter the location in Nairobi. There are 

also those who offer free delivery within a certain radius from their points of operations.  

 

 

The nature of gift giving is that you are unlikely to enjoy economies of location and delivery: 

whereby you get a high number of people located in the same place ordering gifts and expecting 

them to be delivered around the same time. Again it’s unlikely that the recipients will be in the 

same location.  

 

However this may happen once in a while like during major holidays, or where the service is 

targeted towards a certain clientele living in the same location. Otherwise it’s rare.  

 

This means that a service can’t wait to accumulate enough orders for recipients in one location, 

say Runda and then deliver them at the same time saving on delivery costs. Each order tends to 

be independent in its own way, incurring its own costs.  

 

The economies of location and time is an advantage courier services tend to have because they 

deal with bigger number of customers, and almost at any particular time there will be  an  item 

being picked or delivered in a part of the city.   

 

The smaller gift services do not use errand or courier services, instead the owner or an assistant 

delivers the gift. This increases overall costs both in time and money if the orders are many and 

the recipients’ far from each other. But when starting and handling one or two orders in a day 

this could be a cheaper option.  

 

Still when individuals like messengers are delivering, its good to keep in mind the professional 

image that one wishes to portray: this can be seen through cleanliness, grooming and 

communication skills.  

 

In the last 5 years there has been an upsurge of courier and messenger services. There are no 

guidelines and the price charged depends on the particular service.  

 

(See attached document for various rates based from a sample of errand and courier services.) 

 

 

 

 

 

 

 Payment Method 

http://www.crackabusiness.com/


Know the market                        www.kenyaknowhow.com                  0712 473 455 Page 14 
 

 

Gift Services charge when the customer is making the order. Sometimes if \ customer is buying 

an item for themselves or wish to deliver to the recipient personally they may insist on payment 

on delivery. Trust is usually the major reason for this. Thus either by the image of your website, 

customer service, Facebook page and reference points its important to look genuine and 

trustworthy. 

 

The actual process of making payments should be easy . Having several payment options helps. 

When accepting payment through credit and debit cards make sure the gateway is secure and 

reputable. Locally Pesapal ( www.pesapal.com)  a reputable online payments gateway will help 

you accept about 14 forms of payment including Mobile Money, payments through mobile 

banking and international credit cards.  

 

Packaging  
 

Packaging is an important part of a Gift Service. When deciding on the packaging Gift Services 

think of the aesthetic appeal and also cost. The aesthetic appeal is important to customers. It 

helps sell. To some an item is not a gift until its packaged in a certain special way. Packaging 

materials commonly used are gift wrapping papers, reed baskets, ribbons and boxes. These can 

be found in supermarkets, paper shops and independent suppliers. Usually the cost of packaging 

is less than 5% of the cost of the product.  
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                                      Expenses 
 

In addition to delivery costs, other major expenses incurred by Gift Services include:  

 

 

 

Communication - Internet, Airtime 

 

There are many gift services which don’t invest cash directly in advertising. They spend time on 

the internet pushing products on social media and free classified sites. Internet costs will vary 

with the provider. Most of the surveyed gift services say they spend an average of Kshs. 5000 on 

data. And almost an equal amount on airtime. The amounts could be lower depending on the 

service provider. 

 

Staff 

 

Gift services, even the more established ones, tend to be very low staffed. Some are entirely 

manned by the owners, while others will have the owner and between one and six members of 

staff. 

 

The common positions in the gift services are a messenger, office administrator cum receptionist, 

and an individual whose job is not clearly defined but who assists in the wrapping of the gifts. A 

few of the bigger services will have a social media manager to create buzz on the internet. There 

are also those with marketing staff. The latter is especially common in Gift Services targeting 

corporate.  

 

Rewards varies with the owners of the service. It’s not quite tied to the revenue of the service but 

to the negotiating skills of the owner and the employer.  

 

Salaries range from Kshs. 5000 to Kshs. 30,000 

 

Rent 

 

This will depend on the location. Gift services operating from home or without a particular 

physical location don’t incur direct rental costs.  Majority of the gift services run from mid sized 

offices enough to handle some storage, packaging and dispatch.  Rent ranges between Kshs.10, 

000 and Kshs.50, 000  

 

Advertising 

 

There are gifts shops which invest much more on advertising beyond the free marketing 

opportunities on the internet. They place ads in the newspapers, magazines and notice boards in 

malls. The Nation newspaper charges an average of Kshs. 500 per classified line, while other ads 

vary with size (see attached rate card). Ads in notice board located in malls depend on the mall 

and size, but range from Kshs. 400 to Kshs. 2000. 
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                                      Market Entry 
 

Market entry in the business depends on how the service has branded itself and who its target 

market is. Presently many new and relatively smaller gift services use Facebook as the first point 

of presence. Some will create Facebook pages then advertise in Facebook groups free of charge.  

 

The success of a Facebook market entry strategy depends on the novelty of the product and the 

creativity behind it. This is what will generate recommendations and word of mouth. If the 

product is not so original success will depend on the creativity in branding and marketing the 

service. Some have succeeded by persistent advertising.  Facebook marketing also depends on 

the skill of the owner in creating buzz, getting recommendations and attracting attention to the 

page.  

 

There are services which go beyond the free advertising on Facebook and pay for more 

professional and targeted Facebook ads. These can be booked with as little as Kshs.500 but a 

more effective campaign of this kind would require about Kshs. 10,000 for a start. 

Advertisements as those seen on the sidebar in Facebook can link to the businesses’ Facebook 

page or website.  

 

Still there are many who have used Facebook to start the business but have failed for a variety of 

reasons ranging from an unprofessional and poorly updated page, to poor images, poor customer 

service, over pricing and even poor product choice. Lack of persistent and a clear understanding 

of social media was also to blame. 

 

On social media and the internet generally the competition is intense: competition for products, 

services and even the ability to make comparisons. 

 

Website 

 

In addition to using social media some services use fully fledged websites. A professional, easy 

to use and clever website instills confidence in the customers. When it has a cute ‘gifts’ theme 

then it tempts the customers to stick longer and even make purchases. A professional gifts 
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website should essentially help the customer browse through items easily, search for items based 

on occasion or recipient, order and make payment easily.  

 

 Some hire experts to optimize the websites so as to improve their Google ranking and appear on 

top whenever one search for certain phrases say Valentine gifts in Kenya, Gifts in Kenya. 

However the opportunities in terms of search engine optimization seem to be pretty open with 

some search phrases not producing any competitive or gift related results.  

 

Cost of a basic but decent website with a good shopping cart and interface starts at around 

Kshs.20,000 

 

 

Novelty Products 

 

To get the attention of the market some of the new gift services try to have as many unique 

products as possible. This works if the novel products are supported by clever branding, 

customer service and marketing.  

 

Innovative Service 

 

A now defunct service got into the market by offering a scheme where customers could pay for 

gifts in installments before they were delivered to recipients. These helped customers purchase 

high end products. The service closed for unrelated reasons. Such innovation in service grabs 

attention in the market and if implemented well wins a big share of customers. 

 

Advertising in Other Media  

 

There are services which launch by advertising in the media either through Newspapers, Radio 

and television. Such advertising aims to reach large numbers of customers quickly. More 

resources are required for this kind of advertising as it is relatively more expensive, (See attached 

rates.) Also to be effective some level of consistently is needed, not just running a single ad in a 

month. 

 

Marketing Personnel 

 

A number of gift shops which employ marketing executives to win customers.  This is a common 

practice by services targeting corporate customers. The marketing staff may write proposals, 

book appointments to show samples, make cold calls, lobby, and bribe or use whatever method 

they can use to get customers. The marketing staff are paid a salary or on a commission basis.   

 

 

Free Samples 

 

As an away to draw attention to them some of the gift services offers free product samples 

especially to corporate. The free gifts are quite on the face guerilla marketing. Marketing through 
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free samples works if the product is quite novel, functional, and unique or aligns very well with 

the company’s image.  

                                        

 

 

                             Gaps In The Market 
 

On the face of it there are several gaps that can be identified in the market. 

 

 Mass Market Gift Service 

 

Presently there is no gift service targeting the mass market. Most of the gift services tend to 

focus on only a section of the population; sub sections of the middle and upper classes that are 

considered to have advanced tastes. There are no services which have branded as everybody’s 

gift services.  This can be attributed to a number of factors: 

 

 Culture – Lack of a gift giving culture among the majority of the city’s population even 

some of those with income enough to sustain such a habit. Thus the investment to reach 

and manage a mass market might not equal the returns. 

 Low Margins – Mass market products attract relatively low margins because suppliers are 

trying to find a price point which is comfortable to as many people as possible. This is as 

opposed to dealing with a few selected customers who have the income and open 

mindedness towards gifts. 

 Logistical Limitations – Delivering to a high number of people spread across the country 

could be a logistical problem.  

 What products – The choice of the products that can be offered in a mass market could be 

a challenge? Balancing between novelty, prices, perishability and tastes of the many. 

 

 

 

A fully fledged mass market service may not be viable. But there is an opportunity in targeting a 

wider customer base both in terms of income, occupation, background, culture and so forth. Our 

quick survey shows people will respond favorably to gifts that help convey some emotion or 
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feeling or trigger the same in the recipient. The key is to get the item and price right. With a mass 

service mark ups above 100% for items that can be easily acquired will reduce sales. 

 

If branded in the right way gift giving can be made a fun everyday activity. 

 

To go round the problem of delivery logistics and cut cots such a service could use collection 

points. This is by forging partnerships with existing businesses, where items can be dropped and 

the recipients can pick at their convenience. The points could be strategic locations in the city.  

This may not be a perfect solution but will certainly help in managing deliveries to a large 

number of people.  

 

A mass market service does not necessarily mean mass advertising, but its more about branding 

in a way that ‘welcomes’ everyone.  

 

(Refer to the case study of a failed mass market service below)  

 

 

 Specialty / Niche Gift Services 

 

There exists more opportunities for specialist gift services in Nairobi. For instance there are no 

services specializing in gifts for men or women only. The men and women are bundled together 

in general services. The advantage of such specialty is that the image they portray as 

understanding better than anyone else what a man or woman needs. This builds customer 

confidence and helps attract a variety of customers; from those who don’t know which is the best 

gift to give to the opposite sex to those seeking advice on what to give when.  A specialized 

service also puts more effort in trying to source a wider variety and relevant gifts for the target 

market.  

 

Though gender is the highest potential niche, a service could be based on occupation (a service 

for college students, IT professionals etc) or other attributes.  

 

 Location 

Gift services in Kenya are concentrated in Nairobi, leaving virgin opportunities in the counties. 

Though in all major towns there are informal gift services and supermarkets which act as gift 

shops, there is high potential for fully fledged location based gift services. For instance Embu 

Gift services. If need be gifts could be customized to the needs of the residents. Customers and 

recipients need not be only those residing in the town but also people in other places who may 

wish to send a gift to friends in the town. 

 

Branding as local gives residents a sense of ownership and helps make it relatively easy to 

market both on and offline. This would apply both for corporate and individual customers. 
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 Funky Gifts 

 

Gift services in Nairobi tend to be similar and predictable. There are not many odd or rare gifts 

which could play on the sender’s and recipient’s sense of humor. These need not be novelty 

goods but anything that can be branded with some level of sacarscism.  

 

 Anonymous Gift Service 

 

In another quick survey 29% of respondents said they would use an anonymous gift service. The 

major challenge of such a service would be if it’s abused to send insults or inappropriate gifts. To 

avoid this some guidelines in terms of products and messages can be used. A Gift Service in 

Nairobi tried to implement this in 2011. The response was good largely among college students. 

However the service didn’t last beyond 7 months for its success to be fully measured. 

 

 

 

 

 

 

Index 

 
The below is some data from Text A Gift, a now defunct gift service. The service started in 

January 2011 and shut down in May of the same year. The owner with whose permission we 

reproduce the below said he didn’t commit enough time to it. Time in acquiring customers and 

serving them in the best way possible.  

 

The service tried to capture the mass market. They specialized in various sizes and brands of 

Cadbury’s Dairy Milk Chocolates. The mark up on the products ranged between 20% and 50 %. 

The packaging was basic using gift wrapping papers. Delivery was through a messenger, and 

was limited to Nairobi’s CBD and surrounding areas like Westlands and Hurlingham. The long 

term plan was to have collection points. 

 

In its last month of operation the service introduced a feature that allowed people to send gift an 

anonymously. About 2 in 10 people used the feature. On average he delivered 30 chocolates with 

minimal advertising through a blog. The website was a modified Blogger blog, but with a custom 

domain. 

 

Below is text from sections of the Text a Gift website. You have the rights to reproduce any of 

the below if you so wish.  
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Sending A Gift: Quick Steps 

 

    Enter your details. 

    Select the gift. 

    Enter the recipient's details. 

    Make payment. 

    Receive payment confirmation. 

    Recipient receives text voucher. 

    Gift delivered or recipient redeems the it at the partner outlet. 

    Receive confirmation when recipient redeems gift. 

 

Sending a Gift: Quick Answers 

 

How Do I Make Payments? 

 

You send the money through M-pesa. (We are including other networks soon). The M-pesa 

number is …….. 

 

For how long is the voucher valid? 

 

The voucher is valid for a month. We will inform you when the recipient redeems the voucher. If 

after a month the voucher is still not redeemed we will revert it back to you. You can then 

transfer it to someone else. 

 

Does the recipient pay anything? 

 

The recipient does not pay anything. 

 

What is the difference between SMS, Email and Facebook gifts? 

 

You decide how you want the gift voucher delivered. There are instances where you may not 

know a person's mobile phone number but you know their email or Facebook profile name. You 

just provide us with the information and we send the gift through the method you chose. 

 

What is Anonymous ? 

 

If you don't want to reveal your identity to the recipient of the gift we will send the gift voucher 

as anonymous. But the recipient can send you a message, which we will deliver. However to 

receive such messages you have to provide us with your email address. 
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Receiving a Gift: Quick Answers 

 

How do I redeem my gift? 

 

We will send you the information with the name and location of our partner where you redeem 

your gift. We will also deliver some of the gifts. To make this possible we will request for your 

location details.  

 

What if I delete the message with the gift voucher? 

 

If by mistake you delete the gift voucher, just inform us and we will send you another one. 

 

What if I want to contact the anonymous sender? 

 

Just fill the contact form on this website, quoting the gift voucher number. Your message will get 

to the anonymous sender. 

 

 As a product partner we'll include your products in our list of gifts. Our customers can then send 

your products as gifts and redeem them at your premises. 

You can also partner with us as a redemption/ collection point.  Our customers will collect the 

gift from your premises and we compensate you for that. If you run a cyber cafe, exhibition shop 

or if you have some place you think we could use let us know 

For both types of partnerships we will drive customers to you; you increase your revenue, the 

foot traffic to your premises and you get exposed to more potential customers. There is no risk 

because we prepay. 

 

 

Text A Gift Now! 

 

Quick and fun gifts every day. 

 

* Required 

Your Name (Or Nickname) * 

Telephone * 

Email 

Select Gift * 

Quantity * 

Recipient's Name (Or Nickname) * 

Recipient's Telephone (If you want the gift voucher sent to their mobile phone) 

Recipient's Email (If you want the gift voucher sent to their email inbox.) 

Recipient's Facebook Profile Name (If you want the gift voucher sent to their Facebook Inbox.) 

Anonymous * Select Yes if you want us not to reveal your identity. 

 

    Yes 

    No 
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