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System Access   
Use the access link: https://ecitizen.kcaa.or.ke   

To use the system, all customers will be required to have a Customer Account with KCAA.   

For existing customers, all that is required is a valid email, and a self-service account validated through 

this email.   

System Help/ User Manual   
Option 1   

User manual available via this link:   

https://drive.google.com/file/d/1RgYdiGBl3IPkrx62wCnM2cKUXm5wDpDt/view    

Option II   

From the login page:   

https://ecitizen.kcaa.or.ke/
https://ecitizen.kcaa.or.ke/
https://ecitizen.kcaa.or.ke/
https://ecitizen.kcaa.or.ke/
https://drive.google.com/file/d/1RgYdiGBl3IPkrx62wCnM2cKUXm5wDpDt/view
https://drive.google.com/file/d/1RgYdiGBl3IPkrx62wCnM2cKUXm5wDpDt/view
https://drive.google.com/file/d/1RgYdiGBl3IPkrx62wCnM2cKUXm5wDpDt/view
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On the popup dialogue, click User Manual   

   

For existing customers, all that is required is a valid email, and a self-service account validated through 

this email.   

Option III   
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Login to the system   

My profile > Download user manual   

   

Registration process.   
The registration process entails the following.   

1. Submission of a valid email   

2. Self Service Account creation   

All these tasks are initiated from the login page.   

Conditions for emails   

-Administrative account for Organizations should be function based. e.g. quality@xxx.com, 

operations@xxx.com    

-Administrative accounts for Individuals can be function based/ personal mail   

Once the Administrative account has been created, the Administrator can create as many managed 

users as needful.   

Login Page   
All customers will access the system via https://ecitizen.kcaa.or.ke   

The user enters their email address as the username and provides the password and logs in.   

https://ecitizen.kcaa.or.ke/
https://ecitizen.kcaa.or.ke/
https://ecitizen.kcaa.or.ke/
https://ecitizen.kcaa.or.ke/
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Account Creation   
Account creation will entail 2 main steps.   

1. Verifying that the Customer accounts are up to date. All Customer accounts must have a valid 

email address.   

2. Self Service account Creation   

Verifying that the Customer accounts are up to date.   
To perform this task   

1. Access login page via  https://ecitizen.kcaa.or.ke   

2. On the login page, Click on Create New Account as below:   

https://ecitizen.kcaa.or.ke/
https://ecitizen.kcaa.or.ke/
https://ecitizen.kcaa.or.ke/
https://ecitizen.kcaa.or.ke/
https://ecitizen.kcaa.or.ke/
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2 options are available.   

1. Requesting for a customer Account / submission of a valid email 2. Self-service 

account creation   

   
It will be prudent to search whether your account has a valid email before making a request for a 

new mail.   

To do this search, select option 2 “I have Received an approval to create a Customer  

Transactional Account.”   

   

From the window that follow insert your email.    
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If the Account exists, the validation report will be as above. This means that you don’t need to 

proceed to request a customer account.  Go to the section “Creating a transactional 

account/ Self Service Account creation” for instructions on how to create your 

transaction account.   

In the event you don’t have a valid email mapped against your account, the validation report will 

look like the one below. This means you should proceed to request for a customer account via 

the clickable link “Request for Customer Account.” from the validation report.  

We will then use the details to update your Customer Account   

   
   

   

Requesting for a customer Account   
Anyone transacting with KCAA will be required to have a valid customer account on the 

Customers Database.     

Use this option if:-   

1. You’re a first-time customer.   

2. You are an existing customer to KCAA, and you don’t have a valid email address 

mapped to your Customer Account.   

Under Request for/ Create a Customer Account label on the page   

https://ecitizen.kcaa.or.ke/cust/register , select the option of Request for a Transaction 

Account   

https://ecitizen.kcaa.or.ke/cust/register
https://ecitizen.kcaa.or.ke/cust/register
https://ecitizen.kcaa.or.ke/cust/register
https://ecitizen.kcaa.or.ke/cust/register
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The following page will load. All fields are Mandatory. Fill in and click Send Request button.   

   
The applicant is expected to provide ALL the required information and submit the form for 

review and approval within KCAA. The email provided must be accessible by the 

applicant because all communications will be done to it. Once the form is submitted, 

the applicant gets confirmation and an email in the format below.    

i. Confirmation   
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ii. Email   

   

Important Notes:   

1. Internal Account approval takes up to a maximum of 1 hour on a working day.   

2. For ad-hoc customers, standby teams are available to fast-track the process.   

Once the account has been approved within KCAA, another email is sent to the applicant 

requiring them to validate their email address in the system.   

   

      

Creating an Administrative transactional account/ Self Service Account 

creation   

The applicant is then required to use the link: https://ecitizen.kcaa.or.ke/register   

Under Request for/ Create a Customer Account label, select the option of ‘I have received an 

approval to Create a Customer Transactional Account’ to load the page below:   

   
The Applicant enters the email they used for registration and clicks on check email button to 

validate the email.    

https://ecitizen.kcaa.or.ke/register
https://ecitizen.kcaa.or.ke/register
https://ecitizen.kcaa.or.ke/register
https://ecitizen.kcaa.or.ke/register
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If the email is valid and the requested account has been approved the applicant receives 

another email with a link to initiate creation of the transaction account.    

   

Email   

   

        

The applicant clicks on the link and updates their account details including providing their 

preferred password. Submit the form to complete user the registration process.   
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Note: Kindly fill in all editable fields correctly and click create account link   

   

   

Activate Account   

      

Important Note: All accounts must be activated before a user can be Authorized to use the 

system.   
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Click the link to activate the account.   

     

Click Login word for redirection to Login page or use https://ecitizen.kcaa.or.ke to launch the login page.   

Provide username and password and click Login button to access the system.   

   

https://ecitizen.kcaa.or.ke/
https://ecitizen.kcaa.or.ke/
https://ecitizen.kcaa.or.ke/
https://ecitizen.kcaa.or.ke/
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Landing Page   

    

Creating Representatives   
 Representatives are users that are allowed to transact on behalf of the organization.   

To create the account   

1. Login to the system   
2. My profile> Manage Representatives   
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 3.  

Fill in the form below to create a representatives.    

   
4. An Activation mail is sent to the representative. NOTE: All accounts MUST be activated   
5. To login to the system, The Administrator will hand over the password to the representative in 

person.    
6. When the representative leaves the organization or no longer needs to transact for the 

organization, simply hit the Drop button on the representatives List and the representative will 

be deleted from the system.   
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Changing Passwords   
1. In event the Profile Administrator or the representative want to change their password , use the  

Forgot password on the login form   

     
2. Provide the account/ email to reset.   

   
   

   
3. From the email received, click the Link, and capture the new passwords  4. Change the   
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5. Change the password   

   
6. Success message looks as below   

 7.  

Use the new password to login.   
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Make Payment for other Invoices via e-Citizen e.g. (ANS, EASA 

issued invoices, Rent)   
Any other invoice generated by KCAA but is not related to an application can be paid for in 

the system as follows:   

1. Click on the menu items Make other Payments via e-Citizen, select the “Make 

payment for other invoices issued by the Authority” under the label Specify your 

reason for opting for this payment then enter the invoice number that you’re 

paying for.   

   

     
Common numbers to use here are the Pre-Assigned Invoice No. with  a format  SINV23/24-

XXXX   
   

2. Click the button labelled Search Invoice to display the page below:   

   

Click on the button labelled Make Payment and the various payment options are loaded as 

below:   

NB: The payment reference generated (in this case XAYXMZ) is very crucial when making 

payments using any payment option. The reference is important for KCAA to acknowledge 

any payments made. Without the reference number, the money paid will not be 

remitted to KCAA and no services will be rendered.   
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Select any payment mode to proceed and make payments.   

Important Note: Follow Instruction as is. Choose the best option for your payment.   

   

Payment Advisory   
Click on the menu items Payments Advisory to view details of payments of both pending 

and settled as per the list below. All settled invoices will have a green background as below.   

   

Making and Processing of Applications in the System   
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Initiate a New Application   
Under My Profile menu click on Initiate New Application\Project and the following page loads:   

   

The Applicant fills the Application Form, confirms that they understand the requirements and 

click on Initiate a New Application button, the system then redirects the Applicant to the 

page below which lists all applications belonging to the logged in user:   
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Click on Complete Draft Application button to upload the relevant documents required 

for that type of application. Once the button is clicked the following page loads:   

   

To complete the application:   
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1. Click on the Upload Application Documents button to upload the required 

documents on the page below. All documents with a blue background are mandatory 

and MUST be uploaded.   

   

Upload the required documents and click on the button labeled Next Action   

   

   

   

   

   

   

   

2. Confirm that you understand the term and conditions of the application and click on 

the button labeled Send for Invoicing   
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In the applications list the status changes to invoicing as below:   

     

The responsible department will process an invoice, upload, and notify you through the 

administrator email. The email looks like the one below   

   

Examination Booking (Case ATPL Initial Issuance).   
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3. My Profile> Initiate Application/ Project  

  

    

Configure the Charge and Initiate Application  
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Complete Draft Application  
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Upload All Mandatory Attachments and click Book Proposed Exam Date  button  

  

    

Fill Exam Booking form and Save Record  
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Selecting Modules (Step 1- Select Exam Category)  

  

    

Step 2 – Select Exam Type  
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Step 3 – Select Exam Modules  

  

  

Confirm Module Cost On the Same form (Depend on number of modules selected and Exam Type)  

  
Step 4 (Select Available Exam Slot)  
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Exam Slots are available based on various Exam Combinations in the Calendar. The Slot size Depends on 

the Capacity of the Authority to manage the number and will be managed internally  

  

Notes:   

1. You can Pick any Slot which has the exam combination your intent to take  

E.g. For ATPL you could Choose ATPL/ Flight Dispatch, CPL/ATPL, PPL /ATPL or any other…  

2. Only future slots will be availed (from Today onwards)  

3. This is tentative booking; Actual Sealing of a slot is after payment and Authority’s acceptance 

of your application.  

4. You can only seal a slot which is 7 calendar days after receiving notification for acceptance 

of your application  

   
Step 5- Save your application (Save Button)  
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Step 6- Preview of your application and confirm the invoice amount  

  

To modify Booking Details, addition/ removal of modules uses Edit Record function Step 7 

Upload All Mandatory Documents  
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Mandatory Documents (light blue background) Must be uploaded  

  
Step 8. Proceed to e-citizen checkout  

Conditions for checkout will be  

1. All mandatory documents uploaded  
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2. At least an exam MUST be booked  

  

  

  

Upon Payment, the Application is Automatically submitted to CAA  

You will wait for the review to be done by the department and on Completion, a notification will be sent 

to your email prompting you to Seal your Exam Date  

1. Exam Dates will be 7 days after successful acceptance of your application.   

2. You’re strongly advised to seal your slot as soon as you receive the email notification  
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3. Change of Exam dates will Go through a formal process, and relevant charges will 

apply  

  

Email Notification  

  

  

  

Click the Link  

  

  

  

  

  

  

  

Preview the Exam booking done earlier  
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To Book your Exam slot  

Go to Confirm Exam dates section (green) and Select available slots  

  
Note: Available Slots will be 7 calendar days from the date of approval  
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Booked Slots- Number of confirmed Bookings  

Slot Capacity – Number of Applicants who can fit into that Slot based on the Authority’s capacity  

Available Slots = (Slot Capacity- Booked Slots)  

Note: You’ll only be able to book a slot if the Available slots >0  

If the current Slot is available, Choose the next available slot on the Slot dropdown. Click 

Confirm Booking to seal your slot  

  

Confirmation Email  

  

Click Mail to Open  

  
Note: Exam applications will be automatically closed when the customer confirms their Exam slot.  
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Exam Booking procedure will be the same for all Licence types on ICAAS   
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Making payment for an application within the system.   
Once the Application has been invoiced and released for payment, it will appear as below:   

   

Click on the button labelled Make Payment(e-citizen) and the following page loads:   

   

Click on the button labelled e-citizen checkout at the bottom of the page. This will redirect 

you to the payment page which will be displayed as below:   

   

On this page, the Applicant can optionally change the mobile number is they want to use a 

different number to make m-pesa payments. Click on the button labelled Make Payment 

and the various payment options are loaded as below:   
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NB: The payment reference generated (in this case GVVQQY) is very crucial when making 

payments using any payment option. The reference is important for KCAA to acknowledge 

any payments made. Without the reference, the money paid will not be remitted to KCAA 

and no services will be rendered.   

Select any payment mode convenient for you then proceed to make payments.    

Management of Corrective Action Requests (CARs) 
Corrective Action Requests will be available in the system after audit/inspection activities. The Operator 

will be expected to access the CAR, review it and respond by creating a Corrective Action Plan(CAP) 

which will be reviewed by the CAA Inspector. Upon CAP review, if the Inspector is satisfied with the 

CAP, the Operator is then expected to provide implementation of the CAP. Finally, the Inspector can 

then close the CAR upon review of submitted evidence in relation to CAP implementation. In handling 

the CAR, the Inspector will follow the following procedure: 

Access the CAR 
To access the CARs, log into ICAAS and on the top menu click on My Profile and then click on Corrective 

Action Requests as below: 
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The page displays the Operator’s CARs with relevant details as shown below: 

 

 

Create/Amend and Submit a CAP 
To create a CAP click on the Create CAP button, fill the form and submit it to the CAA for review.  

If the CAP is rejected, it will be displayed as below: 
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Click on the View CAP to see the comments from the Inspectors on what issue(s) were noted in the 

CAP and the CAP approval status. The following window will be displayed: 

 

 

 

Click on the Back button, then click on Amend CAP to amend the CAP. This form will contain the 

information that had been initially provided in the CAP for ease of editing. After editing, click on the 

Submit Button to resubmit the CAP for review. 
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Upload Implementation Evidence 
Once the CAP is approved, the Operator can then upload the implementation evidence by clicking on the 

View CAP button that will open the page below. Click on Upload Implementation Evidence button to 

upload the evidence: 

 

This evidence will then be review by the Inspector to determine in the issue has been resolved. If the 

inspector closes the CAR, the status changes as below: 

 

 

Log Activity   
The system captures all the activities and the person responsible for them. In addition, the 

time for the activity is also captured, The Log Activity is a security measure.   
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