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Foreword

The Mountains of the Moon University (MMU), is committed to being a center of excellence in
teaching, research, and community engagement. To achieve this aim, the University recognizes
that the service offered to her students, staff, and stakeholders is of high quality.

This Service Delivery Standards (SDS), therefore, provides a framework through which
Mountains of the Moon University (MMU) ensures high-quality, efficient, and citizen-centred
service delivery. These Standards demonstrate the University's commitment to transparency,
professionalism, accountability, and continuous improvement in serving students, staff, external
stakeholders, and the wider community.

The Standards reinforce MMU’s dedication to fostering excellence in teaching, research,
innovation, and community engagement. The SDS serve as a guide to enable all stakeholders to
understand the expected level of services, that include cutriculum development and review,
student’s assessment and evaluation, Research Development and support, outreach programs,

and the mechanisms available for feedback, monitoring, redress, among others.
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Executive Summary

This Service Delivery Standards (SDS) document outlines MMU’s commitment to provide
timely, reliable, transparent, and client-focused services. It serves as a guide for students, staff,
parents, and the general public on the services offered, expected turnaround times, and
responsible officers. The SDS defines the University’s mandate, strategic objectives, governance
framework, implementation mechanisms, and the roles of both internal and external stakeholders
to ensure a smooth partnership. The SDS also establishes monitoring and evaluation procedures

to ensure compliance and continuous enhancement of service quality.



1.0 Introduction

Mountains of the Moon University, as a public institution of higher learning, is committed to
delivering high-quality academic, administrative, and support services. The SDS presented
herein, ensures the minimum level of expected services in terms of quality, quantity, processes,
time cost, and coverage that a program/sector, an institution, or an individual commit to
delivering to their clients, or to which clients should expect to receive. The SDS provides a
reference for expected standards, timelines, and obligations for service providers and recipients.
It promotes effective communication, efficiency, accountability, and improved stakeholder

satisfaction.

1.1 Mandate
The objects of Mountains of the Moon University are derived from the Universities and Other
Tertiary Institutions Act 2001, Cap 262 (as amended), and include:

a) Provide quality teaching and learning that is relevant and competitive;

b) Offer courses that address the needs of the local, national and international community;

¢) Promote research for the social economic development of the country and d) Engage in

activities for self-sustainability

1.2 Strategic Objectives
The Strategic Objectives of the MMU, are to deliver:

a) Competence-based, research-informed, and outcome-oriented teaching, learning, and
assessment processes that produce graduates with the knowledge, skills, and attitudes
required by industry and society;

b) High-Quality, Ethical, and Impactful Research and Innovation;

¢) Modern, Inclusive, and Sustainable Physical and Digital Infrastructure;

d) Holistic and Inclusive Student Welfare, Support, and Engagement Services;

e) Strengthened Governance, Institutional Management, and Accountability Systems; and

f) Enhanced Community Engagement and Social Responsibility.



2.0 Governance and Organizational Structure
Clear reporting, coordination, and communication structures, ensure that all units uphold set
service delivery standards. The SDS implementation therefore, is anchored on the MMU'’s

governance organs, which include:

a) The University Council (the supreme governing body)
b) The Senate (responsible for academic affairs).

¢) The Top University Management (responsible for the day-to-day operations)

2.1 Implementation of the SDS
The implementation of the Service Delivery Standards will involve:
a) Dissemination of the SDS to all staff and stakeholders.
b) Integrating service standards into performance management systems.
¢) Conducting training and capacity-building sessions.
d) Establishing service charters within units.
e) Setting up feedback, complaints, and redress mechanisms.

f) Periodic review of the SDS based on stakeholder feedback and emerging needs.
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2.2 Roles and Responsibilities of Internal Stakeholders
To achieve SDS,

a)
b)
c)

d)
e)
f)

g)
h)

University Council must oversee and approve policy.

The Senate should uphold academic service standards.

Top University Management (TUM) should provide leadership and efficient resource
allocation, and provide accurate and timely information regarding university processes.
Deans/Heads of Departments implement SDS at the unit level.

Academic Staff should deliver hi gh-quality teaching, assessment, and research.
Administrative Staff should support efficient and customer-focused service delivery
through treating all clients with dignity, courtesy, and respect.

ICT Unit should ensure digital service efficiency.

Quality Assurance Directorate to coordinate compliance, monitoring, and continuous
improvement.

2.3 Roles and Responsibilities of External Stakeholders

To receive the best service, our Clients (Students, Parents, Suppliers, and the public) are
expected to:

a)

b)
c)
d)
e)

f)

Students - Provide feedback, uphold responsibilities, adhere to University rules,
regulations, and deadlines (e.g., registration deadlines) and participate in service
improvement.

Parents/Guardians - Engage with the University and support student needs.

Government Agencies (NCHE, MOoES) - Provide regulation, oversight, and support.
Development Partners - Support research, innovation, and capacity building.

Employers and Industry Partners - Offer collaboration, internship placements, and
feedback on graduate quality.

Local Community - Engage in outreach and community development programs.

3.0 Monitoring and Evaluation

MMU will ensure strict adherence to the SDS and continuous service improvement through:

a)
b)

c)

d)
e)

Regular internal audits,

Client Satisfaction Surveys are conducted annually to gauge performance, feedback, and
complaints tracking,

Performance Appraisals where Staff will be appraised based on their adherence to these
service standards

Continuous updates of service standards based on M&E findings.

Suggestion Boxes Placed at strategic points (Library, Admin Block, Faculty blocks).
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