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Foreword

The Vision of the National Council for Higher Education (NCHE) is to have a Uganda
with quality, accessible, equitable, and transformative higher education. One of
the major goals of NCHE is to ensure efficient and effective service delivery to our
clients. In order to attain this, we commit ourselves to providing our clients with high-
quality services.

The development of Service Delivery Standards is one such strategy meant to inform
the general public about the services of NCHE and increasing public accountability.
It therefore describes the Council's commitment to client service, building good will
and strengthening client relations.

These Standards are a clear indication of NCHE's overall commitment to providing
reliable and quality services in a transparent manner; aimed at enhancing public
confidence and trust. The Standards are therefore a step towards ensuring a better
understanding and promoting a positive relationship between the NCHE, its clients
and all stakeholders.

The Standards have been developed in line with the NCHE strategic Plan 2025/26
- 2029/30, the provisions of the UOTIA, CAP 262, the National Development Plan
(NDP) IV and Uganda'’s Vision 2040, which aims at transforming the Ugandan society
from a peasant to a modern and prosperous country.

The Standards will guide us to continuously ensure quality service delivery to all
our clients and as a tool to measure our effectiveness. Through these Standards, we
commit to providing our clients with high-quality services, guided by our core values
of Independence, Professionalism, Integrity, Accountability and Responsiveness.
Our competent and proficient workforce will ensure that we honour our promise to
all esteemed clients.

Professor Joy C. Kwesiga
Chairperson, NCHE
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services in terms of quality, quantity, processes, time and cost that National Council
for Higher Education (NCHE) commits to deliver to its clients, or those that the
clients should expect to receive. They are a social agreement between NCHE and
its clients. They have been developed in line with the Public Service Reforms, which
aim to provide knowledge and information to the public. They define the services
and standards for delivery and lay avenues for feedback and complaint handling.

The Standards identify NCHE's areas of operation; define the responsibilities of
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Section (A-n) 30 of the Uganda Public Service Standing Orders, 2021 requires all
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delivery standards with regard to the services they provide.

The Ministry of Public Service, under Notice No. 3 of 2011, directed all MDAs to
develop, document, disseminate and implement the service delivery standards.

| wish to acknowledge the contribution of all NCHE staff in drafting these Standards.
Without your invaluable contribution, this work would not have been possible.
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Executive summary

The National Council for Higher Education (NCHE) is established by the Universities
and Other Tertiary Institutions Act, Cap. 262 of the laws of Uganda. It began operating
in January 2003. By the provisions of the Act, NCHE is mandated to regulate and
guide the establishment of institutions of higher learning as well as ensure the
delivery of quality and relevant education to all qualifying persons.

In response to the national agenda of public sector performance improvement,
NCHE has developed a comprehensive Service Delivery Standards (SDS) guide, to
enhance efficiency, transparency, and accountability in the execution of its mandate.

The NCHE Service Delivery Standard aims to provide clear benchmarks for the
timely, effective, and transparent provision of regulatory, quality assurance, advisory,
and support services to stakeholders in the higher education space. These standards
promote consistency in service delivery, strengthen institutional performance,
enhance stakeholder satisfaction, and align NCHE operations with national policy
frameworks such as Vision 2040, the National Development Plan (NDPIV), and the
Government of Uganda's public service reform agenda.

The NCHE Service Delivery Standards contribute to the achievement of NCHE's
strategic objectives, which include:

i. Toenhance quality assurance and compliance in Higher Education Institutions.

i. To strengthen digital transformation within NCHE and Higher Education
Institutions for regulation and management.

iii. To advance relevant research and innovation and strengthen usage of Higher
Education statistics for regulation and policy.

iv. To strengthen corporate governance, institutional capacity and development
at NCHE.

NCHE Service areas include: licensing and accreditation; quality assurance and
compliance; monitoring and evaluation; complaints handling; recognition and
equation; higher education qualification framework; technological infrastructure
and Networks; research, innovation and statistics; governance, institutional capacity
and development; gender and equity.

NATIONAL COUNCIL FOR HIGHER EDUCATION



The implementation of the Service Delivery Standards is anchored in a strong
governance framework led by the NCHE Council, which provides strategic oversight
and policy direction. The Executive Director of NCHE oversees the day-to-day
management and ensures operational alignment with the Council's directives.

The implementation of the SDS is guided by clear service benchmarks and timelines
for each of the core functions; standardised procedures and workflow; continuous
engagement with higher education institutions, professional bodies, students and
other partners; and capacity-building initiatives to ensure staff possess the necessary
competencies to meet the service expectations. The implementation is phased and
supported by digital transformation initiatives.

The effective realisation of SDS relies on clearly defined roles of the internal and
external stakeholders. A robust Monitoring and Evaluation (M&E) framework
ensures that the Service Delivery Standards guide is effectively implemented and
continuously improved.

n SERVICE DELIVERY STANDARDS



1.0 Introduction

The National Council for Higher Education (NCHE) is established by the Higher
Education Institutions and Other Tertiary Institutions Act, Cap. 262 of the laws of
Uganda. It began operating in January 2003. By the provisions of the Act, NCHE is
mandated to regulate and guide the establishment of institutions of higher learning
as well as ensure the delivery of quality and relevant education to all qualifying
persons.

In response to the national agenda of public sector performance improvement,
NCHE has developed a comprehensive Service Delivery Standards (SDS) to enhance
efficiency and effectiveness in service delivery and enable NCHE to keep pace with
citizens' growing demands for accessible, adequate, high-quality, timely and cost-
effective services. The absence of service delivery standards is a major risk for NCHE
since performance can only be monitored and evaluated against agreed standards.

The NCHE Service Delivery Standards aim to provide clear benchmarks for the
timely, effective, and transparent provision of regulatory, quality assurance, advisory,
and support services to stakeholders in the higher education space. These standards
promote consistency in service delivery, strengthen institutional performance,
enhance stakeholder satisfaction, and align NCHE operations with national policy
frameworks such as Vision 2040, the National Development Plan (NDPIV), and the
Government of Uganda's public service reform agenda.

The National Council for Higher Education, as a service provider, has a legal and
moral responsibility to deliver excellent services to the public in terms of time,
quantity, quality, cost, and coverage. This requires NCHE to develop, document,
disseminate, and implement Service Delivery Standards.

2.0 NCHE's mandate

National Council for Higher Education derives its mandate from the Universities and
Other Tertiary Institutions Act, Cap. 262 of the laws of Uganda. Its core mandate is to:

). Regulate and guide the establishment and management of Institutions of higher
learning; and

ii). Equate professional and other qualifications as well as the award of degrees,
diplomas, certificates and other awards by the different institutions.

NATIONAL COUNCIL FOR HIGHER EDUCATION .



The core functions of NCHE include the following:

). Setting minimum standards for higher education;

ii). Accreditation of public and private institutions of higher education;

iii). Monitoring, evaluation and regulation of institutions of higher education;

iv). Register all higher education institutions established in accordance with the Act;
v). Equating and recognition of both foreign and local qualifications;

vi). Receiving and investigating complaints and taking appropriate action;

vii). Accrediting of programmes of study from institutions of higher education;
viii). Collecting, processing and dissemination of information on higher education;
ix). Advising the Minister on matters of Higher Education.

The NCHE service areas include:

i). Licensing and accrediting;

ii). Quality Assurance and compliance;

ii). Monitoring and Evaluation;

iv). Complaints Handling;

v). Recognition and Equation;

vi). Higher Education qualification framework;

vii). Technological infrastructure and Networks;

viii). Research, Innovation and Statistics;

ix). Governance, Institutional capacity and Development;

x). Gender and Equity.

H SERVICE DELIVERY STANDARDS



3.0 Strategic objectives

The NCHE Service Delivery Standards contribute to the achievement of NCHE's
strategic objectives which include:

).  Toenhance quality assurance and compliance in Higher Education Institutions.

ii). To strengthen digital transformation within NCHE and Higher Education
Institutions for regulation and management.

iii). To advance relevant research and innovation and strengthen usage of Higher
Education statistics for regulation and policy.

iv). To strengthen corporate governance, institutional capacity and development
at NCHE.

4.0 Governance and organizational structure

The implementation of the Service Delivery Standards is anchored in a strong
governance framework led by the NCHE Council, which provides strategic
oversight and policy direction. The Executive Director oversees the day-to-day
management and ensures operational alignment with the Council's directives. The
Executive Director is deputised by the Deputy Executive Director who supervises
the three Directorates namely; Directorate of Quality Assurance and Accreditation;
Directorate of ICT, Research and Innovation; and Directorate of Finance, Planning
and Administration. The Directorates comprise of specialised departments and
units responsible for Institutional Licensing; Programme Accreditation; Monitoring
and Compliance; Standards, Recognition and Equation; Research and Innovation;
Data Management and Statistics; ICT; Library and Documentation; Legal Services,
Internal Audit; Planning and Development; Human Resource and Administration;
Finance; Procurement and Disposal; Public Relations and Corporate Affairs. These
units work collaboratively to uphold the standards set out in the service Delivery
Standards, ensuring smooth and accountable service delivery.

5.0 Implementation of service delivery standards

National Council for Higher Education will document the Service Delivery Standards
inthe course of the delivery of the services and will be responsible for mainstreaming
the standards in the strategic planning and budgeting, implementation and
monitoring of service delivery.

NATIONAL COUNCIL FOR HIGHER EDUCATION u



The Ministry of Public Service will continue to provide technical and functional
support to NCHE in the implementation of the Service Delivery Standards from
time to time so as to build institutional capacity in adherence to the standards in the
delivery of services.

The implementation of the Service Delivery Standards is guided by:

i). Clearservice benchmarks and timelines for each core function, such as program
accreditation, institutional licensing, monitoring of institutions, equation and
recognition of qualifications, data management and statistics and stakeholder
communication.

ii). Standardised procedures and workflows to guarantee consistency, fairness,
transparency, and efficiency.

iii). Continuous engagement with higher education institutions, professional bodies,
students and other development partners to ensure that service commitments
remain relevant and responsive.

iv). Capacity building initiatives to ensure staff possess the necessary competencies
to meet service expectations.

The implementation is phased and supported by digital transformation initiatives,
including automation of accreditation processes and data-driven decision-making.

6.0 Roles and responsibilities of internal stakeholders

These are actors within NCHE directly responsible for implementing service delivery
functions.

SN | Internal Stakeholders Roles and Responsibilities
1. NCHE Council + Provides overall strategic direction and policy
oversight.

Ensures adherence to national laws (UOTIA).

Approves service standards, regulations and major
documents.

Monitors institutional performance and compliance.

Oversee daily operations and implementation of

2. | Offi f th
ceortne service delivery standards

Executive Director
Ensures coordination across departments.

Ensure timely reporting to Government (MoES).

Manages internal quality assurance and
accountability processes.

n SERVICE DELIVERY STANDARDS



3. | Directorate of Quality + Review and develop standards for institutional and
Assurance program accreditation.

Conduct quality audits and inspections of HEIs.

Monitor compliance with minimum standards and
policies.

Handles registration and accreditation of
institutions and academic programmes.

Verifies, recognizes and equates academic
qualifications.

Ensures service standards for processing timelines
and requirements

4. | Directorate ICT, +  Manages the integrated management information
Research & system (IMIS).
Innovation

Ensures timely collection, analysis, and
dissemination of higher education statistics.

Supports ICT infrastructure for digital

transformation
5. | Directorate . Ensures efficient resource allocation for service
Finance, Planning delivery.

& Administration Ensures compliance with financial and operational

procedures.

7.0 Roles and responsibilities of external stakeholders

These are actors outside NCHE who interact with or support the delivery of NCHE's
mandate.

SN |Internal Stakeholders Roles and Responsibilities
1. Ministry of Public Technical  support for review, development,
Service documentation, dissemination, clearance for approval

and application of service delivery standards, quality
assurance, and compendium for Service Delivery
Standards.

5 National Planning To set standards for national and decentralised

Authority planning and to ensure that the strategic plans of NCHE
are aligned.

3. | Ministry of Integration of service delivery standards into the
Finance, Planning program budgeting system, identify and provide
and Economic funding for implementation of Service Delivery
Development Standards activities for NCHE.

NATIONAL COUNCIL FOR HIGHER EDUCATION u



Office of the Prime
Minister

Integration of service delivery standards into the
monitoring and evaluation framework, and to apply
the Service Delivery Standards in the annual NCHE
performance assessment.

Ministry of Gender,
Labour and Social
Development

To ensure that issues of equity and social inclusion are
mainstreamed in the Service Delivery Standards.

Parliament

Provides oversight and accountability.

Reviews NCHE performance reports and budget
requests.

Supports legislative amendments affecting higher
education regulation.

Auditor General

Conduct financial and value for money audits in
accordance with set standards.

Ministry of
Education and
Sports

Provide policy guidance, oversight, and
coordination.

Ensures alignment of NCHE activities with national
education priorities.

Supervise, monitor and evaluate the
implementation of Service Delivery Standards
activities at NCHE.

Supports NCHE through allocations and policy
directives.

Public and private
Higher Education
Institutions

Comply with NCHE standards, regulations, and
reporting requirements.

Submit new programmes for accreditation and
new ones for review.

Implement NCHE recommendations for quality
improvement.

Provide accurate data for IMIS.
Demand for quality service.

Provide feedback on the quality of service.

10.

Students and
applicants

Provide feedback on service quality.
Comply with academic and institutional regulations.

Participate in NCHE activities (tracer studies, career
guidance, higher education exhibitions).

n SERVICE DELIVERY STANDARDS




11 Professional - Collaborate with NCHE on programme accreditation

Regulatory and standards.
Bodies - Align curriculum requirements with professional
standards.

- Participate in institutional inspections.

12. Employers - Provide labour market data to inform curriculum
relevance.

- Participate in advisory boards, tracer studies, and
curriculum reviews.

- Offer internship and apprenticeship opportunities

13. Development - Support NCHE through technical assistance and
partners capacity building.

- Promote international best practices in quality
assurance.

- Fund research, ICT systems, and institutional
strengthening activities.

- Provide feedback on the quality services provided

14. | Other implementing Carry out advocacy, support funding, monitoring and
partners (e.g., Private provide feedback on the effectiveness of implementation
sector, media, civil of service standards
society).

8.0 Monitoring and Evaluation

A robust Monitoring and Evaluation (M&E) framework ensures that the Service
Delivery Standard is effectively implemented and continuously improved. NCHE will
conduct:

i) Routine performance monitoring of departments against set service targets and
produce quarterly and annual performance reports.

i) Periodic service delivery reviews and customer satisfaction assessments
i) Compliance audit to identify gaps, delays, and improvement areas.

The National Council for Higher Education will track and report on the implementation
of the Service Delivery Standards on a quarterly basis. The reports will be submitted
to the Ministry of Public Service/ Office of the Prime Minister for assessment and
consolidation into Annual Performance Reports.

NATIONAL COUNCIL FOR HIGHER EDUCATION



9.0 Matrix of NCHE service delivery standards

The service delivery standards for NCHE specifies the service delivery objective, service
description, standards (quantity, quality, cost, time, process, accessibility and Coverage),
target beneficiaries, accessed criteria to obtain the service, inputs, user fee contribution by
service recipients and responsible Centre/ service point as indicated in the Table 3:
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