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Foreword

The Service Delivery Standards (SDS) for FY2025/2026-2029/30 reaffirm MSC's
commitment to deliver timely, affordable, consistent, transparent,
and high-quality services to our clients and stakeholders.
Developed in line with the National Planning Authority’s Development Plan Regulations,
the standards establish clear expectations for service delivery in terms of quality, time,
cost, and coverage.

The SDS support MSC's strategic objectives of expanding access to affordable credit,
grants and technical assistance; strengthening partnerships and stakeholder trust;
improving accountability and institutional sustainability; and enhancing organizational
efficiency.

The standards cover MSC's core services of Technical Assistance, Credit Financing and

Grant Financing, as well as internal processes that support effective client service delivery.
They provide a benchmark for performmance monitoring, quality assurance, accountability,
and continuous improvement.

As a Government Agency mandated to provide sustainable financial
services to the active poor through viable partner institutions, MSC
continues to play a strategic role in advancing financial inclusion, wealth
creation, and job creation. Our work with the SACCOs, Cooperatives,
Community Groups and Microfinance Institutions remains central to
empowering communities and building vibrant financial institutions
that transform livelihoods. These Service Delivery Standards therefore
provide a practical framework for translating our mandate, Vision,
Mission, strategic plan and Organizational values into measurable
service commitments.
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As MSC implements the SDS, it will continuously monitor compliance,
assess client satisfaction, and address service delivery gaps. The standards
will also be reviewed alongside the Strategic Plan, including through mid-
term review, to ensure they remain responsive to emerging needs and
operational realities.

The Board therefore calls upon management and staff to uphold these
standards as a shared institutional commitment to excellence, integrity,
people-centered service and accountability. Through their effective
implementation, MSC will strengthen stakeholder confidence and contribute
more effectively to Uganda’s wealth, job creation and socio-economic
transformation agenda.

£ A .

Dr. Emmanuel Aliba Kiiza

Chairperson of the MSC Board of Directors
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Executive Summary

The Microfinance Support Centre (MSC) has established Service Delivery Standards
(SDS) for the FY2025/26 — 2029/30 period. These standards define the minimum
expected levels of service in terms of time, cost, and coverage, aligning with
the Development Plan Regulation by NPA. The SDS are designed to enhance
efficiency, accountability, and consistency across all of MSC's operations.
MSC's core mandate according to its Memorandum and Articles of Association
2001 is to provide sustainable financial services to Uganda’s economically active
poor through viable partner organizations (SACCOs, Groups, MFls, Cooperatives)
and to build their capacity. The SDS are directly aligned with MSC's four
strategic objectives: Increasing access to affordable credit, grant financing,
and technical assistance, Strengthening partnerships and stakeholder trust,
Improving financial performance, accountability, and sustainability, Enhancing
MSC's organizational capacity and efficiency.

MSC's Vision and Mission which are; to see “Vibrant community financial institutions
transforming livelihoods of the active poor,” and to “enable Cooperatives and
Community Groups access technical assistance, affordable microfinance and
grant financing,” respectively provide a framework that aligns all of MSC's
strategic objectives, service standards, and operational activities toward the
common purpose of transforming the livelihoods of Uganda’s economically
active poor.




The three main services delivered by MSC to its clients are: Technical Assistance, Credit
Financing, and Grant Financing. The SDS detail the standards for each service, specifying
target beneficiaries, access criteria, methodologies, responsible parties, and user fees.
Similarly, the standard also highlights the standards for internal processing including; credit
assessment, business development services, human resources.

MSC will continuously monitor the SDS to ensure expected outcomes are met, such as
improved client satisfaction, uniform service delivery, and enhanced accountability. The
standards will be reviewed alongside the Strategic Plan, with a mid-term review to assess
compliance and make necessary revisions.

These Service Delivery Standards are fundamental to MSC's commitment to transparency,
accountability, and excellence. By adhering to these standards, MSC aims to build a lasting
culture of quality, strengthen stakeholder trust, and effectively contribute to wealth and
job creation in Uganda

Purpose of the Service delivery Standards

The purpose of these Service Delivery circumstance receives services that are

Standards is to establish a clear, consistent timely, cost-effective, high-quality, and re-
framework that guides how MSC delivers liable. They also serve as a management
services to its clients and stakeholders. tool, providing a reference point against

The standards set out the minimum ac- which MSC can assess performance, identify

ceptable level of service across all areas
of operation, ensuring that every client
regardless of location, service point, or

gaps, and drive continuous improvement
in how services are planned, delivered,

and monitored.
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Introduction

The Service Delivery Standards (SDS) for FY2025/26 —2029/30 set forth
by the Microfinance Support Centre outline the minimum expected
levels of service delivery in terms of time, cost and coverage. These
standards are essential for improving efficiency and accountability
in public service delivery. The standards are in adherence to the
Development Plan Regulations by the National Planning Authority
which stipulates that Government institutions shall develop and publish
service delivery standards

MSC delivers 3 main services to its clients (SACCOs, Groups, Cooperatives,
MFIs); i.e. Technical Assistance, Credit financing and Grant financing
as detailed in the service delivery model below. MSC also has internal

services e.g. credit assessment, business development services, human
resources. These internal services are to ensure effective service delivery
to MSC clients
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Strategic Objectives

The Service Delivery Standards are in
alignment with the MSC Strategic Plan
FY2025/26 - 2029/30 and specifically to
the four MSC strategic objectives.

Increase access to affordable
1 credit, grant financing and
technical assistance sustainably

2 Strengthen partnerships and
stakeholder trust

3 Improve financial performance,

accountability and sustainability

VA Enhance MSC organizational
Capacity and efficiency

The Microfinance Support Centre (MSC) is a ful-
ly Government owned company established by
the Government of Uganda in 2001 as a Com-
pany limited by guarantee through its Memo-
randum and Articles of Association. MSC was

created with a mandate to provide sustainable

financial services to the economically active

poor in Uganda through viable partner organi-
zations (SACCOs, Groups, MFls, Cooperatives)
and build their capacity
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Goal

To grow community financial institutions into
sustainable entities contributing to national
savings and creating jobs

[ ] [ ]
Vision
Vibrant community financial
institutions transforming livelihoods of

the active poor

[ ] [ ]
Mision
To enable Cooperatives and Community
Groups access technical assistance, affordable

microfinance and grant financing

Affordable microfinance

services for
Jjob creation

wealth and
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Values

O= i.
Integrity

iiii.
People
Centeredness

i&%{ iv.

Professionalism

_‘@')’_ V.

Crea':ivity

Equity. We ensure fair and inclusive treatment of clients and col-
leagues, particularly women, youth, and persons with disabilities,
without discrimination. We uphold equal opportunity in service
delivery, decision-making, and internal processes, reflecting MSC'’s
commitment to social justice and inclusive growth. We actively
prevent bias, respect diversity, and promote participation from all
segments of the community.

Integrity. We act with honesty, consistency, and ethical responsibility
in the execution of our duties. We adhere to institutional policies,
avoid conflicts of interest and accurately represent information to
stakeholders. We uphold the highest standards of trustworthiness
and accountability in all our interactions.

People-Centeredness. \We prioritize the needs, voices and digni-
ty of clients and partners in all decisions and actions. We exercise
empathy, responsiveness, and respectful engagement to ensure
services are tailored to the realities of cooperatives, SACCOs, Groups
and communities served. We actively listen, involve stakeholders
in designing solutions and treat every individual with fairness and
compassion.

Professionalism. \We demonstrate competence, discipline, and eth-
ical conduct in all aspects of our work. This entails delivering quality
services on time, maintaining confidentiality, and upholding insti-
tutional standards in every interaction. We act with veracity, pursue
continuous improvement, and represent MSC with excellence and
reliability.

Creativity. We proactively seek innovative solutions that enhance
service delivery and institutional impact. We embrace new ideas,
leverage technology, and adapt approaches to meet the evolving
needs of Cooperatives, SACCOS and Community Groups. We foster a
culture of learning, experimentation, and continuous improvement
while remaining aligned to MSC's mission and values
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Governance structure

The Microfinance Support Centre Ltd operates under a structured governance structure
designed to ensure effective management, accountability and strategic oversight as

detailed in Figure 1 below

Figure 1: MSC Organizational Structure — Macro level

‘ Board of Directors

| Executive Director / Chief Executive Officer Deputy Executive Director /
Head Performance & Quality
Assurance
l l l ¢
Head Business
Inm 1 Omlﬁa;;h Secretary Head m“:l'am - MI Head Human Development
Audit / Lol Administration Technology Resources Services

Process Used to Develop the Service Delivery

Standards

The development of these Service Delivery
Standards was a consultative process involv-
ing key internal departments and external
stakeholders to ensure the standards reflect
both operational realities and client expec-
tations. Internally, a cross-functional team
drawing from all departments was engaged
to define realistic service benchmarks based
on existing processes, capacity, and identified
performance gaps. This was complemented
by consultations with client institutions to

capture their expectations regarding quality,

cost, turnaround time, and coverage, as well
as engagement with relevant regulators and
development partners to ensure alignment
with sector requirements and good practice.
Draft standards were reviewed before be-
ing finalized and shared for approval by the
relevant authorities, ensuring the resulting
document is both practical to implement
and responsive to the needs of all parties
involved.
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—

1. Establish the minimum standard of service that MSC will provide, and clarify what
clients, suppliers and other stakeholders can expect in terms of quality, timeliness,
cost, and coverage.

2. Promote consistent and standardized service delivery across all areas of MSC's
coverage, regardless of location or service point.

3. Provide a benchmark for reviewing and improving MSC's management systems,
processes, and procedures.

4. Enforce mechanisms for quality assurance, monitoring, and compliance to ensure
service delivery consistently meets defined standards.

5. Provide a framework for regularly updating standards in response to client feedback,

\ performance data, or changing needs.

Implementation of the MSC Service Delivery Standards
is driven by the coordinated efforts of internal
departments and external stakeholders. Internally,
departments work cohesively to ensure operational
efficiency, regulatory compliance, timely procurement
and payments, fleet management, legal advisory, and
performance management, thereby enabling effective
service delivery to client institutions. Externally,

client institutions, regulators, service providers, and
development partners each play distinct roles that
support, reinforce, and enable the delivery of services
in line with the standards.
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Institutional Arrangements

The MSC's internal roles are driven by the deliverables of the different
departments working cohesively to deliver services to client institutions.
Each department contributes a specific function that, together, ensures
smooth operations and consistent application of the Service Delivery
Standards.

Stakeholder Involvement

Externally, client institutions are responsible for ensuring compliance
including registration with the Ministry of Trade and Cooperatives and
the DLG, conducting annual audits and Annual General Meetings (AGMs),
obtaining licenses from the Microfinance Regulatory Department (MRD)
and Bank of Uganda, and timely preparation and submission of fund
utilization reports to MSC. Meeting these requirements enables client
institutions to access and benefit from the services offered by MSC.

Additionally, external service providers including suppliers, legal firms,
and garages support MSC's internal operations through framework
contracts, while development partners and other stakeholders engage
in dialogue and collaboration to strengthen the overall microfinance
ecosystem.

Roles and Responsibilities of Internal
Departments

The table below summarizes the roles and responsibilities of MSC's
internal departments and how each contributes to the implementation
of the Service Delivery Standards.
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Table 1: Roles and Responsibilities of Internal Departments

Stakeholder /
Department

Key Responsibilities

Role in Implementation of the
Standards

Business
Development
Services

Credit &
Investment unit

Day-to-day management
of core services to client
institutions

Client onboarding,
relationship management

-Acts as primary liaison,
communicates standards to
client institutions, and gathers
feedback on service experience

Finance &
Administration
(Inclusive of
the PDU and
Administration
unit)

Timely procurement
& payments, financial
management, budgeting

Sourcing suppliers,
framework contracts, fleet
management

Vehicle allocation,
maintenance, logistics

-Ensures funds are available and
disbursed within set timeframes
to meet service standard
commitments

-Ensures timely availability
of goods/services needed to
support field operations and
service delivery timelines

-Ensures field staff have reliable
transport to reach client
institutions within planned
timelines

Legal

Regulatory compliance,
legal advisory, contract
management

-Ensures MSC's own operations
comply with relevant laws/
regulations; reviews client
institution compliance status;
provides legal guidance on
service agreements
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Stakeholder /
Department

Key Responsibilities

MSC SERVICE DELIVERY STANDARDS
FY 2025/26 - FY 2029/30

Role in Implementation of the
Standards

Strategic Oversight
Policy Approval and Compliance

Resource Allocation

Board of Performance Monitoring and
Directors Accountability
Risk Management
Stakeholder and Public
Accountability
-Builds staff capacity to deliver
Human Staffing, training, on the standards; embeds
Resources performance management | service standard KPlIs into staff

performance appraisals

Performance &
Quality Assurance
(inclusive of

Monitoring &
Evaluation /
Quality Assurance

Credit & Investment
analysis

Tracking performance, data
collection, reporting

-Undertake credit and
investment assessments,
presentation to respective loan
committees, loan offer drafts
and disbursement memo
drafting

-Monitors adherence to
service standards, compiles
performance reports, identifies
gaps and recommends
corrective action

-Provides systems (MIS,

Business Systems support, data ticketing, reporting tools) to
Technology management track and report on service

delivery metrics in real time

) . -Provides leadership, approves
) Strategic oversight, ) i
Senior i implementation plans, and
resource allocation, o

Management ensures accountability across

decision-making

departments




MSC SERVICE DELIVERY STANDARDS

FY 2025/26 - FY 2029/30

17

The table below summarizes the roles and responsibilities of external stakeholders and

how each contributes to the implementation of the Service Delivery Standards.

Table 2: Roles and Responsibilities of External Stakeholders

Stakeholder /
Department

Key Responsibilities

Role in Implementation of the
Standards

Client Institutions
(MFIs/SACCOs,
etc.)

Registration with
Ministry of Trade &
Cooperatives and DLG;
annual audits; AGMs;
licensing with MRD and
Bank of Uganda; timely
submission of fund
utilization reports

-Maintain eligibility and good
standing to access MSC services;
timely and accurate reporting
enables MSC to process requests
within set service standards

Ministry of
Trade, Industry
& Cooperatives /
DLG

Registration and
regulatory oversight of
client institutions

-Provide the regulatory registration
status that MSC verifies before
service provision, forming part of
eligibility checks

Microfinance
Regulatory
Department
(MRD) / Bank of
Uganda

Licensing and prudential
regulation of client
institutions

-Set licensing and compliance
benchmarks that client institutions
must meet; MSC relies on these to
confirm client institution legitimacy
and risk profile

External Auditors

Conduct annual audits of
MSC

-Provide assurance on MSC
financial integrity,

External Service
Providers
(Suppliers,
Garages, Vendors)

Supply goods/services
under framework
contracts

-Ensure timely availability of
operational inputs, enabling MSC
to meet its own internal service
turnaround commitments

Legal Firms

Provide external legal
advisory/representation

-Support MSC in resolving legal/
contractual matters that could
otherwise delay service delivery
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Stakeholder / L Role in Implementation of the
Key Responsibilities
Department Standards
-Provide resources and technical
Funding, technical support that strengthen MSC's
Development ) ) i i )
Part assistance, policy capacity to deliver services;
artners . - o .
dialogue participate in joint reviews of
standards’ effectiveness
Other Engage in consultations that
. - | ultati
Stakeholders Sector dialogue, . gad . .
(indust ~dvocacy. information inform continuous improvement
industr Y . ion-
. y . Y of the standards and the broader
associations, sharing ) )
microfinance ecosystem
sector networks)

The standards will create a baseline that will be periodically reviewed and updated,
providing a foundation for continuous improvement as MSC adapts to changing client
needs, emerging risks, or operational challenges.

Monitoring of the implementation of the standards will be undertaken through a combination
of routine and scheduled processes. Performance will be tracked on an ongoing basis through
the MIS/ticketing systems, capturing data on turnaround times, complaint resolution, and
other service quality indicators, with scheduled quarterly performance reviews conducted by
the Monitoring and Evaluation Team and departmental focal persons to assess compliance
and identify emerging gaps. This will be complemented by periodic client satisfaction
surveys and feedback mechanisms including suggestion boxes, hotlines, and exit surveys at
service points to capture the direct experience of client institutions, as well as independent
compliance/internal audit reviews to verify reported performance. Consolidated findings
from these reviews, surveys, and audits will be presented to Senior Management and
the Board through periodic monitoring reports, which will inform corrective action and
updates to the baseline standards.

MSC will continuously monitor the SDS to ensure the outcomes below;

1. Clients and stakeholders have a clear, shared understanding of what to expect from
MSC in terms of quality, cost, time, and coverage, leading to improved confidence and
satisfaction.

2. Services are being delivered uniformly across all regions and service points, reducing
variation in quality or experience and ensuring consistent service delivery across all
coverage areas.
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The Service Delivery Standards will be reviewed
along with the Strategic Plan. A mid-term review
will be conducted and the compliance to the SDS
will be assessed. Necessary revisions will be made. A
comprehensive review of the Standards will be done
after 5 years during the end-term assessment of the
Strategic Plan.
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