
SERVICE DELIVERY

Service delivery is a component of business that defines the interaction between providers 
and clients where the provider offers a service, whether that be information or a task, and the 
client either finds value or loses value as a result. Good service delivery provides clients with 
an increase in value. Good service delivery provides customers with an increase in value.

Today, the ICTs Technologies  have  become an essential  part  of  the lives.   Many service
providers  have  teamed  up  with  institutions  to  provide  varied  types  of  services  to  their
customers via different varieties of systems and mobile technologies and devices. However,
customers often are critical of the quality of such alternatives service delivery options. In line
with  its  vision,  the  University  ICT Center  has  committed  itself  for  a  continuous  quality
improvement process. In order to examine how its ICT services are perceived by its customer,
the University, ICT function carries out annual customer satisfaction surveys to determine
the underlying factors and service qualities that can improve its customers’ perceptions and
use towards ICT services.

A survey carried out in the year 2013/2014, intended to find out,  customer satisfaction Index,
Customer satisfaction  with various ICT services it offers and  service gaps that affect service quality.
The findings of the survey revealed that ,  68.08%  of University ICT customers are familiar with
varoius  ICT services  and  67.14% rated the quality  of  the  service  as  good and overally,  73.19%
expressed their satisfaction with ICT services they receive. This is in line with is service delivery
charter. https://ict.uonbi.ac.ke/node/337
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