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The Vice Chancellor's Conference is an annual gathering of departmental leaders and
their teams, aimed at deepening shared understanding around Strathmore University's
annual theme and strengthening our commitment to the institution’s core values.

This e-book opens with inspiring and thought-provoking summaries of the speeches de-
livered at the start of the event, which frame the conversations and challenge partici-
pants to think more deeply about the meaning and practice of personalised attention
within the University community.

Following last year's reflections on how Personalised Attention can be maintained in an
ever-growing organisation, this year's conference turns to departmental practice: high-
lighting the concrete systems, structures and habits departments have built to make
personalised attention a sustainable and lived reality within the University community.

This e-book brings together twenty-five departmental stories that capture these innova-
tions and experiences. More than a conference souvenir, it is intended as a living resource:
a collection of ideas, models and practices that departments can learn from, adapt and
build upon. It is also a testament to the creativity, initiative and shared vocation of col-
leagues across the University who continue to ensure that, even as Strathmore grows,
every person remains seen, heard and valued.
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Long before mobile banking existed, | found
myself in a bank branch with fifteen minutes
to spare before the bank closed and a
problem that looked unsolvable. | had lbeen
sent to withdraw KES 20,000 using a cheque,
but the account held only KES 19,500. There
was no time to return for a rewritten and
countersigned cheque — the bank was
closing. By every rule in the book, | was going
home empty-handed.

But the bank teller had otherideas. He quietly
“lent” me KES 1,000, had me fill a deposit
slip, processed it, and — just like that — my
withdrawable balance crossed the threshold.
| used the cheque, paid him back his
thousand on the spot, and walked out with
exactly what | needed. The whole transaction
took minutes. No rule was broken. No one
was harmed. No funds were misappropriated.
And one customer left feeling genuinely
served rather than turned away at the door.
That teller is my hero.

| share this story not to encourage people to
bend rules, but to challenge us all to think
more generously when someone sits across
from us needing help. Too often, institutional
life trains us to reach for the rule that explains
why something cannot be done, rather than
the creativity that might reveal how it can.
Personalised attention begins precisely at
that crossroads — the moment we choose
to stay with a person’s problem rather than
hand it back to them unsolved.

This challenge belongs equally to every
memberofouruniversitycommunity.Afaculty
member who notices a student struggling
and finds a way to offer additional guidance
— within academic policy — is practicing
exactly this kind of attentive innovation. So is
the administrator who, rather than directing
a confused student from office to office,
takes a moment to walk them through the
process personally. So is the finance officer
who, instead of citing a regulation and
closing the conversation, pauses to explore
whether there is a legitimate path forward.
The specific context changes; the posture of
genuine helpfulness does not.
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The good news is that innovation of this
kind rarely requires authority or resources.
It requires attentiveness, goodwill, and a
willingness to think laterally. And when we
are unsure whether a creative solution is
permissible, the answer is simple: check
with your immediate supervisor. That
one conversation could be the difference
between someone leaving our offices helped
or helpless.

This does not mean anything goes. Wisdom
and judgement matter deeply. There are
moments when a rule must be applied
firmly and without apology — because that
particular person, in that particular situation,
needs that particular boundary. The art lies
in knowing the difference. And that art, at its
heart, is what ersonalized attention asks of us.

At Strathmore, we aspire to be an institution
that truly sees people — not as cases to be
processed, but as individuals to be served.
May this conference sharpen that instinct
in each of us, and may we leave it more
committed than ever to finding the creative,
compassionate third way when it matters
Most.
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People First: Building a Culture of Personalised Attention

Ty Bl ek

Chairperson of the University Council

During this year's Vice Chancellor's
Conference, we gather at a time when
universities  worldwide are navigating
significant  transformation.  Geopolitical
tensions, technological advances, shifting
student expectations, and evolving labour
markets continue to redefine higher
education. Yet amid all this change, one
truth remains constant: universities are
fundamentally about people. Forming minds,
shaping character and nurturing talent are
our core business. That is why personalised
attention matters so deeply.

Personalised attention is not simply good
customer service. It is about personalising
the dignity, unigueness, and potential of
every person within our institution. Students
may graduate with degrees from many
universities, but what they carry for life are the
human encounters that shaped them: the
lecturer who believed in them, the mentor
who guided them, the administrator who
listened patiently. Those moments define us
as an institution.

This theme also invites honest reflection.
Are our systems enabling personalised
attention, or unintentionally undermining
it? When student queries go unresolved,
when assignment feedback is delayed, when
staff appraisals measure output but ignore
mentorship and service culture, personalised
attention weakens. Excellence and
personalised attention are not competing
priorities; they are mutually reinforcing.
Strong systems should create more room for
human connection, not less.

Equally important is that we remain action-
oriented. Attention without action loses
meaning. Students and staff gain confidence
in an institution when concerns are met with
timely decisions and visible follow-through.
A university culture that combines genuine
attentiveness with decisive action builds
trust, credibility, and lasting excellence.

One quiet but significant threat to this
culture is procrastination. Delayed responses,
deferred conversations, unresolved tensions;
these carry real consequences for real
people. Personalised attention requires
responsiveness and discipline. Culture is not
built through policy documents; it is built
daily through how we answer an email, how
we receive a student, and how we support a
struggling colleague.

Before | close, allow me to express sincere
appreciation to every member of staff. The
work you do — often quietly and without
recognition — sustains this institution.
Balancing teaching, research, administration,
and student support is no small task, and we
remain deeply grateful for your dedication.

As we leave this conference, | invite each
of us to sit with one simple gquestion: Who
within our university community needs my
attention, support, or encouragement today?

If each of us commits to making a positive
difference in another person's life, the
collective impact will be profound.

Thank you, and may God bless you all.
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Creating a family atmosphere where Personalised Attention can be lived

Personalised attention is not a programme
Strathmore bolted onto its mission at some
pointalong theway. Itisthe soil the institution
grew from — the founding conviction that
education, at its most serious, is an act of
love. To teach well is to know the person you
are teaching. Excellence and humanity are
not in tension; they are the same aspiration
approached from different angles. That
origin is not a historical footnote. It isthe gene
that either expresses or gets suppressed
depending on what we choose to do, every
day, in every department.

Four questions are worth sitting with
honestly.

Where did we come from? Revitalising
a university's identity begins not with a
strategy document but with a candid return
to origins — to the animating conviction that
gave the institution its reason for existing. For
Strathmore, that conviction placed the whole
person at the centre: their formation, their
vocation, their dignity. Personalised attention
is the daily expression of that conviction.
Losing it — however gradually, however
understandably — is not an efficiency gain. It
is a slow erosion of identity.

What is actually happening in our students’
lives? The generation we serve today is the
most connected in human history and,
by many measures, among the loneliest.
They receive information constantly and
wisdom rarely. They carry the performance
of certainty on social media while navigating
genuine disorientation beneath the surface.
What a student who is quietly struggling
needs is not another digital resource or a
referral to a webpage. They need a human
being who noticed — before they asked —
that something was wrong. Personalised
attention, in this context, is not a luxury. It is
an act of rescue.

How do we renew our impact without
diluting our identity? The honest challenge
of ersonalized attention at scale is that it
cannot be delivered by good intentions
alone. It requires intentional architecture:
mentoring structures that are genuinely
resourced, faculty formation that shapes
character alongside competence, and staff
who understand that they are not simply
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doing a job but living a mission. Crucially, a
family atmosphere is never decreed from the
boardroom. It is caught by watching what the
people in authority actually do. Leadership
that models attentiveness creates permission
for the whole institution to personalise it.

How do we make it last? Personalised
attention must be understood for what it is:
Strathmore's most irreplaceable competitive
advantage. In a world where any institution
can now stream content to thousands
simultaneously, the one thing that cannot be
automated, replicated, or purchased from a
ranking table is genuine human relationship.
The universities that will matter most in the
decades ahead are not the ones with the
fastest systems. They are the ones whose
graduates carry, for the rest of their lives, the
memory of having been truly seen — and
who go out into the world and extend that
same attention to others.

The return on investment for personalised
attention is not easily captured in a metric.
It compounds quietly, across years, in the
choices our graduates make, the cultures
they build, and the people they stop to notice.
That is what a family does. And that is what
Strathmore is called to be.
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The Power of Personalised Attention: Friendship

Pot Loy Toptsel
Assistant Secretary General of the
Commonwealth (2020-2026)

In My years serving as Assistant Secretary
General of the Commonwealth, | learned
a simple yet profound truth: lasting peace
is rarely built through systems, funding, or
coercion alone. It emerges through genuine
relationships. The Commonwealth’s strength
lies not in power or wealth, but in its ability
to cultivate friendship among leaders,
even in the most challenging and morally
complex settings. We succeed by listening,
accompanying, and treating each nation
according to its unique history, struggles,
and aspirations. This personal and friendly
approach offers a vital lesson for education.

Education, like peacebuilding, is
fundamentally a personal endeavour. It is
not merely the transmission of knowledge
but the shaping of the human person. At its
best, it attends to the distinct dignity, talents,
and challenges of each learner. Just as we
in the Commonwealth accompany heads
of government through dialogue and trust
rather than imposing solutions, so must
educators see, know, and walk alongside
every student. Standardised approaches may
deliver efficiency, but they cannot awaken
the full potential that resides in each unique
individual.

Friendship is the decisive element. In
diplomacy, | have witnessed how trust
disarms defensiveness, opens minds, and
creates space for transformation, even
among those navigating difficult ethical
terrain. A sincere word, offered in fraternity,
can prompt reflection and change. The
same holds in the classroom. When students
feel genuinely valued, not reduced to test
scores or metrics, they gain the confidence
to reinterpret setbacks, discover strengths,
and envision a fuller version of themselves.
Research in human development confirms
what experience teaches: people flourish
where they are known and supported.

This is no peripheral concern. Personalised
attention and authentic relationships lie at
the core of effective formation. They resist the
mechanical tendencies of mass education
and honour the relational nature of the
human person. Structures and curricula
matter, of course; yet relationships matter
more. An education grounded in attentive
friendship becomes truly transformative,
drawing out the best in each learner and
preparing them to contribute to the common
good.

Real progress flows from  personal
engagement. Whether among nations
or in our schools, it is through patient
accompaniment, respect for individuality,
and bonds of friendship that we foster
magnanimous leaders and resilient societies.
In a world quick to ersonal and ersonalize,
let us recommit to seeing the person before
us, the human face behind our decisions,
preparation and tests. The essence of
education is not to inform but to form:; it
formms character, awakens vocation, and
builds the foundations for a more peaceful
and humane future.

Aswe reflect onthese truths, maywe embrace
the quiet power of ersonalized education:
one student, one relationship, one Mmoment
of genuine attention at a time. In this way,
we participate in the noble work of helping
every young person become who they are
truly meant to be.
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Each story in this collection offers something distinct. As you read, you may find it useful to notice
four qualities that appear across them; each one a different expression of what Personalised
Attention looks like when it is genuinely embedded in the way a department works. These are not
checklists, and no story embodies all four perfectly. But together, they describe what Personalised
Attention looks like at its most powerful: not an isolated gesture, but a designed practice that
reshapes behaviour, sustains itself over time, and can travel beyond the department where it was
born.

Systems and Structures That Shape Behaviour

The most transferable stories are those where something was deliberately designed: a new system,
structure, tool, or model that actively shapes how people give Personalised Attention, rather than
leaving it to individual goodwill. A warm interaction or a well-executed routine is always worth
noting, but what to look for here is an approach so well-designed that it changes the habit or
culture of how people relate to one another. The test is simple: could another department pick
this up and make it their own?

Reinforcing Other Institutional Values

Strathmore is guided by a constellation of values: Service to Society, Excellence, Lifelong Learning,
Freedom and Responsibility, Subsidiarity, Ethical Practice, and Collegiality. Some stories in this
collection show how a Personalised Attention initiative, almost naturally, activates one or more
of these other values in the process. When you notice that happening, it is worth pausing on. It
is a reminder that treating people as persons is not a standalone act; it is the animating spirit of
everything the University stands for.

Going Above and Beyond, and Making It a Norm

Some contributors describe a moment when they or their team stretched beyond the formal
boundaries of their role and then, crucially, made that stretch the new standard. Both parts
matter. Doing something remarkable once is admirable. Embedding that generosity into how a
department consistently operates is what turns a good story into a lasting culture. Look for stories
where the exceptional has become the expected.

Proactive Rather Than Reactive

Perhapsthe most telling quality across these stories iswhether a department waited for a problem
to act, or whether it paused, noticed a gap or an opportunity, and took the initiative even when
things were not obviously broken. That kind of anticipatory attention is the hallmark of a culture
that genuinely cares, rather than one that responds well only under pressure. Where you see it,
you are looking at continuous improvement in its most human form.
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Institute of
Healthcare
Management, SBS

Story Title

A Structure That Sets Everyone Free:
Reorganising IHM Into Research Centres

13  Student Mentoring
Department
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Student Mentoring

Story Title

You Mentor a Soul, Not a Problem: The
Jahazi Mentors Seminar

Mr. Nicholas Mateli,
Ms. Naomi Kosgei,

2 Ms. Linda Mukoma,
Mr. Daniel Amoke,
Mr. Dennis Namasaka

Internal Audit and
Compliance

From Policing to Partnership:
Humanising the Audit Experience

14 Rosemary Okello-
Orlale

Africa Media
Hulb, Strathmore
Business School

Data, Story, Impact: Training Journalists
to Transform Africa's Narrative

3 | Joleen Wangechi

Community Service
Department

One Subject, One Chance: Personalised
Maths Mentorship in Samburu and Kitui

15 | Lucy Waruguru

Financial Aid Office

Beyond the Bursary: Walking with
Students Through Hardship, Step by Step

4 Anne Njoroge (on
behalf of SERC)

Strathmore Energy
Research Centre

Pizza Thursday: Building a Research
Culture One Slice ata Time

16 | Stephen Wakhu

Corporate
Communications
Department

Storytelling with a Conscience: Putting
People at the Heart of Every Narrative

5 | Jotham Njoroge

Vice Chancellor's
Office

No Email Left Behind: A Triage System
That Keeps the Institution Moving

17 | Neville Nyakundi

People and Culture
Department

Heard and Supported: Staff Engagement
Sessions That Go Beyond HR Process

6 Benard Makinda

Cafeteria Services

Catering with Intention: A Structured
Engagement Model for Every Event

18 | Joseph BM Mweu

Security and Safety

Guardians with a Human Face: Safety

7 | Alice Gitonga

Housekeeping
Department

Kumekucha: When a Cleaning
Department Invests in the Next
Generation

Department Services That See the Person
125 When the Rules Bend for a Person: A
SBS Undergraduate Undergraduate, . I
19 Custom Exam Solution for a Student in
Department Strathmore

Business School

Pain

8 | Sanaipei Kosen

SQA - Institutional
Data Analytics Unit
(IDAU)

Ask First, Analyse Later: Turning Data
Requests into Human Conversations

9 | Gathoni Kimani, Mercy

Partnerships &
Internationalization
Office

Liaisons of Trust: A University-Wide
Partnerships Champion Network

20 Christine Alivitsa Strathmore Lecturing Through the Storm: Teaching,
Mutingu Institute Mentoring and Healing at Once
Career

21  Godwin Kilonzo

Development
Services Office

Career Ready, Student Led: PDP Sessions
That Close the Feedback Gap

10 | Dr. Henry Muchiri

School of
Computing and
Engineering
Sciences (SCES)

Walking Into the Classroom: Peer
Mentorship for New Lecturers

22  Christine Ochieng

Strathmore
University
Foundation (SUF)

Winning People One at a Time: Enlisting
Champions for the Annual Run

11 | Minnie Gachina

Quality and Data
Management,
Strathmore
Business School

Feedback That Lands: From Aggregated
Scores to Personalised Dialogue

23 | Data Protection Office

Data Protection
Office

Personalising Data Protection in Practice

24 Esther K. Muriithi

Administration and
Support

The Little Things That Hold Us Together
as Persons

12 | William Kadima

Office of Graduate
Studies

Every Application Is a Dream:
Humanising the Graduate Admissions
Journey

25 Betty Ngala

Corporate
Communications

Automating the Events Experience: A
Smarter Booking System for the Whole
University

A

sonalised
ention

Strathmore
UNIVERSITY

A

sonalised
ention

Strathmore
UNIVERSITY




Vic NC EJ-L;'“E f IMPACTEUL STORIES
ke AND EXPERENCES

A STRUCTURE THAT SETS EVERYONE FREE:

REORGANISING IHM INTO RESEARCH CENTRES

v
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The Institute of Healthcare Management is one of the larger academic units at Strathmore
Business School. With thirty-four PhD students, two hundred Masters students, and a portfolio
of executive programmes and ongoing research projects, IHM is, by any measure, a complex and
busy environment. That complexity, however, was quietly working against the very people it was
mMeant to serve.

Over time, it became clear that the sheer scale of IHM made genuine personalised attention
difficult todeliver. Some colleaguesand studentsfeltlostin the crowd —unabletofind the support,
mentorship, or visibility their work deserved. Others, less scrupulously, took advantage of the low
accountability that comes with size, drifting into private consultancies or outside activities during
working hours. Meanwhile, the few who were genuinely excelling and receiving recognition from
the Director found themselves accused of favouritism by those who felt overlooked. The culture
of good work ethics was eroding, and the structure itself was the problem.

What was needed was not better intentions but a better architecture — a reorganisation that
would create accountability, personalise mentorship, and give every member of IHM a clear place
to belong and a clear path to grow.

With the support of the University, IHM was restructured into four research centres, each led by
an Associate Director: the Centre for Climate Change and Health, led by Dr Majid Twahir; the
Centre for Public-Private Interactions and Market Solutions (PRISM), led by Prof Francis Wafula;
the Centre for Health Leadership and Health Systems Strengthening, led by Prof Ben Ngoye: and
the Centre for Social Behaviour and Strategic Foresight, led by Prof Joseph Onyango. Within each
centre, several research hubs were established, each headed by a Hub Lead appointed by the
Centre Lead.

Crucially, the restructuring gave every member of IHM a choice. Staff were invited to select which
centre they felt most comfortable working within, and which hub within that centre they believed
would best support their career progression. This element of self-selection was deliberate. Rather
than assigning people to structures, the new model asked individuals to identify where they could
thrive — and then created the conditions for them to do so.

Theresultswere swiftand significant. Research output picked up. Career progression conversations
that had previously stalled began to move. People who had previously drifted or felt unseen now
had named mentors, structured channels of communication, and a community small enough to
notice them and large enough to resource them.

One case illustrates the transformation vividly. Judy Amolo, a research intern working under Prof
Kokwaro, had for a long time felt that her talents were not being fully utilised. After a conversation
with the Director, she was introduced to Prof Ben Ngoye at the Centre for Health Leadership.
Within months, Judy had spotted a grant opportunity, raised it with Prof Ngoye, and together
they submitted a proposal. In April 2026 — just two months after submission — they received a
grant of USD 250,000. This is unprecedented not only within IHM but arguably across the wider
university. Judy is a research intern.
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Therewasresistance,of course. Aminority ofindividualswhohadthrivedundertheoldarrangement
— where accountability was hard to enforce — pushed back. But they were a minority, and the
momentum of the new structure proved stronger than the inertia of the old one.

The Transferable Lesson

The model implemented at IHM demonstrates something important: personalised attention is
not primarily a matter of individual effort or goodwill — it is a matter of design. When people are
too many to be seen, the answer is not to try harder; it is to build smaller, intentional structures
within which seeing becomes possible.

The IHMreorganisationisdirectly transferable toanylarge department or unit within the university.
It requires permission from leadership, willing Centre and Hub Leads, and a genuine commitment
to letting people choose where they belong. The reward is a system where mentorship happens
naturally, accountability is visible, and talent — even in an intern — has the space to flourish.

The Director's recormmendation is clear: this model should be considered for university-wide
adoption as the institution moves toward its Strategic Plan 20262030 theme of “Beyond

Excellence — Towards Impact.” The quarterly progress reports from IHM's four centres are already
bearing that out.

About the Contributor

Prof. Gilbert Onyango Kokwaro is the Director of the Institute of Healthcare Management

(IHM) at Strathmore Business School, and a Professor of Health Systems Research. He leads
a large and diverse research and postgraduate commmunity spanning PhD students, Masters
students, and several executive programmes.
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FROM POLICING TO PARTNERSHIP:
HUMANISING THE AUDIT EXPERIENCE

There is a particular anxiety that often precedes an audit. Across organisations, the arrival of the
audit team is rarely greeted with warmth. People grow cautious. Conversations become guarded.
Documents are tidied up, and the real story — the one that would actually be most useful —
tends to stay hidden. The Internal Audit and Compliance Department at Strathmore University
recognised this dynamic and decided to do something about it.

The department’'s mandate is precise: to provide independent and objective assurance and
consulting services that add value and enhance the University's operations. Its role is not punitive.
Yet historically, the team had operated primarily through standardised audits — thorough and
efficient but often experienced by departments as distant and formal. The result was a kind of
proximity gap. Without genuine engagement at the departmental level, the audit function risked
being perceived as policing rather than partnering. Worse, it risked auditing symptoms rather
than causes.

The question the team asked itself was a demanding one: how do you shift from being process-
centered to being people-centered, without compromising the objectivity that gives your work
its authority?

The answer became a named initiative: From Insights to Impact — Closing with Gratitude. Its
logic was simple, but its implications were significant. The team redesigned how it engaged with
departments across three stages: before, during, and after each audit.

Before an audit begins, the team now holds informal, conversation-driven meetups with the
relevant process owners. These are not pre-audits or preliminary investigations. They are genuine
conversations — designed to create early visibility, reduce anxiety, and replace uncertainty with
clarity. The goal is that by the time the formal audit begins, there are no strangers in the room.
During the audit itself, the familiarity built in those early conversations transforms the experience.
What might otherwise feel like scrutiny begins to feel like collaboration. Departments open up.
Context is shared more freely. The team finds itself understanding not just what is happening but
why, which is precisely the level of insight needed to make recommendations that actually land.
After the audit, the team closes with gratitude. Thoughtful thank-you notes are sent to process
owners. The team continues to support departments in implementing recommendations, rather
than handing over a report and stepping away. Feedback is sought not just post-audit, but
continuously to sustain the relationship and improve the process.

This model has been running for sixteen months and has quietly changed the culture of how
audits are experienced at Strathmore. In the 2025 stakeholder satisfaction survey, the department
recorded an overall satisfaction score of 96 percent. Perhaps more tellingly, seven risk assessments
were conducted in the reporting period against five initially planned — the additional two driven
by departments themselves, who requested self-reviews. That is a department proactively seeking
an audit, rather than dreading it. The proximity gap had been closed.
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Internal Audit and Compliance

Managing the balance between familiarity and objectivity required conscious effort. The team
anchored every engagement in clear objectives, evidence-based methods, and periodic rotation
of assignments to maintain independence. And when some departments — reassured by the
warm pre-audit conversations— began to expect the audit team to implement recommendations
on their behalf, the boundaries were calmly and clearly restated. The advisory role was reinforced
without the relationship being damaged.

The Transferable Lesson

The most transferable insight from this initiative is that personalised attention in a compliance
function is not a soft luxury — it is a strategic advantage. When people feel genuinely heard, they
share more. When they share more, the audit finds the real issue, not just the visible one. When
the real issue is found, the recommendation actually changes something.

Any department whose work involves evaluation, review, or quality assurance can adopt this
approach. The core elements are: informal early conversations that build psychological safety;
consistent follow-through after formal processes conclude; and a posture of genuine curiosity
rather than procedural compliance. For it to work, the commitment must be sincere, and
leadership must support it visibly. Trust, once offered, tends to grow — but only if the offer is kept.

If the team was starting again, it would introduce real-time sharing of findings from the outset,
rather than holding them until the end of the process. They would also build in continuous
feedback loops from the very first interaction, rather than relying on post-audit surveys. The goal
is not just a better audit. It is a lasting partnership that strengthens the entire institution.

About the Contributor

The Internal Audit and Compliance team at Strathmore University comprises Mr. Nicholas

Mateli (Director), Ms. Naomi Kosgei (Manager), Ms. Linda Mukoma (Senior Risk and
Compliance Officer), Mr. Daniel Amoke (Internal Auditor), and Mr. Dennis Namasaka (Risk
and Compliance Officer). The department provides independent assurance and consulting
services, supporting the University in governance, internal controls, and enterprise risk
mManagement.
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ONE SUBJECT, ONE CHANCE:

PERSONALISED MATHS MENTORSHIP IN SAMBURU AND KITUI
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Mathematics is often described as a gatekeeper subject. Perform poorly in it, and doors close —
to university admission, to competitive scholarships, to the career pathways that follow. Perform
well, and the same doors open wide. For many students in rural and marginalised cormmmunities
across Kenya, this gatekeeper has been extraordinarily difficult to get past.

The Community Service Department at Strathmore University had long understood this. The
department's work focuses, among other things, on bridging educational gaps in underserved
communities by connecting student volunteers with schools that need academic support.
What became increasingly clear, however, was that many students in these communities were
performing well in most of their KCSE subjects — yet consistently failing Mathematics. The
subject was pulling down their overall grades and, with them, their chances of accessing higher
education. Able, ambitious young people were being locked out not by a lack of potential, but by
a single subject.

The department decided to respond with something more targeted than general academic
support: a focused Maths mentorship programme, drawing on Strathmore's engineering
students as the primary resource. These were students with strong Mathematical backgrounds
and, importantly, a commitment to service. They were deployed to schools where the need was
greatest — not as teachers in the conventional sense, but as mentors. Their role was personalised
academic support: simplifying difficult concepts, running extra practice sessions, offering one-on-
one guidance, and, perhaps most importantly, building confidence in learners who had already
internalised failure as normal.

The first major implementation took place in Samburu County in 2025. Seven Strathmore
engineering students — all female — were placed in schools during the Service-Based Learning
programme. They arrived into a challenging environment. Many students had already decided,
deep down, that Mathematics was not for them. The first task, therefore, was not to teach — it
was to build a relationship. The volunteers focused on listening, encouraging, and creating safe
learning spaces before they pushed for academic performance. Once students felt that someone
genuinely believed in them, they became more receptive. They started asking questions. They
attempted problems they would previously have left blank.

When those students sat their KCSE examinations in December 2025, the schools reported
significant improvements in Mathematics mean grades compared to previous years. Teachers
noted increased participation and a new willingness among students to engage with the subject.
Students who had been silent in Maths lessons began supporting one another. The shift in
atmosphere — from resignation to engagement — was visible and sustained.

One student's words captured it simply: “For the first time, | felt like Mathematics was something
| could actually pass.” That sentence holds within it the entire logic of the programme: that
academic performance is inseparable from belief, and belief is built through human relationships.
Not everything worked as expected. Some students needed more support than a single service-
learning placement could provide, and the continuity question — what happens after the
volunteers leave — remains the programme's most pressing challenge. This has informed how
the initiative is now being expanded and structured for greater sustainability.
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Because of the results in Samburu, the programme has been extended to Kitui County in 2026.

The Transferable Lesson

The principle at the heart of this initiative is both simple and profound: students do not only
need teaching — they need belief, consistency, and someone willing to walk closely with them
through difficulty. Academic support becomes far more effective when paired with mentorship
and genuine human connection.

This modelis transferable across disciplines and departments. What it requires is careful volunteer
selection, genuine partnership with local schools, clear deployment structures, and follow-
up systems that ensure impact can be measured and learning carried forward. It also requires
patience — the kind that understands that restored confidence sometimes precedes improved
performance, not the other way around.

Ultimately, this programme shows that when education is personalised, even one subject can
become the difference between limitation and a life-changing opportunity.

About the Contributor

Joleen Wangechi is a Manager at the Community Service Department at Strathmore
University. She founded and managed the Mathrise project as a volunteer before joining the
University as a staff member — a trajectory that speaks to the depth of her commitment to
the communities the department serves.
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PIZZA THURSDAY:
BUILDING A RESEARCH CULTURE ONE SLICE AT A TIME
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Research is the engine of a research centre. This ought to be obvious — and yet, in practice, it
is entirely possible for a team of technically skilled, professionally accomplished people to find
that the day-to-day demands of consultancy, delivery, and operations crowd out the slower,
more patient work of generating new knowledge. For some members of the Strathmore Energy
Research Centre team, that crowding-out had quietly happened. The ambition to publish, to
contribute to the global body of knowledge in renewable energy, had been deferred — sometimes
for years.

SERC recognised this as a gap it needed to address: a publications gap, and the broader question
of how to support staff in progressing academically — towards Master's degrees, PhDs, and
postdoctoral studies — while continuing to deliver on the Centre's operational commitments.

The response was refreshingly low-cost, and deliberately so. In 2026, SERC launched Pizza
Thursday — an internal initiative designed to foster a culture of research and continuous learning.
Every Thursday afternoon from 2:00 to 4:00 PM, team members come together to write, exchange
ideas, and refine their research concepts. They eat pizza. They think together.

The format is structured around one idea: that research thrives in community. By setting aside a
regular, protected time and a convivial atmosphere, Pizza Thursday made research feel less like
an isolated, intimidating undertaking and more like a shared, ongoing conversation. The initiative
was championed by Sarah Odera, whose sustained passion for the project gave it both shape and
momentum.

The results have been tangible. The team has developed seven research titles, which are being
prepared for submission to funding partners for development and publication. But the change
that matters most is harder to measure — it is the shift in how team members think about
themselves as researchers.

“If I'm honest, the last time | conducted in-depth research was during my Master's. Let's not
mention the year. This space has helped me rediscover my research skills, and I'm excited at
the opportunity to become a first-time author in a global journal. | also enjoy the pizza,” one
participant reflected.

Another shared: “Before joining this group, | struggled to fully develop ideas or even know where
to start with a paper. Through our Thursday research sessions, I've been able to explore different
angles, learn directly from senior researchers, and build toward something truly comprehensive.”
A third noted: “In my years of research, it feels ironic to say | have never written a paper, despite
wanting to for so long. I'm grateful that this platform gives me the space to share my ideas,
however scrambled they are, and the guidance to shape them into something others can learn
from.”

These are not marginal experiences. They describe a fundamental reorientation — from knowing
that one should produce research, to actively doing it, alongside colleagues who make it feel
possible.

The Transferable Lesson

Pizza Thursday can be replicated in any department. It requires no budget beyond the cost of the
pizza, no formal policy, and no external expertise. What it requires is a champion — someone who
cares about research culture and is willing to hold the space consistently week after week.

The deeper lesson is that personalised attention, in an academic and research context, sometimes
means giving people the protected time and the relational environment in which their intellectual
ambitions can surface and grow. Not everyone will ask for that. But when it is offered regularly,
and made to feel genuinely welcoming, people show up — and they begin to produce.

Any department with academic or knowledge-generation responsibilities would benefit from
something like this. Start small. Pick a day. Bring food. Find your Sarah Odera.

About the Contributor

The Strathmore Energy Research Centre (SERC), established in 2012, is one of sub-Saharan

Africa’s leading centres for research, training, and consultancy in the renewable energy
sector. SERC supports governments, private sector actors, and the wider public across all
stages of renewable energy project development. This story is contributed by Anne Njoroge
on behalf of the SERC team, with particular acknowledgement to Sarah Odera, the initiative's
champion.
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NO EMAIL LEFT BEHIND:

A TRIAGE SYSTEM THAT KEEPS THE INSTITUTION MOVING
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The Vice Chancellor's Office sits at the centre of Strathmore University's decision-making.
All departments interface with it. It receives, on any given day, a high volume of emails and
correspondence — requests for guidance, approvals, alignment, and support. For a while, that
volume was winning.

The problem was not negligence. It was scale and system. Without a structured approach to
mManaging incoming correspondence, the office defaulted to a first-in, first-out model that left
some emails waiting for days before receiving a response. Colleagues who had directed queries to
the VC's Office occasionally felt unattended to — not because they were ignored, but because the
system had no way to ensure that urgency, accountability, and follow-through were consistently
mMaintained.

In a context where collegiality and institutional trust are core values, that gap mattered. Many
decisions across the university depend on timely guidance or approval from the VC's Office.
Delayed responses create hesitation. They slow processes. They erode the confidence that
departments need to execute effectively.

The solution the office developed was elegant in its simplicity. The team transitioned from the
first-in, first-out model to a structured triage system. After first clearing the existing backlog, the
team began categorising all unread emails based on the immediate next action required — reply,
follow-up, meeting request, or escalation. Each email was converted into a task and assigned to
a clearly accountable owner within the office, ensuring that nothing sat unattended and no one
could say “I didn't know it was mine to handle.”

The initial challenge was analytical: understanding the range and patterns of incoming requests
well enough to define meaningful categories. This required a short period of observation and
iteration. But once the patterns became clear, the system stabilised quickly. Over the course of
more than a year, it has produced a consistent outcome: all emails are addressed within twenty-
four hours on weekdays.

The effect on how the VC's Office is perceived has been significant. Colleagues began to experience
it as accessible, attentive, and a genuine enabler of their work — rather than a distant approval
point. One unintended consequence, however, was that some staff began directing queries to the
VC's Office even when those queries belonged elsewhere — precisely because they trusted that
a prompt response would follow. Rather than allowing this to undermine institutional structure,
the office used it as a teaching moment. Queries were redirected to the appropriate departments,
and staff were guided on the right channels — strengthening subsidiarity without sacrificing
service.

In this way, a simple organisational habit became an expression of deeper institutional values:
responsiveness, accountability, and the principle that no person — and no email — should be left
waiting without reason.
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The Transferable Lesson

This system requires three things: a shared email environment, a simple and consistently applied
categorisation framework based on “next action,” and clear accountability for each item. It does
not require new software, new staff, or a major organisational project.

The guiding principle is direct: never hold an email. If you cannot resolve it immediately, assign
or escalate it so that momentum is maintained and silence is avoided. Review incoming emails
over a short period to identify common request types, then agree on a limited set of labels that
everyone understands and applies without ambiguity. Team discipline is the key condition — the
system only works if everyone applies it consistently.

Any office that manages significant correspondence would benefit from this approach. The cost

is minimal. The impact — on responsiveness, on trust, and on the experience of everyone who
interacts with the office — is considerable.

About the Contributor

Jotham Njoroge serves as Chief of Staffin the Vice Chancellor's Office at Strathmore University.
He describes himself as an artist, architect, and philosopher with a passion for complex and
transformative ideas — and for finding ways to share them simply.
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CATERING WITH INTENTION:

A STRUCTURED ENGAGEMENT MODEL FOR EVERY EVENT
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Catering, at its best, is invisible. When it works well — when the food arrives on time, suits the
occasion, accommodates every dietary need, and reflects the tone of the event — nobody notices.
It is simply part of a successful experience. When it does not work, everything else suffers. The
Cafeteria Services team at Strathmore University understood this acutely, and it informed a
fundamental question they began asking themselves: were they truly serving each event, or were
they simply processing requests?

The department supports the full range of the University's functions — daily meals for students
and staff, high-level catering for executive events, and everything in between. The challenge it
faced was that a largely standardised process had made it difficult to consistently tailor services
to the specific requirements of each occasion. Budgets varied. Dietary needs differed. Protocol
expectations shifted depending on the audience. Timing was often tight. And yet the process for
engaging with a requesting department was broadly the same regardless of context — which
meant that, too often, catering felt transactional rather than personalised.

This mattered because catering is not a peripheral function. It is part of the Strathmore experience.
How an event is catered communicates something about how the institution values the people
it hosts.

The department's response was to design and implement a Structured Personalised Catering
Engagement Model. The model is built around four elements: early consultative check-ins with
requesting departments; customised menu options aligned to event type and budget; clear
approval workflows that give all parties visibility; and post-event feedback to support continuous
improvement.

The check-in stage is the most important. Rather than waiting for a request to arrive fully formed,
the team now reaches out early — initiating a conversation about the event's purpose, audience,
and expectations before any menusare discussed. Thisshiftsthe dynamic from reactive processing
to collaborative planning.

Key roles were defined clearly across the team. The Executive Chef provides overall leadership
and sets service standards. The Catering Manager coordinates day-to-day operations and
client engagement. The Special Events Supervisor oversees high-profile and complex events.
Finance and operations teams manage costing and approvals in collaboration with requesting
departments. Everyone knows their part.

The model has been running for over a year and is now embedded in standard operations.
The results have been measurable. Departments engage earlier. Expectations are clearer. Last-
minute changes have reduced. Testimonials from event coordinators describe catering that feels
“intentional and well thought out.” Repeat bookings from the same departments have increased
— a reliable signal of trust.
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Not everything has gone smoothly. Late requests and last-minute changes still occur, particularly
for high-level meetings. Some stakeholders initially viewed the structured approval process
as a bureaucratic delay rather than an enabler. The team addressed this through consistent
communication — explaining, repeatedly if necessary, that early engagement actually improves
speed and personalisation rather than slowing it down. Menu frameworks were simplified to
reduce friction. And the education effort was sustained.

The Transferable Lesson

The most transferable insight from Cafeteria Services is that personalised attention is less about
resources and more about disciplined habits. Early conversations, clear roles, and structured-but-
flexible processes create the conditions for genuine responsiveness — they do not restrict it.

If a department were starting a similar initiative, the recommendation would be to invest time
upfront in explaining the “why” to all stakeholders — including those who will need to engage
with the process — before launching. Piloting with a smaller group first, before scaling, allows
the team to identify and address friction points before they become embedded. And post-event
feedback must be genuinely used, not just collected.

The core principle is simple: design personalisation into your routine. The human touch does not
have to be improvised. It can be built in.

About the Contributor

Chef Benard Makinda leads culinary operations at Strathmore University's Cafeteria Services.

A holder of a bachelor's degree in hospitality management and an expert in food safety
systems including ISO 22000 and HACCP, he brings a background of senior leadership roles
at the Kenya School of Law and the University of Nairobi. He is known for his commmitment to
operational excellence, recipe standardisation, and mentoring within the culinary profession.
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KUMEKUCHA: WHEN A CLEANING DEPARTMENT INVESTS IN
THE NEXT GENERATION
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When most people think about personalised attention at a university, they think about lecturers,
counsellors, administrators — the people whose roles explicitly involve engaging with others. They
are unlikely to think about the cleaning staff. That, perhaps, is precisely why the Housekeeping
Department's story is worth telling.

The department maintains the physical environment of Strathmore University — classrooms,
offices, washrooms, common areas. Its staff are present everywhere, all the time. And yet, within
that visibility, there is a particular kind of invisibility that can accompany service roles. The
challenge the department’s leadership took seriously was not just how to deliver excellent service
to the University community, but how to ensure that their own team memlbers — many of whom
are women with families and aspirations of their own — were genuinely seen, supported, and
invested in.

The response took several interconnected forms.

At the individual level, the department introduced structured one-on-one discussions with team
members — relaxed, unhurried conversations that gave each person the space to be heard. These
were not performance reviews. They were genuine human exchanges, designed to make staff
feel valued and to surface concerns or needs that might otherwise go unspoken. Combined with
personalised support for colleagues who were sick, expectant, or bereaved, the message was
clear: this department takes care of its own.

At the community level, the team developed what became its most distinctive contribution
— Kumekucha, a mentorship and motivational programme for the children of Housekeeping
staff. Run in collaboration with Strathmore students, who serve as facilitators and role models,
Kumekucha exposes the children of cleaners to the University environment, introduces them
to the institution’s values, and connects them with spiritual guidance through chaplaincy. The
programme motivates children to be ambitious and to imagine futures that their parents may
not have had access to.

The results have been visible and moving. The number of Housekeeping staff members’ children
who have gone on to enrol at Strathmore University or affiliated institutions has increased. Parents
speak of the programme with gratitude — not only for the academic encouragement it offers, but
for the formation it provides and the message it sends to their children: that this institution sees
and values them too.

In the operational space, the department has also partnered with students to introduce
technological improvements. Students have helped automate feedback collection through QR
codes placed in washrooms, classrooms, and lecture halls. Short video clips created with student
support are now used during student orientations. These collaborations benefit both sides: the
department gains process improvements; the students gain practical experience.
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The team is candid about its challenges. Time constraints, given the number of staff, make it
difficult to sustain one-on-one sessions at the desired frequency. Some staff experience anxiety
in individual discussions. Inconsistency remains a risk. These are acknowledged honestly — and
they are being worked on.

The Transferable Lesson

The human touch comes before any action. This is the operating principle of the Housekeeping
Department, and it is one that any team can apply.

The most transferable lesson is about the breadth of who deserves personalised attention. It is not
only students or clients who need to feel seen — it is also the people who do the work. When a
department invests in its own staff, the investment multiplies. Staff who feel valued deliver service
with a different quality of presence. And when that investment extends to the families of staff —
as Kumekucha does — it creates a relationship with the institution that goes far beyond the terms
of a job description.

For departments considering a similar approach: start with genuine listening. Make the one-

on-one conversations simple and relaxed. Follow up. Build trust slowly and consistently. The
technology and the programmes can come later — the relationship has to come first.

About the Contributor

Alice Gitonga leads the Housekeeping Department at Strathmore University, which provides

comprehensive cleaning services across the entire University environment. The department’s
strategic goal is to operate as a high-efficiency, quality-driven, and people-centred function
that enhances satisfaction for every stakeholder. Their motto — Strathmore with a Sparkle —
reflects both their professional standard and their spirit.
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ASK FIRST, ANALYSE LATER:

TURNING DATA REQUESTS INTO HUMAN CONVERSATIONS
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There is a particular way of being technically correct and practically unhelpful. A data analyst can
answer a question accurately — producing exactly the numbers requested, on time, formatted
clearly — and still leave the person who asked no better equipped to make the decision they
needed to make. The Institutional Data Analytics Unit (IDAU) at Strathmore University began
to seriously reckon with this gap, and the response it developed was both small in form and
significant in effect.

IDAU exists to support the University's strategic and quality functions through data — producing
analyses, surveys, dashboards, and reports that inform decisions at various levels of the institution.
The challenge the team identified was not a failure of technical competence. It was a failure of
proximity. When a request arrived and the team focused purely on delivering the output, they
risked missing what the person actually needed: the decision they were trying to make, the
audience they were speaking to, the concern sitting behind the question. Answering the question
as asked was sometimes the wrong answer to the question that mattered.

The shift began with one analyst, and one small but deliberate habit. Before pulling any data
in response to a request, Sanaipei began sending a short reply with a single genuine question:
“What decision are you trying to make with this?” or “Who is this for, and what would change
depending on what it shows?" Just that.

The responses were illuminating. Colleagues whose requests had seemed simple often had
complex needs behind them. The data they had asked for was not always the data that would
serve them. Once the analyst understood the real need, the output was noticeably more useful —
and over time, that became clear to the people making requests as well.

The habit spread. Sanaipei's manager encouraged the rest of the four-person IDAU team to adopt
the same approach, and over several months it became the way the team worked — not as a
formal policy, but as an organic cultural shift, built one interaction at a time.

There were challenges. When requests arrive steadily, pausing to ask a clarifying question can
feel like a delay that cannot be justified. There were moments where the habit was skipped
under pressure, and the outputs were weaker for it — which became, in retrospect, its own useful
reminder of why the habit mattered. There was also a tone problem to navigate: occasionally, the
guestions were read as reluctance or pushback rather than genuine curiosity. Learning to frame
them as care rather than hesitation took practice and self-awareness.

The most visible change over time has been in how requests now arrive. Colleagues who used to
send a one-line request now often include context unprompted — explaining which meeting the
data is for, who the audience is, what they are hoping to confirm. That shift, small on the surface,
signals something real: the relationship between IDAU and its stakeholders has changed from
transactional to conversational.

Within the team, the four analysts now regularly talk through complex requests together — not
just the technical approach, but what the person actually needs and whether the proposed
analysis will serve them well. That kind of conversation was not part of how the team worked
before.

What surprised Sanaipei most was the effect on her own experience of the work. She expected
the habit to improve outputs. It did. She did not expect it to make the work feel more meaningful.
Knowing that a piece of analysis helped someone think through a real decision — rather than
simply arriving in their inbox — turned out to be a genuinely different feeling.

The Transferable Lesson

The version of this that works is simple: before you respond to the next person who comes to
you with a request, ask one honest question about what they actually need. Then let the answer
shape what you do.

The most important enabling condition is leadership support. When a manager values the habit
and says so — explicitly — it stops being one person’s instinct and becomes something the whole
team can own. The second important condition, identified in retrospect, is naming the practice.
Framing it as Personalised Attention and connecting it to the values the institution is trying to
live would have helped the team understand earlier what they were doing and why it mattered.

This approach is available to any team that produces outputs for internal stakeholders — which
is nearly every department in the university. No budget is required. No system change is needed.
The entry point is the next request that arrives, and the decision to ask one more question before
you begin.

About the Contributor

Sanaipei Kosen is a Data Analyst in the Institutional Data Analytics Unit (IDAU) within

Strathmore University's Strategy and Quality Assurance Department. Her work involves
transforming institutional data into insights that support planning, quality monitoring, and
decision-making. The aspect of the work she cares most about is making sure that what the
team produces actually reaches people in a way that is genuinely useful to them.
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LIAISONS OF TRUST:

A UNIVERSITY-WIDE PARTNERSHIPS CHAMPION NETWORK
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Strategic partnerships are one of a university's most valuable assets. They open doors to research
funding, student opportunities, faculty development, international exchange, and industry
engagement. But partnerships are also fragile — they depend on relationships, and relationships
depend on consistent, attentive communication. At Strathmore University, the Partnerships and
Internationalization Office identified a structural problem that was quietly undermining the
institution’s ability to realise the full value of its partnerships: fragmentation.

Different schools and departments were engaging with partners independently, without
shared frameworks or visibility across the institution. Partnerships were duplicated. Some were
underutilised. In certain cases, departments developed a sense of ownership over specific partners
— treating them as departmental assets rather than shared institutional resources. The result was
inequitable access to opportunities, inefficient use of relationships, and a growing gap between
the Office's strategic intent and what was actually happening on the ground.

For a function whose entire purpose is to connect the University with the world in ways that
benefit students, staff, and programmes, that fragmentation was not a minor operational issue.
It was a direct impediment to delivering personalised, impactful opportunities to the people the
Office existed to serve.

The solution was structural: a Partnerships Liaison and Champion model. Under this framework,
each school and selected administrative unit nominates a representative — a Partnerships
Liaison or Champion — who works directly with the Partnerships and Internationalization Office.
Designated Partnerships staff within the office serve as key points of contact for specific units,
creating consistent and accountable relationships between the centre and the departments.
All liaisons have access to a shared Partnerships Management System, where engagements are
tracked, updated, and made visible across the institution.

The initiative began with school-based liaisons and has since expanded to administrative units.
Plans are underway to extend it further to research units. Monthly check-ins and periodic
engagement meetings maintain momentum and keep the network active.

The early results have been encouraging. Schools and departments are more actively involving
partners in their activities — industry forums, roundtables, collaborative events — with clearer
coordination and greater intentionality. Several schools, including SCES, SLS, and SBS, have
shown visible increases in partnership engagement. The relationship between the Office and
departments has shifted from intermittent to ongoing, from reactive to proactive.

Staff response has been largely positive, particularly where the value of shared access is evident.
Partnerships Liaisons are becoming more proactive in surfacing and sharing opportunities within
their units. The shift from siloed ownership to shared institutional benefit — while still in progress
— is underway.
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Challenges remain. Engagement levels are uneven. Some departments have been slower to
adopt the model or to use the Partnerships Management System consistently. Timely updating of
partnership data is an ongoing struggle. These are the friction points that any structural initiative
must navigate, and the Office continues to address them through targeted capacity building,
direct follow-up, and demonstrating the value of the shared approach through concrete early
wins.

The Transferable Lesson

This model is transferable to any environment where functions are decentralised but require
coordination — which describes much of how a university operates. The key is to identify and
empower dedicated liaisons or champions within each unit, and to give them a shared system
that makes their work visible and reduces duplication.

Leadership support and clear communication of roles are essential. Trust must be built early, and
early wins must be communicated widely so that the model's value is demonstrated before it is
assumed.

If starting again, the recommendation would be to invest more time in onboarding — helping
liaisons understand not just what is expected of them, but why the model matters and how it
connects to the institution’s broader goals. Adaptability is also key: the model must be responsive
to the different cultures and capacities of different units if it is to take root across all of them.

About the Contributor

Mercy Gathoni Kimani serves as Partnerships Manager in the Partnerships and

Internationalization Office at Strathmore University, supporting initiatives that benefit the
entire University community. Her work facilitates strategic partnerships and international
collaborations that enhance personalised learning and expand access to diverse academic
opportunities. She is guided by a commitment to excellence, ethical leadership, and globally
relevant education.
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WALKING INTO THE CLASSROOM:

PEER MENTORSHIP FOR NEW LECTURERS

vic "':ELLE“E , IMPACTFUL STORIES

09E AND EXPERENCES

p@% WM School of Computing and
W Engineering Sciences (SCES)

Personalised attention is most commonly discussed in relation to students. But at Strathmore
University's School of Computing and Engineering Sciences, a critical intervention was designed
not for students — but for a lecturer. And in doing so, it served the students more effectively than
a student-directed intervention might have.

The School of Computing and Engineering Sciences delivers rigorous, industry-relevant training
in computing, engineering, and applied technologies, while also shaping students through
Strathmore's values-driven approach to education. When a new lecturer joined the school,
academically competent but still finding their footing in Strathmore's teaching culture, an
early challenge emerged. The lecturer struggled with classroom dynamics. A particular class
became resistant and disengaged within the first weeks of the semester — a problem that, if left
unaddressed, could affect the entire semester's learning outcomes.

The department's leadership recognised that this was not a student welfare issue requiring
student support. It was a faculty integration issue —and the response needed to be proportionate,
rapid, and human.

A targeted peer mentorship initiative was put in place. The new lecturer was paired with a senior
faculty member well-versed in Strathmore's academic and cultural expectations. The mentor
attended selected classes, providing real-time support — modelling effective engagement
techniques, helping manage classroom dynamics, and offering immediate, practical feedback
after sessions. Crucially, the initiative was framed explicitly as developmental, not supervisory. The
message to both the lecturer and the students was clear: this is about growth, not evaluation.

The intensity of the in-class support was deliberately short-cycle: two to three weeks, focused on
the period when classroom dynamics are most malleable. As the lecturer gained confidence, the
mentor's presence was gradually reduced, allowing autonomy to return without the scaffolding
being pulled away abruptly.

The results were observable within a week of the intervention beginning. Where the first week
had seen clear resistance — low participation, disengagement, and a classroom atmosphere that
was neither productive nor comfortable — the second week showed a marked shift. Students
became more attentive, engaged more actively, and demonstrated greater openness. This
improvement was not temporary. It sustained itself through the rest of the semester and into
subsequent courses taught by the same lecturer.

For the lecturer, the change was equally significant. What had felt like a discouraging and difficult
environment evolved into a space that was manageable and, increasingly, rewarding. The senior
mentor noted that real-time, practical support accelerated adaptation far more than formal
onboarding had or could.

One challenge encountered wastherisk that the senior lecturer’s presence in the classroom might
undermine the new lecturer’'s authority — appearing supervisory rather than supportive. This was
mitigated by how the role was framed from the outset, and by the gradual reduction of in-class
involvement. Additionally, the team acknowledged that feedback was largely anecdotal and not
systematically captured — something identified as an area for improvement going forward.

The Transferable Lesson

The principle here is simple and broadly applicable: supporting people during transition periods
— whether staff or students — through structured, peer-based, and context-specific mentorship
produces significantly better outcomes than leaving them to navigate those transitions alone.

What makes this model particularly valuable is its cultural transferability. Pairing new staff with
experienced colleagues does something that formal orientation cannot: it transmits institutional
values, norms, and expectations in a lived, practical way. The new lecturer did not just learn
technigues; they absorbed how things are done at Strathmore, through someone who embodied
i

For this to work, mentors must be credible and willing. The developmental framing must be
clear and consistently maintained. And the support must be introduced early — within the first
two to three weeks — when it will have the most influence. A simple feedback mechanism would
also make the impact easier to demonstrate and build upon. This is a model that any school or
department that onboards new staff could adapt with minimal resource and significant benefit.

About the Contributor

Dr. Henry Muchiri is the Head of the Academic Division at the School of Computing and

Engineering Sciences at Strathmore University. He oversees curriculum delivery, faculty
development, and student academic experience, with a particular interest in applied Al
and effective teaching practice. He is passionate about building systems that support both
student success and faculty growth through practical, human-centred approaches.
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FEEDBACK THAT LANDS:

FROM AGGREGATED SCORES TO PERSONALISED DIALOGUE
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il W Quality and Data Management,
Strathmore Business School

Feedback is one of the most commonly cited tools for improvement in educational institutions
— and one of the most commonly misused. Collected regularly, shared as aggregate scores,
and circulated to departments in the form of reports, feedback can feel more like institutional
paperwork than a genuine invitation to grow. At Strathmore Business School, the Quality
Assurance and Programmme Planning functions recognised that this was exactly what had been
happening — and that a significant opportunity was being missed.

The school had well-established feedback mechanisms: evaluations, surveys, and structured
quality processes. These were working in the sense that data was being collected. The gap was
in what happened next. Feedback was largely generalised. Departments received aggregated
insights without sufficient opportunity to engage with the data in a meaningful way — to ask
guestions about it, to understand what it actually meant for their specific context, or to co-design
responses to what it revealed. Without that dialogue, the feedback loop was technically closed
but practically incomplete.

This mattered because feedback without follow-through erodes trust. When people share their
experiences — through surveys or evaluations — and then see nothing change, the message
received is that the process is performative. Over time, that perception makes people less willing
to engage honestly, and the data becomes less reliable. Personalised engagement with feedback,
by contrast, signals that what people say actually matters and actually lands.

Theteam'sresponse wasto build a personalised engagement framework around two key practices.
The first was targeted feedback sharing and dialogue: rather than distributing aggregate reports
and leaving departments to interpret them independently, the team began analysing data at
the departmental level and conducting one-on-one engagements with Excellence Champions
— the designated improvement leads within each department. These sessions created space for
interpretation, clarification, and the co-creation of specific, actionable improvement plans. The
discussion was not about the data. It was about what the data meant for this department, with
this team, at this moment.

The second practice was continuous engagement and accountability. Monthly Excellence
Champions forums were established, providing a regular touchpoint for departments to share
progress, surface challenges, and learn from one another. Simple tracking tools were introduced
to monitor progress on agreed actions. Informal stakeholder check-ins complemented the formal
forumes, strengthening cross-departmental communication and responsiveness.

The changes since introducing this approach have been gradual but clear. Departments are
becoming more proactive in reviewing their own feedback, rather than waiting for a report to
arrive. The one-on-one engagements are generating genuine conversations — ones that staff
describe as more constructive and useful than the impersonal summary reports they replaced.
Cross-functional collaboration is improving. And perhaps most significantly, the perception of the
feedback process itself is shifting: increasingly, it is experienced as developmental and supportive
rather than purely evaluative.

Challenges persist. Consistency of engagement across all departments remains uneven. The
team acknowledges that earlier investment in automation and system integration would improve
scalability, and this is being addressed as the model matures.

The Transferable Lesson

Personalised attention in quality assurance does not require complex systems. It requires
intentionality, consistency, and the willingness to sit down with people and talk about what the
data means — not just send it to them.

Three lessons emerge clearly. Feedback only becomes valuable when it is supported by dialogue
and follow-through: the data is not the end of the process, it is the beginning of a conversation.
Creating safe spaces for that conversation — through one-on-one sessions, not just group forums
— builds the trust needed for honest engagement. And simple accountability mechanisms,
consistently applied, are what sustain momentum and prevent good intentions from fading.

Any department that collects feedback — from students, from staff, from clients — can apply this
model. The first step is deciding that the feedback you collect matters enough to talk about.

About the Contributor

Minnie Gachina serveswithin the Quality Assurance and Accreditation function at Strathmore

Business School, supporting continuous improvement in academic and administrative
processes. Her work focuses on strengthening stakeholder engagement, enhancing
feedback systems, and promoting a culture of accountability and excellence through data-
driven decision-making.
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EVERY APPLICATION IS A DREAM:
HUMANISING THE GRADUATE ADMISSIONS JOURNEY
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Every application that arrives at the Office of Graduate Studies represents a decision someone
has made — to invest time, money, and hope in the pursuit of further education. Behind the
documents and transcripts is a person with a story, a motivation, and a set of circumstances that
brought them to this point. The Office of Graduate Studies began to take that seriously in a new
way — and the results have followed.

The Officeisresponsible formanaging graduate affairsfrom admissionsthrough tothe completion
of research and the broader welfare of graduate students on campus. A key challenge it identified
was the gap between the administrative necessity of applying consistent admissions standards
and the human reality that every applicant is different. The risk, in any admissions function, is
that the process of checking and ticking boxes becomes its own purpose — detached from the
individual whose future depends on the decision being made.

This mattered particularly for graduate programmes at Strathmore, where a significant proportion
of applicants arrive through referrals. First impressions — at the point of entry and throughout the
process — carry significant weight. An experience that feels bureaucratic or impersonal is not just
a poor service outcome. It is a reputational one.

The team's response began with communication. Response times to applicants were cut to under
one hour, and the nature of those responses changed fundamentally: from automated or copy-
pasted replies to personalised, curated messages that acknowledged the individual applicant.
The goal was to make every person feel that their application had been read by a human being
who understood what it represented.

Beyond response times, the team shifted its orientation from the institution to the applicant. The
admissions process was reconceived: rather than asking whether an applicant met the criteria, the
team began asking what the applicant needed and how the Office could support their journey
— within the framework of the University's guidelines, but with a genuine understanding of the
intent behind those guidelines. This distinction — between following rules and understanding
their purpose — proved to be the foundation of a more human approach.

A further dimension emerged from a demographic shift in the graduate student body. The
average age of graduate students has dropped considerably. Younger postgraduate students
bring different needs — and the Office has responded by extending its role to include not just
administrative support but mentorship and academic guidance, meeting students at the stage
they are actually at.

Theoutcomes have beentangible. Graduate numbers have increased, with asignificant proportion
of new students arriving through referrals — a direct indicator of the kind of experience the
Office is delivering. Students are returning for PhD programmes having completed their Masters
degrees, reflecting a sustained relationship with the institution rather than a transactional one.

The Transferable Lesson

Two transferable lessons emerge from this experience. The first is practical: communication
strategy should be tailored to the people being communicated with, not to the convenience of
the communicating team. A fast, personalised response is not just good service — it is an act of
respect.

The second is philosophical: understanding the rationale behind every rule and policy makes it
possible to apply them with wisdom rather than merely with compliance. When staff understand
why the admissions criteria exist — what outcomes they are designed to protect — they can
engage with applicants in a way that is both principled and human.

Any department that interacts with people at significant moments in their lives — applications,

transitions, decisions — can benefit from this orientation. The investment required is not primarily
financial. It is attentional.

About the Contributor

William Kadima is a Manager at the Office of Graduate Studies, where he handles graduate
admissions and acts as a primary custodian of graduate student welfare on campus. The
Office manages graduate affairs from the point of first contact through admissions, research
supervision, and ongoing student support.
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YOU MENTOR A SOUL, NOT A PROBLEM:

THE JAHAZI MENTORS SEMINAR
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Mentorship is one of those roles that can easily look the same from the outside regardless of how
different it is on the inside. A mentor who listens genuinely and one who listens while waiting
to offer advice may behave similarly in a one-hour session. But their mentees will experience
something very different — and over time, so will their results.

The Student Mentoring Department at Strathmore University confronted this reality honestly.
Mentorship structures were in place. Mentors were meeting with mentees. But a tendency had
emerged: mentors were approaching their roles primarily as problem-solvers. When a student
came with a challenge, the instinct was to move quickly toward a solution. What was being
missed, in the process, was the student’'s context — their history, their feelings, the unique set of
circumstances that gave meaning to the problem they had brought.

This limited deeper engagement and reduced the effectiveness of mentorship relationships.
Students risked feeling processed rather than accompanied — treated as cases rather than
persons.

Thedepartment'sresponsewastheJahaziMentorsSeminar2026—astructured, multi-daytraining
programme held from 29th March to 2nd April. The seminar was designed not as a skills workshop
but as an immersive experience that combined formal learning, peer engagement, reflection,
and relationship-building. Its core aim was a mindset shift: from solving to accompanying.

The programme was built around key thematic areas including mentor-mentee communication,
understanding student dynamics, mentoring etiquette, and the formation of the human person.
Student survey data was incorporated into discussions, grounding the learning in real experiences
rather than abstractions. Alongside the formal sessions, recreational and reflective activities
were woven in — outdoor experiences, peer-led discussions, and group bonding — because the
department understood that mentors who know and trust one another support their mentees
better.

The participants included mentors, facilitators, and chaplaincy representatives, each contributing
a different dimension of the formation experience.

The most significant shift that emerged from the seminar was captured in a phrase that became
the programme’s defining takeaway: you mentor a soul, not a problem. This reorientation — from
problem to person — translated into a practical change in how mentors engaged. They reported
increased emphasis on active listening, more thoughtful attention to first impressions, and a
stronger awareness of how their own identity and presence shaped the mentoring relationship.

The sense of community among mentors also improved markedly. Beyond individual skKill
development, the seminar built a collective — a group of people who saw themselves as part of
a shared mission and continued to support and learn from one another after the sessions ended.
There were small tensions along the way. Some creative elements of the programme, such as
coordinated dress themes, initially met with uncertainty about identity representation. These were
addressed through open conversation and flexibility — a reminder that personalised attention
applies to the experience of the seminar participants as much as to the students they serve.

ST Wl Dipoiasf~

The Transferable Lesson

A colleague from another department considering something similar would be advised to invest
not just in skill development but in mindset formation. Personalised attention improves when
people are equipped not only with techniques but with a different way of seeing the person in
front of them.

The practical conditions for this to work are structured training, genuine reflection time, real-world
data that grounds the learning, and peer learning that extends beyond the formal programme.
The investment in community among mentors is not incidental — it is what sustains the shift
after the seminar ends.

The principle is portable: any department that works with people in a guiding or advisory capacity.

could benefit from a similar immersive experience focused on the question of how we see and
accompany others, rather than how we solve their problems.

About the Contributor

The Student Mentoring Department focuses on mentorship as a key pillar of holistic
student development at Strathmore University. Mentors are charged with guiding students
academically, personally, and socially —accompanying them through their university years in
ways that shape not only their academic performance but their formation as whole persons.
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DATA, STORY, IMPACT:
TRAINING JOURNALISTS TO TRANSFORM AFRICA’'S NARRATIVE
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The stories told about Africa — in its own media and in the media of the world — shape how the
continentis understood, how it isinvested in,and ultimately how it develops. The Africa Media Hub
at Strathmore Business School was established in 2017 on a conviction: that economic, financial,
and data journalism can help change poverty narratives in Africa by creating a convergence
between the private sector, policy makers, media, academia, and communities.

The Hub operates at the intersection of several urgent realities. Across the continent, journalists
covering business, finance,and economic affairs often lack the specialised training todo sowith the
depth and rigour these topics require. At the same time, the rise of social media has fundamentally
disrupted the communication landscape — accelerating the spread of misinformation and
making the work of credible, data-informed journalism both more difficult and more necessary.
The Africa Media Hub's response has been to deliver personalised capacity building for journalists
and communication professionals across multiple countries — training that goes beyond generic
media skills to address the specific demands of business and financial reporting, data journalism,
and responsible commmunication in an era of Al and digital transformation.

In practical terms, the Hub maintains a database of over 5000 journalists from private media,
government agencies, NGOs, and financial institutions across six countries. Through regular
roundtables, short-term trainings, masterclasses, breakfast meetings, and executive programmes,
it has reached media professionals at all stages of their careers — from up-and-coming reporters
to experienced editors. Its training focuses on in-depth reporting, investigative journalism, data
analysis, and the skills needed to turn complex economic information into stories that matter to
ordinary people.

The partnerships that underpin this work are extensive and intentional. In collaboration with
the Business Daily, AMH has coordinated the publication of articles by Strathmore researchers
and faculty that contribute directly to public discourse on Kenya's development. In partnership
with Estonia and TalTech University, the Hub has supported the launch of a Masters programme
and an executive programme in e-Governance at Strathmore. With Stanford University, under
the GAEIA project, it is advancing responsible and impactful innovation across Eastern Africa.
Through UNESCO and Digiken, it has helped create fourteen regional digital village hubs across
Kenya, extending media capacity to communities often left behind by professional development
opportunities.

INn 2024, the Creating Safer Space project — a partnership with Aberystwyth University — brought
a remarkable result: an exhibition on unarmed civilian protection was held at the United Nations
headquarters in New York, placing Strathmore's research and advocacy work on a global stage.
The Hub's work is inherently outward-facing, but its implications are deeply institutional. The
capacity it builds in journalists has multiplier effects: better-informed reporting on economic
issues benefits the societies those journalists cover, advances the University's commitment to
service to society, and extends Strathmore’s reach as an institution of knowledge and influence
far beyond its campus.
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The Transferable Lesson

The lesson from the Africa Media Hub is that personalised attention, at scale, is not a contradiction.
It is a design challenge. When training is tailored to the specific domain needs of a professional
community — rather than delivered generically — it becomes meaningful, applicable, and
transformative.

For the university, the Hub demonstrates the power of sustained, long-term investment in a
focused mission. Platforms, databases, partnerships, and programmes built over years compound
in their impact. The lesson for other departments is that partnerships and coordination — with
media, with governments, with international universities, with communities — multiply what any
single institution can achieve alone.

The opportunity the Hub sees ahead is for the University to deepen its digital and communication
infrastructure, using the Hub's work as a model for how knowledge can be made accessible across
communities, sectors, and borders.

About the Contributor

Rosemary Okello-Orlale is a recognised expert in communication, media, and gender, with

a particular focus on public policy, data storytelling, and business and finance journalism.
She is the Director of the Africa Media Hub at Strathmore Business School — a centre she
has led in shaping the continent’'s media landscape through training, research, and strategic
partnerships.
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BEYOND THE BURSARY:
WALKING WITH STUDENTS THROUGH HARDSHIP, STEP BY STEP
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The Financial Aid Office exists for students who have the potential but not the means. Its work
begins with the recognition that financial hardship and academic capability are entirely unrelated
— and that without deliberate intervention, the former will systematically suppress the latter.
Every year, the office identifies students who would otherwise not be in the room, and does what
it can to ensure they stay.

But Lucy Waruguru and her team have come to understand something important about what
it actually means to support a student through financial difficulty: the money is necessary, but
it is not sufficient. Behind almost every case of financial need is a fuller human story — of family
pressure, of shame, of anxiety about the future, of the particular loneliness of studying alongside
peers who do not share your circumstances. A bursary can cover fees. It cannot, on its own, cover
all of that.

The Financial Aid Office has built its practice around a simple principle: take time to listen to each
student. Not to assess their eligibility. Not to process their case. To listen — to understand what
they are carrying, and to figure out how best to help them stay in class and eventually thrive.

In practical terms, this has taken several forms. Work-study arrangements are offered as a way of
giving students income and dignity alongside their studies. Counselling sessions at the university
medical clinic are paid for when students need psychosocial support. Meal facilitation is provided
to those who cannot reliably eat. Individual and group sessions are held regularly — catch-ups,
personal meetings, student forums — so that students know they are not alone in their journey
and that the office is genuinely watching and walking with them.

The entire team participates. Staff are encouraged — and expected — to flag any concerns about a
student who may be in distress, regardless of whether that student is formally their responsibility.
Personalised attention is a team ethic, not an individual gesture.

Theresults are carried in the studentswho stay, graduate, and write back. One student, Emmanuel,
completed the final paper of his Diploma in Business Information Technology and sent an email
to the office: “| am writing to thank you for the support you and the Financial Aid Office extend to
students like me, because without your help, the journey would have been very difficult. Seeing
my results — 82% — | am even more grateful, since none of this would have been possible without
you standing with me. | hope to pursue a degree next. | will carry the foundation you have helped
me build into every next step | take."

That letter is not a data point. It is evidence of what it means to genuinely accompany someone.

L W ‘ Financial Aid Office
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The Transferable Lesson

The transferable lesson from the Financial Aid Office is both simple and demanding: be always
ready to listen to someone's story, even when you do not have an answer. The students who come
through this office arrive carrying potential that is hidden behind a temporary situation. What
they need, first and foremost, is to be seen — to have someone believe in what they can become
and be willing to walk with them toward it.

The practical conditions for this approach to work are a team culture that treats every student as
an individual, not a case; a genuine flexibility in the forms of support offered; and a willingness to
follow up and stay connected, not just respond to crises when they become unavoidable.

There is nothing the office would do fundamentally differently. The genuine desire to make a

difference in a person’s life is not something that can be improved with a better system. It has to
be chosen — every day, one student at a time.

About the Contributor

Lucy Waruguru is a Manager at the Financial Aid Office at Strathmore University, where

she oversees the selection and award of scholarships to students who demonstrate both
academic merit and financial need. She accompanies these students through four years of
university — supporting not only their education but their wellbeing — and sends them out
as ambassadors of Strathmore to the world.
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STORYTELLING WITH A CONSCIENCE:
PUTTING PEOPLE AT THE HEART OF EVERY NARRATIVE
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The Corporate Communications Department is, in essence, Strathmore University's storyteller.
Through articles, social media content, videos, corporate publications, the welbsite, and institutional
events, the department shapes and shares the University's voice. It tells the story of the institution
— and in doing so, it tells the stories of the people who make up that institution.

That last point contains a challenge that is easy to miss when the pressure of daily content
production sets in. With growing demands for output, faster turnaround times, and increasingly
diverse audiences, there is a real risk of slipping into what might be called transactional
communication: producing content efficiently, meeting deadlines, ticking formats — but without
depth. The individual behind the story begins to fade into the content type.

This mattered to the department because its work sits at the intersection of identity and
experience. If Personalised Attention is a defining institutional value, then it must be visible not
only in classrooms and offices, but in how people are represented, how moments are captured,
and how ideas are communicated. The communications process itself must embody the value it
describes.

The department did not respond with a formal programme or a new system. Instead, it embedded
a deliberate practice across all its workstreams: intentional listening before storytelling. Before a
video is produced, before an article is drafted, before a social media moment is captured, the
team pauses to ask whose story is being told, what matters to that person, and what should be
felt — not just communicated — by the audience.

This shift in orientation was applied consistently across content creation, video production,
photography, social media, events management, corporate publishing, and website management.
Each team member's role was understood not just technically but relationally. Videographers
sought authenticity of voice rather than polished performance. Designers and social media
mManagers curated moments for connection rather than reach. Event managers extended their
role beyond logistics into experience design — ensuring that speakers were supported, audiences
were considered, and the human texture of an event was preserved.

Internally, the effect has been a growing openness among colleagues about allowing their work
to be seen and told with care. Departments have become more willing to share deeper, more
meaningful stories when they trust that those stories will be handled with respect. Externally,
content has begun to resonate differently — less like announcements, more like narratives. Social
media engagement reflects genuine connection. Videos feel real.

One story captures the cumulative effect of this orientation. The account of Cheruiyot Kipkirui—a
Strathmore security guard who qualified as a certified accountant — went viral. It was a story told
with care, about a real person, in a way that made people feel something. That is what intentional
storytelling looks like when it works.
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The departmentis honest about the tensions. Speed and depth frequently compete. High content
demand puts pressure on the reflective pause that makes personalised storytelling possible. In
response, the team has built informal checkpoints — quick alignments, editorial reviews, post-
event reflections — to protect intentionality without creating bottlenecks.

The Transferable Lesson

The core lesson from Corporate Communications is that Personalised Attention can be embedded
into existing processes through small, deliberate choices — it does not require new infrastructure.
What it requires is a shift in how existing work is approached: listen before you write; ask whose
story this is before you frame it; ask what should be felt before you decide what should be said.

For this to work, teams need a shared understanding of purpose and the discipline to prioritise
quality even under pressure. Leadership must create space for reflection, not just output.

If starting again, the team would invest earlier in clear internal guidelines for balancing depth
with efficiency — a practical framework that would help individual team members make better
decisions in the moments when speed and care are in tension. The principle, however, remains
unchanged: when people feel genuinely seen in the work you produce about them, the impact
of that work changes entirely.

About the Contributor

Stephen Wakhu is a Communications Associate in Strathmore University's Corporate
Communications Department,withoveradecadeofexperienceincorporatecommunications,
media relations, and digital storytelling. His work focuses on content strategy and institutional
visibility through compelling narratives across digital and traditional platforms.
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HEARD AND SUPPORTED:

STAFF ENGAGEMENT SESSIONS THAT GO BEYOND HR PROCESS
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People and Culture
Department

In human resources, as in medicine, the difference between good care and excellent care
often comes down to attention. The People and Culture Department at Strathmore University
understands that its mandate is not simply to manage processes — it is to support the welfare of
every member of staff, and to do so in a way that recognises each person as an individual making
a uniqgue and vital contribution to the institution.

The department exists to support staff welfare and to build a positive workplace culture.
Personalised attention is central to this mission in a way that is perhaps more obvious here than in
most departments: the work is, by definition, about people. And yet, the risk of process overtaking
a person — of engagement becoming formulaic — is real in any function that operates at scale.

The People and Culture team identified that opportunities for genuine, personalised engagement
were not consistently built into the rhythms of departmental life. Interaction tended to be reactive
— triggered by a problem, a request, or a formal review — rather than proactive and relational.

In response, the department introduced regular staff engagement sessions and Head of
Department meetings that were redesigned around consultation and genuine dialogue, rather
than information transfer or compliance. These sessions created structured space for staff to be
heard — on matters of welfare, on concerns, on questions about their role and their direction at
the institution. P&C facilitated these discussions, offering strategic advice and human support in
the same conversations.

The feedback from staff has been positive. Participants describe the engagement sessions as
spaces where they genuinely feel heard and supported — a response that matters significantly
in a function whose credibility depends on trust. The sense that the department is accessible,
attentive, and genuinely invested in individual wellbeing has strengthened.

The team is candid about the limits of what has been achieved so far. Time constraints mean that
not all sessions are as deep or sustained as the team would wish. Not every concern raised can be
resolved immediately. These gaps are acknowledged — not as failures, but as honest indicators of
where the work continues.
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The Transferable Lesson

The most important lesson from this experience is that intentionality must precede all other
conditions. Staff engagement is only meaningful when it is genuinely built into the culture of a
team — not scheduled as an afterthought or executed as a compliance exercise.

For any department seeking to replicate this approach, the practical steps are clear: schedule
dedicated time for engagement and protect it; come to those sessions with genuine curiosity
rather than a pre-prepared agenda; and follow up consistently, because trust is built not in single
conversations but in the sustained pattern of showing up. The human relationship — between
staff member and institution —isthe most important asset a people function manages. It requires
the same quality of care as any other institutional priority.

About the Contributor

Neville Nyakundi serves as a Senior Business Partner in the People and Culture (P&C)
Department at Strathmore University. His role focuses on collaborating with various teams
to support effective people management and drive a positive workplace culture.
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WHEN THE RULES BEND FOR A PERSON:
A CUSTOM EXAM SOLUTION FOR A STUDENT IN PAIN
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In November 2025, the SBS Undergraduate Department received a request that had no
straightforward answer. A student enrolled in a Bachelor of Commerce programme was suffering
from a condition causing progressive deterioration of bone tissue. She was in constant pain. Her
mobility was significantly reduced. And she was facing an imminent examination period.

Her request was understandable: she asked to be allowed to sit her examinations remotely, from
Mombasa, where she was receiving treatment. She could not manage the normal examination
process — the movement between venues, the physical demands of being on campus — given
her condition and her pain levels.

The department engaged with her request honestly and carefully. Remote examinations,
under normal circumstances, could not be accommodated within the University's examination
procedures. The integrity of assessments depends on controlled conditions that a remote setting
cannot reliably provide. The team could not simply say yes.

But they did not simply say no, either.

Instead, they built a solution around her. A dedicated examination room was allocated where
she could sit all her papers in one place, eliminating the need to move between venues across
the assessment period. Invigilators were arranged for every examination session. Provisions were
made for standing breaks between papers, to help her manage the pain. The process required
coordination across multiple offices — the school manager, the BCom programme lead, the SBS
examinations office, the main University examinations office, the Registrar, and the Deputy Vice
Chancellor for Academic and Student Affairs. Approvals were sought. Progress was monitored.
Integrity was maintained throughout.

The student did not need to defer her examinations. She sat them, under conditions that
acknowledged her physical reality without compromising the validity of her assessments. She
was grateful — not only for the practical outcome, but for the experience of being engaged with
until a solution was found, rather than being met with a policy and a closed door.
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The Transferable Lesson

Policies and procedures exist for good reasons. They protect fairness, maintain standards, and
ensure thatinstitutional processes serve everyone equitably. But they are foundations, not ceilings.
The question this case asks every department to consider is not “does the policy allow this?" but
“‘within the values of this institution, what does this person need — and what can we do?”

The answer in this case required creativity, coordination, and willingness from muiltiple offices to
go beyond their standard processes in service of a single student’s circumstances. That willingness
is the lesson.

Personalised attention is sometimes not a system or a programme. It is a decision made in a
specific moment, for a specific person, when the easiest path would have been to cite the rules
and move on. Any department can make that decision. It requires only that people be seen first,
and policies consulted second.

About the Contributor

The SBS Undergraduate Department handles academic and student affairs for the
undergraduate programmes at Strathmore Business School. This story is contributed by the
department’'s team, who collaborated across multiple offices to find a solution that protected
both exam integrity and a student's dignity.
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LECTURING THROUGH THE STORM:
TEACHING, MENTORING AND HEALING AT ONCE
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This story is different from the others in this collection. It is not primarily the account of an initiative
a department implemented. It is the account of a person who, in the midst of a profound personal
crisis, kept showing up — and of a commmunity that showed up for her.

In November 2023, Christine Alivitsa Mutingu underwent surgery after a mammogram revealed
lumps in her breast. Three months later, still struggling with fatigue and extreme pain, she was
unable to carry her full teaching load. Her principal, Ms Angelica Kiboro, her head of department,
Mr Charncidor Shikoli, and her fellow lecturers stepped in without hesitation — covering her
units, holding the academic space she had built, and ensuring her students were not left without
support while she sought further medical care.

In May 2024, she was diagnosed with breast cancer.

The response of the Strathmore Institute community to this diagnosis is the heart of this story.
The department provided financial support for chemotherapy treatment. Colleagues contributed
personally, in cash and in kind. Her principal advocated on her behalf to the academic board on
multiple occasions. Allowances were made for online classes when her condition prevented her
from coming to campus. Counselling sessions at the medical clinic were funded to support her
emotionally and psychologically through a gruelling period.

The support extended beyond the professional into the simply human. Colleagues bought her
tea. A fellow lecturer, Stephen Waweru, stopped to give her a lift on a Sunday when he saw her at
a bus stop, recovering from neuropathy pain and waiting for transport. A student, Zena, stayed
after class to encourage her after Christine admitted she was feeling weak. Another student,
Melchizedek, offered his earphones when she needed them, introducing himself and offering
without hesitation.

Through all of this, Christine continued to teach. More than that — she deepened her practice. She
became more intentional about life skills development sessions, designing structured content
around stress management, mental health and wellness, time management, human virtues,
and emotional resilience. In the eighteen months of her cancer treatment, she delivered eight
distinct life skills sessions to CPA students — sharing not only her expertise but her experience,
and modelling the very things she was teaching: resilience, self-awareness, and the courage to
keep going.

The physical challenges are ongoing. Fatigue, neuropathy pain, and the demands of continued
treatment make full availability difficult. Christine is candid about this. But she is also clear about
what the experience has taught her: that being open about difficulty increases friendship rather
than vulnerability. That kindness arrives in unexpected forms. That giving back — to students, to
colleagues, to anyone who needs it — is its own form of healing.
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The Transferable Lesson

The lesson from Christine's story is not a system or a model. It is a witness.

It bears witness to what an institution looks like when it genuinely believes in the dignity of
its people — not in a policy document, but in the daily decisions of principals, colleagues, and
students who choose, again and again, to see the person in front of them and respond.

For any department or team, the question this story poses is direct: when one of your own is
struggling, what does your response communicate about your values? The transferable practice
is simply this: notice, respond, and sustain the response — not just in the acute moment, but
across the long seasons of difficulty that some people carry.

Christine's message to anyone walking a hard road, personal or professional, is stated simply and
without sentiment: “Have a positive attitude. Speak positively. Be self-aware. Accept and reach out
for help. Live life fully. Have a heart of gratitude. Be resilient.” It is, arguably, the best lesson in this
entire collection — and it was earned.

About the Contributor

Christine Alivitsa Mutingu is an alumna of Strathmore School of Accountancy, having

qualified in the CPA course. She serves as a part-time Teaching Fellow at the Strathmore
Institute and the School of Tourism and Hospitality, and is a mentor to students across S,
SBS, and the School of Humanities. She has been a lecturer for the Diploma in International
Relations since January 2018.
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CAREER READY, STUDENT LED:
PDP SESSIONS THAT CLOSE THE FEEDBACK GAP
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The Career Development Services Office is built around a straightforward commitment: ensuring
that Strathmore students are ready for the world of work. In practice, this means helping them
understand what employers expect, how to present themselves professionally, how to navigate
recruitment processes, and how to make deliberate decisions about their career paths.

The challenge the team identified was specific and practical. A pattern had emerged in how
students received feedback from the office —on CVs, on professional conduct, on career readiness
—that was creating friction rather than progress. There were too many back-and-forth exchanges
over email and phone as students sought to understand what had been communicated. The gap
between what the office intended to convey and what students actually received and understood
was significant.

This mattered because the office exists precisely to empower students. A well-equipped office
that failed to commmunicate effectively with its students would be failing its core purpose.

The team’s response was grounded in listening before acting. Rather than assuming they knew
what students needed, the office conducted a survey asking students directly which topics they
wished the office to cover. The responses shaped the design of a series of Personal Development
Programme (PDP) sessions, held on a regular basis and structured around the actual gaps
students had identified.

The uptake was initially modest. Students were uncertain what to expect. But as the sessions
continued, word spread. Attendance grew. Students began requesting a virtual option and asked
for sessions twice a week rather than the once-weekly Thursday slot the office had established.
The programme had found its audience.

The sessions have produced tangible results. Students now arrive at placements with a clearer
understanding of professional expectations. They have learned to tailor their CVs to specific
job descriptions rather than sending generic applications — a shift that the office describes as
significant for both the quality of applications and the professional mindset it reflects.

One student, Haji Dirham Mohamed, secured an internship at KCB and completed it without
incident — an outcome the team points to as evidence of what job readiness, properly developed,
looks like in practice.

The office paused after the first quarter of the PDP programme to assess its effectiveness and
identify areas for improvement — a deliberate decision to avoid embedding a programme before
it had been tested and refined.
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The Transferable Lesson

The most transferable lesson from the Career Development Services Office is to start with
the target audience, not with the programme design. Survey the people you intend to serve.
Understand what they actually need, not what you assume they need. Then build toward that —
and keep the feedback loop open.

The second lesson is about patience with adoption. Low initial uptake is not a signal to abandon
an initiative; it is often simply a signal that trust has not yet lbeen established. Consistency,
relevance, and genuine quality of engagement are what build the trust that eventually brings
people through the door.

Ensure all available resources are mobilised, and design programmes that address long-term
development, not just the immediate presenting problem. The goal is not to solve the crisis in
front of you — it is to build the capacity that prevents the next one.

About the Contributor

Godwin Kilonzo isthe Administrator at the Career Development Services Office at Strathmore

University. With a backgroundin Human Resource and Administration, he oversees placement
and career readiness initiatives that ensure students — Stratizens, as they are known — are
prepared for both formal employment and entrepreneurship, and are equipped to make
informed, confident decisions about their professional futures.
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WINNING PEOPLE ONE AT A TIME:

ENLISTING CHAMPIONS FOR THE ANNUAL RUN
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Strathmore University
Foundation (SUF)

Fundraising, at its core, is a relational endeavour. It is not primarily about money — it is about
compelling people to believe in something enough to invest in it. The Strathmore University
Foundation understands this. Its work is to find the resources that make scholarships possible
and campus development achievable — and to engage the community in that mission.

The Annual Strathmore Run is one of the Foundation’s flagship initiatives. It brings together the
wider Strathmore community in a shared activity that is both a fundraiser and a celebration of
what the institution stands for. For an event of this kind to succeed, it needs not just participants
but champions — people with standing and influence who lend their credibility and energy to
the cause.

The Foundation identified that it needed high-level institutional support to take the Annual Run
to the next level. Rather than simply relying on existing momentum, the team made a direct and
personalised ask: they approached Dean Chiawo and Dean Caesar, requesting that they serve as
champions of the event. Both agreed.

This gesture — of asking specifically, of identifying the right people and inviting their personal
commitment — reflects a principle that the Foundation has internalised: fundraising is a team
sport,and you win people one at atime. Generic appeals generate generic responses. Personalised
asks, made to the right people for the right reasons, generate genuine investment.

The groundwork being laid for the Annual Run extends further. Third-year students from the
School of Tourism and Hospitality are being engaged to study how the performance of the event
can be improved — bringing academic rigour and fresh perspective to an operational challenge.
SBS Marketing students are also being considered as partners in promoting the event. The
Foundation is building a coalition, and doing so with the same intentionality it brings to its donor
relationships.

It is worth noting that at the time of writing, the results of this initiative were still in preparation.
The full story of the Annual Run's success under this new model is yet to be told.

The Transferable Lesson

Thelesson from the Strathmore University Foundationisone of the oldest in effective engagement:
personalisation is not a nice-to-have — it is what makes the difference between an appeal that
lands and one that is ignored.

Any department or team that needs to build buy-in, galvanise support, or mobilise people around
a shared goal can apply this principle. Identify the right people. Make the ask personally. Be
specific about what you need and why you are asking this person in particular. And involve as
many stakeholders as possible in ways that draw on their specific capabilities — not as a crowd,
but as a team.

The broader institutional lesson is that large events and initiatives depend on the quality of the

human relationships underneath them.Investinthose relationships—through personal attention,
through specific tasks, through genuine follow-up — and the results take care of themselves.

About the Contributor

Christine Ochieng is the Team Leader at the Strathmore University Foundation (SUF),
whose work is to raise funds for scholarships and campus development, and to improve
the communities surrounding the University. The Foundation’'s work depends on building
relationships, one person at a time.
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PERSONALISING DATA PROTECTION IN PRACTICE
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Data protection is often misunderstood not because people are careless, but because it can feel
distant from the realities of daily work. Policies are written in regulatory language, and compliance
frameworks are designed with audit requirements in mind. While necessary, these tools rarely
shape behaviour on their own. They inform, but they do not engage; they regulate, but they do
not accompany. At Strathmore University, the Data Protection Office operates within this tension,
tasked with ensuring that personal data is handled lawfully and responsibly across a wide range
of activities—from administrative processes to research and community engagement. The
central challenge is one of translation: how to make policy meaningful and usable in the context
of everyday decisions.

The office has responded by shifting its emphasis from enforcement to engagement, adopting a
model of personalised attention that brings data protection closer to the people who must apply
it. With staff, this begins by reframing interactions as practical conversations rather than policy
briefings. Moving from “what the law requires” to “what this means in your department” changes
the dynamic, allowing real scenarios to guide understanding. Staff are supported in identifying
appropriate responses, knowing when to seek guidance, and gradually developing the confidence
to navigate data-related decisions without defaulting to escalation.

For students, the approach is calibrated to context and complexity. Undergraduate sessions
focus on translating core principles—such as consent and purpose limitation—into the realities
of fieldwork, particularly in settings like legal aid clinics and community engagement. At
postgraduate level, engagement becomes more individualised, with detailed reviews of research
tools and protocols to ensure both compliance and methodological integrity. In each case, the
aim is not simply adherence to rules, but the development of sound judgement.

This same philosophy shapes the internal functioning of the office. Team members are supported
with an awareness of their individual contexts, and attention is given not only to task completion
but to clarity, confidence, and ownership. The result is a consistent approach in which personalised
attention is not an occasional intervention, but a way of working.

The impactisvisible in subtle but significant shifts. Staff increasingly initiate engagement, seeking
guidance proactively and requesting training tailored to their needs. Students who receive
targeted supportdemonstrate greater care in how they design and conduct theirwork, particularly
in relation to consent and data use. Within the office, improved communication and stronger
ownership of tasks reflect a deeper understanding of purpose. More broadly, conversations about
data protection across the university have become more grounded, moving from abstract rules
to specific, context-driven discussions. What emerges is a culture in which responsibility is not
imposed, but gradually assumed.
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The Transferable Lesson

Three lessons stand out. First, engagement must be layered: broad awareness is important, but
meaningful change requires targeted, context-specific support for those dealing with complexity.
Second, accessibility builds compliance: when people know where to turn and trust that they
will be supported, they engage earlier and more openly. Third, personalised attention must
extend internally: teams that feel understood and supported take greater responsibility for the
quality of their work. Underlying all three is a simple principle—translation before enforcement.
When expectations are made clear and relevant to the person in front of you, compliance follows
naturally from understanding.

About the Contributor

This story was contributed by the Data Protection Office at Strathmore University, whose role

sits at the intersection of legal compliance, institutional policy, and the everyday experiences
of staff and students who handle personal data as part of their work. The office’s approach
— rooted in direct engagement, contextual translation, and tailored support — reflects a
conviction that data protection is, at its core, a people practice.
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THE LITTLE THINGS THAT HOLD US TOGETHER AS PERSONS
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The Administration and Support Department is responsible for the operational functions that
keep the university running — facilities, logistics, coordination, and the countless tasks that
others rely on without always noticing. That invisibility is the central challenge. When work is
essential but unacknowledged, it is easy for the people doing it to feel reduced to their function.
Without deliberate leadership, interactions become transactional, and the person behind the
task disappears from view.

What made the difference in this department was a former head, Ms. Dorina Telaide, who treated
personalised attention not as an occasional gesture but as a daily discipline. Each morning, after
8:00 a.m. prayers, she would walk through the office and greet every team member by name —
asking about their weekend, their children, whether they had rested. She never forgot a birthday,
leaving a handwritten card and a piece of chocolate on each person’s desk before the day had
even properly begun. When staff went through difficult periods, she followed up consistently
and over time, not just once. That habit of care did not stop at her retirement — she still sends
personalised messages at Christmas, Easter, and birthdays to people she worked with.

Her approach extended into how the team handled difficult moments together. Before making
decisions that involved a colleague, she would encourage the team to pray first, reminding them
that every person is a Child of God deserving of consideration before action is taken.

Current leadership under Mr. Chesire carries this tradition forward. The department has also built
personalised attention into its institutional practices: staff receive PPE, suits, shoes, and hygiene
products; airtime; training opportunities; spiritual retreats; medical cover; group life insurance;
bursary support for their children; and vouchers marking personal milestones. Recognition comes
consistently from senior leadership, from the Vice Chancellor downward, through encouragement
and constructive feedback.

Two moments from within the team capture what all of this means in practice. One colleague
described a period of pushing through exhaustion, unaware of how close to burnout she had
come, until a leader stepped in with a simple message: that she needed to rest. Not a conversation
about deadlines or performance — just a recognition that she, as a person, mattered more than
the work in front of her. Another arrived at the office one morning to find a coat hanger placed by
the door. It had not been requested. Someone had simply noticed it was needed and provided it.
The gesture was small, but the message was clear: your comfort here matters.

What holds all of this together is that the care is impartial. It reaches everyone, at different times
and in different forms, but always with intention. And crucially, it did not depend on one person to
sustain it. Ms. Telaide's approach was absorbed by the people she mentored, and it continues to
shape how the department operates today — which may be the most meaningful outcome of all.
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The Transferable Lesson

The lessons here require no budget and no formal programme. They begin with a decision to
notice. Notice before you are asked —read the room, look at people, act before a problem becomes
a crisis. Name people and remember them — a birthday recalled, a family member asked after,
communicates: | see you as a person, not a role. Design care into routine operations — provisions
like PPE or insurance are not separate from personalised attention; they are its institutional
expression. And invest in mentoring — the most lasting outcome here is that a culture of care
outlived the person who started it, because she embedded it in the people around her.

“A greeting in the morning. A thoughtful item placed on a desk. A word spoken at the right time.

An opportunity to grow. A reminder to rest. Individually, these may seem like small things. But
together, they tell a much bigger story.”

About the Contributor

Esther K. Muriithiis a member of the Administration and Support Department at Strathmore
University. This story was written on behalf of her team, drawing on her own experience and
the shared reflections of colleagues.
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AUTOMATING THE EVENTS EXPERIENCE:

A SMARTER BOOKING SYSTEM FOR THE WHOLE UNIVERSITY

Corporate Communications
V. W/j/ & Department

Managing events at a university is a complex undertaking. Multiple departments need spaces
at overlapping times. Requests arrive through informal channels. Confirmations are delayed.
And the result — too often — is a process that generates friction rather than flow, leaving event
organisers uncertain and venues underutilised or double-booked.

The Corporate Communications Department identified the events booking process as an area
where the University's experience fell short of its standards. The system in place was not serving
departments well, and the gap between request and confirmation was creating unnecessary
difficulty for the people trying to plan and execute events that reflect the institution at its best.
The department worked with the ICT Services team to develop and implement a dedicated events
mManagement system — one that would make it possible for all departments to book venues,
manage event logistics, and receive confirmations through a single, structured platform. The
goal was to replace an ad hoc and fragmented process with something reliable, transparent, and
accessible to everyone.

The system represents an attempt to use technology to personalise the events experience at scale:
giving every department a clear, consistent, and responsive process for managing the events that
are central to their work and to the life of the University.

The Transferable Lesson

The transferable principle from this initiative is that automation, when it is designed around the
actual needs of the people who will use it, is itself a form of personalised attention. A process that
is transparent, reliable, and easy to navigate commmunicates respect for the time and priorities of
the people who depend on it.

The lesson for other departments is simple: wherever a manual, ad hoc, or inconsistent process
creates friction in how people get what they need, there is an opportunity to design something
better. The starting point is not the technology — it is the question of what experience the people
using the process deserve to have.

About the Contributor

Betty Ngala works in Corporate Commmunications at Strathmore University, where she focuses
on university corporate strategy and reputation management.
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