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 Board Chairman Amb. Francis Butagira (R) and Registrar General  

Ms. Mercy K Kainobwisho (L) at Insolvency Conference.
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This year celebrates a decade 
of operations as URSB. This 
anniversary serves as a timely 
reminder of our entity ’s resilience. 
As the Registrar General, I am 
proud of how quickly our people 
have adapted to the unforeseen 
circumstances while continuing 
to help our clients navigate these 
uncharted waters. By virtualizing 
most of our services platforms, 
we have been able to guide many 
of our clients with insights, advice, 
and creative solutions to help 
them get better, while collecting 
non-tax revenue for government.

Innovating for growth

Ingenuity has been vital to our 
work with clients, the wellbeing 
of our people and support of our 
communities. Ingenuity will drive 
us forward in the future. Although 
we provide a role in the most 
important sectors of Uganda’s 
economy, the last two years 
demonstrated that our services 
are not just about the certificates 
or statistics but also about helping 
our clients reach their goals.

Our registration services play 
a pivotal role in supporting 

evidence-based decision making 
and the delivery of public 
services, informing both regional 
and international comparisons, 
and underpinning projections that 
are integral to policy development 
and the work of government. 
We are strengthening delivery of 
our mandate to support national 
development goals through 
better outlay of services. As URSB 
looks toward the coming decade, 
a few things are certain. In addition 
to our present offerings, new 
dimensions like the Geographical 
Indication service that is 
identifying the unique attributes 
from our country for protection, 
promotion and commercialization 
purposes to enhance national 
growth, will become priority for us.

Supporting businesses to 
recover

From a business perspective, 
URSB will continue to create 
opportunities and solutions in 
line with it’s mandate, focusing 
on offerings that clients will 
need in this new environment—
transformation, digital and 
physical—while continuing to 

deliver the full breadth and depth 
of our multidisciplinary model 
our clients depend upon. Our All-
digital, all-online strategy remains 
on course to facilitate services 
reach for all with less hustles.

To support businesses emerging 
out of the COVID-19 dilemma, we 
held the 5th Annual Insolvency 
Conference, bringing together a 
group of insolvency experts and 
thought leaders to explore how 
businesses can be supported 
to build resilience in order to 
survive and be successful in an 
increasingly uncertain world, 
especially after the impact left by 
the COVID-19 pandemic.

I would like to thank everybody 
who has helped to make the 
URSB a better place. It is truly a 
team effort between our board, 
stakeholders, staff, government, 
businesses and the public that 
helps to ensure we are positioned 
to continue providing registration 
services.

Foreword
REGISTRAR GENERAL’S

Ingenuity for improved services delivery

Over the past years, Uganda Registration Services Bureau (URSB) 

has been on a transformational journey that has given us a strategic 

advantage, particularly in today’s ever-changing environment. URSB 

has been able to deliver carefully crafted strategies and solutions that 

businesses and individuals need to make life-changing decisions for 

their generations. And as Uganda re-opens after the calming of the 

disastrous COVID-19 pandemic, URSB is working tirelessly towards 

helping clients access the much needed services, adapt and thrive. 
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On or about 22nd January 
2022, His Excellency Yoweri 
Tibuhaburwa Kaguta Museveni, 
the President of the Republic 
of Uganda announced the full 
reopening of Uganda’s economy 
for business after nearly two 
years of a COVID-19 pandemic-
related lockdown.

The effect of the announcement 
was that sectors that had 
previously not been operational 
like entertainment, bars, 
discos, cinemas would be fully 
reopened.

During the lockdown and 
because of the uncertainties in 
the prevailing circumstances 

then, URSB had halted 
Enforcement Operations against 
the economic crimes of piracy 
and counterfeiting related to 
trademark infringement. With the 
opening of the economy, the ban 
on the same has been lifted and 
enforcement operations have 
resumed to ensure protection 
of intellectual property rights 
among others. 

URSB is the Government Agency 
and the national IP Office entrusted 
with intellectual property rights 
registrations including Copyright 
and Neighbouring Rights 
registrations, Industrial Property 
registrations which covers 
Patents, Industrial Designs, 

Trademarks and Service Marks, 
and Geographical Indications.

URSB as the implementing 
agency has in the past years 
witnessed an increase in piracy 
and counterfeiting complaints 
as a result of crafty people riding 
on the success of brand owners 
to deal in forged products 
to derive economic benefits. 
This economic crime inhibits 
economic growth and innovation 
since potential investors defer 
from doing business in areas of 
rampant infringement. It also 
leads to loss of revenue for 
Government and increase in 
unemployment levels. 

URSB Enforcement Unit

To curb economic crime, URSB in partnership with Uganda Police Force established an Enforcement Unit 
comprised of six Police Officers to enforce the protection of Intellectual Property Rights in Uganda.

One benefit that accrues for one who has registered a trademark/copyright is exclusive use to the 
trademark, and enforcement against trademark counterfeiting and piracy when it arises 

Due to the opening of the economy, the Unit expects to register an increase in the number of complaints 
from intellectual property infringements.

Basic aspects of the crime of Counterfeiting and Piracy

Counterfeiting involves the use of a trademark 
that is identical or substantially similar to a 
registered trademark in its essential aspects 
without permission from the trademark owner. 
Trademark counterfeiting also happens when 
registered trademark owners do not use the 
trademark in accordance with the class for which 
they are registered in. A trademark should be used 
in accordance with the class it is registered in. As 

a move to tighten the security of the trademark, I 
know of clients who register a successful trademark 
in several classes so as to enjoy wider protection.

Piracy refers to the unauthorized copying of 
materials protected by copyright for commercial 
purposes. It entails reproducing movies, music, 
books or other copyrighted works without 
permission from the copyright owner.

Post 
COVID-19 Re-Opening 
of the Economy: Expectations 
from the URSB Enforcement Unit.
By ASP. Nabuduwa Harriet, Legal Officer Compliance and Enforcement Unit
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How to File a Complaint.
In case a trademark owner or copyright owner is aggrieved by the above acts, he/she 
can bring either a criminal or civil action against the infringing party.

Procedure;

1. The suspected act should be reported to the Registrar General through a written complaint with details 
of the legal status of trademark, details of the owner, location of the trademark counterfeiting and any 
other details that may be required to facilitate investigations.

2. Details of the complaint will be captured in the Police Station Diary that has a unique reference number 
of that date, month and year respectively. This same information is reflected as the first information 
which is extracted to open a case file.

3. To commence investigations, the Complainant is required to take down his/her statement and shall be 
required to submit the necessary documents/ samples for analysis.

4. The carried-out inquiries/investigations shall also be indicated in the diary of investigations.  

5.  When the investigations are completed and the charge sheet is sanctioned, the matter will be 
prosecuted in courts of law. The complainant assists the prosecution team during criminal proceedings 
by being a witness.

6. Prosecutions mainly take place at the Buganda Road Chief Magistrates, Standards, Utilities and Wildlife 
court because it is the specialized court designated to handle such matters of a technical nature. 

Way Forward
a) As businesses have fully opened up, URSB Enforcement Unit calls upon the intellectual property 

owners to make use of the URSB Enforcement Unit to protect their Intellectual Property Rights.

b) The URSB Enforcement Unit expects bar owners as users of musical works to be licensed by Uganda 
Performing Rights Society (UPRS), the movie vendors to be compliant with Uganda Federation of 
Movie Industry (UFMI) requirements and the book vendors to comply with Uganda Reproduction 
Rights Organization (URRO). 

When the enforcement 
operations are underway for 
trademark counterfeiting 90% of 
suspects argue that they would 
have complied with abandoning 
the use of the trademark in 
question and created their own 
trademark when they had been 
notified. Indeed one such person 
convicted before was reformed 

by the criminal justice system 
and now boosts of his own 
trademark.

For copyright infringement, 
90% of the suspects respond 
with emotion and allege that 
since copyright infringement 
is rampant, they should be left 
to keep benefiting from the 

illegality.  

Whereas it is important to appeal 
to emotions, we all need to 
understand the legal framework 
that governs our businesses and 
see how to conduct ourselves 
accordingly. These are the 
expectations of the Enforcement 
Unit.
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URSB hosts Restructuring Conference aimed 
at helping businesses create post-Covid -19 
resilience 
By Steven Douglas Baryevuga, Senior Communications & Media Relations Officer

The Uganda Registration 
Services Bureau (URSB) together 
with the Judicial Training Institute 
are training Judicial Officers who 
adjudicate and administer justice 
in insolvency disputes. The 
training will equip Judicial Officers 
with the latest knowledge and 
skills of Insolvency law on how 
businesses can be supported 
to build resilience in order to 
survive and be successful in an 
increasingly uncertain world, 
especially after the impact left by 
the COVID-19 pandemic.

The training being held at 
the Mestil Hotel started on 
Wednesday 23rd March, 
2022 and ends on Thursday 
24th March, 2022. Insolvency 
practitioners ranging from 
lawyers, accountants, chartered 
secretaries, financial experts will 
be trained on the latest practice 
with case studies and role plays 
by national and regional experts 
in the insolvency practice. 

Panel debates across the 2 days 
will explore what it means to 
be resilient in the ‘new normal’ 
economy and, amongst other 
key topics, countering abuse 
of insolvency processes that 
threaten businesses survival, 
corporate governance practices, 
business restructuring, trends, 
lessons and new perspectives 
facing entities today.

The conference themed 
‘Emerging Trends in Corporate 
Restructuring in Uganda; What 
to expect and what to prepare’ 
is aimed at achieving URSB’s 
contribution towards the National 
Development Plan (NDPIII) 
program of developing the private 
sector through strengthening the 
corporate rescue framework. 

The conference is also aimed 
at equipping judicial officers 
and insolvency practitioners 
with insight on the business 
rescue mechanisms and 
legal approaches available to 
financially distressed companies 
and individuals, and offering 
tips on protection of assets of 
insolvent debtors. 

The training was officially opened 
by the Principal Judge, Justice 
Dr. Flavian Zeija and addressed 
by the URSB Board Chairman, 
Ambassador Francis K. Butagira 
as well as the Registrar General, 
Mercy Kainobwisho.

During the brief welcome 
remarks, Justice Zeija reminded 
participants that insolvency 
practice held a key role in 
promoting the survival of the 
huge number of small & medium 
enterprises (SMEs) through 
supportive legal resolutions.’ It 
is our responsibility to provide 
platforms for businesses 
through supporting their working 
processes to enable them 
navigate new challenges – like 
post-Covid challenges in the 
new digital economy and be as 
strong as possible in the face of 
upheaval. I look forward to what 
will no doubt be an informative 
and engaging training for our 
legal stakeholders.” Justice Zeija 
said

URSB Board Chairman, 
Ambassador Francis K. Butagira 
emphasized that these 
discussions will explore ways for 
SMEs to remain resilient in the 
yet to be stable economy. “This 
year’s conference will look at how 
businesses can be helped through 
the creation of sustainable long-
term business plans that are able 

to keep pace with rapidly evolving 
working environments and 
technological developments that 
have cropped up since the advent 
of COVID-19’.

The Registrar General, Mercy 
Kainobwisho who is also 
the Official Receiver said the 
conference was timely since 
the COVID-19 pandemic had 
threatened the existence of 
businesses.

 It is our role to establish 
a fair insolvency system 
which strengthens the 

business sector by offering 
confidence to investors 
and the public to make 

viable decisions that 
support economic growth. 

As URSB, our focus is 
on rescuing insolvent 

companies and individuals 
by encouraging them to 
adopt business rescue 

mechanisms.  
Kainobwisho added.

Presentations during the training 
were made by seasoned experts 
in insolvency and these included 
Hon. Justice Musa Ssekaana, Sir 
Alistair Norris, a retired Judge of 
the High Court of England and 
Wales, Hon. Justice Geoffrey 
Kiryabwire, Hon. Justice 
Mike Chibita, Counsel Kabiito 
Karamagi and Mr. Mustapher 
Ntale, director insolvency & 
receivership at URSB.

URSB is mandated among 
others to register businesses, 
marriages, Intellectual Property, 
administer insolvent companies 
and run the Security Interest 
in Movable Property Registry 
System (SIMPO). 
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Uganda Registration Services Bureau is charged 
among others, with the enforcement of the 
Companies Act 2012. Under the Act, the Registrar 
discharges two core functions—the registration 
function and the quasi-judicial function.

The quasi-judicial function is a unique power 
carrying with it quasi-judicial power. Quasi-judicial 
power refers to the power vested in agencies 
established by law and administrative officers to 
determine the rights of those who appear before it. 

The quasi-judicial function of URSB was 
emphasized in the case Bryan Xsabo Strategy 
Consults (u) Ltd and 2 others Vs Great Lakes 
Energy N.V Company Cause No 13 of 2020, where 
the Hon Justice Musa Ssekaana noted that; “the 
power of the Registrar under the Companies Act [is] 
quasi-judicial since it involves taking decisions as 
provided under the Act. Where a statutory authority is 
empowered under statute to do any act, which would 
prejudicially affect the subject, although there is lis 
or contending parties and the contest is between 
the authority and the subject or the subject and the 
statutory authority is required to act judicially under 
the statute, the decision of the statutory authority 
is quasi-judicial.” The learned Judge further noted 
that the Registrar decides questions of law and fact, 
and determines a number of applications, claims 
and controversies. He opined that in exercise of this 
power, the “proceedings in question are somewhat 

similar, to but not exactly, judicial in nature.”

Courts have identified six powers to determine 
whether a body possesses quasi-judicial power1. 
These include;

(1)  the power to exercise judgment and discretion; 

(2)  the power to hear and determine or to ascertain 
facts and decide; 

(3)  the power to make binding orders and 
judgments; 

(4)  the power to determine the personal or 
property rights of private persons; 

(5)  the power to examine witnesses, to compel 
the attendance of witnesses, and to hear the 
litigation of issues during a hearing; 

(6)  the power to enforce decisions or impose 
penalties.”

In exercise of the quasi-judicial powers, the Registrar 
hears and determines disputes such as petitions 
for minority oppression under section 247 of the 
Companies Act and applications for rectification of 
the Register brought under the Companies (Power 
of Registrar) Regulations, 2016. The Registrar also 
conducts investigations, extends time for filing of 
debentures among others. 
1 See  Perdue, Brackett, Flores, Utt & Burns v. Linebarger, Goggan, 

Blair, Sampson & Meeks, L.L.P., 291 S.W.3d 448 (Tex. App. 2009)

Immunity of the Registrar 
in exercise of quasi-judicial 
function

In exercise of quasi-judicial 
power, the Registrar is immune 
from criminal or civil proceedings 
for any decision or acts done in 
performance of his or functions. 
This has been emphasized in two 
decisions of the High Court.

In Kintu Samuel & Another Vs 
Registrar of Companies & 2 
Others, Misc. Cause No. 58/2021, 
the applicants filed an application 

seeking extension of time to file 
an application for judicial review 
challenging the decision of 
the Registrar of companies, in 
which the registrar exercised his 
powers and rectified the register 
of Nsangi High School Ltd. The 
1st respondent (URSB) argued 
that in exercise of his quasi-
judicial powers, the Registrar 
of Companies is immune from 
civil or criminal proceedings, 
that it does not matter the 
nature of proceedings, whether 
preliminary application or main 

application or application for 
review or even appeal.

Court agreed with the 
submission of counsel for URSB 
and held that “The Registrar 
while discharging quasi-judicial 
functions is immune from any civil 
or criminal suits brought against 
either the individual registrar or the 
institution (Uganda Registration 
Services Bureau)”. 

Immunity is a fundamental pillar 
of judicial independence. The 
above court decisions 

Understanding the Quasi-
Judicial Function of the 
Registrar of Companies—
Court’s Perspective.
By Birungi Denis—Legal Officer, Legal Advisory Unit, 
Uganda Registration Services Bureau.
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are therefore important in as 
far as they strengthen the 
independence of the registrar 
to determine company 
disputes without fear that either 
individually or URSB as an 
institution will be legally liable for 
the decisions made in exercise of 
such power.

Quasi-judicial power of 
rectification not affected by 
arbitration clauses.

Arbitration clauses exclude the 
jurisdiction of Courts of Judicature 
from adjudicating disputes 
arising from agreements where 
parties have expressly agreed to 
refer such disputes to arbitration. 
The High Court has however 
held that arbitration clauses do 
not prevent the Registrar from 
exercising quasi-judicial power 
to rectify the register.  In the 
case of Bryan Xsabo Strategy 
Consults (u) Ltd,  and 2 others 
Vs Great Lakes Energy N.V 
Company Cause No 13 of 2020, 
this position was reaffirmed. In 
that case, the Registrar had heard 
a dispute in which parties had 
purported to enter a shareholder 
agreement in which they allotted 
96 fully paid up shares to 
Great Lakes Energy Ltd in Mss 
Xsabo Ltd for its contribution 
in financing a solar generation 
project. The parties had entered 
an investment agreement to this 
effect in which they had included 
an arbitration clause to refer 
disputes to the London Court 
of Arbitration. When the dispute 

arose, Great Lakes Energy 
initiated arbitration at the London 
Court of Arbitration. On the other 
hand, the directors of Xsabo 
passed a resolution cancelling 
the shares of Great Lakes Energy. 
Great Lakes Energy filed an 
application for rectification of the 
register seeking restoration of 
its shareholding. The Registrar 
granted the application, 
expunged the impugned 
resolution and restored Great 
Lakes Energy’s shareholding. 
An appeal against the decision 
of the Registrar was lodged 
before the High Court. One of 
the issues was whether it was 
lawful for the Registrar to rectify 
the register when the dispute 
was before an arbitration court. 
In resolving this issue, Court 
ruled that an arbitration clause 
in an agreement between 
the parties cannot suspend 
the powers of the Registrar 
under Regulation 8 of the 
Companies (Power of Registrar) 
Regulations, 2016 hence “The 
registrar of companies still retains 
the jurisdiction to correct and 
amend the register in case of any 
document or information that falls 
within regulation 8… the arbitration 
clause or process cannot be 
used to suspend the powers of 
the registrar to do what the law 
mandates the office to do.” 

This case underscored the 
supremacy of the Registrar’s 
power in rectification of the 
registrar.  Such power is statutory, 
granted for the purpose of 

correcting errors on the register 
and cannot be suspended by 
agreements of third parties.

Proper exercise of quasi-
judicial power.

The two cases emphasize the 
immunity of the Registrar while 
discharging quasi-judicial power. 
However, it should be noted 
that where power is conferred, 
there is also a duty to exercise it 
responsibly. 

Quasi-judicial power should be 
exercised judiciously, always 
respecting the constitutional 
rights of the parties, and acting 
fairly and justly. In the case of 
Luitingh Lafras & Another Vs 
Special Services Ltd, company 
cause no 11 of 2019, the Registrar 
had rectified the register without 
hearing the parties. In quashing 
the decision of the Registrar, 
Court held that: “a Registrar is 
bound to follow [the] norms of 
natural justice at the stage of 
their decision process. But this is 
in a minimal manner and may not 
observe a detailed and elaborate 
procedure like taking testimony 
under oath or following strict rules 
of evidence”

In Bryan Xsabo Strategy 
Consults (u) Ltd and 2 others 
Vs Great Lakes Energy N.V 
Company Cause No 13 of 2020, 
Court emphasized that a registrar 
in exercise of quasi-judicial 
powers must accord parties 
appearing before him or her a fair 
hearing and base his or decision 
on evidence. 

Conclusion

All Registrars should take note of the above Court decisions and exercise quasi-judicial functions 
responsibly. In determining disputes, Registrars should subscribe to the same ethical principles as Judicial 
Officers, which are contained in the Judicial Code of Conduct. This will ensure independence, transparency, 
impartiality, integrity, propriety and diligence in determining company disputes.

The Registrar General has recognized the importance of the quasi-judicial function and set up a committee, 
headed by the Head Legal Advisory Services to ensure responsible exercise of quasi-judicial power. The 
Committee is expected to formulate rules of procedure for efficient and effective handling of all disputes 
within the existing legal framework. The setting up of a committee presents an opportunity for the Bureau 
to establish common standards, and to build internal capacity for effective resolution of disputes. 
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The Office of the Director Public 
Prosecutions (ODPP) and Uganda 
Registration Services Bureau 
(URSB) on Monday 28/02/2022, 
signed a Memorandum of 
Understanding aimed at 
strengthening prosecution of 
offences arising out of laws 
administered by URSB.

The MoU signing was witnessed 
by the DPP Jane Frances Abodo 
on behalf of the Office of the DPP, 
while URSB was represented by 
the Registrar General, Mercy 
Kainobwisho. Also present were 
Charles Elem, Deputy Director 
Office of the DPP & Caroline 
Egesa, Board Secretary, URSB.

The MoU will also facilitate 
the collaboration between the 
two institutions in respect of: 
strengthening the ability of 
URSB’s delegated prosecutors, 

to prosecute offences arising 
out of the laws administered 
by URSB, strengthening the 
overall performance of the ODPP 
in fulfilling its prosecutorial 
mandate, enabling both parties 
improve prosecution standards 
by compliance with the ODPP 
Prosecution Guidelines to 
enhance justice for all, easing 
investigation and prosecution of 
matters arising from breach of 
the laws administered by URSB, 
supporting the URSB Police 
Enforcement Unit in the process 
of investigating offences arising 
out of the laws administered by 
URSB.

“This collaboration will lead 
to joint prosecutions between 
Prosecutors in the ODPP and 
delegated prosecutors in URSB, 
and there will be opportunities 

of training for both prosecutors,” 
said the DPP Jane Frances 
Abodo.

Mercy Kainobwisho on her 
part said the arrangement will 
enhance URSB’s ability to ensure 
laws are followed while executing 
the organisation’s mandate.

“The MOU would lead to many 
opportunities for prosecution 
under URSB related laws such 
as company laws, receivership 
laws among others, and an 
environment of respecting 
intellectual property and 
business property will be built.” 
She said. It is envisaged that the 
MOU will further enhance the 
appreciation by the public of the 
roles of the ODPP and URSB. 

DPP, URSB Sign Working MoU to Support 
Execution of Laws
By Andrew Lutaaya, Assistant Registration Officer

DPP Jane Frances Abodo (L) displays the MoU document together with Mercy Kainobwisho (R), Registrar General, URSB
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The Value of Customer 
Feedback in Business
By Maria Karungi, Client Relations Officer

When you initially introduce a new product, brand, or service to 
a market you probably have an idea about customer needs. 
Market research that you conduct before introduction gives 
you an idea if potential customers would be willing to buy 
it and also they can give you some tips on how you could 
improve it. However, it is only after your customers use 
your product or service that you can learn about all the 
advantages, flaws, and their actual experience. On top 
of that, their needs and expectations evolve with time. 
Customer feedback is an insight into what is working well 
about your product or service and what should be done 
to make the experience better. You might have the best 
expertise in the industry in which your company operates, 
but your professional knowledge will never be more valuable to 
business performance than customer insights. Their opinions help 
you ensure that the end product will actually meet their expectations, solve their problems and fulfill 
their needs.

Customer satisfaction and 
loyalty is a crucial factor that 
determines a company’s financial 
performance. It is directly linked 
to many benefits, such as 
increased market share, lower 
costs, or higher revenue. Many 
studies confirmed the close 
connection between customer 
satisfaction and business 
performance. Therefore, there is 
no doubt that you want to make 
sure your clients are happy with 

your products and services. 
Naturally, the best way to find out 
if you meet their expectation is to 
get their opinions. Using rating-
based questions you can easily 
estimate the level of satisfaction 
and consequently predict your 
company’s financial condition in 
the future.

Asking for clients’ feedback is 
communication that their opinion 
is important to the company. 
Involving them in shaping your 
business makes them feel more 
attached to your business. 
Listening to their voice helps you 
create stronger relations with 
them. This is the best way to gain 
valuable brand ambassadors 
who will spread positive word-
of-mouth for you. And surely 
their recommendations are 
probably the most effective and, 
at the same time, the cheapest 
way to acquire new customers 
and become more trustworthy 

A satisfied customer 

will stay with you. An 

unhappy customer 

will eventually find 

a better alternative 

to your business and 

leave.
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in the eyes of current and 
potential clients. People always 
appreciate when you ask them 
if they are happy or unhappy 
with your service. It shows you 
actually value their opinion and 
that you are here for them, not 
the other way around. They feel 
that your primary business goal 
is to solve their problems and 
fulfill their needs, not to get their 
money. It puts a customer in the 
central position of your company 
and this is the right way to run a 
business. Today’s marketing is 
heavily based on experiences 
people have with products, 
services, and brands. Therefore, 
if you focus on providing the 
best customer experience every 
touchpoint client will stay loyal 
to your brand. And naturally, the 
most effective way to give them 
an amazing experience is asking 
them what they like about your 
service and what should be 
improved. People do not buy 
Apple products just because 
they are good, they want to 
demonstrate their status and 
affiliation to a particular group. 
They do not buy Nike shoes 
because they are durable.  

A satisfied customer will stay with 
you. An unhappy customer will 
eventually find a better alternative 
to your business and leave. 
Customer feedback benefits are 
significant. It helps to determine 
if your clients are satisfied with 
your service and detect areas 
where improvement is required. 
Each time a dissatisfied customer 
expresses his disappointment 
you should immediately react 
and find a solution to fix the issue. 
This is a perfect moment to win 
a client back and even increase 
his level of loyalty. In many 
cases, an unhappy customer 
who encountered a problem 
with your service and you got it 
fixed straightaway demonstrates 

bigger devotion to your brand 
than a customer who has never 
been disappointed with your 
service.

Opinions provided by customers 
who have already used a product 
or service are a reliable source of 
information. Customer feedback 
is as important to your business 
as to other customers, so you 
should make sure that both you 
and your clients have easy access 
to opinions and reviews. Many 
companies today incorporate 
review systems in their services 
and products. When you want 
to buy for instance a new 
car, furniture, etc you ask for 
opinions on Facebook or go to a 
trustworthy blog to read a review. 
Customer feedback is one of the 
most reliable sources for tangible 
data that further can be used 
in taking business decisions. In 
a highly competitive market, 
business decisions cannot be 
based on guesses. Successful 
business owners gather and 
manage data that helps them 
develop future strategies. 

This way they are able to adjust 
their products and services to 
perfectly fit customer needs. 
Customer insights will help you 
understand clients and their 
needs better. Taking clients’ 
suggestions into consideration 
can guide on where to allocate 
more money to get the highest 
return on investment. You might 
discover that, for instance, 
further product or service 
development is not necessary 
in your case, but instead you 
should focus on promoting your 
brand to get bigger exposure. 
Customer feedback is a valuable 
source for such data, but you 
must learn how to listen to it and 
how to translate it into actionable 
takeaways for your business.

Clients are the ones who use 

your products and services, 
so they know best what could 
be improved to make them 
even happier. If you fail to meet 
their expectations, they will 
find another provider who will 
do it better than you. Never 
ignore their voice. Use customer 
feedback at all corporate levels 
and across all departments in 
your company. Insights will help 
you develop your products/
services, improve customer 
service, and manage customer 
satisfaction. To stand out in 
business, put your customers in 
the center of your business and 
treat their feedback as the most 
valuable source of information 
in your company. This makes 
your clients stay with you which 
builds loyalty to your brand and 
consequently spreads positive 
word of mouth for you. Having 
devoted brand ambassadors is 
an opportunity for your company 
to grow, so never stop listening 
to the customer’s voice it is 
priceless for your business. Your 
clients will appreciate you for 
valuing their opinion. It is key 
for developing strong relations 
with your audience. Do not 
underestimate any comment 
about your products and services 
and try to always be responsive.

Asking for clients’ 

feedback is 

communication 

that their opinion 

is important to the 

company. Involving 

them in shaping your 

business makes them 

feel more attached to 

your business. 
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URSB Set to Move into New Ultra-Modern Building

Uganda Registration Services 
Bureau (URSB) will soon be re-

locating into the newly constructed 
Uganda Business Facilitation Centre 
(UBFC) that is located at plot 1 
Baskerville Avenue in Kololo.

The UBFC was undertaken under 
the Competitiveness and Enterprise 
Development Project (CEDP), as 
a Government of Uganda project 
funded by the World Bank and 
coordinated by the Private Sector 
Foundation. The ultra-modern 
facility was constructed under 
supervision by M/S Ssentoogo & 
Partners. 

Completion works on the UBFC 
are now at over 95 percent with the 
building expected to be occupied 
by May 2022. The development was 
revealed by URSB Board Chairman 
Ambassador Francis K. Butagira.

The initiatives taken by the URSB 
with support from the Government 
and other stakeholders towards 
transformation have become a 
model to emulate for many other 
organizations, he said.

The 16-storeyed, four-basement 
facility will house the Uganda 
Registration Services Bureau (URSB), 

Capital Markets Authority (CMA) 
and Uganda Investment Authority 
(UIA) to work in an integrated 
manner in providing the business 
community and investors with the 
necessary documents they need to 
facilitate business and investments 
under the same roof.

Part of URSB’s achievements

Ambassador Francis Butagira says 
the excellent work culture prevailing 
at URSB has contributed significantly 
to the remarkable achievements 
the organization has achieved and 
the credit goes to the officers and 
staff for these unwavering efforts.

“As the board, we have made 
remarkable achievements 

together with management. 
It is now time to concentrate 

on development of 
infrastructure to meet the 

expectations of our clients. 
The fact that the facility 

also houses other partner 
agencies involved in the 

ease of doing business will 
enable faster transaction 
times in service delivery 

across all services” 

Butagira adds

With the construction now in the 
completion stages, he reiterates 
that work is not yet over. “We have 
to deliver world-class services that 
match the standards of this new 
office building in order to satisfy our 
clients’ needs,” Butagira adds.

Commenting on the achievement, 
the Registrar General observes that 
the new offices are much more 
spacious and that they evidently 
present a good working environment 
for staff. The UBFC has conference 
facilities, meeting rooms, cafeteria, 
banking hall as well an auditorium. 

Saving government money

Government will save 3.4 billion 
shillings spent yearly on rent with 
the completion of the Uganda 
Business Facilitation Centre.

The move to a permanent head 
office is a major milestone for URSB 
as it will save on the enormous 
amounts of money spent on 
renting facilities while giving the 
organization a stable repute and 
comfortable working conditions.

“The new office provides a more 
conducive environment for staff 
and for our work. It also provides 
enhanced security since access to 
the office is controlled by fingerprint 
imaging. We thank the Board, 
Government of Uganda and the 
World Bank for support in approving 
resources that--facilitated this 
construction,” notes Ambassador 
Butagira.

One-stop services centre

The building will also house a One-
stop services centre with over 15 
service points which will improve 
service delivery to the private sector 
by ensuring that less time is taken in 
registering and starting a business. 

Aerial Image of the Uganda Business Facilitation Centre (UBFC)
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URSB Set to Move into New Ultra-Modern Building
The country’s business ranking 
improved by 11 positions from 
127th to 116th out of 190 economies on 
the backdrop of reforms geared at 
making it easy for investors to start 
a business.

“Having these government 
agencies under one roof boosts 
services provision by enabling 
easier delivery that supports the 
business sector while contributing 
to faster formalization across board, 
the Board Chairman Ambassador 
Francis Butagira says.

Improvement in services delivery

As URSB moves into its new 
premises, plans are underway 
to fully complete the digitization 
process to ensure delivery of online 
service thus reducing the cost and 
time of registering a businesses 

and improving Uganda’s positioning 
as a preferred investment 
destination. URSB working with 
the Ministry of ICT & National  
Guidance are currently developing 
a new online business registration 
system that will be integrated with 
other regulatory agencies.

The launch of online services has 
seen URSB’s non tax revenue 
collections grow with increased 
registrations. In the 2020/2021 
financial year, URSB collected a 
total of UGX 40.52 billion Non-
Tax Revenue in the compared 
to 38.5bn in FY2019/20, which 
represents a 5.2 % growth rate. Many 
companies continue to respond 
to the opportunities that emerged 
out of the COVID-19 pandemic and 
have found the automation process 
easier for registration purposes. 

Business formalization starts with 
URSB and as such initiatives have 
been made to ensure collaboration 
with other agencies through 
information sharing to ensure that 
businesses are not required to 
submit registration information more 
than one.

URSB decentralization plans have 
seen the organization increase 
presence across the country with 
5 regional branch offices in Gulu, 
Mbarara, Mbale, Arua and Masaka 
to ensure services are accessible 
to all citizens from every corner of 
the country.

The Ultra modern UBFC Building that will be URSB’s permanent home



Mental Health at Our Work Place
By Leah Kisaalu, Senior Registration Officer, Directorate of Civil Registration

Mental health is a very sensitive 
subject, that still causes stigma in 
our communities and the different 
spaces in families and workplaces, 
that this stigma can be attributed 
to our family background and 
genetics, which may not be the 
case.

For many of us work is a major part 
of our lives. It is where we spend 
much of our time, where we get 
our income and often where we 
make our friends. Having a fulfilling 
job can be good for your mental 
health and general wellbeing. It is 
the way we think and feel and our 
ability to deal with ups and downs. 
We all have times when life gets on 
top of us-sometimes that’s work 
related like deadlines or travel. 
Sometimes it is something else – 
our health, our relationships, or our 
circumstances.

It vital that we protect that value by 
addressing mental health at work 
for those with existing issues, for 
those at risk, and for the workforce 
as a whole. A toxic environment 
can be corrosive to our mental 
health. The World of work is 
changing and many employers find 

there is a need to restructure and 
make redundancies or change staff 
working conditions or contracts. 
Any change process is a challenge 
for staff mental health. If you have 
a plan for a change process, you 
can balance some of the obvious 
stressful aspects by ensuring 
that decisions are communicated 
effectively, that people have as 
much time as practically possible 
to digest and that support is made 
available both within the workplace 
and via external support like 
employee assistance programmes.

Mental health in simple terms is 
defined; as an active state of mind 
which enables a person to use 
their abilities in coordination with 
the common human tenets of 
society. Mental health is the pivot 
of human life. However, despite 
its importance, it is often the 
least prioritized amongst health 
conditions. In low and medium 
income countries like Uganda 
where disease, ignorance, and 
poverty are common, a demand for 
a steadfast mental healthcare can 
seem a luxury (WHO, 2019).

We should believe in a workplace 

where everyone can thrive and the 
role of the employer and employee 
in creating a thriving community 
and environment. When we enjoy 
good mental health, we get a 
sense of purpose and direction, 
the energy to do the things we 
want to do, and the ability to deal 
with the challenges that happen 
in our lives. Good mental health 
enables us to; make the most of 
our potential, cope with what life 
throws at you and play a full part in 
your relationships, your workplace 
and your community.

Your mental health does not always 
stay the same. It can fluctuate as 
circumstances change and as you 
move through different stages in life. 
Distress is a word used to describe 
times when a person isn’t coping- 
for whatever reason. It could be 
something at home, the pressure 
of work or the start of a mental 
health problem like depression. 
When we feel distressed, we need 
a compassionate, human response. 
The earlier we are able to recognize 
when something isn’t quite right, 
the earlier we can get support.

What are mental problems? 

We all have times when we feel down, stressed or 
frightened. Most of the time those feelings pass, but 
sometimes they develop in to a mental health problem 
like anxiety or depression, which can impact on our 
daily lives. For some people, mental health problems 
become complex, and require support and treatment 
for life. Factors like poverty, genetics, childhood trauma, 
discrimination, or on going physical illness make it more 
likely that we will develop mental health problems, but 
mental health problems can happen to anybody.

How do I recognize a mental health problem?

If we have significant challenges 
in our home or work life, the 
chances are that it has an impact 
on our mental health. Mental 

problems can have a lot of different 
symptoms and signs. As a rule, 
you should seek help from your 
General Practitioner (Doctor) if you 

have difficult feelings that are;

• Stopping you from getting on 
with life.
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• Having a big impact on the 
people you live or work with

• Affecting your mood over 
several weeks

• Causing you to have thoughts of 
suicide

At work, we might notice that we 
are more tired than usual. We might 
make uncharacteristic mistakes, 
find it hard to motivate ourselves, 
our timekeeping slip, or we may be 
short tempered.

There are many risk factors for 
mental health that may be present 
in the working environment. Most 
risks relate to interactions between 
type of work, the organizational and 
managerial environment, the skills 
and competencies of employees, 
and the support available for 
employees to carry out their work. 
For example, a person may have 
the skills to complete tasks, but 
they may have too few resources 
to do what is required, or there may 
be unsupportive managerial or 

organizational practices. Risk may 
also be related to job content, such 
as unsuitable tasks for the person’s 
competencies or a high and 
relenting workload. Some jobs may 
carry a higher personal risk than 
others, which can have an impact 
on mental health and be a cause 
of symptoms of mental disorders, 
or lead to harmful use of alcohol; 
or psychoactive drugs. Risk may be 
increased in situations where there 
is a lack of team cohesion or social 
support.

Bullying and psychological 
harassment (also known as 
mobbing) are commonly reported 
causes of work related stress 
by workers and present risks to 
health workers. These health 
consequences can have costs for 
employers in terms of reduced 
productivity and increased staff 
turnover. They can also have a 
negative impact on family and 
social interactions. There are 
many types of mental problems to 

mention but a few; Anger, Anxiety 
and panic attacks, Bipolar disorder, 
Body Dysmorphic Disorder (BDD) 
Borderline Personality disorder 
(BPD), Depression, Dissociation 
and dissociative disorders, Drugs-
recreational drugs & alcohol, 
Eating problems, Hearing 
voices, Hypomania and mania, 
Loneliness, Postnatal depression, 
post-trauma stress disorder, 
Premenstrual Dysphoric Disorder 
(PMDD), Psychosis, schizophrenia, 
self- esteem, self-harm, sleep 
problems, stress, suicidal feelings 
and Trauma.

What does the law say; We have 
a wide range of legal rights that 
protect our mental health at work. 
These range from basic human 
rights such as the right to freedom 
of expression and freedom of 
association, to the health and safety 
legislation that keeps us safe from 
hazards, including psychological 

hazards.

Looking after your mental health at work
We can all take steps to improve 
our own mental health and build 
our resilience and our ability to 
cope with adversity. Self-care is 
a skill that needs to be practiced. 
It isn’t easy, especially if we feel 
anxious, depressed or low in self-
esteem.

Finally, let’s talk about our feelings 
with a trusted person, keep active 
by doing regular exercise to boost 
your self-esteem, this can help 
you concentrate on given tasks, 
sleep and look and feel better, Eat 
well; what we eat can affect how 
we feel both immediately and in 
the long term. A diet that is good 
for your physical health is also 
good for your mental health, Drink 
sensibly; we often drink alcohol to 
change our mood but most of us 
recognize the pattern of drinking 
more at the weekend or in the 
evening when work is hard going, 
Keep in touch; Relationships are 

key to our mental health, working 
with a supportive team is hugely 
important for our mental health at 
work. Ask for Help; none of us are 
super-human. We all sometimes 
get tired or overwhelmed by how 
we feel or when things don’t go 
to plan. Take a break; A change of 
scene or change of pace is good 
for your mental health, this could 
be a five minute pause from what 
you are doing, a book or podcast, 
a half hour lunch break at work or 
a weekend exploring somewhere 
new or take leave from work if you 
need to reflect and get renewed. 
A few minutes can be enough 
to de-stress you, in other wards 
give yourself some “me time”. 
Do something you are good at; 
what do you love doing? What 
activities can you lose yourself 
in? what did you love doing in the 
past? Concentrating on a hobby 
like, sport, cooking, gardening, 
hanging out with people that make 

you laugh and are positive about 
life etc. can help beat the stress. 
Accept who you are; we are all 
different. It’s much healthier to 
accept that you’re unique than to 
wish you were more like someone 
else. Feeling good about yourself 
boosts your confidence to learn 
new skills, make new friends or 
get along with workmates or ream 
mates and visit new places. Good 
self-esteem helps you cope when 
life takes a difficult turn. Care for 
Others; Caring for others is often 
an important part of keeping up 
relationships with people close 
to you. Working life can provide 
opportunities to care for others, 
contributing through vocational 
jobs like nursing or care work can 
be hugely significant for mental 
health.
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In pictures

1

3

2

4

1. The Registrar General Mercy K Kainobwisho 
(L) poses for a photo with CEO Insurance 
Regulatory Authority Alhaj Kaddunabi Ibrahim 
Lubega (R) after a courtesy visit to URSB

2. Deputy Registrar General Alex Anganya signs 
the condolence book for the late Rt. Hon 
Jacob Oulanyah at Parliament

3. DPP Jane Frances Abodo (L) displays the MoU 
document together with Mercy Kainobwisho 
(R), Registrar General, URSB

4. The Registrar General Pays her respects to 
the late Rt. Hon. Jacob Oulanya at Parliament
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In pictures

7
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8

6

5. Hon. Justice Musa Sekaana presents to 
the Participants at the Annual Insolvency 
Conference held at Mestil Hotel

6. Member of URSB Top and Senior 
Management pose for a photo during 
the Training of Trainers engagement on 
Leadership facilitated by Solutions Africa”

7. The Registrar General poses with newly 
elevated staff after an induction training

8. Members of URSB Management present to 
the Legal and Parliamentary Affairs Committee 
of Parliament



16 January -March 2022

The Security Interest in Movable 
Property Registry (SIMPO) at 
Uganda Registration Services 
Bureau (URSB) was established 
under the Security Interest in 
Movable Property Act of 2019. This 
Law was enacted to allow Micro, 
Small, and Medium Enterprises 
(MSMEs) as well as individuals to 
acquire affordable credit using 
movable assets as collateral 
for loans and other forms of 
financing. SIMPO was established 
in fulfillment of the Government 
of Uganda’s objective in the 
National Development  Plan of 
2015/16 -  2019/20 of reducing 
interest rates, decreasing 
default rates, and increasing 
the pool of new borrowers. The 
registry is fully automated, with 
all services entirely accessible 
and transacted online. SIMPO 
was developed to facilitate 
secured creditors to register their 
security interests in movable 
assets including livestock, crops, 
motor vehicles, electronics and 
furniture. In a bid to increase 
public awareness about the 
online registry, the SIMPO team 
has carried out trainings and talk 

shows on television and radio in 
different regions of the country.

However, due to the continuous 
need to build the capacity of the 
end-users on the functionality 
and administration of the system, 
the Chattels unit developed and 
produced audiovisual tutorials 
that the public can watch to 
enable them to have 24/7 access 
to remote system training and 
support. These can be accessed 
on both the URSB website and 
YouTube channel at https://ursb.
go.ug/dynamic-pages/simpo-
videos-for-you-learn

Why audiovisual 
tutorials:
Audiovisual tutorials are 
instructional materials (such as 
DVDs and mp4 files) that make 
use of both hearing and sight.  
Human beings gain much of 
their initial understanding of 
others through their sensory 
capabilities - both visual and 
auditory. According to some 
studies, the written word only 
communicates 7% of what we 
mean. Voice tones and inflections 

can account for as much as 38% 
of the understanding of a normal 
conversation. Where you place 
emphasis speaks volumes that 
are very hard to accomplish 
with words only in PowerPoint 
slides. With video, you can add 
another 55% to understanding. 
Video allows you to include all 
those body language cues we 
all use – the smile, the twinkle of 
the eye, the raised eyebrow, the 
lean, the crossed arms, the tilt of 
the head. The instantaneousness 
of moving images and the 
impact of the human voice are 
very powerful. As an interactive 
training medium, the use of 
audiovisuals tutorials stands out 
in a number of ways:

a)    Audiovisual tutorials can  
prove to be more effective and 
efficient as they can improve 
knowledge retention and appeal 
to a variety of learning styles by 
including diverse media such as 
video or audio clips, graphics, 
animations, and computer 
applications. Further graphics 
and video do a great job of 
illustrating SIMPO skills and 
techniques that are difficult to 

By Rogers Obbo, Asst. Registration Officer Chattels Registry



January -March 2022 17

explain. This first-hand learning 
is especially good for users of 
SIMPO.

b)  The use of audiovisual 
tutorials lowers the cost of 
delivery and overcomes the need 
for SIMPO centralized location-
based training. All you need to 
do is author the tutorial once, 
and you can deploy it anywhere. 
Participants may attend trainings 
from their normal workstations 
without travel.

c)  Audiovisual tutorials are 
particularly effective facilitators 
for analysis. After viewing a 
YouTube video, one can 
encourage online discussion 
by asking SIMPO clients to 
add their personal insights 
on; What they like about 
the video? Whether they 
understood the tutorial, 
How the tutorial video 
relates to their personal 
experience? One can also 
ask them to share other 
YouTube video references to 
extend online discussions. 
Use of the SIMPO tutorials 
also increases interest 
and engagement levels 
by presenting different 
perspectives.

d) Uploading audiovisual  
tutorials online makes SIMPO 
trainings available on the internet, 
which means that clients can 
access and view them on the 
go via their smartphones and 
tablets, devices used in mobile 
learning. It does not matter how 
small the screen is; you can 
use YouTube as a platform for 
not only searching online video 
resources, but also sharing 
presentations, and inviting 
SIMPO users to take an active 

part through their feedback.

e)  Using videos for micro-
learning ensures that SIMPO 
complex procedures and 
demonstrations of specific skills 
are delivered in small quantities, 
which enhances knowledge 
retention. Furthermore, because 
the internet is accessible on 
most mobile devices and 
allows learners to watch longer 

eLearning videos in short 
segments, one’s audience 
can watch the SIMPO videos 
whenever they like and giving 
them time to absorb the 
information being offered.

f) Certain SIMPO subjects can 
be difficult to explain; using the 
URSB website, and YouTube 
channel as virtual libraries to 
support one’s remote training 
allows us to better illustrate 
complex concepts, procedures 
and ideas. SIMPO videos are ideal 
for demonstrating steps and, 
especially in corporate training, 
walking one’s audience through 
a process via a video clip can be 

truly effective. Visual contexts 
help learners to easily acquire 

and retain knowledge, as 
well as develop specific 

skill sets as 
demonstration is 
the most effective 
way to get a 
message across.

g)  Using social 
media as a 
learning platform 
offers one the 
opportunity to 
build a strong 
e L e a r n i n g 

c o m m u n i t y 
where everyone 
can comment, 
c o n t r i b u t e , 
and share their 
opinions and 
ideas in regards 

to the SIMPO service that 
we are offering. 

As noted above, the merits 
of developing audiovisual 
tutorials are far-reaching 
compared to total dependence 
on physical trainings and 

workshops. Other units, 
directorates, and organizations 
are encouraged to adopt this 
innovation in this fast-growing 
digital era.
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Artificial Intelligence (AI) is a 
branch of computer science 
that studies the ability of 
machines to perform tasks 
that would normally require 
human-like understanding 
driven by efficiently collated 
data. Artificial Intelligence is 
the fuel that powers the data 
to create meaningful insights. 
AI assesses big data with fast, 
iterative processing and detailed 
algorithms, which allows users to 
learn and adapt from patterns or 
features in the data. AI can also 
be defined as a sophisticated 
technology application where 
machines perform cognitive 
human functions. AI technologies 
are improving the operations 
of businesses by enabling 
machines to perform complex 
tasks such as interpreting and 
analyzing information to predict 
future events and can transform 
the PR field with its qualities of 

seeing, writing, moving, reading, 
or analyzing data. It offers brands 
the ability to increase revenue 
and reduce costs through more 
intelligent automation and 
machine-powered predictions. 
AI is important because it 
automates repetitive learning 
and discovery through data, adds 
intelligence to existing products, 
and adapts through progressive 
learning algorithms to let the 
data do the programming. 
Artificial Intelligence, therefore, 
provides PR practitioners a 
range of opportunities to ease 
their operations such as agenda 
management, messages 
exchange, following up, clipping, 
stakeholder profiling, targeting, 
pop-up campaigns, crisis 
sensing, etc because it can use 
algorithms to learn from data, 
and use what it has learned to 
make decisions as humans do. 
It is a system that can think and 

act like humans, reason, and 
act rationally. With the adoption 
and application of AI tools and 
technologies, organizations can 
measure the value of PR efforts 
and ensure alignment with 
their business’ overall mission 
and goals. Artificial Intelligence 
technology is having a very big 
effect on how we behave, interact 
and communicate. 

The practice of public relations is 
facing an irreversible revolution 
caused by artificial intelligence. 
Professionals and practitioners 
are now able to better understand 
their various publics and improve 
performance and productivity 
by making use of the customer/
client data they collect in the 
process of providing services. 
With the growth in internet 
penetration and increased access 
to smartphones, several public 
relations engagement and data 
collection points have emerged. 
The internet and electronic 
communication has transformed 
public relations to the extent 
that PR professionals need to 
consider social and relational 
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issues while understanding new 
technology. Social media sites 
such as Facebook, Twitter as well 
as messaging applications like 
WhatsApp and Telegram provide 
organizations with access to 
substantial amounts of consumer 
data. The data emanating from 
mobile phones holds particular 
promise because it is easier 
to link mobile-generated data 
to individuals which can paint 
a picture about the needs 
and behavior of individual 
users rather than simply the 
population as a whole.  It 
has become more important 
for PR and communication 
practitioners and organizations 
to have some level of knowledge 
about artificial intelligence. 
Having an understanding of 
Artificial Intelligence’s potential 
for strategic communication 
has become imperative for 
communication practitioners. 
Artificial Intelligence is a tool 
that can free up practitioners’ 
resources, allowing them to 

focus on other activities. Some 
public relations agencies 
have started to use Artificial 
Intelligence-based tools such as 
Buzzamo, Trenkite, and Hootsuite 
for social media analysis, while 
others are developing their own. 
Artificial Intelligence may also be 
able to search for clues about 
the sentiment of earned media 
coverage, sending alerts about 
negative stories the minute they 
appear so that PR professionals 
can respond more quickly. For 
communications professionals, 
the ability to process human 
language has enabled them to 
better understand individual 
client behavior such as 
interests in order to have more 
efficient targeted messages. 
The increased use of online 
platforms such as social media 
sites has also provided ability to 
monitor, discover and measure 
client’s attitudes towards brands 
better than ever before. This 
can be through deployment of 
social listening AI tools, conduct 

sentiment analyses and discover 
key brand influencers.

For PR practitioners, the 
development of mobile 
applications and the growth 
of social media usage have 
provided both an opportunity 
and a threat. On the one hand, 
the applications create customer 
data gathering and engagement 
points while on the other, they 
can be a source of serious brand 
and reputational risk if not well 
managed. Artificial Intelligence 
is enabling PR professionals to 
create data-driven campaigns, 
automate repetitive-based tasks, 
analyze online conversations, 
predict a crisis and develop 
personalized content. 
Additionally, customer contact 
centers are making use of 
chatbots to engage with clients. 
These automated programs 
(chatbots) enter into text-based 
social media interactions by 
posing as human conversational 
partners, influencing the 
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tone and substance of these 
exchanges. This has helped 
improve response time to queries 
by companies and reduced 
backlog.

Automation and AI tools have 
been available for some time to 
help support a more nuanced 
approach to finding ways to 
increase the likelihood of a 
journalist finding a story pitch 
more likely to be worth writing 
about. Examples include 
Grammarly to improve written 
content; and Crystal Knows 
to provide insight into the 
personality type of the journalist. 
In Uganda, National Social 
Security Fund (NSSF) transformed 
its customer experience with 
powerful self-service capabilities 
by introducing an AI-powered 
digital customer assistant 
(chatbot) named ‘Sanyu’. The 
bot interacts with customers 
through text-based chat and 
delivers powerful self-service, 
automating workflows such as 
Employer Registration, Member 

Registration, Member Benefit 
Tracking, Member Provisional 
Balance, Member Statement, 
and Frequently Asked Questions 
(FAQs). And if it cannot serve 
the customer’s request, Sanyu 
seamlessly routes the query to 
the best available agent. The 
organization had been struggling 
to keep up with the high volume 
of frequent queries coming in 
and did not have a solution that 
offered customers the same 
experience and convenience on 
their various digital platforms and 
yet they wanted to have unlimited 
capacity to respond instantly, 
any time, to customer queries. 
There was also a need to free 
up its front-end employees from 
routine support requests and 
enable them to focus on more 
complex tasks. NSSF estimated 
that the customer service 
personnel were spending around 
three-quarters of their day on 
easily-answered queries, such as 
statement requests, registration, 
and FAQs. By automating most of 
these interactions using artificial 

intelligence, the agents now 
focus on transactions that require 
human intervention, typically at 
the higher end of the value chain.

The greatest opportunities 
that AI presents in PR are 
issues management and crisis 
management. Potentially 
damaging information can be 
identified and anticipated more 
precisely and much faster with 
data from social media. Other key 
PR tasks that can be automated 
using AI include designing 
communication campaigns, 
developing audience/consumer 
insights, tailoring content 
for influencers, audience 
measurement, and reporting 
among others. However, despite 
all the potential AI presents for PR 
practitioners, its adoption faces 
key challenges such as limited 
knowledge from practitioners, 
skepticism, anxiety, and hype.
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STEPS ON HOW TO REGISTER A COMPANY ONLINE. 

1. Go to www.ursb.go.ug - business forms and download memorandum 
and articles of association, form S18 (application for registration of 
a company), A1 (Statement of nominal capital), form 20 (notice of 
appointment of directors and secretary)

2. Fill in and scan the above forms including identification (such as 
National IDs, Passport, Driving Permit) of directors and secretary of 
the company

3. Go to www.ursb.go.ug and click on e-services-business registration-
company/ business name registration.

4. Fill in the online application form with all necessary information.

5. Upload the scanned company documents and forms

6. Attach proof of payment which is either a receipt or PRN if you paid 
through mobile money

7. Submit after all mandatory fields have been filled.

You will receive an email with a ticket number for follow up.

 0800 100 006       www.ursb.go.ug       URSBHQ         @URSBHQ

ACCESS THE FOLLOW-
ING SERVICES ONLINE

1. Name Search

2. Name Reservation

3. Business/Company 
Registration

4. Filing of Annual Returns

5. Filing of Marriage Returns

6. Searches and registration of 
security interests

7. Filing of intellectual Property 
registrations

8. Filing of Insolvency documents

HAVE YOUR DREAM WEDDING

Apply for & acquire a special license
and get married anywhere even

at the beach

www.ursb.go.ug
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You can now register your company using a one paged lean memorandum and ar�cles of 
associa�on (memarts).For a copy of the memarts, visit our website www.ursb.go.ug or send 
us a message on WhatsApp 0712448448 or call our toll free line 0800 100 006.

Registra�on of Security Interests in Movable Property
(SIMPO)

28, Edward Avenue,
Mayor’s Chambers


