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Protect yourself from spam
TIPS oN HoW To AvoID SPAM 
EMAIlS FRoM   cloggINg 
YouR  AccouNTS.   P. 4

Understanding broadcasting standards
ucc IS MANDATED To MoNIToR All      
coNTENT oN THE AIRWAvES uSINg         
vARIouS METHoDS. HoW DoES YouR 
MEDIA HouSE ScoRE?   P. 6

With a call centre complete with a toll free number and four regional offices 
in gulu, Masindi, Mbarara and Mbale districts, the uganda communications 
commission’s provision of services and country wide operations have been 
boosted. PAGE 5

UCC REACHES TO CONSUMERS

Journal

The head of the regional offices, Mr Simon Bugaba (R), 
welcomes the Relief and Disaster Preparedness minister 
Hilary Onek (L), and Communication & Information 
Communication Technology minister John Nasaasira at 
the commissioning of the UCC office in Mbale. COURTESY PHOTO
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UCC committed to 
resolving complaints

First word

The changes that continue to take place in the ICT 
sector have contributed to sector growth, specifi-
cally an increased access to ICT, but they also have 

produced an increasing number and variety of disputes 
that call for faster, more cost-effective and better resolu-
tion mechanisms.

Dispute resolution mechanisms have an important role 
to play in regulation, because they provide a useful ba-
rometer of market practices. Successful dispute resolution 
is important for attracting investment, competition, and 
development of the sector. 

It assists in clarifying and narrowing issues, fosters cli-
mate of openness and collaboration, even if the settle-
ment is not reached by all parties. It also helps improve 
communication between parties thereby enhancing re-
lationship.

Dispute resolution mechanism in telecommunications 
which touches the large proportion of the population 
needs to be speedy and timely. Official dispute resolution 
mechanisms are as important as a basic guarantee that 
sector policy will be implemented and trust that there 
is redress when things go wrong. From the regulatory 
perspective, dispute resolution mechanism adds value 
and gives confidence to the regulator in the face of the 
industry player and customers.

There is no definitive model or best practice in dispute 
resolution. The main options available are litigation, ar-
bitration and alternative dispute resolution mechanisms, 
including mediation.  As a regulator, Uganda Commu-
nications Commission (UCC) plans to use minimal but 
focused regulatory intervention to create an environment 
where industry players have incentives to resolve disputes 
constructively and amicably. This can often involve the 
use of alternative dispute resolution mechanisms to pro-
vide quicker and less-costly redress for industry players 
and customers. 

Progress is being made in the area of defending con-
sumers’ rights. UCC is now considering ways of secur-
ing collective redress, in addition to individual redress 
as many consumers fail to register complaints or do not 
trust that the system will offer them redress. This is the 
feedback we are receiving through our various engage-
ments with stakeholders.  UCC receives and investigates 
complaints relating to communications services and takes 
necessary action. Due to the investigations required by 
different complaints, the duration of resolution my vary 
but we are committed to resolving them. 

Service providers 
must ensure 
that customers 
are provided 
with sufficient 
information so 
that they can 
inquire on the 
progress of their 
complaint. 
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You’ve probably heard the term 
“big data” as it is increasingly 
becoming one of those over-

used industry buzzwords. But do 
you know what it really means or 
how it applies to your jurisdiction?, 
what opportunities and challenges 
it presents to organisations, gov-
ernments and society?

Analysts have defined the term 
big data as “high-volume, velocity 
and variety information assets that 
demand cost-effective, innovative 
forms of information processing 
for enhanced insight and decision 
making.” 

My translation of this is simple 
— organisations have more data 
coming in than ever before largely 
through unstructured data sources 
such as internal documents, emails, 
messages, social media. 

If you can determine how to pro-
cess that data in a way that makes 
it consumable, you can leverage it 
to make more informed business 
decisions – be it regulatory, devel-
opmental, policy or otherwise. 

One day, I was listening to a Mark 
Hurd (President, Oracle) speech on 
the company’s business analytics 
strategy. A part of his speech was 
directed towards highlighting the 
exponential growth in data and its 
challenges. According to him, the 
amount of data on the planet has 
grown eight times since 2005 to ap-
proximately 1.2 zettabytes (a zetta-
byte is a billion terabytes) and is 
further expected to grow to an as-
tronomical 35 zettabytes by 2020. 

Indeed, managing and analysing 
these vast quantities of data can 
be challenging as well as a reward-
ing prospect for organisations and 
businesses alike. In fact, organisa-
tions and or businesses that are 
able to harness the power of big 
data are expected to perform bet-
ter in future and or have an edge 
over competitors that do not. To 
put this new era (the big data era) in 

Big data presents immense 
opportunities to improve lives
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By Isaac KalemBe
editorial@ug.nationmedia.com

Ndejje University in Luweero District is 
set to host the third National Con-
ference on Communications (NCC) 

from September 29-30. The conference, 
whose theme is “ICT Strategic Opportuni-
ties and Challenges for National Develop-
ment”,  seeks to foster the linkage between 
academia, researchers and practitioners. 
Like the previous two conferences, the third 
NCC will  also be used as an avenue to build 
capacity and strengthen the academic and 

industry communities in communications. 
The conference will provide a forum to 

share outcomes of endeavours in ICT re-
search. People who have done research use 
this forum for sharing and peer review.

Speaking ahead of the event, UCC execu-
tive director Godfrey Mutabazi, said the con-
ference would give impetus to the develop-
ment of the communications sector.

“As a regulator of the communications 
sector in Uganda, UCC is keen to work with 
various stakeholders to ensure accelerated 

development of our country through ICT re-
search and innovation. We call upon every 
stakeholder to embrace this annual event,” 
he said.

Mr Mutabazi said the decision to hold NCC 
at various universities on a rotational basis is 
aimed to give the event a national outlook 
as well as give an opportunity to various uni-
versities to host it. Activities at the two-day 
event will include an innovations exhibition, 
poster presentations of ICT research, topi-
cal discussions on key issues and trends in 

the sector. The conference, expected to at-
tract at least 250 participants will be opened 
by the Minister for ICT, John Nasasira, and 
will be crowned with an industry summit in 
which representatives of the various ICT in-
dustries will speak about their perspectives 
and experiences. This is the first time the 
conference, sponsored by UCC is being held 
outside Kampala. 

Mr Kalembe is a media relations 
specialist at UCC

National communications conference for next week

Complaints handling: What are the 
obligations of a service provider?

By IBrahIm BBosa
editorial@ug.nationmedia.com

All Telecommunication ser-
vice providers in Uganda 
are bound by their li-

cences to establish a compre-
hensive industrywide complaint 
handling mechanism for con-
sumers.

The establishment of com-
plaint handling systems and pro-
cesses enhances communication 
between all parties and ensures 
customers are made aware of 
how to seek external redress 
if they remain dissatisfied with 
the way their service provider 
handles their complaints. These 
processes allow consumers to 
have confidence that their dis-
satisfaction will be dealt with in a 
timely and consistent manner.

To comply with the licensing 
conditions, operators must de-
velop and enforce a comprehen-
sive complaint handling process 
that will maintain and enhance 
customer satisfaction. 

The complaint handling pro-
cess should: recognise, pro-
mote, and protect customers’ 
rights, including the right to 
actively provide feedback, pro-
vide an efficient, fair and acces-
sible mechanism for handling 
customer complaints, provide 
information to customers on the 
operator’s complaint handling 
process and policy, and moni-
tor complaints for the purpose 

of improving the quality of ser-
vices and products. Complaint 
handling policies must be in 
plain English and accessible to 
all customers, including people 
with disabilities, and must be 
publicised to staff and custom-
ers alike. Every operator’s com-
plaints policy must contain infor-
mation about a customer’s right 
to complain and where they can 
lodge complaints.

Record keeping 
The complaints process itself 

must include an escalation ele-
ment and mechanisms for taking 
action and monitoring undertak-
ings made to customers. In the 
process, caution needs to be 
exercised not to dismiss com-
plaints as frivolous or vexatious 
and continuous improvements 
have to be made to the process 
where areas requiring attention 
are identified.

All operators are required to 
keep record of complaints as 
well as classifying and analysing 
them to identify recurring and 
systemic problems and trends. 
In case of complainants requir-
ing assistance, the process must 
ensure that customers can easily 
be represented by a third party 
to make a complaint.

Your service provider must en-
sure that you have access to free 
or low cost methods for lodging 
a complaint, and upon request 
provide you with assistance in 

formulating and lodging a com-
plaint. A fee can only be charged 
in specified circumstances and 
only after the customer has been 
fully informed.

Service providers must ensure 
that customers are provided 
with sufficient information so 
they can inquire on the prog-
ress of their complaint. Advice 
should be provided to custom-
ers on their internal and external 
avenues of recourse when they 
are dissatisfied with the out-
come of their complaint and/or 
upon request.

Since billing are the most fre-
quently reported complaints to 
the Uganda Communications 
Commission, it is important to 
mention that service providers 
must not demand payment of 
genuinely disputed amounts 
while the complaint is being in-
vestigated. UCC handles com-
plaints of last resort and is man-
dated to investigate complaints 
about the provision or supply of 
communication services, as well 
as potential breaches of licence 
conditions. It provides a free and 
independent alternative dispute 
resolution process to consumers 
in Uganda who have a complaint 
and are dissatisfied about their 
services.  

Consumers have the right 
to speak to a supervisor upon 
request, escalate a complaint 
internally within the service 
provider’s complaint handling 
mechanism,.

The writer is the manager 
consumer affairs at UCC

One language. Complaint handling policies must be in plain 
English and accessible to all customers including people with 
disabilities and must be publicised to staff and customers alike. 

context, think of today’s burgeon-
ing statistics on the information 
society. Currently, there are over 
6.8 billion mobile cellular subscrib-
ers – almost as many as there are 
people on the planet. More than 
half a billion mobile devices and 
connections were added in 2013 
alone and mobile data traffic was 
nearly 18 times the size of the en-
tire global Internet in 2000. 

Around 35 per cent more digital 
information exists today than the 
capacity that exists to store it. The 
estimated amount of digitised data 
today (1.2 zettabytes) is equal to 
75 million fully-loaded 16GB ipads, 
which is enough to cover a stan-
dard football pitch or moving 340 
miles into the sky. 

Predictive analytics by Cisco have 
even revealed a worse picture for 
the future. For instance, the num-
ber of mobile-connected devices 
will exceed the world’s popula-
tion by 2014; global mobile data 
traffic will increase nearly 11-fold 
between 2013 and 2018; the aver-
age mobile connection speed will 
surpus 2Mbps by 2016  and; the 

Middle-East and Africa will have 
the strongest mobile-data traffic 
growth of any region. 

This presents more richer op-
portunities for businesses and or-
ganisations – small or big in the 
medium to long term but also 
pose many more challenges that 
governments, regulators, private 
sector entities, civil rights groups 
and academia among others must 
address.

Fortunately, the declining cost of 
collection, storage, and process-
ing of data, combined with new 
sources of data  such as sensors, 
cameras, and geospatial technolo-
gies, mean that we live in a world 
of near-ubiquitous data collection. 
All this data is being crunched at 
a speed that is increasingly ap-
proaching real-time, meaning that 
big data algorithms could soon 
have immediate effects on deci-
sions being made about our lives.

What opportunities exist 
The big data revolution presents 

incredible opportunities in virtually 
every sector of the economy and 

every corner of society.
Big data is making government 

work better and saving taxpayer 
money. Some government de-
partments mostly in the devel-
oped world have begun using 
predictive analytics—a big data 
technique—to flag likely instances 
of health care fraud, wastage and 
abuse in real time and have already 
stopped, prevented, or identified 
millions of billions in fraudulent 
payments. This is also possible 
in Africa. There is more: a recent 
study by the University of Califor-
nia shows that it is possible to ac-
curately predict a range of highly 
sensitive personal attributes with 
easily accessible digital records of 
human behaviour. Researchers at 
Cambridge University and Micro-
soft Research have equally revealed 
how such big data analytics capa-
bilities can accurately predict one’s 
sexual orientation, satisfaction with 
life, intelligence, emortional stabil-
ity, acohol and drug use, political 
orientation among many others.

Already some organisations and 
companies have set up Business In-

telligence Units to reap the benefits 
from the big data era. For instance, 
Facebook is one gigantic data 
mining paradise with unbelievable 
amounts of data at their disposal. 

What challenges lie ahead
Apart from the opportunities, big 

data raises serious questions, too, 
about how we protect our privacy 
and other values in a world where 
data collection is increasingly ubiq-
uitous and where analysis is con-
ducted at speeds approaching real 
time. 

In particular, analysts have raised 
the question of whether the “notice 
and consent” framework, in which 
a user grants permission for a ser-
vice to collect and use information 
about them, still allows us to mean-
ingfully control our privacy as data 
about us is increasingly used and 
reused in ways that could not have 
been anticipated when it was col-
lected.

Big data raises other concerns, 
as well. One significant concern is 
the potential for big data analytics 
to lead to discriminatory outcomes 
and to circumvent longstanding 
civil rights protections in the em-
ployment and credit market spaces 
among others.

No matter how quickly technol-
ogy advances, it remains within our 
power to ensure that we both en-
courage innovation and protect our 
values through law, policy, and the 
practices we encourage in the pub-
lic and private sector. To this end, i 
have made the following thoughts 
for policy and regulatory practitio-
ners and stakeholders as we pre-
pare for the “big data” revolution:

• Consumers in all sectors de-
serve clear, understandable and 
reasonable standards for how their 
personal information is and or will 
be used in the big data era. Related 
legislation needs to be developed 
to protect them accordingly;

• Governments need to think of 
establishing and or strengthening 
of privacy policies that apply appro-
priate and meaningful protection 
to personal information regardless 
of sex, gender, religious affiliation, 
nationality among others.

While big data presents new 
challenges, it also presents im-
mense opportunities to improve 
lives. Sector regulators in collabo-
ration with private sector and civil 
society should be better placed 
to lead this conversation towards 
harnessing the benefits of the big 
data revolution and encouraging 
the free flow of information while 
working with partners to protect 
personal privacy. 

Mr Abubaker Ntambi is the re-
search specialist at UCC

SAVING 
LIVES

Big data is sav-
ing lives. Infections 
are dangerous—
even deadly—for 
many babies born 
prematurely. By 
collecting and 
analysing millions 
of data points (big 
data), analysts are 
able to identify 
factors, like slight 
increases in body 
temperature and 
heart rate, that 
serve as early 
warning signs an 
infection may be 
taking root—sub-
tle changes that 
even the most 
experienced doc-
tors wouldn’t have 
noticed on their 
own.

A mother with 
her newborn 
baby. 
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CARING 
FOR 
CLIENTS
A good 
complaints 
handling 
mechanism 
should have 
adequate 
resources for 
complaint 
handling, 
with sufficient 
delegated levels 
of authority. 
A complaint 
handling process 
that conforms 
to international 
standards is 
recommended.  

ISO 10002- 
2006: Customer 
Satisfaction 
- Guidelines 
for Complaints 
Handling in 
Organisations 
is such a good 
standard. 
Complainants 
should be 
treated with 
courtesy and the 
operator should 
seek to resolve 
complaints at 
the first point of 
contact, where 
possible.
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How fraudsters hack into your account 
 ronald leonard  egesa 
editorial@ug.nationmedia.com

In the present times, many people 
wake up on that ‘fateful’ day and receive 
calls from friends and/or family to find 
out if they are safe or trapped in some 
foreign country. This normally follows 
an email the caller received purportedly 
from the called party; while it is usually 
true that the email address used to send 
the email is rightly owned by the called 
party, it is usually some fraudster out 
there that has originated the message 
with the desperate calls for assistance. 

This is just one case of the kind of tricks 

fraudsters use when they get access to 
your email, so I will let you on one way 
fraudsters get your password and login 
to your email address.

 It usually starts with you visiting a 
cyber café or internet cafes like we call 
them, where you access a browser and 
navigate to the address of your webmail 
provider (e.g yahoomail.com, gmail.com 
etc). 

Unknown to you is that it only requires 
a chap of poor upbringing coupled with 
average computing skills to install a soft-
ware key logger on all the computers 
in the cyber café so as to get a log of 
all the keys stroked by the users of the 

computer(s).  Sadly, the cyber café ad-
ministrator may not be responsible or 
aware that key loggers have been in-
stalled on the computers, it could easily 
be a technician or a regular seemingly 
innocent ‘customer’ who installs the key 
logging software.  Usually after a day 
or any period of time, they will collect 
all the logs of the key strokes and filter 
out users’ emails and the corresponding 
passwords and then pounce.

 To avoid such, if you have a laptop, 
then use it. 

When and if you have to visit a cyber 
café, enter your passwords using the on-
screen keyboard.

Masts do not emit radiation. PHOTO BY AMINAH BABIRYE
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By ronald BaKImpa
editorial@ug.nationmedia.com

There are a number of ways you can 
protect your mobile phone num-
ber, email address, and computer 

from receiving unsolicited commercial 
electronic messages or spam. 

Protect your mobile phone number 
Unwanted SMS or text messages can 

be particularly annoying. Exercise cau-
tion when disclosing your mobile phone 
number and look for options, such as tick 
boxes of forms, that allow you to ‘opt-
out’ of commercial messages. 

Protect your email address when on-
line 

Spammers automatically collect (or 
‘harvest’) email addresses from the in-
ternet. Your email address can be har-
vested when you list it on a website, reg-

ister a domain name, post a message to 
a mailing list, or contribute to an internet 
chat room. 

Avoid giving out your email address 
where possible. If you must do so, look 
for options, such as tick boxes on forms 
that indicate you won’t be sent further 
offers or information. Check that the 
organisation does not pass your infor-
mation on to other parties by reading 
through the terms and conditions, or 
privacy and consent policies. 

Consider using separate email ad-
dresses for different purposes, such as 
a personal ‘friends and family’ email ad-
dress. This will help you sort and prior-

Protect yourself 
from spam email

About spam. Spam, commonly 
known as junk mail, has steadily grown 
over the years, with millions sent out 
to unsuspecting Internet users every 
year. 

THE SPAM FOLDER
You can also choose to direct 
your spam into a ‘spam folder’, 
rather than automatically 
blocking it. This means you can 
periodically scan for genuine 
messages that your filter may 
have mistakenly identified as 
spam.

helen cynthIa naKIgulI 
editorial@ug.nationmedia.com

What are the dangers of living near telecommunications 
masts? 

The dangers of living or working near masts are those that 
can or may arise from living in the vicinity of any metallic 
infrastructure such as falling of the mast if there is poor civil 
works. However, these are mitigated by requiring the opera-
tors/owners of these facilities to comply with the prescribed 
requirements and controls that ensure safety to the people 
and environment around the installations. 

Do masts cause cancer?
A mast is simply the metallic tall structure or tower on 

which the communication antennas are mounted.  The mast 
itself therefore doesn’t emit any radiation.

A base station (commonly known as a mast), on the other 
hand, consists of a set of equipment including antennas that 
are mounted on a supporting structure such as a mast/tower 
or building roof tops.  

These are necessary for communication or linkage be-
tween an access device (e.g. mobile phone) and a commu-
nication network. The base station’s antennas receive and 
send messages to a mobile phone/device by radiofrequency 
(RF) or electromagnetic fields (EMF) radiation.  

Research studies have been carried out by various institu-
tions and expert groups to assess the effects of such de-
velopments on health, specifically cancer. Such institutions 
include the International Agency for Research on Cancer and 
the International EMF project- both under the World Health 
Organisation, the Interphone study by the Health Protection 
Agency, as well as the Danish Cohort Study by the Swedish 
Radiation Safety. 

According to the research so far carried out, there is no 
conclusive evidence that this radiation from base stations 
causes cancer. The radiation from base stations does not 
have sufficient energy to alter or damage body tissue.  Again, 
standards and guidelines have been developed to ensure 
that those who live or work around base stations are safe.

What determines where a base station is located?
A mobile network is made up of overlapping coverage 

cells with a base station at the centre of each cell. The size of 
the cell is commonly based on the number of people in the 
area. The more the phones users in an area, the greater the 
network capacity required to serve them. Heavily populated 
areas are therefore served by smaller cells and in turn more 
base stations. The location of a base station is thus selected 
chiefly on its ability to provide the best coverage to the area 
at hand and to enhance the capacity of the network in an 
area.  While limits have been set for the maximum level of 
radiation or RF emission that should exist at the bottom of a 
base station, there is no prescribed distance at which base 
stations should be located from human dwellings.

Ms Nakiguli is the environment management 
specialist at UCC.

Frequently asked 
questions on masts

By Joseph KIzIto
editorial@ug.nationmedia.com

August 2014 marked exactly two years since 
the establishment of the UCC call centre. 
In a span of two years the call centre has 

grown into an interactive facet of the Commis-
sion relating with the general public on complaints 
management. 

Housed on the 12th Floor of the Communica-
tions House on Colville Street, the UCC call centre 
was established mainly to ease the interaction be-
tween consumers and the commission.

The call centre concept was borne out of feed-
back from stakeholders during numerous dia-
logues. It is common knowledge that the commis-
sion regularly engages different stakeholders on a 
variety of themes and initiatives. It was therefore 
from similar engagements that the demand for 
a consistent and reliable platform purposely for 
consumers to have access to the regulator was 
agreed upon. 

Specifically, consumers expressed concern that 
the commission was a distant institution with lim-
ited accessibility and complexity of functions for 
the average consumer. 

There was thus an expressed need to establish 
a platform that would give access to consumers in 
local languages and an atmosphere that was less 
“intimidating”.

UCC management thus made the landmark de-
cision to establish a call centre, complete with a 
toll free number. 

On several occasions, I find myself having to ex-
plain to audiences during dialogues what Toll Free 
meanc. In this regard, this means that it does not 
cost you anything to call the commission on the 
Toll Free number regardless of your network. This 
also means that it is easier and convenient to regis-
ter a complaint and or request for information from 
the Commission at no cost to you as a consumer.    

Second level complaint
Having benchmarked with other regulators in the 

region, the UCC call center model is structured in 
such a way that call centre operations are part of 
the Commissions structure while maintaining the 
key principles of call centre management. 

The centre is housed in the Consumer Affairs 
Department under the Directorate of Competition 
and Consumer Affairs dealing with second level 
complaints. 

The department makes emphasis to second level 
complaints meaning the aggrieved consumer has 
to first raise a complaint with the service provider 

UCC takes services 
closer to consumers
who has to resolve such complaints as re-
quired by the licensing conditions and good 
business practice. 

The Commission is mandated to ensure that 
service providers have complaints handling 
and redress mechanisms in place.    

However, if a complainant remains dissatis-
fied with the redress provided by the service 
provider, he or she can register a complaint to 
the commission were it will be handled based 
on its merits. 

UCC call centre is currently manned by 
four staff; however the entire Consumer Af-
fairs teams are deemed part of the call cen-
tre, operating at different levels.  Consumers 
should rest assured that the staff in call centre 
have the ability to communicate at acceptable 
levels in about 90 per cent of the languages 
spoken in Uganda. 

These include, English, Swahili, Luganda, Lu-

soga, Lumasaba, Runyakitara, Acholi, Lango, 
Luo and Alur. The consumer is therefore free 
to lodge a complaint or make an inquiry in a 
language they are comfortable; an objective 
achieved in setting up the UCC call centre. 
The centre handles on average 150 queries 
and complaints a day and is also the social 
media interaction hub for consumers who pre-
fer reaching us through social media. 

Consumers are encouraged to like UCC on 
Facebook and follow it on twitter for the latest 
updates and developments at UCC.  It goes 
without mention that the growth of the call 
center has come with challenges. 

For instance, the misuse of the toll free line 
is one such a challenge where unscrupulous 
individuals call out for fun. 

There are also many misdirected complaints 
outside the commission’s mandate, the one 
odd language challenge. 

The Uganda Communications Com-
mission with the mandate to oversee 
and regulate communications in Uganda 
requires the capacity to reach out to 
stakeholders in the different parts of the 
country and provide accessibility to its 
services.

Four offices have been opened and 
staffed in Gulu, Masindi, Mbarara and 
Mbale representing north eastern, 
North western, south western and south 
eastern Uganda respectively. The UCC 
regional offices are already improving 
provision of services and country wide 
operations with efficiency and effective-
ness. 

The north eastern regional office,  
headed by Ms Joannita Nampeewo is 
located on plot 15, Onono Road, Gulu 
and covers 22 districts. The north west-
ern office headed by Mr James Kwesiga 
is located on Plot 8, Ntuha Road in Mas-
indi and serves 16 districts while the 
south western under Mr Collin Agaba 
also covers 22 districts. Mr Joseph Kat-
eregga is in charge of the south eastern 
regional office, which covers 32 districts. 
UCC expects tremendous improvements 
in information sourcing and distribution 
therefore taking regulatory services 
closer to the people for example com-
plaints handling and documentation. 
The regional offices will increase UCC’s 
visibility and response time to sector 
issues. Just like the other UCC tough 
points like the call centre, website, social 
media and the like, the regional offices 
will provide more accesses to infor-
mation and a better understanding of 
UCC’s stakeholder needs. 

There is already profound improve-
ment in the presence and visibility of 
UCC in the various regions of the coun-
try, since the regional offices started op-
eration in October 2012.  

UCC has been able to reach more 
stakeholders providing ‘first aid’ solu-
tions and more accurate information. 
Dissatisfied complainants not happy with 
redress offered by their service provid-
ers can now make a complaint to UCC 
through the regional offices. Monitoring 
and inspection of projects and opera-
tors, licensing, compliance enforcement 
and content monitoring are being done 
with efficiency and effectiveness.

Regional offices to 
boost relations 

Toll free line. Currently, the toll -free line 
is operational between 8-5pm Monday to 
Friday. It is your consumer right to utilise the 
centre and a physical visit to the centre is 
equally welcome.

By Joseph KIzIto
editorial@ug.nationmedia.com

The Uganda Communications Commis-
sion,  in collaboration with the United 
States Federal Trade Commission (FTC) 

hosted a muliti sectoral stakeholer round-
table meeting on Consumer Protection in 
Uganda.

The meeting on September 15 in Kampala, 
was themed “Strengthening Consumer Pro-
tection in Uganda - Inspiring Competition, 
Bridging Gaps, and Empowering Consum-
ers and Businesses”, and brought together  
agencies, regulators and private sector ac-
tors that included Uganda Communications 
Commission (UCC), National Information 
Technology Authority (NITA), Uganda Na-
tional Bureau of Standards (UNBS), Bank Of 
Uganda (BOU), Uganda Police, Consumer 
Advocacy organisations, Uganda Law Reform 
Commission (ULRC), Electricity Regualtory 
Authority (ERA) and UMEME.

The meeting aimed at exploring ways of 

harmonising consumer protection frame-
works, and identifying pertinent issues and 
challenges associated with consumer protec-
tion in Uganda.

It is worth noting that the FTC has over the 
years been instrumental in the facilitating the 
African Consumer Protection dialogue that 
brings together Consumer Practitioners and 
activists to discuss cross border consumer 
violations. This approach has helped to 
strengthen frameworks in several countries, 
for example, Zambia, Malawi, Kenya, South 
Africa and Ghana. It is on the margins of the 
African consumer Protection Dialogue that 
the FTC often works with other countries in 
the region.

Given that Uganda still lacks an overall 
consumer protection framework, the differ-
ent consumer practitioners deemed this an 
opportune moment to enhance inter agency 
cooperation as a spring board to pushing 
for a comprehensive framework to be insti-
tuted. 

The agenda for multi stakeholder engage-

ment thus expansively discussed the con-
sumer protection and competition highlights, 
mobile technology, mobile payments and 
cyber threats, empowering and educating 
consumers, international cooperation and 
inter agency collaboration. 

Considering the fact that the consumer 
protection movement in the United States is 
mature and active, and despite some socio-
economic differences between the two coun-
tries, the meeting used the US framework 
as a benchmark for building the Ugandan 
case.

Legal counsel Fred Muwema and Law 
Reform Commissions’ Jackie Akullo who at-
tended the meeting emphasised that in the 
absence of an overall law on Consumer pro-
tection, a Joint working group spearheaded 
by UCC should be put in place to drive the 
cross agency collaboration that will culminate 
in the fast tracking of a stronger consumer 
protection environment in the Country.

Additionally the FTCs’ Counsel for Interna-
tional Cooperation Deon Woods Bell noted 

in her wrap up remarks, that effective consumer pro-
tection today can only be championed through inter-
agency and cross-border collaboration approaches. 

Mr Kizito is the consumer affair specialist at 
UCC.

Uganda hosts multi-sectoral meeting on consumer protection 

L – R: UCC’s Abdul Musoke, Deon Woods Bell 
(FTC), BoU’s Kelvin Kizito, Elisha Wasukira from 
I-network and Akullo during the panel discussion. 
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itise your email.  Spammers also send 
out bulk emails to random addresses 
in the hope of hooking a genuine re-
cipient. If you are spammed, you have 
several options: Do not respond if the 
message seems dubious, if the source 
seems genuine, contact the business to 
make a complaint, Make a complaint to 
your service provider. 

Protect your details when providing 
information on your website 

When posting your email address on 
your website, you have several options: 
Use a web-based form for site visitors. 
When a visitor submits the form you’ll 
receive an email, and you can reply as 
if the person has emailed you directly. 
These forms defeat spammers’ auto-
mated mailing systems. 

Write your email address so that it is 
harder to harvest. For example, post it 
as an image, rather than text, or replace 
symbols with text, e.g. ‘my-name at ex-
ample dot com’. Provide a general land-
line number, rather than a mobile phone 
number. You can use an automated an-
swering machine or service to provide 
your mobile contact details. 

Use filters 
A filter is a piece of software that sorts 

incoming email messages and blocks 
those it thinks are spam. Filtering is very 
useful, but it is not perfect. Sometimes 
filters fail to identify spam or they mis-
takenly block a genuine, non-spam mes-
sage. Adjusting the filter settings can 
help minimise these risks. Your Internet 
Service Provider may offer a free spam 
filtering service. You can also choose to 
direct your spam into a ‘spam folder’, 
rather than automatically blocking it. 
This means you can periodically scan for 
genuine messages that your filter may 
have mistakenly identified as spam. If 
you use web-based email, such as Hot-
mail or Yahoo, your provider may offer 
an anti-spam setting. 

Don’t become an ‘accidental spam-
mer’ 

If you don’t have good security mea-
sures in place, spammers can take over 
your computer and use it to send spam 
to other people without your knowl-
edge. To avoid becoming an accidental 
spammer, adopt these good security 
practices: Use anti-virus and personal 
firewall software and update it regularly. 
Download and install the latest security 
patches for your computer system. Use 
long and random passwords. If you don’t 
know who sent an attachment, don’t 
open it and delete it immediately. 

The writer is the officer in charge 
of computer emergency response 
team (CERT) at UCC.

One way to 
avoid spam 
is not to give 
out your 
email address 
unnecessarily 
where 
possible. 
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The north eastern regional office along Onono Road in Gulu District. Dissatisfied 
complainants can now lodge a complaint to UCC through the regional offices. 
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The liberalisation of the media waves by the 
government in the early 1990’s brought about 
a sudden departure from the state monopoly 

of broadcasting where Radio Uganda and Uganda 
Television were the sole broadcasters to a prolifera-
tion of FM stations and private TV stations. The total 
number of TV and radio stations in the country is 
now over 300. 

The 1995 Constitution has strong provisions in 
favour of media freedom. Article 29 of the Con-
stitution states: Every person shall have the right 
to freedom of speech and expression, which shall 
include freedom of the press and other media while 
Article 41states: Every citizen has a right of access 
to information in the possession of the State or any 
other organ or agency of the State except where 
the release of the information is likely to prejudice 
the security or sovereignty of the State or interfere 
with the right to the privacy of any other person.

Laws were enacted to operationalise these Con-
stitutional provisions. The Press and Journalists 
Act (Cap 105) was enacted to ensure the freedom 
of the Press but the Act also provided for the es-
tablishment of the Media Council to regulate the 
media. The Access to Information Act 2006 was 
also enacted to guide on how people can access 
information.

The Uganda Communications Act 2013 guides 
and regulates the delivery of content on TV and Ra-
dio through the provision of   the minimum broad-
casting standards under Article 31 of the Act. The 
Act also requires broadcasters to obey the licensing 
conditions and all other existing laws. UCC, through 
its Broadcasting Department, monitors all content 
on the airwaves using various methods. 

One of them is the Digital Logger. The logger re-
cords all content broadcast and keeps it for a period 
of 90 days. This enables the UCC Monitoring Unit to 
analyse it in order to assess compliance to minimum 
broadcasting standards, other laws and licensing 
conditions. The digital logger currently monitors 62 
radio stations and 20 TV stations at any one time. It 
is being rolled out in phases to cover all radio and 
TV stations in the country. 

Other methods used is the complaints based 
system where our viewers and listeners act as our 
whistle blowers by reporting to UCC areas where 
they feel the media stations are going astray with 
inappropriate content. UCC takes complaints from 
the listeners and viewers seriously.  The complaints 
are investigated promptly to establish any breaches 
and then   corrective measures are instituted. 

All stations are required to submit programme 
line ups for every quarter to UCC to assist in as-
sessing their programming. Public airwaves being 
public property, the owners of media stations hold 
these airwaves in trust so they are not at liberty to 
use them as they wish but to serve the interests of 
society. This strengthens the aspect of account-
ability by owners of the Media stations and the pro-
gramme presenters to the public. It is important 
to note however, film censorship and classification 
is done by the media council as most often there 
is confusion on this matter. The public are their 
masters and their views can be used to deny the 
renewal of a broadcasting licence. UCC has been 
monitoring the compliance of minimum broadcast-
ing standards, licensing conditions and other laws 
of a few selected TV stations and would like to share 
the observations with the public. The results below 
indicate the level of compliance to minimum broad-
casting standards for all monitored TV stations. NTV 
achieved the highest with 76.6 per cent, followed 
by WBS with 75.8 per cent, UBC with 73.9 per cent, 
Bukedde 1 TV with 72.5 per cent, Citizen TV with 
72.2 per cent, NBS with 70.1 per cent, Top TV with 
68.6 per cent, Star TV with 67.5 per cent, Bukedde 2 
TV with 67.4 per cent, Urban TV with 65.9 per cent, 
Record TV with 65.8 per cent, ITV with 65.0per cent, 
Channel 44 with 64.3 per cent, LTV with 56.1 per 
cent and East Africa TV with 54.9 per cent.

The writer is the manager for content regula-
tion in the broadcasting department at UCC

Media houses performance 
on broadcasting standards

AREAS MONITORED
• Compliance to sign language or sub-

titles 
According to the People with Disability 
Act, all television stations are required to 
provide sign language or subtitles at least 
in one main news bulletin every day. TV 
stations, which put sign language inset or 
displays subtitles in at least one main news 
bulletin everyday get 10/10 marks. The 
stations which do news rounds over the 
weekdays get extra four (4) marks and a 
TV station, which does scrolls gets extra 1 
mark.

• Programmes appropriately scheduled 
This will apply to classification of all 
programmes to be aired on the TV station. 
The marks will be given on a pro-rata 
basis depending on the programmes 
classified and appropriately scheduled visa 
vies the total programmes aired. When 
the programmes are not classified and 
when the station does  not put  advisories 
to advise the public on the suitability 
of Content on all its programmes  (e.g. 
programmes not suitable for children) the 
station automatically gets 0/10 marks.

• News coverage
News must be factual, objective, balanced 
and properly investigated. A news bulletin 
which will give us the actualities in terms of 
supporting pictures and sound bites will be 

more credible and will earn 10/10. News 
less supported by facts will earn less mark 
according to the extent of lack of support.

• Relaying national programmes
UCC issued a list of programmes of a 
national character to all broadcasters which 
all stations must relay live getting a signal 
from UBC. Broadcasters score according to 
the number of programmes relayed. If they 
are 10 and the Station relays 2 in the year 
then it gets 2/10.

• Local content quotas
A station, which fulfills the UCC local 
content quota of 70 per cent in the various 
genres of drama, documentary, sports and 
children earns 10/10 marks. Others are 
awarded according to the extent or level of 
fulfillment of this quota.

• Programmes which do promote public 
insecurity or violence
Any single or one off programme in a 
period of one year which is proved to 
promote violence or ethnical prejudice 
earns a Station -10marks.No station should 
at any one time promote violence or 
ethnical prejudice. Once it is done then its 
license should be revoked.

• Balanced programmes
Talk show programmes and all programmes 
should be balanced. Where two opposing 

positions are presented and if there is 
lack of balance in that programme or in 
a subsequent programme where another 
party is offered a right to reply then the 
Station should get -10marks.

• Giving equal opportunity to contenders 
of public office
Deliberate denial to any contender 
of public office airtime in the same or 
subsequent programmes if proved earns 
the station -10 marks.

• Conforming to public morality
Morality is a controversial issue but if several 
complaints emerge against a certain station, 
then the complaints can be examined 
and if proof of breach of public morality is 
observed then the station gets -10marks 

• 60 day requirement
If either out of demand or out of inspection 
a station is found to be lacking in keeping 
records for 60 days as stipulated in the UCC 
Act then the station gets -10 marks.  

NOTE: Numbers 6, 7, 8, 9 and 10 are 
complaint based and happen once in a 
while. Therefore, whoever breaches the 
above mentioned sections gets minus ten 
marks (-10 marks). This is because every 
station is expected to observe the minimum 
broadcasting standards.

Recommendation. UCC  recommended that 
the marks scored in the observance of licence 
should be considered while renewing a licence.

According to the 
report, NTV achieved 
the highest score with 
76.6 per cent due to 
its strong team of 
journalists such as 
Agnes Nandutu and 
cameraman Ronald 
Galiwango.  
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Irene naKagwa
editorial@ug.nationmedia.com

“Do you read them?”
Terms and Conditions (Terms of 

Services or Terms of Use) are the 
general and special arrangements, provi-
sions, requirements, rules, specifications, 
and standards that form an integral part 
of an agreement or contract. They are 
simply rules that one agree to abide by 
in order to use a service

Terms and Conditions usually come 
in small print, making it illegible to the 
reader. Many find them to be detailed 
and boring to read. Who really has time 
to parse out the meaning of an encyclo-
pedia-sized contract? However that small 
print contains important information 
which sets out the contractual rights of a 
particular service or product offered.

Competition and innovations within the 
ICT industry have presented consumers 
with a variety of products which are of-
fered under different conditions. Much 
as some attempt to read the terms and 
conditions for these products, many just 
skip the scripts and quickly scroll down 
to click “Agree”. Things go wrong once 
there are changes to the service offered 
and one can’t get out.  “Ignorance of the 
Terms and Conditions is no excuse”. 
What to look out for in the terms and 
conditions:

Are there hidden charges 
Be careful of clauses that impose extra 

payments if you end up using more of the 
service than you expected, do not pay on 
time or if you want to cancel early. These 
charges can mount up, so make sure you 
are aware of any extra charges and how 
to avoid them. 

Are there exclusions or limitations 
Exclusion or limitation clauses are the 

“get-out-clauses” that try to restrict or 
limit the liability of the seller or service 
provider. These clauses may try to let the 
service provider get out of refunding or 
replacing services that are faulty or not 

as described, or give unreasonably short 
time limits on returning products. Watch 
out for certain types of damage that are 
not covered in warranties.

How and when can you opt out 
Terms and conditions may tie you into 

a minimum contract term or lock you into 
a continual payment. You may have to 
opt out of a contract when it comes to an 
end to stop it being renewed automati-
cally. Subscriptions to online services will 
often renew the contract automatically so 

make sure you are aware of the process 
and the notice period required in order 
to opt-out. 

What if I don’t understand part of the 
contract 

Always ask if there is something you 
don’t understand in the contract. If you 
don’t like a term, it may be worth query-
ing it with the service provider or vendor.  
You may find they can be more flexible 
than you think.

Before appending our signature to an 

agreement that binds us thereafter, we 
are best advised to read critically and un-
derstand the contractual obligations of 
all parties as presented in the Terms & 
Conditions. ‘Terms and Conditions spell 
out the rules of the game, and our right is 
to determine whether we want to play.  If 
we chose to play, we should play with our 
eyes wide open. The devil’s in the detail 
so make sure you read before you sign

The writer is a consumer affairs officer 
at UCC.

Terms and conditions: The hidden truth

If there is 
something 
about the 
contract that 
you do not 
understand, 
it is advisable 
that you seek 
advice. 
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2014 Uganda Film Festival in pictures Dilman Dila 
the Director of 
the UFF 2014 
Film of the 
Year ‘Felista’s 
Feeble’ gives 
his acceptance 
remarks. 
Right is the 
ICT minister 
Nyombi 
Tembo and 
UCC executive 
director-
Godfrey 
Mutabazi. 

Charles Hamya, 
the managing 
director, 
MultiChoice 
Uganda, 
hands over 
the prizes for 
UFF 2014 Best 
Editing Post 
Production (The 
Superstition) 
to Paresh 
Gondaliya 
Deepak Gondali 

COURTESY PHOTOS



UCC CONGRATULATES 
AWARD WINNERS AT THE 
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Mr. Dilman Dila, with the award for the UFF 2014 Best Feature Film for 
the Movie “Felista’s Fable”

Lifetime Achievement Award for John Katende recieved by his friends

UFF 2014 International Film Star,Patience Ozokwor signs against a 
Sculpture as the UCC-Executive Director,Eng.Godfrey Mutabazi and 
Rosie Motene from South Africa look on.

Ms. Esther .K. Sammy and Crew recieve the prizes for (Hooked) the UFF 
2014 Best Documentary from Ms.Aggie Konde - Managing Director, NTV

Mr. Isaac Kuddzu with Best Actor Trophy

Prof.Katerega (Vice Chancellor of Kampala University) handles the 
prizes to Shams Bhangi,Javed Ja�erji and crew for Zamora as the UFF 
2014 Best Cinematography Film.

Mr. Micheal Wawuyo recieves a Laptop,one of the prizes for the Best 
Screenplay-(Felista’s Fable)
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Mr. Charles Hamya (Managing Director of DSTV) handles over the 
prizes for UFF 2014 Best Editing/Post Production (The Superstition) 
to Paresh Gondaliya ,Deepak Gondaliya ,Zziwa Aaron and Film crew.

(The VOW) UFF 2014 Best Animation CREW recieve the Award from 
State Wide Insurance Company (SWICO) General Manager-Hajjat  
Mariam Mutalaga.

Director, Komakech Daniel and film crew receive the UFF 2014 Best 
Short Film trophy for the movie “Crying for Help”.

Ms. Rachael Nduhukire (In White)being recognised for her acting 
role in (I found my Way)

Ms. Farida Kuteesa (at the Podium) holding her Best Actress 
accodolance as the “Clan's Wife” Film Crew cheer her.

The 7-11,UFF 2014  Best Student Film  crew recieve their prizes.
Best Sound Film Director recieves the Trophy and Prizes from the 
General Manager of TV Africa.
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