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Consumer protection is a key function of the Uganda Communications Commission 
(UCC),  to this end UCC regularly conducts activities, and issues  consumer advisories 
regarding the transparency and accountability of communication service providers.

This report details the Commission’s initiatives in the delivery of her consumer 
protection mandate and highlights trends of consumer issues as deduced from its 
consumer engagement mechanisms in the period: January – June 2022.

The UCC Call Centre, and its Toll-Free number remain the most preferred consumer 
access channel. Consumer walk-ins, and electronic platforms (Email, and Social 
Media handles) are the other significant access channels.

To further facilitate consumer engagement, the Commission developed a web portal 
as a reference point for information and research. The Call Centre, and electronic 
platforms indicate Quality of Service, Mobile Financial services, and Sim-Related 
issues registered the highest number of incidences.
 
In terms of complaints-handling, Fraud and Mobile Money issues registered the 
highest number of complaints (60%). At service provider level, 59% of the complaints 
were against MTN, 25% were against Airtel, while 16% were against all the other 
operators combined. 

In terms of complaints escalated to the Commission, the UCC registered a 95% 
resolution rate.

As part of its consumer empowerment strategy, the Commission conducted 
several outreach programs, across the country. These outreach programs covered 
regulatory priorities  such as:  fraud and online  safety, misinformation, illegitimate 
communications devices, SIM-card registration, consumer privacy, and data 
protection.

Relatedly, the Commission’s industry surveillance activities in relation to consumer 
protection established challenges in redress access in the broadcasting sub-sector. 
The surveillance reports note a significant improvement in the Telecommunication 
service provider’s provision of consumer education, and access to redress.

While this report aims to present a status update on consumer protection, it 
is envisaged that it will further enhance awareness of consumers, and service 
providers of their rights and obligations.

FOREWORD
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The Communications Act, 2013 mandates the UCC to promote and safeguard 
the interests of consumers as regards to the quality of communications services.

The report presents consumer highlights and trends in the communications 
sector from January to June 2022, under the two pillars: Advocacy (call centre, 
education and outreach programs) and Complaints management.

Through its various consumer access channels, UCC receives 
enquiries and second-level complaints from consumers upon their 
dissatisfaction with the outcome of their engagement with their 
respective service provider/s.

The UCC consumer, and service provider engagement flow process

1. INTRODUCTION

Complaint

Service
Provider

UCC
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2.1. Call Centre Operations
The UCC Call Centre interfaces with 
consumers through the Toll-Free 
number: 

                           0800222777   

Below is a graphic presentation of the 
key issues handled:

Quality of Service Mobile Financial
Services

Sim-related issues Others

• Unsolicited messages
• VAS / Campaigns /
promotions
• Broadcasting
• Top-up Issues
• Service Quality speeds
•Device Related 
• Billing
• Postal and Courier

54% 9% 9% 28%
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2. ADVOCACY

+
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2.2 UCC Social Media Platforms
The UCC social media platforms are a key source of information on trending 
consumer issues, and are a channel for information dissemination.

Page: 5

Follow us online

INSTAGRAM

@Consumer_AffairsUCC

TWITTER

@UCC_Official 
@ConsumerUCC

@Ug_Cert

TIKTOK

@ConsumerUCC

2.3 UCC Consumer Web Portal
In further fulfilment of the Commission’s consumer protection mandate, a portal 
was developed as a central reference point for information and education 
resources for consumers of communication services in Uganda.
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Participants at WCRD: UCC, BOU, PDPO, and a Consumer Advocacy representative

The Consumer Portal was launched on 10th June 2022; and continues to:

Facilitate consumer 
decision-making on 
communications 
products and services 
based on full and 
clear information.

Complement the 
complaints lodging 
and provision of 
consumer feedback.

Facilitate information 
provision on 
regulatory 
interventions and 
developments in 
the communication 
sector. 

01 02 03

3.1 World Consumer Rights Day 2022. 
The World Consumer Rights Day (WCRD) is an annual event celebrated on 15th 
March, to draw attention to the fundamental rights of all consumers. This year; 
WCRD was celebrated under the theme: “Building a safe and inclusive Digital 
Economy for all”. 

To mark the event, the Commission hosted a half-day forum with  participants 
from other regulatory agencies, consumer advocacy organizations, service 
providers, and the media. The forum underscored the importance of inter-agency 
collaboration in raising awareness on the risks associated with online activity. 

3. CONSUMER ENGAGEMENTS
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2.2.2. Communications Consumer Parliament (CCP-12)
The CCP is an annual multi-stakeholder platform that focusses on consumer 
issues. This year the event was celebrated under the theme: “Digital Safety for 
All” on 29th April 2022 at the Desert Breeze Hotel in Arua City.

The half-day event was preceded by several consumer awareness activities in 
the West Nile region. 

UCC leadership at CCP-12 in Arua City

In the build up to the 12th Consumer Parliament, UCC in collaboration with telecom 
operators, other government departments and local leaders, conducted a number 
of consumer awareness activities in the West Nile region. 
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25 APRIL, 2022
ICT Camp for PWDs in the Arua district 

26 APRIL, 2022
Market Consumer help Camp in Terego 
district 

27 APRIL, 2022
Consumer awareness camp for refugees 
in Bidi Bidi settlement, Yumbe district

28 APRIL, 2022
Girls in ICT Camp in Bidi Bidi refugee 
settlement, Yumbe district

29 APRIL, 2022
Communications Consumer Parliament in 
Arua District

Below are the highlights:
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The West Nile Consumer awareness 
drive highlighted ICT needs and 
challenges of special interest groups 
that included: the youth, refugees, 
PWDs, small and medium enterprises, 
and market traders.

At the climax of the outreach (during 
the CCP-12) recommendations 
for inclusiveness  of the special 
interest groups were passed for 
implementation by the different 
actors in the communication services 
provision ecosystem.

UCC conducted consumer awareness campaigns themed on specific 
consumer issues. These campaigns aimed at encouraging responsible use of 
ICTs by consumers.

4.1 The ‘Tonfera’ Digital Awareness Campaign

The Commission undertook a ninety-
day Digital Consumer Awareness 
Campaign tagged “Tonfera!!!” starting 
January 2022. 

This campaign aimed to raise 
awareness on the rampant fraud, and 
related consumer challenges on the 
digital platforms.

#TONFERA!!!

4. AWARENESS AND CAMPAIGNS

Awareness in Kubala market, Terego district.
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Fraud and 
online safety

Misinformation 
and fake news 

Sim card 
Registration 

Digital 
transparency 

and 
accountability 

Consumer 
privacy and 

data protection

The key focus areas of the ‘Tonfera’ campaign were:

The campaign ran 
on both digital 
and mainstream 
media, with a mass 
media campaign in 
different regions of 
the Country from 
25th – 30th  March 
2022.

The ‘Tonfera’ campaign was further enhanced by a 
joint effort of UCC, MTN, Airtel, BOU, and the National 
Association of Mobile Money operators to conduct 
increased media coverage on multiple platforms. 

Under this collaboration, information was     
disseminated in a variety of languages on both audio 
(eighty radio stations) and visual (nine TV stations) 
media as well as on multiple digital platforms across 
the country.

A second phase of the campaign is scheduled to focus 
on activations in the rural areas. 

UCC official on a talk show at UBC West.

NA
MM
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4.2 Illegitimate devices campaign
To promote and safeguard the interests of consumers with regard to the quality 
of communications services and equipment,’ UCC commissioned a project to 
eliminate the usage of Illegitimate communication devices in Uganda.

In order to raise awareness on 
this project, the Commission 
launched an awareness 
campaign code-named: SIMU 
KLEAR

Consumers may verify the status 
of their devices using the code 
*197*4# or call UCC’s Toll Free 
number for assistance. 

To implement the project, therefore, the Commission developed a three-phase 
project implementation strategy that comprises the following:

1.
2.

3.

Stakeholder engagement

Consumer sensitization

Enforcement
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Between February and May 2022, the Commission successfully implemented 
a stakeholder engagement process with the private sector; sister agencies and 
regulators; policy makers, industry actors, and the media, among others. 

The project is currently in the 
second phase of consumer 
sensitisation. This phase will 
involve: digital, mass media 
campaigns, and regional 
activations.

Participants at a high-level dialogue on illegitimate devices: ACN, MoICT, UCC, and KACITA
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UCC receives, investigates and arbitrates complaints relating to communications 
services. In the reporting period, the Commission achieved an aggregate 
resolution rate of 95%. 

10%

8%

5%

95%

PENDING

RESOLVED

5.1 Complaints Lodging Channels
The complaints were received via calls, social media platforms, visits to the office, 
and by email. Below is a breakdown of the channels:

From the analysis above, the call centre was the most utilized mode of complaints 
lodging as it accounts for 75% of the total complaints received; while social media 
received 15%, walk-in accounted for 7% and emails were at 3%.

75% 15% 7% 3%
UCC Call center

UCC Social 

Media Platforms
Visits to UCC/

Walk-in
Email

5. COMPLAINTS MANAGEMENT
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5.3 Analysis of types of complaints lodged against operators

5.2 Analysis by nature and status of complaints
The three most prevalent complaints received by the Commission from January 
– June 2022 were as follows:

Fraud: Fake promotions/campaigns, impersonation, misleading adverts, terms 
and conditions.
Mobile Money: Pin reset, transactions issues, delayed confirmations, problems 
with agents, agent related issues, third party products/payments, virtual debit 
cards.
Sim-related: Sim activation/deactivation, swaps/replacements/registration, 
stolen/blocked/lost/damaged/NIRA

were registered against 
MTN, followed by Airtel 
at 25.3% of the total 
complaints received. 
The rest of the service 
providers Lyca Mobile, 
Smile, UTL, Zuku, 
StarTimes, Dstv and 
GOTV accounted for the 
remaining 18.7% of the 
complaints received.

Between January – June 2022, 56% of the total second level complaints received

Fraud 40%

20%

11%

Mobile 
Money 

Sim-
related 

56%

25.3%

18.7%
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5.4 Complaint resolution rate of operators.
Below is a percentage breakdown of the resolution rate of complaints against 
service providers at the second level:

99%

100%

100%

98%

100%

75%

100%

100%

100%
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Consistent with UCC’s consumer protection mandate, the Commission conducts 
regular monitoring of operator complaints and redress mechanisms to ensure 
compliance with set standards. To this end, the Commission conducts periodic 
mystery shopping activities, reviews consumer trends and investigations, 
evaluating informed choice, customer service, accessibility, contracts, billing, 
and credit and debt management.

1. Informed choice: Licensed providers have a duty to disclose prices, terms, 
coverage, and conditions prior to providing any service to a consumer, in a 
readily available, current, and easy-to-understand form.
2. Customer service: Consumers should be provided with a toll-free number 
to access a service provider’s customer service free of charge. Details 
of customer service contact information are required to be provided to 
consumers online and on billing statements.
3. Contracts: must include:

01. Information about the service 
provider (identity and address)

03. Details of charges and where 
updated information may be found

06. Dispute resolution arrangements 
and procedures to contest charges

02. Services offered (+ service quality 
and time  they will be made available)

05. Contract term and conditions for 
renewal and interruption of services

04. Arrangements for compensation 
and reimbursement if service quality 
outlined in the contract is not achieved

6. INDUSTRY MONITORING AND SURVEILLANCE



4. Billing: Consumers should be provided free notifications for voice, data, and 
messaging usage, as well as notifications for international roaming so that 
consumers can monitor their usage and avoid excess charges.
5. Credit and Debt Management - All licensed providers should make reasonable 
attempts to notify customers before disconnecting their service.
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6.1 Mystery Shopping 
The Commission conducted a mystery shopping exercise of Airtel Uganda 
service centres on 15th and 22nd June 2022. 

The overall objective of the exercise was to evaluate consumer experiences, 
identify potential problems and monitor compliance with existing regulations. 

Seven service centres were visited by Commission staff and a comprehensive 
report of the findings was validated with the operator, with a focus on consumer 
protections including informed choice, customer service and accessibility to 
premises for the differently enabled.
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6.2 Analysis of Telecommunication Operator Complaint Reports 
(First level Complaints)
Operators are required to submit monthly complaints reports of first-level 
complaints to the Commission for analysis. Analysis of these operator complaints 
reports informs appropriate regulatory interventions.

A review of operator complaints reports from six telecommunications operators 
was conducted from January to June 2022 with a total of eight hundred forty 
thousand one hundred fifty-seven (840,157) complaints raised by consumers 
directly to their service providers (first level complaints). 

Below is a breakdown of complaints numbers by operator:

From the figures above, Airtel had the most complaints from January to June 
2022 accounting for 84% of the total complaints at the first level. 

It was noted that majority of the first-level complaints reports submitted to the 
Commission by operators did not capture ‘fraud’ complaints compared with the 
high number of fraud incidents reported by consumers directly (second-level 
complaints) to the Commission.

84%

7% 5%

2% 2% 0.4%

JANUARY - JUNE 2022
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6.2.2 Analysis of complaints by incident channels
A phone call is the most preferred complaints redress channel accounting for 
53% of complaints.

Others: SMS accounted for 0.012%, at a total of 102 complaints.

6.2.1 Analysis of complaints by gender.
65% of complainants are men compared to only 29% women.      

65%%

29%%

 Undisclosed - 6%%

Phone calls

433,435 376,262 2,103 9,943 1,720

52%
45%

0.25%

1.18%

0%

Walk in

Social media Not Assigned

Letters & 
emails
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6.2.4 Complaints categories
Operators reported Device and SIM-related as the biggest number of complaints 
at 42% of the total number of first-level complaints received, followed by Data 
and Internet-related at 27% of first-level complaints received.

6.2.3 Analysis of complaints by resolution times
92% of complaints made to service providers were resolved within 24 hours.

24
HRS

2-7
DAYS

16-30
DAYS

8-15
DAYS

30+
DAYS

NOT

ASSIGNED

92% (757,687)

6% 
(47,306)

0.46%

(3,840)

0.2%

(3,884)

0.47%

(1,416)

0.75% 
(6,203)

CATEGORIES NUMBER PERCENTAGE

Device & Sim related 348,363 42%

Data & Internet related 220,308 27%

Phone Account 169,586 20.4%

Quality of Service 87,709 10.5%

No Assigned 824 0

Network 766 0

Fraud 654 0

Unsolicited messages 2 0

Postal & Courier 1 0

TOTAL 828,213 100%
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6.3 CONSUMER INITIATIVES 
6.3.1 Access
MTN extended coverage by rolling out more 
physical sites across the country. Furthermore, 
through a partnership    with the National 
Curriculum Development Centre (NCDC) 
the operator extended access to educational 
institutions to provide study content for pre-
primary to secondary.

As part of a wider business strategy focusing on 
enterprise clients, UTL introduced toll-free lines 
on all its wireless landlines, targeting both non-
governmental organizations (NGOs); and Small 
and Medium Enterprises (SMEs). 

The operator’s call centre was further enhanced 
to an Omni-channel setup to support customer 
touch-points to create a frictionless experience 
for customers. 

6.3.2 Affordability
During the reporting period, some affordability 
initiatives included; 

A reduction in costs for data in the form of 
reduced bundle offerings from MTN and Airtel.

Device financing options for smart-phones 
and micro-loan lending within the MTN Mobile 
Money ecosystem.

Both Airtel and MTN reduced cross-platform transfer fees on mobile money to 
match the cost of withdrawal fees and introduced free in-app transfers. 

UTL catered to the institutional consumer segment with new products targeting 
educational, religious, and SMEs. 
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6.3.3 Awareness
Airtel’s awareness initiatives included increased public 
sensitization of their consumer contact number – 
0200100100 and dissemination of fraud mitigation and 
data optimization measures across electronic and digital 
media.

Airtel also introduced additional self-care guidelines via 
USSD and Interactive Voice Response (IVR) to improve 
customer experience and convenience, covering issues 
such as pin reset, Airtel money reversal, SIM block/
unblock via IVR and SMS notifications. 

6.3.4 Broadcasters
Access to complaint redress from several television broadcasters remains a 
challenge as customers are forced to incur calling costs to access their providers. 

All service providers are required to maintain comprehensive complaints handling 
and redress mechanisms that are easily accessible to consumers. However, industry 
surveillance established that several broadcasters do not have toll-free numbers or 
redress mechanisms. 

Furthermore, some service providers do not issue complainants with complaint 
reference numbers to enable them to follow up or escalate their complaints. 
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In response to the rise in fraud incidents 
targeting consumers of communications 
services. UCC continues to collaborate 
with relevant government agencies in 
the investigation, arrest, and prosecution 
of fraudsters, and conduct sensitization 
campaigns on mainstream and electronic 
media, as well as increased outreach and 
grassroots engagement across the country. 

Additionally, operators are required to regularly 
review and enhance the security and integrity 
of their systems to identify and address digital 
safety challenges. 

However, a concerted effort is required from all 
stakeholders to effectively protect consumers. 

For more information, please visit:

https://consumer.ucc.co.ug

www. ucc.co.ug @Consumer_UCC Toll Free: 0800222777

7. CONCLUSION
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ANNEX
MAJOR TELECOMS, PAY TVS, AND COURIERS - CUSTOMER CONTACTS.
(NB: Please refer to the UCC website for a full list of licensed operators)

REF. SERVICE PROVIDER CONTACT

1 MTN 100 (Toll-Free)

2 AIRTEL 100 (Toll-Free)

3 UTL 100 (Toll-Free)

4 SMILE 100 (Toll-Free)

5 LYCA MOBILE 100 (Toll-Free)

6 ROKE TELECOM 0205000123 

7 LIQUID TELECOM 0800262800 (Toll-Free)

8 ECHOTEL TELECOM 0414343969 (Toll-Free)

9 STARTIMES 0200117700 

10 DSTV/GOTV 0312245243

11 AZAM 0417709900

12 ZUKU 0312224800

13 KAMPALA SITI CABLE 0200 777220

14 SIGNET 0772513418

15 POSTA UGANDA 0414-232430

16 ARAMEX 0200711900

17 GODEL 0800303030 (Toll-Free)

18 DHL 0312210006

19 BUKEDDE TV AND URBAN TV 0800166789 (Toll-Free)

20 NBS TV 041 7720101

21 NTV AND SPARK 0414 563 400

22 UBC TV 0414 256380/04142 57034


