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SECTION ONE  

1.0 ACKNOWLEGEMENT 

We would not have been able to complete this study and generate this report 

without the receptiveness and openness of a range of very willing and committed 

people who volunteered a lot of useful information and insights into the subject 

of investigation. To those who spared your time, it is our hope that the study 

findings documented in this report will inform changes to the contemporary 

business models that will deliver value which is commensurate with the 

expectations expressed. We would like to express our gratitude to the members 

of Staff in the Authority’s legal, supervision and research departments as well as 

all IRA staff that participated in this study at large for their comments which 

went a long way into improving the outlook of this report. Last but certainly not 

least, we would like to applaud the Authority for availing resources to enable the 

realization of this important report.  

1.1 ABSTRACT 

This report studies the operations of the IRA complaints bureau  in terms of its 

efficiency and ability to handle complaints and (or) disputes within the insurance 

industry usually between the clients and the insurance companies and various 

stake holders within the industry at large such as agents, brokers, loss assessors 

and aggregators etc.   

Questionnaires were administered to individuals that had reported complaints 

to the complaints bureau desk in the past years with an objective of measuring 

the performance of the bureau and ascertaining the necessary improvements 

that can streamline the bureaus operations as well as its visibility to the general 

public. 

1.2 INTRODUCTION 

The Insurance Regulatory Authority of Uganda (IRA) is the Supervisor and 

Regulator of the Insurance Business in Uganda. In its endeavors to promote a 

sound and efficient insurance market in the country, IRA purposes to safeguard 

the rights of insurance policy holders and insurance beneficiaries to insurance 
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contracts. Section 12(1) (j) and (k) of the Insurance Act, CAP. 6 of 2017 mandates 

the Insurance Regulatory Authority of Uganda inter alia, to:  

a) Receive and resolve insurance related complaints; 

b) Receive complaints from members of the public on the conduct of a person 

licensed under this Act and arbitrate and grant restitution to the 

complainant, as may be possible; 

The Insurance Regulatory Authority of Uganda set up a complaints bureau 

manned by the legal department and drafted Guidelines in 2017 to provide a 

framework for Complaints handling.  

The complaints bureau provides insight into the most common, fastest-

growing, consumer complaints, as well as new issues that clients report. This 

study looks at the complaints registered at the bureau to ascertain how 

satisfied customers are with the way in which the Authority handled their 

complaints, as well as how the Authority’s Complaints Management processes 

are, compared to how they are perceived by the public. 

1.3 SIGNIFICANCE OF THE STUDY 

The findings of this study will; 

 Provide IRA with an understanding of the lead time in a typical complaints 

handling process. 

 Provide information necessary to improve the operations of the complaints 

bureau and IRA at large. 

 Provide information about the overall rating of the dealings of the IRA 

complaints bureau. 

1.40 STUDY METHODOLOGY 

The study was a qualitative on desk survey. Respondents were contacted by 

either phone or email and responses recorded unto a questionnaire. The research 

team comprised members from IRA from all departments including legal, 

research and market development, and supervision departments. 
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1.41 SCOPE OF THE STUDY 

The study randomly selected one hundred clients that had previously visited the 

IRA complaints bureau. Out of these, 65 questionnaires were successfully filled 

and data captured. An on desk model was adopted and respondents were 

assigned to particular research assistants and were to be contacted on either 

phone or email. 

1.5 LIMITATIONS OF THE STUDY 

This research should be conceptualized putting in mind the contextual 

shortcomings that could have influenced the decisions and actions of the 

research team in the following ways; 

 Some of the respondents took a lot of time to respond to the 

questionnaires, this surely delayed the study. 

 Limitation in resources. This constrained the research team to rely on 

phone interviews and emails rather than face to face interactions which 

would have given the researchers a better interpretation of the issues at 

hand. 

 The research was mostly qualitative in nature and therefore it was not easy 

to verify the claims from the respondents. 

SECTION TWO 

2.0 FINDINGS 

2.1 How did you get to know about the IRA complaints bureau 

Respondents were asked about how they got to know the operations of the IRA 

complaints bureau. 50% said they got to know about the complaints bureau from 

the general public, this broad category included friends, relatives, and 

workmates. 22% got to know from within the insurance industry which included 

the insurance companies, agents, brokers, and risk managers. 15% got to know 

from the IRA website, 8% got to know through the press and news while 5% got 

to know about the complaints bureau from the regional trade shows. 
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Figure 1.0 showing how respondents got information about the bureau 

  

 

 

2.2 Efforts made to resolve the conflicts before approaching the complaints 

bureau 

The respondents were further asked how they tried to resolve their conflicts 

before being referred to the complaints bureau. The following responses were 

recorded. 

Table 1.0 showing efforts made to resolve conflict before approaching the bureau 

CONTACTE

D 

EMPLOYER 

CONTACTE

D 

INSURANCE 

CO. 

LEGAL NON OF 

THE 

ABOVE 

POLICE  TOTAL 

1 57 2 1 4 65 

 

As shown in the table above, it was established that 57 respondents had lodged 

the complaints with their respective insurance companies but however, their 

issues had remained unresolved, 2 had resorted to legal redress through courts 

of law, 4 people had contacted the police, I had contacted their employer, and 1 

Total

insurance industry

ira website

press

public

tradeshows
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respondent was helpless and hadn’t taken substantial efforts to have the issues 

resolved. 

2.3 Status of complaints reported 

98% of the clients that reported their complaints to the bureau had their 

complaints resolved. 2% claimed that their complaints had not been resolved by 

the time of the survey. This is shown in the representative figure below; 

Figure 2.0 showing status of complaints reported 

 

 

2.4 Rating of officers at the complaints bureau 

The respondents were asked to rate the officers that handled their issues when 

they reported to the complaints bureau. This rating was based on various factors 

that included; the level of attention the client was accorded, the level of interest 

exhibited handling the case, knowledge about the subject matter, feedback given 

to the client in the course of handling the case, and the time spent on the case. 

25% responded that they were very satisfied with the officers, 48% were satisfied, 

17% were very dissatisfied and 9% were dissatisfied. 1% of the respondents 

didn’t have their issues resolved by the time of the survey so their response was 

not applicable in this matter, as represented by the figure below 

 

98%

2%

Status of complaints reported

resolved

unresolved
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Figure 3.0showing rating of officers at the complaints bureau 

 

 

2.5 Period taken to resolve complaints reported. 

Respondents were asked about the period it took before their complaints were 

resolved after they reported the matter to the complaints bureau. They had the 

following responses; 

Table 2.0 showing period taken to resolve complaints reported 

Row Labels Count of PERIOD TAKEN TO 

RESOLVE COMPLAINT 

PERCENTAGE 

0-2weeks 27 42% 

3-4weeks 18 28% 

above1month 8 12% 

above2months 10 15% 

n/a 2 3% 

Grand Total 65 100% 

 

9% 1%

48%17%

25%

Rating of officers at the complaints 
Bureau

dissatisfied

n/a

satisfied

very dissatisfied

very satisfied



10 | P a g e  
 

42% of the respondents had their issues resolved in less than 2 weeks. 28% had 

their issues resolve between 3 and 4 weeks.  12% of the responses were that the 

complaints were resolved between 1and 2 months. 15% had their complaints 

resolved in periods above two months, while the remaining 3% either had their 

issues pending by the time of the survey or hadn’t had their issues resolved. 

2.6 Overall satisfaction with the complaints bureau 

The clients that had interacted with the complaints bureau were asked to rate 

their experience and how their complaints were handled at the complaints desk. 

A four weight scale was used to evaluate this specific parameter that is; very 

satisfied, satisfied, dissatisfied and very dissatisfied. 

Figure 4.0 showing overall satisfaction with the complaints bureau 

 

35% of respondents were very satisfied with the operations of the bureau, 52% 

were satisfied, 2% were very dissatisfied while 9% were dissatisfied with the 

operations of the bureau and 2% did not rate the operations of the bureau for 

various reasons. 

9%
2%

52%2%

35% dissatisfied

n/a

satisfied

very dissatisfied

very satisfied
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SECTION THREE 

3.0 DISCUSSION OF FINDINGS 

3.1 Overall satisfaction of the complaints bureau vis-à-vis the period     

taken to resolve complaints   

For further understanding of the above findings, the researcher went ahead to 

amalgamate the overall rating of the complaints bureau with the time taken 

solving a reported complaint. This would give a holistic understanding of the IRA 

complaints bureau. 

Of the 35% of the respondents that were very satisfied with the operations of the 

bureau, 15 complaints had been solved within 2 weeks,5 had been resolved 

between 3-4 weeks, 1 above one month and 2 said they had resolved their issues 

2 months and above. 

Of the 52% of the respondents that were satisfied with the operations of the 

bureau, 11 had been solved in two weeks, 11 between 3-4 weeks, 7 between 1-2 

months, 4 above 2 months and 1 response was not applicable. Important to note 

are the 4 cases that had been solved above two months but however said they 

were satisfied with the operations of the bureau. 

Of the 9% that were dissatisfied with the complaints bureau, 2 cases had been 

resolved between 3-4 weeks, and 4 cases had been solved in periods over 2 

months. 

Of the 2% that were very dissatisfied, 1 case had been solved in periods less than 

two weeks. This divergence could have been attributed to may be the case was 

handled rushly, or the case was not resolved in favor of the client which could 

have biased them over the matter. 

The 2% respondents whose responses were not applicable to the question also 

did not state a period in which their complaint was solved 
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Figure 5.0 showing overall satisfaction and time spent.  

 

 

3.3 RECOMMENDATIONS 

The research sought feedback from the respondents on how it could improve the 

activities of the complaints bureau; the following responses were captured; 

a. There is need to boost awareness and visibility of the complaints bureau 

and IRA at large among the general public. 

b. The authority should create a pool of contacts and addresses of all policy 

holders. As a starting point, Insurance companies could be directed to 

submit contacts of all their clients. 

c. Enforce ethical behavior within the insurance industry 

d. IRA should establish regional centers to effectively handle upcountry 

cases. Some of the respondents had to travel all the way to Kampala from 

far upcountry locations to have their issues handled which is an additional 

cost. 

e. The authority should ensure that payments are settled before cases are 

closed at the complaints bureau. Sometimes payment takes longer than 

agreed. 

dissatisfied n/a satisfied very dissatisfied very satisfied

0-2weeks 11 1 15

3-4weeks 2 11 5

above1month 7 1

above2months 4 4 2

n/a 1 1

overall satisfaction vs time spent to resolve 
complaints.
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f. The authority should adopt an arbitration model rather than a mediation 

model. Some respondents felt that the bureau simply concentrated on 

having the cases discharged rather than fair settlement to the affected 

parties. 

g. The authority should publicize the decisions of the complaints bureau. 

This will go a long way in creating confidence among the general public. 

h. The authority should organize mediation talks before the actual hearings. 

i. The bureau’s toll free number should be made available 24/7. 

j. Sensitize and advise insurance providers to avoid unnecessary complaints 

brought by giving incomplete information on policies before hand and 

using quack agents. 

k. Support and expand the role of the Complaints Bureau to improve the 

image of the Insurance Industry. 

l. Always communicate deadlines for planned actions on submitted 

complaints. 

m. Inform the public of the toll-free line for direct calls instead of only relying 

on emails which may be unavailable sometimes. 

n. Close any loopholes enabling some staff to solicit for pay back for services 

rendered in settling claims. 

o. IRA should black list and publicize weak Insurers. 

 

3.4 OBSERVATIONS 

From the interactive discussions with respondents, the following were 

observed; 

a. Insurance intermediaries are the main cause of complaints and 

dissatisfaction on the side of Insurance Clients. For example, they rush 

people to enter agreements before understanding fully the policy contents. 

b. Most of the complaints lodged in concern life assurance, pointing at a 

possibility of either insurer mishandling the management of that product 

or policy holders not knowing the boundaries of the policies. 

c. There exist some levels of lack of professionalism among insurers’ staff 

while handling clients’ claims. 
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d. There are some insurance policy holders who present unrealistic claims 

outside the policy provisions with a hope of the insurance companies 

offering merciful considerations. 

e. As soon as complaints are settled, policy holders change and transfer their 

business to other insurance providers, hence loss of business to some 

companies. 

SECTION 4 
 

4.0 CONCLUSION 

In conclusion, the study was very important especially in unearthing what policy 

holders go through whenever they submit claims to Insurers for settlement. To 

build on this, the Insurance Regulatory Authority needs to seriously engage the 

Association of Insurers to forge a way of reducing complaints from clients so as 

to develop trust in insurance services by improving the image of insurers. 

 

 

 

 


