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Good and bad of Dee 
'blanket~ over internet 
n my column last week (see, "Elections: 

. Do not wave a false flag'" - Daily Monitor, 
January 9),1 warned about the possibili­
ty ofUgandans - particularly social me-

dia communicators and citizenjournal­
ists - raising or falling for false flags before, 
during or immediately after the January 
15 presidential,parliamentary and local 
government elections. 

I ~o cautioned that it is always impor­
tant to question the content We find on the 
internet or on social media It is not always 
what it appears to be.It could be fake. . 
. .one of the examples I gave of "false flags" 
on social media was the purported no­
tice by Uganda Communications Com­
mission (UeC) that the mternet would be 
shut down across the country on January 
8 to ensure"security" during and in the af­
termath of the elections. The notice was 
widely shared on social media. 

Thankfully-or so we thought - UCC 
caine out immediately with a public state­
ment dismissing the purported notice as 
fake. But as it turned out shortly,what was 
fake about the notice was the date and ad­
dressee [the public]. 
Because barely a week letter, UCC wrote 

to all licensed Mobile Network Opera-
tors (MN0s and Internet Service Provid­
ers (ISPs) to shut down the internet on Jan­
uary 13 effective at 1800hrs "following 
strong recommendation from Inter-Agen' 
cy SecUrity Committee". 

Whereas-during previous elections on­
ly social media was switched off-for the 
same reasons, this time round it is the en­
tire world-wide-web (www)overthis por­
tion of the world. 

Thus as I write this column, an unprece-

Freedom of e~.'pression 
is not just for journalists, 
politicians,hmnan rights 
activists, etc. It is for every 
one of us. 

dented communication blanket has been 
_ thrown over the entire country.The good 

news is that there will be no false flags that 
we earlier feared because there are no tools 
to hoist them,nor eyes to see them. Con­
veisely - and the bad news - is that there 
will be no"true flags"either, because sim­
ilarly,there are no tools to hoist them,no 
eyes to see them, and no voices to amplify 
them. The winner in this scenario is dark- -. 
ness. 

Figuratively speaking, a lot of things hap-
. pen under big blankets such as this '7 some 
gOO<i,some bad. Their"goodness" or"badJ 

ness" only gets known a lotlater because 
nothing gets hidden forever. The Acholi 
perhaps have the best sayirig to illustrate 
this. It goes something like this: "Even if 
you made love to your mother-in-law on 
the floor of the lake, one day the secret will 
ooze out"and behold .. .! 

So come rain, come sunshine, Ugandans 
will still get to know what happened under 
this unprecedented nationwide internet 
communication blanket during the Janu­
ary 15,2026 General Election. The details 

may remain mwXy for a while, but the re­
sults will be loud and clear. 

Regardless, one of the most importantles­
sons from this episode for the public is the 
importance and inter-connectedness ofhu­
man rights,particularly the tenets pertain­
ing to communication - ie.freedom of ex­
pression, freedom of thought and con­
science, freedom to impart one's thoughts 
and information, etc. Equally important is 
how in the modern world these are inextri­
cably weaved into information and commu­
nications technology (Icr). 

A blanket overthese human rights - what­
ever the motivation - does not'affectjust 
one or two individuals, or even a group of 
people of certain persuasion. It affects eve­
ryone across the board! So it does not mat­
terwhat your political'opinions are on this 
election or on the candidates in the races,or 
whether you are doing politics, business or 
just sitting at home with a smartphone. You 
are all impacted, the levels of inconvenience 
notwithstanding. 

In terms of media freedom -legacy or so­
cial media - freedom is not just for thejour­
nalists, bloggers,influencers, etc. It is for eve­
ryone one ofus including consumers of their 
content. Freedom of expression is not just 
for journalists,politicians,human rights ac­
tivists,etc.It is for every one of us. 

Freedom ofthouglit is notjustfor the pro­
fessors,literary writers and those that think 
big.It is for every one ofus - even us small 
thinkers. Freedom to impart ideas is not just 
for teachers and politicians. It is for every 
one of us. 

Which is why a blanket thrown over an 
overarching tool of communication that the 
internet ~ today is bad for every one of us. 

Send your feedback/complaints to public­
editor@ug.nationmedia.com or call/text 
on +256 n6 500725. WhatsApp +256 
752500725 

Election outcomes are not the end of national life 

E
lection week in Uganda tests 
more than our political systems; 
it tests our character as a na-
tion. Our history reminds us that 

while elections produce winners and los­
ers at the ballot box, they can also pro­
duce fear, division, trauma, and social 
wounds when emotions are not man­
aged with restraint. 

From a social worker's perspective,how 
citizens behave during this period can ei­
ther protect lives,relationships,and com­
munity cohesion-or damage themirre­
versibly.Pea~e, therefore,is not optional 
It is a civic responsibility. 

Political affiliation matters, but it must 
never outweigh our shared humanity. No 
political opinion is more valuable than a . 
human life,a fumily bond, or communi­
ty harmony or political party. Ugandans 
live, work, worship,and trade together 
across political lines. When neighbours 
turn into enemies and families full apart 
over political differences,society begins 
to fracture. Elections are temporary; rela­
tionships are long-term. 

This time is also a time when silence 
can be wiser than argument. Social me- . 
dia platforms such as WhatsApp,Face­
book, and TikTok amplify emotions fast­
er than understanding. Many online de­
bates during this period are driven by 
anger,fear, and misinformation rather 
than facts. Hostile views can quickly shift 
to physical confrontation,pushing the 
country backwards. Choosing not to re­
spond to provocation is not weakness; it 
is self-control and an act ofleadership at 
the individuallev~ . .1. I,. r J - _ • 
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How we conduct ourselves 
during this time detel1uines 
whefuer we moye forward 
in haimony or C"-cUTV forward 
division,Peace does-not happen 
by accident It is a deliberate 
choice made by ordinary 
citizens in extraordinary 
moments. 
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often underestimated. Anxiety, sleeplessness, 
irritability, and fear are common, especial-
ly for those who have lived through previous 
election-related violence. 

Ignoring emotional well-being increases the 
risk ofimp~ive decisions and aggressive be­
haviour. Citizens must consciously reduce ex­
posure to distressing content,rest adequately, 
and seek support from trusted people. A reg­
ulated mind contributes directly to a peace­
fulsociety. 

Rumours, unverified alerts,and alarmist 
messages spread fear faster than official com­
munication. 

Responsible citizens rely on credible sourc­
es and resist the urge to forward uncon­
firmed infoQIlfltign.Misinformation is not 
harmless; it has}l}~~'Yer to provoke real-

world harm. 
Avoiding high·risk environments is anoth-

er act of responsibility. Crowded hotspots,con­
frontational gatherings, and volatile demon­
strations should be avoided whenever possible. 
There is no honour in placing oneselfin danger 
to prove political loyalty or courage. True cour­
age lies in protecting life. 
Children, older persons,and individuals with 

anxiety or disabilities are especially affected by 
tense environments. Exposure to violent lan­
guage and disturbing news can have lasting 
psychological effects. Adults have a duty to cre­
ate calm spaces at home and in their commu­
nities, offering reassurance and stability during 
. uncertain times. 

Provocation is common during and after elec­
tions.Insults,mockery,tribal undertones,and 
dehberate misinformation are often designed 
to trigger emotional reactions. Before respond­
ing, citizens must ask themselves what the cost 
of that reaction might beNo argument is worth 
injury, arrest, or lifelong regret. 

Election outcomes do not mark the end ofna­
tionallife.After the results, Ugandans return 
to the same villages, workplaces, markets, and 
places of worship. How we conduct ourselves 
dUring this time determines whether we move 
forward in harmony or carry forward division. 

Peace does not happen by accident.It is a de­
liberate choice made by ordinary citizens in ex­
traordinary moments. The ballot is a tool of de­
mocracy; violence is not. When the noise fades 
and the votes are counted, we must still live to­
gether as Ugandans. 

Innocent Lawrence Okima is social woriler 
& counselling psychology practitioner. 
okimainnocent@gmaiJ.com 
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The mission must 
continue: The customer 
is the star of the show 

C
ustomer expectations keep shifting faster than 
most brands can update their playbooks. As the 
year gets underway, the theme oflast year's Cus­
tomer Service Month,"Mission Possible,"still 

speaks directly to that reality. It reminds every organisation 
that the work never stops, the standard keeps rising,and the 
customer decides what excellence looks like. . 

The task remains in listening to' one's customers,regard­
less of how enormous the feedback is. The mission continue:. 
long after Customer Service Month because service is a dai­
ly perfo~ance, and the customer remains the star of that . 
stage . 

Many organisations pour energy into celebrating Custom­
er Service Month in October, and running activities, celebrat 
ing customers,promising change, and then slip right back in 
to old habits once the month ends. 

Customers want consistency and that commitment should 
continue long after the banners come down. They want ser­
vice that reflects theirvalue every day,which ultimately must 
show in how we treat customers with every month that fol­
lows. 

Across industries,from banking to entertainment and tel­
ecom, Ugandan consumers are demanding more meaning­
ful experiences. They want services that not only meet their 

Organisations 
will always 
win when 
customer 
experience 
is treated as 
a continuous 
commitment. 

needs but also reflect their 
voices. Whether it is afootball 
fun inBusia accessing content 
through flexIble payment op­
tions, a mobile banking user in 
Gulu City demanding faster ser . 
vice, or a young creative in Kam 
pala calling for more localised 
content,customer choices are 
directly shaping how compa­
nies operate. 

Customer choices influence 
what companies create, their 
expectations shape service de­
livery models,and their feed­
back determines which brands 
thrive. To meet these expecta­
tions, businesses must contin1ll 
to go beyond good service and 
build ecosystems where cus­

tomers are seen,heard,and 
Patricia Kiconro valued as co-creators. " 

However,listeningisjustom 
part of the equauon. The re-

CUstomer care 
al impact lies in how organisa 

tions act on that feedback beyond October. Whether it is mak­
ing services more inclusive and accessible,or co-creating prod · 
ucts with communities, the most successful brands are those . 
thatlet their customers lead the way. 

There is a sense of pride and ownership that customers feel 
when they see their feedback brought to life. When a compa­
ny adjusts a product feature,introduces a new service, or im­
proves its processes based on what customers have said,it sig­
nals that their voices matteJ:: That sense of ownership and 
contnbution builds loyalty far more effectively than any mar- ' 
ketingmessage. 

This shift is especially relevant in Uganda, where asignifi-. 
cant percentage of the population is young, digitally savvy, 
and vocal. They expect personalised,efficient,and human ser 
vice. Businesses that embrace this realitywill thrive and thos€ 
that don't,risk being tuned out. 

As we kick off the new year; customer service demands tend 
to intensify as consumers across industries expect personal­
ised,efficient,and human experiences to match their height­
ened expectations. 

The theme,Mission Possible, should continue to challenge 
businesses to rethink how they view services, which is as an 
opportunity to build meaningful, enduring relationships. To­
day,customers are the true stars of the show, and the feedback. 
they offer should be treated as a mission that is entirely possi­
ble and not a burden. 

The truth of the matter is that,every suggestion,complaint, 
or idea is a roadmap pointing brands toward better experien( 
es. Organisations will always win when customer experience 
is treated as a continuous commitment that ensures theyfeel 
seen, valued and central to the sto~not a seasonal campaign 

MsPatricia Kiconco, is the head of customer experience and 
care at MuitiChoice. 


