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Samuel Opake, the head of risk, Jacqueline Anyinge, the head of legal, Betty Matovu, the
head of non-life (underwriting and claims), Denis Okello, the head of internal audit, share
their insights on how the ISO 9001:2015 certification has enhanced risk management, legal

compliance, underwriting and internal audit processes within NIC General.
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Internal audit plays a critical and ongoing role in ensuring that 1ISO compliance in every interaction.
is not treated as a one-time certification milestone, but rather as a continuous Customers can be
and embedded management discipline. While achieving ISO certification is confident that their

a significant accomplishment, sustaining compliance requires consistent
oversight, structured monitoring and a culture of continual improvement. In
this regard, internal audit will serve as an independent assurance function
that safequards the integrity, effectiveness and sustainability of the ISO %

management system.

To maintain ISO compliance after certification, internal audit implements a
structured framework anchored on continuous monitoring, risk-based auditing
and improvement oversight. This framework ensures that ISO requirements
remain integrated into daily operations rather than becoming dormant

after certification.

Internal audit, therefore, ensures that comphance efforts are
dynamic, responsive and value-adding by aligning the audit strategy
with both the ISO standards and the organisation’s strategic

objectives.
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The ISO 9001:2015 certification has been a
game-changer for our operations. If has enabled
us to standardise our underwriting and claims
processes across all touch points, ensuring that
every.policy is assessed and every claim handled
consistently and accurately.

Through clearly defined workflows, regular
quality checks and robust documentation, we
have reduced errors, improved decision-making
and enhanced overall operational efficiency. This
means our customers experience faster, more
reliable services and our teams can focus on
delivering value rather than managing process
inconsistencies.

Customer trust is at the heart of insurance
and claims handling is where that
trust is truly tested. By adhering
to ISO 9001:2015 standards, we
demonstrate our commitment

claims will be handled
fairly, promptly and
consistently, reducing
uncertainty and building
long-term relationships. This
recognition also reassures our
corporate clients and brokers
that NIC General
maintains global



