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The Insurance Appeals 
Tribunal has reported 
a sharp increase in 
insurance dispute 
c a s e s ,  w i t h  t h e 

number of appeals filed during 
the 2024/25 financial year 
rising to 25 from nine cases 
recorded in the previous year.

According to the tribunal’s 
latest annual report,  the 
disputes filed during the year 
carried a combined monetary 
value of about Shs41 billion, a 
major rise from approximately 
Shs5.1 billion recorded in the 
2023/24 financial year.

Tribunal chairperson Rita 
Namakiika  Nangono said 
the increase in cases was 
largely due to growing public 
awareness about the tribunal’s 
existence and its role in 

resolving disputes within the 
insurance sector.

S h e  n ote d  t h a t  m o re 
policyholders and industry 
players are becoming aware 
that the tribunal offers a 
specialised and relatively faster 
avenue for resolving disputes 
b e t we e n  p o l i c y h o l d e rs , 
insurance companies and the 
sector regulator, the Insurance 
Regulatory Authority.

“The increase in the number 
of appeals reflects improved 
public awareness and growing 
confidence in the tribunal as 
a fair and impartial forum for 
resolving insurance disputes,” 
Nangono said.

The tribunal was established 
to provide an alternative 
dispute resolution mechanism 
within the insurance sector, 

enabling aggrieved parties to 
challenge decisions made by 
insurers or the regulator without 
necessarily resorting to lengthy 
court processes.

Technology adoption
The report also indicates that 

the tribunal made progress 
in modernising its operations 
through the adoption of 
digital technology to improve 
accessibility and efficiency in 
handling cases.

During the year under review, 
the tribunal installed video 
conferencing facilities and 
acquired a Zoom license that 
allows litigants and lawyers 
to participate in hearings 
remotely.

N a n g o n o  s a i d  t h e 
introduction of virtual hearings 

has improved accessibility for 
parties who may be located 
outside Kampala and has 
helped streamline the tribunal’s 
operations.

In addition, the tribunal 
developed and disseminated 
a case digest summarising 
its decisions. The digest has 
been shared with industry 
stakeholders and the public 
to promote transparency and 
accountability in the tribunal’s 
work.

“We have also enhanced our 
digital systems by introducing 
online filing of applications, 
enabling parties to submit 
appeals electronically. To 
further improve documentation 
of proceedings, we acquired 
a transcription application to 
support accurate recording of 
hearings,” Nangono said.

She said the tr ibunal ’s 
dec is ions  a re  a l so  now 
accessible online through the 
Uganda Legal Information 
Institute, allowing lawyers, 
researchers and the public to 
access its rulings more easily.

Funding constraints
Despite these achievements, 

Nangono said the tribunal 
cont inues to face major 
o p e ra t i o n a l  c h a l l e n g es , 
particularly funding constraints 
t h a t  h a v e  s l o w e d  t h e 
implementation of its five-year 
strategic plan covering the 
period 2022–2027.

She explained that several 
key initiatives outlined in the 
strategic plan have not been 
implemented due to limited 
financial resources.

Insurance Appeals Tribunal cases triple 
to Shs41b amid rising public awareness

A m o n g  t h e  i n i t i a t i ves 
affected is a planned public 
awareness campaign aimed 
at educating the public about 
the tribunal’s mandate and 
services. Procurement for the 
campaign had to be deferred 
due to lack of funding.

The tribunal also planned 
to recruit additional staff and 
engage a resource mobilisation 
consultant to support its long-
term sustainability, but these 
initiatives were also postponed.

Nangono said the institution 
remains  understaf fed,  a 
situation that is affecting its 
operational efficiency and its 
ability to handle the growing 
number of appeals.

“ W e  r e m a i n  g r e a t l y 
understaffed and this affects 
our operational efficiency and 
ability to handle an increasing 
number of appeals,” she said.

Call for government support
Nangono appealed to 

the Government to consider 
establ ishing a dedicated 
b u d g e t a r y  s u b v e n t i o n 
to support the tr ibunal ’s 
operations.

She said such support 
would enable the tribunal to 
strengthen its infrastructure, 
recruit additional staff and 
improve its ability to handle the 
increasing caseload.

“This would help address 
staff ing gaps, strengthen 
infrastructure and enable 
the tribunal to manage the 
increasing caseload more 
effectively,” she said.

The tribunal also called 
for support for proposed 

amendments to the Insurance 
Appeals Tribunal Regulations 
a i m e d  a t  h a r m o n i s i n g 
the tribunal’s powers and 
operational framework.

O f f i c i a l s  s a i d  t h e 
amendments are intended to 
address conflicting provisions 
and strengthen the tribunal’s 
authority in handling insurance 
disputes.

Strengthening partnerships
Despite financial constraints, 

the tribunal reported improved 
coordination and partnerships 
with key institutions within 
Uganda’s financial and legal 
sectors.

The partnerships, according 
to the report, have helped 
st re n g t h e n  i n st i t u t i o n a l 
cooperation and enhance the 
tribunal’s role in promoting fair 
dispute resolution within the 
insurance industry. The report 
was presented to the Minister 
of Finance, Matia Kasaija, who 
acknowledged the funding 
challenges facing the tribunal.

K a s a i j a  e n c o u r a g e d 
c o n t i n u e d  e n g a g e m e n t 
with the ministry to identify 
sustainable solutions and 
pledged Government support 
to strengthen dispute resolution 
m e c h a n i s m s  w i t h i n  t h e 
insurance sector.

H e  e m p h a s i s e d  t h e 
importance of strengthening 
the tribunal’s capacity to 
handle increasingly complex 
cases within the insurance 
industry and urged members 
to continue enhancing their 
expertise through professional 
development.

“It is important that members 
c o n t i n u e  b u i l d i n g  t h e i r 
expertise and strengthening 
their technical knowledge so 
that they are able to effectively 
handle the growing number of 
cases in the sector,” he said. 

Insurance brokers have been 
urged to move with the times, 
invest in technology and build 
stronger partnerships if the 
industry is to capture Uganda’s 
largely untapped insurance 
market.

The appeal was made at 
the second annual Insurance 
Brokers’ Town Hall organised 
by the Insurance Brokers 
Association of Uganda (IBAU), 
wh ich brought  together 
mid-level and lower-level 
managers from brokerage 
firms for an open discussion on 
the future of the sector.

IBAU Business Manager 
Christopher Bakesiga said the 
forum was intended to give the 
people who keep the industry 
running on a daily basis an 
opportunity to share ideas and 
influence the direction of the 
profession.

“These are the forces behind 

Brokers urged to embrace innovation, partnerships to expand market
what we do, and sometimes 
we call on them to get ideas 
from them, listen to them and 
understand how they feel so 
that we can incorporate their 
ideas into what we do to make 
our industry better,” Bakesiga 
said.

“We are looking at the future 
of brokerage and how best 
we can work together to grow 
our sector. There is a lot we 
are talking about, including 
innovation, access to clientele, 
access to information and how 
to improve growth within our 
companies and as individuals,” 
he added. The forum drew 
participation from brokerage 
firms across the country.

W h i l e  d e l i v e r i n g  h i s 
key note address, Ernest 
Barosia Magezi, the chief 
executive officer of Kenbright 
Reinsurance Brokers Limited, 
said the sector has a huge 

opportunity to grow, especially 
by reaching the large number 
of Ugandans who remain 
outside the insurance system.

He noted that while the 
industry generates significant 
premium income, only a small 
proportion of people are 
covered by medical insurance.

“We have a very big job 
to do. People who pay for 
themselves their medical 
insurance are only about 2%, 
and that number is not more 
than 10,000,” Magezi said.

He said brokers should 
no longer focus only on 
the traditional client base, 
but should actively seek 
partnerships with banks, 
a g e n t s  a n d  t e l e c o m 
c o m p a n i e s  t o  w i d e n 
distribution.

“We are not alone. We need 
to speak to banks, agents and 
other players and see what 

we can develop together,” he 
said.

Magezi also warned that 
brokers must adapt to digital 
disruption or risk being left 
behind as more clients turn 
to online and mobile-based 
p latfo rms  fo r  insurance 
services.

He cited the need for 
innovation in distribution, 
product development and 
customer engagement, saying 
the industry must learn from 
global trends and local digital 

platforms.
“We can no longer do things 

the way we used to do them,” 
he said.

He further urged brokers to 
build strong personal brands 
and maintain professionalism 
in order to earn and retain 
client trust.

“No one is going to trust you 
with money when you don’t 
look the part. Presentation 
matters,” Magezi said.

He added that brokers must 
also ensure the business they 
place with insurers is profitable 
and sustainable, warning 
against undercutting clients 
or insurers merely to chase 
commissions.

T h e  t o w n  h a l l  a l s o 
emphasised the importance 
of data analytics, artificial 
in te l l igence and d ig i ta l 
marketing in growing the 
brokerage business.

Ernest Barosia Magezi, the chief 
executive officer of Kenbright 
Reinsurance Brokers Limited.
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