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ICT-enabled Services:  

A Critical Analysis of the Opportunities 
and Challenges in Uganda

Venansius Baryamureeba

 In this paper we analyze the potential for ICT enabled services by Ugandan firms 
to both clients within Uganda and outside Uganda. We highlight the opportunities 
and challenges of providing ICT-enabled services by Ugandan firms to companies, 
organizations, and government departments within Uganda and outside Uganda. We 
also suggest ways of addressing a common challenge of managing and meeting client 
expectations in ICT-enabled sourcing services and highlight key recommendations. 
Categories and Subject Descriptors: J.1 [Computer Applications]: Administrative 
Data Processing-Business, education, marketing; K.4.2. [Computers and Society]—
Social Issues—employment; K.4.3. [Computers and Society]—Organizational 
Impacts—employment.

1. Introduction
Information and Communications Technologies (ICTs), broadly defined, facilitate 
by electronic means the creation, storage, management and dissemination of 
information. ICT is both a vehicle for communication and a means of processing 
information. ICTs are part of the economic infrastructure that supports global 
production, trade, investment and capital flows. ICTs are means by which 
individuals, institutions and organizations network, undertake activities, and 
participate in the development process at local, national and global levels. Specifically 
the ICT industry is the main driver of the economies of countries like India and 
China.  In Europe, according to the EU Commission’s annual progress report on 
i2010 [EU Annual report 2007], ICT drives 50% of EU growth.  Denmark, The 
Netherlands, Finland, Sweden, The UK and Belgium -- all have higher broadband 
penetration rates than the USA and Japan. Technology is fuelling innovation 
and productivity, and there are signs of fundamental change in markets and user 
behavior, as countries move towards a knowledge-based economy. 

By critically analyzing the economic structure of different countries, it is clear 
that a higher average of real income is always associated with a high proportion of 
the working population engaged in the service or public utility sectors. In many 
large economies, the service sector is the largest in terms of employment, mostly 
due to a massive increase in productivity growth and progressively higher income 
elasticity in the primary and secondary sectors. More economically advanced 
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countries such as the United States of America (USA),  Germany, and The United 
Kingdom, have followed the movement from Agriculture as the largest source of 
employment, to industry and finally to services. The structural transformation of 
employment has occurred even more markedly from Agriculture to services in the 
later developed and some of the currently developing countries.  The service sector 
is becoming a dominant feature of the economic landscape in these countries as its 
contributions towards Gross Domestic Product (GDP) steadily increase and the 
contributions of the agricultural sector to GDP decrease.  

ICT enabled services is a form of outsourced service which has emerged 
due to the involvement of ICT in various fields such as banking and finance, 
telecommunications, insurance, etc. ICT-enabled services include ICT-intensive 
business processes, projects, and tasks that use ICT as an enabler for designing 
services, coordinating service deployment, and delivering services.  Some of the 
examples of ICT enabled services are medical transcription, back-office accounting, 
insurance claim, credit card processing and many more. 

Business Process Outsourcing (BPO) is the contracting of a specific business task, 
such as payroll, to a third-party service provider. Usually, BPO is implemented 
as a cost-saving measure for tasks that a company requires but does not depend 
upon to maintain its position in the marketplace. Organizations are increasingly 
delegating their ICT intensive business activities to external service providers, 
taking advantage of the rapid evolution of the global telecommunications 
infrastructure. Studies [Roland Berger 2004] show that various service processes 
are increasingly being shifted outside Western Europe, USA and Canada.  BPO is 
often divided into two categories: back office outsourcing, which includes internal 
business functions such as billing or purchasing, and front office outsourcing, 
which includes customer-related services such as marketing or technical support. 
The most common examples of BPO are call centers, human resources, accounting 
and payroll outsourcing.

2. Offshoring
Offshoring of services reflects new ICT that allows companies to reconfigure their 
value chains with a view to increasing their competiveness. Offshoring generally 
refers to the practice by companies, organizations or government entities, of 
replacing goods or services previously produced domestically with goods and 
services produced abroad. Advances in ICT and developments in the management 
of business processes, coupled with a large pool of educated workers in other 
countries, allow companies to move services work outside the developed countries 
as part of a larger trend towards global interdependence. The business processes 
being offshored range from routine to non critical tasks, which are resource 
intensive and operational, to strategic processes that directly impart revenues.  
Offshoring places a premium on geographical proximity, language skills, customer 
service orientation and familiarity with developed-country cultures. 
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Service offshoring refers to the decision of firms to source services from a foreign 
country instead of their home country. Service jobs at the risk of being offshored 
can be defined through the following four conditions [Bernhard 2007]: (i) people 
in those jobs ‘are likely to make intensive use of ICTs in order to produce their 
output”,(ii)  “their output can be traded/transmitted with the help of ICTs (ICT-
enabled trade in services)”, (iii) “the work has a high information or ‘knowledge’ 
content” and (iv) “the work does not necessarily require face-to-face contact”. Jobs 
that require a face to face interaction or physical presence like to stock shelves, 
provide nursing care, and install a network cannot be offshored. Therefore, 
in developed countries, by and large architects and town planners, judges and 
magistrates, notaries and other legal professionals, estate agents, commercial sales 
representatives and technical representatives are not at risk of being offshored. 
Finance, accounting, software development, ICT support, human resource 
services, telephone call center services together with other back office operations 
are currently being undertaken offshore (lower-wage locations such as India, The 
Philippines, Eastern Europe and part of Africa). Easy of control, flexibility and 
organizational feasibility are the main drivers when selecting business models for 
Offshoring. 

2.1. Offshoring Potential of Companies Based in USA 

While the potential for companies to reduce costs by offshoring back office 
operations is dramatic, companies can potentially increase these savings by over 
50 percent by selectively integrating transformation and process improvement 
efforts into their globalization initiatives, according to research from The Hackett 
Group [Tekrati Inc. 2007].  According to Hackett’s research, the Fortune 500 could 
generate over $91 billion annually, or about $182 million on average per company, 
by strategically moving back office processes overseas without first improving 
them. Hackett’s research finds that the key to generating these savings is careful 
planning and analysis to determine which processes to offshore and whether or 
not to integrate transformation, and a staged approach to offshoring over a five to 
ten year period. In some cases, Hackett’s research shows that the potential exists 
for companies to capture the majority of the available cost reduction through 
process optimization alone.

The Hackett Group [Tekrati Inc. 2007] recommends that companies analyze 
multiple factors as they evaluate their globalization and transformation decisions, 
including the current performance levels of each process, the risk of transformation 
and globalization, the complexity of the process, and the net present value of the 
strategic alternatives. In examining process complexity, companies should look 
well below the functional level, at individual processes and the learning curve 
required to becoming proficient at them. The longer the learning curve, the more 
likely the process will benefit from transformation prior to offshoring.

There is high potential for offshoring jobs in packaged software and ICT 
services in the USA [Farrell 2006]. In the USA, companies consider a host of 
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factors beyond labor cost when deciding where to place an activity including each 
potential location’s risk profile, infrastructure, domestic market, non-labor costs, 
business and living environment, and the availability of vendors [Farrell 2006]. 
Interestingly many programming jobs have moved offshore and at the same time 
more positions of systems analysts and software engineers have been created in the 
USA [Farrell 2006]. Thus, offshoring is creating a win-win situation. 

2.2.  Offshoring Potential of Companies Based in EU

A study by Roland Berger [2004] on the offshoring strategies of Europe’s largest 
companies shows that various service processes are increasingly being shifted 
abroad. So far, the focus is on back office services, but most service processes are 
potential future candidates for offshoring. While they lag behind their USA rivals, 
European companies especially from the United Kingdom – see offshoring as a 
way to reduce costs and improve their competitiveness. Most offshoring projects 
remain on the European continent, but India – as the most frequently mentioned 
single destination tends to attract larger offshoring projects in terms of the number 
of jobs offshored. More than 80% of companies with experience in offshoring are 
satisfied with the results, reporting cost savings in the range of 20%-to-40%. 

Furthermore, Table 1 shows industry breakdown of the occupational employment 
data for Belgium that can be   used to show industries that have the highest share 
of jobs at risk of being offshored.  This clearly shows that there is great potential 
for offshoring jobs in Belgium.  The share of jobs at risk of being offshored due to 
ICT-developments is lower for Belgium than the European Union or the USA as of 
2007 [Bernhard 2007]. Therefore there is high potential for offshoring jobs from the 
European Union and the USA. 

Table 1:  ICT-enabled off shoring potential by industry (NACE 2-digit) for 
Belgium (average and values for 1993 and 2005); Adopted from 
Bernhard [Bernhard 2007]

NACE- Industry Avg Share Share
Code share  1993 2005 93-05

 High potential
66 Insurance and pension funding, except compulsory 
 social security  81.6% 78.5% 87.5%
65 Financial intermediation, except insurance and 
 pension funding  78.0% 76.5% 78.6%
72 Computer and related activities  76.3% 76.8% 78.8%
67 Activities auxiliary to financial intermediation 74.9% 62.3% 70.9%
30 Manufacture of office machinery and computers 51.8% 64.8% 38.0%
73 Research and development  46.8% 37.7% 48.8%
74 Other business activities  46.1% 48.0% 48.3%
70 Real estate activities  39.0% 41.6% 45.9%
51 Wholesale trade & commission trade, except of motor 
 vehicles & motorcycles  30.7% 30.7% 31.0%
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23 Manufacture of coke, refined petroleum products and 
 nuclear fuel  30.1% 38.6% 31.7%

 Medium potential
32 Manufacture of radio, television and communication 
 equipment and apparatus  28.7% 24.9% 38.2%
24 Manufacture of chemicals and chemical products 26.9% 24.5% 26.2%
33 Manufacture of medical, precision and optical instruments, 
 watches and clocks  26.0% 23.6% 31.3%
71 Renting of machinery and equipment and of personal and household 
 goods  25.1% 29.3% 19.3%
91 Activities of membership organizations n.e.c. 22.3% 20.5% 25.1%
40 Electricity, gas, steam and hot water supply 20.5% 18.8% 24.9%
16 Manufacture of tobacco products  18.8% 22.1% 12.6%
63 Supporting and auxiliary transport activities; activities of 
 travel agencies  18.3% 14.8% 20.6%
31 Manufacture of electrical machinery and apparatus n.e.c. 17.8% 11.4% 22.8%
29 Manufacture of machinery and equipment n.e.c. 16.8% 14.8% 16.7%
41 Collection, purification and distribution of water 16.3% 26.7% 18.9%
22 Publishing, printing and reproduction of recorded media 15.7% 16.7% 17.4%
64 Post and telecommunications 14.6% 5.4% 19.4%
25 Manufacture of rubber and plastic products 14.0% 13.4% 12.7%
92 Recreational, cultural and sporting activities 13.8% 13.2% 13.3%
62 Air transport  13.5% 11.3% 15.8%
35 Manufacture of other transport equipment 13.1% 14.8% 12.9%
21 Manufacture of pulp, paper and paper products 12.8% 13.8% 12.6%
15 Manufacture of food products and beverages 12.2% 11.6% 16.3%
27 Manufacture of basic metals  11.8% 9.8% 14.4%
90 Sewage and refuse disposal, sanitation and similar activities 11.4% 5.6% 13.1%
26 Manufacture of other non-metallic mineral products 10.8% 10.1% 13.7%
50 Sale, maintenance and repair of motor vehicles and 
 motorcycles  10.6% 10.4% 12.9%
19 Tanning and dressing of leather; manufacture of luggage, 
 handbags, and footwear  10.5% 10.4% 14.9%

 Low potential
28 Manufacture of fabricated metal products, except machinery 
 and equipment  9.8% 8.7% 10.9%
75 Public administration and defence; compulsory social 
 security  9.0% 7.9% 9.7%
36 Manufacture of furniture; manufacturing n.e.c. 8.6% 7.3% 11.9%
18 Manufacture of wearing apparel; dressing and dyeing of fur 8.2% 8.1% 11.4%
34 Manufacture of motor vehicles, trailers and semi-trailers 7.9% 7.3% 11.3%
17 Manufacture of textiles  7.8% 5.4% 11.6%
61 Water transport  7.4% 6.4% 8.4%
52 Retail trade, except of motor vehicles and motorcycles 6.9% 4.9% 9.3%
85 Health and social work  6.9% 7.0% 7.5%
20 Manufacture of wood and of products of wood and cork, 
 except furniture  5.9% 6.3% 5.8%
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45 Construction  5.6% 4.1% 7.5%
60 Land transport; transport via pipelines 5.0% 3.2% 6.6%
80 Education  4.6% 3.5% 6.0%
2 Forestry, logging and related service activities 3.3% 1.9% 8.5%
55 Hotels and restaurants  2.5% 2.4% 3.9%
93 Other service activities  1.4% 0.5% 1.7%
1 Agriculture, hunting and related service activities 1.2% 1.1% 1.8% 

2.3. Impact of Offshoring and International Outsourcing on USA  and EU  
 Economies 

Offshoring and international outsourcing activities are creating a new international 
division of labor, which should be beneficial for consumers worldwide.  By allowing 
firms to fragment and relocate their activities according to the best conditions, 
ultimately improves their ability to compete internationally, increasing their 
share in world markets and eventually creating jobs. In developed countries, it 
is expected that in the long run increased imports from abroad will be matched 
by increased exports, i.e. as economic growth accelerates overseas and trading 
partners grow richer, the conditions are created for a multiplier effect to boost 
further growth in employment and jobs in the home economy. 

The different theoretical expectations about how Offshoring and international 
outsourcing will impact the USA economy include [GAO 2005]:

• The average USA standard of living.  One school of thought is of the view 
that Offshoring and international outsourcing is likely to undermine USA 
technology leadership and harm USA long term living standards. On the 
other hand, economic theory also generally predicts that Offshoring and 
international outsourcing will benefit USA living standards in the long 
run. 

• Employment and job loss. There is fear that there will be an increase 
in unemployment in the USA as a result of job loss to offshoring and 
international outsourcing destinations. 

• Distribution of income. There is an argument that Offshoring and 
international outsourcing could increase income inequality while others 
argue that changes in the income distribution are driven primarily by 
factors such as technological change. 

• Security and consumer privacy.  There is growing concern about the impact 
of services Offshoring and international outsourcing on the security of the 
national defense systems and critical infrastructure such as utilities and 
communication networks as well as privacy and security of consumers’ 
financial and medical information. 

Companies in the European Union are delocalizing i.e. shifting economic activities 
towards foreign sites, including scaling down activities or not expanding at home 
in favour of expansion abroad [EU Annual report 2007]. This is done through 
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either offshoring, which implies the firms retain the ownership of the whole of 
the production process while relocating parts of their activities abroad via setting 
up of subsidiaries; or (international) outsourcing, which implies contracting 
out parts of the production process to the external suppliers located in another 
country. Each company needs to adjust its (industrial) structure to better match 
its comparative advantage.  Hence, inevitably some sectors as well as occupations 
are likely to expand while others will be reduced, reflecting changing comparative 
advantages.  However, the fact that the phenomenon increasingly extends to all 
parts of the value added chain raises the fear that the EU may not be able to 
sustain comparative advantage in a sufficiently broad range of activities and will 
eventually fail to prevent industries from relocating entirely. 

Furthermore, EU’s rate of population growth is falling while the inhabitants 
are ageing [Murray 2008].  The ageing population in Europe presents challenges 
for public health (concerns over possible bankruptcy of Medicare and related 
programs) as well as for economic development (shrinking and ageing of labor 
force, possible bankruptcy of social security systems).  Thus offshoring and 
international outsourcing are likely to produce the wealth that will sustain the 
ageing population otherwise immigration of skilled labor from outside Europe 
may slow down ageing population and delocalization. 

Within the EU, there is also growing concern that international outsourcing 
and offshoring will destroy jobs [EU Annual report 2007].  Sectors like clothing 
and textiles, leather and footwear, ship building and basic metals where labor 
represents a large share of the total costs have high risk of being offshored or 
internationally outsourced.  Despite evidence on delocalization of highly skilled 
jobs particularly in the services sector, the majority of delocalization affecting 
developed economies impacts on the lower skilled workers. On the other hand, 
the potential benefits of offshoring and international outsourcing include increased 
competitiveness and lower prices, positive feedback cycles from target countries 
and labor redeployment on better paid jobs [Hewitt 2005]. 

3.  Challenges And Opportunities 
Cost reduction remains the overarching objective for Offshoring and international 
outsourcing by large firms in developed countries. Cost is normally followed by 
quality of staff and local services in the list of hard facts benchmarked for the 
selection of target countries [Hewitt 2005]. Location criteria are also influenced 
by soft factors such as following competitors, promotion by target countries and 
internal lobbying by a foreign affiliate.  Target countries need to provide the right 
package in terms of cost, skills availability, infrastructure, and time zone. 

The foundations of effective participation in export-related sectors of globalized 
commerce directly or indirectly related to ICTs lie in the current state of factors 
such as geographic location, political stability, ICT infrastructure, human resource 
availability, and legislation. The greatest deficiencies in these areas are normally 
found in the number of appropriately-educated workers, the quality of the national 
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electricity grid, relatively low level of Internet penetration, and problems with the 
enforcement of intellectual property protection [Hewitt 2005].

The Government of Uganda can play an important role in creating the 
environment for ICT and ICT-enabled services and innovations, by not only 
putting in place appropriate policy, regulation and investment incentives, but 
also by its own intelligent and widespread use of ICT as a tool of efficiency and 
transparency. By understanding the role of ICT in improving private sector 
competitiveness and economic growth in Uganda, the Government can take the 
necessary steps to create the appropriate enabling environment and address the 
skills gap in the economy. Uganda is a reasonably priced offshore services provider 
[Kartano et al. 2004] due mainly to cheap human resource availability; is familiar 
with the Common Wealth Culture i.e. a former colony of Britain and currently a 
member of the Common Wealth. English is the official language. 

3.1. Geographical Location

Uganda’s standard time is three (3) hours ahead of the Greenwich Mean Time 
(GMT). When its morning in U.S. its afternoon in Uganda and this still offers 
Uganda a competitive advantage over India and China. As a result of the time 
difference with the USA, Uganda can benefit from daytime and overnight work 
whereas with EU the similarity of time zone, i.e.1 to 3 hours difference with Uganda 
can benefit from daytime work in addition to overnight work. Also Uganda is 
approximately 8 hours away by air from EU capitals. The time difference places 
Uganda in a favorable position to provide ICT enabled services to EU especially 
in areas where EU countries may need to interact during office hours with any 
public and private employees in Uganda. 

3.2. Political Stability

Since 1986 there has not been a civil war apart from the terrorist activities by 
the Lord’s Resistance army in the Northern part of Uganda. There is currently 
a mediation team working on finding a lasting solution to the Northern Uganda 
conflict. Also Since 1986, Uganda has had regular elections at all levels. There was 
a return to multiparty system of governance as a result of the referendum that was 
held in July 2005 and both the Presidential and parliamentary elections of March 
2006 were held under a multiparty system of governance. By and large there is 
freedom of speech in Uganda and according to a survey by Germany firm, The 
German Bertelsmann Foundation Transformation index put Uganda at number 
8 out of 38 African countries [New Vision 2008]. This firm analyses the quality 
of democracy, market economics and political management in 145 developing 
countries across the world. 
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3.3. Legislation

3.3.1.	 Policy	and	Regulatory	Frameworks

The Ministry of ICT of the Republic of Uganda coordinates all government efforts 
and regulatory bodies in the ICT sector.  Some of the bodies being coordinated 
by the Ministry of ICT are Uganda Communications Commission (UCC), 
The National Information Technology Authority –Uganda (NITA-U) and the 
Broadcasting Council. The ICT sector in Uganda has been influenced by various 
policies, statutes, laws, acts and regulations, passed and enacted in the recent past. 
These have brought about liberalization in various social / economic sectors 
leading to an impressive economic performance. 

The Uganda Communications Commission (UCC) was established by the 
Uganda Communications Act of 1997. 

UCC’s mission is to facilitate sustainable development of communication 
services that are universally accessible through effective regulation.  UCC regulates 
and promotes the developments in the communications industry in Uganda.  
The communications sector is governed by the following legislations: Uganda 
Communications Act Cap 106 Laws of Uganda and UCC Regulations [UCC 2008].  
UCC regulations include Radio Communications Regulations, Equipment Type 
Approval Regulations, Postal Regulations, Practice and Procedure Regulations, 
Tariff and Accounting Regulations, Fair Competition Regulations, Licensing 
Regulations, Universal Service Regulations and Interconnection Regulations.  
Furthermore, UCC has put in place policies that drive the private sector [UCC 
2008] and they include:  Telecom Sector Policy, Postal Policy, National ICT Policy 
Framework and Rural Communications Policy.  UCC has the responsibility 
of developing the rural telecommunications environment through the Rural 
Communications Development Policy enacted in July 2001 whose purpose is 
to support the development of communications infrastructure in rural Uganda 
and to ensure that people in rural areas have reasonable and affordable access to 
communications services.  By June 2007, The Telecommunication policy review 
had been undertaken and post duopoly policy developed by UCC. 

Other ICT related legislations in place include:
a. The Press and Journalist Statute 1995 (Cap 105), The Statute extended 

Article 29(1) (Freedom of expression) of the Constitution of the Republic of 
Uganda to the print media. It also created the Media Council, the National 
Institute of Journalists of Uganda and a Disciplinary Committee within 
the Media Council. The Council is responsible for regulating eligibility 
for media ownership and requires journalists to register with the National 
Institute of Journalists of Uganda.

b. The Electronic Media Statute 1996 (Cap 104), Laws of Uganda provides 
for the establishment of the Broadcasting Council that licenses radio, 
television and video rental licenses. The purchase, use and sale of television 
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sets is also subject to licensing by the Council. As of September 2007 [UCC 
2007] 153 radio stations and 25 TV stations had been licensed.

c. The Access to Information Act, 2004, that makes provision for access by 
individuals and/or corporations to information of interest relating to a 
public company.

Proposed legislations that are due for consideration include:
a. National Information Technology Authority—Uganda (NITA-U) Bill. 

The proposed Act establishes an Authority as a coordinating, monitoring 
and supervisory body to promote National IT development in support of 
the principles of modernization within the context of poverty eradication; 
to provide a national IT-policy framework and technical support for IT 
related services for Government-wide use; and for other matters incidental 
to the foregoing.

b. The Electronic Transactions Bill, 2003 proposes an Act to provide for 
the use, security, facilitation and regulation of electronic communications 
and transactions; and to encourage the use of e-government services. It 
intended to inter alia promote e-government and e-commerce in Uganda.

c. The Electronic Signatures Bill, 2003 proposes an Act to make provision 
for and to regulate the use of electronic signatures. It attempts to do 
this through provisions relating to the establishment of the Public Key 
Infrastructure for authenticity and security of documents.

d. The Computer Misuse Bill, 2003 proposes an Act to make provision for the 
safety and security of electronic transactions and information systems; to 
prevent unlawful access, abuse or misuse of information systems including 
computers and to make provision for securing the conduct of electronic 
transaction in a trustworthy electronic environment. 

The Commercial Justice Reform Programme (CJRP), focuses on improving the 
regulatory and service delivery framework for businesses in Uganda. The key areas 
for reform in the CJRP have included Courts, Commercial Registries (that is the 
Company Registry and Land Registry), law reform and strengthening the legal 
profession. The sector seeks to promote alternative dispute resolution mechanisms 
to ease access for those enterprises that face barriers due to financial and other 
constraints. A key initiative has been the establishment of a Centre for Arbitration 
and Dispute Resolution (CADER) with enabling legislation – The Arbitration and 
Conciliation Act - to allow disputants to seek arbitration, mediation or negotiation 
as an alternative to adjudication in the commercial court. 

1.3.2. ICT Associations

Several industry associations have been formed in Uganda mainly focusing on 
policy advocacy and creating a competitive environment. The Private Sector 
ICT Association (PICTA) seeks to create a forum for constructive dialogue with 
government and attempt to influence policy input for fair taxation and fair play 
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in government processes. The Uganda Software Services Association (USSA) 
was established with a specific focus on promoting software development and 
services in Uganda. USSA has advocacy and advisory functions and it intends 
to disseminate information to its members about policies, markets, and other 
relevant issues. The Private Sector Foundation Uganda (PSFU) is an umbrella 
private sector body comprised of business associations and corporate members. 
Its focus is on policy advocacy and building competitive capacity for partners. 
Uganda National Academy for Computing and Internet Technologies (UNACIT) 
is an Umbrella organization that brings together all the computing professionals 
in higher education in Uganda. The organization is charged with quality assurance 
on all computing and ICT programmes in universities in Uganda. The organization 
assumes the role of implementing national certifications in all areas of Computing 
and ICT to avoid recognition of certifications being awarded by fake institutions. 
UNACIT establishes working linkages with the National Council for Higher 
Education-Uganda and any other regulatory bodies or professional bodies in the 
discipline of computing among others. 

Government should pay serious attention to developing a better enabling 
environment for ICT business through training, incentive schemes, incubation 
centres, access to venture capital and improved selection criteria to enable local 
participation in government procurement contracts. The present climate tends to 
support larger corporations and multinationals, leaving the local entrepreneurs at 
a disadvantage [UIA 2007]. 

3.4.  ICT Infrastructure 

3.4.1.		Telecommunications	Infrastructure

SEACOM [SEACOM 2008] will provide high capacity bandwidth linking businesses 
and communities in Southern and East Africa, Europe and South Asia. When it is 
fully functional in 2009, SEACOM will be a service provider of international fibre 
optic bandwidth along the East Coast of Africa linking Southern and East Africa, 
Europe and South Asia. SEACOM has an enormous capacity of 1.2TB/s, to enable 
high definition TV, peer to peer networks, IPTV, and surging Internet demand. 
SEACOM has been structured to meet the policy objectives of Governments and 
new Partnership for Africa’s Development (NEPAD). SEACOM will be the first 
to launch services with a planned Ready for Service date of June 2009. 

The East African Submarine Cable System, EASSy [EASSy 2008] an undersea 
fiber optic cable is a fully integrated multi-technology network. Construction 
commenced on 14th March 2008 and its expected to be completed in the last quarter 
of 2009. It will run 10,500 kilometres from the continent‘s southern tip to the 
Horn of Africa, connecting Mozambique, Madagascar, Tanzania, Kenya, Somalia, 
Djibouti, and Sudan to the rest of the world. Thirteen (13) landlocked countries 
will also be linked to the system via their terrestrial backbone networks to be 
developed by the participating companies in Uganda, Botswana, Burundi, The 
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Central African Republic, The Democratic Republic of Congo, Chad, Ethiopia, 
Lesotho, Malawi, Rwanda, Swaziland, Zambia and Zimbabwe. MTN (U) Ltd and 
Uganda Telecom Ltd are the only two companies in Uganda participating in this 
venture. 

There are other similar initiatives to SEACOM and EASSy in the region such 
as TEAMS which is between the Government of Kenya and the private sector, 
and Uhurunet which is a partnership of governments and private sector from 
potentially 23 countries in the region under NEPAD umbrella. 

The work on the national backbone commenced early 2007 and by June 2007, 
optical fibre laying in Kampala, between Kampala and Jinja and between Kampala 
and Entebbe had been completed [Mulira 2007].  

In September 2007, Uganda had 26  licensed telecom operators [UCC 2007], 
namely MTN Uganda Ltd, Uganda Telecom Ltd, Celtel Uganda Ltd, WARID 
Telecom Uganda Ltd, HiTs (U) Ltd, Infocom, Africa Online Ltd,  Afsat 
Communications (U) Ltd, I-Tel Ltd, Datanet.Com LLC, Anupam GlobalSoft 
(U) Ltd, TMP Uganda Ltd, Satellite Communications network Ltd, International 
Telecom Ltd, Talk TeleKom Solutions Ltd, Roke Investment International Ltd, 
Mo Telecom International Ltd, Yo Uganda Ltd, Fast Com Ltd, Kampala Siti Cable 
Ltd, Nomad Com Ltd, Multi Choice Uganda Ltd, Link (U) Wireless Ltd, Bukasa 
Telecom International Ltd, RCS Ltd,  and Kanodiko Systems Ltd. 

Uganda has a population of approximately 28 million as of September 2007 
[UCC 2007] 4,195,278 were mobile cellular subscribers. With more mobile 
operators licensed this subscription is likely to go up dramatically. 

3.4.2.	Energy

Uganda has an acute shortage of electricity, which is negatively affecting the nation’s 
economy and the well-being of its citizens. About 97% of Uganda’s population 
does not have access to electricity. Uganda’s power shortage is the single greatest 
obstacle to the country’s economic growth. The demand for electricity is growing 
rapidly. 

Nalubaale Power Station, often known by its old name, Owen Falls Dam, 
is a hydroelectric power station across the River Nile near to its source at Lake 
Victoria in Uganda. The rating of the Nalubaale power station is 180MW. The 
extension to the Owen Falls, Kiira power station has space for five hydroelectric 
turbine generators with three installed as of 2003. Each unit at the extension has a 
capacity of 40 megawatts.

The Bujagali Hydropower Project [Bujagali 2008] aimed at addressing the 
power shortage is a 250MW power-generating facility proposed by Bujagali Energy 
Limited, a company jointly owned by affiliates of Sithe Global Power, LLC and 
the Aga Khan Fund for Economic Development. It is sponsored by Industrial 
Promotion Services (Kenya) Limited and SG Bujagali Holdings Ltd, an affiliate of 
Sithe Global Power, LLC (USA). The power plant is 
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Table 2: Academic Programmes Taught at CIT as Well as the New Ones 
Proposed to Start in Next Academic Year 2008/09, adopted from CIT 
Annual Report [2007].

Department Programmes Offered Short Courses Proposed 
Programmes

Computer 
Science

Diploma in Computer 
Science  & IT  (DCSIT)
B.Sc. Computer Science 
(B.Sc.CS)
PGD Computer Science 
(PGDCS)
M.Sc. Computer Science(M.
Sc. CS)
PhD Computer Science 
(PhD.CS)

Certificate 
in Computer 
Applications 
[CCA]
International 
Computer Driving 
Licence (ICDL)

NONE

Information 
Technology

Bachelor of Information 
Technology (BIT)
PGD Information 
Technology (PGDIT)
Master of Information 
Technology (MIT)
PhD Information 
Technology (PhD. IT)

NONE NONE

Networks

PGD in Data 
Communication & 
Software Engineering 
(PGDDCSE)
PGD ICT Policy & 
Regulations ( PGD ICT 
PR)
M.Sc. Data Communication 
and Software Engineering 
(M.Sc. DCSE)
PhD Software Engineering 

Cisco Certified 
Network Associate 
[CCNA]
Cisco Certified 
Network  
Professional 
[CCNP] 
IT Essentials I 
& II
Microsoft 
IT Academy 
[MCDBA, MCSE, 
MCSA, MOS & 
MCSD]

Fundamentals 
of Wireless 
Local Area 
Networks 
(WLANS)
B.Sc. 
Computer 
Engineering
B.Sc. Software 
Engineering
M.Sc. Mobile 
Computing 

Information 
Systems

PGD Information Systems 
(PGDIS)
M.Sc. Information Systems 
(M.Sc.IS)
PhD Information Systems 
(PhD. IS)

Oracle Certified 
Associate (OCA)

Oracle 
Associate 
Professional 
(OCP)
Bachelor of 
Information 
Systems
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planned to be situated 1,100m above sea level at Bujagali Falls, about 8km north 
of Lake Victoria, the source of the Nile. On August 21 2007, Uganda’s President 
Yoweri Museveni and the Aga Khan, Prince Karim al-Hussaini, spiritual leader of 
the Ismaili Muslims, laid the foundation stone for the Bujagali hydropower dam on 
the River Nile in a show of commitment to address Uganda’s continuing energy 
crisis. An associated power transmission system, the Bujagali Interconnection 
Project, is a separate project sponsored by Uganda Electricity Transmission 
Company Limited (UETCL) that will distribute the hydro electricity to the 
Ugandan power grid. More projects for power generation are planned by World 
Bank and other development partners.

Table 3: Graduate & Undergraduate students per Programme as of October 
2007, adopted from CIT Annual Report [2007]. 

Programme 1st year 2nd year 3rd year 4th year
PhD by Research only 4 2 4 1 11

PhD by Coursework 
& Research 

PhD. CS 1 6 4 - 11
PhD. IT 3 5 - - 8
PhD.SE 1 1 1 - 3
PhD. IS 5 7 7 - 19

Subtotals 52
M.Sc. CS 15 9 - - 24
MIT 35 28 - - 63
M.Sc. IS 35 27 - - 62
M.Sc. DCSE 39 25 - - 64
Subtotals 213
PGDCS 1 - - - 1
PGDIT 5 - - - 5
PGDDCSE 3 - - - 3
PGDICT PR - - - - -
PGDIS 2 - - - 2
Subtotals 11
B.Sc. CS 564 303 266 - 1133
BIT 1038 774 939 - 2751
DCSIT 121 44 - - 165
Subtotals 4049
Grand Total 4325
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Table 4: Students who have trained on the short courses in 2007, adopted from 
CIT Annual Report [2007]. 

 
Course Name Total
CCNA 2,421
CCNP 320
IT Essentials (A+, Server+, N+) 312
Microsoft IT Academy [MCDBA, MCSE, MCSA, MOS & MCSD] 21
Oracle Certified Associate (OCA) 34
ICDL 59
CCA 2203
Total 5,370

3.5. Human Resource Availability
The single most important thing that any country will need in order to prosper 
in the future is a large, well educated workforce. That is why most companies are 
operating in India and China and will continue to shift their offshore offices to 
such countries.  Fortunately, Uganda has highly skilled human resources that are 
reasonably priced in comparison with other countries in the region. 

Makerere University Faculty of Computing and IT (CIT) [CIT 2008] has 
positioned itself as the main ICT training centre in Africa.CIT has the largest 
teaching and laboratory infrastructure on the African continent totaling about 
15,000 sq metres of space. In positioning itself to address the ICT human resource 
gaps in the country, Makerere University Faculty of Computing and IT (CIT) 
is already running most of the computing programmes and is also planning to 
establish new computing programmes as indicated in Table 2: 

As of December 2007, CIT had a total of 4335 students (4049 undergraduate 
and 276 postgraduate) of which 331 are international students as indicated in Table 
3. An addition of 5,370 were trained on short courses in 2007. All undergraduate 
students take Cisco Certified Network Associate (CCNA) and there are excluded 
from the CNNA total of 2421 in Table 4. 

Makerere University Faculty of Computing and IT has been designated the 
National ICT incubation centre with the mandate to undertake software and 
business incubation among others. 

Within Makerere University there are other faculties running ICT related 
programmes such as Bachelor of Library and Information Science and Bachelor 
of Business Computing. Makerere University has about 30,000 undergraduate 
students and over 5000 postgraduate students [Mak 2008].  Uganda has a total of 5 
public Universities and over 15 private Universities all of which run programmes 
in the field of ICT.  As per the tables above, Makerere University alone produces 
over 1000 ICT graduates per year.  The rate of unemployment is as high as 70% of 
the graduates.  So it goes without saying that Uganda has sufficient and qualified 
human resources needed to support ICT-enabled services. 



230  ICT Sustaibable Development 

3.6. Managing and Meeting Client Expectations
Due to variations in working culture it is important that measures are put in place 
to ensure that client expectations are met in ICT-enabled services. This requires 
that the whole process must be managed by someone whom the client has greater 
expectations and trust in order to build client confidence. For new markets of ICT 
enabled services like Uganda the following are recommended:

3.6.1.	 Hiring	Expatriates

The local companies need to initially hire expatriates from countries that have 
high potential to offshore work. These expatriates could be recommended by 
the company/ firm intending to outsource work to a company in Uganda.  The 
expatriate (s) would manage the process and ensure that deadlines are adhered to 
and the work is of high quality and meets clients’ expectations. The local employees 
would also have the opportunity to understudy the expatriate and after a given 
period be able to take over from the expatriate.

3.6.2.	 International	Placements	

The other option to be considered in ensuring that customer expectations are met 
is to place local Ugandan staff with firms/ companies in developed countries for a 
given period of time so that they can acquire on job skills in managing outsourcing 
projects. After this placement period they can return to Uganda and be key persons 
in ensuring that clients’ expectations are met.

3.6.3.	 Regional	Placements	

Regionally, we are lucky that countries like Mauritius are already success stories in 
the outsourcing industry. Under arrangements at government, firm or individual 
level Ugandans could acquire management and other skills from firms in regions 
that are already successful in the business.  Thereafter, they can return and set up 
their own outsourcing businesses in Uganda. 

3.6.4.		 Providing	Incentives	to	African	Diaspora	

A good number of the African Diaspora work with multinational ICT companies 
like Microsoft, IBM, Lenovo, Google, Cisco Systems, Yahoo, etc. to name but a 
few. They have accumulated a lot of skills that could enable ICT enabled services 
be a core component of the services industry in Uganda. Therefore, incentives 
must be put in place to encourage them to either relocate to Uganda or to enable 
them set up offshore offices in Uganda or provide services like telemarketing, 
technology transfer and investment capital at a distance. 

1.6.5.	 Providing	Incentives	to	International	Firms	

Incentives could be provided to international firms experienced in doing outsourcing 
work to open their offshore offices in Uganda. This would give an opportunity to 
Ugandans to train on the job within the country. Thereafter, Ugandans can start 
their own outsourcing businesses.
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3.6.6.	 Setting	up	a	National	Incubation	Facility

The government of Uganda should seriously consider setting up an incubation 
facility that will produce up to speed skilled workers that can effectively engage in 
the outsourcing industry. 

4.  Recommendations and Conclusion 

4.1. Recommendations

a. ICT enabled services require a wide range of skills not only in computing 
disciplines (computer science, computer engineering, software engineering, 
information systems, information technology) but also in areas such as business 
administration, accounting, inventory control, marketing and customer 
service. We recommend that all graduates in all disciplines before they graduate 
or immediately after graduation be taken through mandatory training in ICT 
areas such as; use of computers based on the international computer driving 
license, use of common software, internet and communication,  and computer/ 
computing  ethics. On the other hand specialized training that produces 
high level specialists in computing disciplines (computer science, computer 
engineering, software engineering, information systems, and information 
technology) to design and create new technology and information systems 
should continue to be carried out and more should be planned. Also specialized 
training for technicians to install, configure, and maintain hardware, software, 
and networks through certifications such as CCNA, MCSE, OCA and OCP 
should continue to be carried out and more should be planned. In addition, 
industries which the government regards as especially important, such as call 
centers, will require specialized training that the state may help to provide: 
in the case of call centers, this currently involves (English, French, Spanish, 
Germany etc) language immersion courses and courses on call center services. 
The Centre of Excellence in Computing and ICT at Makerere University 
with its affiliated incubations centres in areas such as call centre and software 
development should be replicated at all institutions of higher learning.

b. A national educational and skills inventory should be undertaken, which will in 
return serve as an aid in national initiatives aimed at improving competitiveness 
of the country. In particular, a far higher potential for commercial success is 
in the provision of software services – especially contract programming – and 
the provision of front-office call center services and back-office clerical work 
to foreign clients who either have offices in Uganda, or who can be provided 
with services through telecommunications networks (“offshore outsourcing”). 
The success of Uganda in these areas depends critically on the availability of 
a sufficient number of highly-trained workers.  Thus a systematic inventory 
of the skills and numbers of workers must be carried out to make the actual 
situation clearer, and to plan effectively for the creation of a large number of 
new workers to meet future demand. 
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c. As much as possible academic programs should follow international curricula 
benchmarks or certifications as is the case at Makerere University Faculty of 
Computing and IT [Wanyama and Baryamureeba 2007; Baryamureeba 2007] 
if the graduates are to remain competitive. This concept is being implemented 
at all the public Universities in Uganda on all their computing programs. The 
private Universities in Uganda have also started aligning their curricula with 
international standards.  All higher education institutions are listed on the 
National Council for Higher Education website [NCHE 2008]. The National 
Council for Higher Education is a statutory agency, a watchdog for quality 
and relevant higher education established under “The Universities and Other 
Tertiary Institutions Act, 2001” for; (i) regulating and guiding the establishment 
and management of institutions of higher learning, and; (ii) regulating the 
quality of higher education, equating of higher education qualifications and to 
advise government on higher education issues.

d. Uganda should avoid being trapped in “low-end” services provision 
characterized by low salaries, poor working conditions, and low investment in 
employee training. Emphasis should be placed at all times on trying to position 
the country’s citizens and businesses as providers of more skilled services, and 
to favor those foreign businesses who are oriented towards the use of such 
services, and the training of Ugandan workers to supply them. 

e. There is need to continue subsidizing computers and computer software. The 
extension of regular telephony and Internet connectivity through the use of 
new long-range wireless connection technology in metropolitan and rural 
areas should likewise be seriously considered. The lack of widespread Internet 
connectivity and frequent failures of the national electrical grid (which also 
negatively affects the penetration of computers) make it likely that ICT and 
ICT-enabled businesses will for the foreseeable future have to be concentrated 
in urban areas like Kampala.  Also, once fully equipped the Centre of Excellence 
in Computing and ICT at Makerere University is expected to make available 
over 8000 computers to be used in overnight outsourcing work.  

f. The  Republic of  Uganda must not only have laws and signed treaties that 
protect intellectual property and personal data, it must also enforce them 
strictly, and be internationally seen to be doing so if it is to have reasonable 
hopes of participating fully in some of the most promising areas of ICT enabled 
services. 

g. The software and outsourced office services sectors can involve either local 
companies, or foreign companies that are attracted to the country to carry out 
their operations. In the early stages of their operations, local businesses almost 
inevitably face serious problems in finding adequate financial resources and in 
obtaining information about foreign markets and competitors, have serious 
problems in making their offerings known to an international audience, and 
have equally serious problems convincing that audience to have confidence in 
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their products and services. The following actions should therefore be taken 
[Hewitt 2005]: 
• Financing – Uganda government should do whatever it can to make financial 

resources and financial mechanisms accessible for local companies. This 
can include providing grants or subsides for companies in strategic areas, 
having Bank of Uganda extend credit to these companies on a portfolio 
basis (to distribute the risks of investing in startup businesses), helping 
to find local or foreign investors, and stimulating the formation of local 
venture capital funds, whose own portfolio-based approach helps private 
sector investors to overcome their reluctance to invest in startups. 

•  Investigation of markets and competition – both the Uganda government 
and local businesses should search out international trade data, and data 
on the internal demand for software and outsourced office services in the 
countries of potential clients. They should also investigate the products, 
services, prices, and marketing strategies of their competitors in developed 
and developing countries. 

•  International marketing and relationship formation – local businesses 
should undertake international marketing programs and searches for 
possible partners in foreign countries. The Uganda government can help 
to introduce local companies and their products and services to potential 
foreign clients and partners through the standard mechanisms of trade 
fair sponsorship, help with visits of potential clients to the country, trade 
missions, and consular activities. 

•  Confidence – local businesses should make all possible efforts to evaluate and 
implement internationally-recognized quality certification methodologies 
(e.g., Carnegie-Mellon CMM and ISO standards for software, Customer 
Operations Performance Center [COPC] for call centers), to have 
workers qualify for various professional certifications (e.g., Microsoft, 
Cisco, and Oracle certifications), and to publicize their qualifications in 
the international marketplace. The Uganda government should stimulate 
and strongly support quality control efforts in strategic sectors. 

There are at least two extremely important types of activities that can assist in 
most or all of the areas mentioned    in (g) above: 

•  Strengthen existing professional associations and form new ones in strategic 
areas where they do not exist. The high costs of international market 
research and marketing, and the implementation of quality certification 
methodologies, can be shared among the members of a strategic sector 
through sector-specific professional associations. Participation in such 
associations can also benefit their members by giving them increased 
influence in lobbying for favorable legislation, and benefit the government 
by giving it a single source to talk to when considering new legislation. 
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•  Mobilization of the Diaspora – the government and private sector 
associations should cooperate to identify, contact and organize members of 
the Ugandan community living abroad who might be especially disposed 
towards contributing financial support, technology, entrepreneurship, 
and market intelligence, and who might, in some cases, actually be clients 
for the local products and services offered. 

h. It is pertinent that Uganda aggressively tackles corruption and bad governance 
at all levels to ensure long term political stability and investor confidence.

i. Provide investment incentives. In the case of foreign businesses, standard 
incentives include selective tax reductions, economical telecommunications, 
loose restrictions on foreign ownership, repatriation of earnings, manpower 
training initiatives, assistance with locating and renting appropriate facilities, 
preferential customs clearance procedures, and labor laws that do not unduly 
favor local workers at the cost of foreign business owners. In case of local 
investors, incentives should include financial resources, International marketing 
and relationship formation using government machinery among others. 

4.2. Concluding Remarks
The opportunities lie in the skilled but low priced human resources availability, 
sufficient language skills, familiarity with mainly The Common Wealth culture 
and low cost of living.  The short term challenges being addressed are international 
bandwidth and energy. However, thorough planning for energy needs to be 
undertaken to cater for future growth. Uganda must ensure continued political 
stability and accountability. All in all we have shown that despite the few challenges 
which are being addressed, Uganda has great potential to be the number one ICT-
enabled services provider on the African continent. 
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