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Uganda Registration Services Bureau (URSB)
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URSB is government agency mandated
to promote, register, and protect
business enterprises, security interests
in movable property, intellectual
property rights, and to provide
insolvency services
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Transforming URSB: The Digital Journey

Objective:

— Showcase the URSB digital Transformation
journey .

Context:
— Moving from manual to digital systems:

Hig
anc

nlight Key digital solutions, Challenges
Gains, Regional and International

Col

aboration, Future plans .
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Before Transformation

High levels of corruption and bribery

« Institution had lost public trust
« Loss of government revenue

Bureaucratic organisational structure
 Less value addition to customer

Costly:

« The process and time to offer registration services was lengthy and unpredictable
« Registration was lengthy and always required the assistance of a third-party
« Registration required a lot of documentation

No linkages with other agencies

« Clients move between agencies to verify documents, causing delays

Limited access

« Registration was only at one location i.e. Head office, with no online services

Tedious process

« Required a lot of movements within the offices to complete a service
« Many customer complaints
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Transition Goal

URSB defined the strategy “ALL DIGITAL, ALL
ONLINE.”

With this, the Board and Management were committed to
ensuring:

« All URSB registries, all records be recorded and kept as
digital records (instead of paper records)

« All URSB services be provisioned online. Understanding
realities of Uganda, URSB committed to provide walk in
services in premises as well.

« This strategy became a slogan of URSB, which guided all
existing processes, any new procurements, any new
investments

« Budgeting and staffing reflected this strategy
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Key Transformation Considerations

Rebrand to enhance service delivery, digital transformation, and ease of doing business.

People

e Who will be
involved ?

e How will they
adapt , be
supported and
transition to
new ways of
working

Process

e What
processes
need to
change

e What systems
will be needed
to fuel the
changes
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Platforms

e What tools,
systems , and
infrastructure
are needed

e How will they
be funded ,
maintained
and upgraded




Key steps in transformation

®* “"'See” from the customer’s perspective
— Don't follow the process... follow the customer

* "See” from an end-to-end perspective

— The journey starts with customer “demand”
— The journey ends with demand fulfillment

* Streamline bureaucratic processes

— Standardization: removing the “oral tradition”
— Retain only the necessary procedures, merge others and removal of
redundant ones

°* One point access for customer and data entry
— The “touch it once” principal

°* Continuous Improvement becomes a way of Life
— Evaluating and measuring improvements
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URSB today

Service provision is more transparent and predictable

- Better user experience with full online registration

- Predictable service, accessible, added value, Al-enabled chatbot
- Increased revenue

- Increased Public trust (Awards, partnerships)

The process is simplified and does not require a third-party
- Fully online, inbuilt validation, including payments

- Integrated with key agencies local and international

Increased demand for our services

- High demand for data due to better quality
- Increased access

Improved governance and accountability
- Streamlined governance structures
Reduced opportunities for corruption

- Strong internal controls

- Severe punishment for culprits
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URSB Today Fully Integrated Solution
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URSB’S Digital Business Approach

Work with
Simplification stakeholders to
and Expanding provide
access to transparency
services and relevancy
Implement To become
URSB’s digital Champion of
strategy Modern Public

Administration
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Layers of URSB’s Digital Ecosystem

Core Business
Applications /‘ -

/ Utility Systems \
%are Technology & Infrastructure \/‘ -
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Transition to Digital IP Management

Transition to IPAS for IP Managementin COVID-19 Disruption and Online Service, Integrating Regional And
2007 the Shift to Digital International Cooperation
Submissions
* Introduced by WIPO to streamline IP * Physical submission of * EUIPO Front Office Tools Introduced:
management applications became * Online filing of Trademarks, industrial
* Migrated from Excel to IPAS for better data impossible due to COVID-19 designs and Patents
structure SOPs * TMview: For global trademark search
* Required digitalization of physical records ¢ Temporary shift to * TMclass: For selecting and classifying
* Applications still submitted physically application submissions via goods and services
* 2017 WIPO Scan as EDMS email * DesignClass: For classifying industrial
* Physical files archived at remote site * Resulted in inefficiencies, designs
* Digital files used for day to day processing, increased workload, and * ePCT Implementation: Supported online
* ARIPO Integration (2018): longer processing times filing and management of international
* Real-time data exchange * Highlighted the urgent need patent applications
for a dedicated online filing *  WIPO publish
solution
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Current Status

CI | ent @SB Uganda Registration Services Bureau - IP Office
Application for a Trade Mark

TREE. TE cniine ey
2022704706T18:05:48.0
2022- cq :5T12 05:34

FJIE received by User:
Original filing date:
System reception date:
Trademark Application number: UG/T, /7816 16§

COI'IT_ITI'IIIIIJI'I Oprp"CﬂlIOI'I for a Trade Mark

E Your application for a trade mark has been successfully filed with URSB. Thank you for choosing the trade mark.
Online Filing(Front e
Ofﬁc e) Provisional application 1D EFUG20220000000 128
Nature of Application Local
Part of Register PARTA
Filing date i
Filing time: 1808
NOTE:
The filing number issued is a temporary tracking number for this application. An official application nunberunll be issued
shortly and shared by e-mail. Please use the official number when sending this

&2 E Applicant(s)

ARIPO member Applications —— Keoiren,
states module Processing(IPAS) i e

Email address i gy @ yhoo.com
Document e [ESED

Storage(EDMS) cms Lo Goods & series

Feets) T Amount Reference
* Eliminated data entry and scanning of :;z;::* a0 s
documents since data is entered by clients =T e
and documents uploaded. O s commtons @t e Y O e
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The Challenges along the URSB Digital
transformation Journey




Where are we headed?

Realtime
Seamless access to EEleeEES to
user account data information
by clients

Wy

To be a key
player in big
data for
development

Tailor made ICT
integration for
clients

Customized integration
for our clients

Full automation of all
S=lavilelss Sises Gl Filing and examination automation
functions

UGANDA REGISTRATION
SERVICES BUREAU

Single application
slolaw:| IS o | [BUIRESIEN A single login to access every service
services
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Executive Leadership & Digital Transformation

Why Digital Leadership l
Matters

e Rapidly changing market
conditions

e Increasing customer expectations

¢ Need for innovation and

I competitiveness I
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' The Role of Executive l

Leadership

¢ Setting the digital vision and
strategy

e Championing digital innovation
¢ Leading by example and modeling

digital behaviors
e Fostering a culture of digital ’
literacy il




Breaking Through Organizational Inertia

¢ Identifying and addressing
resistance to change

e Building a coalition of support
for digital transformation

e Communicating the benefits
of digital change

¢ Providing training and
development opportunities

e an entity's tendency to resist
change and maintain the
status quo, even when new
approaches or strategies
could be more effective, often
stemming from outdated
processes, bureaucracy, or a
resistance to adapting to
market changes

Overcoming

Organization Inertia
Organizational Inertia
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Best Practices for Digital Leadership

Tracking digital trends and innovations

o Keep up with trends allows for early adoption of new technologies or innovations like
Al

Continuous Capacity Development of Staff

e Ensuring that the team is ready and learning at the pace of change and innovation

—

¢ Creative thinking and problem solving to contribute to innovation and to facilitate up
take of new digital solutions

Performance Tracking and Management

e [t is important to understand the impact of digital solution
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Conclusion

"Nothing Happens until something moves,”
Albert Einstein.

As enablers of innovation, IP offices need to embrace
change, and the most immediate change is to embrace

digital transformation in the digital age.
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Thank You

UGANDA REGISTRATION SERVICES BUREAU
Plot 1, Baskerville Avenue, Uganda Business
facilitation Center
Plot 5 George Street, Georgian House,

P. O. Box 6848, Kampala, Uganda.
Posta Uganda Main office,
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