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- INTERIM REGULATORY DIRECTIVE (IRD)

A Directive by the UCAA on 12-1-2026

INTERIM CONSUMER PROTECTION MEASURES FOR AIRLINES OPERATING IN
UGANDA, 2026

The Uganda Civil Aviation Authority (UCAA) issues this Interim Regulatory Directive to all airlines in
Uganda to address consumer complaints with respect to passengers baggage and cargo arising from
flight cancellations, delays, denied boarding and inadequate assistance to the travelers.

This Interim Regulatory Directive is issued for regulatory purposes pursuant to Section 34(f) of the Civil
Aviation Authority Act Cap. 348 as amended. The Director General of Uganda Civil Aviation Authority
hereby issues this directive to provide guidance on consumer protection measures until the promulgation
of the Civil Aviation (Consumer Protection) Regulations.

1. Every airline shall submit to the Authority its Consumer Complaint Resolution Procedure
Manual, aligned with its Business Model, together with a quarterly status report on consumer complaints
and the airline’s policy on flight cancellations and delays, right to information, right to care, right to
compensation and denied boarding.

2. Every airline shall promptly acknowledge and resolve Consumer Complaints. If an airline
delays, a consumer shall lodge a duly completed Consumer Complaint Form available on UCAA
website (www.caa.go.ug) to the Authority’s Consumer Protection Unit using email:
consumerprotection@caa.co.ug; The operating airline shall provide any information requested by the
Authority within three (03) days of notification of the complaint. Failure to provide the requested
information within the prescribed time frame is unlawful and will result in penalties imposed by the
Authority.

This Interim Regulatory Directive takes effect immediately upon issuance and shall remain in force until
it is replaced by the Civil Aviation (Consumer Protection) Regulations.
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