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Why organisations should embrace customer feedback 
EDITOR: As Uganda marks the close of 
Customer Service Month, it’s the perfect 
time to recognise the vital role of customer 
feedback in enhancing the overall customer 
experience. 

A customer-centric approach, guided 
by the voice of the customer, is key 
to ongoing improvement. Prioritising 
exceptional customer service is more 
than a commitment; it is embedded in an 
organisation’s culture. 

Recognising that customer experience 
is central to success requires a culture of 
teamwork and innovation, involving every 
team member in creating memorable 
customer interactions.

Customer feedback is a fundamental 
element of any customer service strategy. 
It’s not just data; it is a direct line of 

communication with customers, a potent 
tool for organisational progress.

For any business, your approach to 
feedback is systematic — gather input 
through surveys, social media and direct 
interactions, offering a broad spectrum 
of insights. Attentive listening to our 
customers is pivotal. As much as possible, 
have dedicated teams that analyse feedback 
to identify trends, ensuring a better 
understanding of customer needs.

The real transformation happens when 
feedback guides the team service strategy. 
Organisations should treat feedback as a 
compass for decisions, sparking change 
when recurring issues arise. For instance, 
to address prolonged wait times, you 
can hire and train more support agents, 
optimised for incoming calls and introduced 

voice bundles. Employees are integral to 
the process, contributing based on the 
feedback they receive, leading to positive 
service changes. Incorporating this feedback 
significantly boosts customer satisfaction and 
loyalty. The commitment to using feedback as 
a driving force for improvement must remain 
unwavering. Looking ahead, organisations 
should focus on innovation and expansion, 
leveraging emerging technologies to meet 
evolving customer needs. 

As we celebrate Customer Service Month, 
let’s reaffirm our commitment to listening 
actively and delivering an exceptional 
customer experience.

Patricia Kiconco, the head of 
customer experience & care at 

MultiChoice Uganda

T
omorrow, October 28, is the day that 
will, mercilessly, tell us that it is eight 
years ago that our Sophia Koetsier 
disappeared in Uganda. 

To us it still feels like a few months 
ago that we took her to the Amsterdam airport, 
with her brand new backpack and her equally 
new hiking boots. One of those boots would be 
found two months later, along the bank of the 
River Nile. 

Sophia had effortlessly acquired her Bachelor 
of Medicine in the early summer of 2015 and 
was excited about working as an intern in 
a Kampala hospital. She enjoyed her work 
there, her colleagues and the country, as we 
read every week in her lengthy emails. After 
finishing her internship, she went on a trip 
through Uganda with two fellow students. 

On day six of her journey she disappeared, in 
Murchison Falls National Park, the darkest day 
in our life. The day our life fell apart. 

Circumstances are unclear, investigations left 
a lot to be desired and it was quickly assumed 
Sophia must have fallen victim to a fatal 
accident. Evidence pointing in that direction 
was never found. 

We are not alone in believing there is more 
here than meets the eye, including people who 
know more. 

Left to fend for ourselves, I have kept 
travelling back to Uganda, desperately trying 
to find answers and fill in the many gaps, 
left by authorities in two countries. I still do.

Early last year, departing director of 
Criminal Investigations Directorate Grace 
Akullo mentioned several unresolved 
high priority cases on television, including 
Sophia’s. 

Shortly after, in April, her successor, Tom 
Magambo, formed an investigative team and 
requested us to give him three months/90 
days to come with a report. So we waited. 
And waited some more. 

In December, a Dutch-made television 
film about Sophia and her mysterious 
disappearance was broadcast on Ugandan 
television at 10:00pm. A well-researched 
and carefully made news item was to air 
around 9:30 pm, to serve as an introduction. 

Home in Amsterdam, we were watching 
the television channel’s livestream on 
YouTube, waiting for the item.

Unfortunately, it was in vain. We learned 
later that the Police had requested the 
channel to not air the item. They objected 
to the line that, until then, no findings of 

the investigation had been shared with the 
family. However, this was a fact and we 
were very confused about this.

This year, in June, I was finally able to 
read a draft report. It was clear that quite 
some activity had taken place but still, the 
report seemed to produce more questions 
than answers, and leaned heavily towards 
the fatal accident scenario. 

This month, on my 24th trip, I received 
a regular report which seems to take that 
same direction. We are still in the process of 
studying it closely. 

Clearly, finding the truth is not easy. 
In an ideal world people would always 

be honest and truthful. But our world is 
not ideal and one cannot simply believe 
everything someone says. People can, and 
will, withhold information for all kinds of 
reasons. 

Thorough digging and probing is 
inevitable to get to the bottom of things.  

Dutch police research into why certain 
cold cases eventually did get solved, 
showed that in 40% of cases this happened 
because people started talking. 

Either they finally found the courage, or 
police never spoke to them, or they were 
simply not asked the right questions.

This seems quite relevant here too and we 
have no other option than to keep fighting 
to find out what happened to our smart, 
kind-hearted and beautiful Sophia. 

We remain deeply grateful to all those 
wonderful people who keep supporting 
us and encourage us not to give up and 
maintain hope. We can use all the help we 
can get. 

To those of you reading this and seeing us 
as easy prey to extort money from; please 
do not waste your time, nor ours. We are 
not rich, we cannot get you a work permit 
in Europe and rewards are paid after a 
missing person has been found, not before.

A few articles have recently been 
published about Sophia’s disappearance, 
both in Dutch and American media. Please 
visit www.findSophia.org. Also for the link 
to the documentary.

The writer is the mother of 
Sophia Koetsier

contact@findSophia.org

Eight years without Sophia

MARIJE 
SLIJKERMAN

Sophia Koetsier

Final exams; worries of every parent
EDITOR: The examination fever 
is dying down as candidates at all 
levels have written a couple of their 
exams, except the Primary 7 little 
angels. 

Almost all schools have invited 
parents to join them in prayers to 
bless the candidates sitting their 
final examinations at all the three 
levels; PLE, UCE and UACE. 

Learners are now getting into 
vacation mood, slowly. Some 
parents and guardians are thinking 
of how to keep the children busy 
and productive. There are fears and 
worries on all fronts. 

With examinations, many school 
owners who are business personalities 
driven by profit want learners to pass with flying colours so that 
they can get more learners, earn more money and break through 
financially. Many parents and guardians suffer the pain of paying 
school fees and worry so much about the future of their children.

They want them to be successful. They want them to pass, and join 
good schools, colleges and universities. 

What some parents and guardians don’t know is that some 
children are in school because someone pushed them there. Naively, 
some think that they are doing you a favour by keeping in school. 
According to them, it’s all about someone else, not them or their 
future! They are not as bothered as parents/guardians and teachers 
are. But almost all teachers love to see their learners pass well and 
move on to the next level successfully. Teachers are angelic. They 
truly love and sacrifice a lot for humanity. We treasure them. 

See how school owners, parents/guardians, learners and teachers 
can be driven by different motives? Different motives lead to different 
actions, and as a result lead to different destinations. That speaks 
to us about what they are likely to do. Parents are likely to pray so 
hard, send success cards and money, they will speak to their sons 
and daughters so passionately and ask them to fight harder and win. 

Teachers have really taught, and will continue to monitor, mentor 
and coach learners to the very end. Some learners will read, re-read 
and master the work, and finally, pass with flying colours. 

There are those other children that will not. They are not bothered. 
They don’t even like school. The bad school owners will indulge 
in examination malpractices to ensure that they get good grades, 
not because they love the good grades but because they love the 
business behind the good grades. So, as we engage in prayer, just 
beware; we might not necessarily be praying for the same things!

Parents have a duty to tell their children not to indulge in 
examination malpractices, for that has grave consequences beyond 
their imagination. Those that care about our children and our future 
should say it and mean it. If they do indulge in these criminal acts of 
examination malpractices, as some often do, UNEB must be smart 
enough, and pin individuals involved in the crime so that they are 
investigated and successfully prosecuted. 

By the way, why can’t examination centres be fitted with spy 
cameras as a requirement? Managing international football teaches 
us some lessons that we never put into practice. We should leverage 
technology. Do we need a new curriculum to bring this to light? 

The grave danger we bring into the world through examination 
malpractices goes beyond just the individuals and schools cheating 
exams. It speaks a lot about our ineptness as a nation, our stupidity 
as a generation and our short sightedness as individuals who have 
the appetite for success without sweating for it. Children that cheat 
during exams will be cheats all through. 

Just imagine when these cheats become engineers and the civil 
works they will do, or when they become medical doctors and the 
patients they will rob and kill. How about if they become cops in 
charge of law enforcement, having power and authority, plus the 
instruments of death. How about if they become teachers, men and 
women of God, judges and advocates? What kind of justice will they 
dispense? Therefore, as schoolchildren wind up with the exercise of 
writing their final examinations at the three levels identified above, 
may they be firm, healthy and clear about the journey ahead of them. 

May they concentrate and deeply think about what they learned, 
get the confidence to write their exams and pass them. 

Finally, let the children go home and shine their star, giving 
confidence and accountability to their families. If children exactly 
knew what worries their parents and guardians about them, they 
would stand out and shine, win and be great men and women. 

They would give us hope, a life, and would keep out of danger. 
That is the prayer of every parent.  

 
The writer is a senior police officer in Uganda
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