
IG’s Automated Case Management System Improves expeditious handling 
of cases 

The Inspectorate of Government has introduced CMS+ to all its regional offices, reducing 
case processing times and improving the quality of case supervision. 

Ms. Dominic Baru is the Regional Inspectorate Officer in the Inspectorate of 
Government’s (IG’s) Mukono Regional Office. She’s been investigating ombudsman and 
corruption complaints for the IG for over a decade, and leading a dedicated team of six 

at Mukono Regional Office for the last five years. 
In 2016, she became involved in the development 
of the SUGAR TAF supported Case Management 
System Plus (CMS+): an effort to design and 
integrate automated case handling within the IG. 
She notes this is something the IG had tried to do 
before, but had not been successful. This time, 
however, she is extremely satisfied with the 
outcome. 

Ms. Baru notes that “The introduction of CMS+ 
increased the speed of moving a case from registration to allocation...Previously this 
step in case handling could take six or more months as cases were physically 
transferred to Head Office., , Post CMS+ you can see it takes less than two weeks.” 
Because the system tracked baseline and ongoing data on the time required at each 
stage in case handling, Ms. Baru is confident in these figures which show and 
improvement. 

Beyond the numbers, Ms. Baru’s confidence is reflected in the experiences of her IG 
colleagues. Ms. Jacqueline Nababi Ssemwezi is an Investigations Officer at the IG 
Head Office, with 14 years of experience in her role. She has likewise observed that the 
shift from manual to computerized handling of cases has cut down on the time taken 
to process them. Beyond this, CMS+ has improved case supervision and transparency 
of the process: “Before we could keep cases in cabinets and it was hard for the 
supervisor to know what everyone was doing and monitor progress so cases could be 
forgotten. This affected performance.” 

One example of CMS+ in action is the case where a Managing Director of a large 
savings and pension scheme was alleged to be inflating interest rates on members’ 
savings for his own gain, to the tune of about 150 million shillings. Once the case was 
raised by a whistleblower, it was resolved within six months, all managed through 
CMS+. It was flagged as high-profile, monitored regularly, with both the case 
supervisor and the Directorate of Legal Affairs (DLA) providing technical guidance. 
Prior to CMS+, it would not be uncommon for such a case to be lost amongst others 
and take years to resolve.  

“We are more efficient because 
of the faster speed of 
processes, and have also 
become more effective by using 
a Legal Officer from outset.  In 
comparison some pre-CMS+ 
cases are still not concluded.”  

– Ms. Dominic Baru 



Ms. Baru and Ms. Ssemwezi attribute the success of CMS+ to leadership within the 
IG, as well as the flexible and responsive support provided by SUGAR TAF. Introducing 
CMS+ was not just a technical exercise, but was about changing the way of working 
and mindset within IG. In this, IG officials such as Ms. Baru and Ms. Ssemwezi have 
themselves been champions, and the management of the IG should be lauded for the 
success that the integration of CMS+ has brought to the institution’s work. 

 

 

 

 

By the numbers: 

• 278 people were using the CMS+ system by July 2019, exceeding the 
target of 275 

• Registration of complaints is now fully automated: 100% of complaints 
received by IG are registered into CMS+ 

• Sanctioning and allocation of cases is now automatically done on CMS+  
• 87% of users report the system as easy to use 
• The average time between the registration of a complaint and the 

initiation of an investigation has been cut from 60 days to 20 days since 
adoption of CMS+ and in many instances less than 10 days.  


