	

	EXECUTIVE SUMMARY

CSR CUSTOMER SERVICE DELIVERY SURVEY

During July-August 2009, a survey was conducted to determine the level of satisfaction among the customers of the Social Security Fund of Rwanda and to identify possible areas of improvement in service delivery. 503 members participated, and their surveys were collected after completion for scoring and analysis.

Summary of Findings

The charts will show results designed to assess several domains according to responses of the specific questions asked. 
Findings are discussed below in terms of mean scores on the scales, paying particular attention to how positive or negative they are on the response scale of Good, Fair and Poor in particular percentages.

Overview of customer service delivery survey

A. Customer concern: The summary of results shows in general that members are received in a good, clean environment with politeness and hospitality. Furthermore; quick services are offered upon reception. This represents 75% of the respondents. 18% of the members say fair and 7% say poor services rendered.

B. Commitment and willingness to customer needs/ problems: 88% goes to the willingness and commitment of the staff towards solving or handling members’ problems and only 12% say their problems have not been handled. 

C. Complaints: Handling of complaints to the members’ satisfaction was given 83% of positiveness and 17% for those who don’t agree however other complaints are difficult to handle because of lack of declarations from different employers.

D. Timeliness of claims forwarded (a) pension related benefits: the highest percentage goes to the longest period of time that is 58% for 5months and above; whereas 2% of the respondents say it has taken them 1-2months for their claims to be effected and 40% goes to 3-4 months.  
(b) Occupational risks related benefits: 12% of the members say it takes 3-4 months and 18% say it takes 5 months and above for the occupational risk claims to materialize and 0% say 1-2 months. 

E. Debt clearance certificates: 62% responded and 40% say it takes only 30minutes, 15% say it takes an hour and 7% say it takes a full day to get a debt clearance certificate and the comment from the respondents is “the debt clearance certificate service is quick and good, keep it up”. 
F. Services Improvement: 65% say pension needs improvement, 15% talk of occupational risks and 5% goes to the provision of different administrative documents. Comments on changing CSR law, reduction on retirement age, increase of pensioners’ benefits, credit access and updating of individual accounts form a basis of their responses.

Overall, the survey results indicate that averagely 75% of the customers are satisfied with the services offered and the specific areas of improvement are mainly in occupational risk and pension related benefits.
Results
1) How do you rate the concern we show to our customers   

(reception)?

	
	
	
	
	
	

	Good
	Fair
	Poor
	
	
	

	75%
	18%
	7%
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	Comments: 

· “Quick services are offered upon reception and orientation given accordingly” 

· “The customers are attended to in a conducive environment, with hospitality”
2) Commitment and Willingness of staff to attend to customers’ needs/problems? 

	
	
	
	
	
	

	Yes
	No
	
	
	
	

	88%
	12%
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	Comments:
	
	
	
	
	

	
	
	
	
	
	

	· “ It is good, because of quick services I realized”

· “ I had gone to seek my account situation,  a front desk officer attended to me promptly and in a friendly manner”


	
	

	
	
	
	
	
	

	3)  Was the complaint(s) handled to your satisfaction?
	
	

	
	
	
	
	
	

	Yes
	No
	
	
	
	

	83%
	17%
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	Comments:

· “More complaints are handled and others are difficult to handle because of lack of declarations from different employers”
4) How long did it take to process and effect your claim?
	
	

	
	
	
	
	
	

	a. Pension related benefits
	
	
	
	

	
	
	
	
	
	

	1-2 months
	3-4 months
	5 months and above
	
	

	2%
	40%
	58%
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	Comments:

· “It takes long because the employers don’t declare their employees”. 
·  “CSR should handle the problem of non declaration of employees because it causes the delay in processing our pension”. 
· “Speed up the processing of dossiers because the process takes too long”
b. Occupational risks related benefits
	
	
	

	
	
	
	
	
	

	1-2 months
	3-4 months
	5 months and above
	
	

	0%
	12%
	18%
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	Note: In Occupational risk related benefits only 30% answered this question

Comments:

· “CSR carries out an investigation before it affirms the documents submitted which delays the process”
· “Filling of form A5 by the doctor after six months is unfavorable”
· “ The CSR doctor is not always available”
· “ The requirements and procedures of getting occupation risk benefits should be revised” 
	

	
	
	
	
	
	

	
	
	
	
	
	

	6) Is the Debt clearance certificate delivered on time?
	
	

	
	
	
	
	
	

	30 minutes
	1 hour
	1 day
	2 days and above
	

	40%
	15%
	7%
	0%
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	Comment:

“The debt clearance certificate service is quick and good, keep it up”. 

	
	
	
	
	
	

	
	
	
	
	
	

	7) Among the services provided by SSFR, which one needs improvement? 

	
	
	
	
	
	

	Pension
	Occupational risks
	Provision of different administrative documents 

	65%
	15%
	5%
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Comments:
· “CSR should reduce on the age of retirement”

· “CSR should give advance payment on pension”
· “Increase the pensioners’ benefits ”

· “CSR should give credit to the clients (pensioners)”.
· “CSR has to update the individual accounts in general, in order to facilitate the pension office to process the claim quickly. It would be helpful, people knowing where the problem is before they retire”.
· “Review the laws that do not favour the insured for example not being eligible for pension (prescription of 10 years) when some one has taken long to claim”
	8) Have you observed any change(s) in          

    Service delivery?
	
	

	
	
	
	
	
	

	Yes
	No
	
	
	
	

	92%
	8%
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	Comments:

· The customers observed some improvement on customer services such as: clean environment, quick services, quick response to their complaints, and computerization of declarations that were hard copies and decentralization of services.
· “The public has now realized the importance of social security because of your efforts in public awareness (sensitization) more should be done”.

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	

	

	

	


Conclusion
Basing on the survey results and the comments from clients, the services offered by CSR have tremendously improved. The average satisfaction of the customers was 75% basing on the specific questions asked.

Decentralization of services to all districts in the country and computerization of all data were commended as major achievements and have greatly led to good and quick services. Also another important aspect that was noted was the sensitization of the public that have increased awareness of people’s rights and obligations regarding the social security.

Major areas of improvement that were noted are the processing of dossiers for pension and occupational risk related benefits. Here the customers requested to find ways of quickening the process and make sure that the services are delivered on time.
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