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The mission of NSSF

is to provide
basic socia I secu rity a nd

welfare support to workers.

CCIRE VALUES
The focus of our service is security in retirement as well
as against such contingencies as death, employment
injury, sickness and disability. This is our core business.

r The contributors to NSSF are the key to our success. we
are therefore committed to work in co-operation with
them to ensure maximum compliance with the NSSF Act.

We strive to be an efficient, reliable and friendly
institution

We believe that members' confidence is vital to our
success. We are therefore committed to providing quality
and efficient service to their satisfaction.

We are committed to prudent investment policies and
practices in order to secure consistent positive returns.

We are committed to maximizing benefits to our members
in order to reasonably compensate them for inflation, cost
of living and standard of livinq.

We believe in providing a positive working environment by
recognizing and rewarding individual talent, encouraging
teamwork and promoting mutual trust.

SOCIAL SECURITY ALWAYS
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I or the first time in the history of

F n::::, ."I.".' j'.'-"""::;
special workshop in November last

year in a Naivasha resort to deliberate

on the future of the institution.

On top of the agenda was how the

Provident Fund Scheme could best be

reformed so as to provide its members and

eventually all Kenyans a full range of

social securiQr benefits.

As a Provident Fund Scheme, all the

five NSSF benefits are payable to members

reaching the end of their working lives. It

is therefore not surprising that some peo-

ple regard the Fund as just another retire-

ment benefit scheme. lt is not.

The NSSF was established by an Act of

Parliament in 1965 to operate a Provident

Fund Scheme primarily for workers in the

formal sector with emphasis on the semi-

skilled working for private enterprise.

Workers in the public service, especially the

pensionable civil servants, were considered

to be well catered for by the public pen-

sion scheme. During that period, workers

losing their jobs or encountering any of

the life's serious challenges such as inva-

lidity or loss of a breadwinner, were

expected to be assisted by their extended

families.

KENYA NATIONAL ASSEMBLY
Accession: 100L3404

Similar schemes were established in

other countries at independence and were

popularly known as National hovident

Fund schemes.

It was however anticipated that as the

societies evolved over time, the provident

fund schemes would also evolve into prop-

er social security schemes to cater for the

changing needs of the population. As

expected therefore, over the years the

extended family systems have virtual! dis-

appeared. The escalated rural-urban

migration means that those who lose their

sources of income cannot turn to their rel-

atives for subsistence and hence the need

for a formal system supported by the

of Trustees CallNor OSO ttAz

lllltilltllilrilll]r

During the 2000 and 2001 per:od, the Fund organ-
ized a series of stakeholder seminars in Nairobi,
l'lombasa and other parts of the country during
which it became apparent that the scheme was

falling below the public expectations.

Workshop
Pollcy tGfo

on
rms

The NSSF Boord o.f Trustees (seated) pose lbr o gruup pholo with the ltunds Senior m(,rugement and advisers.fntnt the ILO
and ISSA during the Board Workshop trtutttttcd at the cnd o.l'lost year tu charl the way Jorw'urd for NSSI;.

The Workshop
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entirc society to serye as a last safety-net

to the most vulnerable groups. This would

be the only viable option in helping to

avcrt destitution arrd tlre rrccornpanying

social disharrnony. lt can be done!

Stakeholder
Expectations
During the 2000 and 200 I period, the

F'und organized a series ol stakeholder

serninars in Nairobi, l\4ornbasa and other

parts of the country during which it

became apparent thal the scheme was

tlrlling below the public cxpectations as a

social st'curily instittttiorr.

fhe verdict by participants in all thc

sottinars was unanimous:

O Tlre ratcs of nr<-rnthl.y contributions

were too low to provide a reasonable

benefit to an average contributor;

O'l hc lurnp-sum mode of payment was

unsuitoble for suslaining an averagc

rt'tiree;

O 1'he range of benefits was too narrow

arrd did not provide lbr contingencies

arisinq in life prior to retirement;

O llorkers in the informal economy were

ercluded tionr coverage and yet they

nr:rde up the majority of the working

population which meant that they were

corrdenrned to outri.c;ht destitution

whcn they losl their sources of income

as most of them could not sustain sub-

seriptions to voluntary savings or insur-

artce schemes:

O lrrveslmrnt projects were not being

urrdrrtaken transparently.
'ilrc Irurrd took these otherwisc gen-

uine public concerns into serious consider-

ation arrd resolved to address them.

Bearing in nrind the world-wide trends in

the deveiollnrent of social security schemes

as advocaled by both the lnternational

Labour Organization (lLO) and the

lnternational Social Securigr Association

(ISSA), the Board of Trustees decided that

time had come to respond to the public

demands. This is how the mounting of

the historic workshop cante about.
'l'he members of thc Board of l'rustees

who participaled in the workshop under

the guidance of the Chairman Mr. James

Olubayi were:

The lVanaging l.rustee - IVr. -1. M.

Konzolo, Mr. F. Atwoli (COTU), IVr. M.

Mwachofi, (PS, I\4inistry of Finance), IVlr. S.

Kyungu, (the then PS, Mirristry of Labour)

Mrs. Jane lVwangi and Mr. G. Kondit

(liKE). AIso attendirrg by invitation was

l.lon. .1. J. tVlugalla lhe inrrnediate past

COI'U Secretary General.

The workshop benefitcd a great deal

lronr the professional advice provided bv

l\4essrs C. Bailey of ILO and W. McGillivray

of ISSA. 'T'he two arc internationally

renowncd social security experts based in

lheir organizations' respectivc headquar-

lers in Geneva, Switzerland.

'1'he workshop reviewed the weakness-

es of the present scheme and considered

various options lirr possible adoption in

formulating the new universal social insur-

ance scheme for all Kenyans within a rede-

fined cornprehensive National Social

Protection Policy.

During the workshop's intensive delib-

erations, it became clear that there exists a

distinct difference between a basic univer-

sal social securitv schenre arrd the pensions

(GEEf&*rr.r: /rsi9

security offers include:

O Unemployment reliel which is based on

a percentage of lhe workers' last salary.

O Family allowances payable to the

dependants ol a worker who suffers

total invalidity or dies and is survived by

a spouse or under-age children;

O Maternity benefits which cover hospital

costs for child birth:

O l\4edicare assistance in respect of chron-

ic crr high risk illncsses;

O Retiremcnt benefits payable montlrly

fbr life, based on a percentage of the

last salary.

Board Paper
At the end of the workshop, a Board Paper

was preparcd as a prelude to the Board's

recornmendations to the Government to

consider approving lhe conversion of the

provident fund scheme into a social wel-

fare insurance schente.

The Alrican countrics which have since

converted their provident fund schemes

include: Ghana (1991), Nigeria

( 1994),Tanzania (1998), and Zambia

(1999). Uganda is at an advanced stage of

the conversion process as a Bill to that

effect in before the coulttry's I'arliament.

or retirement bene-

fit schcmes. 'l'hc

national social

security schemes

rnake safety-net

provisiorrs of a last

resort for every

member ol society

throughout a life-

time while pension

or retirement bene-

fit schemes cater

exclusively for their

members and only

when they attain

retirement aqe.

The basic bene-

fits which a basic

national social

llatnhtrt t1l lltt llrttrd ol 'l'ruslt't:s un' ronrluclcd tttt tt ktur ttl
t/rr' .\_lnlrr l')tlrt{t limbuku.;i ltl' tht "l'lontgitrg 'l'rusltc.

3

;Ff I 
l

;Ir ...l1



#ieill'ffiillElEnD

The quest to keep
up with the times

a t goes without sayint ihar the
I
I ruSSf strl<cholders ar;d indeed the

I gun"rut pubiic expect the Fund to

change with rhe times"

This is because the Kenyan socieW

today finds itsell in a socio-economic

environment that is completely different

from what it was in the 60's when the

Lessons from
around the world
ilji'ffihe stakehoiders of rhe Fur;d

SH

Ht wiil irave a final say on whar

fl anc! hoyr tlre converted

scheme vrill operate and cater for

the fleeds of the vrorking popula-

tion.

However in order to minimize the

numerous pitfalls that inwitably lie
ahead along the path to a reformed

scheme, it is necessary for the Fund to

Iearn as much as possible from the

experiences of those other countries

which have already travelled the path

and also seek professional advice from

the relevant organizations which have

international mandate to deliberate

and advise member states/organiza-

tions on the minimum provisions of

basic social security. s(see separate

story on Board of Trustees work on

proposed policy reforms).

organization was established.

The average Kenyan knows she/he has

some basic obligations to the socieW of

which they are part and parcel of. They

also know that they are entitled to some

basic privileges or rights from their socie-

ty. They read about social welfare pro-

grammes in other countries and they have

friends or relatives who have travelled

abroad who have a story to tell about

social security schemes that provide

financial or material support for the

unemployed, the disabled, those who

cannot afford the cost of medicare and so

on.

At the same time all adult Kenyans

know, or at the very least, have heard

about the NSSF. The organization's

name sounds right but then everyone

associates it with the payment of some

benefits in case of old age or death.

Afterall its slogan promises "Security in

old age"! Some may recall the organiza-

tion's past history when it was reportedly

involved in huge investment projects

some of which did not appear to have

been undertaken transparently or in good

faith.

Fortunately it is now becoming quite

evident to the public that the Board of

Trustees which is made up of representa-

tives of employer/employee organizations

(FKE/COTU) and the Government, is seri-

ous in its efforts to break with its check-

ered past. The will and the determination

to shift the Fund's business focus from

non-core business and concentrate on its

core function which is the delivery ol

effective social securit5u to the workers is

being felt through the on-going improve-

ment of the quality of service and espe-

cially the speed of processing and payment

of benefits.

'Io drive the point home, the Managing

Trustee did emphasize the fact that "the

primary objective of any social securiry

scheme is to safeguard society against des-

titution and dcsperation," when he spoke

to the members of the press in Novenrber

last year.

On that occasion Mr. Konzolo

announced that plans were under way to

transform the NSSF from a provident fund

scheme to a social insurance welfare

scheme.

Mr. Konzolo explained that there was

need to transform the scheme because:

"The provisions of the present scheme

exclude the overwhelming majority of

Kenyans from coverage and even those

who are members receive insignificant lev-

els of benefits when they eventually qual-

ifo for them"

The average Kenyan knows sheihe has some basic obligations to the soci-
ety of which they are part and parcel of. They also know that they are
entitled to some basic privileges or rights from their society.

4
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Managlng Trustee attends ILO Annual Conference

Ih. Managing Trustee attend-

I ed the 89th Annual

I conference of the lLo in

Geneva in func last year where Social

Security was part of the main Agenda

of the Conference.

The Managing Trustee was part of the

Kenya delegation led by the Minister for

bour and Human Resources

Hon. J. K. Ngutu and

the then Permanent Secretary

the Ministry Mr. S. Kyungu, the FKE

irman Mr. W Kiboro, the FKE

Director Mr. T. Owour and the

COTU Secretary General Hon. J.J.

Ila

Much was leamt from this Annual

on social security and dele-

from all over the world shartd expe-

on what was happening in their

countries as part of ttre effort

to the ILO aspirations for minimum

security provisions worldwide.

M

Bu

ing Trustee
nted to ISSA

its 27th triennium held

Stockholm, Sweden, the

Trustee Mr,

fosphert Konzolo, was elected as

two representatives from

Southern Africa to serve

on the Bureau (Advisory Board)

for a term. The other rep-

the Sub-Region is Mr.

Dann K. M Director General of

As an ISSA Bureau

Member, Mr. Konzolo

will help in maintain-

ing regular contacts

between member

organizations in the Sub Region and the

ISSA Council, as well as the Secretariat in

Geneva, since the General fusembty meets

on[ once every three years.

Mr. Konzolo is the first Kenyan and

NSSF Chief executive to be elected to the

ISSA Bureau.

Founded in 1927, ISSA is a universal

organization that brings together institu-

tions which deal with one or more aspects

of social protection as defined by the

lntemational Labour Organization.

During the General Assembly delibera-

tions, delegates from different parts of the

Among the resolutions adopted by

the Conference was that: Social securitlr

is key to the well-being of workers, their

families and the entire community. lt is

a basic human right and a fundamental

means for creating social cohesion,

thereby helping to ensure social peace

and social inclusion. lt is an indispensa-

ble part of govemment social policy and

an important tool to prevent and allevi-

ate poverty. It can, through national sol-

idarity and fair burden sharing, con-

tribute to human dignity, equity and

social justice. lt is also important for

political inclusion, empowerment and the

development of democracy.

The 2002 ILO Annual Conference

scheduled for later in the year will,

among other things, evaluate the

progress made by the member states

around the world in the improvement of

social security programmes during the

past year.

world considered the main challenges that

were characterizing the delivery of social

security services.

The following were identified as the

obvious areas of concern:

a Lack of formal social protection

anangements for the self-employed;

a Exclusion of the majority of workers

who are not in formal employment

and who had no regular income;

a The Iow income earners who find it

difficult, if not impossible, to maintain

reasonable contributions to the formal

social security schemes;

. The debate regarding state vis-A-vis

privately managed social security

schemes.

u
lt

one of

Eastern

resentative

the

(NAPSA)

Zambia's

scheme,

Pensions Authority

Zambia. NAPSA is

onal social insurance

successor to the old

5
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ISSA's Objective

Ih" President of ISSA stressed

I that the uttrmate obiective willII be to shift emphasis from basic

minimal social protection for a section

of a population, to a much more ambi-

tious promise of benefits adequacy and

universal coverage for all.

Part of the strategy to achieve this

objective, the President said, will entail

enhanced co-operation with lLO in sensi-

tizing and encouraging governments

throughout the world to provide practical

social securi$r programmes as one way of

fighting poverry. He further pledged that

ISSA in conjunction with lLO, will contin-

ue to provide technical assistance for

capacity building to member-states willing

to improve the content and the delivery of

social protection services to their people.

The General Assemb[ was unanimous

that although it was not possible for every

country to provide a high level social secu-

rity benefits, no country is too poor to

have a system that can allow the sharing

of the available resources in order to avert

be expected to operate schemes that target

the low income groups where often the

costs of coverage for sparse population in

remote locations has to be subsidized.
.ln his concluding remarks the

President ofISSA observed: "The privatiza-

lssA in conjunction with lLo, will continue to provide technical assistance

for capacity building to member-sfates willing to improve the content and

the delivery of social protection seryices to their people

absolute destitution.

On the issue of privatizing social secu-

rity schemes, it was obsewed that the

responsibility for the provision of basic

formal social security belonged to the gov-

ernments, as the private sector could not

tion of social security schemes may endan-

ger income protection. ln the longer term

it may even undermine the basic values of

social security and threaten social integra-

tion and cohesion."
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O Plans are underway to hold a two day high

level stakeholders seminar in Kericho in May

2002.

O Participants will be key representatives of

employers and workers organisations from the

Rift Valley, Nyanza and Western Provinces.

O A similar seminar was held in Mombasa last

year.

O An in-house customer care seminar will be

held in the headquarters in April for frontlin-

ers. This is part of the on-going customer care

improvement progra mme.
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Message from the

M
ay I take this opportunity on behalf

of the Board of Trustees and myself

to extend sincere New Year greet-

tionable investments are fast becoming history.

This is all very commendable to all of you

who contributed positively towards the success

of the Fund. Please keep it up!

We are nevertheless aware that there are iso-

lated cases where, a few among us, are either

reluctant to change with the times or are perhaps

not even aware that the times have changed. Let

us not leave anyone behind ! We have the

responsibility in our capacity as office mates,

supewisors, section heads, Branch/Area

Managers, division heads, departmental man-

agers and up to the Board level to ensure that

everyone is part and parcel of the enlightened

NSSF team reaching for the gold! The gold we

are determined to clinch is a reformed NSSF both

in terms of relevant social security policy,

improved staff working terms and conditions of

service, a high standard of service to our cus-

tomers and a high level of respect by counterpart

organizations and the Kenya society in general.

This is the gold that will help the Fund win

the public goodwill, support and acceptance

which happens to be the only way we can con-

tinue justifoing our very existence as an organi-

zation playing an essential role in the wellbeing

of the people.

On its part, the Board of Trustees is commit-

ted to creating an enabling environment to facil-

itate the acquisition of the relevant skills and

competencies as well as suitable working tools

and then have in place a results-based remuner-

ation policy.

I also take this opportunig to welcome into

the NSSF team those ofyou whojoined the Fund

during the past year. Welcome aboard!

There is not much time for "honeymoon"

under the guise of familiarization. Therefore it is

ings and a goodwill nressage to all members

of staff wherever you are.

I would like to identify myself with all of you

who braved the challenges which we experienced

in the course of running our operations last year

and still did the best you could to enable the

organization to discharge its mandate to the

workers of this country.

I thank you all for your dedication and sup-

port without which it would have been difficult,

if not impossible, to realize the goals that we had

set for the Fund at the beginning of the year. 1

know we could have done even better especially

in the field of customer care, the utilization of

human and other corporate resources and inter-

personal relationships, but all the same, there is

no doubt in my mind that the majority of you are

now committed to your respective duties in a

way that has never been seen before.

I have observed improved performance per-

sonally and seen many of you, especially in the

Headquarters reporting for duty earlier than

the official time and remaining at your work

stations throughout the day as expected. ln

addition I have received favourable

comments regarding the general

trend in the improvement of serv-

ice delivery from impressed and

satisfied customers which is all

very encouraging.

Our customer care records

indicate that the level of pub-
t ( lic complaints about our serv-

ices has declined considerably

and adverse reports on ques-

7
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upon those concerned to make every effort

and learn from those around you.

Remember no office is too high for you to

call in for consultation so that you can

appreciate where we are coming from and

where we are going!

I am aware of the fact that the year

saw some of you moving from one station

to another. I know what it takes for one

to be uprooted from familiar grounds into

the 'unknown'. But transfers are not puni-

tive. They fulfil a very important aspect of
our human resource management princi-

ples aimed at ensuring that the right per-

son is placed in the right station at the

right time. Therefore being moved from

point "A" to point "B" is a confirmation of
your role recognition otherwise you could

not be considered to fill any existing

vacancy. Please bear with us in your new

posting because your role is critical in
maintaining the delivery of our services in

different locations of the country. Life is

about change and survival is for those who

can adapt to the ever changing circum-

stances.

I note with profound grrief the fact that

we lost l6 members of staff last year. My

sympathy goes to the families and col-

leagues of all those who lost their beloved

ones.

ldeally I should have expressed some of

the above sentiments during the tradition-

al Annual Staff Party.

We did not hold the Annual Staff Party

last year because of various factors.

However suffice it to say that there is a

serious need to re-organize this event so

that it can achieve its main objective which

is to facilitate informal interaction of all

members of staff at all levels. The existing

format does not allow the field staff to
interact with colleagues outside their

immediate stations and even in the case of
the Headquarters, members of staff do not

get an opportunity to talk to their heads of
departments leave alone other departmen-

tal managers or even myself.

I am therefore considering how best we

can in the future organize more interactive

staff get-togethers that do not simply end

up being mere feasting events where the

majorit5r of individuals do not remember

what was said and even who else was pres-

ent.

ln conclusion let me share with you my

humble opinion on the prospects for this

year. To me things are looking up and this

is bound to be a better year for the Fund,

partly due to the foundations which we

were busy building last year and partty

because the public and yourselves are all

eager to see the train of change picking up

momentum.

There is no magic portion for success!

How we shall fair as an organization in

this eventful year, will depend on our

resolve to live up to our Mission: "To pro-

vide basic social securigl and welfare sup-

port to workers".

I wish you a Happy and Successful

2002.

Nssf Stand ard Contributions Revised at Long Last!
Ihe standard NSSF contribu-

I tions which have stood at aI
f maximum of Kshs. 160.00 (i.e

Kshs.80.00 from the employer and an

equal amount by the employee) were

revised in a Legal Notice NO. 162 of
200 I which saw the new upper limit
set at Kshs.400.00 (i.e Kshs.200.00

each by employer and employee).

The contributions are still based on

the rate of 5o/o of the employees' wages

up to a new combined maximum of
Kshs.400.00 per month. The new rates

were effective I st December, 2001.

While explaining the rationale of the

changes, the Managing Trustee assured

the public that the revision of the rates of
contributions which was last done in
1977,was in the interest of the members.

He emphasized the fact that the existing

rates of contributions had long been

overtaken by inflation and should have

been raised in 1989 in accordance with

actuarial recommendations made at that

time.

Mr. Konzolo lamented that the low

rates of contributions resulted into a rel-

ative\r low average benefit which is cur-

rently around Kshs.50,0o0. Such a low

average which includes interest that at

one point was as high as l5o/0, could not

provide a retiree with what could be con-

sidered a meaningful basic social security

benefit.

With increased rates of contributions

which should ideally be adjusted periodi-

cally in accordance with actuarial recom-

mendations, members can expect a more

decent average benefit in the future.

All the same, experience in Kenya

and elsewhere has shown that the once-

and-for-all "single bullet" mode of bene-

fit payment does not take beneficiaries

far and often they are left penniless

sooner rather than later. This is because

an average retiree has no experience in

handling a relatively huge sum of money

received at one go and at any rate not

everyone is a potential investor.

Recipients of the so called "golden

handshakes" who have been retrenched

during the past decade received better

packages in cash than an average NSSF

beneficiary, yet the majority of them

ended up spending everything in less

than a year.

It is thus becoming widety accepted

that paying out social security benefits

regular!, for a predetermined period,

stands a far much better chance of guar-

anteeing beneficiaries a basic source of

livelihood than the lump-sum mode of
pa)/ment.

Above all, as explained elsewhere in

this issue, the provident fund model is

inadequate in providing the basics of a

universal social security scheme. \ /hat is

in vogue in the contemporary world are

the social insurance schemes.
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Since the publication of the last issue of llazina News the Fund has participated in three

Agricultural Society of Kenya shows namely Mombasa, Nairobi and Kabarnet. Last year the

Agricultural Societv of Kenya rtas celebrating 100 years since its incorporation and therefore the

number of days for each show were extended. Not surprisingly the additional celebrations sa\ry an

increase in the number of shc,wrloers. I'his gavr NSSF a longer period of interacting with a wider

proportion of members.

President honours NSSF Stand in Mombasa

H
is Excellency the President

Hon. Daniel Toroiticlr Arap

Moi, the patron of the

Agricultural Society of Kenya, visited

the National Social Security Fund

stand at the Mombasa lnternational

Show which was held from Tuesday

28th August, 2001 to Sunday 2nd

September, 200 I .

The President was conducted around

the stand by the Fund's Managing Trustee

Mr. Josphert Konzolo.

The NSSF stand was declared the best

stand in the interpretation of last year's

show theme. The stand was also awarded

the first prize in the category of the best

social organizations stands.

NSSF members in the Coast Province

turned up at the stand in large numbers to

make enquiries and obtain their state-

ments of accounts. All were accorded the

necessary assistance by the Funds officers

at the stand led by the Chairman of the

NSSF Shows and Exhibitions Committee

Mr. A. G. Mwaloma and the Coast Area

Manager Mr. G. M. Mwandembo.

Later at the arena celebrations that

marked the official opening of the show,

H.E. the President presented trophies of

the best theme interpretation and best

social organizations stand to the

Managing Trustee.

TTNT

\SSF,N!r'sl:

IreJsrrry

iiif5e (r4ds
lr, onr{c lhe rr

,!ato15 
ln lhr

Nairobi lnternational Show

- 
t the Nairobi

Ar"i;H
took place from

Monday lst October,

200! to Saturday 6th

October, 200 I the

Fund put up an

impressive display

which attracted a

large number of show

8Oers.

The Managing Trustee led

the Headquarters team which

included the Deputy Managing

Trustee (Personnel ft

Administration) and the Deputy

Managing Trustee (Finance &
'lnvestments! in ensuring the

Fund's Stand projected the true

image of the workers' organiza-

tion effectively.

Msitors to the stand were

educated on the importance of

social security and the role of

the Fund in providing it.

The Fund's stand won a

third prize in the financial insti-

tutions category.

,r:,r,,
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Fund emerges tops in lGbarnet
Ih" Nationa! Social Security

I Fund scoooed the first
I prize in the Financial

lnstitutions Category at the
Kabarnet ASK show that was held

form Thursday I lth Octobe6 200!

to Saturday l3th October,200l.

H.E. the President, who officialty

opened the show, presented a magnif-

icent cup to the Fund's Deputy

Managing Trustee (Personnel tt
Administration) Mr. Stanley

Chemng'orem. The show team was

Ied by the Area Manager Mr. Kennedy

Ongori.

The Fund's stand received a fair

share of the showgoers.

The NSSF strives to maintain close

contact with its mem-

bers and the public

in general so as to

keep them well

informed about its

role in the provision of

effective social securigi to

the workers.

Through the ongoing public

education programmes via appropriate

media as well as forums such as

barazas and agricultural shows, NSSF

not only disseminates information

about its actMties but also facilitates

systematic feedback from the mem-

bers. In many ways shows have

proved to be very effective fora for

feedback.

The Deputy Managing Tntstee Mr.
S.K.Chemng'orem (holding trophy)
poses with mernbers o/ NSSF Kqbarnet
Branch Office outside the Fund stand al
the Kerio Valley A.S.K. Show. The Fund
scooped a lst prize in the Financial
Institution's Category. On Mr.
Chemng'orem's right is the Area
Manager North Rifi Mr. K. Ongori and
on his lefi is the Public Relations Officer
II Mr. Jeremiah Ole Risa.

Letterc to tre Edltor

A tob well done

Allow me to thank you most sincere\t for a job well done recently'

My wife's tt'i* t"o'ntered very serious complication due to

administrative .rro, uu,lo, sorted out the. matter professionalty and

urgently. This sort "';;; 
uould have otherwise taken years to sort

outwithna 
lltr"ifiLl'trto,n*tno Mr,Don'd'e and Rose' Most of us

on\t remembe''o tornp'l'n' *t "ttd 
these kind of officers in Kenya'

I.

Froncis Komau Muchino' Noirobi

The Fund's improved service delivery and customer care must have prompted the above reaction from one of our clients.

The two officers Mr. Donde and Ms Rose were sent letters of commendation.

Hazina News calls upon all staff to emulate this commendable practice and offer efficient, friendly and committed serv-

ice to all our clients at all times.

Ed.

t0
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Fund gges to Members'

2.3 Million Paid to E.A. Portland Cement Retirees

Ih. Frrnd nrp<onf-

I :1"0.", T:::;
over Kshs.2.3 rnillion to

retirees of East African

Portland Cement during

the Conrpany's 200 I end

of year party,

The presentations were

made at the East African

Portland Cement Sports

Club in Athi River by the

Fund's Machakos Branch

Manager Ms. Rose

Marienga and Ceoffrey

Gathigi of Pubic Relations

Division.

Speaking during the

presentations, the Fund's

representatives gave an

assurance that NSSF was implementing

far-reaching reforms to safeguard workers

interests. They emphasized that the

increase in contributions from Kshs.l60 to

Kshs.400 per month was to ensure that on

retirement, workers took home improved

benefit packages.

The East African Portland Cement

Managing Director Mr. Joel Barmasai in

his address to the staff and invited guests

commended NSSF for the improved service

delivery and expressed admiration for the

Fund's reform programme which aims at

transforming the N55F into a social insur-

ance pension scheme. He further remind-

ed the Fund that East African Portland

Cement is and will continue to be a viable

mining business company and that NSSF's

shares will continue to yield high returns.

The group benefit cheque presentation

was in response to the Fund's offer to

process cheques in a batch for companies

with more than 5 workers retiring at the

same time. The cheques are then present-

ed to the retirees during their company's

end of year celebrations.

Iwentv five retirees of the

I Nzoia Sugar Company were

I presented with benefit

cheques worth Kshs.l.7M by the

National Social Security Fund Area

Manager, Western, Mr. losePh O.

Mokua,

During the presentation Mr. Mokua

pointed out that NSSF had improved its

services to its members. The Fund was

now paying claims in less than 40 days,

unlike the 90 days in the past. During

! i.,, iitrt;t: l; -lJr,ri,rr,, : 
"!,:, 

i::t,,,....

l: ii.,.1 \Jt',',t,'" 'J';";1.:;.i, v:,1 r.

::,,'r i; Jii tt"iii. i it, i,,' :" -'t ! .i.
l' ,t tltt::,i { t tiii !!i lit ;i.t,., ,

the 2000/2001 financial year, claimants

in Western hovince were paid Kshs.2 1B

million as compared to Kshs.l 58 million

during the previous year.

Mr. Mokua was accompanied at the

occasion by the Branch Manager,

Bungoma, Mr. Z. F. Sirandula, and the

Zonal lnspector Mr. J. O. Luwasi. They

were re ceived at the Nzoia Sugar

Company by the Human Resources

Manager Mr. J. J. Wangia and the

Personnel Officer Mr. Onyango.

Nzoia Sugar Retirees Paid l.Tmillion
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By lllLURY ANG'AWA

prclcct a success

Ihu compliance enforcement

I il:::#ilr.ffi:Jl
pliance management information sys-

tem (C.M.|.S.) pilot project in t999.

The C.M.l.S. produces reports on

employer details i.e telephone No., road,

building, branch, zone, sub-zone, group

code, last inspection date, penalty

demands, outstanding contributions, dis-

honoured cheques, payments of contribu-

tions and/or penalties, defaulters etc. This

system has great[ enhanced compliance

enforcement considering that previously

this information had to be obtained by

extracting the data from the employers

manually.

Mr. Hillary Angawa who was the Area

Manager for Nairobi area from 1995 to

2001 looks back at the evolution of the

compliance management information qa-
tem.

The Concept
The idea of setting up a Relations

Database Management System for Nairobi

Area came to me when I was on a special

assignment to Nyahururu Branch Office in

1996. Part of the assignment was to visit

cattle ranches in West Laikipia to confirm

their state of compliance vi-a-vis the

N.S.S.F. Act.

Nyahururu Branch at the time did not

maintain a database of employers under its

jurisdiction and only relied on manual

records and physical files. The main

employer database on the Fund's main-

frame computer was only available at Area

Offices and a few branches on network,

Nyahururu was not one of them, hence my

team had to manually extract data on the

ranches from

physical files and

then proceed to

West Laikipia.

ln any case the

main employer

database was a

"flat" file, i.e. it
could not be manipulated to produce

reports based on queries, nor did it have

the employer's location details e.g. road,

building, telephone number, employer

class codes etc.

A Relation Data
Management System is a computer soft-

ware used to organize, analyze, store, edit,

retrieve and report information. lf it had

been available at Nyahururu, we would

have made a query (a request for informa-

tion) on all employers under Nyahururu

Branch (Branch Office) who are located in

West Laikipia (Area) and are cattle ranches

(employer class). We would then query the

last time each ranch paid contributions to

the Fund, the last inspection visit, the

name of the inspector who made the visit,

the number of employees on payoll and

the number not registered.

A Relational Database System is capa-

ble of providing the above in a few sec-

onds as a Report which any inspector

going out to the field would carry in a

printout instead of the physical file. On

our way to West Laikipia, we had to stop

at the Rumuruti District Range Office to

get information on the names and location

of all commercial cattle ranches in West

Laikipia. This data was already available

on the wall hence it was only a matter of
coplng the data and comparing it with

the data from the Nyahururu Branch and

setting off to visit the ranches.

Back in the Nairobi Area Office, as I

made my report on the trip, I realized that

lack of data was a major hindrance to

inspectors when it came to enforcing the

NSSF Act. lnspectors had to rely on the

employer's physical file and manually

maintain a list of employers in each zone.

At the time, Nairobi Area Office was

Iocated at lndustrial Area and was sharing

facilities with three branches, i.e City

Centre, lndustrial Area and Western

Nairobi. lt was difficult to know under

which Branch and Zone a particular

employer was unless one had the physical

file or knew the employer's location since

the main Employer Database gave on\r the

employers postal address.

Manual Datab.Ne
Once the idea of a Database for Nairobi

City employers was conceived, the fint
step was to conduct a census of employers

in the City Centre, Industrial Area and

Western Nairobi (which included Ngong

and Magadi). The census was conducted

on a door-to-door basis in 1997 by all the

inspectors from the three branches work-

ing on one branch at a time.

The data from the census was used to

open manual Database Registers showing

the employer's number, name, telephone,

t2
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Database Desisn
and DevelopmEnt

road, area/building, category, last inspec-

tion visit, Branch and zone/sub-zone

codes. lt was necessary to set up manual

database registers to act as a control for

data capture by computer to avoid redun-

dant or duplicated data. The data from

the census was also used to mark the

physical employer files with the branch

and zone codes for easier identification.

After the census, it was now possible

to know the number of employers per

branch, zone and sub-zone and adjust the

boundaries accordingly if a zone had too

many employers or one had too few.

ing, branch, zone, sub-zone, group code

and last inspection date.

The C.M.l.S. captured all inspection

reports made since January 1999, penalry

demands, dishonoured cheque demands

and outstanding contribution assessed and

demanded. The C.M.l.S. was then devel-

oped to capture payments made bY

employers in form of contribution, penal-

ties and replacement of dishonoured

cheques. lt also produced defaulters alert

reports, nil contribution reports, skipped

contribution reports, penalties paid report

as per branch, zone, sub-zone, road, area

and building. Another important feature

of C.I.M.S. is that it can send out mail-

merge letters i.e., reminders and warning

letters to employers who are defaulting.

From October 2000 to end of March,

2001, a total of I 2 l9 employers who were

previously defaulting paid a total of

Kshs.7O,706,245.4O in contribution

arrears, out of whom 851 cleared their

anears in full, hence were no longer

defaulters. Since August 1 999, field

offices had never received defaulters list

from the main server, hence the C.M.I.S.

has the only computerized defaulters list

available at present. Without the use of

the C.M.I.S., Nairobi Area would not have

managed to recover arrears fiom default-

ers at minimum cost as at present. The

database has been extended to cover

Kiambu, Machakos and Makueni Branches,

hence holds over 20,000 records of active

employers under the jurisdiction of Nairobi

Area.

ln July, 200 I the C.M.I.S. started to

produce computer-generated penalties,

which was being done

previously by clerks at

the headquarters,

hence saving on time

and manpower. Since

the penalties are gener-

ated immediately an

employer pays late,

they act as a detenent

against Iate payment

and have increased the

contributions collec- Customer Care service in actiotr

tion by Nairobi Area Branches. During

2OOol2ool financial year, Nairobi Area

employers paid over 900 million shillings

as contribution which represent 600/o of

total contributions paid by all employers in

Kenya.

Conclusion
After two and half years, in May 2001, the

C.M.l.S. was demonstrated to the

Compliance Department and Nairobi Area

Managers and lnspectors and was ready

for hand-over to the user.

It is expected that the C.M.I.S. will be

released to Area and Branch Offices with

computers so that it can greatly assist

them in enforcing the N.S.S.F. Act, cut

costs and improve revenue collection.

Many officers assisted in this project and

deserve commendation. However I wish to

single out Ms. Mueni Mulinge (A.A.P.),

who was the programmer on this project,

Mr. Obwar, data machine operator, who

did most of the data capture, Mr. Mule

and Mr. Koech of City Centre Branch who

prepared data and produced reports on the

project.

The Project proved that the Fund can

design and develop it's own Software "in-

house" thus saving on the cost of hiring

external software consultants.

The next step is to transfer the system

to Visual Fox pro platform using visual

basic running on Windows 2000.

The author was an Area Manager for

Nairobi Area between 1995 -2OOl. He is

now an Enforcement Officcr ll at the

Fund's Headquarters.

sffiaffIS

ln July 1998, the Nairobi Area Office and

City Centre Branch moved to Lyic House,

Kimathi Street and lndustrial Area and

Western Nairobi Branch were amalgamat-

ed into one branch based at lndustrial

Area.

The manual database registers and file

identification made it easier to separate

and transfer the files to their respective

Branch offices, i.e City Centre Branch,

lndustrial Area Branch and Westlands

Branch. The latter had been operating

from Westlands since 1994, hence all three

branches were now located within their

areas of jurisdiction and were closer to

their customers.

ln September 1998, a user request for

Compliance Database System was made to

Computer Department, to design and

develop the system as per user's specifica-

tion. The Administrative System Group

commenced work on the project soon

thereafter. The System was developed on

Dbase lV platform using Dos on a stand-

alone PC at he Headquarters. The first

phase involved data capture of Nairobi

City employers from manual Database

Registers involving over 17,000 records.

The first reports (print-outs) were pro-

duced by Compliance Management

lnformation System (C.M.l.S.) in

September '1999 and provided Nairobi City

Btanches with computerized details of

employer telephone numbers, road, build-
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TIre NSSF Choir entunaining showgo-
ers at the Fund's stand during the offi-
cial opening of the Nairobi Internation
Show in October 2001.

The Funds awqrd winning stand ut
the Mombasa International Show.

I

H.E. the President presenting a winners'trophy to the Managing Trustee dur-
ing 2001 Mombasa International Show.

1 "/

The Deputy Managing Tntstee Mn
S. K. Chemng'orem proudly dis-
pl.ays the trophy won by the Fund at
Kabarnet Show.
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The Managing Tfustee, Mr. Josphert Konzolo addressing
a press conference at the Fund's Board Room last
November to announce the review of the rates of contri-
butions as part of the plan to transform NSSF from a
provi.dent Fund Scheme to a Socinl Welfare Insurance
Scheme.

t

The Chairman of the Nairobi Hospice,

Dr. Narjiv Varjee (lefi), receives a T-

Shirt from the Board Chairman of the

Coast Hospice Mr. Faustin Mgendt,

moments belore he flagged off the

NSSF Srars Busketball Club members

charitl walk from Nairobi to Mombusa

to raise funds lor the Coast Hospice.

The 500Km walk which took four days

raised over Ksh.440,000/=. Mr. Mgendi
an aaditor with the Fund at the

Headquarters is the Clrairman of NSSF

furs Basketball Club.

Members of the NSSF MartiolArts Club during a
grading session al their 'dojo'in Social Security

House Basement four. So far the club has eight
members wilh Brown Belt, Six wilh Green, Five
have Yellow while two are holders of white bek.

d{ai*{I

I*kasi calls it a day: The Estates Manager, Mn A.

S. Ndwiga presenting Mn S. S. R. I*kasi (lefit)

former Administration Officer I in Estates
Department with a retirement gifi during a func-
tion to bid him farewell at the VIP Restaurant on

8th February,2002.
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Sfnce the inccption of the Fund, the problem of the Suspense Account has remained the proverbial thom in the flesh. But kudos to

the new management, Hazina News can now report tremendous progress towards the resolution of the alt time problem, as conftrmed

by the Fund's Managing Trustee Mr. Josphert Konzolo.

The Managing Trustee has given an assurance that the problem will be history and members will be able to get accurate statements

and spee$r processing of their benefit claims.

Sus nse
GIearance

Some Good News

S

Understanding the
Concept

vidual employees' accounts by the Fund

when the requisite information is obtained

from the employers. lt must therefore be

borne in mind that:

* Money shown under Suspense Account

is actually book entries awaiting verifi-

cation for accurate book keeping oth-

erwise the bulk of the money has long

been paid out to retired members.

* The Fund can account for all contribu-

tions in Suspense Account.

{. The Fund requires the cooperation of

all employers for the level of Suspense

Account to be reduced to a more rea-

sonable level.

Genesis of the
Problem
To quote the words of the Chief lnspector

Mr. Kamami Ngugi, "the problem of
Suspense is as old as the Fund." When

NSSF was established in 1966, some

employers registered as members but due

to one reason or the other were unable to

have some of their employees registered.

However, as they were keen to fulfil their

statutory obligations, they remitted contri-

butions with incomplete returns while oth-

ers misquoted the membership numbers.

Those unaccountable remittances formed

the foundation of the infamous Suspense

Account. And little by little, different

employers contributed to the build up of

the account over the years by acts of omis-

sion and commission true to the popular

Swahili saying that " Kidogo kidogo hujaza

kibaba".

Therefore one of the main causes of

Suspense is the problem of unregistered

employees. When employers engage new

employees, the latter sometimes take too

Iong to register with the Fund. Their con-

tributions remain in the employer's

account until they are final[ registered

and this contributes immensety to the

build up of the Suspense Account.

Human error arising from hand written

returns also contributes significantly to the

building up of the Suspense Account.

Errors occur when a membership number

is copied wrongly or the names given do

not match the numbers. Admittedty it can

also occur when data machine operators

make mistakes when keying in data.

Main contributors to
Suspense Account

Agriorltwal Sector

The rate of workers turn over in the agri-

cultural sector is very high due to season-

al nature of most farming actMties.

uspense Account is an abstract

term that refers to the differ-

ence between employers' stan-

dard contributions and docket contri-
butions (return). ln other words,

when an employer brings contribu-
tions for his employees, the Fund

receives the cheque and credits it to
the employer's account. The accompa-

nying returns are used to transfer the
contributions from the employers

account (since returns are supposed to
account for the contributions) to indi-

vidual members' accounts.

However, if some membership numbers

and names given on the returns are incor-

rect, they are rejected during verification

since the correct membership numbers

must match conect names for contribu-

tions to be allocated. Whatever remains

unaccounted for stays in the employer's

account until correct information is

obtained to facilitate allocation. Suspense

Account therefore constitutes contribu-

tions which are yet to be accounted for by

different employers.

By the same token, Suspense clearance

refers to the process of transferring contri-

butions from employers' accounts to indi-
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During the peak season, workers are hired

en-masse only to be laid off during the

low season. Due to pressure of work,

many do not find time to register with the

Fund.

It becomes difficult to follow up such

workers for registration because in one

year a worker may work for several

employers. Many employers in the sector

therefore remit contributions with incom-

plete returns that end up in Suspense.

Secwiry and Transport Sectors

Many workers in these sectors are

employed on temporary basis. Worse still,

many of them work in shifts, making it

difficult for NSSF officers to register them

within normal working hours. When

remitting workers contributions, some of

the employers submit incomplete returns

that render the task of posting contribu-

tions to members accounts very difficult.

To register workers in these sectors

requires a lot of cooperation from the

employers and the Fund is making every

effort to improve its working relations

with employers in this and all other sec-

tors.

Efforts to Clear
Suspense
i) Quarterb and Annual Retum System

When the Fund was started in 1966,

monthty accounting system was adopted

whereby every employer was required to

remit contribution returns at the end of

every month. Since many employers did

not have modern computers and had to

complete returns manualty, clerical enors

were numerous resulting in a lot of

returns being rejected.

Apart from the high incidence of

enors, the monthly return system was so

laborious that the Fund decided to change

from monthly to quarterly return system

in 1968.

This reduced the margin of enor but

due to the fast growth of the labour force

in Kenya at the time, the Fund soon found

Suspense clearance refers

to the process of

tra n sfe rri ng contributi o ns

from employers' accounts

to indiidual employees'

accounts by the Fund

the three months period to be too short to

complete the task at hand.

ln 1971, the Fund abandoned the

quarterly accounting system in favour of

annual system in order to reduce the inci-

dence of human enor (which was partly

contributed by pressure of work especially

among large employers). This time round,

the Fund issued all registered employers

with pre-printed return forms called dock-

ets in order to enhance efficiency. All that

the employer did was filling each employ-

ee's monthly contributions on Part A and

B of the docket and sending returns to the

Fund at the end of the year.

This system significantly reduced the

margin of enor but it had the following

serious limitations:

It did not cater for employees who

were engaged in the course of the year, as

their names would be missing in the pre-

pyinted list. The employers then resorted

to drawing additional lists manually,

which increased the incidence of human

enor, therefore swelling the Suspense

Account.

It took the Fund a whole year to dis-

cover defaulting employers. Some employ-

ers closed down operations without remit-

ting workers contributions since no

returns were made during the course of

the year.

Due to the above stated weaknesses of

the annual return system, the Fund revert-

ed to monthly contributions returns sys-

tem in 199 I and has continued with it to

date. Even though conversion to month-

ly return system implied multiplying the

volume of work under annual return sys-

tem 12 times, the system has the advan-

tage of keeping abreast with employer

activities and ensuring that those who are

defaulting are discovered early enough.

The System is supported by computeriza-

tion for faster processing and schedules of

contributions to update members'

accounts.

ii) Suspense Clearancc Task Forct

Establishment of a Suspense Clearance

Task Force underscores the Fund's deter-

mination to clear the Suspense. The task

force which was established under the

chairmanship of the Deputy Managing

Trustee (Finance & lnvestments) started

off by instituting measures to curb

Suspense as well as intensifuing public

education through the media. The task

force is also employing a proactive inte-

grated approach to tackle the problem of

Suspense and hopes that soon the

Suspense will be cleared.

Some of the measures taken to clear

Suspense include:

.3. Decentralization of data capture to

Branch and Area offices so that errors

can be corrected promptly at the

source.

* Promoting the use of magnetic media

among employers to make contribu-

tions returns as a means of reducing

the margin of error. Some large

employers have adopted the magnetic

media for data transfer to the Fund

with tremendous success.

.i. Adoption of a new method of setting

targets for Fund inspectors which lays

emphasis not only on contributions

received but also on the accurary of

the returns.

Sensitization of employers on the need

to cooperate with the Fund in clearing

Suspense. This is being done through

stakeholders' seminars which the Fund is

organizing in all major employment cen-

tres in the country.

A Parting Word: WHERE THERE lS A

WLL, THERE IS A WAY.
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* The HIV virus knows no gender, age,

race or religion.

Definition
* HIV means Human lmmuno-deficiency

Virus.

* AIDS means Acquired lmmune

Deficiency Syndrome.

A canier is anybody who has the HIV

virus and can infect others. He does not

know that he is a carrier since he/she has

no sJmptoms. A person with HIV virus will

ultimately progress to AIDS.

A human body has an immune mecha-

nism that protects the body against infec-

tions. lmmune systems are made up of
white blood cells known as tymphorytes

which control the body from their base, i.e.

tymphoid organs such as thymus, lymph

nodes, spleen, intestinal tymphoid organs.

The destruction of immune defence

qystem exposes the body to the risk of
severe infections and certain cancers.

Modes of Transmission
* HIV/AIDS can be transmitted through

the following ways:

rSexual intercourse (heterosexual,

homosexual, oral, etc.).

r Blood transfusions.

r Vertical transmission (at birth mother

to child)

rUse of contaminated/unsterilised

instruments and qyringes e.g. by drug

addicts, ear piercing, circumcision

etc.

r'Exchange of body fluids from one

TIP ON

person to another through deep kiss- i

ing, wounds, bruises etc.

How to avoid getting
infected
* Abstinence from multiple sex partners.

* Keeping one uninfected sexual partner.

* Avoiding any substance, whether or

not it is injected, that is likely to alter

an individuals capacity to adopt meas-

ures of prevention (blood or sexual

relations)

.i. Avoiding use of contaminated needles

and qyringes as well as other acces-

sories used to prepare the drugs and all

unsterilised invasive.

Caregivers and those infected should

maintain basic hygiene standards.

+ HIV/AIDS cannot be transmitted

through:

r Shaking hands.

r Living together.

r Eating and cooking utensils

r Working together

r Coughing and sneezing

r Toilet seats

r lnsects (Mosquitoes)

r Food and water

r Helping AIDS victims/patients.

Symptoms
.3. Loss of more than logo body weight.

{. Chronic dianhea for more than one

month.

.E Prolonged cough for more than one

month.

* Thrush (mouth/throat)

.!. Swollen glands

* Loss of memory and intellectual capac-

t8
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ity.

* Peripheral nerve damage

* 'Recunent herpes zoster.

.!. Generalised herpes simplex (chronic)

How to prevenUcontrol
.i Change of sexual habits i.e. having one

sexual partner.

.i. Changing the social economic condi-

tions and forces that influence the

communi$l sexual practices e.g.

migrants to cities, poverty, alcohol

dependency etc.

* lmproved status for women.

* Create awareness within families, peer

groups, village, society etc.

.3. Education of children/teenagers about

their sexuality and empowering them

with skills and knowledge to be able to

say'no' to sex before marriage.

* lmprovement of couples' relationship

by talking more open! about the sex-

ual needs and issues.

.3. Counseling interventions with an aim

to change risky behavior.

HIV/AIDS Counselling
Application of general principles of coun-

seling to HIV situation.

* It facilitates coping with HIV infection.

* Gives hope with caring (e.9. family/care

givers).

* Evaluation of personal risk

t It facilitates preventive behaviors.

We all know that HIV/AIDS is real but

have created a denial syndrome. We all

have one life let us protect it.



So, what is customer
service?
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'Customer Service" is the name of the

department you contact when expe-

diting overdue orders. Viewed this

way, customer service becomes a mis-

nomer for customer disservice and

customer dissatisfaction.

People's understanding of the term

"Customer Service" can be categorised into

one of the three different levels:

(a) An optrational activity, which handles

and processes customer requests such

as order taking and expediting.

(b) A business activity, concerned only

with improving service levels of the

product or sewice, and measuring this

performance, for example by the pro-

portion of orders supplied on time. At

this level, customer service is still very

much isolated as a departmental

activity within the whole company.

(c) As a company where there is a total

commitment to superior performance,

and where customer service differenti-

ates this company from the competi-

tion.

q

At this level, there are many parallels

between customer service and total quali-

ty management. For many companies, the

task is to elevate customer service to a

level where satisfying the customer is

engrained at all levels in the organisation.

Having recognized that customer serv-

ice is perceived on a number of levels, we

still have not defined exactly what it is. ln

fact, it is probably easier to define what it

is not, because we are usually only really

conscious of customer service when it is

missing, and the level of service is lower

than we had expected.

This concept of expectation is impor-

tant, and although rather long definitions

of customer service do exist, it is meeting

and exceeding those expectations that

lead us to suggest:

* That the role of customer service is to

give the customers what they want - be

it information, a service or a delivered

product - when they want it. This

statement is not meant to be com-

pletely definitive, and two factors must

be borne in mind:

1. HOW is as important as WHAT

and WHEN. Factors that need to be con-

sidered are:

(i) Dependability -that the customer can

rely on the company.

(ii) Respect - Making every customer feel

they matter.

(iii) Courtesy - dealing in a polite and

friendly manner.

(iv) Responsiveness - in quickly addressing

issues

(v) Understanding - being able to associ-

ate with the customers and their prob-

lems.

.:. lt is not always possible to give the

customer exactly everything they want.

This is where the subject of expecta-

tions becomes important. The customer

has expectations of price, performance and

quality, as well as service. A satisfied cus-

tomer is one whose expectations have

been met or exceeded. The key therefore

is to give the customers what they expect,

recognising of course that this will be

influenced by factors such as price, type of

market and what guarantees or statements

have been made.

Customer service is important to every

organization: good service satisfies and

retains customers, while bad service drives

them away, usually to tell other customers

and even prospective ones.

A lot of money may be lost by compa-
'I\trn to page 20
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Today, werybody is talking about customer service. lmproving service is the in-thing in this tryper-competitive era.

Suprisingly, if you want to leam about customer service - what it is, how it is measured, how to improve it - you will find remark-

abty little material on the subject.

That could be so because everyone knows about Customer Service. You just know it has got to be right, or it could be that there

is a little bit more to customer service than first meets the rye, and that there is no universal solution. What is not debatable howev-

er is the critical importance of customer sewice today.

t9
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nies that ignore customers. Studies have

shown that a lost customer will leave with

ten others. ln addition dissatisfied cus-

tomers will discourage prospects who

might have approached the company for

business. The cost of getting a new cus-

tomer is five times more than the cost of
retaining existing customers. So how do

you improve customer service?

Let us answer this by considering first

the whole organisation. Nearly all compa-

nies that have been successful at develop-

ing superior service levels have done so by:

(i) Defining the company philosophy on

customer service, and drawing up a

mission statement.

(ii) Communicating this to all staff, and

educating them in the new culture.

(iii) Setting internal standards that the

organisation can measure itself

against.

(iv) Telling customers what the service

levels are. For example, NSSF com-

mits itself to pay all claims within one

month.

Communicating the service level is very

important and some companies use guar-

antees as a way of setting clear standards

and generating feedback from customers.

This feedback enables the company to

analyse and understand why things fail,

which is of immense importance.

Serving customers gives us the oppor-

tunity to demonstrate our professionalism.

We must learn to use the opportunity to

show our customers that we are a caring

organisation, dedicated to high quality of

service and then setting out to prove it by

meeting the customers' needs. Only

through customer pressure will we gain

the incentive to improve. Customer feed-

back, whether in the form of complaints or

compliments has to be seen as a message

from the people who pay our wages.

Having read this article, I hope that

you now have a better understanding of
customer service, and that it has helped in

some way to pull together a number of
separate issues that you may already have

been aware of. With the awareness that

the customer is our master, we should

strive to be courteous, friendly and obedi-

ent seryants for the purpose of maximising

customer satisfaction.

We should have our customers in mind

at all times. They pay for our meals and

hence if they stop coming for one reason

or the other then we shall go hungry.

Furthermore, the son-in-law was

po[gamous and there was no guarantee

that the deceased member's grandson

(minor) could receive the benefit.

Moreover, the grandson was not yet bom

when the grandmother died, therefore, at

no time was he a dependant upon the

grandmother.

To make things worse the deceased

member had no sisters and the onty

brother who was polygamous was also

deceased which complicated the claim

even further. His two wives had report-

edly passed away and apart from their

children being numerous, they do not fall

within the circle of possible beneficiaries.

Besides, at no time were they ever

dependant upon their deceased auntie's

support.

Such is the scenario which can put

the Fund in a situation where the pay-

ment of the benefit has to be delayed for

a Iong time while efforts are made to

identifo the righttul claimant. lt is the

occasional delays caused by such com-

plex situation which lead to the gener-

alised complaints regarding the Fund's

efficiency record.

W*.,**#1r:
deceased member will be paid sur-

vivors benefits, the process of identi-

fying the rightful beneficiary (next of

kin) can sometimes and often

becomes cryptic. Under normal cir-

cumstances the order of merit runs

as follows:

(i) Spouse

(ii) Children

(iii) Parents

(iV) Siblings

However, soon after a member dies,

numerous applications are submitted by

people who are later exposed to be at

best strangers by the real next of kin.

Due to these numerous claims to the

deceased members' estate, the Fund has

developed stringent controls to ensure

that benefits are paid to the rightful

dependants.

Nonetheless, cases have arisen which

have buffled even experts, as they were

never envisaged when the rules were

made. The following is a true story of a

survivors' claim which is challenging the

existing legal framework.

The Riddle
A single mother who contributed to the

Fund for a numbel of years died before

claiming her benefits. She was survived

by her onty daughter who was married at

the time of her mother's death. Since

both the deceased member's parents had

died, the daughter was the undisputed

next of kin.

Fate had it that after the survivor's

benefit cheque was written in favour of
the daughter, she died before collecting

the cheque from the NSSF Office. The

cheque was subsequentty cancelled to

await application by another next of kin

as provided for in the above order of
merit. Neither the deceased daughter's

husband nor her son could appty since

they do not fall within the prescribed

order of merit.

t.
l;
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The Cri mes of the

$ts!ier and the

Ih" telephone has altered all

I aspects of our lives. Business,

I love, politics, even time and

space, have been changed, most prob-

ably, forever, by this paradoxically use-

ful but at times dreadful instrument.

For a menace is what this little thing

has now become, chiefly because we

let it use us, instead of the other way

round.

ln life, the golden rule is "never treat

anyone on the telephone differently from

the way you would treat one you meet

face to face." Who among us, for exam-

ple, would visit another person and upon

anival, refuse to introduce himsel? Yet,

on the telephone, sometimes many people

imperiously demand the attention of the

called before bothering to check whether

their "intrusion" is welcome.

Most of us are familiar with office

telephones and their intenuption. The

fact is that the telephone can and does in

some cases penetrate into private sanctu-

aries: board rooms, bedrooms and sitting

rooms! ln all these corporate or household

shrines, frien& may be engaged on mat-

ters of g[eatet importance to them than

our calls. Under such conditions, can we

blame them for seemingly unfriendly reac-

tions to the ringing phone?

No one visiting a friend in person and

without prior appointment, visiting him on

matters other than "save-this-life-or-l-

die" would always expect instant welcome

with rapture into one's private rooms. But

how many of us, when we telephone, ever

politely (and prudently) inquire if it is con-

venient for our friends to speak to us?

Even worse, some telephone users have

a deplorable habit of ordering a junior

intermediary to first secure the person they

want and then hold him (when available)

dangling like a cooked fish until they are

"graciously" disposed to talk to him. No

one in his right mind would drop in on

others, order that they at once appear, and

then fail to be present when they appear.

Prudence demands that the person ini-

tiating a call be the first available, no mat-

ter how exalted his status (or his opinion

of it). The crimes of the person called are

relatively fewer than those of the caller.

This is because in human contact, he who

takes the initiative should be the more

punctual of the two.

Usually the discourteousness of the

person called are inflicted upon any third

party who happens to be present when the

telephone rings. ln such a case, the per-

son called should first excuse himself for

neglecting his visitor momentarily. For

who, in direct face to face discussion with

another person, and in his right senses,

would abruptly and without explanation,

turn aside to address a newcomer? ln all

fairness, he should first apologize to his

!
visitor on the spot, and then inform the

newcomer that he is busy and that he will

be attended to in a short while.

It is true that on certain occasions,

intenupting calls are about business, man-

ifestly less important than the business at

hand. Nevertheless, it often pays to ease a

caller's anxiet5z by letting him know that

he would be called back. A telephone call,

it is worth remembering, is no less than

somebody paying one a 'courtesy' call.

Who among us ever confirmed through

experience that all in-coming mail con-

tains bills and tedious letters always asking

recipients to do unpleasant things in life?

No one has ever confirmed so. In-coming

calls cannot all be on unpleasant news.

Any person with such a pre-conceived

idea and belief will always respond to tele-

phone calls 'rudely' and with the familiar

brief response "Hallo". Such a response

leaves the caller cold and with a feeling of

being unwelcome just as a cruel look of a

prospective host leaves a visitor cold.

The sooner many of the callers and the

called leam to be prompt, brief and cour-

teous, the more pleasant and useful the

telephone will become.

$B
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Retilement Tlme
Mr. Aiok calls it
a day

M
r. lohn Aiok a Higher

Clerical Officer at the NSSF

Headquarters has retired
gracefully after 30 years of uninter-
rupted service to the Fund.

During a lavish farewell part5r organ-

ized by fellow shopstewards, a cheerful

Ajok, clad in an immaculate grey suit, a

matching stripped tie and a shinny black

pair of shoes, was given an enviable stand-

ing ovation and loud applause as he

entered the seminar room in SSH Block 'A'

where his hosts were anxiously awaiting

his anival.

He was flanked by Messrs L. Katampoi

and J. Kamiti of Benefits Department who

have had a close working relationship with

him during his sunset days at the Fund.

Led by the Chief Shopsteward Mrs.

Joyce Karanja, all shopstewards at the

function praised ItIr. {ok for his selfless

contribution to the Workers Union.

{ok is fondly remembered by the

unionisable staff members for the success-

ful crusade he spearheaded for review of
their salaries in 1994.

ln his farewell speech, Mr. Ajok advised

shopstewards to observe discipline and

work diligently in order to earn the respect

of the Fund Management and provide

good examples to be emulated by fellow

unionisable staff. He stressed that a shop-

steward must be above reproach in order

to earn the moral capital necessary to arbi-

trate effective! in matters of discipline

and renumeration.

After being presented with a bicycle as

his farewell gift by the Union Branch

Secretary Mr. Dismas Osano, Mr. {ok took

the opportunity to share his vision with his

union brethren.

Refening the gift as prophetic, Mr.

Ajok revealed that he plans to contest the

\lr..lttlttt \.ittl.. tiutttiit,.' iitl ltrtttt lt il. tt', {'/1r'\ rirri ;r!t tii ii l;r,1y;1i 1,1 11 lttt.':, l,'t,rn
lrir r/tnlri/r'rr urtl ltrLlltr,'rt \trrrtrlirr,( 1.. l{: {.lrill \ir,,;,..r,:r',rrri 11,, j,rrr'r' l,.t/tt,tt!ti
( rtttttttr hrxli, lt't'r';rtrlr \ittlri. lltvrrrt". {t;tutt:,tt}ti .! . lrrut,t. \ri,Irllt/ri( I li. .l1
llttli rtttl llr. ( t1'l1i11i;

Alego Usonga Parliamentary seat in the

coming general elections and would use

bicycles to reach even the remotest pafts

of the constituency during his campaign.

He caused a stir when he pleaded with

the staff not to brand him "an agent/bro-

ker" when he brings his constituents to

NSSF, saying that as a politician, Alego

Usonga people would always seek his

guidance.

Bemoaning ignorance of the law as the

greatest handicap to successful collective

bargaining, Mr. Ajok challenged the shop-

stewards to master the Trade Union Act

Cap 234 if they wished to be effective. He

also advised them to render selfless service

to the people who elected them to office

instead of seeking self-aggrandisement.

Mr. Ajok joined the Fund on 2nd Ju[,
197'l as a clerical officer when NSSF was

still a Department within the Ministry of
Labour. He retired as a Higher Clerical

Officer in Claims Section of Benefits

Department. Hazina News wishes Mr. {ok
success in his political ambitions and other

endeavours.

Field Office
Managers
Reshuffled
Ihe following transfers

I 
affecting Area and Branch

I Managers were made in

September 200 I in a bid to
improve and maintain effective

delivery of services to members,

l\4r. Kr'rtrtcrly N. Orrt;ori was nro\('(l

frottt N.yurrza Arcu Ol'l'ict' to Nortlr Rilt

Area as Arcr lVanirtlt'r. i\4r. Iircrl l'.
Kaplaigiya rrrovt'd ll.oru N()rtl) Rilt to

Ntlttzlt lts Art'l) l\,4trnlrr;cr.

lVr. Arrtorrv Mbat, Bnrrrch \,11rrtt;r'r

Kakirtttcila, ttas tnrrrstcrr.ctl lo Ntcri

Art'u Ol'licc it\ llrt' Actinty \rca

Mit rtirr;cr. I\4r. lVurk ('lrarrt;ulrr :r. Br,r rrclr

Mirtutl;cr Kitlrlc, nroverl lo Krrk.rrncrl:r

itt llrc slrtrrc t'irplrcily.

l\4r. l'lrttl K:rt;it;r, Bnrrrr lr \lrrrrt;t'r
N.vt'ri ruot'r'rl lo Kct ur;r,\ . r rrr tlrt'

lJr:rrrclr lVl:rrr;rr1r'r.

IVr. \t;rtrllt I(olir lr. iir;rrrclt
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Retitees
The following officers have retired from the Fund after attaining their retirement ages.

NAME DESIGNATION DEPARTMENT W.E.F

Manasseh C. Undusu

Earnest L. Mbogo

Lucy M. Njoroge

Charlie Muriithi

Dickson Kiriama

James Kinyanjui

Kenneth Akibaya

Nashon O. Ajuoga

IMartin Odhiambo

John Ochieng

Solomon Gaitta

Maxwel Wamae

Johanam O. Ondego

John I\4achungo

Peter Omalo

Simeon Lekasi

Wairegi Kamau

Philip Katana

Sanruel Kimani

Jane Gachau

John Ajok

Edward Maundu

Charles Warui

Richard Olang

Peter Kabiru

NAME

1. Leah Ndiangui

2. Darius Malaglo

3. Josphat Chavasu

4. Peter Tonui

5. Jayne Okattv

6. Winfred Keter

7. Lawrence Hayanga

8. IMaimouna Sabulei

lnspector ll

Higher Clerical Officer

Driver lll

Clerical Officer

Clerical Officer

lnspector ll

Higher Clerical Officer

Senior Admin. Assistant

Senior Admin Officer

Fingerprint Officer ll

lnspector I

lnspector lV

Chief Analyst Programmer

Subordinate Staff

lnspector lV

Administration Officer I

Security Warden lll

Benefits Officer I

Higher Clerical Officer

Copy Typist ll

Higher Clerical Officer

Senior Clerical Officer

Driver I

Senior Assistant lnspector

Senior Clerical Officer

Compliance

Finance

Administration

Finance

Compliance

Compliance

Finance

Administration

Administration

Compliance

Compliance

Compliance

Computer

Administration

Compliance

Estates

Administration

Benefits

Finance

Personnel

Benefits

Compliance

Compliance

Compliance

Administration

03.o2.2002

01.07.2001

01.07.2001

01.07.200 r

o1.02.2002

0 r.08.2001

01.07.2001

0 r.0 t.2002

29.O9.2001

16.12.2001

21.12.2001

o1.12.2001

11.12.2001

13.O7.2001

16.12.2001

14.12.2001

01.07.200 r

01.06.200 r

06.01.2001

01.07.200 r

01.07.200 I

0l .07.2001

t6.03.200 r

0 r.07.2001

0 t .07.200 r

Hazina Newsletter wishes them every success in their future plans.

Deaths
DESIGNATION

Subordinate Staff

Driver ll

Subordinate Staff

Subordinate

Assistant Fingerprint

Officer

Clerical 0fficer

Data Machine

Operator ll

Driver ll

DEPARTMENT

Compliance

Compliance

Compliance

Compliance

Compliance

Compliance

Compliance

Compliance

NAME

9. Jeseph Muteti

I 0.Joshua Koech

I l.Silas Onyango

l2.lbrahim Hussein

t3.Gladys Maina

l4.Jeanrosia l\4.

Wambua

I 5.John P. 0.

Nyawanda

16. Risper A. Okello

DESIGNATION

Clerical 0fficer

Clerical Officer

Security Warden lll

Subordinate Staff

Subordinate Staff

Higher Clerical

0fficer

Clerical 0fficer

DEPARTMENT STATION

Finance Hq

Benefits Hq

Administration Hq

Compliance Garissa

Administration Hq

Administration HomaBay

Compliance Hq

STAllON

Nyeri

Mombasa

Kakamega

Nakuru

Hq

Kericho

Kericho
Senior Fingerprints Compliance Hq

Assistant
Narok

May their souls rest in peace.

Field Office Managers
Reshuffled

From preious page

I\4anager North Rit't rvas trarrstcrred to

lrrduslrial Arca Ol'ficc as lrrspcctor lll.

Mr. .lurnu Mranrba. lrrspccttir lll Voi

Olficc rnovcd to North Rift 0l'llct' as tlrt

Brartclt I\,4anager. Mr. Edlvard S. G.

Mureitlri rvas trarrsferred fronr Citl

Centre to Nyeri Arra Officc as lttspector

lll.

I\4r. Johrr Onruga. lnspector lll

Thika Olfice rvas translerred to Kitale

rvhere he takes ovcr as Branch

Manager. Mr. Richard Kiti, Branch

Manager Keruqoya nroved to City

Centre Office as lnspector lll. lVr.

Duncarr IVlwaniki, lnspector lll Nyeri

Office was elevated to Branch lVlanager

Nyeri.

lVlr. R. Chesang. lnspector lll nrovrd

fronr Mwingi to Kabarrret in ttre sanre

capacity. lVlr. Ncne Nzyuko, lnspr:ctor

lll nrovecl lrorn City Cortcr to Keruclova

Area Office as lnspector lll.

Mr. ll. N. \4uthui, Senior Assistant

lnspector, lndustrial Arca was lrarrs-

lerred to Machakos as lrrspcctor lV. Mr.

(i. R. I\4boy;r, Scrrior Assist:tttl

Irrslrcctor, ('il.y ('orlrc, wirs rrrovcrl lo

Kisunrrr Art';r Of lice irr llrt' s;rrrrt' t';rpac-

ity.

All tlrt' a{fi'ctcrl llcrsorrrrt'l havc

alrcadv rcported to tlrcir rrcw statiorrs.
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Ih" NSSF Staff Benevolent Fund

I was formed in March. 2OO I to
I assist bereaved members meet

funeral expenses during the unfortu-

nate loss of loved ones.

ln the past, during the loss of a staff
member or a relative, staff members were

called upon to contribute in the spirit of
African Socialism to assist the bereaved

member meet the funeral expenses and

other related costs. This is still the prac-

tice to a very great extend.

Staff Help
Staff help is sought by way of the closest

friends and colleagues passing round a

request in a form of a circular where all

those who contribute put down their

names and the amount paid or to be paid

at a later date. ln most instances, those

who indicate that they will pay at a later

date either forget to honour their pledges

or simply ignore them, inconveniencing

those collecting the donations. At any rate

not much is raised this way.

With our self-help (fund raising) spirit

now extended to virtually all development

and social activities, sometimes members

of staff are overwhelmed by the many

requests for donations such that they are

unable to make any meaningful contribu-

tions.

Reliable and accessible
assistance
Most of us support a large extended fam-

ily either fully or partially, by way of pay-

ing school fees, buying clothes, paying for

medical assistance, food etc. lt therefore

becomes difficult to make meaningful

contributions towards a bereaved col-

league's funeral arrangements.

It was in the light of the foregoing that

the Staff Benevolent Fund was started to

assist bereaved members of staff with

funeral related expenses

The contribution rate is only

Kshs.200.00 per month and one needs to

have contributed continuously for at least

six months to qualify for assistance.

Present position
The Staff Benevolent Fund currently has

a strength of 783 members. Already over

ten members who have lost dependants

covered by the scheme have been paid.

The Fund currently covers the member,

the members spouse, children and par-

ents.

Entitlements
Loss of a spouse - Kshs. 40,000/:

Loss of a child - Kshs. 20,000/=

Loss of a parent - Kshs. 20,000/=

The future
It is anticipated that when the "Fund"

builds sufficient reseryes in the future it
will incorporate other benefits. These will

include in-patient medical assistance for

the contributor and bringing parents-in-

law under the scheme, among others.

Appeal
lf you are a staff member of NSSF and

have not joined the Staff Benevolent Fund

you are missing out on a very reliable

source of financial assistance in the event

of a social contingency such as death in

your family. Do not sit on the fence and

burden people with an event which

though inevitable can be planned for. The

sooner you join, the earlier your depen-

dants fall under cover.

Fill your membership form today. The

forms are available from Departmental

representatives at the Headquarters or

from the Area/Branch Managers. They can

also be sourced from the Benevolent Fund

Secretariat on 20th floor of Block A Social

Security House Room 2001.

The author is the Secretary of the NSSF

Staff Benevolent Fund

NAME

l. Luke R.0. Okech

2. Hillary K. Mwaita

3. Josphat M. Kagori

4. Darlington Z. Kemoni

OLD FOST

Senior Ass. lnspector

lnspector lll

lnspector lll

lnvestment Officer I

DESIGNAI'ION

lnspector lV

lnspector 1l

lnspector 1l

Senior lnrtstment

0fficer

Senior Legal

0fficer

NAME

6. Anastacia W. Mbogo

7. George Mwandembo

B. Milka M. Bwondara

OLD POST

s.s.0.

lnspector lll

s.P.o. (P)

DESIGNATION

Chief Supplies

0fficer

lnspector 'll

Chief Penonnel

0fficer

Chief Personrcl

0fficer [l)

Driver ll

Driver ll

Senior Sub Staff

9. Grace 0chieng s.P.o. (T)

l0.Benard O. Nyakundi

I l.Christopher Osugo

I 2.Rhoda A. 0chieng

Driver Ill

Driver lll

Sub/Staff

5. Margaret C. Osure Legal 0fficer I
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NAME

l. James J. Ngota

2. Ruth M. Nkari

3. Georqe Ogwado

4. Stephen K. Bii

5. Bancy M. Njeru

6 John K. Mutira

7. Mary N. Ndare

B. Peter Nyaga

9. Sophie A. Ougo

10. Edward M. Yesse

I l. Sarah C. Butaki

12. Hilary Angawa

13. Valintina Muli

I 4.Joseph Cheserem

15. Francis Miami

16. Hastings 0. Otieno

17. David 0mandi

18. Geoffrey Shikanga

lg.Elijah Korir

20. Caroline Juma

2l.Nero K. I\4ulee

22.Alexander Amuguru

23.Vitalis 0dipo

24.Caroline C. Kimeto

25.Joseph K. Ndambuki

26.Fred M. Kaplaigiya

27.Paul 0. Atela

28.Kennedy C. Bett

29.Joyce W. Chege

30.Paul M. Kagira

3l.Josphat K. Mongare

32.Mark Changalwa

33.Juma Mramba

34. Robert K. Lesiew

35. Edward S. Mureithi

36. Herman G. Nlwangi

37. Jepkoech Chemirmir

38. Wilfied Onchiri

39. Robert Chitwa

FROI\4

Kericho

Headquarters

Kisumu

Headquarters

Headquarters

Nyeri

Headquarters

Garissa

Personnel

Headquarters

Eldoret

Nairobi Area

Finance

Nairobi Area

Eldoret

Eldoret

Naivasha

HQS

Kapsabet

Personnel

Makueni

Garissa

Headquarters

Headquarters

Headquarters

Eldoret

Sotik

Narok

Nakuru

Nyeri

Lodwar

Kitale

Voi

Kabarnet

City Centre

Headquarters

Headquarters

Westlands

Headquarters

TO

Nairobi HQ

City Centre (M)

Embu (M)

Kericho (M)

Nairobi Area (M)

Eldoret (M)

Thika (M)

Nyeri (M)

Administration (M)

Nairobi Area (M)

City Centre (M)

Headquarters (M)

lnvestments (lVl)

Kitale (M)

Nyahururu (U)

Malindi (U)

Nyeri (U)

Itlombasa (U)

Narok (U)

lnvestments (U)

Kiambu (U)

Headquarters (U)

Naivasha (U)

Nakuru (U)

Makueni (U)

Kisumu (M)

Kericho (U)

Eldoret (U)

Headquarters (U)

Kerugoya (M)

Kitale (U)

Kakamega (M)

Eldoret (M)

Mwingi (lvl)

Nyeri(M)

rhika (M)

Nakuru (U)

Garissa (U)

Narok (U)

NAME

40. Nicholas Mbithi

41. Robert A. K. Tete

42. Pauline Chege

43. Caroline Alindi

44. David Ombui

45. Richard 0chieng

46. Paul Gitithi

47. Daniel K. Mwangi

48. Situma Wangila

49. Patrick Munywoki

50. Wilson K. Korgoren

51. David Githua

52. Erick Rutto

53. Erick Kithinii

54. Stephen Omwanda

55. Benjamin Muema

56. William Serem

57. Thornas Orenge

58. Paul Kiptoo

59. Rita Kiio

60. Philip Tonui

61. Richard Chesang

62.Hannington N. Muthui

03. Richard C. Kiti

64. Edward IVureithi

65. Gideon Mboya

66. Antony Mbaeh

67. Hannington Muthui

68. Stanley Rotich

69. Kennedy 0ngori

70. Obed Mbuvi

Mr. Kennedy N.

Ongori the new

Area Munager
North Rift

Mr. Fred I1
Kaplaigiya the

new Area
Manager Nyanza

FROM

Headquarters

Lamu

Headquarters

Kisumu

Benefits

Homa-Bay

Nyeri

Nanyuki

Busia (K)

Meru

Nakuru

Headquarters

Eldoret

Headquarters

Headquarters

Naivasha

Headquarters

Headquarters

Headquarters

Headquarters

Headquarters

Mwingi

Nairobi Area

Kerugoya

Nairobi Area

City Centre

Kakamega

Nairobi Area

Eldoret

Kisumu

Finance

TO

Meru (U)

Mombasa (U)

Thika (U)

Westlands (U)

Personnel (U)

Busia (K) (U)

Nanyuki (U)

Nyeri (U)

Homa-Bay (U)

Kitui (U)

Kapsabet (U)

Kerugoya (U)

Narok (U)

Garissa (U)

Naivasha (U)

Headquarters (U)

Kapsabet (U)

Kisumu (U)

Eldoret (U)

Sotik (U)

Narok (U)

Kabarnet (M)

Machakos (M)

Nairobi Area

Nyeri (M)

Kisumu (M)

Nyeri (M)

Machakos (M)

Nairobi Central

Eldoret (M)

'lnvestments

t
:*

H
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Basketballers Honoured
Ih" Man.rging Trustee' Mr.

l'-".':,.H:,,ir.:"j:.:::::,,:::
ing their triurnphant return from
Kigali, Rwanda, where they represerrt-

ed the country at the East, Central

and Southern African Club

Chanrpionship in tuly 200 l. The teanr

which was the reigning Prenrier

League Champion, returned to the
country with a First Runners-up tro-
phy after a grueling contest with
Viiana of Tanzania who emerged the
chanrpions.

ln his address to the players, the

Managing Trustee commended the team

for their starring performance. He, how-

ever, cautioned that since success is cov-

eted by everyone, the team would need to

treble their effort to stay at the top.

Underscoring the crucial role played by

sports in building team spirit, the

Managing Trustee told players that the

best way to mould one's character is

becoming a team player where virtues like

selflessness and sacrifice are inculcated.

He said that it does not matter how qood

one is if one cannot work with other peo-

ple as all that brilliance goes into waste.

Thanking the Managing Trustee for

supporting the team in their first interna-

tional tournament, the chief of mission

Mr. Martin Odhiambo regretted that had it
not been for biased officiating of the final

match, NSSF would have brought the win-

ners trophy home like Kenya Ports

Authority (Women) who flew back into the

country with the prestigious East, Central

and Southern African Challenge Cup. Mr.

Odhiambo said that now that the team

Stuuding (1.-R):

,losaph lgrrrc,
..ldams )|jontge,
'lit n v,lvic ru, litlm t t n I

ll'erc, .futuslt M idivrt.
I)ayid Ariku, .lolut
l"j u g u t r o, l,' a u s I i r t

,lI rr gc tt di o nd .l o lt rr

Otieno.
Sruted: (1,-R):

Ocol'lrey illuthui,
(ircgrtrv* Odaru and
l\Iartin Kon.vi.

was expected to defend the trophy in
Bujumbura, Burundi, they would mobilize

the last ounce of strength to ensure they

recovered the cup that was wrenched from

them by Vijana.

Also present at the function was

Deputy Managing Trustee (Finance and

lnvestments) Mrs. Rachel Lumbasyo;

Deputy Managing Trustee (Personnel tt

Administration) Mr. S. K. Chemng'orenr;

and the Senior Public Relations Officer,

Mrs. Jane Mweu.

beating Kenya Champions Telkom 55 -
43 in the finals.

The Scores by NSSF were as follows:

Telkom (Kenya) Vs NSSF -5O - 28

JKT (Tanzania) VS NSSF -35 - 33

Jeshi (Tanzania) VS NSSF -50 - 38

Posta (Uganda) VS NSSF - 36 - 30

Netballers win Accolades
Ihe NSSF Netball Club was

I 
declared the most disciptined

I team during the East Africa

Club Championships held at Nairobi

Railway Club from 24th November to
I st December 200 l.

The team was awarded a cup for dis-

cipline during th€ third edition of the

regional sent that imoh/ed a total of l0
women's teerrs alrd fqr men's teams.

ln the women's category, Tanzania

was represented by Bandari who were the

defending champions, Jeshi and JKT.

Uganda was represented by Kampala City

Council, Postal and National lnsurance

Company. Zanzibar was represented by

Jeshi la Kujenga Uchumi. The host teams

wwe NSSF, Telkom and Kenya Prisons.

Tanzania's Jeshi Stars were crowned

th,e East African Club Chanrpions after
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SSF foins Top League
4 years of see-sawing between posi-

5 and 8 in Division ll since 1997, the

Volleyball Team finalty qualified for

the Premier League in the year 2OO2 by

finlshing in an emphatic 2nd position in

zo0t. This qualification is well deserved

givdn the hard work the team put in dur-

ing fihe season, thank to our new coach,

Mr. Sammy Kirongo.

The Club has set its eyes on scooping

the tpp honours in the league this season

and has started on a sound note. Halfway

through the season the team was on top

of the standings with 9 points from 5

matchts having won 4 and lost only l.

The teEm went on to finish the l0-team

league with an overall 15 points from 9

matche$ winning 6 and losing 3, hence

coming Znd to Mombasa Pipeline

Company who finished lst with 16 points,

winning 7 and losing 2 matches. Telkom

KakamegE and Chemelil finished 3rd and

4th in that order.

Bonite lnternal Volleyball

Tourniment
Arising froln good performance and rank-

ing in tlhe league standings, NSSF

Volleyball tham was nominated to repre-

sent Kenya during the annual Bonite

lnternation0l Tournament in Moshi,

Tanzania, shheduled for 25th - 2gth

September, Zbo t. ttrough we did not par-

ticipate in i the tournament due to

unavoidable Fircumstances, the nomina-
I

tion served lto inspire us to greater

exploits. l

TOURNAMENTS

Chairmati's Cup
The team had a\ ftylng start to the season

when it reacheil the semi-final against

KCB. Though we lost 3 - l, the fact that

we snatched a set from the current

National League champions was an ear[

message to all our would-be opponents.

The match was played on l0 - 1 I February

2001 at the University of Nairobi.

I nvitational Extrav aganza
We scooped the runners-up trophy against

G.S.U during the University of Nairobi

lnvitational Volleyball Extravaganza held

on 16 - l7 June 2001. ln the tough

encounter, we took the first set with a

decisive 25 - 15 margin. We, however, lost

our concentration in the second set con-

ceding 19 - 25 before finally letting G.S.U.

win I - 3 (25-15, 19 - 25,23 - 25, 22 -

25).

Walking to alleviate
Poverty

A section of the NSSF Volleyball Team that

took part in last year's Freedom From

Hunger Walk.

Apart from enhancing team spirit and

physical fitness as sportsmen, the Walk

provided our club with the opportunity to

contribute to the less privileged members

of our society. We managed to raise over

Ksh.5,00O towards this cause. Our thanks

go to all participants.

NSSF
Player foins
National
Team
Cheruiyot Ruto,

NSSF booster was

called to the Kenya

National Volleyball

men's Team whose first assignment was to

represent Kenya in the Africa World Cup

Qualifiers in Algiers, Algeria in August

200 t.

Making his debut in international vol-

leyball, Cheruiyot has height as his great-

est advantage. Standing 6"4" inches he

will be the tallest booster (setter) in Kenya

Volleyball history and will fit well in the

national squad that has hitherto been dis-

advantaged by height in the international

scene.

Volleyball
Coach
The Volleyball Club

owes much credit to

its coach Mr.

Sammy Kirongo

who has brought in

a whole new

approach and

dynamism in the

game. From a

demeaning Bth

position in the 2000

league the coach

brought the team to 2nd position in 2001

and hence propelling it to more competi-

tive and prestigious Division I in 2OO2.

Mr. Kirogo an ex-international who

doubles-up as the National Junior Men's

team coach as well as trainer for the

National Men's Team believes finishing

among the top 5 next year is an attainable

objective. A berth in the play-offs (top 4)

would thus be a welcome bonus.

We wish him every succ"'

I

\
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2001 Africa Women
World Cup Qualifier
Once again our women put Kenya on

the world map when they put up a

sterling performance to qualify for

the World Cup in Germany in 2001

as Africa representatives. ln the

Africa Zone qualifier held from l3th

- I 5th July, 2001 at the Moi

International Sports Centre, Kasarani

Kenya dismissed Tunisia 3 - O (25-

23,28-26,25-23) in the final. Victory

did not come easily as Tunisia relied

on height and professional experi-

ence to deliver devastating spikes

and serves on Kenya.

World funior
Championship (Under
t7)
Kenya was represented in the cham-

pionships held in Croatia by our

under 17 girls who had earlier in

August, 2000 qualified as Africa's

onfu representatives. Though they

did not impress that much, the girls

came back with a wealth of experi-

ence and new ideas.

Irhe club was formed in early 1998

I and is composed of staff mem-
I bers only. Since its inceprion the

club is trained by Sensei (coach) Bon
Owiti who holds a 4th Dan-black belt.

Our Karate Club practices a Karate form

known as "Shotokan". With the help of
Sensei Bon, some of the club's members

have been elevated from the junior grades

(belts) to Senior grades i.e. 2nd Kyu brown

belt.

Achievements
The NSSF Karate club has achieved a lot
since its inception. Currently the composi-

tion of the team in relations to grades is as

follows:

BrownBelt-BStudents
GreenBelt-6Students
YellowBelt-5Students
WhiteBelt- lStudent
The NSSF Martial Arts Club competes

with other Karate Clubs and this encour-

ages the club members to put in their best

at all times.

ln I999 the team was privileged to rep-

resent the Fund in a tournament in Nakuru

during which it scooped 4th Kata position.

The year 2000 was a great one for the

club, the lady's team attained lst Kata

position while the men's team attained 2nd

Kata position in the national tournament
held in Thika representing Karatekas from

all over the country.

It was the same year that saw the

awarding of Diploma Certificates in ranking

recognition to eight students ofthe club by

the Karate-do Association of Kenya. This

means that the students were elevated to
2nd Kyu Brown Belts for their exemplary

performance.

The Students were:

l. Steve Mutia 5. Michael Mwalo

2. Hezron Mwangi 6. George Wanjohi

3. Ambrose l\4usyoka 7. James Sengele

4. George Nyakuri B. Hezbon Kasasi

Early last year the team participated in

Kumite and Kata competitions at the

National lndividual Championships in

Nairobi. The competitions gave the team

an opportunity to gauge their performance.

Conclusion
Karate is a sport, which requires high disci-
pline, has no age limit and apart from pro-
viding you with fun when training, it arms

you with self-defense techniques. lt also

improves your health and ensures that you

go through life feeling more energetic and

secure.

"Lets all join and become Karatekas"

Compiled By:

Steve Mutia (Former Chairman NSSF Karatc

Club), Hezron Mwangi (Former Vice-
Chairman), Graham K. Mwaloma

KARATE CLUB KICKS ITS BEST FOOT
FORWARD

*,
)

Jemimah Naliaka is the daughter of
Michae I Ouma of Administration

Department (born on 9th April 2001).

Hazina congratulates Michael and

wishes happy Naliaka a healthy long life.

.,f.,"[:]]{,#i*'rxiTr;i
,r ,r1 , !('i,' boy Bryan Wanjala on 10th Juty

\tt 2ool. Master wanjala's father

\ ;.,: Philip Wanyanja works in the Fund's
u 

Legal Division.

We wish Baby Bryan a long and healthy life.

Its double joy for Peter B. Mastamet, an Inspector in the Funds

Kabarnet Office and Jane his wife for getting a New Baby and a New

House. Mrs J. Mastamet is seen posing infront of their new house

(thanks to NASSEFU) with Levi Kipkemoi their six months old son.

Mr ft Mrs Peter Mastamet wish to share their joy with the rest of
the NSSF famity.

Family N

"q
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BOARD OF TRUSTEES

NSSF is the only Social Security organization which
provides basic social security to workers in the country

with a nationwide outreach covering every district
throughout Kenya.

Membership
Compulsory for all employers and employees

except those exempted by law.

Benefits
Payable when a member reaches the end

of their working life.

Futu re Prospects

The Fund's Act has been amended in order to enable it to
operate a more realistic scheme catering for the basic

needs of all categories of workers including those in self
employment. ln that regard future benefits may include
partial payments prior to qualifying age and periodical

lifetime payments instead of once-and-for-all lump-sum
payments to retirees.

FOR YOUR SOCIAL SECURITY ALWAYS
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lrrv;rlirlity bcrrrfll - this ol'charge lrom either the

'fhe National Social
Sccurity Fund provides a

packagc of five benefits to
members qualifuing lor them

as lollows:

to bc cither physically or
rnentally incapablc of
continuing; with regular
occupations lor thc rest ol his
or her working life.

Srrrvivor's []crre llt - This bcne fit
is paid to thc survivors or
dependants of a deseased rnenrbcr

Ltnir;rirliotr (lrlrnt Bcrrt'flt - An

Emigration grant is pairj to a

member who is pcrnrancntly
migrating lrom Kcnya.

Withrlruwal []orc{lt - this
benefit is paid to a mcmber who is
at lcast 50 years old and is rctircd
from rcgular employment.

Arlc l3t'nt'fil - a member
qualifies for this benefit at the
agc ol'55 or when he ultimately
retires tiom paid rmployment,

whichever is lattcr.

benefit is paid to a

member who is
certified

Members can obtain thcir
statements of accounts tiec'

tlcadquarters or Area
Ottlccs.
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