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ABSTRACT 

This study assessed the beneficiaries‟ satisfaction on benefits received from social security 

institutions: A case of local Authorities Pensions Fund (LAPF) Headquarters in Dodoma.  

Three research objectives guided the study. First, to assess the level of satisfaction to 

beneficiaries‟ on the benefits offered by LAPF; secondly, to identify the causes of 

dissatisfaction to beneficiaries‟ in relation to the  of benefits received from LAPF; and 

thirdly, to evaluate new ways, if any, introduced by LAPF in order to increase level of 

satisfaction to benefieries on the  benefits received. The study applied qualitative and less 

quantitative approaches and cross survey research designs was employed. The number of 

sample was 40 respondents. The study used primary and secondary data. Primary data 

were collected through questionnaires, interviews and documentary reviews. Quantitative 

Data were analyzed using Statistical Package for Social Science (SPSS) version 16.0.  

The findings revealed that there are several factors of dissatisfaction to beneficiaries in 

relation to the benefits received from LAPF. These include; adequacy on the benefits, 

provision of the services to the member and beneficiaries, benefits processing and failure 

to give benefits to the some beneficiaries due to some reasons like loss of some important 

documents. The study recommends that LAPF organization should review their benefits 

regularly, employ the reliable system to calculate benefits on time and have member 

service desk for the member to share their view and claims on the benefits and service 

provision from LAPF. 
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CHAPTER ONE 

BACKGROUND AND INTRODUCTION TO THE STUDY 

1.0 Introduction  

This chapter seeks to explain the back ground and research problem. The chapter also 

seeks to explore the background of the organizations in which the research was carried 

out. The objectives of the research, the research questions, and the significance of the 

study and the limitation of the study are also presented in this chapter. 

1.1 Background Information 

Pension benefits are the key part of the remuneration package for civil servants after 

retirement.  Compensation is an essential part of the incentives to recruit, retain, motivate 

and reward public servants. In this way, an assessment of the social security cannot be 

isolated from a broader assessment of overall public servant compensation and other 

incentives for public officials (Stewart and Yermo, 2009). 

 

In practice, the reforms of national social security systems carried out in recent years have 

drawn on each of the three components described above, i.e. targeting of benefits, 

increasing prevalence of economic over social concerns and the promotion of 

individualized options, where possible not provided by the country, with the aim of 

achieving a level of protection perceived as more effective than that provided under the 

previous systems. Moving away from the exclusive or predominant role of the public or 

para-public sector in the field of compulsory social security should make it possible for 

insured persons (the consumers ) to shape to a certain extent their demand for social 

protection according to their own perception of what their needs are (Gruat, 2000). 

The social security system creates a complex set of implicit and explicit incentives for 

labour supply and retirement decisions. While previous work has found that incentives 
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from the Social security system affect labor supply and retirement behavior (Coile and 

Gruber, 2007; Liebman, Luttmer and Seif, 2009). 

 

In general, pre-funding via pension funds is preferable to reserve funds, as the former 

guarantee ownership or beneficial rights to pension plan members and is normally subject 

to a comprehensive regulatory and supervisory framework. Moreover, the financial 

advantages of pre-funding generally when this takes place via pension funds or reserve 

funds. A preference for reserve funds may arise if there are cost or/and investment 

performance advantages over privately managed pension funds, something which is 

unlikely to happen in countries with poor public sector governance. 

 

In Africa, infrastructure is one of the most promising venues for pension fund investment. 

So far, the most active investors have been pension funds in South Africa, but pension 

funds in other countries are also looking into the asset class. For example, Kenya is 

looking to the pensions industry to fund the country„s infrastructure and domestic needs in 

partnership with the International Finance Corporation (IFC) and World Bank (Stewart 

and Yermo, 2009). 

 

Most sub Saharan African countries do not have meaningful publicly managed pension 

and social security systems, though some form of pension coverage is available in a 

limited number of countries. Where benefits are offered to formal sector workers, they are 

provided either by public service pension schemes (the public sector being by far the 

largest employer in most countries of the region), national (usually mandatory) schemes 

covering private sector workers (which may also cover the public sector), occupational 

schemes managed by employers other than the government and individual/personal 
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pension schemes (usually offered by insurance companies on a voluntary basis) (Stewart 

and Yermo, 2009).  

1.1.1 The Objectives of the Fund 

The main objectives of the Fund as provided by the Act are: 

(a) To provide a scheme for payment of retirement and other benefits to depositors; 

(b) To formulate, offer and administer retirement and other benefit packages which are 

attractive to persons and institutions who may become depositors or contributing 

employers; and 

(c) To work towards a gradual and continuous improvement of the retirement and other 

benefits payable to depositors. 

1.1.2 The Functions of the Fund   

Given the main objectives of the fund in section 1.4, the functions of the Fund can be 

summarized as follows:   

(a) To register employers and employees who, by law are required to contribute to the 

Fund;  

(b) To collect contributions from registered employers and members; 

(c) To safeguard members‟ contributions and other resources of the Fund through keeping 

and maintaining up-to-date records and accounts;  

(d) To invest members‟ funds in secured and high-yielding avenues; and 

(e) To pay benefits to entitled members of the Fund. 

1.1.3 The Vision of the Fund  

The Fund envisions to become the best and the most preferred provider of social security 

protection in Tanzania. 
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1.1.4 The mission of the fund 

The mission of the fund is “dedication to providing “value-added” social security benefits 

and services to our members through the utilization of a highly committed workforce; 

applying modern information and communication technology”. 

1.1.5 The Organization Structure of the Fund 

The administration of the fund is vested on the Board of trustees for all approvals of major 

decisions and policy making. The day to day management of the Fund is entrusted to the 

LAPF management headed by the Director General, who is assisted by the directors and 

head of units. The Head Office of the Fund is located in Dodoma and has five Zonal 

Offices in Dar es Salaam, Arusha, Mwanza, Dodoma and Iringa. Zonal offices are headed 

by Zonal Managers. 

1.2 Statement of Research Problem 

Since the main aim of social security is to help individuals maintain a reasonable standard 

of living when faced with social and economic contingencies, there has been an increasing 

recognition of the need to understand the provision of benefits. 

By 2007, these schemes covered approximately 760,000 long-term beneficiaries, 

representing only 2 percent of the total population or 4 percent of the total labor force. The 

funds cover loss of employment, retiree benefits and workers‟ compensation in the event 

of injury in the workplace. However, the benefits and services offered by the funds fall 

below International Labour Organization (ILO) minimum standards in terms of number, 

quality and their indexation to the current levels of earnings. 

In terms of administration these funds report to different ministries: for instance, NSSF 

reports to the Ministry of Labour and Youth Development; PSPF and PPF report to the 

Ministry of Finance and Economic Affairs; and LAPF to the Ministry of Regional 

Administration and Local Government. In 2003, the National Social Security Policy was 
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enacted to expand the coverage of social security to the informal sector, and harmonise the 

existing funds so as to reduce fragmentation and rationalize contribution rates and benefit 

structures. This has led to the establishment of social security regulatory authority. The 

policy envisages three major areas in the development of the social security system in 

Tanzania: mandatory schemes; social assistance to vulnerable individuals and groups 

which is non-contributory and means-tested; and voluntary market-based schemes to 

provide coverage over and above the mandatory schemes.  

The Government also established the Community Health Fund (CHF) in 1994/95. The 

CHF was designed as a pro-poor intervention to improve the financing and provision of 

healthcare to households in rural areas and Tiba kwa Kadi (TIKA) for urban areas. The 

CHF collects prepayments from households on a voluntary basis, and the government 

provides a matching grant (equal to the prepayments) towards the cost of future primary 

level healthcare for CHF members. In addition to the CHF, the National Health Insurance 

Fund (NHIF) provides health insurance coverage to central government employees 

eligible to receive pensions. 

More recently, the role of the business sector in providing life, health, disability and other 

forms of insurance has expanded rapidly. Many organizations, especially medium- and 

large-scale firms have enrolled in private insurance schemes. 

Increased complains from beneficiaries‟ varies from one fund to another, and excessive 

complains tarnish good image of the respective fund with no exception of LAPF.  This 

makes it imperative to assess that causes of the dissatisfaction of beneficiaries. The results 

from such a study are of paramount important for government to review the parastatal 

pension funds so as to alleviate unnecessary boycotts and strikes of workers. Strikes and 

boycott not only reduces the nation production but also deteriorate the working morale of 

workers who would otherwise have been hard workers. In reality, people may perceive 
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that there is no need of social protection schemes if there is no justified measure taken to 

handling them proper during retirement period. Therefore, the need for examining the 

factors that affect the satisfaction among pensioners towards the pension benefits in 

Tanzania. This study, therefore, assessed the factors affecting the satisfaction of 

pensioners towards the retirement pension benefits offered from different parastatal funds 

in Tanzania. 

1.3 Objectives of the Study 

1.3.1 Main Objective 

This study addressed beneficiaries‟ satisfaction on benefits received from social security 

institutions with specific focus to Local Authorities Pension Fund located in Dodoma 

Region. 

1.3.2 Specific Objectives  

Specific objectives of the study were: 

 

i. To assess the level of satisfaction to beneficiaries‟ on the benefits offered by LAPF 

and address ways to mitigate dissatisfaction if any. 

ii. To evaluate adequacy of Benefits offered by LAPF to their beneficiaries. 

iii. To evaluate complain against LAPF benefits provision to the beneficiaries. 

1.4 Research Questions 

The study aimed to answer the following questions: 

i. What is the level of beneficiaries‟ satisfaction in relation to terminal benefits offered 

by LAPF? 

ii. Are the benefits offered by LAPF to the beneficiaries efficient? 

iii. What can be done to reduce complains of beneficiaries against LAPF benefits 

provision? 
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1.5 Significance of the Study 

The study aired out the beneficiaries‟ satisfaction on benefits received from LAPF and 

suggested the ways of working on this satisfaction in positive ways. The study gives a  

deep understanding of how its client perceive the services it offers to them and,  therefore, 

be in a better position to capitalize in strengths and improve its weakness to gain a 

competitive edge to struggle and survive in the prevailing stiff competition in the social 

security industry 

1.5.1 To the government 

To the government at large, the findings of this research are useful information  for the 

government to enhance planning and implementations of the social protection systems, 

both formal and informal and consequently be in line with convention No. 102 of the 

International Labor Organization passed in 1952. 

1.5.2 To the beneficiaries 

To beneficiaries,  the findings of this research give clear and unequivocally understanding 

of the underlying factors leading to their perception on the benefits and hence be able to 

live up to the reality. 

1.5.3 Contribution to knowledge 

The study will provide the insight on the future studies to academicians. 

1.6 Scope of the Study 

The research intended to assess the beneficiaries‟ satisfaction on benefits received from 

social security institutions with specific focus to Local Authorities Pension Fund located 

in Dodoma Region. The study focused in determination of the level of pensioners‟ 

satisfaction as a result of terminal benefits offered by LAPF, assessment of the 

contribution factors of level of pensioner‟s dissatisfaction in relation to benefits received 
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from LAPF and provision of suggestions to ensure positive perception on beneficiaries‟ in 

benefits offered by LAPF.  

1.7 Limitations of the Study 

 In this study financial resource was the problem to the researcher for necessary expenses, 

but the researcher tried hard to search some assistance and mostly to use own power to 

make sure that the research is accomplished. Furthermore, the study faced the problem of 

inadequate respondents although the used ones were reliable to the study. Therefore, the 

study was limited in terms of time, fund and number of respondents. 

1.8 Organization of the Chapters 

This dissertation is made of five chapters. Chapter one presents background of the study 

and research problem. It also presents objectives, significance, scope and limitation of the 

study. Chapter two presents the review of the related literature. The third chapter describes 

the research methodology. It is organized in the following sections; the study area, 

research design, data collection techniques, sampling frame and sample size, data analysis 

techniques. The fourth chapter is the chapter which presents findings and discussions of 

the findings. The final chapter is chapter five which is organized in conclusions and 

recommendations and the area for further research in future. 
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CHAPTER TWO 

LITERATURE REVIEW 

2.0 Introduction 

This chapter presents literature reviews that are relevant to the study. It builds up a 

theoretical foundation upon which the research is all about. The chapter also gives 

empirical review, relevance of the literature and the conceptual framework. 

2.1 Theoretical Review 

2.1.1 Definition and Key Terms 

2.1.1.1 Pension 

A pension system is one of the income redistribution devices of a national social 

protection system. It is essentially a set of legal rules which govern the functioning of that 

redistribution. In effect the legal rules determine how much the active (insured) population 

has to allocate to the non-actives. It is the outcome of that redistribution (the individual 

benefit levels and the distribution of income within the inactive group) which is crucial 

from a social point of view. While the overall cost clearly matters, the actual pattern of 

financing despite its role in the present public debate is of secondary importance in this 

respect (Gruat, 2000). 

2.1.1.2 Social Security 

Much of the literature on social security in Tanzania has defined social security as the 

protection provided by society to its members through public measures against the 

economic and social distress which otherwise would be caused by the stoppage or 

reduction of earnings arising from contingencies. 

Social security systems are a reflection of the political, economic and social environment 

but they also have the opportunity to influence that environment. The social security 

concept emerged in difficult historical circumstances, when fight against extreme poverty 
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was a key preoccupation of many Governments. The fundamental instruments defining 

social security therefore insisted strongly on issues such as the scope of coverage 

(personal and by contingency) and the level of protection afforded by the state. Social 

security, and first of all its basic social insurance component, was further acknowledged as 

a basic human right (Gruat, 2000). 

2.1.1.3 Benefit 

Benefit is the value that provides employees with guaranteed retirement gains that are 

based on a benefit formula. A participant‟s retirement age, length of service, and 

preretirement earnings may affect the benefit received (United Republic of Tanzania, 

2003). 

2.1.1.4 Funding 

Fund is the act of providing resources usually in form of money or other values such as 

effort or time, for a project, person a business or any other private or public institution. 

2.1.1.5 Institution 

An institution is any structure or mechanism of social order and cooperation governing the 

behavior of a set individual within a given human community. 

2.1.1.6 Perception 

Is the organization, identification and interpretation of sensory information in order to 

fabricate a mental. In this study, perception is used to mean the altitude which people have 

about LAPF services. 

 

2.1.1.7 Satisfaction  

Satisfaction refers to an individual‟s positive emotional and attitudinal reaction to his or 

her employment. Affective reactions result from the individuals‟ comparison of the actual 

outcomes with those they expected, desired, anticipated or deserved and experienced. 
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Satisfaction, in contrast to motivation, refers to a state of contentment that is not 

necessarily related to action.  

2.1.1.7.1 Elements of Satisfaction  

Gaining more insight into the connection between the retirement pension and subsequent 

retirement satisfaction for retirees is an important contribution to retirement services, but 

focusing on retirees only does not tell us the whole story of satisfaction. The latter have 

more enriching retirement satisfaction services, more autonomy, regular or flexible 

schedules for payments. After controlling for autonomy, the positive effect of self-

employment on pension satisfaction occurs (Cassa, 2010). Making customer happier and 

healthier increases their effort, contributions and productivity (Fisher, 2003).  For 

example, improving worker motivation requires that workers perceive a match between 

their own goals and those of the organization (Kanfer, 1999). Employee well-being has a 

significant impact on the performance and survival of organizations. 

The following are element of satisfaction: 

(a) Reliability 

Reliability is the ability or system to perform and maintain its functions in routine 

circumstances. 

Reliability of service can satisfy the members, this is only members or customers have 

seen service is reliable and get in time. 

(b) Assurance 

Assurance is a service offered by firm to improve the quality of service. It makes members 

or customers to be assured that they can get the services at any time they want. In this 

study, assurance is element of satisfactions because members of the fund assured that after 

retirement age they could get their benefits. 

(c) Responsiveness 
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Refers to the specific ability of system or functional unit to complete assigned tasks within 

a given time. This means that those social security fund are responsible to give out the 

benefits required by any members. 

(d) Accessibility 

This is also element of satisfaction this is when there is accessibility of getting service. It 

should be accessible for members. 

(e) Privacy 

There is privacy when getting service, privacy, in this study,  means that when members of 

fund want their benefits such as retirement benefits, withdrawal benefits there should be 

privacy not everybody to know the benefits of each other‟s. Hence if this applied members 

became satisfied. 

2.1.1.8 Dissatisfaction 

Herzberg (1966) describes dissatisfaction as circumstances surrounding the task which do 

not lead to job satisfaction.  

2.1.1.8.1 Elements and Factors for Dissatisfaction 

An important aspect of Dinham‟s studies (Dinham 1998) was that he also independently 

identified sources of teachers‟ career dissatisfaction. This aspect had often been neglected 

in earlier educational research, partly due to the assumption that identifying sources of 

satisfaction would also determine the corresponding sources of dissatisfaction, according 

to Hoppock‟s principle.  Dinham, following the two-factor theory, revealed that apart from 

specific hygiene factors such as changes to staffing ratios, promotion procedures, school 

management, etc, the sources of dissatisfaction identified tended to be “school and system 

centered and revolved around the conditions of work such as policies, procedures and 

administration” (Dinham 1998, p66), factors which are extrinsic in nature. 
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Barnard (1986) who studied „Satisfying and dissatisfying factors of California Mentor 

Teachers‟ revealed that three factors contribute to workers‟ job satisfaction. These factors 

are interpersonal relations, status and working conditions. Such factors, based on the work 

of Herzberg (1966) are hygiene factors. According to Dinham and Scott‟s (1998a, p363) 

interpretation “through their presence will result in dissatisfaction but do not result in an 

increase in job satisfaction when they are absent.” They found that principals are generally 

less satisfied with their pay, opportunities for advancement and fringe benefits and more 

satisfied with their co-workers, current job and level of responsibility. 

The following are element of dissatisfactions, (Dinham and Scott‟s (1998a, p363): 

i. Waiting time 

When waiting time is too long customers cannot be satisfied with services and hence it 

lead to their dissatisfaction. 

ii. Efficiency of the services 

This lead to dissatisfaction cause when service is not provided efficiently customers 

become displeased.  

iii. Problem handling 

This happen when a problem is not handled well and can lead to dissatisfaction of the 

members. 

2.1.2 Theory of Equity for Satisfaction 

Oliver and DeSarbo (1988) argued that equity theory considers the ratio of the consumer‟s 

outcome/input to that of the service provider‟s outcome/input. The equity concept refers to 

customer evaluation of what is fair, right, or deserved for the perceived cost of the offering 

(Bolton & Lemon, 1999). Perceived costs include monetary payments and non-monetary 

sacrifices such as time consumption, energy consumption, and stress experienced by 

consumers. Customers are inclined to feel equitably treated if they perceive that the ratio 
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of their outcome to inputs is comparable to the ratio of outcome to inputs experienced by 

the company (Oliver & DeSarbo, 1988).  

According to Spector (2008) and Herzberg‟s two-factor theory provided theoretical 

background to the study. The equity theory posit that customer seek to maintain equity 

between the input that they bring into a job (e.g. education, time, experience, commitment, 

effort) and the outcome they receive from it against the perceived inputs and outcomes 

form the service provider. Equity theory proposes that individuals who perceive 

themselves as either under-rewarded or over-rewarded will experience distress, hence 

satisfaction.  

 

Customer satisfaction remains a worthy pursuit among the consumer marketing 

community (Oliver, 1999). Certainly, customer satisfaction is a critical focus for effective 

marketing programs. Among the more popular measures, two widely employed 

approaches are transaction-specific and cumulative or overall satisfaction. The transaction-

specific approach defines customer satisfaction as an emotional response by the consumer 

to the most recent transactional experience with an organization (Oliver, 1993). The 

associated response occurs at a specific time following consumption, after the choice 

process has been completed. The affective response varies in intensity depending upon the 

situational variables that are present. On the other hand, the overall satisfaction 

perspective views customer satisfaction in a cumulative evaluation fashion that requires 

summing the satisfaction associated with specific products and various facets of the firm. 

2.1.3 Theory of Equity for Dissatisfaction 

Remedying the causes of dissatisfaction will not create satisfaction. Nor will adding the 

factors of job satisfaction eliminate job dissatisfaction. If you have a hostile work 

environment, giving someone a promotion will not make him or her satisfied. If you create 
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a healthy work environment but do not provide members of your team with any of the 

satisfaction factors, the work they are doing will still not be satisfying. According to 

Herzberg, the factors leading to job satisfaction are "separate and distinct from those that 

lead to job dissatisfaction." Therefore, if you set about eliminating dissatisfying job factors 

you may create peace, but not necessarily enhance performance. This placates your 

workforce instead of actually motivating them to improve performance (Chapman, 2001).  

The characteristics associated with job dissatisfaction are called hygiene factors. 

Herzberg's theory of Hygiene factors. When these have been adequate people will not be 

dissatisfied nor will they be satisfied. If you‟ want to motivate your team, you then have to 

focus on satisfaction factors like achievement, recognition, and responsibility (Chapman, 

2001-4). Herzberg's Motivation-Hygiene Theory (sometimes known as Herzberg's Two 

Factor Theory.) Published in his famous article "One More Time: How do You Motivate 

Employees", the conclusions he drew were extraordinarily influential, and still form the 

bedrock of good motivational practice nearly half a century later. Herzberg wrote the 

following useful little phrase, which helps to explain this fundamental part of his theory, 

i.e., the factors which motivate people at work are different to and not simply the opposite 

of the factors which cause dissatisfaction. 

2.1.4 Theory of Retirement for Pension 

Bloom, Canning and Moore (2007) developed a theory of retirement for pension to offer a 

positive theory for observed behaviour, the approach offers a method through which to 

estimate the welfare effects of proposed changes to social security systems. Assuming that 

social security systems desire to promote the optimal retirement and consumption 

outcomes rational agents would make with complete markets, the results of our model can 

serve as a benchmark in the design of public pension systems. A natural approach to 

dealing with solvency problems that arise in a social security system when life expectancy 
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increases is to increase contribution rates and to reduce benefit rates. By contrast, our 

model implies that the optimal response should be to reduce contribution rates and 

increase benefit rates, maintaining solvency exclusively by increasing the age of 

retirement, though this age can rise less than proportionately with life expectancy. This 

response can maintain solvency because rising wages over time and compound interest on 

accumulated savings mean that longer working lives tend to create more than 

proportionately higher wealth at retirement. We show that under standard assumptions on 

interest rates and wage growth, and given projected changes in age specific survival 

curves, such a plan is feasible (Bloom, Canning and Moore, 2007). 

Currently, there are five major formal institutions that provide social security protection in 

Tanzania. These are the National Social Security Fund (NSSF) offering social security 

coverage to employees of private sector and non-pensionable parastatal and government 

employees, the Public Service Pension Fund (PSPF) providing social security protection 

to employees of central Government under pensionable terms, Parastatal Pension Fund 

(PPF) offering social security coverage to employees of  both private and parastatal 

organizations, the Local Authorities Pensions Fund (LAPF) offering social security 

coverage to employees of the Local Government and the National Health Insurance Fund 

(NHIF) offering health insurance coverage to pensionable employees of central 

government and Government Employee Provident Fund (GEPF) offers pension services to 

Government employees on contract not under pensionable terms. The Local Authorities 

Provident Fund (LAPF) established in 1944 in order to create a single Fund for all Local 

Authorities employees in Tanganyika, by that time. In 1972 Town and District Councils 

were abolished and the Fund became dormant. It was revived in the financial year 

1986/87, under Section 16 of the Local Government Service Commission Act, No. 10 of 

1982, following the re-establishment of Town and District Councils in 1982. The Fund 
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became an autonomous statutory corporate body under a Board of Trustees in July 2000, 

following the enactment of the Local Authorities Pensions Fund Act, No. 6 of 2000. 

Further statutory changes were made in late 2006 following the enactment of the Local 

Authorities Pensions Fund Act No. 9 of 2006. This was a milestone in the Fund‟s history 

as it marked the commencement of providing an improved benefit package under a 

Pension Scheme. With all these major formal institutions there is no clear definition of 

benefits earn by the customers in satisfactory standard.  

2.2 Empirical Review of Literature  

2.2.1 Studies  conducted in Developed Countries 

Jochem de Bresser and Arthur van Soest (October, 2009) conducted a study in 

Netherlands that focuses on satisfaction levels: satisfaction with the age at which the 

individual can retire, with the expected amount of pension income, with the knowledge 

about own pension provisions, with own pension provisions overall, and with the Dutch 

system of pensions and old age social security. The study identifies the socio-economic 

determinants of each of these satisfaction levels such as age, gender, education, and 

occupational status, as well as the importance of satisfaction with aspects of pension 

provisions for overall satisfaction. It also looks at the association between pension 

satisfaction and expectations concerning future generosity of the system and opinions on 

how flexible a pension system should be. 

The results of the study were that income is an important determinant of all aspects of 

pension satisfaction. In addition, we find significant differences in satisfaction across 

different sectors of the economy. The strongest predictor of overall pension satisfaction is 

satisfaction with the expected level of post-retirement income. Moreover, those eligible 

for early retirement are more satisfied with their expected retirement age, but less satisfied 

with the knowledge they have of their pension. 
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2.2.2 Studies conducted in Developing Countries 

Palacios, Pallares-Miralles (2000) conducted a study on International Patterns of Pension 

Provision in sub-Saharan countries of Africa and found out that less than 10% of the older 

population has a contributory pension scheme. The ILO study on the role of pensions in 

poverty alleviation found that one of the most vulnerable groups to suffer from poverty 

problems in any society is particularly older women. Yet, according to the study only one 

in five workers are covered by adequate social security schemes. Whilst the study 

conducted by World Bank. 

2.2.3 Studies conducted in Africa 

 Stewart and Yermo did a study  which was conducted in 2009 in Ghana and found out 

that the urgent issue for pension reform in Africa is not only the need to introduce social 

protection systems - to help alleviate demographic pressures, poverty amongst the elderly 

and provide support for households headed by grandparents following the HIV/ AIDS 

pandemic and regional conflicts. In addition there is a vital need for reform of existing 

pension systems in the region, the cost of which is often crowding out in spending on 

other key areas (such as health and education). Coverage of these systems is low (under 10 

or often under 5 percent of the population) and usually only for civil servants or a minority 

of relatively highly paid workers in formal sector employment, making for highly 

regressive systems, with cross-subsidies required from indirect taxes as pension payments 

from these systems frequently exceed contributions. The need for efficient pension 

arrangements in the region is undoubted though the challenges for introducing them 

remain great (notably the large informal sector of workers)  

Although it has been recognized that social security investment for retirement had great 

important to human economic benefits, the World Bank (Holtzman, Hinz (2001) point out 

that 85% of the world„s population over 65 has no retirement benefit at all. In sub-Saharan 
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Africa less than 10% of the older population has a contributory pension (Palacios, 

Pallares-Miralles (2000). 

For example, in Gambia an estimated 135,000 workers – a majority of the estimated size 

of the formal sector labor force participate in mandatory pension schemes and of these 

about 18,700 are members of the PSPS and the remaining are in private sector schemes. 

However, given the importance of agriculture and the informal sector in the Gambian 

economy, the coverage rate in terms of the estimated total labor force is only about 20 

percent. Active members of the PSPS represent about 14 percent of workers covered by all 

mandatory pension schemes, about 2.8 percent of the estimated size of the labor force and 

1.2 percent of the Gambian population. The benefit structure and qualifying conditions are 

similar for the PSPS and the FPS. Yet while these schemes share such similarities, there is 

no mechanism that we are aware of to facilitate mobility of workers and portability of 

accrued rights between the public sector schemes (Stewart and Yermo, 2009). 

Another example is in Kenya whereby retirement benefits schemes are run by trustees. 

Half of the trustees are nominated by the members, and half are nominated by the 

employer. All trustees are required to engage the services of an assets manager for the 

management of their assets. A reform in 2005 abolished the possibility for workers to 

withdraw all their assets before reaching the normal retirement age. Since then, workers 

can only withdraw their employer„s portion of contributions if they have been members of 

the scheme for less than one year, and if the vesting rules allow them to make such a 

withdrawal. They can withdraw their own contributions before reaching the age of 55, if 

they are withdrawing from a retirement benefits scheme. With effect from January 2008, 

they will also be allowed to assign their savings as mortgage security (Stewart and Yermo, 

2009). 
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In 2007, there were around 1357 active occupational pension schemes, of which 

approximately 10% were DB schemes. The majority of schemes are pension schemes as 

opposed to provident funds. As of 2006, pension fund assets amounted to around 250bn 

KES (c$3.5bn). Investment restrictions include up to 70% in domestic and regional shares, 

15% offshore and 30% in real estate (Stewart and Yermo, 2009).  

2.2.4 Studies conducted in Tanzania  

The research done by Baruti Mwemezi (2010), on “Social Security Benefits in Tanzania” 

in 2010 found out that retirement benefits offered by Parastatal Pension Fund (PPF) are 

poor compared to the benefits offered by Public Service Pension Fund and Local 

Authorities Pension Fund. The study recommended that there is a need for the 

Government to intervene so as to ensure that members of PPF also obtain improved 

retirement benefits.  

National Audit Office of Tanzania (January, 2010) conducted survey on LAPF; LAPF‟s 

effort to process final retirement benefits for its members has not been satisfactory. The 

finalization process at the LAPF head office, which is designed to ensure that retirees 

receive all benefits that are due, takes about one week to more than 35 months to 

complete. The LAPF has had difficulties meeting its own benchmark of finalizing benefits 

within fourteen days after the date of receiving the claims from the employers. Further 

analysis shows that at LAPF head office, the average processing time is slightly less than 

7 months. Only 25% of the claims are finalized within a month; half of the claims are 

cleared within 4 months and about 25% of the claims are processed for about 11 months. 

2.3 Conceptual Framework  

A conceptual framework guides the research in determining what measures, and what 

statistical relationships is looked for (Kombo & Tromp, 2006). In figure 1 of conceptual 

framework independent variable in is presumed to influence or precede another variable 
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(dependent variable). The variable is systematically manipulated by the researcher to 

determine changes in the dependent variable. An independent variable is a factor that can 

be varied or manipulated in an experiment (e.g. time, temperature, concentration, etc). 

Figure 1: A Conceptual Framework 
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It is usually what will affect the dependent variable. Also known as the experimental 

variable or moderating variable. dependent variable is influenced benefits of pension 
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mediation variable is the variable that seeks to identify and explicate the mechanism that 

underlies an observed relationship between an independent variable and a dependent 

variable via the inclusion of a third explanatory variable, known as a mediator variable. 

According to MacKinnon (2008), the mediator variable, then, serves to clarify the nature 

of the relationship between the independent and dependent variables.  

2.4 Critical Review of Literature  

Hagemejer, Krzysztof, (2000) explained social security as a general term meant to cover 

all guarantees against reduction or loss of income in cases of illness, old age, 

unemployment or other hardship through family and ethnic solidarity, collective or 

individual savings, private insurance, social insurance, mutual benefit societies, social 

security. This definition or explanation has been inclusive to all aspects of benefits. The 

width of this definition can be stretched to such variations including the formal 

contributory schemes where the salaried workers are contributing through their monthly 

incomes and eventually receive benefits in case of any contingency. But the whole is not 

only benefits but it could include the issue of satisfaction of the consumers or customers. 

 

Additionally, Holzmann and Jorgensen (2000) suggested that the fundamental social 

security needs of the poor in Tanzania are the result of chronic or structural poverty and 

only secondarily of conventional social insecurity. However, this explanation does just 

underpin the poor people. Social security is for all the classes of people within the society 

regardless their differences in economic aspect. Therefore, an attempt to explain social 

security should therefore take into account both the conventional definition as well as the 

basic needs definition of social security which portrays the situation in Tanzania. 

http://en.wikipedia.org/wiki/Independent_variable
http://en.wikipedia.org/wiki/Dependent_variable
http://en.wikipedia.org/wiki/Dependent_variable
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2.5 Relevance of the Literature  

Holzmann and Jorgensen (2000) conducted a study on social security and found out that it 

consists of public interventions to assist individuals, households and communities to better 

manage risk and to provide support to the critically poor. However the study explains two 

theories namely equity theory for dissatisfaction whereby it depicts that factors leading to 

job satisfaction are "separate and distinct from those that lead to job dissatisfaction and a 

theory of retirement which is said to offer positive theory for observation of the behaviour, 

offers a method through which to estimate the welfare effects of proposed changes to 

social security systems. Assuming that social security systems desire to promote the 

optimal retirement and consumption outcomes rational agents would make with complete 

markets, the results of our model can serve as a benchmark in the design of public pension 

systems. On the aspect of empirical review (Evans‟1998 and 1999) studies and 

observations on customers‟ service fulfillment, comfort, motivation and morale, besides 

other organizational and managerial aspects such as leadership and professional 

development. In sub-Saharan Africa less than 10% of the older population has a 

contributory pension (Palacios, Pallares-Miralles (2000)). All these informations shows 

how the literature review made in this chapter go hand by hand with the study as far as 

concerns. 
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CHAPTER THREE 

RESEACH METHODOLOGY 

3.0 Introduction 

This chapter presents the methods, techniques and procedures that were used in 

conducting the study, particularly gathering information for the study. The chapter 

covered mainly on research design, the area of the study, study population, sample and 

sampling procedures, data gathering instruments, validity and reliability of the instrument 

of data collection and data analysis techniques. 

3.1 Research Design 

Mutagwaba (2009) defines research design as the conceptual structure within which 

research is conducted; it constitutes a blue print for collection, measurement and analysis 

of data.  This study will employed a cross-section design in carrying out the study 

especially in securing a wealth information about the unit of study which will provide 

clues and ideas for further research (Krishnaswami, 2003).This design is selected because 

it employs a variety of techniques in data collection, such as historical methods, 

descriptive method where a factual picture will come out since the researcher applied it in 

the interviewing and questionnaire tools in this study. 

3.2 Study Area 

The study was conducted in Dodoma region using LAPF as the case study. This study 

covered a range of customers who are under the LAPF. However, LAPF management 

team and other staff from the central office in the Municipal office will were included in 

the study. 

3.3 Study Population 

Nwankwo (1999) noted that the population of any research study is the universe of such 

group; of people or object which a researcher is interested. In research, population is 
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defined as an entire group of objects that a researcher wants to study and about which he 

plans to generalize (Ngahu Lecture series, 2005). This study covered a total of 40 

customers on benefits of pension and 10 staffs from LAPF in Dodoma Municipal. This 

study as well considered all sampling frame in the population which was represented. This 

means that the researchers‟ sampling frame comprised of customers for benefits of 

pension and employees from some of departments of the LAPF organization in Dodoma 

municipal. 

3.4 Sampling Methods 

Sampling is the process of selecting individuals to participate in the research study 

(Fredrick and forzano, 2009).  

Moreover, Kothari (2008) define sampling as that part of statistical practice concerned 

with the selection of individual observations intended to yield some knowledge about a 

population of concern, especially for the purpose of statistical inference.  

 

Simple random sampling 

Baradyana and Ame (2007) define simple random sampling as the most basic and least 

complicated probabilistic sampling technique which assumes that the population is known 

and each case is identifiable. Simple random sampling was applied in this study. The 

researcher had decided to use this technique based on the following reasons; firstly, it is 

simple and each member or object has equal chance of being selected or included  and 

secondly, the sampling process involves assigning a unique identification number to each 

study object in the sampling frame.  

 

Through the application of this technique, the population was randomly selected but with 

consideration that the formed sample is providing equal chances for every element to be 
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selected from any pre-selected member of the fund as according to this study. With this 

principle, each fund members‟ representation will be obtained through the calculated 5% 

sample size of the entire sample population of the study area. The sample size was 

therefore consist of the study objects whose numbers were chosen.  

 

3.5 Target Population  

Population is defined as an entire group of objects that a researcher wants to study and 

about which he plans to generalize (Ngahu Lecture series, 2005). This study will focus on 

members and other beneficiaries of the LAPF in Dodoma Municipal which is the capital 

city and the Headquarter of the Local Authority Pension Fund (LAPF). 

3.6 Sample Size 

Table 1: Sample Composition 

Category Sample Selected Percent of Sample 

Farmer 9 22.5% 

Business person 17 42.5% 

Public Servant 14 35% 

Totals 40 100% 

                                             

Source: Analysed data, 2012 

 

Kothari (2004) defines sample size as the number of items in the sample. For the purpose 

of estimate, the sample size was calculated from the source of the number of the LAPF 

member within Dodoma Municipality with the consideration of the members dependent or 

beneficiaries‟. The general LAPF pensioners and beneficiaries within Dodoma Municipal 

is around 767889989 so sample size were calculated by taking 5% of the general 

population.    
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3.7 Types and Sources of Data 

Both primary and secondary data were collected. Primary data are the data  collected for 

the first time (Kumar, 2005). While secondary data are those which have already been 

collected and analyzed by someone else (Kumar, 2005).  

Primary data 

 Primary data were collected through semi-closed questionnaires and semi-structured 

interviews. In the case of semi-structured interview method, questionnaires were used for 

gathering information depending on the situation at hand, whereby selected pensioners and 

beneficiaries within Dodoma Municipal were interviewed intending to obtain information 

concerning the benefits and impediments of pension to customers. In regard to semi-

structure, questionnaires used for gathering information referring the title of the study. 

Secondary data 

According to Kumar (2005) secondary data are those which have already been collected 

and analyzed by someone else. The secondary sources of data come from published 

articles from business journals, internets sources, text book and related studies on the 

subject matter. Advantages of using secondary data are as follows; it is usually available 

more cheaply in the existing data are available in more convenient form, secondary data 

allows the research to extend the „time base‟, less time consuming. 

3.8 Data Collection Methods  

The study used questionnaires and interviews to gather relevant data. Moreover, the 

researcher also used documentary review and to obtain the relevant information. 

3.8.1 Questionnaire Survey 

According to Dawson (2002), questionnaire is a formal lists of questions asked to all 

respondents in the same way. Questionnaires are suitable for collecting information from 

both types of respondents and these instruments provided the researcher with the ability to 
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test the views on respondents on the service of benefits of pension to retirees.  Structured 

questionnaires were used in this study and they were translated into Swahili language for 

the respondents to use their native language in responding them. Face to face 

questionnaire administration was employed. Under this method, the researcher prepared 

set of questions in a written form and then some submit to selected retirees and 

beneficiaries, key informants on the satisfaction on the provision of the benefits from 

LAPF.  

3.8.2 Interviews 

Interview involves the purposive oral questioning technique or discussion that is the face 

to face interaction between individuals leading to self-report (Enon, 1995). Interview 

method involves presentation of face to face and replies in terms of face to face. It was 

conducted to get in-depth view on the subjects of the study regarding the objectives. A set 

of questions were prepared for collection of information as the guide for interviews.  

Respondents were asked questions probing information regarding the subject matter of the 

study and the interviewer recorded the answer. Interviews to the great extent filled the gap 

of structured questionnaires.  

3.9 Data Processing and Analysis 

3.9.1 Data Processing  

Data were collected from the primary sources and were cleaned, entered and coded in 

Statistical Package for Social Sciences (SPSS) prior the analysis. 

3.9.2 Data Analysis  

Bogden and Biklen (1992), define data analysis as a systematic process of working with 

data, organizing and breaking them into manageable units, synthesizing them, searching 

for patterns, discovering what is important and what to be by. The collected data were 

analyzed by the use of (SPSS) (Version 16.0) computer programme.  The descriptive 
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statistics involved during analysis. In necessary condition, the principal non-parametric 

tests employed in this study were tested. Tests were employed in testing the significance 

of the model. Qualitative data were analyzed by using content analysis. 

 

Multiple responses were used to analyze all open ended questions in the study. The 

collected data were first classified into meaningful categories; In addition, the data were 

assigned numerals/codes to assist in the analysis. After the analysis research findings were 

put in categories based on the research objectives. 

3.10 Validity and Reliability Issues 

3.10.1 Reliability 

Reliability of a measure refers to the consistency with which repeated measures produce 

the same results across time and across observers (Walsh, 1990). The notion of reliability 

entails two aspects, which are external reliability and internal reliability. External 

reliability refers to the degree of consistency of a measure over time. When testing 

external reliability of a measure, test-retest reliability is normally examined, i.e. the test is 

administered to the same group of subjects on two different occasions. 

 

Internal reliability on the other hand, is the most important one in connection with the 

multiple item scale (Bryman and Cramer, 1990). This reliability raises the question 

whether each scale is measuring a single idea and hence whether the items that make up 

the scale are internally consistent. Reliability here was improved by employing 

triangulation of methods in evidence collection as suggested by Kirk and Miller (1986) for 

the case of qualitative studies like this one. The methods employed were questionnaire, 

interviews and documentation. This helped the researcher to picture how multiple, but 

somehow different, measures used to collect data were simultaneously true.  
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3.10.2 Validity 

Validity on the other hand, refers to the extent to which the concept one wishes to measure 

is actually being measured by a particular scale or index (Sirkin, 1995).  According to 

Silverman (1993), two methods are proposed for validation with respect to qualitative 

research, namely; triangulation of data & methods and respondent validation. 

Accordingly, this study employed triangulation of methods in data collection where three 

methods were used (questionnaire, interview and documentation). In addition to that, data 

was gathered from two units of analysis (Pensioners and Other beneficiaries).  
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CHAPTER FOUR 

RESULTS PRESENTATION AND DISCUSSION 

4.0 Introduction 

This chapter presents the results and discussion of the major findings related to the subject 

of the study. Data presentation and discussion of the findings are based on data and 

information from respondents. Moreover, discussions of the findings go hand in hand with 

designed research objectives and research questions which include: assessment of the level 

of satisfaction to beneficiaries‟ on benefits offered by LAPF, identification of the causes 

of dissatisfaction to pensioners and other beneficiaries as related to the benefits received 

from LAPF and evaluation of the new ways if any, introduced by LAPF in order to 

increase the level of satisfaction to Pensioners and other beneficiaries on the benefits 

received. However, the chapter presents and discusses other important variables which are 

related to the subject especially the characteristics of the respondents from the study area.  

4.1 Socio-economic Characteristics of the respondents  

The main intended respondents of the study were LAPF pensioners and other beneficiaries 

from Dodoma municipality. The discussed characteristics of respondents include: age, 

level of education, marital status and occupation of the respondent as described below.  

4.1.1 Age of the respondents 

Findings of this study on age of respondents show that distribution proportion of age 

groups of the interviewed customers were likely the same with slight differences. The 

leading age group accounted for 22.5% of total of the respondents who were between 26 

to 35 years old. The next three age groups were between 18 to 25, 36 to 45 and 46 to 60 

years old which accounted for 20% of total of the respondents each as shown and 

presented in Table 2.  
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Table 2: Age of the Respondents 

Variable Frequency Percent (%) 

18 – 25 6 15 

26 – 35 8 20 

36 – 45 14 35 

46 – 60 6 15 

> 60 6 15 

Total 40 100 

Source: Field findings, 2012 

 

Through unstructured interviews on this aspect, it was noted that mostly of the respondent 

interviewed by the ages of 18 to 46 were beneficiaries from short term benefits like 

maternity benefits, withdrawals benefits, SACCO‟s loans and survivorships benefits. The 

respondents by the age of 56 to more than 60 were the pensioner and Housing Loan 

beneficiaries where this is the group of aged members and they mostly need social 

assistance from Pension funds due to their physical and condition needs from the LAPF. 

From this point, it can be said that addressing pensioners and beneficiaries perception on 

benefits received from Local Authorities Pension Fund has no limit in terms of age 

because the benefits which could be obtained from the payers could be for the family of 

the retiree.  

4.1.2 Sex of the Respondents 

Although this study selected respondents randomly during data collection with the target 

of 40 respondents especially customers who attended to get services in the organization. 

The findings on sex of respondents showed that more than half of the interviewed 

respondents (55% of all respondents) were males as presented in Table 3.  While males 

carry this proportion of respondents, females account for 45% of the total of the 

respondents.  
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Table 3: Sex of the Respondents 

Variable Frequency Percent (%) 

Male 22 55.0 

Female 18 45.0 

Total 40 100.0 

Source: Field findings, 2012 

Despite the fact that the study considered the gender by including both sexes equally 

during data collection  they were selected randomly from the visited departments, the 

findings in the table stipulates disparity on gender on gender perspective. This means that 

men were more likely to make follow up of their benefits from the organization than 

women. These findings indicate that a large proportion of  customers of pension or retiree 

in the organization were men which means that gender gap in employment opportunities  

exist in the local government. Therefore, it can be said that men were more likely to 

express pensioners perception on benefits received from Local Authorities Pension Fund 

in Dodoma municipality. 

4.1.3 Education Level 

Results of this study on education level of respondents show that more than half of the 

respondents (57.5%) had primary education as Table 4 shows. This was followed by 

respondents with secondary school education which accounts for 32.5% of total of the 

respondents. The table shows further that about 7.5% of total of the respondents had 

diploma. Finally, at least 2.5% of all respondents had first degree or post graduates.  
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Table 4: Level of Education 

Variable Frequency Percent (%) 

Primary education 23 57.5 

Secondary education 13 32.5 

Diploma 3 7.5 

First degree or post 

graduates 
1 2.5 

Total 40 100.0 

Source: Field findings, 2012 

This indicates that most of the interviewed customers had basic education which is 

primary education and secondary education representing their families to make follow up 

on benefits from the organization.  

4.1.4 Marital Status of Respondents 

On the aspect of marital status of respondents results show that the number of widows or 

widowers respondents was larger than the other groups as it accounts for 30% of the total 

of the respondents as demonstrated in Table 5. However, the table presents respondents 

who were married, single and divorced.   

Table 5: Respondents‟ Marital status 

Variable Frequency (N=40) Percent (%) 

Married 10 25.0 

Single 11 27.5 

Divorced 7 17.5 

Widow/widower 12 30.0 

Total 40 100.0 

 

Source: Field findings, 2012 

The study covered all beneficiaries‟ marital status that includes both male and female 

married, single, divorced and widows. This helped the researcher to obtain opinion from 

both respondents without stigmatization of any group within specified population. 
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4.1.5 Occupation of the Respondents 

The findings of the study on occupation of respondents show that the majority 42.5% of 

total of the respondents were business people followed by public servant who account for 

35% of total of the respondents as presented in Table 6. While farmers account for 22.5% 

of total of respondents.  

Table 6: Occupation of the Respondents 

Variable Frequency Percent (%) 

Farmer 9 22.5 

Business person 17 42.5 

Public servant 14 35 

Total 40 100.0 

Source: Field findings, 2012 

 

The study, found that among the LAPF members the business people were more than 

other socio-economic groups. LAPF as a pension fund due to the SSRA act of 2008 on 

registration of new members, which any employee has the right to register in any fund 

thus LAPF has registered members from different sector including private and government 

sectors. 

4.2 Data Analysis and Interpretation 

The researcher intended to assess this research topic on the following factors; the 

assessment of beneficiaries‟ satisfaction on benefits offers by LAPF. The data gathered on 

the field area were analyzed by computer package which is Statistical Package for Social 

Science (SPSS 16.0). This package enabled the researcher to analyze data in qualitative 

and quantitative manner through percentages, statistical and frequencies. In the following 

sections the research questions are analyzed. 

4.2.1 Adequacy of Benefits offered by LAPF 
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This study required respondents to state if the LAPF provides adequate benefits services. 

On this aspect results of the study were fifty in both sides. Some of respondents 50% said 

that the services were adequately available; likewise the same proportion of the 

respondents (50%) said that the services were not adequate as indicated in Table 7. These 

results imply that the services provided by LAPF might be satisfactory or customers were 

not satisfactorily served, thus remain neutral on customers, satisfaction. However, this 

condition could be caused by several numbers of inevitable factors. 

Table 7: Benefits Available Adequately 

Variable Frequency Percent (%) 

Adequate 20 50.0 

Not adequate 20 50.0 

Total 40 100.0 

Source: Field findings, 2012 

4.2.2 Benefits Satisfaction 

The study required respondents to indicate the satisfactory condition of benefits services 

provided by the organization. On this aspect, results show that the majority of respondents 

who accounts for 70% of total of the respondents said the organization was providing 

unsatisfactory services to customers as presented in Table 8. On the other hand, about 30% 

of total respondents said that the organization was providing satisfactory services to 

customers.  
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Table 8: Beneficiaries satisfaction on the Benefits offered by LAPF 

Variable Frequency Percent (%) 

Satisfactory 12 30.0 

Not satisfactory 28 70.0 

Total 40 100.0 

Source: Field findings, 2012 

Results from the table imply that pensioners and other beneficiaries satisfaction on 

benefits received from social security institutions like LAPF were questionable because 

customers‟ satisfaction should be the motto of the organization by making improvements. 

Therefore LAPF needs to consider this as the challenge for improvement of services to 

satisfy customers.                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                              

4.2.3 Complains against LAPF 

Apart from satisfaction situation on LAPF services the researcher need to observe if there 

are complain against the benefits provision by LAPF from beneficiaries, the researcher 

required the respondents to indicate if they had any complain against LAPF services. The 

findings on this aspect show that  more than half of respondents who accounts for 67.5% 

of  the respondents said that they had complains against the organization on its  services to 

customers as presented in Table 9 they complain about late payment of their benefits. But 

about 32.5% of total respondents had no any complaints against the organization on its 

services to customers. The scenario is presented on the table 8. 

Table 9: Complains against LAPF 

Variable Frequency Percent (%) 

Complains 24 60 

No complains 16 40 

Total 40 100 

Source: Field findings, 2012 
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This indicates that although the organization could be providing good services on its level 

the organization  should still work out on its weakness by listening to customers and take 

into account their complains to improve services to customers.  

 

Through structured interviews to the staff at LAPF on this aspect, it has been observed 

that complaints from customers were received by the unit concerned with the customers‟ 

services and other units. One of the staff said; “there the organization had been receiving 

some few complaints from the customers especially on delaying to get their benefits”. 

From this statement it can be concluded that the findings from the table are supported by 

official information. 

4.2.4 The quality of services provided by LAPF 

The aim of researcher was to find out that if the benefit processing service has the 

reasonable quality that the beneficiaries are satisfied with it. It was perceived that one of 

the causes of dissatisfaction to beneficiaries is related to customers‟ services from LAPF. 

Poor services account for 80% of responses as indicated in table 10.  Only 10% of the   

respondents said that the services are good and 10% of the respondents said that they were 

not sure. 

Table 10: The quality of service provided by LAPF 

Response Frequency Percent 

Yes 34 85.0 

No 2 5.0 

Not sure 4 10.0 

Total 40 100.0 

Source: Field findings, 2012 

The results from questionnaire showed that there are poor services from LAPF to its 

beneficiaries are one of the causes of dissatisfaction to customers. During data gathering it 

was explained that there was low or no customer care to attract the customers. This makes 
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inconvenience to customers because it forces him or her to make extensive follow up to 

get the required services. This means the standard of the services provided by the 

organization is low as it has been termed as poor services provision. 

4.2.5 Delaying of Benefit processing 

Another mentioned cause of dissatisfaction to pensioners as related to the benefits 

received from LAPF was delayed services. This was explained by majority of respondents 

(85%) of all respondents as shown in Table 11. 10% of respondents said the services were 

on time while 10% said that they were not sure. 

Table 11: Delaying of Benefit processing 

Response Frequency Percent 

Yes 32 80.0 

No 4 10.0 

Not sure 4 10.0 

Total 40 100.0 

Source: Field findings, 2012. 

It means that service providers were causing unnecessary inconvenience to customers due 

to the delays in giving the deserved benefits to the customers. It was said that although 

particulars were provided correctly to the service providers the services were delayed with 

no reason. This made the customer dissatisfaction towards the services received. 

4.2.6 Payment made to some beneficiaries 

It was identified that some of the deserved and required benefits or services to customers 

were not provided at all. 70% of the respondent argued that some benefits were not given 

through they are in LAPF contract as presented in Table 12. While 10% of the respondents 

said it was not the reasons for causes. However, 20% respondents said whether complaints 

were because of this reason or not.  
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Table 12: Payment made to some beneficiaries 

Response Frequency Percent 

Yes 28 70.0 

No 4 10.0 

Not sure 8 20.0 

Total 40 100.0 

Source: Field findings, 2012 

Some of the questionnaires were provided to the LAPF staff to discover if there were 

some benefits claims which were not paid to the beneficiaries and their results were 

distorting. Probing LAPF staff it was identified that this happens truly and the main reason 

said was that some of the customers were not fulfilling the requirements.  Due to loss of 

some data to justify the payments, this is the weakness of the customers as well as the 

organization as it practices mismanagement of data for the customers. This causes 

inconvenience and disappointments of the customers. Therefore, customers need to fulfill 

the requirements and the organization should make sure that personal data are kept in 

manageable manner. 

4.2.7 Formula for Calculating Benefits 

The most cases that every fund rely on the registering many customer is the formula they 

use during the calculation of the specified benefits, mostly the pension calculation formula 

does matter the most because most of the customer they are looking for that as when they 

retire they need to have a reasonable payment amount during retirements. Most said yes 

on the formula used to calculate pension. But in another case other beneficiaries who 

benefit from short term benefits they just satisfied with the formula for short term benefits 

calculation like maternity benefits and Withdrawal benefits. Very few of all which were 

17% said they are not satisfied with the formula for benefits calculation by LAPF and 15% 

of the respondents said they are not sure of the formula either they don‟t know or they 

never heard of it. 
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Table 13: Formula for Benefits calculation 

Response Frequency Percent 

Yes 27 67.5 

No 7 17.5 

Not sure 6 15.0 

Total 40 100.0 

Source: Field findings, 2012 

4.2.8  Problems facing LAPF on service provision 

Table 14: Problem facing LAPF on service provision 

Response Frequency Percent (%) 

Poor data management 19 47.5 

Lack of qualified personnel in the 

related field 
21 52.5 

Embezzlement 20 50.0 

Bureaucratic system 20 50.0 

Total 80 200.0 

Source: Field findings, 2012 

One of the mentioned problems facing LAPF on pension service provision was poor data 

management which account for 23.8% of total of responses as shown in Table 14. This 

was explained further that some of the personal particulars were misplaced and finally 

were disappeared.  This means that the services would be unreliable causing 

inconvenience to the customers. 

 

Furthermore, it was found that lack of qualified personnel in the related field account for 

26.2% of total of responses was also mentioned as one of the problem facing LAPF on 

service provision. This implies that service providers were not qualified to provide reliable 

services in customers‟ service oriented for satisfaction utilities on services. 
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In addition, embezzlement as accounts for 25% of total of responses among the mentioned 

problem facing LAPF on service provision in the organization. This means that some of 

the benefits which were intended to be directed to beneficiaries were diverted to workers 

and be embezzled. 

Not only that but also bureaucratic system was also mentioned by respondents as the 

problem facing LAPF on service provision. This was explained by 24.5% of all 

respondents meaning that procedures and processes for securing the benefits are very 

complicated. This makes inconvenience to customers hence dissatisfaction on services. 

4.3 Suggestions to improve LAPF services  

The following were the suggested possible solutions to improve services to pensioners‟ 

beneficiaries to LAPF.  

4.3.1 To Employ Qualified Personnel in Public Services 

One of the agreed suggestion as a solution to pension benefits was to employ qualified 

personnel in public services which accounts for 92.5% of all responses as indicated in 

Table 15. On the other hand 7.5% of the respondents said employing qualified personnel 

only would be not the solution. 

 

Table 15: Employ qualified personnel in public services 

Response Frequency Percent 

Yes 37 92.5 

No 3 7.5 

Total 40 100.0 

Source: Field findings, 2012 

 

4.3.2 To Train Employee Customer Service Training 

Another solution to pension benefits was to train the employee on customer service so that 

they could give better service to the customer and avoid annoying language which account 
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for 97% off all responses as indicated in Table 16. On the other hand 2.0 of the respondent 

said provide customer service training only would not be a solution. 

Table 16: Training Employees on Customer Service 

Response Frequency Percent 

Yes 39 97.0 

No 1 2.0 

Total 40 100.0 

Source: Field findings, 2012 

4.4 Summary of the chapter 

This study observed that level of satisfaction to pensioners on benefits offered by LAPF 

was low. This observed as the result of service receives or beneficiaries inconvenience 

during the follow up of the benefits. Several number of the new ways for improving 

customers services which include employing qualified personnel in public services, lawful 

action to be taken for embezzlement, Reduce bureaucratic procedures and modernization 

of data management tools. 
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CHAPTER FIVE 

CONCLUSION AND RECOMMENDATIONS 

5.0 Introduction 

The objective of the researcher was to assess the Beneficiaries satisfaction on the benefits 

received from social security Institutions in Tanzania. After Social Security Regulatory 

Authority introducing an act in 2008 on the registering new members that every employee 

has the right to choose any fund of his/her choice, this gave every Pension fund to 

compete on the registration of the members that made pension fund to shape their 

payments formula and improve their services to the member so that they can be able to 

compete in the market. This chapter presents a summary of the findings and Conclusion 

with regard to the findings of the study. Also the chapter provides recommendations of the 

study are presented in this chapter. Finally the chapter provides the area for further 

research. 

5.1 Summary 

5.1.1 Summary of the findings 

This section summarizes the major findings of the study. The section starts by presenting a 

summary of the findings on the level of satisfaction to beneficiaries on benefits offered by 

LAPF. This is observed in services received or beneficiaries inconvenience during the 

follow up of the benefits. The adequacy of the benefits offered by LAPF, to evaluate the 

complaints against provision of benefits and the strategies employed by LAPF to 

strengthen the provision of services to the beneficiaries and members of the fund. 

5.1.2 The adequacy of Benefits offered by LAPF to their beneficiaries 

LAPF as other pension funds offers a number of benefits to its members including 

members‟ dependants. The benefits offered by LAPF are Maternity benefits, Withdrawal 

Benefits, Invalidity Benefits, Housing Loan Benefit, SACCO‟s loan and Pension benefits. 



 45 

The study found out that the adequacies of the benefits are reasonable good and some are 

just provided by the LAPF only like withdrawal benefit.  

 

5.1.3 The level of satisfaction to Beneficiaries on the benefits offered by LAPF  

Results show that the majority of respondents who beneficiaries and pensioners said the 

organization was providing unsatisfactory services to customers. They claimed that the 

service is there but is not satisfactory due to lack of the appropriate personnel on the field 

of the service provision to the member and other beneficiaries as the matter of fact that the 

pensioners are old people and they need extra attention due to their condition. 

5.1.4 Complain against LAPF benefits provision to the beneficiaries 

Beneficiaries mostly make their claims to the member services department since it the one 

that received those claims from pensioners and other beneficiaries and delaying on 

attendance to their matters, although the organization could be providing good services on 

its level the organization should still work out on its weakness by listening to customers 

and take into account their complains to improve services to customers 

The findings revealed that there are several causes of dissatisfaction to pensioners as 

related to the benefits received from LAPF. Different causes were identified; these 

include; poor service delaying and absence of payment which were made to some of the 

customers. LAPF organization should employ qualified personnel who are qualified in 

human resource management and business administration to ensure good customers care 

hence satisfaction of customers. 

5.2 Conclusion 

The findings of this study in the aspect of assessment of the level of satisfaction to 

beneficiaries‟ on benefits offered by LAPF were that there was low satisfaction to 
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customers on pension benefits provided by LAPF. This observed from the service received 

or beneficiaries inconvenience during the follow up of the benefits. 

On the aspect of the causes of dissatisfaction to pensioners as related to the benefits 

received from LAPF, different causes were identified. These include; poor service, 

delaying, annoying language and absence of payment which were made to some of the 

customers. 

 Finally, this study suggested several ways, introduced by LAPF in order to increase level 

of satisfaction to beneficieries on benefits received. These include employing qualified 

personnel in public services, lawful action to be taken for embezzlement, reduction of 

bureaucratic procedures and modernization of data management tools. 

5.3 Recommendations  

5.3.1 Recommendations for Social Security Institutions  

It has been recommended that Social Security Institutions should share one policy of 

beneficiaries in order to give customers what they deserve. 

5.3.2 Recommendations for LAPF 

LAPF organization should employ qualified personnel who were qualified in human 

resource management and business administration to ensure good customers care hence 

satisfaction of customers. The organization should make sure that the services provided 

were advertised and promoted to attract more customers. Also the organization should 

train their employee on customer service training to ensure good customer care. 

5.3.3 Recommendations for Policy Makers 

Policy makers should make sure that they formulate policies which are beneficial to 

retirees. Pensioners and other beneficiaries always they are in need of social assistance so 

the policies addressing social assistance always they should be on the favor of the 

beneficiaries but should give the prospect for the fund to survive in the economy. 



 47 

5.3.4 Recommendations for beneficiaries 

Pension beneficiaries should make sure that they stay and keep their documents in order to 

support their claims during the application. 

5.4 Area for further research 

The following one recommended for further research; 

 The role of security fund institutions in poverty reduction. 

 The investment of the pension funds and their benefits to their customers. 
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Appendix 1: Questionnaire to respondents 

Dear respondent, you are kindly requested to respond to the set of questions below giving 

relevant details for the title “assessment of pensioners perception on benefits received 

from social security institutions with specific focus to Local Authorities Pension Fund 

located in Dodoma Region”.  They are purely meant for academic purpose for the award 

of Master Degree in Business Administration from the University of Dodoma as your 

contribution. Any inconveniences that may arise are highly regretted. Thank you in 

advance 

 

1.0 Personal information of Respondents  

1.1 Sex of respondent (a) Male (b) Female      {    } 

1.2 Age of respondent (a) 18-25 (b) 26-35 (c) 36-45 (d) 46-55 (e) >55 {    } 

1.3 Marital status (a) married (b) Single (c) divorced (d) widow/widower   {    } 

1.4 Occupation of the Respondent…………........………………………..... 

1.6 Level of education (a) Primary (b) Secondary (c) Diploma (d) Degree/post graduate {     

 

2.0 Objective One: Level of satisfaction to pensioners on benefits offered by LAPF 

2.1 Are pensioners available enough? (a) Yes {   } (b) No {   } 

2.2 Is LAPF provide reliable services to pensioners? (a) Yes { } (b) No {    }  

2.3 Do you have any complain against LAPF services? (a) Yes {  } (b) No {    }  

2.4 If yes in question 2.3, what is the level of complains? (a) High {   } (b) Moderately(c) 

Low {    } 
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2.5. What do you complain for? 

i.…………………………………………………………………………………………… 

ii…………………………………………………………………………………………… 

iii…………………………………………………………………………………………… 

iv…………………………………………………………………………………………… 

v…………………………………………………………………………………………… 

2.6 Do you think LAPF services satisfies the pensioners? (a) Yes { } (b) No {    }  

2.7 If yes in question 2.6, at what level are satisfied? (a) High { } (b) Moderately(c) Low {    

} 

 

3.0 Objective Two: Causes of dissatisfaction to pensioners as resulted of benefits 

received from LAPF 

3.1 If no in question 2.6, what could be the causes of dissatisfaction?  

i.…………………………………………………………………………………………… 

ii…………………………………………………………………………………………… 

iii…………………………………………………………………………………………… 

iv…………………………………………………………………………………………… 

v…………………………………………………………………………………………… 

3.2 Are the pension benefits received as standards require? (a) Yes {   } (b) No {    } 

3.3 If no in question 3.2 what could be the reasons 

i.…………………………………………………………………………………………… 

ii…………………………………………………………………………………………… 

iii…………………………………………………………………………………………… 

iv…………………………………………………………………………………………… 

v…………………………………………………………………………………………… 
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3.4 What are the obstacles face LAPF in its service provision 

i.…………………………………………………………………………………………… 

ii…………………………………………………………………………………………… 

iii…………………………………………………………………………………………… 

iv…………………………………………………………………………………………… 

v…………………………………………………………………………………………… 

 

4.0 Objective Three: Suggestions of ways in which LAPF could increase level of 

satisfaction  

4.1 What do you think could be done to increase satisfaction?  

i.…………………………………………………………………………………………… 

ii…………………………………………………………………………………………… 

iii…………………………………………………………………………………………… 

iv…………………………………………………………………………………………… 

v…………………………………………………………………………………………… 
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Appendix 2: Checklist guide for retirees 

Sex of respondent. ........................................................................................       

Age of respondent ........................................................................................  

Marital status (a) married (b) Single (c) divorced (d) widow/widower   {    } 

Level of education ………........………………………............................ 

Year of retirement ..................................................................................... 

Questions 

1. For how long did you worked in Local Government Authority?  

2. For how long you retired from public services? 

3. Do you earn benefits of pension from LAPF? 

4. Are you satisfied with the current services to your pension service?  

5. At what level are you satisfied?  

6. If not satisfied, give reasons? 
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Appendix 3: Checklist guide for the LAPF management 

Sex of respondent.. ........................................................................................       

Age of respondent ........................................................................................  

Marital status (a) married (b) Single (c) divorced (d) widow/widower   {    } 

Position of respondent…………........………………………................ 

Level of education ………........………………………......................... 

Questions 

1. Is your organization provides pension services as required?  

2. Do you receive any complaints from your customers? 

3. What are those complains are all about? 

4. Why do you think complains? 

5. What are efforts to reduce complains and improve level of satisfaction to retirees? 
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Appendix 4: Schedule of activities 

Years                                                  2011/2012 

No. Activities D J F J F M A M J J A 

1 Proposal writing 

and 

questionnaire 

preparation 

           

2 Pre- test of 

questionnaire 

           

3 Data collection            

4 Data analysis            

5 Report            

 Report 

Submission 
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Appendix 5: Research Budget  

S/NO I. ITEMS QUANTITY RATE 

(Tshs) 

TOTAL 

PRICE 

(Tshs.) 

 I. ACTIVITIES    

1 A4 Size Printing Paper  2 reams 6000 12,000.00 

2 Ball Pens 1 box 10,000.00 10,000.00 

3 Flash Disk 1 pcs 65,000.00 65,000.00 

4 Scientific Calculator 1 pcs 50,000.00 50,000.00 

5 Printer cartridge 1 pcs 85,000.00 85,000.00 

6 Notebooks 20 2,500 50,000.00 

7 File folder each 10 2,000 20,000.00 

8 Questionnaires Photocopying        

9 
Questionnaires Photocopying 

for Pilot Study 

10 copies 50 

shs/A4pg 

20,000.00 

9  50 copies 50 

shs/A4pg 

10,000.00 

     

  Sub Total   502,000.00 

  II. ACTIVITIES       

1 Enumerators‟ per diem 4 @ 25,000.00 100,000.00 400,000.00 

2 Respondents Motivation 4 2000 8,000.00 

3 Supervision 1 person 100,000.00 100,000.00 

  Questionnaire administration 50 copies 4,000.00 20,000.00 

4 Secretarial Works (Typing & 

Binding of draft report) 

1 copy 100,000.00 100,000.00 

5 Data Analysis and Processing 1 copy 100,000.00 10,000.00 

 Sub total 728,000.00 

 

 Grand Total 1,230,000.0
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1. For how long did you worked in Local Government Authority?  

2. For how long you retired from public services? 

3. Do you earn benefits of pension from LAPF? 

4. Are you satisfied with the current services to your pension service?  

5. At what level are you satisfied?  

6. If not satisfied, give reasons? 

Appendix 3: Checklist guide for the LAPF management 

Sex of respondent.. ........................................................................................       

Age of respondent ........................................................................................  

Marital status (a) married (b) Single (c) divorced (d) widow/widower   {    } 

Position of respondent…………........………………………................ 

Level of education ………........………………………......................... 

Questions 

1. Is your organization provides pension services as required?  

2. Do you receive any complaints from your customers? 

3. What are those complains are all about? 

4. Why do you think complains? 

5. What are efforts to reduce complains and improve level of satisfaction to retirees? 

 

 

 

 

 

 

 

 

 


