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ABBREVIATION

BCM: Business Continuity Management

BCU: Branch Coordination Unit

CBHID: Community Based Health Insurance Department
CSDx: Corporate Services Division

CSR: Corporate Social Responsibility

FCD: Finance and Contributions Department

FTIDs: Fixed Term Deposits

ID: Investment Department

IFMIS: Integrated Financial Management Information System
IT: Information Technology Unit

KEA: Kacyiru Executive Apartments

LODA: Local Administrative Entities Development Agency
LU: Legal Unit

MIFOTRA: Ministry of Labor

MoH: Ministry of Health

MSD: Medical Services Department

MLB: Maternity Leave Benefit Scheme

NIDA: National Identification Agency

OAG: Office of Auditor General

OH: Occupational Hazards (scheme)

PPBD: Pension and Pre-retirement Benefits Department
PRC&E: Public Relation and Customer Education

PRD: Planning & Research Division

QA&IAD: Quality Assurance & Internal Audit Division
RCA: Rwanda Cooperative Agency

RDB: Rwanda Development Board

ROI: Return on Investments

RRA: Rwanda Revenue Authority

RSSB: Rwanda Social Security Board

SACCOs: Savings & Credits Cooperatives
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SSN: Social Security Number

T Bills: Treasury Bills

T Bonds: Treasury Bonds

3MS: Mutuelle Membership Management System




FORWARD BY THE DIRECTOR GENERAL

It is with great pleasure that I present the 2019/2020 Action Plan for the
Rwanda Social Security Board - RSSB.

2019/2020 is a unique and crucial year for the Rwanda Social Security
Board where a new integrated IT system will be acquired, and an
overarching automation exercise done for all schemes.

It is important to note that the RSSB Action plan 2019/2020 marks the

' end of the current strategic plan whose main focus was IT modernization
and I am thrilled to announce that the implementation of this long-awaited project will be done
during this financial year. Once completed, this project will enable RSSB to serve its clients better
and greatly improve service delivery as well as ensure general operational efficiency.

Throughout the year 2019/2020, RSSB will focus on five strategic goals that include Strengthening
financial sustainability, providing quality Service, developing a capable, efficient and responsive
organization, strengthening internal capacity and Enhancing RSSB’s Corporate Image.

During the fiscal year 2019/2020, RSSB will continue to ensure that its mandate of effective
collection of contributions, timely payment of benefits and prudent investment of the surplus is
met. The overall contributions collection target for all schemes is Frw 178.2 Billion, and
investment return is projected to be Frw 74.7 Billion.

RSSB continues to face some major challenges such as Fraud, CBHI financing deficit and limited
staff capacity to mention a few. We will therefore remain vigilant in dealing with all these
challenges and work towards finding lasting solutions for them.

In order to ensure continued growth and improvement, RSSB will seek to engage and build
partnerships with expert organisations to leverage on their expertise in policy, research and other
crucial areas of interest while simultaneously empowering the staff.

In implementing this Action plan, we will continue to lean on the support and guidance of the
Board of Directors to ensure RSSB is efficiently and effectively governed.

All RSSB staff will own and give this Action Plan due attention and effort. Together we will
ensure that good Health and the Future of Rwandans is guaranteed.

f.
“RigHar
Director General




STATEMENT BY THE BOARD CHAIRMAN

On behalf of the Board of Directors, I am pleased to present the
Action Plan for the year 2019/2020. Last year, RSSB’s financial
outlook improved thanks to more effective collection and growth
in investment portfolio to above 1 trillion Rwandan francs (a
growth of 13% over the financial year 2018/2019).

The Long-Term Saving Scheme - Ejo Heza was launched during
the 16t National Umushyikirano Council and is administered by
RSSB. It has been steadily growing both in number of members as
well as contributions.

During the financial year 2019/2020, more efforts will be placed in serving our customers better
and to achieve that, we are putting forward a customer-centred Action Plan. We are in the process
of implementing the RSSB IT Strategy mainly the launch of IT Modernization project. This project,
once completed, will see most of RSSB processes automated which will greatly improve
operational efficiency and boost service delivery.

Regarding management of members’ funds, RSSB will continue to uphold its investment policy
and strategy through intensification of investments in various asset classes. About Frw 529.7
Billion will be invested and is expected to earn Frw 74.7 Billion return at the end of the period.
To ensure high investment standards, RSSB will seek fund management as well as investment
advisory services.

The implementation of this action plan will require devotion and commitment of both the
Management and Staff of RSSB.

The Board of Directors welcomes the appointment of Mr Richard TUSABE and is ready to fully
support him in his first full financial year as RSSB Director General. His experience in
management of large institutions will be of paramount importance in the attainment of the targets
set by this document.

I pledge my full support and that of board members to the Management and staff of RSSB and
wish the entire RSSB family a successful yea
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Sincerely,

Ephraim TURAHIRWA
Board Chairman




INTRODUCTION

This Action Plan has been developed based on the strategic plan in force and on previous years’
performance and lessons learnt. It details the 2019/2020 Actions for the Rwanda Social Security
Board - RSSB. It focuses on the Institution’s mandate of administering social security in the
country. The branches currently managed by RSSB include: Pension, Occupational risks,
Maternity leave benefits, worker medical insurance, the community-based health insurance
(CBHI) and newly launched Long-Term Saving Scheme - Fjo Heza.

In managing all the branches mentioned above, RSSB has to effectively carry out three main
functions; collection of contributions, payment of benefits and prudent investment of surplus
funds.

The effective execution of these functions requires actions that translate these functions into the
realization of the institution’s vision and mission. This Action Plan also acts as a bridge between
the 2015 - 2020 Strategic Plan and the next strategic objectives to be developed. It is a result of an
analysis of RSSB’s environment of business and operations (SWOT Analysis) and attempts to
address the challenges that RSSB is faced with. The main priorities of this action plan include,
among others; maximizing contributions collection, providing quality service, optimizing
investment revenues, modernizing IT system, fighting fraud and malpractices, extending social
security coverage and reviewing laws and other regulations. Three main oufcomes are expected
from these activities, namely:

¢ Strengthened and financially sustainable RSSB;

* Improved quality services provided to customers; and

¢ Efficient and responsive organization.
Monitoring the impementation of these plans and performance evaluation will be done through
periodic performance monitoring reports.

I. CORPORATE STATEMENTS

11. Vision statement
RS5B envisions a comprehensive social security system that addresses all social security needs.

1.2, Mission statement

Provide high quality social security services, collection of contribution, efficient benefits
distribution and prudent investment of members’ funds.

1.3.  Corporate values
In trying to achieve our vision and mission, we endeavor to be guided by the following key
strategic values:

¢ Integrity;

¢ Collaboration;
* Accountability;
¢ Respect; and

¢ Excellence.




II.  RSSB STRATEGIC INTERVENTIONS

On 01¢t July 2015, a five-year strategic plan for RSSB entered into force. The document presented
numerous strategic objectives under five strategic goals (interventions) that were meant to guide
the institution’s future directions during the strategic period.

The five goals and the corresponding objectives under each goal are as laid out below:

21.  Strengthening long term financial sustainability of RSSB
Prudently invest members’ funds

Ensure effective collection of contribution from all schemes

¢ Increase number of new members

Conduct Actuarial valuation

2.2.  Providing quality service to customers

* Ensure timely and quality service to RSSB beneficiaries

* Establish mechanism to ease communication between RSSB and its stakeholders
» Improve customer satisfaction level

23.  Developing a capable, efficient and responsive organization
* Modernize IT infrastructure for high availability

* Ensure availability and accuracy of statistical data

» Improve effectiveness of internal controls

* Review, update and develop relevant legal instruments

¢ Conduct relevant research studies

24.  Atiracting, developing and motivating competent staff
* Recruit, train and develop competent employees

* Improve staff motivation and develop retention sirategies

* Improve staff performance management

25.  Enhancing RSSB’s corporate image

» Increase public awareness on RSSB services

» Increase RSSB’s corporate social responsibility activities

* Promote cooperation with national, regional and international partners




IIL.

OPERATING ENVIRONMENT - SWOT Analysis

RSSPB's road map in the 2019 - 2020 financial year will be informed by a careful assessment of its
operating environment. SWOT analysis provides information that will assist the institution in
achieving its goals and indicates obstacles that need to be overcome or minimized to achieve
desired results. This SWOT analysis is based on the environment in which RSSB operates and is

detailed hereunder.
Strengths Weaknesses
1. Stable source of revenues 1. Errors in membership data
2. Ongoing IT system modernization 2. Limited technical skills
3. Existence of database links with key 3. Low social security coverage
stakeholders 4. Non-integrated and insufficient IT system
4. Decentralized setvices 5. Low compliance level
5. Clear Investment Policy and Strategy 6. Lack of financial sustainability of some
6. Valuable assets scheme (especially CBHI)
7. Strong brand name 7. Limited IT system controls
8. High number of manual processes
Opportunities Threats
1. Strong government support 1. Fraud cases
2. Stable political and economic 2. Large Informal Sector
environment 3. Limited avenues for investment
3. Partnership with regional and 4. Delays in enactment of laws and policies
international social security associations that support RSSB operations
4. Regional economic integration 5. Lack of special statute of financial and
5. Existence of government programs for operational autonomy
prevention of diseases 6. Competition from other actors on the
6. Existence of National OSH Policy and market (Medical Insurance, Investment)
Strategy 7. Brain drains
8. Increasing medial costs




IV.  RSSB 2018 - 2019 PERFORMANCE AT A GLANCE

41. Contributions collections

The exercise of members registration and collection of contributions continued in the FY 2018 -
2019. The overall annual contribution target was Frw 163.1 Billion and roughly Frw 142.6 Billion
had been collected as at 30t April 2019. That is an achievement of 87.4% with two months away
from the end of the period. Contributions were collected per scheme in the following way:

¢ Pension scheme: Frw 78.1 bn

e Medical scheme: Frw 39.1 bn

* Maternity: Frw 6.1 bn

e CBHIL Frw 19.3 bn

4.2, Payment of benefits

A total benefit pay-out of Frw 95.4 Billion was anticipated at the start of the period. As at 30t
April 2019; benefits worth Frw 85.6 Billion (89.7%) had been paid. Benefits were paid per scheme
in the following way:

Pension scheme: Frw 22.1 bn

Medical scheme: Frw 20.7 bn

Maternity: Frw 1.4 bn

CBHLI: Frw 414 bn

43. Investment performance

In investing the surplus, RSSB is guided by its investment policy statement. The RSSB investment
portfolio stood at 960 billion as at end of March 2019. It has grown by an average annual growth
rate of 18% over the last 5 years. This portfolio growth is mainly explained by continued capital
injections into existing as well as new investments; this is also reflected by the continued growth
in investment return. RSSB recorded a net return on investments amounting to Frw 36.6 Billion
in 9 months of the FY 2018 - 2019.

44. Other major achievements

Apart from the above achievements which are highly tied to RSSB mandate, there were also other
notable attainments:
(a) Improved benefit packages: In 2018, all pension in payment was increased. This was

done discriminatively in that the lower pension earners received a higher percentage
increase in their pensions. The overall average increase in pension playouts 25%. At the
same time, minimum pension was also increased from FRW 5,200 to FRW 13,000. This led
to increased satisfaction among pensioners as evidenced by a recent customer satisfaction
survey.

On Occupational Hazards benefits, a new list of Occupational Diseases has been
developed and Invalidity scale updated. This will replace the one that has been in use
since 1974. The updated document is currently being translated into French (it will be
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V.

used by doctors with different backgrounds) before it is published for use. This guiding
document will not only improve OH benefit packages but also enhance proper working
environment in terms of safety and health.

(b) Enhanced CBHI premium collection and improved coverage rate: From June 2018,

collection of CBHI premiums has been tremendously eased by use non-bank payment
platforms; IREMBO and Mobicash. Also, validation of membership has been made
automatic and is currently confirmed upon presentation of the member’s ID. This has
solved members outcry of long lines, delays and constant theft cases by SACCOs and
some staff. Being able to pay at the comfort of their homes through mobile money has also
been highly appreciated.

Introduction of Ejo Heza LTSS: Long-Term Saving Scheme was designed to boost saving
culture among Rwandans but also partly answers the problem of low coverage of the
pension scheme due to large informal sector. Since its official launch during the 16th
National Umushyikirano Council, the scheme has registered 53,209 subscribers and has
collected Frw 54,544,937 of savings. Sensitization campaigns continue including
countrywide roadshows.

(d) IT Modernization project: RSSB has embarked on an IT modernization project which will

see most of its processes automated. The initial stage which is about processes re-
engineering has successfully been completed by PwC and the tender for an e-social
security system has also been awarded to INTRASOFT. Itis equally important to highlight
the existing database linkages on which this new system will build. RSSB is now linked
with various institutions to improve efficiency; One-stop registration centre with RDB, the
unified declaration platform with RRA and database links with NIDA, RODA, BNR.

CHALLENGES

Although RSSB has registered creditable results, many challenges remain and hinder the
achievement of even greater things. Some of the challenges RSSB is dealing with include;

1.

ii.

Fraud & other malpractices: RSSB remains committed to provide benefits and high-
quality service to rightful beneficiaries. However, RSSB is equally committed to
vigorously combat and engage other partners (such as media) in the fight against fraud,
corruption and other malpractices. This vice threatens both service delivery and financial
sustainability of the schemes and also damages the institution’s corporate image. For
example, there are high fraud cases by medical service providers that needs to stop. What
sometimes is portrayed as “delays in medical invoice payment” is most of the time due to
fraud by the service provider.

CBHI Financing: Since July 2015 when the scheme was put under management of RSSB,
CBHI's outgo continue to exceed members’ contributions. This leaves a financing gap that
other stakeholders such as the government have been working to address. A new CBHI
financing model has been adopted by the cabinet and modalities of its implementation
are being developed.
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iii. Increasing drug/medical costs: Increasing drug/medical costs: Medical costs have
continued to increase leading to constant increase in pay-outs. This coupled with the high
fraud mentioned earlier continue to be a big threat to the sustainability of the medical
schemes.

iv. Employers’ non-compliance: According to the law, all salaried workers have to
contribute to the Pension scheme for their retirement. There are however cases of non-
compliance; i.e. employers not making contributing for their employees. This becomes a
major problem when a member reaches retirement and his contributions are missing
meaning that he/she earns reduced or no pension.

v.  Lack of Autonomy: RSSB’s business is very unique requiring a mix of various expertise
and specialists from investment analysts, IT experts, actuaries etc. The lack of autonomy
has however made it impossible to attract personnel with these skills making the
institution less effective in its operations

VL. ACTION PLAN PRIORITIES FOR THE FY 2019 - 2020

In the FY 2019/2020, RSSB will continue to strengthen financial sustamability of its schemes
through efficient collection and prudent investment of surplus after payment of benefits to
deserving members.

The annual collection target has been set to Frw 178.2 Billion and a return on investment of Frw
65 Billion is expected at the end of the period. Itis also planned that about Frw 485.7 Billion will
be spent on investments. Furthermore, service delivery will also be enhanced through timely
payment of benefits and improved service accessibility. The long-awaited IT modernization
project will be launched in quest to build a more efficient and responsive organization.

The following are three (3) expected outcomes from the implementation of this action plan and
their respective key activities.

1. Strengthened and financially sustainable RSSB

The following key activities will be carried out for the attainment of this outcome:
a) Register new employers and employees

b) Efficiently collect members contributions and premiums

c) Conduct employer audit exercises to ensure improved compliance level

d) Identify new investment opportunities and ensure prudent allocation of investment
funds

e) Hire fund managers to proper and diversified investment of reserves

f) Review RSSB investment policy and strategy and develop one for LTSS - Ejo Heza

g) Conduct employer inspections to ensure preventive measures are in place

h) Conduct audit of RSSB financial statements

12
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2. Improved quality service provided to customers

In order to better serve its clientele, RSSB will put an emphasis in the following activities:
a) Provide benefits to rightful members within standard timeframe

b) Prepare claims procedure manuals

¢) Enhance medical services accessibility by contracting new deserving partners
d) Introduce the use of fingerprints for CBHI medical services accessibility

e) Improve the level of RSSB business automation

f) Conduct customer satisfaction survey

3. Efficient and responsive organization

Under this outcome the focus will be put on the activities below:
a) Review Pension, OH, MLB and contribution procedures law and related orders

b) Update occupational diseases and invalidity scale

¢} Review the national social security policy and other policies

d) Prepare LTSS claims procedure manuals and forms

e) Improve system of financial accountability

f) Enhance statistical analysis for informed decision making

g) Assess RSSB internal controls and their effectiveness

h) Build internal research capacity through MoUs with other research centre
i) Hire a consultant to develop RSSB’s next Strategic Plan

j) Prepare and implement RSSB’s procurement plan

k) Ensure management and capacity development of RSSB staff

1) Follow up and monitor the implementation of IT modernization project
m) Carry out sensitization campaign to boost awareness of RSSB services.




VII. FINANCING & ASSUMPTIONS

7.1. Cost Estimations

For purposes of budgeting, the activities making up this 2019/2020 action plan can be divided

into four types of expenditure listed below:

* Benefits expenditure (includes medical, pension and OH, maternity leave benefits)

» Operating expenditure (administrative expenses)

* Equipment expenditure (computers and other durable equipment)

¢ Investment expenditure

The total budget required for the implementing of this action plan is estimated at Frw
685,790,756,427. Details are indicated in the table below.

; Expenditure type
Benefits expenditure

Operating & Management costs

Administrative assets
Investment expenditure
Total expenditure

7.2 Source of Funds

Amount in Frw
114,757,557,749
38,225,739,874
3,082,000,000
529,725,458,804
685,790,756,427

RSSB funds are mainly from two major sources: members’ contributions and Investment returns.

The revenue projections for the FY 2019 - 2020 is shown in the table below.

Source Amount in Frw

Opening balance 436,533,656,758
Members’ contributions 178,211,414,091
Investment and other revenues 74,676,212,916
Total 689,421,283,765
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7.3. Investment Assumptions

The above projections on investment and other revenues are based on the following assumptions:

Pension Scheme

Principal (2020 Estate)

264,000,000

Expected principal from 2020 Estate

Principal Batsinda 20,000,000 | Expected principal from Batsinda Estate
Principal Repayment - Corporate loan 1,509,585,388 | Expected from existing agreement

(BRD)

Kacyiru Executive Apartments 600,000,000 | Estimated based on contract with tenants
Grand Pension Plaza 1,200,000,000 | Estimated based on contract with tenants
Nyanza Pension Plaza 120,000,000 | Estimated based on contract with tenants
Karongi Pension Plaza 120,000,000 | Estimated based on contract with tenants
Musanze Pension Plaza 120,000,000 | Estimated based on contract with tenants
Rwamagana Pension Plaza 20,000,000 | Estimated based on contract with tenants
Kacyiru Estate (Disposal) 436,322,700 | Expected disposal

Renting Ex-CVL & Mutara 120,000,000 | Estimated based on contract with tenants
Renting Kiyovu corporate house 18,000,000 | Estimated based on contract with tenants
Renting Kigali Golf Club 125,000,000 | Estimation

Other Incomes Pension scheme 100,000,000 | Estimation

Dividends from equity - Pension 5,385,062,449 | Dividends expected from commercial banks
Sales of Shares (Interest) 150,000,000 | Estimation

Corporate loan Pension Scheme (BRD) 1,913,399,479 | Expected from existing agreement
Mortgage (Estates) 36,000,000 | Expected income from mortgage

Interest on current account - Pension 3,200,000,000 | Estimation from experience

Bank term Deposits Pension scheme 12,350,000,000 | Expected income based on existing contracts
Interest on Treasury Bills - Pension 3,200,000,000 | Expected income based on existing contracts
Interest on Corporate Bond - Pension 3,500,000,000 | Expected income based on existing contracts
Interest / Fund manager - Pension 3,200,000,000 | Estimation from proposals

Government bonds interest - Pension 6,595,669,151 | Expected income based on existing contracts
Income on Disposal 2,259,680,368 | Expected based on existing agreement

Sales of Shares (Principal) 2,584,000,000 | Estimation

Loan to MINECOFIN (Amount advanced 499,393,885 | Expected based on existing agreement

to pay CBHI invoices)

Investments & Other Revenues - 24,386,422,195

Medical Scheme

Principal Repayment - Corporate loan
(BRD)

1,746,428,310

Expected from existing agreement

Renting Tower I 36,264,048 | Estimated based on contract with tenants
Renting Tower I 600,000,000 | Estimated based on contract with tenants
Other Incomes — Medical scheme 5,000,000 | Estimation

Dividends from equity ~ Medical 800,000,000 | Dividends expected from commercial banks
Interest on Corporate loan (BRD) 2,213,597,884 | Expected based on existing agreement
Interest on current account - Medical 1,500,000,000 | Estimation from experience

Bank term Deposits - Medical 6,650,000,000 | Expected income based on existing contracts
Interest on Treasury Bills - Medical 2,000,000,000 | Expected income based on existing contracts
Interest on Corporate Bond - Medical 500,000,000 | Expected income based on existing contracts

.
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Interest / Fund Manager - Medical

1,600,000,000

Estimation from proposals

Government bonds interest - Medical

1,485,131,953

Expected income based on existing contracts

Income on Disposal

250,000,000

Expected based on existing agreement

Loan to MINECOFIN (Amount advanced
to pay CBHI invoices)

5,000,000,000

Expected based on existing agreement

Investments & Other Revenues - CBHI 250,000,000
Scheme
Interest on current account - CBHI 250,000,000 | Estimation from experience

Investments & Other Revenues - 800,000,000
Maternity Leave Scheme
Interest on current account - MLB 500,000,000 | Estimation from experience

Interest on Treasury Bills - MLB 300,000,000 | Expected income based on existing contracts
Investments & Other Revenues - 30,000,000

Common Scheme

Interest on current account - Common 30,000,000 | Estimation from experience

Tolal W= A i | 74,676,212,916 i

VIII. MONITORING AND EVALUATION FRAMEWORK

In order for this Action Plan to be effective and to ensure full implementation of key activities, an
M&E framework is required. This Action Plan will be monitored through periodic performance
report on Key Performance Indicators set in the matrix below. Progress will then be measured
against set targets and compared to baseline. These monitoring report will be submitted to the
Senior Management Team for discussion.

The following section details the program activities for the year 2019 - 2020 in a matrix
summarized into three expected outcomes and various outputs. It also shows the indicators, the
baselines, the targets, activities to be performed and responsible unit of operation to perform the

planned actions.
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