QUALITY ASSURANCE  -  RATING SYSTEM 

Purpose

The system gives the stakeholders a feel about each branch’s level of compliance to organizational standards, policies and procedures

Stakeholders can also use this information to compare individual branch performance to other branches.
The rating is based on a weeklong branch quality audit in which the results are then scored to determine the rating level.

The system

· The system uses the results of audit tests on each branch as conducted by QA department

· 20 activities and 61 sub activities are tested. (See attached audit programme)

· The system reports the number of activities that are in compliance and reports on the total overall performance thereof.

· A rating report is generated after each branch audit

· Detailed branch rating information is available on request from the QA department

· From time to time final rating scores are used to rank branches against each other (See branch ranking form attached)

· Rating scores will also form a component of branch incentives calculations.

· Findings of the nature of misconduct, fraud, embezzlement etc are reported but are not used for scoring purposes.

· Branches that have less than three DF areas are excluded from the rating system

· Note that the QA rating system cannot substitute for a personal visit and thorough review of the branch

· Audited activities are arranged into four categories, with category 1 activities being the most crucial of them all. See below:

Category Weighting

These categories are weighted as follows:

Cat 1
60%

Cat 2
25%

Cat 3
10%

Cat 4
5%

Scoring Table

Findings are scored out of 10 as follows:

0
being for an activity that has its compliance level at 0% -50%) 

3
being for an activity that has its compliance level at 51-75%

7
being for an activity that has its compliance level at 76 -99%

10
being for an activity that has its compliance level at 100%

Score Sheet 

A score sheet is used to record actual scores for all the activities and their sub items (See attached example)

Score Calculation

Rating score is calculated for each category (i.e actual category score out of category total)

Category % (i.e. actual category score as a percentage of category total)

Weighting score ( Category weighting of the category % score)

The total weighted scores of all categories are added to arrive at the total overall score

AUDIT PROGRAMME

HEAD OFFICE

1.
REPAYMENT CHECKS
(2)

Objective

To inspect the loan repayment paper work and follow up on any policy and procedure deviations to establish their cause (One Centre / DF to be visited ) 

Procedure

a.
Was the cash deposited on the same day of the centre meeting (Rep Sched due date = Dep Slip Date)?
b

Is the deposit reconciliation signed by the Branch Manager (Dep. Reconciliation sheet)?

c.
Were all the deposit slips attached to the deposit reconciliation sheet, and are such deposit slips original and genuine? 

d.
Were all the deposits made into the right SEF account (Dep.Slip v/s Relevant SEF account number)?

e.

Can the clients confirm knowledge of reasons why the loans have been paid late?

2.
APPLICATION CHECKS
(2)

Objective

To evaluate the quality of the loan application process (4 applications per DF)

Procedure

a. Are all signatures authentic and complete?

b.   Are the application processes proceeding without any delays? 

c.   Are the original disbursement dates free of any changes?

d.   Did all the groups apply on time?

e.   Is the loan size policy properly followed? 

                  BRANCH OFFICE

3. MEMORANDUM FILE CHECK (3)

Objective

To evaluate the maintenance usage of the memorandum file.

Procedure

a. Is the memorandum file fairly up-to-date? (Memos issued till 30 says before day of audit)

b. Is it accessible to the general staff members?

4.
OFFICE INSPECTION

(4)

Objectives

To evaluate the overall order and maintenance of the B/O (Whole office / every QA visit)

Procedure.

Inspect B/O for the following: 

a)
Does the branch have a neat and conducive working environment (Security, Decent toilet facilities, Adequate and accessible office space etc)?

b)
Does the branch have standard supplies (e.g. Office furniture, SEF sign, Refreshments, Stationery etc.)?

5. DEBTORS CARD CHECKS
(3)

Objective

To evaluate the quality of record keeping at the Branch Office (4 transactions per DF)

Procedure:  

a. Is the attendance and savings information similar to that in the repayment schedule?

b.
Are the debtors cards updated at the back where necessary?

c.   Are all the loan repayments and savings transactions reasonably up-to-date?

6A.
  LUCH VERIFICATIONS
(1)

Objective

To evaluate the quality of clients and staff LUCH activities.  

Procedure:

Pick a few clients(1st and 2nd loan cycle), two per area, whose loans were disbursed at least one month before the date of audit and answer the following:

a. Are the completed LUC for the above groups available in the LUC files and confirmed?

(A sample of these LUC have been spot-checked by QA.)

6B.

Does the BM have some kind of monitoring tool for item 6A above?

7.
THREE MONTHS ROLLING PLAN
(4)

(Check all DF areas)

Objective

To evaluate the maintenance levels of the three months rolling plan books.

Procedure :

a.
Looking at book content, is it well completed and up to date?

b.
Does the BM have some sort of monitoring tool for this?

8. HR POLICY CHECKS
(3)

Objective

To evaluate the maintenance levels of HR policy files (All 20 standing policies with MD signature)

Procedure.

a. Is there any significant mismatch in policy documents between QA and B/O files?

b. Is the HR policy file accessible to general staff members?

9. CENTRE INSTALMENT RECORD CHECK (2)

Objective

To evaluate the maintenance and usage of the CIR file (2 centres/DF)

Procedure :

a
Is the repayment schedule number of groups = those on the CIR?

b.   Is the due amount on the repayment schedule = that on the CIR?

 
      c.
Are the group transactions well updated?

10. BM SPOT CHECKS (1)

Objective

To evaluate the BM’s performance on their spot check activities. (2 recent months per BM )

Procedure

a. Did the BM meet the expected spot check standards?

(A sample of these were confirmed by QA.)
11.
PERFORMANCE MANAGEMENT SYSTEM (2)
Objective

To evaluate the BMs’ management of the staff performance management system (All DFs/ branch) 

Procedure

a. Do all DFs have performance contracts?

b. Are performance contracts regularly evaluated?

c.
In cases of under performance, is the BM managing the situation adequately (e.g  staff support, corrective action, training etc)? 

FIELD ACTIVITIES

12.
CENTRE MEETING EVALUATION 
(3)

Objective

     
     To evaluate  centre meeting activities against the policies and procedures. (At least one CM per DF)

Procedure :

a.
Did groups get receipts for all loan repayments made? 

b. In case of application did the activity proceed correctly (i.e procedure + admin.)?

c. In case of representatives, where all represented people’s existence verifiable?

d. Where the meetings run in an orderly and disciplined fashion?

e. In case of disbursement did the activity proceed correctly (procedure + admin.)?

f. Does the minute book capture complete meeting information (e.g. application and disbursement details, repayment schedule data, special agreements etc.)?

g. Is the repayment collection method safe? (e.g. cash box available, cash deposited same day, two depositors go to the bank, not too much money in one centre,  etc)

h. Are the center committee members fairly competent?

i. Are the loan card savings balances reasonably similar to those in the savings books?

j. Does the minute book information (Attendance + Savings) reasonably match that in the repayment schedule? (Use previous three repayment schedules)

13
CLIENT SERVICE EVALUATION (3)

Objective

     To evaluate the quality of client service by staff members. (Do at least one evaluation per area)

Procedure.

a.
Can the clients positively confirm the following by staff: ( appl + disb on time, appointments met, assistance provided, generally helpful etc)?

b.
Can clients confirm that the staff never borrow money nor buy on credit from them?

c.
Can clients confirm that the staff members are doing their best to present themselves in an appropriate manner (i.e Respectful, sociable, considerate, no abuse of power etc)?

d.
Can clients confirm that there is NO any other service area they are significantly dissatisfied about? 

14
GROUP FORMATION CHECKS
(1)

Objective

Evaluate the quality of group recognition process.

Procedure .

Pick three new groups in the branch (any area) and check the following:

a.   
Was the PGR properly done?

(i.e. Did they meet each and every one of the following requirements:

-
Knowledge of each other

-
Their meeting with the BM for PGR?

· Introduction to the center for acceptance / rejection?

· Meet all other critical group formation criteria e.g. relatives etc.)

15
ARREARS CHECKS
(2)

(Check at least 60% of arrears in the branch)

Objective

To evaluate compliance to arrears policy, and also check the validity of the actual arrears. 

Procedure.

a.
Was the arrear reporting policy followed?

      b.         Are all arrears genuine?

c.
Does the BM have some sort of monitoring tool for this?

  16
LOAN PROPOSAL / PROGRESS MEETING
(3)
Objective

To verify implementation of the Loan proposal and Progress meeting activities by staff(1 group/DF) 

Procedure.

a.         Can clients confirm a meeting of this nature, in which the DF was also present?

b.         Did clients get to discuss each others’ loan proposals?

c.         Does the BM have some sort of monitoring tool for this?

17
CLIENT INFORMATION VERIFICATION (1)

Objective

To verify that staff are providing accurate and truthful information about the clients.

Procedure.

Get copies of the application forms, (1grp/DF) find the clients, compare their actual information with that on the form (i.e. signatures, loan amounts, ID numbers)

a    Is the client information reliable?

(i.e.  Did it meet all the requirements below?

-
Clients are physically identifiable

-
Where the client did not intend to use the loan for business, a DF would not have reasonably known about it.

-
No fraud on the loan amount

-
Clients’ signatures positively verified.)

18
BUSINESS EVALUATION VERIFICATION
(2)

Objective

To verify that staff is providing accurate and truthful information about the clients’ businesses.

Procedure.

Get copies of the application forms, (1grp/DF) find the clients, compare their actual business evaluation information with that on the form. 

a.   Can the clients confirm BE status on DF’s visit?

b.
Is the BV reasonably equal to the current loan size?

c.   Does the BM have some sort of monitoring tool for this?

19
RESCHEDULED LOANS (4)

Objective

To evaluate the actual implementation of the rescheduled loans policy.

Procedure.

a.
Were the rescheduled loans (1/DF), done as per policy and procedure? 

b.
Are those that come to the end of rescheduling period actually being followed up or not? 

c.
Does the BM have some sort of monitoring tool for this?

20.
RETURNED LOANS (4)


Objective


To evaluate the validity of the returned loans.


Procedure

a. Can the clients confirm knowledge of reasons why the loans (3/Branch) have been returned?

b.   Where the circumstances for the loan return of the nature such that a reasonable staff member would 

      not have foreseen and avoided it? 

c.   Does the BM have some sort of monitoring tool for this?   

SCORE TABLE
	Finding
	No Problems
	Isolated
	Pattern
	Widespread

	
	100%
	76% - 99%
	51%-75%
	0% - 50%

	
	
	
	
	

	Score 
	10
	7
	3
	0


  SCORE SHEET

	Category 1
	Category 2
	Category 3


	Category 4

	Item
	Score
	Item
	Score
	Item
	Score
	Item
	Score

	
	
	
	
	
	
	
	

	6.A
	
	1.A
	
	3.A
	
	4.A
	

	   
	
	   B
	
	   B
	
	   B
	

	
	
	   C
	
	
	
	   
	

	10.A
	
	   D
	
	5.A
	
	7.A
	

	     
	
	   E
	
	   B
	
	   B
	

	
	
	   
	
	   C
	
	    
	

	14.A 
	
	2.A
	
	
	
	19.A
	

	
	
	   B
	
	  8.A
	
	     B
	

	
	
	   C
	
	     B
	
	     C
	

	
	
	   D
	
	
	
	
	

	
	
	   E
	
	12.A
	
	20.A
	

	17.A
	
	
	
	     B
	
	     B
	

	
	
	6. B
	
	     C
	
	     C
	

	
	
	
	
	     D
	
	
	

	
	
	  9.A
	
	     E
	
	
	

	
	
	     B
	
	     F
	
	
	

	
	
	     C
	
	     G
	
	
	

	
	
	
	
	     H
	
	
	

	
	
	11.A   
	
	     I
	
	
	

	
	
	     B
	
	     J
	
	
	

	
	
	     C
	
	
	
	
	

	
	
	
	
	13.A
	
	
	

	
	
	15.A
	
	     B
	
	
	

	
	
	     B
	
	     C
	
	
	

	
	
	     C
	
	     D
	
	
	

	
	
	
	
	
	
	
	

	
	
	18.A
	
	16.A 
	
	
	

	
	
	     B
	
	     B
	
	
	

	
	
	     C
	
	    C
	
	
	

	
	
	
	
	
	
	
	

	Category Total       40
	                      230
	                               240
	                           100

	Category Score      
	                      
	                               
	                             

	Category %          
	                        
	                                
	                             

	Weighting            60
	                        25
	                                10
	                               5

	Weighted score:  
	                        
	                                  
	                                

	TOTAL SCORE:                                               



BRANCH RANKING ( Period:             )
	
	Overall Score

	
	

	Mokopane
	

	Mankweng
	

	Burgersfort
	

	Mutale
	

	Moletjie
	

	Sekgosese
	

	Ndzhelele
	

	Tlatja
	

	GaChuene 
	

	Dzumeri
	

	Groblersdal
	

	Fetakgomo
	

	Giyani
	

	Blouberg
	

	Lwamondo
	

	Letsitele
	

	Tricharsdal
	

	Vuwani
	

	Nebo
	

	Zebedeila
	

	Phalaborwa
	

	Khomanani
	

	Marblehall
	

	 
	


0 - 49 = Unacceptable

50 - 89 = Acceptable

90 - 100 = Excellent
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