Client Feedback System
	Branch: 
	Centre Code:
	Date:

	Group name/number:
	Member name:

	ID no:
	
	
	
	
	
	
	
	
	
	
	
	
	

	

	Savings
	Do you save as much as you can?
	Y=2 / N=0
	

	
	
	
	

	
	
	

	
	Do you frequently use savings for patching (others)?
Do members withdraw other members’ savings? 
	Y=0 / N=4
Y=0 / N=4
	

	
	
	
	

	
	
	

	
	Would you prefer an individual savings account?
Would you prefer saving with a bank rather than with the post office?

Would you prefer saving monthly rather than fortnightly?
	Y=0 / N=3
Y=0 / N=3
Y=0 / N=3
	

	
	
	
	

	
	
	

	
	If you need to access your savings what would you do? Don’t read answers
Group asks DF to fill out and sign withdrawal form

Member go to the PO/bank with the form, IDs and 3 signatories

The withdrawal is recorded in the loan card
	Y=3 / N=0

Y=3 / N=0

Y=3 / N=0
	

	
	
	
	

	
	
	

	
	Can SEF access your savings?
Can group members access your savings?
	Y=0 / N=5
Y=0 / N=5

	

	
	
	
	

	
	
	

	Loan
	How does SEF determine what your next loan size will be? Don’t read answers
The minimum loan size of the next loan is the current loan size

The DF may use her/his own discretion to give a smaller loan

If the member did not save 3 times in a loan cycle, loan size may not increase

If the member does not have a savings balance of at least 10%, loan size may not increase

If the member was 4 times absent from the centre meeting without approval in a loan cycle, loan size may not increase

If the member’s business value has decreased, loan size may not increase

If the member’s group was in arrears once in a loan cycle, loan size may not increase

Business value size affects the maximum loan size

Loan size is between R 500 and R 12.000
	Y=3 / N=0
Y=3 / N=0
Y=3 / N=0
Y=3 / N=0

Y=3 / N=0

Y=3 / N=0

Y=3 / N=0

Y=2 / N=0

Y=2 / N=0
	

	
	
	
	

	
	
	

	
	How difficult was it to repay your loan? Show smiley faces

	
	

	
	
	
	

	
	
	

	
	What is the main source for repayment of your current loan? Don’t read answers
Business money

Salary

Grants and pensions

Remittances

Borrowing from other sources

Own savings
	Y=5 / N=0
Y=0 / N=0
Y=0 / N=0
Y=0 / N=0
Y=0 / N=0
Y=0 / N=0
	

	
	
	
	

	
	
	

	
	Is there a loan product (loan for other purposes than business) that SEF should provide?
	Y=0 / N=3

	

	
	
	
	

	
	
	
	

	If YES, what product
	
	
	

	
	
	
	


	Centre Meetings
	Strongly agree (2) – agree (1) – disagree (-1) – strongly disagree (-2)
Centre meetings offer me support 
Centre meetings do not run for too long
I feel safe at centre meetings 
I can learn from others at centre meetings
Problem solving in centre meetings is useful

My CLS is well organised in conducting centre meetings
DF communicates SEF’s policies in a way that I understand it

People who patch for other members always get their money back

Saving fortnightly is useful 
Attending centre meetings increases my loan size


	
	

	
	
	
	Average score

	
	
	
	

	
	What follow up happens on patching? Don’t read answers
CLS records patching in the minute book
The patched member announces payback at next centre meeting
	Y=3 / N=0

Y=3 / N=0


	

	
	
	
	

	
	
	
	

	Group
	How good is the support within your group (e.g. financial problems, family problems, business problems)? Show smiley faces

	
	

	
	
	
	

	
	
	
	

	Dropping
	Have you ever thought of dropping out?
	Y=0 / N=3
	

	
	
	
	

	If YES, why
	
	
	

	
	
	
	

	Staff
	How good is staff’s service, e.g. applications/disbursements on time, appointments met, assistance provided, generally helpful? Show smiley faces

	
	

	
	
	
	

	
	
	
	

	
	Did staff ever borrow money or bought on credit from you?
	Y=0 / N=5
	

	
	
	
	

	
	How good is staff in presenting themselves in appropriate manner (respectful, sociable, considerate, no abuse of power)? Show smiley faces

	
	

	
	
	
	

	
	
	

	Highest possible score = 100
	Score: above 89
Score: 50 and 89
Score: below 50
	Excellent

Acceptable

Unacceptable
	TOTAL
	


Checked by* 

	BM
	ZM
	RM
	QA
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Signature

* please tick
Comments_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
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