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MoU Memorandum of Understanding
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NAAMSA National Association of Automobile Manufacturers of South Africa
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POP Patient Outreach Programme

PwC PricewaterhouseCoopers
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QLFS Quarterly Labour Force Survey

RAF Act Road Accident Fund Act, 1996

RD Registered

RNYP Requested But Not Yet Paid

RTMC Road Traffic Management Corporation

SAP System Application and Products

SAPS South African Police Service

SCA Supreme Court of Appeal

SCM Supply Chain Management

SDGs Sustainable Development Goals

SOE State-Owned Entity

SONA State of the Nation Address

SOP Standard Operating Procedure

SWOT Strengths, Weaknesses, Opportunities and Threats



UN United Nations

UNDA United Nations Decade of Action

VO Verification and Objection

VV Verification and Validation

WHO World Health Organization

WIC Walk-in Centres

WPRPD White Paper on the Rights of Persons with Disabilities







Matter: Description:

RAF v LPC and 23 others 
Legal dispute: 
Fifth extension of the 180 
days payment moratorium

The RAF obtained an order to stay the execution of judgements that were granted prior 
to 9 April 2021 and for the payment of those judgement debts to be processed within 
a period of 180 days. This order was extended four times. The last extension was 
effective until 7 February 2024.

The RAF brought an application for a further extension of the order obtained in April 
2021 and for the order to be applied to legal costs as well. The matter was argued on 
21 and 23 May 2024 and judgement was reserved. The court then extended the 180-
day payment moratorium to the date on which the judgement will be delivered.

Discovery Health (Pty) 
Ltd v RAF and Minister of 
Transport
Legal dispute: 
Past medical expenses 
settled by medical aid 
schemes

The RAF is opposing this application. The matter was argued on 20 June 2024 
before the full bench, led by the Judge President (JP). Judgement was delivered on                     
17 December 2024 in favour of the RAF. Discovery Health has now filed an application 
for leave to appeal. 

Adam Mudawo v Minister 
of Transport and the RAF 
Legal dispute: 
Illegal foreign claimant	

The RAF approached the Supreme Court of Appeal (SCA) for special leave to appeal, 
which was granted. The parties are finalising their appeal papers, whereafter a date of 
hearing will be allocated. 

Sara Lewis v RAF
Legal dispute: 
Loss of Support (LoS) and 
Loss of Earnings (LoE)

The plaintiff and claimant, Ms Sarah Lewis is an American national whose husband 
was killed in a motor vehicle accident in November 2006 while he was in South Africa. 
The plaintiff submitted a claim for damages as a secondary shock victim, after she 
allegedly sustained psychiatric injury when she heard of the death of her husband due 
to the accident.

The RAF has requested that the plaintiff submit herself for interrogation in terms of 
Regulation 6(2)(b) of the RAF Regulations. The plaintiff’s attorney has not respondent 
to this request, which was made in November 2023. The RAF legal team did not push 
further on this request in order to finalise the reconsideration of the admissibility of 
the plea.



Matter: Description:

Mautla and eight others v 
RAF and others
Legal dispute: 
Interdiction of minimum 
requirements for lodging 
a claim

The RAF approached the SCA president through an application for reconsideration. 
The reconsideration was granted and the parties are busy filing appeal papers, after 
which a date of hearing the appeal will be allocated. 

RAF v AGSA
Legal dispute: 
Accounting policy

The RAF applied for leave to appeal, which was denied. The RAF then applied to the 
SCA for special leave to appeal, which was also refused by the SCA, stating that the 
RAF had not complied with the requirements for special leave. 

The RAF is now approaching the president of the SCA through an application                      
for consideration.





Values: Description:

                   
  Integrity

We will conduct ourselves in a manner that is fair, transparent, and ethical, honouring 
our commitments and communicating honestly.

                   
         Compassion

We care for and support our claimants and stakeholders. 
We care for and support each other.

                  
            Accountability

We will account for our activities/actions, accept responsibility for them, and disclose 
any unethical conduct in a transparent manner.

                
                 Respect

We will treat our stakeholders impartially and with respect, recognising our responsibility 
to them.

                   
      Excellence

In the performance of our duties, we will consistently apply our knowledge and 
experience, and we will strive to give our best effort to deliver a professional service of 
an exceptional standard.

                   
   Empathy

We will demonstrate the ability to understand and share the emotions, ideas, 
challenges, experiences, and perspectives of both our internal and external clients and 
stakeholders.





Likely outcomes:

Astronomical increase in claims backlog, majority of 
which lack sufficient information for settlement.

Unprecedented high levels of summonses 
overwhelming the state attorney model and the courts, 
resulting in increased default judgements. This will 
motivate the need to revert to a litigious operating 
model to manage the litigation surge, resulting in the 
inevitable end of the road for the Fund through litigation 
costs that will easily exceed the annual fuel levy income.

Other medical aid schemes may decide to take 
advantage of case law and subrogation principle and 
join Discovery in making claims against the RAF for 
prescribed minimum benefits. This, compounded by 
rising medical inflation, non-implementation of NHI 
and delays in review and publishing of RAF medical 
tariffs will see drastic increases in medical costs.

Prevailing conditions:

RAF Amendment not enacted by 31 March 2026.

Rule 45A on the 180 days reprieve to pay settled 
claims is withdrawn.
The RAF minimum requirements are not supported by 
the courts and/or a decision is taken to revert to the 
old RAF 1 form.
The legal battle to affirm the classification of the RAF 
as a Social Benefit Fund fails.
The legal battle against claims by medical aid schemes 
seeking reimbursement from the RAF for claims falling 
under prescribed minimum benefits as per the Medical 
Schemes Act.
Plaintiff firms find a way to attach the RAF’s bank 
account.
Decision to revert to a litigious operating model.
The accident rate continues to increase.
The adoption of electrical vehicles (EVs) increases 
(without legislative provision to levy EVs).
The RAF fuel levy remains unchanged or reduced.

Leadership instability.

Medical inflation continues to surge.

National Health Insurance (NHI) is not implemented.

THE END OF THE ROAD SCENARIO



SILVER LINING SCENARIO

Prevailing conditions:

The RAF Amendment Act is enacted by 31 March 2026.

The RAF is affirmed as a Social Benefit Fund.

The RAF benefits are fully defined and paid in annuities.
The RAF digital transformation efforts are supported.
Improved collaboration and support from key 
stakeholders.
Political support and leadership stability.

The RAF fuel levy remains as a source of revenue (levy 
of EVs included).
NHI is implemented.

Road accidents reduced.

Road to Rail strategy succeeds (double edged sword; 
reduced accidents v reduced revenue).

Likely outcomes:

The RAF has paid off its short-term debt.

75% of new claims are direct and digitally lodged.

Majority of claims settled within 120 days and paid within 
30 days.

Funeral claims settled and paid within 48 hours.

Optimised investment strategy resulting in less reliance 
on the fuel levy income.
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Political factors Economic factors Social factors
•	 Political uncertainty and 

instability
•	 Inflation and interest rates
•	 Economic downturn – high poverty 

levels
•	 Fraud and corruption
•	 Road to Rail Strategy
•	 Insufficient funding

•	 High unemployment levels
•	 High road accident rates
•	 Demographic changes and population 

growth
•	 Increasing demand for RAF services 

and support
•	 Reliable public transportation 

Technological factors Environmental factors Legal factors
•	 Electronic vehicles
•	 Digitisation of Business 

Process
•	 Cybersecurity and data 

protection

•	 Climate change and global warming
•	 Poor road infrastructure
•	 Fuel-efficient and electric vehicles
•	 Environmental, social, and 

governance (ESG) considerations

•	 RAF amendment bill
•	 RAF case law
•	 Lack of visible support from the 

regulator 
•	 Introduction of NHI
•	 Conflict of interest between RAF and 

legal fraternity
•	 Clogged court rolls









Strengths: Weaknesses:

•	 Leadership stability
•	 Professional and skilled workforce
•	 High performance culture
•	 Good governance framework
•	 Strong financial management

•	 Manual-based claims process
•	 Claims backlog
•	 Inadequate ICT infrastructure

Opportunities: Threats:

•	 Legislative amendments
•	 Integration and collaboration with various 

stakeholders (e.g. Justice, SARS, EMS, DHA)

•	 Cybersecurity
•	 Fraud and corruption
•	 Litigation against the new model
•	 Political change
•	 Inadequate legislative framework
•	 Diesel rebate for food manufacturers
•	 The impact of EVs on the RAF’s revenue
•	 Political and judiciary overreach





Impact statement A sustainable and equitable motor vehicle accident social benefit scheme

Outcome Outcome indicator Baseline Five-year target 
A transformed and sustainable 
Road Accident Fund

1.1. Percentage of total compensation to 
       claimants

New target 75%

1.2. Percentage of new personal compliant
       claimed products settled within 120 days

11.02% 25%

1.3. Percentage of new personal claimed
       products validated and verified within 60 
       days

98% 95%

1.4. Percentage reduction in net open claimed 
       products

New target 20%

1.5. Percentage of claimed products settled
       by agreement

New target 70%

1.6. Percentage of new undertakings issued
       with basket of care (injury specific)

93% 95%

1.7. Case management framework 
       implemented

Case Management 
Framework 
developed

Case 
Management 
Framework 
implemented

Outcome Outcome indicator Baseline Five-year target 
Digital transformation 2.1. Integrated Claims Management System

       rolled-out
Release 1 of Integrated 
Claims Management 
System rolled-out

Integrated Claims 
Management System 
rolled-out



Outcome Outcome indicator Baseline Five-year target 
Improved governance and 
controls

3.1. Percentage resolution rate of reported
       incidents of fraud and corruption

85% 90%

3.2. Percentage ESD committed on women-
       owned enterprises

40% 50%

3.3. Number of workplace opportunities
       created for unemployed youth

New target 450

Outcome Outcome indicator Baseline Five-year target 
Improved claimants 
focus

4.1. Percentage of total queries resolved New target 75%

4.2. Customer Experience Strategy
        implemented

New target Customer Experience 
Strategy implemented



Outcomes Key Risks Risk Mitigations
Outcome 1: 
A transformed and 
sustainable RAF

•	 Claims management 
risk

•	 Financial 
sustainability risk

•	 Legislative amendments. 
•	 Implement the actuarial calculation for loss of earnings, loss 

of support and general damages. 
•	 Implement the ICMS that will streamline claims processing to 

fast track merits and product settlement. 
•	 CRM to deal with queries and to allow consultants to focus on 

claims settlements. 
•	 Move dormant claims out of the open claims’ portfolio. 
•	 Continue with block settlement drives to increase settlement 

rate. 
•	 Collaborate with emergency management services and 

hospital groups to proactively collect data at accident scenes 
and to support pre-claims processes. 

•	 Review the RAF Act to enable instalment payments, 
standardisation of benefits, removal of general damages. 

•	 Investigate other possible sources of revenue i.e. 
      •	 Introduction of the RAF levy for all foreign registered 
             motor vehicles entering South Africa. 
      •	 RAF levy on motor vehicle registration and/or licence
             renewal introduced to cover electric and hybrid vehicles. 
•	 Implement the asset and liability matching strategy. 
•	 Continuously monitor and review the effectiveness of the cash 

management strategy. 

Outcome 2: 
Digital transformation

•	 Information and 
communication 
technology risk

•	 Implement the ICT and digital business strategy, including 
thorough testing, user training, and change management 
processes to minimise disruptions and ensure the smooth 
transition to the updated ICT infrastructure.

•	 Implement strong cybersecurity framework as well as other 
security measures such as firewalls, encryption, access 
controls, cloud cybersecurity controls and regular security 
audits to ensure that the organisation’s digital assets are 
secure and protected. 

•	 Integrate ICMS with relevant external parties.



Outcomes Key Risks Risk Mitigations
Outcome 3:
Improved governance 
and controls

•	 Fraud and corruption 
risk

•	 Regulatory 
framework risk

•	 People management 
risk

•	 Governance	
and leadership risk

•	 Strengthen internal controls, implement regular audits, and 
enforce a zero-tolerance policy against fraudulent activities.

•	 Continuous analysis of fraud trends and recommendation of 
control improvement measures by assurance providers.

•	 Acquire or upgrade FID systems and tools to replace manual 
processes.

•	 Roll out fraud and corruption awareness across the 
organisation. 

•	 Stay updated with relevant laws and regulations, including 
monitoring the progress of the bill submitted to Parliament 
to amend the RAF Act, and establish robust processes for 
regulatory adherence.

•	 Increase the capacity of state attorneys through recruiting, 
training, and augmenting with the legal panel when necessary.

•	 Improve claims administration. 
•	 Utilise the legal panel experts for corporate matters. 
•	 Improve management of corporate litigation and turn-around 

times. 

•	 Implement effective recruitment and retention strategies, 
invest in employee development and engagement initiatives, 
and foster a positive workplace culture.

•	 Implement the new structure in line with the terms of 
reference for placements.

•	 Implement the L&D strategy and training implementation plan 
in line with the skills audit outcome.

•	 Implement the ethics strategy.
•	 Enhance the analysis of conflict of interest.
•	 Capacitate the ethics unit in line with the new structure.
•	 Implement ongoing privacy training programmes for 

employees to stay informed about privacy best practices, 
regulatory updates, and organisational policies.

Outcome 4: 
Improved claimant 
focus

•	 Reputational risk •	 Increase the RAF footprint through the establishment of 
customer service centres in all provinces. 

•	 Implement and monitor the effectiveness of the stakeholder 
engagement strategy.

•	 Implement the marketing and corporate communications 
strategy.

•	 Improve clinical outcomes of road accident victims through 
trauma intervention strategies. 

•	 Improve the case management strategies. 
•	 Improve management of undertakings. 
•	 Integrate ICMS with CRM.





Indicator Title 1.1.	 Percentage of total compensation to claimants 

Definition This indicator measures the total compensation paid to claimants in proportion to 
total claims expenditure for the reporting period.

Total compensation to claimants and total expenditure refer to:
•	 Total compensation includes all capital payments made in the reporting 

period (i.e. personal and supplier). This would be all capital paid with fee or 
compensation indicator = C

•	 Total claims expenditure includes all claims related payments made over the 
reporting period (capital and costs on personal and supplier claims). 

Source of Data Claims database
Method of Calculation/
Assessment

                     Total capital compensation paid during the reporting period                           
                           Total claim expenditure during the reporting period           x100

Assumptions Not applicable
Disaggregation of Beneficiaries 
(where applicable)

Not applicable

Spatial Transformation (where 
applicable)

Not applicable

Desired Performance 75% of total claims expenditure should be towards capital compensation
Indicator Responsibility Chief Claims Officer, Chief Investment Officer and Chief Governance Officer 

Indicator Title 1.2.      Percentage of new personal compliant claimed products settled 
            within 120 days

Definition This indicator aims to measure the time it takes to settle a claim using a product- 
based approach. Settlement is when a claimed product is processed, offer issued 
and accepted.

This is new personal compliant claimed products settled within 120 working days 
of compliance date.

Source of Data •	 Claims system database
•	 SharePoint 

Method of Calculation/
Assessment

Number of new compliant personal claim products settled within 120 working days of compliance date

                                      Number of all new compliant personal claim products                               x100

Assumptions Not applicable
Disaggregation of Beneficiaries 
(where applicable)

Not applicable

Spatial Transformation (where 
applicable)

Not applicable

Desired Performance 25% of new personal compliant claimed products settled within 120 days
Indicator Responsibility Chief Claims Officer



Indicator Title 1.3.     Percentage of new personal claimed product validated and verified 
           within 60 days 

Definition This indicator aims to measure the number of days it takes to validate and verify 
new personal claimed products. 

These are new personal claimed products verified and validated within 60 working 
days of the compliance date. 

New personal claimed products are defined as new personal claimed products 
lodged/compliant from 1 January of the previous financial year, and registered from 
1 April of the current financial year until 31 March at the end of the financial year. 

The claimed product must be fully compliant in terms of the RAF 1 Form and can be 
categorised as fully compliant on the claims system. 

Exclusions 
•	 Public holidays and officially approved RAF office closure dates.

Source of Data Claims system 
Method of Calculation/
Assessment

Number of new personal claimed products verified and validated within 60 working days of the compliance date
                                  Number of new personal claimed products verified and validated          
               x100

Assumptions •	 Summons can be legally issued after 120 days if no objection to the validity 
thereof was not raised in 60 days.

•	 Litigation on claims validated within 60 days and validity objected to, are at the 
costs of the plaintiff. 

Disaggregation of 
Beneficiaries (where 
applicable)

Not applicable

Spatial Transformation (where 
applicable)

Not applicable

Desired Performance 95% of new personal claimed products verified and validated by objecting or 
accepting within 60 days 

Indicator Responsibility Chief Claims Officer

Indicator Title 1.4.    Percentage reduction in net open claimed products

Definition This indicator is aimed at ensuring that net open claimed products are being 
reduced, relative to a set baseline, either through settlement of the underlying 
products or rejection of the claim and its associated products.

Net open claims consist of all claims on an open status at the reporting date which 
include O, RD, VV, VO, BRD, and BVV and excludes open claims with a final 
settlement RNYP. 

Source of Data Claims database  
Method of Calculation/
Assessment

                                      Current number of all open claimed products
                                      Baseline number of all open claimed products   x100

Assumptions Not applicable
Disaggregation of 
Beneficiaries (where 
applicable)

Not applicable



Indicator Title 1.4.    Percentage reduction in net open claimed products

Spatial Transformation (where 
applicable)

Not applicable

Desired Performance 10% reduction of net open claims from baseline
Indicator Responsibility Chief Claims Officer

Indicator Title 1.5.     Percentage of claimed products settled by agreement 

Definition This indicator is aimed at maintaining the percentage of claimed products that are 
settled through agreement, i.e. offer acceptance, over court order settlements. 

This indicator is limited to personal claim capital settlements excluding future 
medical expenses. The products to be included are past medical expenses, loss of 
earnings, general damages, loss of support, and funeral. 

Settlements by agreement are determined as follows:
•	 Include all offers loaded on the offer control system as an offer acceptance with 

an offer acceptance date captured on the payment checklist.
•	 Additionally, all claims that may possibly be captured outside of the offer control 

system, will be assessed on whether the settlement date on the payment 
checklist is either an offer acceptance date or a court order date. 

•	 In the event that an offer acceptance date is captured but the payment is due to 
the sheriff, these settlements are to be excluded from the count of settlements 
by agreement as these would then not be settled by agreement anymore.

Source of Data Claims database 
Method of Calculation/
Assessment

           Number of personal claim capital payments requested that are settled through agreement
                                  Number of all personal claim capital payments requested                        x100        
               

Assumptions Continued organisational efforts towards settlement of claimed products within 120 
days and reducing litigation.

Disaggregation of 
Beneficiaries (where 
applicable)

Not applicable

Spatial Transformation (where 
applicable)

Not applicable

Desired Performance Maintain at 70% of all personal claim capital settlements 
Indicator Responsibility Chief Claims Officer

Indicator Title 1.6.     Percentage of new undertakings issued with basket of care (injury 
           specific) 

Definition •	 This indicator measures the percentage of all new undertakings issued with the 
provision of basket care.

•	 An undertaking is a contract between an accident victim and the RAF where the 
RAF pays back incurred medical expenses in accordance with the applicable 
legislation, due to the injuries sustained in the motor vehicle accident. 

•	 Basket of care refers to pre-determined treatment for specific injuries sustained 
by the accident victim. 



Indicator Title 1.7.     Case management framework implemented  

Definition This indicator aims to implement the case management framework that will assist 
the RAF in improving assessment and compensation of claims and therefore lead to 
a transformed and financially sustainable RAF. 

Case management is a process that connects patients with healthcare providers, 
resources, and services. It is directed towards ensuring that patients receive the 
best possible care. Case management requires manoeuvring different healthcare 
systems and collaborating with stakeholders, including patients, medical 
professionals, and health insurers.

Source of Data •	 Case management framework 
•	 Approved annual operational plan 

Method of Calculation/
Assessment

Qualitative

Assumptions •	 Approved RAF medical tariff and treatment protocols
•	 Procurement of the case management system 

Disaggregation of 
Beneficiaries (where 
applicable)

Not applicable

Spatial Transformation (where 
applicable)

Not applicable

Desired Performance Case management framework implemented
Indicator Responsibility Chief Claims Officer

Indicator Title 1.6.     Percentage of new undertakings issued with basket of care (injury 
           specific) 

Source of Data •	 Claims system 
•	 SharePoint 

Method of Calculation/
Assessment

                              Total number of undertakings issued with provision of basket of care
                                                Total number of new undertakings issued                    x100    

Means of Verification Claims database
Assumptions Not applicable
Disaggregation of 
Beneficiaries (where 
applicable)

Not applicable

Spatial Transformation (where 
applicable)

Not applicable

Desired Performance 95% of new undertakings issued with basket of care (injury specific)
Indicator Responsibility Chief Claims Officer



Indicator Title 2.1	 Integrated claims management system rolled-out

Definition This indicator aims to measure the roll-out of the ICMS. 

The goal of the project is to automate improved business processes, i.e. digitisation 
and the implementation of an integrated web-enabled claims management system 
which will support and enable business processes, allow the Fund to have real-time 
reporting for informed business decision-making, and reduce the risks of fraud and 
corruption. 

The project also aims to automate core business operations to improve the delivery 
of services to the organisational stakeholders and meet the Fund’s legislative 
mandate based on a product-centred approach of claims management. 

Source of Data Approved project plan on ICMS 
Method of Calculation/
Assessment

Qualitative

Assumptions Successful implementation of all planned sprints

Disaggregation of Beneficiaries 
(where applicable)

Not applicable

Spatial Transformation (where 
applicable)

Not applicable

Desired Performance Integrated and digitised claims process
Indicator Responsibility Head: Office of the CEO



Indicator Title 3.1	 Percentage resolution of reported incidents of fraud and corruption 

Definition This indicator aims to resolve the incidents and/or allegation of fraud, corruption 
and other illegal activities committed against the Fund and its beneficiaries. The 
incidents and/or allegations of fraud, corruption and other illegal activities must have 
been referred to or initiated by internal fraud investigations.

A resolution refers to where an incident and/or allegation has been substantiated 
(the incident and/or allegation is supported by evidence) or unsubstantiated (the 
incident and/or allegation is not supported by evidence). 

The preliminary investigation may lead to further investigation, which may result in 
punitive measures. Where an incident and/or allegation has been substantiated, it 
must be referred to the relevant authorities for further processing.

Source of Data •	 Fraud and corruption 
•	 Whistle-blower report 
•	 Additional data to support the reported incidents and/or allegations of fraud, 

corruption and other illegal activities committed against the Fund and its 
beneficiaries will be obtained from the Investigation Management System 
(IMS)

Method of Calculation/
Assessment

                                Incidents resolved during the reporting period
                                  All open incidents as at cut-off period          x100        

Assumptions Not applicable 

Disaggregation of Beneficiaries 
(where applicable)

Not applicable

Spatial Transformation (where 
applicable)

Not applicable

Desired Performance 90% resolution of reported incidents and/or allegations of fraud, corruption and 
other illegal activities committed against the Fund and its beneficiaries 

Indicator Responsibility Chief Governance Officer 

Indicator Title 3.2	 Percentage of ESD committed to women-owned enterprises  

Definition This indicator measures the promotion and support of women-owned businesses 
which is at least 51% owned by one or more women, or in the case of any publicly 
owned business, at least 51% of the stock is owned by one or more women; and the 
management and daily business operations are combined by one or more women. 

Commitments is when an entity has committed itself to future transactions that will 
normally result in the outflow of cash.

Source of Data •	 ESD budget 
•	 B-BBEE certificates, sworn affidavit, share certificate, CIPC registration 

documents 
Method of Calculation/
Assessment

                                                          Total ESD committed on WOE
                                                            Total committed on ESD          x100        



Indicator Title 3.2	 Percentage of ESD committed to women-owned enterprises

Assumptions •	 Budget available to spend on women empowerment
•	 Women-owned enterprises participating in the identified programmes

Disaggregation of Beneficiaries 
(where applicable)

•	 Target for women: 50%
•	 Target for youth: Not applicable
•	 Target for people with disabilities: Not applicable

Spatial Transformation (where 
applicable)

Not applicable

Desired Performance Women-owned enterprises empowered 
Indicator Responsibility Chief Financial Officer 

Indicator Title 3.3	 Number of workplace opportunities created for unemployed youth 

Definition This indicator aims to measure the implementation of the learnership and internship 
programmes within the RAF.

Source of Data •	 Learnership and internship policy
•	 Skills Development Act 97 of 1998 as amended, Section (c), (d) and (e)
•	 Learnership and internship framework 

Method of Calculation/
Assessment

•	 Quantitative
•	 Simple count

Assumptions •	 Unemployed youth apply for the workplace opportunities
•	 Availability of the budget

Disaggregation of Beneficiaries 
(where applicable)

Target for youth: 120 unemployed youth 

Spatial Transformation (where 
applicable)

Not applicable

Desired Performance Unemployed youth empowered through workplace learning opportunities
Indicator Responsibility Chief Corporate Support Officer



Indicator Title 4.1	 Percentage of total queries resolved 

Definition This indicator aims to monitor the efficiency and effectiveness of resolving 
claimant queries and complaints during interactions with services teams across all 
RAF channels.

Source of Data CRM solution 
Method of Calculation/
Assessment

Quantitative

                                                            Queries resolved
                                                         Queries received          x100        

Assumptions Integration with all relevant systems, i.e. claims system, medical management 
system and others 

Disaggregation of Beneficiaries 
(where applicable)

Not applicable

Spatial Transformation (where 
applicable)

Not applicable

Desired Performance Improved claimant experience 
Indicator Responsibility Chief Strategy and Transformation Officer

Indicator Title 4.2	 Customer experience strategy implemented 

Definition This indicator refers to the implementation of the customer experience strategy which 
guides the RAF’s interaction with claimants, to ensure consistent and personalised 
experience across all customer channels.

Source of Data CRM solution 
Method of Calculation/
Assessment

Qualitative

Assumptions Not applicable
Disaggregation of Beneficiaries 
(where applicable)

Not applicable

Spatial Transformation (where 
applicable)

Not applicable

Desired Performance Customer experience strategy implemented
Indicator Responsibility Chief Strategy and Transformation Officer



https://www.raf.co.za/Pages/Default.aspx
https://www.facebook.com/RoadAccidentFund/
https://x.com/RAF_SA?ref_src=twsrc%5Egoogle%7Ctwcamp%5Eserp%7Ctwgr%5Eauthor
https://www.linkedin.com/company/road-accident-fund/
https://www.instagram.com/raf_road/
https://www.youtube.com/channel/UCJHFNXE0ei-7pVTrhquerXA



