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Abstract

The main objective of the research is to identify the factors affecting the level of satisfaction of
civilian retirees with the services provided to them by the General Retirement and Social Insurance
Authority. The descriptive analytical approach was used by collecting data using a questionnaire,
which was distributed to a simple random sample of 96 retirees. The number of questionnaires
analyzed by using SPSS was 82 questionnaires. Results of the analysis revealed an appropriate
level of satisfaction with the services of the General Retirement and Social Insurance Authority.
At the same time, there is a degree of satisfaction to some extent with the electronic services
provided by the Pensions and Social Security Authority. There is also satisfaction with the level of
efficiency of the Authority’s employees, and the speed of the Authority’s response to the demands
and comments of retirees. Although there is an appropriate level of satisfaction with the civil
retirement system in the State of Qatar, there is a state of dissatisfaction to some extent with the
level of pension salaries and their review, as retirees feel that their pension salaries are being eroded
because they are not consistent with the high rates of inflation and price levels. Despite this, retirees
feel that their pensions are better off than retirees in other countries. The results also revealed the
existence of a positive, positive and statistically significant relationship between reviewing and
updating pensions, providing services electronically, speed of response on the one hand, and
satisfaction with the services provided to them by the General Retirement and Social Security

Authority.

Keywords: Retiree satisfaction, Retirement services, Responsiveness, Electronic services, Staff

efficiency.
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