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ABSTRACT  

EFKA was established in 2017, as the main social security fund in Greece, for the 

collection of contributions on behalf of all the individual social security funds that 

existed before. The purpose of this study is the evaluation of EFKA, in terms of its 

services provided and the weaknesses and problems in their operation. Through a 

qualitative survey with interviews with 14 employees of different departments of an 

EFKA branch in Greece, were explored their views on the problems and challenges 

EFKA facing in service provision, its current needs and solutions that could be 

implemented to provide proposals for reorganizing EFKA. Most of the employees in the 

research considered that EFKA situation in terms of simplified and friendly provision of 

services to the citizens is insufficient and in fact without quality, as the organization has 

stated to its vision. Employees reported that effective performance of their duties is 

hampered by staff shortages, lack o f technological equipment or the existence of 

outdated equipment, by the lack of a job description and clearly procedures and work 

lines, and by a lack of training. The above shortcomings, as well as problems such as 

the existing legal framework (ambiguity, complexity), insufficient infrastructure and 

bureaucracy, were mentioned as the main problems and challenges in the operation of 

EFKA today. At the same time, coronavirus pandemic created challenges such as delays 

in serving citizens and generally the transition to electronic service and automation of 

services. The employees also stated that the needs of the organization are great, in areas 

such as staffing, improvement and modernization of current technological 

infrastructure, codification-standardization of the operations and improvement of the 

logistical infrastructure. The research findings show that a plan is urgently needed to 

reorganize EFKA, the implementation of which, however, will be realistic after the end 
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of the pandemic. This plan should initially include actions to find resources, to support 

actions such as staff training, staffing of the organization with specialized staff, 

modernization at administrative and technological level and codification of functions, 

with the ultimate goal of improving the quality of services provided to citizens. 

Currently, the COVID pandemic places restrictions on fundraising, but it is an 

opportunity for pending retirement claims. Management should immediately consider 

the possibility of teleworking for employees who are not in physical facilities. Overall, 

it can be said that insurance funds unification was an ambitious reform plan, but it does 

not work effectively, due to the lack of planning and scheduling. 
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