
 
 ii 

FINAL PROJECT 

 

INTRODUCTION OF A SMOOTH DIRECT PENSION SYSTEM FOR GOVERNMENT PENIONS AT 

NATIONAL BANK OF PAKISTAN 

Supervisor  

Khalil Ahmed Arbi  

Program Head MBF 

School of Professional Advancement 

Submitted By: 

Hira Rashid                        (15034046003) 

Um-e-Aimen                      (S2016275005) 

Maham Naureen                 (S2016275008) 

Rida Shahid                        (S2016275007) 

Moazam Rana                    (F2016275004) 

Supervisor Signature: _____________________ 

Dated: _____________________ 

____________________________________________ 

SCHOOL OF PROFESSIONAL ADVANCEMENT, LAHORE 



 
 iii 

ACKNOWLEDGMENT 

In the name of Allah, the Most Gracious and the Most Merciful, we thank Allah for giving us 

strength and wisdom to complete this project. We are also very thankful to our parents for 

their help and encouragement. We owe profound gratitude and deep regards to the respected, 

remarkable and intellectual resource person Mr. Khalil Ahmed Arbi, for guiding us through 

every hurdle and motivating us in our project. We would like to acknowledge the work of the 

entire research process and the strategies which have been consulted in the preparation of this 

project. 

No doubt, while searching and relating our research to particular aspects, our learning process 

was too high. Although it was a challenging task to conduct a survey of the illiterate old 

pensioners but it was so enlightening and educational that we could understand and come with 

a proposed solution of the problems faced by them. It helped us to understand various aspects 

of market knowledge and behavior. 

This was a golden opportunity for us to work on Banking sector of Pakistan and to solve a 

current problem faced by the old pensioners especially in govt. institutions and we would like 

to say thanks to all our friends and family members who supported us helped us out, 

motivated us and appreciated our work in the research process. We gained and learned a lot 

while making this research work. We are also thankful to the whole SPA department and the 

teachers for their help and support. 

 

 

 

 

 

 

 



 
 iv 

TABLE OF CONTENTS 

EXECUTIVE SUMMARY ................................................................................................. 1 

CHAPTER 1. INTRODUCTION ....................................................................................... 2 

1.1 BACKGROUND OF THE STUDY ........................................................ Error! Bookmark not defined. 

1.2 CLASSIFICATION OF BANKS ............................................................ Error! Bookmark not defined. 

1.2.1 PUBLIC SECTOR BANKS ............................................................. Error! Bookmark not defined. 

1.2.2 PRIVATE SECTOR BANKS .......................................................... Error! Bookmark not defined. 

1.3 SBP- THE REGULATOR OF BANKS .................................................. Error! Bookmark not defined. 

1.3.1 ROLE OF SBP ................................................................................. Error! Bookmark not defined. 

1.3.2 PRIMARY FUNCTIONS ................................................................ Error! Bookmark not defined. 

1.3.3 SECONDARY FUNCTIONS .......................................................... Error! Bookmark not defined. 

1.3.4 NON-TRADITIONAL FUNCTIONS.............................................. Error! Bookmark not defined. 

CHAPTER 2. OVERVIEW OF ORGANIZATION .............. Error! Bookmark not defined. 

2.1 NATIONAL BANK OF PAKISTAN ...................................................... Error! Bookmark not defined. 

2.1.1 Vision ............................................................................................... Error! Bookmark not defined. 

2.1.2 Mission ............................................................................................. Error! Bookmark not defined. 

2.1.3 Core Values ...................................................................................... Error! Bookmark not defined. 

2.2 FINANCIAL HIGHLIGHTS ................................................................. Error! Bookmark not defined. 

2.2.1 Highlights of 2016 ............................................................................ Error! Bookmark not defined. 

2.3Board of Directors ................................................................................... Error! Bookmark not defined. 

2.4 Subsidiaries, Joint Ventures & Associated Companies:......................... Error! Bookmark not defined. 

2.4.2 Subsidiaries ...................................................................................... Error! Bookmark not defined. 

2.5 OPERATING STRUCTURE: ................................................................ Error! Bookmark not defined. 

PENSION: ............................................................................... Error! Bookmark not defined. 

WHAT IS PENSION? .................................................................................. Error! Bookmark not defined. 

PENSION IN PAKISTAN: ........................................................................... Error! Bookmark not defined. 

PENSION RULES: ....................................................................................... Error! Bookmark not defined. 

Person Qualify for Pension: ..................................................................... Error! Bookmark not defined. 



 
 v 

2.6 Pest Analysis Of Banking Sector ............................................................ Error! Bookmark not defined. 

2.6.1 Political Factors ............................................................................... Error! Bookmark not defined. 

2.6.2 Economic Factors............................................................................. Error! Bookmark not defined. 

2.6.3 Social Factors ................................................................................... Error! Bookmark not defined. 

2.6.4 Technological Factors ...................................................................... Error! Bookmark not defined. 

2.7 SWOT ANALYSIS ................................................................................. Error! Bookmark not defined. 

Chapter 3:  LITERATURE REVIEW ................................... Error! Bookmark not defined. 

Services: ........................................................................................................ Error! Bookmark not defined. 

Service Quality: ............................................................................................ Error! Bookmark not defined. 

Service Quality in Government Banks: ........................................................ Error! Bookmark not defined. 

Customer Satisfaction (CS): ......................................................................... Error! Bookmark not defined. 

Customer Satisfaction in Banking: .............................................................. Error! Bookmark not defined. 

Earlier studies on Banking: .......................................................................... Error! Bookmark not defined. 

SQL and CS in Banking Sector: ................................................................... Error! Bookmark not defined. 

REVIEW 1: PENSION REFORMS IN INDIA............................................ Error! Bookmark not defined. 

REVIEW 3: PENSION REFORMS IN CHINA .......................................... Error! Bookmark not defined. 

CHAPTER 4. RESEARCH METHODOLOGY .................... Error! Bookmark not defined. 

4.1 Identification of Problem: ....................................................................... Error! Bookmark not defined. 

4.2 Problem Statement: ................................................................................ Error! Bookmark not defined. 

4.2.1 OLD PENSION PROCESS ................................................................. Error! Bookmark not defined. 

Figure 4. Major Problems in old Pension Process ................. Error! Bookmark not defined. 

4.3 Research Objective: ................................................................................ Error! Bookmark not defined. 

4.4 Research Questions:................................................................................ Error! Bookmark not defined. 

4.5 RESEARCH DESIGN ............................................................................ Error! Bookmark not defined. 

4.5.1 Purpose of Study .............................................................................. Error! Bookmark not defined. 

4.5.2 Researcher Interference .................................................................. Error! Bookmark not defined. 

4.5.3 Study Setting .................................................................................... Error! Bookmark not defined. 

4.5.4 Data Collection................................................................................. Error! Bookmark not defined. 



 
 vi 

4.5.5 Unit of analysis ................................................................................. Error! Bookmark not defined. 

4.5.6 Time Horizon ................................................................................... Error! Bookmark not defined. 

4.5.7 Sampling Technique ........................................................................ Error! Bookmark not defined. 

4.5.8Branches selected for Data Collection .............................................. Error! Bookmark not defined. 

4.7 Methodology: .......................................................................................... Error! Bookmark not defined. 

4.7.1 Pilot Study ........................................................................................ Error! Bookmark not defined. 

4.7.2 Reliability Analysis .......................................................................... Error! Bookmark not defined. 

CHAPTER 5. DATA INTERPRETATION ........................... Error! Bookmark not defined. 

5.1 EMPLOYEES’ DEMOGRAPHICS ....................................................... Error! Bookmark not defined. 

5.1.1 EMPLOYEES’ RESPONSES .............................................................. Error! Bookmark not defined. 

5.2 PENSIONERS’ DEMOGRAPHICS ...................................................... Error! Bookmark not defined. 

5.2.1 PENSIONERS’ RESPONSES ............................................................. Error! Bookmark not defined. 

5.3 PENSIONERS’ CROSS-TABULATION ............................................... Error! Bookmark not defined. 

5.4 EMPLOYEES’ CROSS-TABULATION ............................................... Error! Bookmark not defined. 

CHAPTER 6. PROPOSED SOLUTION................................ Error! Bookmark not defined. 

8.1 PROPOSED PENSION PROCESS ................................................. Error! Bookmark not defined. 

6.2 BENEFITS TO THE PENSIONERS ..................................................... Error! Bookmark not defined. 

6.3 BENEFITS TO THE BANK ................................................................... Error! Bookmark not defined. 

CHAPTER 7: CONCLUSIONS & RECOMMENDATIONS Error! Bookmark not defined. 

7.1 CONCLUSION ....................................................................................... Error! Bookmark not defined. 

7.2 RECOMMENDATIONS ........................................................................ Error! Bookmark not defined. 

7.3 RESEARCH LIMITATIONS ................................................................. Error! Bookmark not defined. 

REFERENCES........................................................................ Error! Bookmark not defined. 

APPENDIX.............................................................................. Error! Bookmark not defined. 

APPENDIX-A: QUESTIONNAIRE # 1 ....................................................... Error! Bookmark not defined. 

QUESTIONNAIRE# 2 ................................................................................. Error! Bookmark not defined. 

 



 
 vii 

TABLE OF FIGURES 

Figure 1 Functions of Banks .................................................................................................... 2 

Figure 2 Functions of SBP ...................................................................................................... 5 

Figure 3Flow Chart of old Pension Process ........................................................................... 27 

Figure 4 Major Problems in old Pension Process ................................................................... 28 

Figure 5Details of Study ....................................................................................................... 29 

Figure 6Flow Chart of Proposed Pension Process .................................................................. 61 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  



 
 viii 

TABLE OF TABLES 

Table 1. Reliability Statistics of Employees (Pilot Study) ...................................................... 32 

Table 2. Reliability Statistics of Pensioners (Pilot Study) ...................................................... 32 

Table 3. Reliability Statistics of Employees........................................................................... 33 

Table 4. Reliability Statistics of Pensioners ........................................................................... 33 

Table.5 Employee Demographics (Gender) ........................................................................... 34 

Table.6 Employee Demographics (Experience) ..................................................................... 34 

Table.7 Employee Demographics (Qualification) .................................................................. 35 

Table.8 Employee Demographics (Age) ................................................................................ 35 

Table.9 Employee Demographics (Martial Status) ................................................................. 36 

Table.10 Employee Demographics (Management Level) ....................................................... 36 

Table.11 Employee Response (Pension Handling) ................................................................. 37 

Table.12 Employee Response (Balancing Issues) .................................................................. 37 

Table.13 Employee Response (Accommodate Pensioners) .................................................... 38 

Table.14 Employee Response (Not Late Arrival Willingness) ............................................... 38 

Table.15 Employee Response (Dealing with Smile) .............................................................. 39 

Table.16 Employee Response (Delay Payments) ................................................................... 39 

Table.17 Employee Response (Not Take Off) ....................................................................... 40 

Table.18 Employee Response (Senior Citizens) .................................................................... 40 

Table.19 Employee Response (Simplifying Process) ............................................................. 41 

Table.20 Employee Response (Overburdened) ...................................................................... 41 

Table.21 Employee Response (ADCs) .................................................................................. 42 

Table.22 Employee Response (Queues)................................................................................. 42 

Table.23 Employee Response (Semantic Issues) ................................................................... 43 

Table.24 Employee Response (Working Conditions)............................................................. 43 

Table.25 Employee Response (Co-workers) .......................................................................... 44 

Table.26 Employee Response (Stressful Job) ........................................................................ 44 

Table.27 Employee Response (Satisfy Pensioners) ................................................................ 45 

Table.28 Employee Response (Annoying Behavior) .............................................................. 45 

Table.29 Employee Response (Positive Reactions)................................................................ 46 



 
 ix 

Table.30 Employee Response (Dual Verifications)................................................................ 46 

Table.31 Penioner’s Demographics (Gender) ........................................................................ 47 

Table.32Penioner’s Demographics (Age) .............................................................................. 47 

Table.33 Penioner’s Demographics (Education) .................................................................... 48 

Table.34 Penioner’s Demographics (Martial Status) .............................................................. 48 

Table.35 Penioner’s Demographics (Pemsion Type) ............................................................. 49 

Table.36 Penioner’s Response (Convineient Visit) ................................................................ 49 

Table.37 Penioner’s Response (Painful Process) ................................................................... 50 

Table.38 Penioner’s Response (Time Taking) ....................................................................... 50 

Table.39 Penioner’s Response (Branch Distance) .................................................................. 51 

Table.40 Penioner’s Response (Feasible Withdrawal) ........................................................... 51 

Table.41 Penioner’s Response (Complicated Procedure) ....................................................... 52 

Table.42 Penioner’s Response (Early Visit) .......................................................................... 52 

Table.43 Penioner’s Response (Identification) ...................................................................... 53 

Table.44 Penioner’s Response (Comfort) .............................................................................. 53 

Table.45 Penioner’s Response (Account Withdrawal) ........................................................... 54 

Table.46 Penioner’s Response (Sms Alerts) .......................................................................... 54 

Table.47 Penioner’s Response (Queues) ................................................................................ 55 

Table.48 Penioner’s Response (Services) .............................................................................. 55 

Table.49 Penioner’s Response (Post Pension) ....................................................................... 56 

Table.50 Penioner’s Response (Latest Euipments) ................................................................ 56 

Table.51 Penioner’s Response (Monthly Visit)...................................................................... 57 

Table.52 Penioner’s Response (Busy Staff) ........................................................................... 57 

Table.53 Penioner’s Response (Pension at Time) .................................................................. 58 

Table.54 Penioner’s Response (Infrastructure & Physical Apperance) ................................... 58 

Table.55 Penioner’s Response (Favortism) ............................................................................ 59 

Table.56 Penioner’s Response (Cooperation) ........................................................................ 59 

Table.57 Penioner’s Response (Record) ................................................................................ 60 

Table.58 Penioner’s Response (Behavior) ............................................................................. 60 

Table.59 Penioner’s Response (ATM Usage) ........................................................................ 61 

Table.60 Painful process * Gender Cross tabulation .............................................................. 61 



 
 x 

Table.61Time taking * Gender Cross tabulation .................................................................... 62 

Table.62Comfortability * Gender Cross tabulation ................................................................ 62 

Table.63Painful process * Education Cross tabulation ........................................................... 63 

Table.64Time taking * Education Cross tabulation ................................................................ 64 

Table.65Painful process * Pension Cross tabulation .............................................................. 65 

Table.66Time taking * Pension Cross tabulation ................................................................... 65 

Table.67 Balancing issues * Management level Cross tabulation ........................................... 66 

Table.68Overburdened * Management level Cross tabulation ............................................... 67 

Table.69Stressful job * Management level Cross tabulation .................................................. 67 

 

 

 

 

 

  



 
 xi 

LIST OF NOTATIONS 

 ATM               Automated Teller Machine 

 CS                  Customer Satisfaction 

 NBP               National Bank of Pakistan 

 SBP                State Bank of Pakistan 

 EOBI              Employee old-age benefit Institution 

 SMS               Short Message Service 

 ADCs             Alternate delivery channels 

 BOP            Bank of Punjab 

 BOK             Bank of Khyber 

 UMT              University of Management and Technology 

 SPA            School of Professional Advancement  

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 xii 

DECLARATION 

We group members, Hira Rashid, Maham Naureen, Um-e-Aimen, Rida Shahid and Rana 

Moazam hereby declare that the work for this project entitled “Introduction of a smooth 

direct pension system for government pensions at National bank of Pakistan” is our 

original work, except where due references or acknowledgement is made clearly in the text.  

 

 

 

 

 

 



 
 1 

EXECUTIVE SUMMARY 

The reason for this examination is to encourage old beneficiaries with the goal that 

they could get their pension easily. The proposed design is to present Direct Credit 

System of Pension into their Accounts as opposed to pension books. For this reason, 

we went by different branches of National Bank of Pakistan and led interviews with 

bank staff and retired people also to better comprehend the association's necessities 

and worries so as to think of best arrangements.  

 

For directing the underlying exploration, we have embraced quantitative research. 

Essential information is gathered through polls from beneficiaries and workers of bank 

staff occupied with benefits process. Optional information is gathered from web 

sources and financial review of Pakistan. Moreover, the examination talks about the 

circumstance of Pensioners and features the workload on bank counters also. In light 

of that, the examination looks at which will be the most achievable and temperate 

approach to defeat this issue.  

 

By keeping in see the age factor, medical problems and practicality to visit bank as 

often as possible, we proposed a smooth and bother free annuity process which won't 

just facilitate the retired people yet in addition the banks too. The fundamental point of 

a bank is to win benefit. By presenting such framework, banks will have the capacity 

to tap a potential un-tapped market. Banks won't simply gain benefits yet will likewise 

have the capacity to build client mind which will at last diminishing client grumblings 

and increment consumer loyalty. 
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CHAPTER 1. INTRODUCTION 

A bank is an organization whose essential capacity is to execute as a middle person 

among the customers and the borrowers. Banks assume a basic part towards the 

monetary development and welfare of any human advancement. Keeping money 

activities are basic for fiery budgetary framework that coordinates towards the modern 

conditions of the globe. For the span of the eighteenth century, modern upheaval had 

drawn out the business and mechanical activities by the beginning of real creation. The 

saving money segment is considered as an essential office to propel the business 

strategies. In this globalized period of rivalry, SQL and CS perhaps improve the banks 

show for the successful proceeded with presence (Ahmad &Haron, 2002). 

 


