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ABSTRACT

This work is a nodest attenpt to appraise the adequacy of marketing in
Financial Institutions. A Case Study of NATI ONAL PROM DENT FUND.

M/ interest to this research was attracted by the non-satisfaction of
consurrers of the services rendered by the NATIONAL PROVI DENT FUND despite
it being a Financial Institution.

Research findings show that anmong other things that the benefits does not
serve the purpose for which it was created inspite of its existence for
al nost 30years now

Goncl usi on and Recommendation in chapter five which were purely based on
research findings after a thorough investigation, would guarantee NATI CNAL

PROMDENT FUND and other Financial Institutions a tetter image, achi evenent
of corporate abjective and consumer satisfaction.
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CHAPTER OKE

There is an old adage which goes thus "Always save for the raining day".
This saying has different meanings to so many people. Literally taken,
it means that are one should make provisions for the periocd when it wili
not be possible to go out and look for food. To the worker it means his
commitments which may include among other things period of unemployment,
sickness, old age. iﬁcapncitatian, death ar any other hazards of life
which may lead to loss of income.

The question now is, how does he do it? There are so many solution
to the question:- Viz

One alternative i{s to be keeping the money under his pillow which
is subject to so many risks i.e. theft, fire, misappropraition and ants.

Another altermative is to give it to someother person to keep for
him, here again he may not get the money back when he needs it.

The third alternative is to join a social club, Isusu, or Age grade
group which make provision for certain social hazards in their byelaw
and regulaticms.

The Fourth alternative is to go to a bank and keep the money where
it will yield interest and its safety guarantead.

Yet another alternative is to take a policy with an {nsurance
campany which will take care of these risks whenever these occur once
the premium is regularly paid.

Finally, another alternative is through government Legislation
forcing workers to save a certain percentage of their money for the

rainny day like the case of the National Provident fund



‘In all these situations there is one common denominator making
provision when regular income cannot be guaranteed. ;he next question
which follows, is that when this provision bas been made, is the safety
of the provision guaranteed? What decides which of the alternatives to
take 1f one has an option.

The failure rate of Social Clubs, Age grade, Isusu meetings makes
these alternatives not viable and full of uncertainties. This in effect
leaves us with the Banks, Insurance, and Government for it legislations
on saving for the rainny day which fatinnal Provident Fund is one of
them.

The question as to how these financial institutions attract,
retain, customers and expand will be fully discussed in nmy literaturs
review.

The history of these institutions will be tackled in mvy chapter
three.

Chapter four will expose the relevant data, the analysis cf the
data, and research findings. The assumption stated in Chapter one will
at this stage be proved right or wrong.

The last last Chapter will deal with conclussion and
recomeendations on how effective the organizations have been in reaching
it's target.

This work which is a contribution to knowledge in not supposed to
be exhustive because since the business world is dynamic so alsc will
be the functional areas that make up the discipline. It will also

recommend or suggest areas of further research.



1.10  STATENENT OF THE PROBLEX.

The Structural Adjustment Programme has lead %o Goveranment
legislations on financial institutions-and this bas lead to the growth
in the numnber and different types of fimancial institutions to reap the
gains of the Structural Adjustment Progranmme.

So far almaost all these financial houses have been recording huge
profits at the end of the year for their awners,

Nati{onal Provident Fund which is now a financial i{nstitution is not
enjoying the best of consumer satisfaction and now, the question is;
what is responeible for this consumers dissatisfaction?

1.02: BSEAR )

The research hypothesis will be based or whether Yational Provident
Fund has performanced, if it has what is tke level of performance
satisfactory or nonsatisfactory and whether it has justified the ainm for
which the Federal Goveranment created it.

1,03 PURPOSE OF STUDY

The purpose nf study is to investigate the degree to which
marketing is practiced {n financial institution with particular
referance ta Naticnal Provident Fund.

[n doing this there is need for answers to some basic questions
(1) Is marketing practised in financial {institutions.

(11) Is marketing practised in National Provident Fund.
(111)If yes what is the degree of practice.

(iv) Is it yielding the required resultis.

(V) What i{s the consumer reaction to the services rendsred.
(vi) Are the consupers satisfied and if not why?

(vii)What makes one bank with Commercial bank A not B



(viili) Vhat makes one take an insurance policy in company R {nstead of
D, - ' T '
1.04: BATIONALE FOR THE STUDY -

The rotational for the study is to provide (based on the results of
the investigation), suggesticons for enhancing the current approach of
marketing mix”in financial institutions with particular reference to
National Provident Fund with a view towards increasing consumer
satisfaction, such that these organizations will achlave the aim for
which they were created or set up. i |

1.05: QIGRIFICANCE ON THE STUDY

There is bacnm in the_financial industry Commercial, Merchant,
Peoples, Community Banks are increasing in number, hence the struggle
for survival and larger share of. the market.

Realities in the Financial Industry is that eaﬁh hrganiiafinﬁ is
designing marketing tools or mixes to meet with the competion in the
field in order to attract, retain customers and expand her services.

The pfoper:mﬁnagehént mix in Financial Institution with particular
reference to National Provident Fund will definitely lesad to consumer
satisfaction. increass in profit and over all achie?ement.ﬁf fhe
corporate objective for which the financial institution were set up.

improvement cof the qualily of the services reandered by financial
institutions will hdt only be useful to the financial institutions
alone, with particular reference tc National Provident Fund but
Covernment and the consumers of the services these institﬁiag render.

I{ Consumers of the service are happy thevy will be prepared to
participate in the scheme; which in effect means more monevy at the

disposal of Government for investment.



[avestments 3111 creéte ﬁmre jobs and help solve the natioms
ungmploymentlprqblems. : Y.' __'_ o ;sﬂf  f3 T ;:. |

If NAtioﬁﬁi Providenf fﬁnd.moves aﬁéf.ffﬁm investing in loan risk,
low return area to high average risk average returm, definitely she
will create moré Jobvs and help more factories to function,

Consequently investment will lead to higher retura (profit) hence
more money will be paid to the Contributors when they qualify for their
benefits.

The multiplier effect on the National econcmy will be rewarding,
Isuch that despite these "Sappytimes" people will get busy and this
will lesson cther saclal problems attributed to unemployment and low
capacity utilization, which concmﬁmitantly neans rapid economic
develapment and of course the Federal Military Government of Nigeria's
realization of why the Structural Adjustment Progranme was initiated in
Nigeria. _ | )

1.06: REQEARCH METHODROLOGY

Having defined what the problem is {.e. (Historical research?}, I
enployed the survey research method (experimental research) to
investigate what is happening to enable me provide solutions/suggestions
that will guide future develnpmenfs‘

[n doing this [ looked all the following
(17 Population c o | N
11y BSamping Hethnd.'.

(1i1) Procedure for data gathering
(1v) Sources of Ppiﬁéfy and secnndaf? dﬁta.

(v) Statistical analytical procedure.



1.07: POPULATION

The Population of this study comprises the registered workars both
working and umexzployed beneficiaries that can be located, and the
employers of labour covered by the National Provident Fund scheme in
Zaria District office area.

The Fund has 24 state offices, 9 District offices, 6 Zonal Offices
and the National Headquarters in Lagos. Zaria District Office is one of
them.

She has a total of over 100 empleyers (current and closed once) and
a total workers ragistration of 3,000 registered members undsr the
Scheme since the office was opened.

Future projections on the turn of things in the next decade in
Zaria is a bit difficult because of the volatile nature of the area
which affects labour turnover.

1.08 SAMPLING ¥ETHOD

The following sanpling methods were used in the study.
(1) Simple random sampling
(11) Stratified sampling
(111) Double sampling method.

An unbiased randamly selected sample representative of the entire
population were sarved with the questicnaire and interviewed where
necessary such that each member of the entire population had an equal
chance of being included.

[n stratified sanpling, the entire Population was divided into the
following subgroups:

(1) Financial house workers

(11) Manufacturing outfit workers



(1i1) School workers

(iw) Agricultural workers '

(v)  Hospital workers

(vi) Others

Each of this strata was treated as a seperate population

for which a representative sample was obtained.

Due ta the fact that the rate was of contribution to National
Provident Fund is N4 for everybody, there was no need to basz the sample
on such variable as sznior or junior, male or female, howaver sffort was
made to represent the different groups.

Oral interview was carried out in some case eithar due to nonreturn
of ques£tcnnaira ar inability to comprehend the questicns.

1.00: [NSTRUMENTATION
The major technique employed for data gathering in this
investigation include
(1) Questicnnaire
(11) I[nterview
(111} Observation

Questionnaira serves as a foundation for both empirical and
behavioural research and realising that a bad instrument implies a wrong
data, wrong result and wrong conclussions.

[ took my time to construct the questionnaire based on the strong
knowledge of the scope of study in very simple, consistent and straight
forward language with the necessary details to confirm validity.

The instrument was compiled putting into consideration such issues as
age, educational background, marital status, awareness of tie sarvices

renderad by Financial Institutions and Natiaonal Provident Fund.



There was also the use of open ended, closed questions and multiple
choice questions. ' !

Those who were too busy or were not literate enough, oral interview
was conducted. |
1.10:  PROCEDURE FOR DATA COLLECTION

Due to the proximity of the entire population (respondents) in
Zaria, it was possible for me to go round personally to collect the data
directly to ensure a valid analysis, although these were not achieved
without difficulties. For this reason their was no need ta train and use _
research assistants.
1.11: SQURSE OF PRIMARY AND SECONDARY DATA

Since [ work with the organization and I.am disposed to Journals
Publications Gazettes Collection of secondary data was not much of a
problem.

The others which could not be collected by secondary data were done
through primary data.
1.12: STATISTICAL ANALYTICAL PROCEDURE

The raw data was ordered and broken down into constituent parts
which alsc consists the base for the performance of Statistical
calculations to enable me provide answers to questions initiating the
research.

This was used to test the hypothesis to be able to accept or reject

HO (null hypothesis).



1.13:; LIMITATIONS AKD DELINITATIONS OF STUDY

Like any other research work there is littile ar;na doubt that there
were limitations to the techbniques employed which include.

(1) Time constraint

(11} Cost of the research in terms of producing more coples of the
questiomnairé. Area of coverage and delimitation of the country.

(111> The human error although controlled cannot bz rulsd out.

1.14: RESEARCH ASSUMPTIONS

(1) Naticnal Provident Fund has- performed aboave average.

{i1)National Provident Fund benefit has saerved the purpose for which
it was created

(111> National Provident Fund has rener=d satisfﬁdnr} service.
1.15: DEFINITION OF TERM
. Benefit: Means any benefits payable under this ACT.
Contribution: Neans contributions of the emplover or the worker as the
case may be, pavable under this ACT.
The Director: Means the Managing Direbtﬁr ﬁfﬂthe National Provident

Fund uander this ACT.
Empleyer: means a person with whom the worker entered iato a countract of
service or apprenticeship, and or he who is responsible for the payment
of these workers,
Fund:.meaﬁs National Provident Fund.es{abii;ﬁed ﬁnder this Abf‘
Incapable of work: and cognate expression in relation to any person, an
incapacity for work by reason of some specific disease or taodily or
mental disablement and include person under this Act dezped <2 be so

incapable.

Member of the Fund: means anv person to whose credit thars {3 an amount



standing in the Fund.

Paid: Means pald in money or money's worth and where it has raeference
to date of payment means the date on which the payment was made in cash,
or as the case may be the Bill of Exchange or promisory note was met.
Survivors: means any person who on the death of member of the Fund may
be entitled to a survivors benefit under this Act.

Vages: Means remuneration in money paid to a worker under his contract
of service or apprenticeship as the case may be and whether agreed to be
paid at fixed date or determineable intervals of time.

Vorker: means any person not being a child -

@) Is employed in Nigeria under any contract express or implied of
service or apprenticeship with an employer whether by way of manual
labour, clerical work or otherwise and however paid, such cantract not

being one of enmplovzment as a member of the crew of any ship or

(b) is a permanent resident in FNigeria and is employed under a contract
of service or other agreement entered into in Nigeria as a member of the
crevw of any ship, the owners of which have a place of business or have
agents, in FNigeria or

(c) is a permanent resident of Nigeria and is employed outside Nigeria
under a contract of service with an employer in Nigeria and by whom he
is paid.

Investnent Conmmitte2: means the National Provident Fund Investnent
Committee.

Pay point: point at which payment of benefit to beneficiaries are made.

SAP. Structural Adiustment Progranme

10



Financial Institutions are Organizations established by
Legislation, Decree or Incorporated fcor monetary purposes or
transactions and to render financial ssrvices.

The evolution of financial institutions in Nigeria started from
Currency Board System introduced by British Colonial Masters in 1line
with the British colonial monetary sys:tem to Vest African Currency
Board, to the setting up af the Central Bank of Nigeria on 1st July,
1959 as a result of Mr. J.B.Loynes recczmendation. (1)

Financial institution in Nigeria are grcouped under the following:-

(1) Central Bank of Nigeria

(2) Commerical Banks

(3) Merchant Banks

(4) Development Banks

(5) The Insurance [ndustry

(6) Other financial houses. (2?

CENTRAL BANK QF NICERIA
The Central Bank of Nigeria is tis apex of all the financial
institutions in Nigeria (3) (Appendix A).
Tt's duties includes among others as follows:-
(1> Issue of Legal tender currency iz ¥igeria
(i1) Maintaince external reserve in crisr to safe guard the

international value of the Nigeria currency.

1"



(1ii)Promote monetary stability and a sound financial structure for
Nigeria.

(1v) Drganizafiou and Provision of development finance

(v) Development and control of the fipancial system of the country.
(vi)Advicer to-the FNigeria Government on monetary policiess. 4>
COMMERCIAL BANKS |

Commercial banking in Higeri%lhas féced alot iegislaticns from the
time it was branches of our colonial masters Banks, ta.thz reriod when
they were 2 types, viz- |
(1) Wholely owned by Nigerians

.

{2 Mixed ovnership
- This was the sitdafiun unfii the indegenizatioﬁ decras af 1974 (55
(Appendix B) '

Today due to Government policy on financial institution the number
has increased astronomically. Although experts still maiztain and clainm
that the country is still under banked. There are over 47 Ccmmercial
Banks registered with the Nigerian Deposit I[nsurance Corpzration. (6)
MESCHANT BANKI
| | Yerchant Banking started in Nigeria around the 1963's with two
snmall merchant Banks- Philip Hill (Hig) Ltd, and Nigeria icceptance, (72
although the two merged in 1969 to form Nigeria Acceptance Ltd.

(NALZ, (83

Today thanks to Structural Adjustment Programme the nu=mber has
grown to above 34 (9 (NDIC annual report 1989). This ruzber shows only
those who bhave regilstered with the Nigerian Deposit Insurance

Carporation as at 1989.

12



Development banks started in Nigeria as a results of "gaps" in the
financial system in Nigeria and the need to plug those gaps. (10) The
offshoot of these gap filling are as follows:-

(a) Nigerian Industrial Development Bank
(b) Nigeria Bank for Commerce and Industry
(c) Nigeria Agricultural Bank

Fow Nigeria Ag}icultural & Co-operative Bank.These Development Bank

have been making reasonable impact on the econcmy; and is responsible

for so many developmental projects in the country since their inception.

TNSURA E 1 o

The banking industry provides the safe custody of funds and
organises means of exchange. This involve risks and the Insurance
Industry provide against the risk by spreading the losses of the
unfortunate few when it occur over many peaple.

Insurance started in Nigeria in 1921 with the establishment of
Roval Exchange Assurance Company af Eritain. (11) The number continues %o
grow as there is need for them. There are over 100 registered insurance

companies as at December, 1990. (12

LR 0

Other financial institutions includes Pension and Provident Funds,
Mortgage Banks, Community Banks, Peoples Banks, Investment Houses,

Security Houses etc. (13)

13



These Banks, Insurance and other Financial institutions have been
on the increase. ,

The ripples caused by the Nigeria Government policy on financial
institutions is continuing and the list of innavations cannot be said to
be static, hence the number of commercial Banks, Merchant Banks,
Insurance and other financial institutions continue to grow in nymber in

as much as there are needs to be satisfied and profit to realize.

MARKETING IN FINANCIAL INSTITUTIONS

"A Major rational for the existence of credit or financial markets,
infact, lies precisely in the imbalance between planned savings and
investment with economy units (14D

As we have seen, 1f all units in the economy were always content to
be balanced budgect units, lending and borrowing would never take place
and consequently credit markets or financial institution will never
emerge.

Given the existence of financial markets, surplus and deficit units
can be brought together either through external financing directly or
indirectly through financial intermediation.

"Any businessz that choose to stay in business dces so continually
responding to the changing needs desire of customer and prospectives
custoners at a profit. (15)

The nature pf banking in Nigeria started changing since 1960's And
this change or response was essentially a marketing response doing what

the customers wanted. This could be evidence in

14



(1> Banks (Financial institution) are beginning to organise themselves
in terms of market segments instead of in ter;s of operational
functions.

(ii) More College and University graduates are being hired by financial
institutions especially those with marketing backgound or degree in
marketing in contrary to yester years.

(iii1) Armchair Financial Managers are giving way to articulation of
operations to take advantage of Government policies on financial
matters. These are all achieved through marketing strategies.

The Financial market 1s not static, as every other mon static
institution responds to stimuli and this is why the financial
institutions are daily devising ways through marketing strategiles to
meet the changes in economical, technological sophistication and even
changing Government Policles as they affect their institution.

Marketing helps to distinquish one financial Institution from the
other 1le
(1) Union Bank - Big strong and reliable
(11) First Bank - Truely the first
(111> Universal Trust Bank - in case of the unexpected.

These are banks which render same service but they use marketing
strategy and advertising jingle to diffrenciate themsalves. (Appendix
CI-1D.

Marketing in common palace deals with products and service with the
sole aim of making profit in terms of monetary reward or satisfaction
for services rendered.

Philip Kotler described marketing thus "the human activity directed

at satisfying needs and wants through exchange processes". (16)

15



William Staton in his own contribution defines marketing as involving
the following "Finding out what the consumer wants then planning and
developing a product or service that will satisfy these wants and then
determing the bast way to price promote and distribute that.prnduct or
service”, (17

John Baily described marke%ing as "the set of human activities
directed at facilitating and consumating exchange". (18)

Marketing is said to have developed from buyer orientation to
seller orientation and marketing orientation. The change is still
continuing and have now gone from marketing, marketing strategies and
marketing opportunity. (19

“The customers satisfaction at a profitable volume in an integrated
efficient frame work and in a soclally responsiblas manner”. (20) This
is now the watchward of financial institutions.

"4 banker has to attract customers to sell deposits to hinm and has
to attract them to buy loans and advance from him. (21> Thus a bank has
to develope marketing strategy to sell this service, 1t will also
develope thos with which to buy, and to retain customer.

The Insurance Company has to do the same to justify why a customer
has to take life insurance policy or motor insurance in one Insurance
company instead of the other.

This affect a Mortgage Bank, Bureau De Change and other financial
institutions.

These situation brings us to look at certain tools which the
financial institutions will use to achieve set objectives or corporaze

goal.

16



Villiam Staton described marketing concept as a Philosophy of
business that states "what the consumer's want is satisfaction in the
econony and sacial justification for a firms ezistence". (22)

Philip Kotlier is his own contribution said that marketing
concept”Is a management orientation that holds that the key to achieving
organizational goals consists of the organizations determining the needs
and wants of target markets and ‘adopting itself to delivering the
desired satisfaction more efficiently and effectively than its
competitors. (23)

Financial institutions are in the service industry and going by the
contribution of eminent Scholars in this area some of which have
described service as follows: -

Villiam Stanton described service marketingz as "service that are
seperable, indentifiable, essentially in tangible activities that
provided want satisfaction" (24) Philip Kotlier defines it as
"service is any activity or benefit that cone party can offer to another
tkat is essentially intangible and does not result in the ownership of
anything®. (25

The reason for the continued existence of a product or service is
it's ability to satisfy the consumers of the product ar service. If the
consumer is dissatisfied with the product or service there is no repeat
purchase and in the case of a financial institution it may lead to the
loss of that consumer and this might have a spill over effact® on the
relationship of the financial institution and her other cusioner

depending on the size and influence of the <onstomer concernad

17



The principal role of the firm becomes that of "change maker”;
"innovator"; "Doer"; in continous search for a new product, or new uses
for old products or for new market and new Market segment.

Vhether 1t is attracting deposit, or selling life policy or
mortgage loan or granting a loan, the financial institutions satisfying
a need, just like the producer of goods. Their effectiveness and
efficiency can only be measured through the use of marketing strategies.
In other words, to satisfy the consumer and justify the existence of the
firm or department or financial institution, the concept of marketing
should be the key ward., The acceptance of product ar service after
introduction neans that the organization has realized her ohjectives of
going into business.

A clase study of the service industry af which the financial
institutions ars one, reveals that a lot of them are introducing changes
to meet changes in their environment; such as the new demand of their
preducts, consumers and customer and changes {n Government financial
pclicies and guidelines.

This reaction or response is due to the application of marketing
mix?

Marketing mix is the particular blend of controllable marketing
variables that the firm users to achieve its objectives in the target
market"”, (26) - Philip Kotler.

Marketing mix is the combination of the 4p's of marketing ie
product/service, price, promotion, place (distribution) which make up

the marketing variable.

18



A further study of the 4 p's will reveal the extent to which they
are applicable to financial institution of which Natiocnmal Provident Fund

is one.

Philp Kotler described product as "Anything that can bz offerad to
a market for attention, acquisition, use, or comsumption that might
satisfy a need". It includes physical objects, sarvices, psrsons,
places., organization and ideal". (27)

Any consumer who buys a service or product doss not buv the servize
ar product for its sake but far the benefit derivad by the consumer is
called the "core product”.

Therefore financial institutions des#gn their product/service in
such a way that it appeals to the consumer either throuzh services, hizgh
interest rate or other addition which makes one differant from the cther

and this can only be done through marketing.

The price of a product/service is what a consuzer wants to forzo to
use the product or service. (28)
Financial institutions price for their service is what on2 can

forgo to save one's money {in a bank, or have a life insurance policy

™
S

(o

e A e e e

from company A or mortgage loan or Naticnal Provident
and the return on investment is also a major issue in "taxe i+ =r lesave

it" decision.
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Here again the financial instituion bhas to package it in such a way
that the consumer derives satisfaction for the decision taken to do

business with that financial insxtitution.

The chance of distribution of a service despends on the product and
the place where it could be got. The place has to be accessible and
easily reached when needed or necessary.

Financial institution by locating themselves all over the country
has conformed to this aspect of marketing mizx.

EROXOTION |

Promotion i{s one of the components of the zarketing mix set, some
authors use communication and promotion interchangably or together.

Philip Kotler described the four major taol of marketing
communication as advertising, sales promotion, publicity and personal
selling. (29)

John Vilmshurst described promotional mix "as persconal selling,
advertising, sales promotion and public relatiza®. (30

Vhile Engel, Varshaw and Kainear described promotion as the
communication function of marketing. (L)

Financial institutions use this toocl alsc by either sponsoring a
project, a debate or using certain artistic things to denote their
organization eg.

(1> First Bank uses Elephant

(i1} Union Bank uses stallion.
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In the same vain insurance companies use different logo or artistic
symbols to denote their organization (Appendix D)'
and thase are parts of the package that makes a person patronize an
organization. These are the stimuli that occassion patronage.

Before a service is packaged, there is another important aspect
that has to be considered before it's lunched. What is the behaviour of

the target market? This leads us to another aspect of marketing concept

and that is consumer behaviour.

CONSUMER BEHAVIOQUR

Villiam Stanton in describing marketing, said that {t includes
finding out what the consumer wants, then planning and developing a
product or service that will satisfy these wants.
This means that a producer has to study the consumer behaviour, his
"dos" and don't" recorded and then the praoduct or service in designed ta
meet these creteria, definitely the product cor service will be a success
when introduced for sales.

This explain why some financial institutions are {n commercial
banking, others in zerchant banking etc; by so doing the need of each of
segment is considerad and as years progress new needs arise. and new
marketing strategies to meet these new needs eg.

(1) First Bank a commercial Bank establishing a Merchant bank. (11D
Nigeria Insurance Corporation of Nigeria and cthers investiang in NICON
Nuga Hotel Abuja.

(11i) National Providsnt Fund buying Nigerian Enginsering construstion

campany.
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These action are done to diversify and meet the nseds of the
consumers of their services, who need higher return on investment and to
ensure the continuity of the parent industry or organization in
business.

SCEEMATIC NODEL

The Studf of the consumer behaviour or group of individuals exposes
the marketer to a variety of responses and countless
environmental variables. These responses could be classified into a
chart of schmatic model of the behaviour of the consumer.

(1) it permits the marketer to intgregate the pyschological and
socialogical factars.motivating coansumer into a general explanation of
the purchase cycle.

(11) It helps to identify the variable that play key roles in the
acceptances or refectiocn of the firms products or service.

(111> It provides a check list of items that should be considered in
preparing his marketing strategy. (32)

In order to develop a schematic model that will be applicable to a
specific marketing problem, we need to identify the following:-

(a) Potential customer and specific factors associated with the
general variable in the scheme.

(b) Quantificable techniques that can measure the relative
intensity and their distribution in prospective markest(s),

Vhen a firm wants to introduce a product or service in a target
market; it should know the potential customers, their financial status,
and other factors that are likely to influence their percetive bais of

the product, their objective and subjective selection criteria. (33)
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This actiorn could be in response to a stimuli - which could be
advertisement, a symbol or comment of a friend or‘'peer group. (Appendix
E)

A clase study of these will show how each bank is presenting its
product or service. The intensity created by the desire, extent of
previous learning and the intensity of the stimuli decide the consunmer
reponse to a product or service.

If the intensity of the stimuli is high, drive strong, and the consumers
previous knowledge of the product, its service and ability to satisfy
his needs. W"hen physically possible, then the will to make a purchase
immediately or in the case of a financial instituytion enlist for the
service so pfajected. In ﬁrder to understand this, it will useful to
note that the consumer behaviour pattern follows one of the following
three paths or a combination of thew three. (34)

(1) The prospect may seek information from personal source

(i{) He mav evalute his past experience as {t relates tao his
purchase aoptions

({{{) He mav seek informatioin from impersonal source. "People can
amerze with diffarent percetion of the same stimuli objec* because of
three perceptual process viz Selective exposure. Selective distortion,
and selective retention” - Philip Kotler.

Vhile Rigeria's financial policies change and continue to repond to
the environmental changes, the financial institutions respond to these
changes eg.

1) Universal trust Bank attaching raffle draw and insurance

service to its depositors packages.
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(41) Insurance companies being asked by thz Fzderal Housing
decree to invest a certain percentage of its life paolicy premium in
housing.

(1ii) Tke National provident Fund being asksd to move from
investing in "guilt edge" Securities and Stock to investing in other
sectors of the economy by Decree on the partial commercialization of the
National Provident Fund.

(v) The Government policies that lead to establishment of other
financial housas such as Mortgage Banks, Building, Bureau De Change and
other investment houses all over the Federation.

The initiators of these financial institutions, have studied the
environzent, which includes the gavernment Policies and discovering that
there are untaped areas, hence the setting of these institutions. These
Instituticns ara sat up to fill gaps in the finanical marksts of the
cauntry.

[2 financial marketing the customer is the "ccre® as can be seen,

a business can operate for some time without profit but it cannot
survive without customers. Therefore marketings strategies and concept
helps fipacial Institutions to attract and retain customers. It also
help tham to study the untapped ares of the custcomer's and design
service/service to zeet such demands. In conclusion "It could be
seen that marketing has transversed all facet of the human life (35)

Since then marketing concept has spread to all businesses as a
necessary impetus for development and survival. It has even extended to
non-profit organizations such as Goverment, Hospitals, Collaces,
Musemuns etc. (36> It is no longer limited to marketipg of croduct and

sarvices anlv.
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Prior to the establishment of Fational Provident Fund in Nigeria, the
reward for long service was decided by rule of the thumb; it was not fair
and reward was based on the Masters judgement. While one gets a gold wrist
watch and undisclosed cash, the other gets cash only or gold watch only.

This discripancy coupled with need to make provision for the future
lead to the Govermment creating ¥ational Provident Fund, by az Lét of
parliament in 1961. (37)

The Governzment in setting up Naticnal Provident Fund made it
compulsory due to situation prevalent then, by this action the Governpent
has acted in cognizance with Marketing Concept; le identifying a need and
taking action to provides that need.

The Fund covers all private enmplovers with 10 (ten) worksrs and above.
The provision of the partial <ommercialization intend to move ¢! to all
enployers in the private sector. This is another application cI marketing
cancept. The rate of contribution i{s 6% of the total salar:es or 3
(three kobo) on every complete S0k )fifty kobo) up to a maximuz deduction
of N4:00 (Four naria). (38) fro=m the worker to which the emplcver adds
equal amount and both sums are credited in the Fund to the acczunt of the
worker for the month.

The Fund invests the money so collected in favour of the worker till
when he has qualified to draw under the Act.

The Fund as its presently consisted is now headed by a Ma-asing

Director who now bas more powers to take decisions unlike befcrz where the
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Director hadn't such powers. These are innovations that point to the same
fact, practice of marketing concepts.
MAEKETING PRACTICE

The Fund at it's inceptiaon in 1961 was a division of Federal Ninistry
Of Labour and this means that decision must be approved by the Mminister,
The Marketing concept definition which includes, finding what the consumer
wants and designing a product or service to satisfy that need, hence in
1974 the Federal Military G;vernnent of Nigeria in Decree No. 30 placed the
Naticnal Provident Fund under Nanagement Board which means that decisions
could ncw be reached faster and innovations carried out without undue
bureaucracy.

As 3 result of this marketing innovation so many changes were effected
viz

(i) Payment of benefit was discentralized from Lagos to State
capitals so that iastead of beneficiaries applying to Lagos for their
beneii* and in some cases travel to Lagos, they now go their state
capitals.

(ii’ Unempioyment benefit which was paid after two years of
unezclovment was rendered to one year.

(111> As a follow up to this., the recent commercialisation and
privatisation provides that the organization further becomes self
accounting and be run on profit.

Here again these are marketing innovations to meet with the action of
the competitors, and changes in the environment.

Earlier on I said that for a rarket to take place their has to be a

oroduct/service, price, promotion and place (distribution). Does National

-
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Provideat Fund £it in to the above? Yes, Fational Provident Fund is a
saving scheme established for the benefit of the workers, here the
product/sarvice is a.coﬁpuisnry sa@iné.scﬁéhe.establised for the benefit of
the workers. The [price of the product/service 1s the defered
comsumption of N8:00 every month till a later date ie which is either when
his appointﬁent is terginated, or he is retired, dead, or incapacitated,
sick or leaving the country.

Place in marketing emphasises the accessibility of a producf or
service and this the National provident fund has done by having nffices in
the formers 2] state capitals and 14 gther urban towns all over the
country. Recently she has established 6 area/zonal offices in Lagos,
Ibadan, Port-lkarcourt, Kano, Abuja and Haiduguri,.

Promotion is regarded by definition enumerating above as either
personal selling, advertising, public relations etc.

Here again the services of National Provident Fund are marketed by personal
selling, by paid representatives who go from emplover to emplaoyer
explaining to them ihe provision of the Fund and enforcing the $ct and
decree setting up the Hational Provident Fumd. This actioa cnnfnrﬁ'withl
the definition of marketing mix and therefore the practice of marketing in
financial institutions of which National Provident Fund is cgne of them.

The consumer behaviocur of the Rigeria lead to tbe design of a package
that will meet the needs of workers of the country.

4t the inception of the Fund matters wére decided in Lagos but {t {s
hoped that with the recommendation of the TCPC (Technical Committee on
Privatisation and Commercializaticn). Zaonal offices opened in Kano, Abuja,

Maiduguri, Port-barcourt, Ibadan and Lagos will be given responsibility and



authority. This action is a response to the yearnings of whonm the Fund {s
serving or is made to serve. '

The need to follow the trend and changes in environment lead to the
decision of the present Military Government to set up a committee to work
out the modality for converting the Board into a Social Security Scheme or
Social Security Insurance. ‘

Every year the Fund prints Calendars and by this action they help to
educate, inform and remind her customers of their presence and thes services
they render.

Due to the fact that return on investment was low, ie. investing in
low risk portfolio, the Manmaging Director has been given the appraval to
invest in high praofit yeilding ventures with the hope of increas:iag the
return on investment on the workers money from the present 7% tc- sczething
higher.

Those innovations point to one thing ie application of marketing
concept by the FNational Provident Fund and the reaction of the Fund to the
consumers of her services.

Comparison of the information on (Appendix F-4) shows that as result
of these changes, there are increase in all the operations of tlies Fund.
There are increases in the number of Registered empvloyers, emplcvee
(Vorkers), contributions invested, yeild on investments and beneiits paid.

In the words of Pechman Aaron Transic, "Yet the important gquestion
remain as to the adequacy and equity of its benefit and financizz juestionm,
which must be faced as the nation pursues the objectives of all citizens.
(39).

It is hoped that as the Society is changing, environment clannzes
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therefore with tke aid of current marketing tools, concept and consumer
behaviours, National Provident Fund should continue to adjust to the
realities of the present times.

This chapter will be concluded with the words of an author on
sacial security - Victor George - "Yet earning related benefit are no
where near the earning they replayed because other consideration have
played a part.(40) This therefors means continous applicaticn of
marketing strategiss and concepts until benefits are able tc cover the

earning they repiace.
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HISTORICAL BACKGEQUND OF SINANCIAL INSTITUTIONS AND NATIONAL PROVIDENT

FUND

The histary of Financial institutions in Nigeria could be said to
have evolved from the barter system, community ownership of land means
of praduction, introductica of cowries and other pediunm of exchange to
the coming to of our colonial masters with their Banks. Insurance and
other Financial Institutioas.

Prior to 1986 the Financial Institutions in Nigeria were the
misters of the game, they dictated the pace and *keir customers were at
their mercy.

Between 1936 (whaen SAP was introduced) and March, 1992, Financial
Institutions witnassed an unprecedented boom.

The prolification of Fizancial Institutions has in retura increased
competition that has led to improved services, delivervy and innovation.
Financial Institutions now accept the supremacy of the customers and are
preparad to go the extra aile to ensure customers satisfacticn.

The deregulaticn of interest and exchange (1)
rate ushered in a bankingz and other financial institution booz that
aided the industry's ability to attract and retain the services of tha
brightest and the best.

Although the boom was good for the Industry it also creatad savaral

other problems for it: scze of which are:
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(1) The guaranteai income from foreign exchange business,
distorted reward systen.

(2) The relatively bigh minimuim capital requirement and over-
regulation paved the way for mushrooming of Financial Houses.

(3) Banks and other Financial Institutions were attracting
customers due to availablility of foreign exchange and high return on
investment. (2)

4) The system corrupted Financial Institutions and their
staffers and this lead to sharp practices

(§) This environzent lead to increased stakes for awnership and
control of management of Finmancizl Institutions.

Although these proble=s have been noticed in the systeum scme group
of scholars are of the opinion that if there is the elimination of
foreign exchange subsidy, this will mark the beginning of development
and growth of modern Financifal Ixzstitution practice in Nigeria. And
since the system has helted the Ilndustry to develop a competent and
innovative preofessionals, it will now devaote her energy and talants %o

real Financial Institutioas practices.

-

[ ]

Another side affa

e

? Structural Adjustment Programme on financial
institutions is tle proliferaticz of finance houses. Tie bankiag boon.
in the wake of intsrest and exchaaxge rate deregulation and
liberalization encouraged the growth of non bank financial institutioms.
This could be attributed to the fallowing:-

&) The suspension of issuance of banking licences lead to
setting of other Financial House =0 bridge tha gap.

(2) The low capital base raquired for setting up such

Institutions.
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3) The ability to tap the market creatad bylthe legislations.

It is argued by this school of thought that, with the banks and
other financial institutions Decree No. 25 of 1901, (3)
sanity will be restored to the system. Illegal operations cutside the
regulation, discouraging existing institution from ﬁngaging in sharp and
unprofessional practice will enhance effectiveness of the regulation.
The Central Bank should give financial institutions gresater scope to
operate and reduce or simplify its dncumenta#inn requirement therefors
;aking it possible for them toa reap the fruits of marketing practise.

Financial Institutions are very sensible and critical to the health
and growth of an economy. (4) It is therefore necessary to ensure that
only financially strong and competently managed institutions are
licenced and allowed to practice.

The temptation to control the number of licences should be left to
the market. This will ensure that new players and marksting tcols ars
efected into the svsten regularly to keep the industry vibrant. It will
ensure that new Investzents in the Industry reflsct the risk adiusted
return on capital.

Secondly barriers to exit ie where banks are not allowed +o fail

aiva

has lead to {nefficient and poorly managed Banks to continue to re

0

life suppert at the exprense of the tax payers and ecomonic development.
(5) It is argued that {f this is amended it will lead to better
managenent because the public will now prefer a well managed PBank or
Financial Institution to an insolvent one that is offering an interest
rate one point higher than the avarage rate. Therefore the fzar of
failure will lead to free enterprise and practice of marketing to

achieve ccrporate objectives.
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"4 system that lacks a mechanism for healing the afflictad and
prevents the afflicted from dying is unlikely to be ;ble to beast of
healthy element. ()

In order words a system whereby inefficient enterprises ard
industries die and are replaced by newer, healthier and mors wibrant
ones is very vital for ensuring the good health of the financi;l system.

Therefore the present system whereby the Nigerian Deposit Insurance
Corperation (7) insures a Bank should be deregulated giving tks NDIC
pcwers.ta reject or accept a Bank for insurance.

Sscondly the present system of succour or pravision of funding
support to distresssad banks at interest rates below the rate o2 which
healthy ones fund themselves through interbank and the use of
stabilization securities encourage banks to be {lliquid. (8)

This is dangerous for the Financial Institutions Industry

[{ these are checked, financial institutions will be at frs2edom to
develop niches based on their individual strategies. Financial
Institutions will b2 fr2e to position themselves in anv segment = the
markat they feel comfortable with and enjoy total discretion cvar the
assat structure and liability subject only on prudence requirezent
including the need for liquidity and solvency.

The above will lead to the best application of marketing <ools,
competition will be intense. Technical competence and professicnalisn
will be demanded by customers of financial institutions as a matter of
right. Management competency, capital adequacy and quality of rarsons!l
will seperate the "men from the boys".

Application cf marketing concept will definitaly be tha 223 ia *he

fiaancial institutions.
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The industrial revolution of th2 nineteenth century brought with it
opportunities for work, employment and consequently unemployment. The
agricultural societies were transformed into wages earning society and
concentration of workers in the Urban centres. Vith these development
there arose the need to look seriously at ways and means of alleviating
the problem of unemployment, sickness and old age - these factor of
course hindered the continous wage earning capacity of the citizen.

Germany was the first to device schemes to look after the aged, the
unexployed and the worker when he is unable to carry on with his normal
wages earning activities. (9)

England i{n the early days of industrial revolution saw the springing
up of trade guilds to loock after their members in times of incapacity
but as the work force grew these guilds found it difficult to cope. (1D
Hence the Government introduction of Social Insurance schemes for their
warkers.

In America, the great depressicn of 1930's brought witk it, same
problexs of uncertainties of employment and social risk of the future.
The first social security law was passed in 1935 in Americam. (11)

The advent of the colonial powers in the West African region, the
various calonial powers brought with them scme of their home countries
econcaic and social organizations. For instance, the French regardesd
all their overseas possessions or colonies as part and parcel of the
metropolitan France hence the wholesals importation of the Franch social
security system to their colonies,

Cna the other hand the Anglo-phone countries contented with National

Provident Fupd scheme which differ In fundamental respect from social
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sacurity echemes of the French colanies. Hence the ?stablishment of
National Provident Fund scheme in 1961 in Nigeria. (13)

National Provident Fund prior to its partial commercialisatioin is
a social security organization set up by NPR. Act 1961. (14)

This Act set up a Fund to which the worker and the employer
contribute equal amount in the interest of the worker. The Fund cavers
all private employers with ten (10) workers and above. There is a
proposal for it extension to all vorkers employad in the private sector
of the economy. ‘

Tha rate of <ontribution is 3k (Thrse kobo) on every complete S0k
(Fifty Xobo) up to a maximum deduction of ¥4.00 (four naira) 15 from
the worker to which the employver adds equal, amount and pays to the
Fund.

The Fational Provident Fund has the following benefits.

(a) Main Benefit i{s Qld age, Survivor's and Invalidity

(b) Subsidary Benefit in respect of sickaasss

(g) Withdrawal btensfit in respect of emizration and withdrawal from

the Fund. (16)

MAIE BENEFITS

in cold age ben=fit {s payable to any person who being a zmember or
the Fund attains thes age of 55 (Fifty-five) years and satisfi=s the
Director that he has retired from regular employment. The application
for old age benefit claim is made on form 17 and the member {s enti{tled
to all outstanding in his favour with the NPF.

Survivors tenefit is paid to the next-of-kin of a membar on the

death of a member of the Fund. (17
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The payment of survivor benefit is made on form 1. VUzndsr this
class of benefit, the next-of-kin is paid all that is oustarding in the
account of the desceased member.

Invalidity benefit is payable to any person who is a wmenmber of the
Fund and is subject to such physical or mental disability as to be
unemployed save in work npprnveé by the Minister (18). The apvlication

far this class of benefit is made on NPF 17. The applicant is paid all

outstanding in his account with the Fund.

SUESIDARY BENEFITS

Sickness benefit is paid to a member of the Fund who has
cantributed for more than one year and he shall, if the pericd of his
incapacity for work is more than one month be entitled a to sickness
benefit at the rate prescribed in the NPF

act 1961 (19). Application for this benefit is made on KPF. 29.

YITHDRAVAL BENEFIIS
Emigratioin benefit is payable to a member of the Fund 7 he/she
sat{srties th Director that he i{s emigrating or has emigrated :rom and
has no present intention of returning to Nigeria. (20»
Application for this benefit is made on NPF. form 19, Tis
applicant i{s entitled to all that is outstading in his accoun:.
Vithdrawal benefit is payable to a mwember who is less than 55 years
and is out of job for more than years. (21>

Applicatioin for this benefit is made on NPF. form 19.
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The applicar* is entitled for his own share of the contribution only;

tha employesr sharesplus the cummulative interest is paid to him when he

is 55 years of age.

G REC

The day to day administration of the Fund is under ths Managing
Director under whom ars team of officers, Managers, Assistant General
Managers, General Nanager. (Table 1)

The Fund has 40 offices throughout the federation mads up of 6
area offices, 21 Sate offices and 12 District offices with headgquarters

at 9@ I[jora Causeway Lagos.

SERVIC

The orerational department of the Fund is incharse of the

1

egistration of employers and workers, collection of contridbuticons and
rendition of raturns. This section is the most vital arm of the fund b
ecause i{ts thexz that go to the emplovers to enforce the NPF ACTS.
REGULATION. ani DECREES. This is headed by an Executive Director

Operations.

This department as its name inmplies is charge of the Finance and
Administraticn of the Fund. [t is also headed by an Executive Diracrtor

Adnminstration.
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INVESTMENT % TREASURY
This department is incharge of the investment of ths all Funds of

the NPF and Treasury duties. It is headed by an Executive Diractor.

This section is in charge of all computer jobs of the Fund which
includes, issues of prealisted NPF.15, Registration numbers and
Certificnfes. Statement of Account, Interest Demand Note. This section
is headed by a Gensral manager.

LEGAL
The section is inchage of all aspects of the Funds coperations. It

is headed by a General Manager.
ZONAL OFFICE

The countrvy is devided into 6 zones viz - Kanoc =one made up Kano,

Katsina, Sokotc., Kebbi, Jigawa & Kaduna State.

o Abuja zone is made up of Benue, Plateau. Niger, Kwara and Kogti
States.

3. Kaiduguri{ Zone made up of Bauchi, Adamawa, Borno, Ycbe and Taraba
States.

4. Port-barcourt zone i{s made up of Rivers, Akwa Ibonm, Cross River,

Enugu., Imo, Abia and Anambra states.

ke
b
12

s. Ibadan =one nmade up of Osun, Ovo, Oshun, Ondo. and Delta

states.
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6. Lagos Mainland zone made up of Island, Apapa & Ikafa. Each zone is

headad by an Assistant General manager.

SIATE OFFICES

The State offices as thé name implies are the offices of the Fund
in the state capitals of the federation.

The State Office is headed by a State Manager. His duties include
administrative, benefits, accounts, nﬁeratianal services % supervision

of the District Office under her if any.

This is the "grass root” office of the Fund. [t is the "contact
Man" between the Fund, the employers of labour., worker, and the Fund.
The Instrument setting up the NPF is under constant raviaw. the

recent being the partial commercialization of the Fund in 1990, (22)

RELATIONSHIP WITH OTHER FEDERAL GOVERNMENT ORGANIZATION
The ACT setting up the National Provident Fund provided for some co-
operation between the National provident Fund and other Faderal

Government Organisations viz

(1) The Federal Ministry of Labour

(2> The Federal Ministry of Finance

(3) The Federal Ministry of Establishment
(4) The Federal Ministry Economy Development
b)) Central Bank or Nigeria. (23)
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1)

(2)

(3

(4)

(5)

(6)

The Funds position as at December, 1990 is as follows:

No. of employers registered
No. of Vorkers registered
Benefits Paid

1980 Cummumulative Investment
1990 Cummulative on Investment

Contributions (1990)

42

1

18,000
2,750,000
100,000, 000
1,1000, 000,000
140,000,000

60,000,000

(241~
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CHAPTER FOUR
DATA ANALYSIS '

The study shows that there is an increase in the rate of Social
Security risk in the country, which the National Provident Fund,
Insurance, Social Clubs, Age grade and other institution take care of.
Of all these institutioms it is only National Provident Fund that is
compulsory for all workers in employment in the private gector. The
depressed economy lead to young people lnsging their jobs, due to
retrenchment, redundancy, Or rationalization; old people retirsd
prematuraly and some die without making provison for such uncertainties
thereby creating social problems for the society.

These problems are compounded further by the fact that even those
who are presently working are not paid enough: coupled with the extended
family system and its attendant problems and rasponsibilities let alone
save or make provision for the rainy day, social risk and uncertainties.

As far as the public is concerned the problems of Fationmal
Provident Fund, if 2ven known OT appreciated ares not sufficien® reason
for their inefficisncy and unsatisfactory services.

This chapter examines and analyzes the divers opinions of 2 randen
sample of 150 respondects {n Zaria about what they think or fe2el about
the services rendered by the National Provident Fund.

Out of the 200 questionnaire that were administered 150 were
retrieved.

The following wers collated from the questionnaire returned.

4 1.1 RETURE OF QUESTIONNAIRE RESPORSE RESFCNSE
NO %
No. Administered 200 108%
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(Y
"
w
n
=

Nc. Returned

on
L=

No. Not returned 25%

This shows that 25% of the respondent refused to return the
questionnaire.

On further inquiry most of them clainm that ttay do not 1ike to hear
about National Provident Fund.

Some others and even most of those who returzed their own when
interviewed claim that given the option they will cpt out of the
Naéinnal Provident Fund scheme due to its unsatisfactory services, the
Funds inability to achieve its corporate objectives and not serving the

purpose which it is created.

Appendix A {s a format of the researchars questionnaire.

4 2.1 IMPORTANCE AND RELEVANCE OF THE NPF
RESPONSE RESPONSE
(@] %
Aware of the services 120 20%
ot aware of the services 30 20%
Total:- 150 100%

80% of the respondents admitted that they are aware of the services
rendered by the National Provident Fund. While Z20% of the respondents
claimed they are not aware of the sarvices render=i by the Fund to
enployers and ezmployees.

Further analysis shows that out of this 20% which {s 30

respondents 40% of {t were people talow 30 vears 2:i not ver future
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conscious, fust out of scheol and or just started workizz and ars

assumed to bhave no serious responsibilities such a$ a family of their

own etc, Therefore do not understand what social sacurity is all about.

4. 3.1 LEVEL OF PERFORMANCE

RESPONSE

NO

Below Average 60
Average 70
Above Average 20
Total: - 150

Hypothesis Testing

RESPONSE

40

47

13

100

Using chi2 to test the data at 5% significance lave!l

HO = .6 NPF has performed above average

Hl = .6 NPF has performed below average

Chi2 formular

z= X0
o
U = NP
0" = SNFQ
Vhere n = Total No. of respondents
p =

q=1(1-.6 = .4
Solution: z = X -U
h)
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Probability that the event will occur = .6



+1.96 = X = 150 (.6

5150 (.6 (. &) .

1.96x6 x - 90

(E3

I+

11.76

x - 90

-
i

311,76 + 99

+ 11.76 + 90

B
1l

-~
1]

101.76

OR X = -11. 76+90

78,24

Since 70 is less than 78.24 and 101. 76 we reject the Ha hypotkesis
which state that NPF. has performed above average and accept the
alternative hypothesis that NPF. has performed below averaga.

4 (4 1) LEYEL OF CQ-OP N

Tie study shows that 90% of the respondents were williag to cc-
oparate with the KNational Provident Fund towards making her services
efficient. This group is made up of mostly those who are btetween 30 -
50 years of age,

The 10% of those not willing to co-oporate is made up =f mostly
those below 30 years and those above SO years. Their reasca for noax co-
oreration is because of delay in payment of benefits and ncn issue an

or irrecular statements of account. They are however of ti2 cpinic:
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that 1f the services improve they will co-operation to make it a

success.

4 (5.1> BENEFITS

RESPORSE RESPONSE

HO. %

Survivors 15 15%
Vithdrawal 50 50%
014 Age 30 30%
Invalidity 5 5%
TOTAL: - 100 100%

The result of the collation show that out of the 150 questionnaire
returned 100 had previously applied for their benefits as shown abcve.
A further breakdown of this shows that the benpefits were paid =2

the applicants as shown below:

4 (8.2
RESFPONRSE RESPDONSE

NO %

6 months after 27 27%

9 months after 60 60%

12 months after 10 10%
Hot paid at all 3 3%
TOTAL 100 100%
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(f 1% Dna o SUE [ 'H IT WAS CRFATED

RESPONSE RESPONSE
§O %
Served completely 5 5%
Served partially 80 ‘ 80%
Bot at all 15 15%
TOTAL: - 100 100%

Hypothesis testing
Usiang ch2 to test the data at 5% significant level.
HO = .6 NPF. Benefit served the purpose for which 1t was created
complete
H1l = .6 WPF. Benefit did not service the purposz for which it was

creata4 completely.

8]
i
E

X - 100 ¢, 6

+ 1.96

Y100 (.6) (. 4)

4.899

]
-

]
(s 1}
<

- 1.66 x 4. 899

-

+ 9.60

]
S

I
(s ]
<

x =+ 9.6 + a0

51



x=+9.6 +60=269.6

OR - 9.6460 = 50.4 .

Since 5 is below 69.6 and 50.4 it means we shall reject HO and
accept Hl which says that NPF. benefit did not serve the purpose
completely.

4 (7,1 ISSUE OF STATEMENT OF ACCOUNT y

Results of the collation of the response of the respondents

is as follows: -

RESPONSE RESPONSE
KO %
2 Years after 10 7
3 Years after 120 80
Non at all 20 13
TOTAL :- 150 100
4 (7.2) ACCURACY OF STATEMENT OF ACCOUNT
A breakdcwn of the respondents shows:
RESPONSE RESPONSE
NO %
Carrect 30 20
Partially correct 50 33
Not correct at all 70 47
TOTAL: - 150 100
4 (8,1) RELATINNSHIP OF NPF STAFF YITH PUBLIC
RESPONSE RESPONSE
RO %
Rude % Bossy 5 3.3

1

asilv {rritated/Impolite 10

B2



No comment 125 =]

TOTAL :- 150 110

4 (9.1) WHOSE INTEREST IS NPF SERVING

The respondents response on the question shows that

RESPONSE RESPONSE
NO %
Serving workers interest 128 83.33
Serving Gavt. interest 20 13. 3
Serving NPF self interest 35 3. 8
TOTAL: - 150 100
4 U0 LD YOU ACCESS THE SERVICES PEND

Breakdown of the response is as follows:-

RESPONSE RESFONSE
NO %
Hot satisfactory 110 73
Satisfactory 30 20
Fo comment 10 7
TOTAL: - 150 100

Hypothesis Testing.

Testing a 5% sigaificance level and .8 probability.

HO = .8 NPF. has rendered satisfactory service
H1 = .8 NPF. bhas not rendered satisiactory services
z=X-1U
o

.93



4,899

+1.96 x 4.809 = x - 120

x - 120

+ 9.60
x =+ 9.6 + 120

=+ 9.6 + 120

129.60

OR -~ 9.6 + 120

110. 4

Since 30 is below 129.60 and 11.4 reject HO which state that NPF.
has rendered satisfactory services and accept ‘e alternative
Hypothesis Hl which states that NPF. has not randered satisfactory

services,



| CHAPTER §
CORCLUSION AND RECOMMENDATION

The term marketing could be defined as the sat of human activities
aimed at facilitating and accomplishing exchange of transaction which
could be goods and or services, especially things of value viz - money,
ones attention etc. A market exists when individuals ar groups obtain
what they need and want thrpugh creating and exchanging products and
value with others. |

A situation whereby somebody saves maney with the aim of enjoying
services or reward in future 1s a marketing situatiaon.

Marketing concepts emphasises the importance and dominearing role
whizh the consumer enjoys wether in economics, political, secial. and
cultural enviranments. The'cunéumer.is the pivot or hub of anv business.
He is often refered to as the "tough boss” rather than the z=rrant: and
all resources are just there to serve and pleass him

Karketing is practised knowgly or unknowlimgly, wittinelv or
unwittingly in all arganizations wether prafit makiaog or non-profit
making like Financial Ipstitutions and National Provident Fund.

The chances of achieving corporate ohjectives and or suc:zess are
slinm unless marketing concepts are made the "corner stome® or “solid
foundation" of such an organization.

The National Provident Fund as it 1s preseatly operated ia Nigeria
is established to provide old age, invalidity, survivors and
Qnemplayment benafits to the contributing membsrs when the 2ualify fer

such Fanpfite
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The society is made up individuals witk conflicting iatersst those
who are interasted i{n making provision for the rainy day or social risk
and those who believe that God will provide for us the next day or
tomorrow. The aim of Government in setting the National Provident Fund
is to marry these two opinions.

The services rendered by the National Provident Fund have been
seripusly critisized even in papers and National dailies. The question
as to wether these criticisms are justified or not is another issue, but
that there are critisms at all should be something of concern ta the
pfficials and the authorities of the Natiomal Provident Fund. The
adoptation of Naticnal Provident Fund to i%s enviropment and to
interpret and identify {tself with the environment is an objective
National Provident Fund authorities should_seriousl? strive to attain.

Change is a fact of life, whichk will always constitute a serious
threat to any organisation that fails to provide for a periodic
exanmination of the proper aims and objectives or the purpcse of their
existence. The management of National Provident Fund in fairness has
been alert to these changes and has been adjusting to these changes
periodically as they arise but the degree and timing of the change
response is another issue.

Vhile the consumers of the services randered by the National
Provident Fund are not satisfied; the management of National Prowvident
Fund, staff and contributors to the scheme. since all are partners in
progress, should search their minds and asx why these shortfall are
observed and probadbly put heads together and come up with sugsestions

and modalities that could enhance its operations.
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A great majority of the people interviewed while acknowledging the
fact that Naticnal Provident Fund was established %o serve the workers,
claim that in reality the National Provident Fund was serving Goverament
and themselves. This is contrary to the concept of marketing.

An alarming 73% assessed the National Provident Fund services as
unsatisafactory and as far as they are concerned if National Provident
Fund has been optional they would opt out.

But the question which this reseacher could not answer is "wether
alternative sources of taking care of social risk in the Nigeria context
such as social club, age grade, extended family system, are better than
what is provided for by the National Provident Fund Act as it is
presently constituted and enforced.

This researcher feels that it is more humane and realistic to
search for or suggest solutions to the short cominzs of the National
Provident Fund rather than opt out which is a defeatist approach bezause
of unsatisfactorv service, Granted that thas consumers interest should be
supreme, we should for the time being loock at the environment in which
human factors operate with other resources toc satisfy the nesds and
wants of the consumers.

[t is a fact that the consumer is the essence of any venture and
racent researchers have shown that the consumer's sxzrectations have
constantly been on the increase. In the present era of Structural
Adjustment Programme (SAP) depression has lead to may people loosing
their jabs unprepared. The consumers of the services rendered by
National Provident Fund expect a better and satisfactory service or %has

National Provident Fund will not be achieving {ts corporate obfect:ves.
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The National Provident Fund since 1¢26 has been engaging in nation
wide campaign to educate and enlighten the consumers of here sarvices
and the public about what National Provideat Fund is all about. The
discussions and questions that will follow will help to enlighten the
public, employers, and employees on the pravisions and operations of the
National Provident Fund. The impact of this and the recent pronoucements
by the Technical Committee on Commercialization and Privatisation is yet

to be assessed and felt by the operators cI ths Naticnal Provident Fund.

PURPOSE QF CREATION:

That as much as 80% of the respondents who bhave claimed their
benefit are of the opinion that the Naticnal Provident Fund has not
served the purpose for which it was creatsl is an {adication that; that
asvrect of the ACT or REGULATIONS or DEGREE or LEGISLATION needs to be
locked into {f possible amended.

This could be achieved in so many ways viz:-

(1) Increasinz the rate of contribution to the National Provident
Fund from N4.00 *to something higher.

(2) Increasing the rate on interest :credited to the contributaors
from the present €% to something higher such that wkat will accrue to
the workers will be near the going interes: rate.

(3) Allowing National Provident Fund %o limit or leave investment
in "gilt edge™ and venture into other areas with greater rate of return

and low risk likes sscured bonds and fixed Zeposits.
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(4) Making the benefits accruing from the National Provident Fund
contributors to serve dual purposs as a terminal ?enefit as wall as
insurance for the worker.

(5) Encouraging Governement participation since the revenue
generated by the contributors to/of National Provident Fund are invested
by the Governement in development purposes through development bonds
etc, one expects the Government to plough back some of the huge profit
of these investment to the credit of the workers who make thess monies
available through the Natiopal Provident Fund.

ACCURACY OF STATEMENT OF ACCOUNT

The issue of statement of account needs a thorough review with the
sole aim of finding out why it is not issued in time, not correct in
sope cases, and muddling up of names and numbars when issued.

The problem or short coming of the conputer unit siculd be studied
extansivliely and adequate and lasting solution recommenisd to Govarnment
on the issue.

Efforts to inject capable and efficient hands should be encouraged
and pursued even if it means bending some of the rules of rescruitment
and promotion in the National Provident Fund organization.

Incentives should be given to the employers that randsred their
NPF. 15 schedules - (return of combined contridutions’ as at whken due and

in the appropriate format. These could be in form of gif%t or

commendations
SERVICES RENDERED

A staggering 73% of the respondents were not satisfi=zd witl *ha
services rendered by the Natiomal Provident Fund becauss 27 4i=

following: -
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1. Benefit claizs are not paid in time, in some cas2s not paid at
all, ' )

2. ©Statements of Account are not issued yearly at it is supposed
tao be; even when issued a times after 3 years, are not correct.

3. Duplicate cards are not issued unless police report and other
irrelavances are produced by member whose card is lost.

4. Registration/issue of menbership certificates taks time.

5. Decentralization is not fully implemented.

6. Conmmunication gap between the contributors and the National
Provident Fund as to what and what is happening in the organization
should bridged.

The solution to the above problems are tripartite ie

Vorkers - Contributors

Employers

Government

The worker when completing NPF. 13 card “"employees registration
card" should try as much as possible %o fill in the true personal date
ie names, date of birth stc. When this is done the registration number
will be issued promptly and correctly, claims will be paid with ease and
on time.

Thke emplover when completing the SPF.15 f‘combined contributicn
return) should use the prescribed form. properly completed and sent in
as at when due making compilation easy therefore issue of inaccurate
statement of account will be a forgona matter.

The Governrment/Management of National Provident Fund should srant

the paypoints more powers to handle certain issues ie registration of



new workers, and issue of duplicate card instread of raferring it to

Lagos.

PERFORNANCE
. The below average performance of the National Provident Fund as it
is presently constituted could be traced to bureacracy ie District
Office cannot take decision on issues unless rafared to the State and
probably Lagos Headquarters.

One discovers that before thesz round about way of treating 1asu§s
is done, the decision has been overtaken bv events ie when the Fund was
first set up Ingpectors cauld prosecute cases at the nesarest High Court,
but with the introduction of Federal Revenue Courts and the Legal
Department in the'Fund. it takes a lcong time befors a case goes to
court, because of through the State Manager, through the Zonal Legal
Department, to the legal Department

The solution to poor performance could be achieved from so many
directions:

1. The education of the emplover to be more carefull in handling
NPF. matters, ie quoting correct infcrmation in respect of her workers
when needed to do so.

(2) Paying cont;ibuticns as at when due, not waiting to be taken
to court before doing something towards complying with the provisions of
the National Provident Fund ACT.

(3} Putting sanctions on Chief Executives whose companies default

in compliance with the NPF.
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(4} The workers should be educated from time to time about what
and what is required at eécﬁ time; ba.it registration, cbnplaint ér ;
benefiti payment.

The National Provident Fund will surely be battling to cope with
enthusiatic new companies and workers who will be streaming to her
offices all over the Federation to participate in the scheme,

There are a lot yet to be done in Rigeria and the developing
countries towards provisicn for Soclal risk. These areas could further
be delved into and can make a bases for further research work ie.

(1) Effects of Social Clubs, Age Grade, Insurance and Staff welfare
benefits on National Provident Fund provisions.

(2) Nationmal Provident Fund and depressed écnzany,

(3) Is National Provident Fund serving the purpose for which it

was created in Rigeria?



APPENDIX A

Structure of Central Bank of Nigeria

Source - Financial Institution in Nigeria
Structure of Central Bank of Nigeria

after Indeginization Decree 1974

Strategy for effecting Bank Marketing
Nigerian Insurance Corporation of Figeria
Advertisement of other Financial Institutions

Extractd from National Provident Fund Calendar

1902.
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