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Abstract

Pension administration remains a critical pillar of social 

protection systems, particularly in developing countries where 

retirees depend heavily on post-employment income for 

survival. In Nigeria, persistent delays in the payment of pension 

benefits and widespread challenges in record-keeping and data 

management continue to undermine the effectiveness of the 

pension system. This study investigates the extent to which 

payment delays affect the financial stability and quality of life of 

retirees and examines how inadequate documentation, poor 

archival systems, and data mismanagement impede efficient 

pension administration. Anchored on institutional and 

administrative efficiency frameworks, the study employs a 

mixed-methods design to explore the experiences of retirees and 

the operational realities of pension administrators across 

selected public institutions. Findings reveal that payment delays 

exacerbate financial insecurity, increase vulnerability to 

poverty, and undermine retirees' health and psychosocial well-

being. Furthermore, inadequate record-keeping, characterised 

by missing files, inconsistent documentation, manual data 

storage, and limited digital infrastructure, significantly 

contributes to processing bottlenecks, verification delays, and 

administrative inefficiencies. The study concludes that pension 
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administration in Nigeria requires robust digital reforms, 

stronger regulatory oversight, and improved administrative 

capacity. It recommends the adoption of centralised digital 

pension databases, biometric verification systems, staff 

training, and strict enforcement of compliance regulations to 

enhance transparency, accuracy, and timely benefit delivery.

Keywords: Pension Administration, Payment Delays, Retirees' Welfare, Record-

Keeping and Data Management, Digital Reforms.

1.1      Introduction

Pension systems play a pivotal role in promoting social protection, economic stability, 

and income security for older persons. Globally, institutions such as the International 

Labour Organization (ILO, 2022) and the World Bank (2020) emphasise that timely 

pension payments and robust administrative structures are central to ensuring retirees' 

welfare, preventing old-age poverty, and strengthening national social protection floors. 

Pension administration in developing countries, however, continues to face systemic 

challenges, particularly in Africa, where delays in benefit disbursement, weak 

administrative capacity, and inadequate data systems persist (OECD, 2019; ILO, 2021).

 Nigeria's pension framework has undergone significant reforms, especially with 

the enactment of the Pension Reform Act (PRA) 2004 and its amendment in 2014, aimed 

at improving efficiency, transparency, and sustainability. These reforms introduced the 

Contributory Pension Scheme (CPS) and strengthened the regulatory authority of the 

National Pension Commission (PENCOM). Despite these reforms, evidence 

consistently shows that retirees continue to face administrative bottlenecks that 

undermine the intended benefits of the system (National Pension Commission, 2022; 

Okoro & Agu, 2020).

 One of the most persistent challenges is the delay in the payment of pension 

benefits. Studies across Nigeria link delayed pension disbursement to rising poverty 

levels, worsening health conditions, psychological distress, and reduced quality of life 

among retirees (Akhiojemi et al., 2023; Nwafor, 2013; Omokhodion, 2018). According 

to PENCOM's annual reports, delays often stem from bureaucratic inefficiencies, 

inadequate funding by employers, prolonged verification procedures, and flawed 

documentation processes. These delays leave many retirees financially vulnerable, 
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particularly in a country where pension benefits form the primary source of livelihood 

for elderly individuals (PENCOM, 2021).

 Similarly, poor record-keeping and data management remain major 

impediments to effective pension administration in Nigeria. Multiple assessments, 

including those by the World Bank (2017) and Olofin & Fapohunda (2021), highlight 

that the persistence of manual records, missing files, inconsistent documentation, and 

fragmented data systems significantly hamper administrative efficiency. Weak database 

structures not only prolong verification and benefit computation but also create 

opportunities for fraud, ghost pensioners, inflated liabilities, and administrative 

corruption. These structural weaknesses directly contribute to payment delays, pension 

arrears, and widespread distrust in pension institutions (Adeoti & Elegbede, 2019).

 In an era where digital governance has become essential for public service 

delivery, Nigeria's slow transition to reliable digital pension databases and integrated 

information systems has further compounded administrative inefficiencies. Global 

studies underscore that digitised pension systems, such as those implemented in Chile, 

South Africa, and Estonia, significantly reduce delays, improve transparency, and 

enhance retirees' satisfaction (World Bank, 2020; OECD, 2022). Nigeria's inability to 

fully adopt such models continues to undermine the functionality of its pension 

framework.

 Given these realities, a systematic investigation into how delays in pension 

payments affect retirees' financial stability and quality of life, and how inadequate 

record-keeping systems hinder administrative effectiveness, is both timely and 

essential. Understanding these issues is critical not only for strengthening pension 

governance but also for safeguarding the dignity and welfare of Nigerian retirees, many 

of whom remain economically dependent on pension benefits for survival.

2 Literature Review

2.1 Conceptual Review

2.1.1 Pension Administration and Retiree Welfare

Pension administration refers to the institutional processes through which retirement 

benefits are managed, computed, documented, and disbursed. According to the 

International Labour Organization (ILO, 2022), an effective pension administration 

system must ensure timely benefit payments, accuracy of records, transparency, and 

adequate communication with beneficiaries. Retiree welfare encompasses financial 

stability, access to healthcare, psychological well-being, and overall quality of life in old 
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age (World Bank, 2020). In developing countries such as Nigeria, pensions constitute 

the primary income source for retirees, making efficient administration critical for their 

survival (PENCOM, 2021).

2.1.2 Delays in Pension Payments

Payment delays occur when retirees do not receive their pensions at the stipulated time 

due to administrative, financial, or procedural bottlenecks. The OECD (2019) notes that 

timely pension payments are central to reducing old-age poverty and ensuring 

livelihood security. In the Nigerian context, delays result from employer funding gaps, 

prolonged verification exercises, bureaucratic inefficiencies, and unresolved 

documentary issues (National Pension Commission, 2022). Several studies (e.g., 

Nwafor, 2013; Omokhodion, 2018) have shown that delayed payments increase 

financial insecurity, limit access to healthcare, and force retirees into economic 

dependency.

2.1.3 Record-Keeping and Data Management in Pension Systems

Effective pension systems rely heavily on accurate documentation and efficient data 

management. The World Bank (2017) emphasises that poor record-keeping, 

characterised by missing files, inconsistent data entries, and non-digitised archives, 

slows pension processing and undermines transparency. According to Olofin and 

Fapohunda (2021), Nigeria's pension institutions continue to rely on manual record 

systems, resulting in delays, verification challenges, and cases of duplicated or ghost 

pensioners. Modern global pension systems increasingly rely on biometric databases, 

integrated digital platforms, and centralised information systems to enhance 

administrative efficiency (OECD, 2022).

2.2 Theoretical Review

2.2.1 Institutional Theory

Institutional Theory, as advanced by Scott (2014), posits that organisational 

performance is shaped by formal rules, norms, and administrative structures. Pension 

systems operate within institutional frameworks that determine accountability, record-

keeping practices, and service delivery. In Nigeria, weak institutional capacity has been 

linked to delayed pension payments and poor documentation culture (Adeoti & 

Elegbede, 2019).
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2.2.2 Administrative Efficiency Theory

Administrative Efficiency Theory emphasises the importance of streamlined processes, 

accurate information systems, and competent personnel in achieving organisational 

goals (Gulick & Urwick, 1937). This theory aligns with World Bank and ILO 

recommendations that digitisation, transparent documentation, and efficient workflows 

are essential for timely pension administration. Administrative bottlenecks in Nigeria, 

such as fragmented pension databases and poor archival practices, reduce efficiency and 

prolong benefit disbursement (World Bank, 2020).

2.3 Empirical Review

2.3.1        Studies on Delayed Pension Payments

Empirical studies consistently highlight the negative consequences of delayed pension 

benefits on retirees' welfare. Akhiojemi et al. (2023) found that pension delays in 

Nigeria significantly contribute to financial stress, poor diet, and limited access to 

healthcare. Omokhodion (2018) reported that retirees experiencing payment delays are 

more prone to psychological distress and increased reliance on family members. 

Nwafor (2013) demonstrated that prolonged arrears reduce retirees' purchasing power, 

exacerbate poverty, and impede household stability.

 Internationally, the OECD (2019) confirms that countries with efficient payment 

systems, such as Finland, Canada, and Chile, show better retiree satisfaction and lower 

poverty rates, underscoring the importance of administrative timeliness.

2.3.2        Studies on Record-Keeping and Data Management

Evidence from empirical studies reveals that poor data management is a major 

impediment to effective pension administration. Adeoti and Elegbede (2019) found 

that missing records and manual filing systems are responsible for most pension 

verification delays in Nigerian public institutions. Olofin and Fapohunda (2021) 

observed that inadequate digital infrastructure increases fraudulent entries, complicates 

pension audits, and prolongs benefit computation. The World Bank (2017) similarly 

reported that fragmented data systems in African pension institutions create 

opportunities for corruption and inefficiencies. Comparative studies show that modern 

pension systems with integrated digital platforms, such as South Africa's National 

Treasury pension database and Estonia's e-governance pension framework, have 

significantly reduced administrative errors, improved accuracy, and accelerated 

payment processing (World Bank, 2020; OECD, 2022).

 While existing research confirms that delayed payments and poor 

documentation negatively affect pension administration and retiree welfare in Nigeria, 
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several gaps remain: Limited studies examine the combined impact of payment delays 

and data management failures as interconnected problems. Few empirical works focus 

on how digital transformation deficits specifically contribute to systemic pension 

delays. Most studies do not investigate retirees' lived experiences using mixed-methods 

approaches, leaving qualitative aspects underexplored. This study seeks to fill these 

gaps by assessing how pension payment delays and documentation challenges jointly 

affect both administrative efficiency and retirees' quality of life in Nigeria.

3 Methodology

This study adopted a mixed-methods approach, combining both quantitative and 

qualitative strategies to investigate how delays in pension payments and weaknesses in 

record-keeping affect retirees and the broader administration of pensions in Nigeria. A 

mixed approach was considered appropriate because pension administration, by its 

nature, involves measurable administrative patterns as well as deeply personal 

experiences of retirees who often endure the consequences of delayed payments.

The research was conducted in selected Nigerian states where the Contributory 

Pension Scheme operates actively and where Pension Fund Administrators (PFAs) are 

readily accessible. These locations provided access to a substantial number of retirees 

and administrators who could speak directly to the realities of processing pension 

benefits. The study population consisted mainly of retirees under the CPS who had 

experienced pension delays, as well as staff of PFAs involved in documentation, 

verification, benefit computation, and customer relations. By engaging both groups, the 

study was able to explore the pension system from the perspectives of those who depend 

on it and those who manage it.

Sampling was carried out in two stages. Retirees were selected through 

purposive sampling to ensure that only individuals with actual experiences of delayed 

payments or documentation challenges were included. Pension administrators, 

however, were chosen through simple random sampling to avoid bias and ensure that 

staff across different operational roles had an equal opportunity of being selected. 

Approximately two hundred retirees completed the questionnaire, while fifteen pension 

administrators participated in the qualitative interviews. This balance allowed the 

statistical trends identified in the survey to be enriched by real-world explanations from 

practitioners within the system.

Data for the study came from both primary and secondary sources. Primary data 

were collected through structured questionnaires administered to retirees and semi-

structured interviews conducted with pension administrators. The questionnaires were 

designed to capture demographic characteristics, frequency and effects of pension 
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delays, and retirees' views on how documentation practices influence administrative 

efficiency. The interview sessions, on the other hand, provided an opportunity for 

administrators to explain the internal challenges they face, including issues related to 

digital record-keeping, verification delays, and general workflow bottlenecks. 

Secondary data were drawn from PENCOM annual reports, World Bank and ILO 

publications, relevant policy documents, and peer-reviewed academic works on 

pension systems and administrative efficiency.

Before data collection commenced, the research instruments were reviewed by 

experts in public administration and social policy to ensure validity. Their feedback 

helped refine questions and improve clarity. The reliability of the questionnaire was 

confirmed through a Cronbach's Alpha test, which returned a value above 0.70, 

indicating strong internal consistency. Data collection took place over six weeks. 

Questionnaires were distributed both in person and electronically to encourage wide 

participation, while interviews with pension administrators were conducted physically 

and through virtual platforms where required.

The quantitative data generated from the questionnaires were coded and 

analysed using descriptive and inferential statistics to identify the extent of pension 

delays, their financial implications for retirees, and the relationship between record-

keeping practices and benefit processing time. Qualitative data obtained from 

interviews were transcribed and subjected to thematic analysis. This process involved 

identifying recurring ideas, patterns, and administrative realities that explained the 

structural causes of pension delays and data-management weaknesses.

To ensure ethical integrity, participants were fully informed about the purpose of 

the study, assured of confidentiality, and given the right to withdraw at any stage. All 

data were handled respectfully and used solely for academic purposes.

4 Results and Discussion

The results of the study are presented below, combining descriptive statistics from the 

retirees' survey with thematic understanding from interviews with pension 

administrators. The data provide a clear picture of how pension payment delays and 

documentation challenges shape the lived experiences of retirees under the 

Contributory Pension Scheme in Nigeria.

4.1.1 Frequency and Duration of Pension Delays

Survey responses showed that the majority of retirees experience delays in the payment 

of their pension benefits. As displayed in Table 1, 63% of respondents reported 

experiencing delays lasting between 3 and 6 months, while 18% reported delays that 
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exceeded one year. Less than 10% of retirees stated that they received their benefits 

consistently without delay.

Table 1: Reported Duration of Pension Delays

 The pattern confirms a systemic problem, as the majority of retirees do not 

receive their benefits at the expected time. Interviewed pension administrators 

attributed these delays to “prolonged verification processes”, “missing documentation”, 

and “backlogs caused by manual record systems”.

4.1.2 Effect of Pension Delays on Retirees' Financial Stability

Further analysis revealed that delayed payments have significant consequences on 

retirees' financial well-being. Table 2 shows retirees' responses regarding the impact of 

delays.

Table 2: Effects of Delayed Pension Payments on Retirees

Duration of delay  Frequency (n=200)  Percentage (%)  

No delay  19  9.5%  

1–3 months
 

19
 

9.5%
 

3–6 months
 

126
 

63.0%
 

6–12 months

 

29

 

14.5%

 
Above 12 months

 

7

 

3.5%

 

Statement  Agree 

(%)  

Neutral 

(%)  

Disagree 

(%)

Pension delays reduce my ability to afford basic 

needs
 

82.0%
 

10.0%
 

8.0%

Delayed payments increase my financial 

dependence on family members

 

75.5%
 

14.0%
 

10.5%

Pension delays affect my ability to pay for 

healthcare

 

79.0%

 

12.5%

 

8.5%

Delays reduce my overall quality of life 81.0% 11.0% 8.0%
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The results show that retirees experience considerable hardship, with more than four out 

of every five respondents indicating that delays reduce their ability to afford basic needs 

and maintain a stable quality of life. Many retirees explicitly stated that late payments 

force them to borrow money, delay medical treatment, or depend on children for daily 

expenses.

4.1.3 Record-Keeping and Data Management Challenges

A key objective of the study was to determine how documentation and record-keeping 

practices influence pension processing. Table 3 summarises retirees' perceptions 

regarding the quality of documentation within pension institutions.

Table 3: Retirees' Perception of Documentation and Data Management

 The overwhelming agreement across all items demonstrates that retirees 

perceive data management challenges as a major obstacle to efficient pension 

administration. This perception aligns with interview findings. Pension administrators 

acknowledged that “manual filing systems”, “fragmented databases”, and “inadequate 

digitisation” are major reasons for delays.

4.1.4 Qualitative Insights from Pension Administrators
Interviews with pension administrators revealed deeper systemic challenges:
i. Manual data storage increases errors, misplacement of files, and prolonged 

verification processes.
ii. Limited digital infrastructure means most pension records are stored in physical 

cabinets, exposing them to deterioration and loss.

Statement Agree 

(%)

 
Neutral 

(%)

 
Disagree 

(%)

Missing files or documents slow down pension 

processing

 87.5%

 

8.0%

 

4.5%

The pension office relies too heavily on manual 

records
 78.0%

 
12.0%

 
10.0%

Poor data management contributes to payment 

delays
 

84.0%
 

10.5%
 

5.5%

Digital record -keeping would improve pension 

efficiency  
91.0%  6.5%  2.5%
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iii. High staff workload and understaffing contribute to backlogs in document 

verification and benefit computation.
iv. Inconsistent employer remittances affect how quickly benefits can be processed.
v. Lack of centralised pension databases forces administrators to manually cross-

check information across offices.

One administrator noted:
“We handle thousands of files, and many of them are incomplete or missing key 

documents. Without proper digital records, verification becomes a long process.”

Another added:
“Most delays retirees complain about are directly related to documentation. Before we 

can process payments, the file must be complete, and that alone can take weeks or 

months.”

4.1.5 Relationship Between Documentation Quality and Pension Delays

To determine the relationship between poor documentation and pension processing 

time, an inferential test was conducted. Results indicated a significant positive 

correlation (r = 0.62, p < 0.05), suggesting that the poorer the documentation quality, the 

longer the processing delay.

Table 4: Correlation Between Documentation Quality and Payment Delay

 This finding statistically supports the qualitative claims that inadequate record-

keeping contributes substantially to payment delays.

Summary of Findings

i. Pension delays are widespread, with most retirees experiencing waits of 3–6 

months.

ii. Delays significantly reduce retirees' financial independence and quality of life.

iii. Documentation challenges, especially missing files and reliance on manual 

storage, are major causes of delays.

iv. A strong correlation exists between documentation quality and the speed of 

pension payment processing.

Variable 1  Variable 2  Correlation (r)  Significance (p-value)

Documentation quality
 

Pension payment delay
 

0.62
 

0.000 (p < 0.05)
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v. Pension administrators confirm systemic inefficiencies, inadequate digital 

infrastructure, and heavy workloads.

4.2 Discussion

The findings of this study provide a clear understanding of how pension payment delays 

and documentation challenges shape the experiences of retirees and the effectiveness of 

pension administration in Nigeria. When interpreted alongside the literature reviewed, 

the results reinforce existing knowledge while also highlighting areas where pension 

administrative practices remain significantly impaired.

 The study found that pension delays are widespread, with most retirees 

experiencing delays lasting between three and six months. This outcome strongly 

supports previous research which identified delayed pension payments as a chronic 

issue within Nigeria's pension landscape. For instance, Nwafor (2013) and 

Omokhodion (2018) observed that systemic inefficiencies in processing pension 

benefits consistently lead to extended waiting periods and arrears. Similarly, the OECD 

(2019) and reports by PENCOM (2021–2022) emphasise that timely disbursement of 

benefits is essential for maintaining retirees' financial stability yet this ideal remains 

largely unachieved in many developing-country systems, including Nigeria's. The 

finding of this study that beneficiaries experience significant delays aligns precisely 

with these earlier observations.

 The effect of delays on retirees' welfare is also consistent with global and local 

research. A large proportion of respondents noted that delays significantly reduce their 

ability to afford basic needs, maintain healthcare, and sustain a reasonable quality of 

life. This mirrors the evidence presented by Akhiojemi et al. (2023) and Omokhodion 

(2018), both of whom established that financial hardship, emotional stress, and limited 

access to health services are common realities for retirees who depend on inconsistent 

pension payments. Additionally, the World Bank (2020) underscores that pension 

systems in low- and middle-income countries often fail to provide economic security 

precisely because administrative delays create income gaps among vulnerable elderly 

populations. Therefore, the lived experiences captured in this study validate these 

broader concerns.

 A major contribution of this research lies in its examination of record-keeping 

and data management, an area frequently highlighted in institutional assessments but 

less explored through empirical field evidence. The study showed that most retirees 

believe poor documentation, such as missing files, manual records, and inconsistent 

data entries, significantly slows down pension processing. This perception is strongly 

supported by earlier reports and academic studies. The World Bank (2017) and ILO 

International Journal of Public Relations 
and Social Sciences (IJPRSS)

Vol. 2, Issue 1, January 2026  //  ISSN: 81595-077

A PUBLICATION OF WORD ASTRA
wordastrajournals@gmail.com
www.wordastrajournals.com 

Asian, Uko Johnson (Ph.D) & Nsikak, Stephen Edet (Ph.D)



73

(2021) argue that administrative systems relying on manual records are prone to errors, 

duplication, delays, and corruption, all of which weaken pension governance. 

Furthermore, Olofin and Fapohunda (2021) identified the persistence of manual and 

fragmented databases as one of the major reasons Nigeria's pension institutions struggle 

to meet global standards of administrative efficiency. The high agreement among 

retirees in this study reinforces the claims made by these scholars.

 The qualitative interviews with pension administrators deepen this connection 

with literature. Administrators confirmed that manual filing systems, fragmented 

archives, and heavy documentation backlogs are daily operational challenges. Their 

descriptions closely match the governance weaknesses identified in the PENCOM 

Annual Reports and the administrative deficiencies highlighted by Adeoti and Elegbede 

(2019). The administrators' acknowledgement that documentation issues account for a 

substantial portion of processing delays validates the argument advanced in the 

literature that weak institutional capacity undermines public-sector pension delivery.

 Of particular significance is the statistical finding showing a significant positive 

correlation between documentation quality and pension payment delays. This 

quantitative evidence strengthens the theoretical insights from institutional theory and 

administrative efficiency theory presented in the literature review. As Scott (2014) 

explains, institutional systems perform poorly when their structures, norms, and 

administrative routines are weak or outdated. Similarly, Gulick and Urwick's 

Administrative Efficiency Theory emphasises streamlined processes and reliable 

information systems as prerequisites for effective service delivery. The correlation 

found in this study demonstrates empirically that poor documentation practices (an 

institutional weakness) are strongly associated with longer pension processing times, an 

administrative inefficiency. This finding ties the study's empirical outcomes directly to 

the theoretical expectations discussed earlier.

 Furthermore, the strong endorsement of digitisation by retirees and the concerns 

raised by administrators echo global best practices highlighted in the literature. The 

OECD (2022) and World Bank (2020) both note that countries with fully digitised 

pension databases, such as South Africa, Chile, and Estonia, record far fewer delays and 

greater retiree satisfaction. Nigeria's slow transition toward digital pension systems, as 

revealed in this study, underscores why pension administration continues to lag 

international standards.

 Overall, the findings indicate that delays in pension payments and weaknesses in 

record-keeping are not isolated challenges but interconnected systemic problems that 

reflect deeper institutional inefficiencies within the Nigerian pension administration 

framework. The results are therefore consistent with the broader literature: Pension 
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delays harm retirees' welfare, poor data management undermines administrative 

performance, and both issues persist because institutional reforms, although well-

intentioned, have not yet achieved the level of operational transformation required for 

efficient pension governance.

5 Summary and Conclusion

This study examined how delays in the payment of pension benefits and the persistent 

challenges in record-keeping and data management affect retirees and the overall 

effectiveness of pension administration in Nigeria. The findings revealed that payment 

delays are widespread and have profound consequences for retirees' financial stability, 

quality of life, and access to essential services such as healthcare. These delays 

undermine the very purpose of pension systems, which is to provide financial security 

and dignity in old age.

 The results further demonstrated that weak documentation practices, especially 

missing files, reliance on manual records, fragmented databases, and verification 

bottlenecks, significantly contribute to delays in pension processing. The strong 

statistical correlation between poor documentation and longer processing time 

highlights the systemic nature of the problem. These challenges are consistent with 

global and local literature showing that pension systems relying on outdated 

administrative structures tend to experience inefficiencies, arrears, and reduced retiree 

satisfaction.

 Overall, the study concludes that the effectiveness of Nigeria's pension 

administration is impeded by interconnected institutional weaknesses. Addressing 

delays in pension payments cannot be achieved without first strengthening 

documentation processes, deploying robust digital systems, and improving 

administrative capacity. For Nigeria to meet global standards of pension governance 

and social protection, policy reforms must focus not only on regulatory compliance but 

also on operational transformation within pension institutions.

5.1 Recommendations

Based on the findings, the following recommendations are proposed to improve pension 

administration and safeguard retiree welfare in Nigeria:

i. Pension offices should transition from manual record-keeping to complete digital 

documentation. This includes creating a centralised, secure, and interoperable 

pension database across PFAs and government agencies. The adoption of 

biometric verification and digital archiving will reduce errors, eliminate missing 

files, and shorten processing time.
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ii. Government and PFAs should invest in continuous training for pension 

administrative staff on digital systems, data management, and modern pension 

operations. Improved human capacity will reduce bottlenecks and increase the 

speed and accuracy of benefit computation.

iii. PENCOM should strengthen monitoring mechanisms to ensure that employers, 

especially within the public sector, remit pension contributions promptly. Delays 

in remittances have downstream effects on benefit processing and should attract 

stricter penalties when violated.

iv. Pension institutions should conduct scheduled digital audits to eliminate 

inconsistencies, duplicate records, and outdated information. Routine verification 

will help maintain a clean, updated database and reduce backlogs during benefit 

processing.

v. Pension administrators should improve communication channels with retirees by 

offering clear guidance on required documentation, expected timelines, and status 

updates on benefit processing. Transparent communication reduces anxiety and 

helps retirees prepare adequately.

vi. Lawmakers and regulators should revisit pension policies to incorporate global 

standards, including automation benchmarks recommended by the OECD, ILO, 

and World Bank. A policy shift toward e-governance in pensions will enhance 

transparency and efficiency.

vii. Establishing specialised units focused solely on documentation verification, 

digital entry, and quality control will reduce the administrative burden on existing 

staff and help accelerate processing times.
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