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1.0  Introduction
1.1
The Business Development Policy Manual establishes and outlines the policies governing Legacy Pension’s sales and marketing standards and practices. These policies define Legacy Pension’s arrangements for managing Sales and Marketing operations and activities in accordance with best practices and pension industry standards. 
1.2
These top-level policies represent the plans or protocols for achieving and maintaining the efficient operation of the Sales and Marketing functional areas.

1.3
This is the third edition of the Policy: it was first published in March, 2011 and revised in September 2012.
2.0  Organisation/Structure (see appendix)
2.1
The Business Development Department is responsible for meeting the Board’s sales targets. The operations and management of the Department is split into two (2) main regions; North and South (in line with the geo-political map of Nigeria).

2.2
Each region is divided into Zones: The North has North West Zone, North Central Zone and North East Zone whilst the South has Lagos/Ogun Zone, South West Zone, South East Zone and South-South Zone. 
A Zonal Manager heads each zone. However, due to wide geographical spread of the zones, five Business Areas namely Abuja-Gwagwalada, Port-Harcourt, Adamawa-Taraba, Sokoto and Kaduna were created in four zones (North Central, South-South, North East and North West for ease of supervision, monitoring and effective marketing. 
Each Business Area is headed by a Business Manager. Also, the Department has a Schedule Collection and Funding Unit situated in Abuja and is supervised by a Unit Head.
2.3
The Zones oversee the Business Areas and states within their geographical area, and the Business and State Managers report to the Zonal Managers. Resources are also devolved along these channels. 

3.0  Mission & Vision

3.1
The Vision and Mission of the Business Development Department remain the same as the Corporate Mission and Vision: To provide superior pension service with utmost trust; and to become the preferred destination for pension assets respectively. 
The main objective of the Department is for Legacy Pension to be amongst the top 5 PFAs in terms of RSAs and Assets Under Management (align with our corporate strategy).
4.0  Strategy Review
4.1
A Business Development Strategy Paper (BDSP) will be prepared every 2 -3 years. The BDSP will contain but not be limited to;
1. A commentary on the Nigerian  economy.
2. A review of the implementation of the Pension Reform Act of 2004.
3. A review of Legacy Pension’s performance.
4. Strategic direction for the coming period (highlight of action plans).
5. The strategic plan/mantra for the period e.g. Hold, Innovate and Target (HIT).
4.2
An Annual Business Development Plan (ABDP) will be prepared yearly with the Business Development Budget. The plan will detail what points in the Business Development Strategy will be implemented or focused on during the year under review. The BDP will also state the specific tactics employed to deliver the annual budget.

4.3
The ABDP will include but not be limited to the following:

1. Review of new enrolments into the PenCom database.
2. Review of Legacy Pension’s previous year’s performance.
3. Analysis of Legacy Pension performance across Business Zones, Business Areas and States.
4. Action plans for the year.
5. Action plans for the individual Business Groups.
6. Resources requirements.
7. Annual timetable for implementation.
5.0  Business Targets

A Business Development Target(s) will be issued to the Chief Marketing Officer (CMO), who will then allocate same to the Zonal Managers who will in turn devolve to the Business Areas and States based on market potential as well as cadre and number of staff. The Business and State Managers will detail the business development targets to individual marketers. Each and every staff is to have an individual target assigned to him/her as part of the global business development target.
5.1
The target(s) will cover all sectors of the economy as follows:
1. Private

2. State 
3. Federal
4. Non organised Private Sector

5. Additional Voluntary Contribution (AVC)
6. Net inflow of asset from Transfer Window 
7. Legacy Funds

6.0  Lead Generation and Sales Process

6.1
Each BM & SR will prepare a Sales Development Plan (SDP) which highlights how the state will implement the BD targets and the ABDP as it relates to them. The SDP will state the lead generation procedure to generate leads to actualise the BD target for year in question.
6.2
Every office will maintain a database of potential clients in Public service, Private sector and State Government within the state.
6.3
Every office will maintain a daily and weekly call plan detailing calls to be made from the database. The call plan will have details as time of call, person to call, location. Telephone calls are also calls but a separate register should be opened for telephone calls.
6.4
Each marketer will be issued a target of daily calls (telephone and personal visits) to be met.
6.5
Each office will maintain a call memo file to record the calls held with clients as per the agreed call plans and outside the call plan. Call memos will state time, place, purpose and nature of call. The call memos will state the business discussed and action points from the call.

6.6
Each marketer is expect to do a daily debrief with his superior; the debriefed will focus on his call plan and call memos.
6.7
The States Managers will determine which calls are to be followed up and which are to be deferred.
6.8
Each office will be allocated a net transfer target.

6.9
Each office will maintain a RSA CABAL for the state, showing the name of the RSA account holder, PIN number, contact details (email & mobile), current employer. This data will be advised from the IT department.
6.10
Each office shall report the total number of Transfer-in and Transfer-out requests to the Zonal Manager.

7.0  Performance Measurement Tools

7.1
By aligning reward to identified Key performance Indicators (KPIs), the Business Development (BD) Group in the first instance is positioned to create an environment where merit is recognized and celebrated. Performance would be based on the following Key Indicators: 

7.2
The objective of the KPI for Business Development staff are: 

1. Establish a uniform appraisal method for BD staff

2. Provide an effective Activity sales monitoring system

3. Align Sales objectives to company-wide strategy of HIT; Hold, Innovate and Target.

7.3
In the above regard, Key Performance indicators for BD staff are as follows:

7.3.1
Activity: New Business Development

7.3.2
Performance Indicator: number of new RSAs enrolled 

7.3.3
Description: Every week, each BD staff will submit to his direct supervisor a schedule of new relationships consummated in terms of enrolment. Each BD staff already has a target advised to him by his direct supervisor who should indicate percentage achieved of target.
7.4.1
Activity: Existing Accounts Relationship management 

7.4.2
Performance indicators:

1. Number of Calls to existing accounts per day

2. Number of Complaints received

3. Accuracy of Schedules of Employees

4. Monthly Remittance Collection
7.4.3
Description: The database of all existing accounts has been allocated to Business Development staff that will perform relationship management (RM) functions.  Every week a report on key relationship management should be submitted indicating performance in the above deliverables (under the approved format).
7.5.1
Activity: Funding of Existing Accounts 

7.5.2
Performance indicators: Target is nil unfunded account per relationship officer

7.5.3
Description: The database of all existing accounts has been allocated to Business Development staff that will perform relationship management functions. Once a contributor is signed in any sector or business group, Operations would on monthly basis send to the identified branch a list of unfunded RSAs for follow up. The target is to be below 30% of total RSAs managed by the relationship officer as unfunded. Operations Department will also age the unfunded RSAs to identify hard core unfunded RSAs.

7.6.1
Activity: Grow AUM per registered RSA

7.6.2
Performance indicators: Additional Voluntary Contributions by RSA holders.
7.6.3
Description: To grow business in the Federal Sector that has fixed market growth, and Private Sector because of its higher compensation levels, increase AUM through Voluntary Contributions. It is far easier to get a contribution from an existing contributor. It is also a defensive strategy to protect against transfers. Each account officer is expected to generate a voluntary contribution from the registered contributors he/she manages. 
7.7.1
Activity: New Business Development via Transfers (when Transfer Window opens)
7.7.2
Performance Indicators: Net amount of transfer value by Quarter under Review

7.7.3
Description: Every Quarter, each BD staff will submit to his direct supervisor a schedule of net transfers assets in terms of number and amount. 
7.7.4
SUMMARY OF ACTIVITIES TO BE MEASURED

	
	Activity
	Frequency
	Objective
	Target

	1
	No of RSAs Enrolled
	Weekly
	Ensure dept target of new enrolments are met
	Target to be advised

	2
	Relationship Management
	Weekly
	Ensure contact is maintained with registered contributors
	4 calls a day

	3
	Monthly Collections
	Weekly
	Ensure RSAs are funded monthly
	Nil unfunded accounts

	4
	Additional Voluntary Contributions
	Weekly
	Grow RSAs by voluntary contributions
	50% 0f database contributing

	5
	Net Transfer 
	Quarterly 
	Grow RSA assets by Transfers in
	To achieve net transfer growth of 5% per quarter


7.7.5 RSA/FUNDING SCORING MATRIX
	SCORE (% of RSA/FUNDING TARGET)
	REMARK

	90%  - 100%
	Excellent

	80%  -  90%
	Very Good

	70%  -  80%
	Good

	50%  - 69%
	Fair

	Below 50%
	Poor

	Below 40%
	Not acceptable


8.0  Branch Staffing and Location

8.1
Staff are allocated either as full or as attachment to defined clusters of contributors in states, or business locations. Our staffing ratio builds on actual conditions and size of the business to determine appropriate manning levels. However, the minimum staffing per office shall be two (2) staff.

SATFF LEVEL MATRIX:
	Active Contributors
	Staff
	Point of Sale Type

	< 1000 active contributors
	2
	Legacy Service Point (UBA or FCMB)

	>1001 but less than 2000
	2


	Legacy Service Point (UBA or FCMB)

	>2000
 or State Account
	3 or more
	Legacy Branch office


8.3
Where the active contributors are less than 1,000, a sales representative will be assigned to cover the clients as a secondary attachment e.g clients in Bayero University Kano will be covered by the account officer in Kano State.

8.4
However, where the contributors are in excess of 1,000 a staff will be assigned to them as a primary assignment. Staffing level and branch locations will ultimately be determined by the factors on ground in the locations.
9.0  Reports/Registers
9.1
The Business Manager or State Representative is expected to prepare a weekly report to the Zonal Manager detailing business developments statistics, competition, payment of pension contributions, staffing Transfer Data and other matters. The Zonal Managers are expected to prepare and submit consolidated and a comprehensive Zonal Report to the CMO. The report will detail business development statistics, strategy for specific markets, competition and payment of pension contributions, staffing, Transfer and other matters.
9.2
Each Business Area or State Office will maintain a call register detailing calls made to clients, time and key action points of the call.
9.3
Each Business Area or State Office will maintain a register of Retirnemnt Saving Account RSA forms sent to the Operations department for processing the Register should be referenced to the schedules sent with the RSA forms for processing.
9.4
Each Business Area or State Office will maintain a register of PIN numbers received from Operations for onward delivery to the enrolees.
9.5
Each Business Area or State Office will maintain a schedule of organisations in their respective states making pension contributions. The register will summarise 

1. Name of Organisation making the payment for the PIN

2. The number of staff contributing 

3. The amount of employer and employee contributions
4. Additional Voluntary contributions (if any)
                 5. Date of contributions
                 6. Organisation making the payment for the PIN

     7.  Date of last Credit

9.6
Each Business Area or State Office shall maintain a database of employers in the state not compiling with the funding provisions of the PRA 2004

9.7
Each Business Area or State Office shall maintain a database of registered clients in the state. The state shall also maintain a list of funded accounts in the state. Also, every state will also maintain a database of statements delivered quarter by quarter. Each Business Area or State Office shall maintain a special database of final RSA delivered to transferring RSA holders at the last quarter at the Estimated Transfer Date
9.8
 Each branch shall maintain a register of acknowledgment slips confirming the receipt by the Transfer Department of Transferring IN RSA Holders data as specified in sec 2.4.1 of guidelines.

9.9
Each Branch shall maintain registers for both Acceptance and Rejection of Transfer requests by the Transfer Dept. Such registers must also show the dates the acceptance and rejection requests were communicated to the RSA Holder and Employer and the date of resolution.

10.0 Database Management
10.1
Every quarter the state manger is to review his database of PINs and reconcile with the monthly report from RSA CABAL Operations in 6.9 statements delivered. This review will indicate which PINs in his state are no longer funded by employers or which RSA Holder has changed jobs or require attention.
The manager must ensure that all exceptions i.e. change of employer are properly captured by executing a change of data form and despatching to Operations Dept. The manager will ensure statements as much as possible are delivered in a manner that allows for feedback from the clients receiving the statement.

11.0 Appendix

11.1
Department responsible for Updating of this Document
The Chief Marketing Officer (CMO) is responsible for the update of this policy document. All questions pertaining to the interpretation or application of this policy should be referred to the CMO.  Effective date

J
11.2
Responsibility 
The Chief Marketing Officer.
11.3
Statement of Policy
Business Development Department is responsible for those activities that lead to strategic business arrangements, which fall under the responsibility of the Chief Marketing Officer (who report to the Executive Director, Business Development & Investment, Legacy Pension Managers Limited).

11.4
History
Policy was first published in March, 2011 and updated in September, 2012. 

The Policy shall be reviewed after every two years or as required by circumstances.
11.5 Organogram

11.6 Format of Weekly/Monthly Reports
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