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QUALITY SERVICE 
IS YOUR RIGHT
KNOW YOUR COMPLAINT 
PROCEDURE
We are committed to resolving member complaints within fourteen (14) 
working days of acknowledgement of receipt of such complaint, provided 
it was submitted with all supporting documents. 

Note that all complaints related to member benefits should be lodged 
with the Fund Administrator, NMG Botswana, for resolution. If a member 
is not satisfied with the resolution or in the case where a complaint 
remains unresolved, it should be escalated through the NMG Botswana 
escalation process before it is lodged with the Fund.
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I AM THRILLED TO 
PRESENT TO YOU EDITION 
23 OF OUR NEWSLETTER, 
PEELETSO.

As the Fund, it is prudent 
to be customer centric 
and be transparent to our 
members. Investing in our 
member support is one of 
our key priorities in order to 
understand their complaints 
and improve on service delivery 
and experience. The complaints 
hierarchy on page 3 illustrates 
the procedure to be followed.

Further to that, regulations are 
increasingly becoming strict 
for financial institutions in an 
attempt to curb illegal activities 
such as money laundering or 
fraud.  In this issue, we are 
leading with an article on 

Know Your Customer (KYC) 
which is a call for action to 
Fund members to submit the 
required documents to ensure 
regulatory compliance. The 
purpose of the KYC exercise is 
to ensure that all members are 
identified and verified.

On the same note, I would 
like to remind our members 
and the public that the Fund 
has a whistle blowing facility 
which was established for you 
to report any malpractice such 
as fraud, bribery or corruption, 
however it is not meant for 
general queries or complaints. 

Stakeholder engagement 
remains our priority. We 
held several activities aimed 
at engaging and sharing 
information with some of 
our stakeholders such as the 
members and the media. The 
activities were held virtually 
due to the covid-19 restrictions 
and we hope to continue with 
the engagements in 2022.   
  
Enjoy the read.

Bedu Tlhabologang

EDITOR'S
NOTE
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The world economy, especially 
financial institutions, are 
faced with an uphill battle of 
protecting their assets and 
reputation from unscrupulous 
individuals with malicious 
intent to rob, launder money 
or use them to sponsor acts of 
terrorism. This has necessitated 
the need for institutions 
especially the ones in the 
financial sector to verify the 
identities of their customers 
to ensure that they are indeed 
who they claim to be.

In accordance with the 
Financial Intelligence Act 
2019 and its Regulations, the 
Fund is required to ensure 
that its members are KYC 
compliant. In addressing 
this requirement, the Fund 
through its administrators, 
NMG Administrators Botswana, 
is currently undertaking a 
KYC collection exercise which 
commenced in February 2020.

WHAT IS KYC ?

KYC means “Know Your 
Customer.” It is a process 
whereby the Fund is required 
to ensure that all members 
are identified and verified as 
part of a due diligence process. 
The spirit behind KYC is that 
the Fund should profile every 
member according to their risk 
categories and continuously 
monitor and update the 
member compliance thus 
ensuring that a member’s 
record remains up to date.

 WHY KYC ?

The objective of the KYC 
process is to prevent the 
Fund from being used by 
criminal elements for money 
laundering or any related 
criminal activities. The KYC 
process is designed to also 
enable accountable institutions  
to better understand their 
customers and their financial 
dealings. This assists them to 
manage their risks in a well-
judged manner.

WHAT ROLE DO MEMBERS 
NEED TO PLAY TO MAKE THIS 
PROJECT A SUCCESS?

Members play a critical role 
in this exercise, and if they 
are not involved, the exercise 
is likely to fail which might 
end up leading to regulatory 
fines to the Fund for non-
compliance. Members are key in 
ensuring success of this project 
by submitting all the required 
documentation to the Fund.

WHAT ARE THE KYC 
REQUIREMENTS?

In order to comply with the 
provisions of the Act, the 
members are required 
to provide the following 
documents 
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• Certified copy of Identity 
document (Omang)  

• Proof of income/funds ( pay 
slip, confirmation letter from 
the employer indicating source 
of funds)

• Proof of residential address 
(utility bills or letter of 
employment or affidavit  
stating  plot number, ward and 
village name)

WHERE CAN MEMBERS SUBMIT 
THEIR KYC DOCUMENTS?

NMG Administrators Botswana  
will visit respective Government 
Ministries and Departments 
to collect KYC documents 
from Members. Members are 
also encouraged to drop the 
required documentation at NMG 
Administrators Botswana offices, 
i.e in Gaborone, Jwaneng, Maun 
and Francistown.

For more information: 
Toll free: 0800 600 177
Email: enquiries@bpopf.co.bw or 
 enquiries@nmg-botswana.com

Know Your 
Customer (KYC)



Stakeholder
Engagement 
To foster good relationships with members and other key 
stakeholders such as the media, the Fund continues to 
come up with different forums that aim to strengthen 
the engagements. Some of the activities which were 
held in the previous year and will continue henceforth 
include the CEO’s Member Address, Media Briefings 
and Editors’ Roundtable. 

The forums offer a platform for dialogue and exchange 
of ideas between the Fund and its stakeholders. 
They further assist the Fund to understand its 
members better and address their concerns.  In a 
defined contribution scheme, information sharing is 
paramount as members are entitled to know how the 
Fund is performing, how the funds are invested and changes in 
legislation. Still with challenges presented by covid-19, the flow of 
information must continue either virtually or otherwise.

Below is a collage of pictures from last year, showing events 
that the Fund had with its stakeholders.
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Stakeholder
Engagement 

1.
The BPOPF CEO, Mr. Moemedi Malindah fielding 
questions from the members during the CEO's 

Member Address

2.
News Editors listening attentively during the 

Editors’ Roundtable

3.
Journalist listening to the presentation by the 

BPOPF Board during the media briefing

4.
Executives from Allan Gray doing a 

presentation during the BPOPF media 
workshop

5.
Mr. Moemedi Malindah and the Director-

Corporate Communication, Bedu Tlhabologang 
interacting with News Editors during the 

Editors’ Roundtable 

6.
The BPOPF Board Chairman, Mr. Solomon 

Mantswe, Chairperson of the Risk Committee, 
Ms. Ruth Moses and Mr. Moemedi Malindah 
addressing the media during the briefing 
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This is a service offered to members who are 
approaching retirement age (early or compulsory). 
It is meant to assist members to plan and 
prepare themselves since retirement is a crucial 
step in one’s working life. The Pre-Retirement 
Counselling sessions assist members to prepare 
for a smooth transition from the working life into 
the post career life. Critical decisions have to be 
made towards retirement hence the need for one 
to well informed. The more prepared a member 
is, the easier the transition. For this reason, it 
is too late to start preparations for retirement a 
year before a member retires.

Below are factors to consider before retirement:
•  Do I have to retire? 

• How much will I get as monthly pension? 
Besides the monthly pension salary, what 
other sources of income do I have? In cases 
where there are no additional sources of 
income is the monthly pension enough to 
sustain myself?

• How do I want to spend my time in 
retirement? 

• How much income will I need in retirement? 

Pre-Retirement
Counselling

• Am I psychologically ready to retire? 

• Should I consider a second career? 

• What impact will my retirement have on my 
family? 

• What if I don't retire and instead keep on 
working like I am now? 

• Which other options exist for investing 
substantial amounts of money such as 
the 1/3 cash lump sum? Consider different 
options such as Money Markets, Unit Trusts, 
Managed Prudential Funds as well as Fixed 
Accounts.

We encourage members who are 42 years and 
above to book for Pre-Retirement Counselling 
sessions by calling NMG Administrators Botswana 
on the following numbers:

Toll free: 0800 600 177
Gaborone region: 318 6820
Francistown region: 241 2562
Maun region: 686 0597
Jwaneng region: 588 1236
Head Office: 316 4037
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Members make monthly pension contributions of 
5% of their salaries towards their pension while 
the employer contributes 15%. The funds are then 
pooled together and invested to generate interest. 
The aim is for members to access the funds at 
retirement, however, the funds are also accessible 
when a member leaves service before reaching 
the retirement age.

RETIREMENT BENEFITS 

Retirements benefits are paid to members 
who leave service after attaining the minimum 
retirement age. The early retirement age for 
public officers is 45 and the compulsory/normal 
retirement age is 60. Upon retirement, the member 
is entitled to a cash lump sum of one third of 
the total retirement benefits. This amount is tax 
exempt (not taxable). The remaining 2/3 benefits 
is used to purchase a pension annuity from any 
registered insurer in Botswana and the member 
will receive a monthly pension (taxable). This is 
a legal requirement in terms of the Income Tax 
(Superannuation Funds) Regulations

The pension annuity is chosen by the member 
after receiving annuity quotations from different 
insurers and the monthly pension amount 
is determined by the annuity option chosen. 
Pension annuities purchased from the Fund 
have a guarantee period of 10 years, this means 
that the member’s 2/3 retirement benefits will 
be spread out and paid over a period of 10 
years. However, the Fund will continue making 
payments in the event the member lives beyond 

10 years. Members who leave service as a result 
of ill health or retrenchment are also eligible to 
receive retirement benefits, irrespective of age.

WITHDRAWAL BENEFITS

Withdrawal benefits are paid to members who 
leave service before reaching the early retirement 
age of 45. Upon withdrawal from service, members 
can choose any of the following options: 

•  To encash ¼ of the total withdrawal benefits 
(taxable)

 
•  To transfer the remaining 3/4 or whole 

withdrawal benefits out of the Fund to 
the new employer's Pension Fund OR any 
approved retirement annuity/preservation 
fund. In this instance, the member will cease 
to be a member of the Fund.

• To retain the remaining 3/4 or whole 
withdrawal benefit with the Fund in which 
case the member becomes a deferred 
pensioner. The member will continue to 
receive annual benefit statements and any 
relevant communication. On attainment 
of the minimum retirement age of 45, the 
member has the option to retire from the 
Fund or to defer retirement to any time 
before they reach the compulsory retirement 
age of 60. Members retiring from their 
deferred pension accounts should visit any 
NMG Administrators Botswana offices to 
complete the necessary documentation. 

MEMBER
BENEFITS 
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Whistle 
Blowing 
Facility

Botswana Public Officers Pension Fund has a 
Whistle Blowing Facility to allow members to 
report cases of wrong doing, improper conduct or 
fraud. A whistle blowing facility is an authorised 
independent reporting channel which is managed 
by a third party.

WHY IS IT IMPORTANT?

Any form of misconduct or malpractice 
undermines the Fund’s reputation and trust 
placed on it by its stakeholders. Whistle blowing 
promotes transparency and dedication which 
leads to improved performance and success.

Remember, you do not have to be 100% sure. 
If you have a genuine suspicion, you should 
report and explain your concerns. It may just be 
a mistake in the system or process, rather than 
a deliberate wrong doing. Any issues raised will 
be recorded, reviewed and promptly investigated. 

Please note that whistle blowing is not a tool to 
raise general complaints.

Some of the activities deemed unethical include:

• Conduct which is an offence or a breach of 
law

• Health and safety risks, including risks to the 
public as well as other employees 

• Unauthorised use of public funds 

• Possible fraud and corruption

Report by calling or emailing to the following;

BeMobile – 0800 600 644
Mascom – 711 197 63
Orange – 1144
Email: bpopf@tip-offs.com
Website: www.tip-offs.com
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Q.What does it mean that NMG Administrators 
Botswana are now the fund administrators for 
the BPOPF?

A. The BPOPF will still be there, however, 
under Section 21 of the Retirement Fund Act, 
the administration of the Fund needs to be 
outsourced. Your funds will still be safe and 
you will still be a member of the BPOPF. The 
only difference is that your point of contact 
for enquiries, statements, claims processing, 
ITW8 forms and any other assistance you may 
require pertaining to your pension fund, would 
need to be directed to NMG Administrators 
Botswana.

Q.Where do I go to ask questions regarding 
my pension?

A. For any enquiries, members are advised 
to visit or call any of the NMG Administrators 
Botswana offices around the country. They 
have offices in Gaborone, Francistown, Maun 

Frequently 
Asked
QuestionsQuestions

and Jwaneng. Members can also call the toll 
free number at 0800 600 177 or send an email 
to enquires@nmg-botswana.com

Q. Is it possible to get an advance or loan 
while still active? 

A. When a member is active there is no 
advance or loan given. Members only have 
access to their funds when withdrawing or 
retiring from their employer.

Q. Are there back pays for late payments 
during retirement? 

A. Where a pensioner’s payment has been 
delayed back pays will accrue from the first 
month of the pension salary.

Q. How do you verify all my beneficiaries’ 
benefit when I am no longer alive? 

A. When a member passes on, a death 
questionnaire is conducted to identify the 
dependants of the deceased. During this 
process the parents of the deceased, children, 
spouse and any interested party will be 
required to participate. Also, the Nomination 
of Beneficiaries Form will be referred to, to 
appreciate the member’s wishes and it will 
be used as a guide. Ultimately the decision to 
allocate lies with the Trustees; and they do this 
within the provisions of the law.
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BUILDING WEALTH 
TOGETHER, SECURING 

YOUR TOMORROW

We are dedicated to securing and growing your funds 
sustainably, to afford you dignity in your retirement years.

BPOPF is the pension fund for permanent and
pensionable government employees

GABORONE 
REGIONAL OFFICE 

Plot 70667, BDC Fairscape 
Precinct, Ground Floor, 

Gaborone. 
Private Bag 7, 

Poso House, Botswana.
Tel: +267 318 6820 

Fax: +267 318 6824 

FRANCISTOWN

Plot 662-666, 
Blue Jacket Square,Blue 

Jacket Street, Francistown , 
Private Bag 0053, 

Francistown
Tel: +267 241 2562 

Fax: +267 241 2583

MAUN

Plot 714, Maun CBD,
 Private Bag 60, 

Maun. 
Tel: +267 686 0597 

Fax: +267 686 0532

JWANENG

Plot 5435, Main Mall,
 Private Bag 29, 

Jwaneng. 
Tel: +267 588 1236 

Fax: +267 588 1246

GABORONE HEAD OFFICE

Plot 54366, Unit 3, Second Floor,
Peelo Place, CBD, Gaborone.

Private Bag 00195, Gaborone, Botswana.

Tel: +267 391 1445/ 361 7000/ 315 8422
Fax: +267 391 2066


