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Abstract 
The primary livelihood of an employee after retirement is dependent on 

the pension paid out as per the government policies and procedures. The 

policies and protocols involved in the paperwork to sanction the pension by 

the Accounts department are extensive and it becomes a humongous task 

both for the retiring employee and the department to keep track and 

account of the progress of the case and thereby resulting in unexpected 

delay in starting the pension. The objective of this research will be to 

conduct a case study about pension procedures involved for a targeted 

employee segment and propose a streamlined approach using the 

principles of agile methodology to simplify and channelize the pension 

sanctioning process. The idea will be used to illustrate how effectively the 

agile principles can be utilized for the speedy completion of the pension 

sanctioning and thereby helping the employees in public sector to lead a 

peaceful life after retirement. 
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Department Monitor), pension plan, scrum. 
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1. Introduction 

The importance of a well-organized pension allotment process to ensure the 

social security of the retired workforce is vital for a nation which aspires 

towards establishing itself as a developed economy. The functioning of such a 

system which facilitates a faster delivery model will be a significant advantage 

to the retiring or retired individuals who need protection against economic 

deprivation. The pensioning process in India with a base of pensioners equaling 

more than 56 lakhs in numbers faces multiple levels of challenges like 

understaffing of the concerned departments, lack of a sequential process where 

the individual cases are progressively tracked, and at times lack of prioritization 

guidelines to settle cases in urgent mode which otherwise is dealt differently on 

case to case basis. 

The agile methodology is a widely acknowledged procedure that is based on the 

principle of incremental progress and intermittent targets. The adoption of a 

tailored agile implementation method to help the pensioning process will be the 

vision and motive for the underlying studies conducted as part of this research. 

The idea will be to propose a retrofit model to characterize the pension 

sanctioning process and thereby adapt the existing procedures wherever possible 

to bring under the umbrella of agile methods. The retrofit model will represent 

an adaptive system characterized by three sequential steps: user data collection, 

identification of the areas of improvement and a theoretical representation of the 

agile principles to overcome the areas of improvement. This research will be 

conducted on a specimen as explained in case study to follow rather than the 

entire pensioning population to focus user data collection with higher 

granularity and thereby can be leveraged to a broader sense. 

2. Background Study 

The Indian old age security system can be classified as: 

 Civil service schemes 

 Employees provident fund organizations scheme 

 Occupational pension schemes 

 Public provident fund 

Also, some other pension regulatory schemes are introduced in India regarding 

pensions are “Pension fund regulatory and development authority (PFRDA)”, 

introduced on October 10 2003 which aims to develop and regulate pension 

sector in India. PFRDA also observe the performance of various mediators and 

has an important role to play in protection the interest of subscribers
 [10]. 

After 

that in 2004 Jan 1 the National Pension System (NPS) was launched with an 

objective of providing retirement income to all Indian citizens. The goal of 

NPS is to improve pension process and to introduce the custom of saving for 

retirement amongst the society. The government employees were mostly used 

the NPS. Later on, this service has been provided for all citizens of India 
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including self-employed, home-based worker, wageworker etc.
[2]. 

 Case Study 

This study is particularly targeted on a smaller group from the broader section of 

the employees retiring from the state government employment sector. The 

employees retiring from aided educational institutions that includes up to and 

higher secondary education levels will be considered as a sample for the 

underlying studies conducted to understand the preparatory steps, 

documentation, policies and procedures involved in the life cycle of the pension 

sanctioning process. 

Special attention will be given to understand the grievances and delays 

particularly arising due to human factors. Interviews will be conducted with 

individuals from the teaching fraternity to identify the distress and bottlenecks 

that affect significantly the approval process as the application progress through 

multiple government entities to attain fulfilment. Some of pension schemes of 

the government are defined below: 

 Employee Provident Fund Act (EPF): EPF aimed at securing retirement 

benefits for employees‟. Three schemes operate under EPF are-EPFS, 

EDLI, EPS
 [8]. 

 Employee Provident Fund Scheme: 1952, Acts as the backdrop for the 

government to enforce certain policies. Implementation part will be 

handled by the Ministry of Labor and Employment. EPF scheme 

provides benefits for medical care, industries etc
. [2]. 

 Employees‟ Deposit Linked Insurance Scheme: EDLI is a part of EPF 

and EPS. Employee pledge for EPF automatically enrolls for EDLI also. 

The scheme aims to guarantee financial support for the sustenance of 

dependent family members when the earning member dies or suffers a 

disability
 [8]

 

 Employees‟ Pension Scheme: 1995, A lifelong pension scheme for 

employees. Equal contribution from the government is also provided to 

the account that is approximately 8.33% of the employee salary. The 

contribution made to the employee does not output any interest
 [8]

 

 National Pension System (NPS); January 1st, 2004.Aimed to give old 

age income security coverage to everyone. Pension plans covered under 

NPS are-Defined Benefit Plan, Defined Contribution Plan 
[2].

 

 The Pension Fund Regulatory and Development Authority established 

on Aug 23, 2003, Aims to promote old age income security by building 

up, creating and ordering pension funds, to secure the interests of 

subscribers of pension 
[11]. 

 Defined Benefit Plan, employer is focused to specified retirement 

benefits. In view of an equation which includes years of services, age 

and compensation level the benefits of the employee is calculated. 

Employer carries all possibility of risk in the pension fund performance 
[12]. 
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 Defined Contribution Plan, on a regular basis the contribution is done by 

both the employee and employer. At the point when and how the 

workers withdraw the fund without penalties is controlled by the plan 
[2] 

 Superannuation Fund (SAF); benefits for the employees, Company itself 

created this organizational pension program. SAF is a company benefit 

plan that results for the deduction of employee salary in hand.SAF is not 

a mandatory process since companies bring it under a non-mandatory 

category 
[2]

. 

 Atal Pension Yojana: June 2015 administered by PFRDA, Pension 

scheme secures unorganized sector includes individuals working in 

private sector or self-employed 
[3] 

 Public Provident Fund: Introduced in 1968 by National Savings Institute 

by the Ministry Of Finance. Scheme aims to include a savings byoffering 

an investment with reasonable returns. 

  Findings of Study 

Based up on the study conducted it was identified that the employee population 

can be broadly classified in to 2 sections based up on the kind of pension 

benefits awarded to them after a significant policy change in the year 2003. The 

significant changes in the procedures are listed below: 

  Retirement Benefits of State Government Employees (Before 2003) 

State government employees encountered a vast change in the pension plans 

after the 6
th

 pay commission came in to practice. 

 A Defined Benefit Pension Plan:-Paid in the form of monthly income out 

of the current revenues. A state government employee is eligible to a 

defined benefit pension plan in 2 ways: 

a. On superannuation -Monthly pension after completing a service of not 

less than 10 years. 

b. Voluntary Retirement-Retiring voluntarily is eligible after 

completing20 years of continuous service 
[2] 

The amount of pension is calculated as 50% of the average basic pay (sum up of 

basic pay and grade pay) drawn during the last ten months of the service. The 

changes in dearness allowance (cost of living adjustment allowance paid to 

government employees) also influence the pension amount every six months. 

 Commutation of pension:-A lump sum payment is made in substitute of 

periodical payment. 

 Gratuity: A permanent government employee is eligible for a gratuity as 

a token of successful completion of service tenure. Either a lump sum 

amount is given to employee after retirement or was paid to the family if 

the employee died while he is in service. The different types of gratuities 

are Retirement, Death, and Service gratuity
 [8]

 

 General Provident Fund: All government employees after a continuous 

service of one year who are permanent or temporary were eligible to 

pledge to the fund which was a defined contribution plan with a 
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minimum 6% contribution from the employee and no contribution from 

the government
 [1]

 

 Contributory Provident Fund: The employee contributes 10% of his 

basic pay with similar contributions from the government 
[1]

 

 Deposit Linked Insurance Revised Scheme: After the government 

employee death happens, the subscriber was paid an additional amount 

equal to the average balance in the account during the last 3 years 

subject to the ceiling of amount 60000.  

 Leave Encashment: Encashment of earned leave or half pay leave to the 

credit of the employee at the time retirement was admissible up to a 

maximum of 300 days  

  Retirement Benefits of State Government Employees (After 2003): 

The employees who joined on or after November 11 2005 were eligible for a 

Defined Contributory Pension Scheme (DCPS). According to DCPS the 

employee contributes 10% of the basic pay +dearness pays +dearness allowance 

and the state government makes a similar contribution of it. The new pension 

scheme structures include, 

Tier 1: Government servants will have to make a contribution of 10% of their 

basic pay plus dearness allowance which will be deducted from their salary bill 

every month. The government will make an equal similar contribution 

Tier 2: The contributions of tier-2 will be kept in a separate account that will be 

available for withdrawal at the option of the government servant. Government 

will not make any contribution to the tier-2 account. The existing defined 

pension benefit and GPF would not be available to new government servants 

joined after 2003. 

 The Current Pension Process  

Based on the case study it was identified that implementation of the agile 

techniques will be suitable to handle the pension cases of employees who joined 

service before 2003 because the procedures followed are more complex in 

comparison to employees who joined after 2003. Therefore the individuals 

interviewed as part of this case study belongs mainly to the category which 

joined before 2003. The current employee base which joined after 2003 will be 

having a service period of less than 15 years and there will be very few such 

cases that the departments will be handling. Each Govt. servant should make 

sure that his/her service is being verified and recorded in the service book. Also, 

they should make sure that nomination for all payments due to them are current 

and valid. 

 The Government servant is required to provide certain information (e.g. 

joint photo with spouse, family details etc.) to the Head Office before 

eight months to the date of retirement. 

 On receipt of the application and verification of the proposal, Account 

General admits the pensioners benefits based on qualifying service and 

sends the admittance reports to the department along with the service 

International Journal of Pure and Applied Mathematics Special Issue

792



book, also authorizes pensioner benefits in pension payment order, 

gratuity order and commutation order in two copies. First copy is sent to 

the treasury and second to the pensioner. 

Pension payment order-Two Pension Payment Order books are prepared 

and sent to Treasury Officer. Three copies of forwarding letter for 

Pension Payment Order are sent, one each to pensioner, Department and 

treasury for information. Pension is payable at the treasury desired by the 

pensioner. 

Gratuity Payment Order and Commuted Value of Pension–Two copies 

of Gratuity Payment Order and Commuted Value of Pension 

authorizations are prepared, and sent one each to the Treasury 

Officer and to the Pensioner. 

 After completing the requirements mentioned in CCS Pension Rules, the 

Head Office has to forward to the Pay & Accounts Officer, Form 5, 

Form 7, Form 8 beside with service book of the Government servant 

duly completed and any other documents relied upon for the verification 

of service, not later than six months before the date of retirement of the 

Government servant. 

 When the submission of pension papers from Head of Office had 

completed, the Pay & Accounts Officer, checks the requisite, review the 

amount of pension and issue the Pension Payment Order, before one 

month in advance of the date of retirement of Government servant with 

forwarding authority letter, duly signed and stamped, to Central Pension 

Accounting Office (CPAO). 

 CPAO which thusly will make a Special Seal Authority. Elements given 

in the Pension Payment Order and expert letter of the Pay and Accounts 

Officer, at that point forward the two parts of Pension installment 

arrange with Special Seal Authority to the Central Pension Processing 

Center (CPPC) of the concerned approved Bank.  

 In case if the pension is not fixed correctly, the matter may be taken up 

to the Head Office. Pay & Accounts Officer concerned, if necessary, will 

issue an amendment authority letter to CPAO for onward transmission to 

the CPPC to carry out necessary amendments in both halves of PPO. 

 The Pensioner should approach the Treasury Officer for payment of 

PPO, Death Cum Retirement Gratuity (DCRG) and Commuted Value 

Pension (CVP) by production of the intimation received from the 

Accountant General 

  Pain Points in Current Pension System 

After analyzing the current pension processes, it was observed that there exist 

multiple issues that caused delay in the final sanctioning and allotment of the 

pension. These inadequacies can be handled by adopting a streamlined, 

standardized approach by bringing a changeover of responsibilities and account 

abilities between the departments that are involved in the process. Below listed 

are the most important disadvantages in the current system that needs to be 

addressed in order of precedence. 
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 Inadequacy of management and administration in request processing: 

Since the existing chain of request processing methods lack proper 

structure and management, great efforts need to be taken by the 

employees to coordinate and understand the structure properly. In order 

to finish their work in time, employees work in a run-down way. Thus, 

causing confusion, mismatch and delay in request process. Poor 

management carry long lasting side effects include lack of faith on 

government sector.   

 Poor time frame management/lag in time frame follows up: In the case 

of private sector, a strict time frame is followed to complete each task, 

since the target achievement has a direct impact and influence on the 

appraisal process. But in government sector, even though there are 

directives for each job completion a more liberal process is followed and 

laxity in management and coordination results in unaccomplished tasks 

in the prescribed time frame. 

 Lack of work/employee co-ordination: Co-ordination is a group of 

different elements of an action so as to allow them to work together 

successfully. Lack of co-ordination leads to a smooth less and non-

harmonious work which results to the delay of the result. In the case of 

pension process, lack of co-ordination out turns to mismatches and 

delays in end results. Subsequently the work is to be done in a shackled 

manner the output of one department act as an input of another 

department (Delay in any departments‟ work affect the entire chain to 

desist). 

 Poor holistic view: Bulk of procedures and documents are necessary to 

sanction a pension request. The pensioner should submit the required 

papers to the department head office he/she works, before six months 

from the date of retirement. The verification process comprises the 

cooperation of multiple employees in different departments. Meager 

holistic view leads to confusion, misplacement of documents, lack of 

coordination, slackness in work progress knowledge etc.  

 Less Autonomy: The documents submitted by the pensioners according 

to the guidelines are not given due consideration when political interests 

are involved. In such cases first come first serve policy is not followed 

and the system is subjected untoward influences leading to an unfair 

practice of preference. 

 Negligence in document collection: Departments should accurately 

collect or manage the required pension documents in the initial phase of 

the process. Negligence in document collection causes delay in 

verification process, approvals out-turn output overdue. 

3. Proposed Model 

As we have deeply analyzed the Pension process of the current pension system 

we have decided to overcome these issues to a large extent by passing the 

current pension system through a Software engineering approach. The model 
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that we approach here is the scrum model under Agile methodology 
[6][4][10].

 

Also we have tried to calibrate the model to a make it inclusive to accommodate 

the functioning methods of a government institution. So the current pension 

system could gain a much better outcome. Agile Scrum methodology is a 

process that functions in a time boxed fashion to make progress incrementally 

taking accountability at each stage of the progress made and also to forecast the 

estimated time required for completion of a task based up on the remaining 

work. The proposed model will be designed adapting the Scrum model to 

implement agile framework to manage the pension sanctioning process
 [8]

. The 

essential features of the Scrum process will are inherited to build a model that 

will define the structure of roles, meetings, rules, artifacts and the transitioning 

of tasks to incremental stages. Scrum uses fixed length iterations, called Sprints 

that are no longer 2-3weeks
 [7]. 

While the nature, target and effort required in a 

software development task will be varying based up on the dynamic 

requirements which are evolved and subjected to changes as the sprint advances, 

the model to streamline a mostly static process will be defined on the grounds of 

the study of the most regular identified steps
[5]. 

As part of the study conducted on the section of retiring employees from the 

education sector, 6 tasks were identified as occurring in a regular experience in 

the pension allotment process. This defined as the basis of identifying each 

pension request of an individual as a user story and its associated tasks handled 

by multiple departments. Each individual case will be considered as a user story 

in the scrum model and assigned a unique tracking ID called as the Case ID 

(e.g.: CS0001) similar shown in Table 1. 

Table 1: Hierarchy of Departments 

 

 

 

 

 

This will be a proactive model that can handle cases such that a prospective case 

is identified and a Case ID is created 6 months before the retirement date of the 

employee. This approach will ensure accountability from each entity involved 

right from the pensioner itself as it was identified from the studies that there 

were instances were cases that got delayed due to lack of prompt action from the 

submitting pensioner. A formal committee of the representatives of all 

participating departments will meet to identify the 2 essential positions to 

conduct a scrum model on the basis of following guidelines. As we have taken 

scrum as the base model we are prevailing on to choose the keywords and steps 

that are being used in the particular model, but as the paper carry a pension 

process we are aliasing the keywords to another term without losing its 

User Story Task Owner(Dept.) 

CS0001 

Case Submission Pensioner 

Verification Head Office 

Order Creation Accounts General 

Create Special Seal Authority CPAO 

Authorization of Payment  CPPO 

Issue Of Payment  Treasury 
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intention.  

 Process Supervisor (PS) (Product Owner renames to PS)– This position 

will be identified amongst the senior employees in the associated 

departments involved in the pensioning process who would have 

procured substantial knowledge of the overall process and have 

displayed an appetite for leadership skills. The Process Supervisor will 

play a vital role in defining the targets for individual departments and 

assessments of the performance also.  

 Meeting Supervisor (Scrum Master renames to Meeting Supervisor) – 

This position will be identified from the involved departments only and 

preferably has experience in people management, risk handling, issue 

resolutions and conflict management. The Scrum model for pension 

process will be introduced below in an analogical approach to concur 

with the principles of agile model while keeping in mind the challenges 

involved in implementing in a government process. Below listed are the 

elements based on their order of occurrence in the control flow: 

 Centralized Department Monitor (CDM) 

The most important flavor of this model is to bring up a monitoring and tracking 

system to catalog the status of a case on a department wise basis. The 

Centralized Department Monitor (hereafter called CDM) will address this need 

and give a perspective of individual cases at a significant granularity level on a 

day to day basis. CDM will be updated by the owning department at which the 

case is pending currently. Table 2 is the proposed structure of CDM and can be 

implemented using a simple excel spreadsheet in shared mode. 

Table 2: CDM Structure 

 

 

 

 

 

 

 

 

 
 

CDM Rules: 

 A Case ID is created for the retiring individual 6 months prior to the 

retirement date and entered in to CDM by the Product Owner. 

 Each case when „Completed‟ by a particular department should be 

assigned by the completing department to the next department in 

„Assigned‟ status as per the follow of tasks department wise shown in 

Case ID Owner Dept: Status Reason for Pending  

CS0001 Head Office  Work in Progress   

CS0002 Account General Assigned   

CS0003 CPAO Completed   

CS0004 CPPO Pending Pension Amount revisited 

CS0005 Pensioner Work in Progress   

CS0006 CPAO Completed   

CS0007 Head Office  Pending File not dispatched 

CS0008 CPPO Assigned   

CS0009 Account General Work in Progress   

CS0010 CPAO Completed   
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Table 1 For e.g.: As per above table CS0003 will be assigned to CPPO 

department by the CPAO department. 

 The „Pending‟ statuses should be mandatorily marked with a „Reason for 

Pending‟ entry by the owner department. 

 The „Reason for Pending‟ should be strictly be a cause that can be 

handled by the owner department and if there is any dependency on 

other department the case needs to be transferred to the responsible 

department with „Pending‟ status. 

 The „Completed‟ cases of the Treasury department which will be the 

final stage of a pension application will be periodically purged by the 

Product Owner at conclusion of each sprint and moved to data bank. 

 Department Wise Backlog 

CDM will be the primary source to create the department wise backlogs. The 

Process Supervisor will categorize the CDM repository and prepare individual 

department notices. The „Pending‟ cases will be identified and explanation will 

be requested from the owner department. The department wise backlog will be 

taken as input to formulate the Request backlog. 

  Sprint Planning and Prioritization 

The Sprint Planning will be fixed for a period of 3 weeks iteratively 
[10].

 The 

beginning of each Sprint Planning  is marked by a meeting presided by the 

process supervisor inviting representatives from each department to discuss and 

identify the cases that can be picked from the department backlogs and added to 

the Request backlog(Sprint Backlog in agile scrum renames to Request 

Backlog). The representatives are consulted by the PS to gauge how much work 

to pull in a sprint while considering the inputs and observations that were learnt 

from the previous sprints. Sprint planning is not advisable to be on precise 

calculations as it is an overhead and it should be more towards the experience of 

the individuals participating in the planning. The department backlog is 

prioritized on the basis of following parameters: 

 Case creation date 

 Current status 

 Long term pending cases 

The department backlog is skimmed multiple times based up on the above 

guidelines and the final Sprint backlog is finalized. The maximum time for 

sprint planning will be fixed to 8 hours for a 3-week sprint. 

 Sprint Execution and Meeting 

Once the sprint kicks off and the individual cases are handled, a daily meeting 

will be conducted by the Meeting Supervisor to inspect the progress of the user 

stories and any blockers faced. The daily meeting is conducted to ensure that the 

execution of the sprint happens in a collective manner and also handle the 

impediments that are caused by issues beyond the individual department‟s 

control. The meeting will be a daily practice conducted at 2 levels:  
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 Internal Scrum meeting will be conducted within a department to collect 

and record the progress of each department. The head of the department 

or his representative will be conducting the call and the Meeting 

Supervisor will be a silent participant observing and collecting 

information about the sprint progress. The duration of this meeting will 

be 5 minutes and the head of the department will individually reach out 

to any case handlers if additional information is required after the stand-

up call. 

 External Scrum meeting will be conducted among the multiple 

departments and the Meeting Supervisor will preside over the call to 

track the progress of the sprint on an overall basis. Suitable handshake 

transactions between the departments are also facilitated here. The 

duration of this meeting will be 10 minutes with a review of the 

department wise stand points.  

At the end of each sprint the Meeting Supervisor will be required to call up on 

their view meeting to measure the success of the sprint and also that the sprint 

velocity is maintained when comparing to the average sprint velocity of the past 

6 sprints 
[5][12].

 A sprint report will be prepared illustrating the progress made in 

the sprint and against the backlogs will be sent to the treasury department and 

the finance ministry as being considered the stakeholders here. Individual 

performance of the departments will be also inspected to identify any resourcing 

issues and recommendations will be proposed as inputs while planning the next 

sprint. The Process Supervisor reviews the „Completed‟ and the „Pending‟ cases 

and re-verifies basic checks to ascertain that the final objectives are met. The 

Meeting Supervisor identifies new prioritization parameters from the feedback 

of the PS and departments for the next sprint planning. In the retrospection 

phase the Meeting Supervisor will identify the „lessons learned‟ and it is an 

opportunity for the departments to reexamine its own process and procedures 

and adopt reforms as a result of any lessons learned. These reforms are carried 

on to the future sprints after consultation with the process supervisor. The 

lingering issues that impediment the advantageous outcome of the sprint is 

discussed in an orderly manner and it is the responsibility of the Meeting 

Supervisor to ensure proper conduct without blaming and hostility among the 

departments. The purging of „Completed‟ cases with the treasury department 

from the CDM is done at this stage as it marks the completion of the pension 

sanctioning process. Adequate focus is provided to identify the departments that 

have the biggest share of cases in its backlog. Retrospection is made to locate 

the causes for piling up of the cases and consultation with the concerned 

department representatives are made to understand any bandwidth issues and 

raise a staffing concern with the head of the department. 
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Figure 1: Proposed Process Model for Pension System  

Incorporating Agile Techniques 

4. Conclusion and Future Work 

The proposal of a new strategically approach by adopting the benefits of the 

agile methodologies in the functioning of a government procedure involving 

multiple institutions is a novelty in itself and the benefits so proposed by the 

model will be an advantage to both the disbursing department and also the 

recipient.  

The study conducted was entirely on the grounds of identifying the scope of any 

improvement in the existing legacy process. The findings were largely based out 

of realistic experiences and examples to understand the lingering impediments 

that the elderly in the country are facing today. The model proposed here is a 

prototype based out of a sample population and can be leveraged to a fully 

functional model that can encompass the all the sections of the pensioner 

population. This will require a large scale study to understand and identify more 

parameters from different types of pensioner segments like armed forces, semi 

government sectors to evolve a more to near generic model. 
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