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Delivering FinancialInclusion

Core Values

To provide innovative, convenient and
affordable financially inclusive services to
our customers

Mission

Vision

Accountability

Customer First

Trustworthiness

Inclusive

Innovation 

Stewardship



10 Provinces
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Interim Chairpersonôs Statement
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On behalf of the Board of Directors, I am pleased to
report on the Bank's remarkable progress in 2023. As
we reflect on the past year, we are proud of the strides

made in our digital transformation journey, which have
enhanced both operational efficiency and customer
experience.

The year under review marked an important chapter in

NATSAVE's transformation journey. The Bank
demonstrated resilience, strategic focus, and an
unwavering commitment to delivering value to its
customers and stakeholders. The Board is encouraged
by the progress made across the Bank's strategic

priorities, reflecting the collective efforts of
Management and staff, guided by sound governance
and prudent oversight.

As a Board, our responsibility extends beyond

overseeing financial performance. We are entrusted
with providing strategic direction, ensuring effective risk
management, promoting accountability, and
safeguarding the long-term sustainability of the Bank.
Throughout the year, we remained focused on

strengthening governance structures, monitoring
strategic execution, and ensuring that NATSAVE
remained responsive to the changing needs of its
customers and the broader financial services landscape.
One of the most significant areas of progress during the

year was the continued advancement of the Bank's
transformation agenda. The Board is pleased with the
strides made in modernising the Bank's operations
through technology and innovation, resulting in
improved operational efficiency, enhanced service

delivery, and better customer experience. The national
recognition received for the Bank's digital banking
platform during the year reflects the success of this
strategic direction and reinforces our commitment to
building a modern, accessible, and customer-centric

financial institution .

The Board is equally encouraged by the Bank's financial
recovery, which represents a significant milestone in
NATSAVE's growth journey. The improved financial

performance demonstrates the effectiveness of the
Bank's strategic initiatives, prudent financial
management, and disciplined execution of its business
objectives.



NATSAVE remains committed to supporting
Zambia's socio-economic aspirations. During the
year under review, the Bank continued to expand
access to financial services through initiatives that
promote financial inclusion, enterprise
development, and sustainable economic growth.
The Board is particularly pleased with the
continued implementation of strategic programmes
such as the Sustainable Agriculture Financing
Facility (SAFF), which has strengthened support
for the agricultural sector and contributed to
improved livelihoods. The Bank also continued to
participate in national development initiatives that
broaden access to finance and stimulate local
economic activity, reinforcing its mandate of
empowering communities and fostering inclusive
growth.

The Board recognises that sustainable success is
measured not only by financial performance but
also by the positive impact the Bank creates in
society. We therefore commend Management for
maintaining a strong commitment to corporate
social responsibility through initiatives in health,
education, environmental stewardship, and
community development. These programmes
reflect NATSAVE's enduring commitment to
improving lives and contributing meaningfully to
the nation's development agenda.

Looking ahead, the Board remains optimistic of the
Bank's future. While the operating environment
will continue to present both opportunities and
challenges, we are confident that NATSAVEis well
positioned to sustain its growth trajectory through
innovation, sound governance, prudent risk
management, and operational excellence.
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The Board willcontinue to provide strategic
oversight toensure that the Bank remains
financiallyresilient, customer-focused, and
responsive tothe evolving needs of the
economy.

On behalf of the Board, I extend my
sincereappreciation to the Chief Executive
Officer,Management, and every member of
staff fortheir dedication, professionalism,
andunwavering commitment throughout the
year.Their efforts have been instrumental in
theachievements recorded during 2023.

I also wish to express my heartfelt gratitudeto
our customers, shareholders, regulators,and all
stakeholders for their continued
trust,confidence, and support. Your
partnershipremains invaluable as we continue
tostrengthen NATSAVE's position as a
trustedfinancial institution committed to
creatinglasting value for our customers,
supportingnational development, and
contributing to thesocio-economic prosperity of
Zambia.

As we move forward, the Board
remainscommitted to providing strategic
leadershipthat will enable NATSAVE to seize
emergingopportunities, deliver sustainable
growth, andfulfil its mandate with integrity,
innovation,and excellence.



Malcolm Chabala
Chief Executive Officer
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Chief Executive Officerôs
Statement

On the financial front, we achieved a remarkable turnaround in 2023, posting an after-tax
profit of K38 .3 millio n, a significant improvement from the K91 .3 million loss in 2022.
This successwas driven by a 41 % growth in total operating income , fueled by a 29 %
increase in interest income and a 45 % rise in fees and commission income .

Our lending activities also expanded, with loans and advances growing by 26 % .
Investments recorded significant growth, and total assets reached K2.8 billio n, a 32 %
increas e, driven by growth in fixed assets and cash and cash equivalents. Additionally,
customerdepositsroseby 43 % , reflecting customer trust and confidencein NATSAVE.

The Bank delivered outstanding performance, reflecting our strategic focus on innovation,
e ciency,and community impact. Through the Sustainable Agriculture Financing
Facility (SAFF) programme, we disbursed K69 .8 million in loans to support
sustainable agricultural practices. Moreover, our participation in the Constituency
Development Funds (CDF) initiative resulted in total disbursements of K77 .3 million by
the end of December2023.

We also made significant strides in loan processinge ciency,reducing the turnaround time
(TAT) from two weeks to just 12 hours.

This report highlights our key achievements and

strategic expansion efforts, underscoring our

continuous commitment to fulfilling our mandate,

saving our customers and creating a meaningful

impact in the broader community.

I n our pursuit of excellence,we have embarked on a
digital transformation journey which has
revolutionised the way we serve our customers. A

major milestone was the launch of our banking app,
a true game-changer. We are honoured to have
been awarded the Best Banking App in 2023
in the Non-bank financial category during the
Banking and Financial Awards. This recognition is a

testament to our commitment to innovation and
customer-centricity.

Our digital transformation has significantly improved
operational e ciencyand enhanced customer
experience, providing convenient, accessible, and

secure banking services. We will continue to invest in
technology to stay ahead and meet the evolving
needsof our customers.



Malcolm Chabala
Chief Executive Officer
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This operational enhancement allowed us to better serve our customers and grow our
loan book from K1 billion in 2022 to K1.3 billion by the end of 2023.

The B a n k achieved record success, with deposits reaching K2.1 billion ,
representing a 45 .2% year -on -year growth . The retail loan book also
expanded significantly, growing by 124 % from K458 .5 million to K1.029 billion .
Headline income from interest rose by 44 % , while non-interest income surged by
60 .3% . Branch profitability hit a record K245 .2 million , a 187 % year -on -year
increase .

Our commitment to Corporate Social Responsibility (CSR) remains a cornerstone
of our operations. In 2023, we focused on the pillars of Health, Education,
Environment, and Water and Sanitation , reinforcing our dedication to creating
positive impact in our communities.

We contributed to the Neonatal Intensive Care Unit (NICU) at Kasama General
Hospital , donating baby blankets, water dispensers, washing machines, and medical
supplies. This initiative celebrated our cultural heritage during the Ukusefya Pa
Nôgwena traditional ceremony and highlighted our commitment to health.

We conducted financial literacy awareness sessions across various schools in
Zambia during Financial Literacy Week . Additionally, our participation in the
Annual Kids Fun Day at the Cancer Diseases Hospital in Lusaka
demonstrated our dedication to the well-being of vulnerable children.

Looking ahead, we remain focused on sustaining our growth trajectory, enhancing
operationale ciencies,and deepening our impact through strategic CSRinitiatives. We
will continue to invest in digital platforms, expand our loan portfolios, and support
sustainabledevelopment projects.

Our vision is to build a resilient NATSAVEthat not only meets the financial needs
of our customers but also contributes meaningfully to the socio- economic
developmentof Zambia.

I extend my heartfelt gratitude to our dedicated team, whose hard work and
commitment have driven our success. I also thank our customers, partners, and
stakeholders for their trust and support. Together, we will continue to build a brighter
future for our communities and our nation.



BOARD OF DIRECTORS
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Nchimunya S Shatontola

Board Member

Boniface Chiwala

Board Member

Nzovwa M.Chomba

Board Member

Dorothy M Mulenga

Board Member
Davies M Sitali

Board Member

Fredrick S Malambo

Vice Board Chairperson

Danies K Chisenda

Interim Board Chairperson

Gladys C Chiwele

Board Member



Management
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Keith Hamusute

Chief Risk Officer

Malcolm Chabala 
Chief Executive Officer

Fatma Abad

Chief Operations Officer

Sarah Kamoto

Director Corporate Banking

LucasHara

Chief Financial Officer

Charles T Sinkala

Company Secretary

Aaron Chongwe

Chief Credit Officer

Pius M Jere

Acting Head of Human 
Capital and Administration
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Partnerships

Th e Bank establi shed partnerships a imed at

serv ic ing our clientsôt ransact ional needs

which facilitated the rollout of Order Financing

pushing trade finance disbursals to over ZMW 50

million .

Constituency Development Fund (CDF)

The Bank Successfully tendered for the CDF

SLA, positioning NATSAVE as one of the approved

banks to manage CDF empowerment funds, thereby

enhancing potential business from Councils. CDF

accounts were opened in various distric ts across

the country and CDF beneficiary loans were

processed.

Mobile Network Operators (MNOs)

MNO partnerships substantially expanded thereby

elevating business value from ZMW 50 million to

ZMW 250 million .

Pension Houses 
The Bank partnered with a pension institution for the

payment of partial withdrawal benefits disbursing

Z M W 139 million to 6,500 beneficiaries.

Ministry of Community Development
The Bank facilitated payments to social

cash beneficiaries amounting to ZMW 313 million .

Agricultural Sector
The Farmer Input Support Program (FISP) SLA

was signed to cover services for the 2023/2024 farming

season, making it the first time the Bank entered into

an SLA with the Ministry of Agriculture under FISP.

The Bank successfully facilitated payments to farmers

across the country amounting Z MW 513 million

under the Food Reserve Agency (FRA) .

Zambia Credit Guarantee Scheme (ZCGS) MoU

The Bank signed a partnership agreement to participate
in the provision of Agri-finance loans under the
Sustainable Agriculture Financing Facility
(SAFF) through the Ministry of Agriculture. Through
the SAFF program, the Bank leveraged the Agro-
Dealer distribution network enabling it to successfully
on-board and open accounts.

Government Business
The Bank successfully renewed the existing

Government of the Republic of Zambia (GRZ) Service

Level Agreement (SLA) for 2022ï2023. Additionally,

the Bank tendered and won the bid to provide

banking services to the Government for 2024 ï2026

period. This milestone positions NATSAVE as the

governmentôsbank of choice.

Milestones
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RETAIL



Organic Growth
The branch network recorded unprecedented
profitability, inspite of the challenges posed by the
macro-economic environment affecting the general
retail business, all branches delivered strong
profitability .

Milestones

RETAIL

Digital Platforms The Bank experienced a
substantial increase in customer utilisation of
the digital platforms, including Mobile Banking
(USSDand Application/wallet), Agency Banking,
and ATMs

Mobile Banking : A total of 1,334 million
transactions were conducted on the Mobile
Banking platform, valued at ZMW 1.398 billion ,
generating an income of ZMW 12 .21 million , up
from ZMW 8.93 million in 2022.

ATM Transactions : The year saw over 228,000
transactions on ATM platforms, valued at K268 .6
million .

Agency Banking : The Bank rolled out Agency
Banking, recording a total of 1,693 transactions
valued at ZMW 1.890 million by the end of the
year.

The investment in digital platforms aligns with the
Bank's strategic focus on innovation and expanding
digital footprint . This strategy aims to drivee ciency,
create pathways for additional and diversified income
(net funded income), and enhance the overall
customer experience.
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The Bank achieved record performance in
2023, driven by targeted investments in
assets. Noteworthy milestones included:

Deposits : the Bank achieved a record year-
end deposits position of ZMW 2.038 billion ,
reflecting a growth of 45.2% year-on-year
(YoY).

Loans : The retail loan book expanded from
ZMW 458 .5 million to ZMW 1.029 billion ,
marking a remarkable growth of 124%.



Credit



Participation in the Sustainable
Agriculture Financing Facility
(SAFF) Programme

The Bank successfully participated in the SAFF

programme, disbursing a total of K69 .8 million

in SAFF loans. This initiative supports sustainable
agricultural practices and contributes to the

growth of the agricultural sector.

Constituency Development Funds
(CDF)

The Bank actively administered the loan
component of the CDF, achieving total

disbursements of ZMW 77 .3 million by the end of

December 2023.

Milestones
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CREDIT

This has significantly
contributed to community development projects
across various constituencies, thereby driving
increased utilization of the CDF.

Loan Book Growth

The loan book experienced notable growth,
increasing from ZMW 1 billion in 2022 to ZMW 1.3
billion by the end of 2023.
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Financial inclusion remains at the heart of NATSAVE'smission to empower individuals, businesses, and communities
through accessible, affordable, and innovative financial services. During the year, the Bank strengthened financial
accessthrough its digital banking platforms while successfullyparticipating in the Savingsand Affordable FinanceFacility
(SAFF)programme, providing affordable financing that supports sustainable agricultural practices and the growth of the
agricultural sector. These initiatives reflect NATSAVE'scommitment to expanding accessto finance, promoting economic
empowerment, and contributing to Zambia's sustainable development.

FINANCIAL INCLUSION

Strengthening Financial Inclusion and Growt h



ICT ICT



National Financial Switch (NFS)
The Bank successfully connected to the NFS,
enabling real-time fund transfers to mobile
wallets and bank accounts across other financial
institutions.

Smartpay

The Bank strengthened its e-Payment platform
by integrating DDACC(Direct debit And Credit
Clearing) transactions to the existing statutory
payments such as ZRA,NAPSA,and NHIMA.

Milestones

Agency Banking

The Bank deployed the agency banking app to
allow customers to access Banking services
such as cash deposits, withdrawals and bill
payments.

NATSAVE Wallet

The Bank launched the NATSAVE wallet,
enabling the unbanked citizens to access
essential banking services through entry level
mobile accounts using a tiered KYCapproach.

Website Refresh

The NATSAVE website was revamped with a
modern and user-friendly design enhancing
ease of navigation and accessibility.

The Bank successfully integrated the Ministry of
Agriculture SAFFProject into the FISP for farmer
loan disbursements. Successfully participated
with in the Zambia Emergency Food Production
Facility(ZEFPF)and integrated with third vendors.

IT
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NAPSA partial payment

NATSAVE integrated with NAPSA to allow
name validation for customers accessing
partial payment through the Bank. The

integration enabled the Bank meet its
mandate thereby contributing to Governmentôs
economic empowerment agenda.

Achieved Miles Stones for 2023

During the year under review the Bank recorded
significant progress in the digital transformation
agenda, highlighted by the mobile banking app
receiving a prestigious industry award from Zambia
Institute of Banking and Financial Services (ZIBFS).
Other key milestones included:

Successful Integrations with Several
Government services .



Corporate Social 
Responsibility



Impact on Corporate Image

NATSAVE's comprehensive CSR activities
significantly enhanced our image as a responsible
and caring corporate citizen. By consistently
investing in health, education, environment, and
water and sanitation we strengthened the Bankôs
relationship with stakeholders.

The Bank remained committed towards Corporate
Social Responsibility(CSR). The initiatives are built
upon four fundamental pillars: Health, Education,
Environment, and Water and Sanitation. The pillars
reflect our commitment to creating a positive impact
within the communities we serve, embodying our core
values while promoting sustainability and social
welfare.

Kasama General Hospital 

In a demonstration of our commitment to health, the
Bank contributed to the Neonatal Intensive Care Unit
(NICU) at Kasama General Hospital. This donation
included essential items such as baby blankets, water
dispensers, washing machines, paediatric nasal prong
cannulas, heaters, diapers, wipes, and handwash. This
initiative enhanced healthcare provision while aligning
with the Ukusefya PaNôgwena traditional ceremony,
celebrating cultural heritage alongside corporate
values.

Milestones

Corporate Social Responsibility (CSR)

Annual Kids Fun Day in Lusaka

NATSAVE contributed towards the purchase of
hampers for children during the Annual Kids Fun
Day at the Cancer Diseases Hospital in Lusaka.
This donation aimed to spread love, hope, and
laughter among children with cancer.
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Corporate Social Responsibility & Sustainability

Northern Province Minister Mr . Leonard Mbao (centre) is flanked by NATSAVE Bank Chief Executive Officer Mr . Malcolm Chabala (r ight), Ukusefya Pa

Ng'wena Organising Committee Chairperson Mr . Davies Kabuswe (left ), and Kasama General Hospital staff during the handover of essential neonatal care

items.

Additional Support and Donations

Beyond our primary CSRpillars, NATSAVE extended
support to various projects through multiple
donations. We responded to requests from
communities and organisations, providing resources
and financial aid to initiatives that align with our
mission of fostering community well-being.

Sustainability 

The Bank continued to champion sustainability by
promoting its digital platforms to reduce the use
of paper in transactions, thereby reducing the
carbon footprint . From the internal front, the
Bank continued to focus on employee
development and well-being, workplace diversity
and sustainable internal operations. The
interventions saw the promotion of gender
equality, workplace safety and work family
balance.



Stories
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The Republican President Mr. Hakainde
Hichilema visited the NATSAVEstand during

the 57th Zambia International Trade Fair
(ZITF) under the theme Stimulating Economic

Development Through Partnership, Trade, and
Investment.

NATSAVEpaid a visit to the Ministry of Commerce,
Trade and Industry Permanent Secretary, Ms. Lillian
Saili Bwalya on 22nd September 2023 to discuss
prudent ways of improving access to finances for
farmers small, medium and cooperative enterprises
and the Zambian youth.

NATSAVEand the Zambia National Service
(ZNS) signed a Memorandum of
Understanding (MOU) on 24th August 2023
at the ZNSHeadquarters in Lusaka.



Stories
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NATSAVE hosted its highly anticipated
Branch Managers Conference special
training.

NATSAVE participated in the thrilling Zambia
Institute of Banking and Financial ServicesSports

Day on 20th May 2023, at the Olympic Youth
Development Centre (OYDC)in Lusaka.

NATSAVE Bank signed a Memorandum of Understanding

(MOU) with the Zambia National Union of Teachers(ZNUT) on

Thursday, 1st June 2023, aimed at enhancing the support that
the Bank provides to the teaching community. ñTheMOU was
a partnership aimed at alleviating financial burdens and

providing teachers with the necessary financial support to
excel in their professionò



Stories
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NATSAVE paid a courtesy call on the
Zambia Army Commander, Lieutenant
General Sitali Alibuzwi, to discuss ways

that the bank had with the army.

NATSAVEemerged as one of the biggest winners at the 2023
Banking and Finance Award Ceremony held in Lusaka on the 24th

of November 2023, at Intercontinental Hotel. NATSAVE'sCEO,Mr.
Malcolm Chabala, was declared CEOof the Year in the Non-Bank
Financial Institution (NBFI) category. NATSAVE was also

honoured with the Corporate Social Responsibility (CSR) award.
Additionally, NATSAVEreceived two more awards for Financial
Inclusion - Rural Aspect and for the Most Innovative Banking
App, acknowledging the Bank's commitment to digital

transformation showcased through cutting-edge applications that
simplify and enhance banking experiences for individuals and
enterprises working with NATSAVE.

NATSAVEconducted financial literacy training in
different schools during Financial Literacy

Week. Schools visited include: St.Monica Basic

School, Timothy Mwanakatwe Primary School,
and Damakiso School in Lusaka.



Stakeholder Engagement

Courtesy call on the Lusaka South Multi-
Facility Economic Zone (LSMFEZ) to push
financial empowerment for SMEs, as well as
financial inclusion.

CAMCO paid a courtesy call on
the Bank

Tour of Infratel Zambia Primary
Data Centre infrastructure on
Tuesday, 22nd August 2023.
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Stakeholder Engagement

NATSAVEdonated a cheque worth one

hundred and fifty thousand kwacha
towards the funeral expense budget of
the 14 Seventh Day Adventists youths

from Chilubi East who died after their
boat capsizedon lake Bangweulu.

Liquid Intelligent Technologies

visited NATSAVEon 4th March

of 2023 to discuss possible

further collaborations.

NATSAVE paid a courtesy call
Director General of the Drug
Enforcement Commission(DEC), Mr.
Nason Banda, on Thursday 6 th July
2023
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