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The challenge of modernizing 
social insurance and pension 
systems: an overview



It is useful to unbundle the key delivery processes 

MIS facilitates, links and automates these processes… but if process is not sound…

Identification & 
registration of 

members

Contribution collection & 
financial management

Data collection & 
records 

management

Benefit award & 
payments 

management

Member 
communications 

and appeals

Data exchange with 
other institutions

Monitoring and

business analytics



Why modernize? 

• The digital economy includes digital 
government and expectations for 
administrative performance are rising

• Better processes and technology can help in: 
– Reducing errors and improving accuracy

– Faster processing times

– Lower transaction costs to beneficiaries

– Reduction of fraud

– Better program monitoring and planning

– More transparency and accountability



Improving these processes 
requires spending on people 

And technology
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Administrative spending 
as share of wage bill

How much to spend on administration? 



More resources devoted to these processes should lead 
to better performance and is often justified
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But ‘modernization’ should shift the cost curve with 
improvements in process and/or technology
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Questions to keep in mind

• Are we using the latest and most appropriate 
technology in each of our processes? 

• Do we have the right mix of personnel and 
technology?

• How well do we manage and use our data and 
is it secure?

• Is there duplication across social protection 
programs or even government as a whole?

• What are the areas where we could improve?



A preview of the last session

• We will ask you to reflect on what you take 
away from the next two days about where you 
would like to see improvements in your 
agency

• We will present the assessment tool being 
developed jointly by the World Bank and the 
International Social Security Association which 
will be made available to you in the coming 
months



Thank you


