





ISSA Good Practice Awards: Europe 2010

INTRODUCTION

The identification and sharing of good practices helps social security organizations and institutions to improve
their operational and administrative efficiency. To this end, the ISSA initiated a Good Practice Awards programme
to recognize good practices in the administration of social security.

The ISSA Good Practice Awards are given on a regional basis over a three-year cycle at each ISSA Regional Social
Security Forum. One Award is given at each Forum as well as certificates of merit as decided by the Jury. The Award
winners from all regions will be featured at the World Social Security Forum, in Cape Town, South Africa, in 2010.

THE GOOD PRACTICE AWARD JURY

For the 2008-2010 triennium the Good Practice Award Jury is composed of the Chair of the Editorial Board of
the International Social Security Review, a former ISSA President and a representative of the International Labour
Office.

ISSA GOOD PRACTICE AWARDS PRIORITY AREAS 2008-2010

e Governance and social security.

e Risk management and change management.

* Information and communication technology (ICT) as a strategic management tool.
e Compliance and contribution collection.

» Extension of social security coverage.

* Responding to demographic changes.

RESULTS OF THE ISSA GOOD PRACTICE AWARDS — EUROPE 2010

There were 32 entries from 16 countries representing 19 organizations. The Jury decided to give the Award ex
aequo to two organizations as it considered both submissions to be Award winners. The Jury gave 19 certificates of
merit, eight of which received a special mention.

GOOD PRACTICES ON THE ISSA WEB PORTAL

A full description of the winning entries of the ISSA Good Practice Awards for Europe, and access to a database of
social security good practices from around the world, are available on the ISSA Web portal:
www.issa.int/goodpractices



WINNING ENTRIES

FRANCE: NATIONAL FAMILY ALLOWANCES FUND
Creation of the "mon-enfant.fr* Website

Priority area: Responding to demographic challenges

Summary: France has the highest birth and fertility rate in Europe. The key to French childcare policy is the flexibility
of free choice for families to enable them to reconcile their family and professional lives. The National Family
Allowances Fund thus provides a Website exclusively focusing on childcare: www.mon-enfant.fr It provides information
on all existing childcare solutions throughout France and will soon be upgraded to show available places. The
objectives of www.mon-enfant.fr, are to give advice, guidance and assistance, and find solutions for the families.

Jury’s comment: The Jury selected this project as an ex aequo winner on the basis that this good practice is an
innovative, practical and targeted application to support family policies in view of the demographic challenges. It
demonstrates a solution to providing parents with real-time information on qualitative child-care facilities, thereby
facilitating their choices with regard to child care arrangements. It provides a good model for replication.

GERMANY: INSTITUTION FOR STATUTORY ACCIDENT INSURANCE AND PREVENTION FOR TRADE
AND MERCHANDISE DISTRIBUTION (BGHW) (Member of the German Social Accident Insurance)
Information and Knowledge Platform of the BGHW: BGHW-INWI

Priority area: Governance and leadership

Summary: Staff of administrative departments are exposed to an ever-increasing flood of information (circulars,
amendments to laws, e-mails, etc). Information and knowledge are stored and managed in different ways within an
organization. The BGHW-INWI has made information and knowledge management a firmly established part of the
work creation process, tying the workforce tightly into the knowledge circuit with a view to providing a more effective
and better customized service. Staff can access the knowledge they need to provide services in the right quantity and
quality, in a structured manner, and fast.

Jury’s comment: The Jury chose the BGHW's knowledge management project as the ex aequo winner in recognition of
the ambitious and demanding nature of the project that was put in place to maintain and improve service in a context
of mergers and restructuring. This project’s results underline that effective knowledge sharing in terms of providing
staff access to up-to-date and networked information is critical to ensure efficient customized service and is a key
element of governance.



CERTIFICATES OF MERIT WITH SPECIAL MENTION FROM THE JURY

REPUBLIC OF AZERBAIJAN: STATE SOCIAL PROTECTION FUND
Efficient governance through application of ICT

Priority areas: Compliance and contribution collection, ICT as a strategic management tool, Governance and leadership

Summary: The State Social Protection Fund has significantly increased its overall efficiency including managerial,
administrative, technological and financial capacity through intensive application of modern ICT tools. This has helped
improve all major indicators, including contribution collection, extension of coverage, benefit increase, replacement
rate increase, transparency, accountability and level of satisfaction of the population.

Jury’s comment: The Jury commended the State Social Protection Fund of the Republic of Azerbaijan for the
continuous and comprehensive reform process undertaken to achieve sound management of the pension scheme.

BELGIUM: NATIONAL EMPLOYMENT OFFICE

Optimizing the customer service provided by the compensation fund for employees made
redundant in the scope of company closures

Priority area: ICT as a strategic management tool

Summary: The project was initially developed to meet a need for information targeted at citizens finding
themselves in a precarious situation after the sudden loss of employment. It resulted in a simplification of
administrative work and an improvement in the quality of this work. The project created a win/win situation for
the citizens and the institution.

Jury’s comment: The Jury applauded the National Employment Office’s provision of a targeted, comprehensive and
integrated on-line and personal compensation pay-out service for redundant employees in the case of mass layoffs.

BELGIUM: NATIONAL EMPLOYMENT OFFICE
Service vouchers scheme
Priority areas: Compliance and contribution collection, Responding to demographic challenges

Summary: A service voucher is a paper or electronic means of payment, including a public subsidy, which enables
individuals to pay an accredited company for services carried out by a worker hired under a traditional employment
contract with full social cover. The scheme, launched in 2004, has resulted in the creation of many additional quality
jobs, which, as a priority, are undertaken by low-skilled workers, developing trading and non-trading companies,
fighting against illegal employment and meeting the population’s individual and family needs.

Jury’s comment: The Jury was particularly impressed by the potential the implementation of this policy could have
in the extension of coverage and requlation of a previously unregulated labour market segment. The Jury is looking
forward to an evaluation of the specific programme modalities in terms of cost effectiveness.



IRELAND: DEPARTMENT OF SOCIAL AND FAMILY AFFAIRS
Development of a customer profiling model to assist in case management and activation

Priority area: Governance and leadership

Summary: In cooperation with the Economic and Social Research Institute (ESRI), the Department of Social and
Family Affairs in Ireland, has through a longitudinal study commenced in 2006, been working to research and
introduce a model of “profiling” focused on early identification of those most at risk of becoming long-term
unemployed. “Model-based” customer profiling will result in more efficient, effective and economic interventions
and a reduction in the length of time a person is unemployed.

Jury’s comment: The development of a well-honed predictive model entails a strong preventative component. The
Jury appreciates that it is much geared towards providing a tailor-made service to the unemployed.

LITHUANIA: STATE SOCIAL INSURANCE FUND BOARD OF THE REPUBLIC OF LITHUANIA UNDER
THE MINISTRY OF SOCIAL SECURITY AND LABOUR

Public e-services initiative for insurers: The EDAS system of the State Social Insurance Fund
Board of the Republic of Lithuania

Priority areas: Governance and leadership, ICT as a strategic management tool

Summary: The EDAS system is the pioneer system in Lithuania, using a qualified e-signature technology, which
ensures the legal validity of electronic documents, as required by Lithuanian and EU legislation. The quality and
efficiency of the services and the clients' awareness has increased.

Jury’s comment: The Jury congratulates SODRA for its sustained efforts in improving governance and considers
this practice as a promising measure in the right direction.

RUSSIAN FEDERATION: PENSION FUND OF THE RUSSIAN FEDERATION
Public service based on social insurance cards
Priority area: ICT as a strategic management tool

Summary: Social insurance cards are issued by regional agencies and provide social protection for various
categories of citizens (from school children to pensioners). Under an initiative of the Pension Fund of the Russian
Federation, these cards are used as insurance identity cards providing proof of pension insurance cover. The
technological infrastructure behind this means that card users can be reliably identified.

Jury’s comment: The Jury praised this noteworthy and important initiative to ensure coverage and provide access
to rights for a major part of the population through broad-based structural administrative improvements.



TURKEY: SOCIAL SECURITY INSTITUTION (General Directorate of Non-Contributory Payments)
Practices to decrease and simplify bureaucracy
Priority area: Governance and leadership

Summary: The General Directorate of Non-Contributory Payments is a social assistance institution, making regular
payments to needy people who have no social security, who are disabled and who are over 65 years old. The
project’s aim was to simplify bureaucracy and to abolish any unnecessary phases in the assessment of applications.
This resulted in a considerable decrease in the application period from previously six to twenty-four months to
presently one month.

Jury’s comment: The Jury lauded the Social Security Institution’s serious effort in decreasing bureaucracy for a
population that is especially vulnerable. Not only was there a shift from the onus of providing proof to a trust-

based system, but the legal framework was also modified to allow this change.

TURKEY: SOCIAL SECURITY INSTITUTION

Towards a class informatics infrastructure with virtualization within the Social Security Institution
Priority area: ICT as a strategic management tool

Summary: The Social Security Institution provides active services to over 50 million Turkish citizens. The
virtualization project is the most important transformation step from a closed system such as MainFrame to an
open system, which is a long-term strategy being implemented by the Social Security Institution.

Jury’s comment: The Jury was impressed with the breadth and the effective roll out of the virtualization project.
It acknowledged that while it is a conceptually attractive project, that many risks in its implementation seemed to
have been mastered in this roll-out.



CERTIFICATES OF MERIT

ALBANIA: SOCIAL INSURANCE INSTITUTE
Management of Voluntary Social Insurance
Priority area: Extension of coverage

BELGIUM: NATIONAL EMPLOYMENT OFFICE
Automatically detecting and preventing jobseekers from combining receiving unemployment
benefits and receiving income or other social benefits

Priority area: Compliance and contribution collection

BELGIUM: NATIONAL EMPLOYMENT OFFICE
Applying the EFQM model for the purpose of evaluating the National Employment Office

Priority area: Governance and leadership

GERMANY: GERMAN SOCIAL ACCIDENT INSURANCE AND INSTITUTION FOR

STATUTORY ACCIDENT INSURANCE AND PREVENTION IN HEALTH AND WELFARE SERVICES
Prevention of occupational skin diseases in hairdressers

Priority area: Risk management and change management

ITALY: NATIONAL EMPLOYMENT ACCIDENT INSURANCE INSTITUTE
Support for vigilance to prevent fraudulent practices in contribution compliance
Priority area: Compliance and contribution collection

REPUBLIC OF MOLDOVA: NATIONAL OFFICE OF SOCIAL INSURANCE
Financial management and control

Priority area: Risk management and change management

NORWAY: LABOUR AND WELFARE ADMINISTRATION
Using Service Oriented Architecture (SOA) to increase flexibility and allow automatic claims handling
Priority area: ICT as a strategic management tool

POLAND: SOCIAL INSURANCE INSTITUTION
Risk for value. A modern approach towards designing and implementing a Risk Management
System in ZUS

Priority area: Risk management and change management

PORTUGAL: SOCIAL SECURITY CAPITALIZATION FUNDS MANAGEMENT INSTITUTE
Dynamic Strategic Asset Allocation
Priority area: Risk management and change management

TURKEY: SOCIAL SECURITY INSTITUTION (General Direc_torate of Universal Health Insurance)
Turkish National Drug and Medical Device Databank (TITUBB)

Priority area: ICT as a strategic management tool

TURKEY: SOCIAL SECURITY INSTITUTION
The Medula System

Priority area: ICT as a strategic management tool



