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Administration

o Kelais an institution under public law that
operates under the oversight of the Finnish
Parliament.

 |ts administration and operations are
overseen by 12 Trustees selected by
Parliament and by 8 Auditors selected by the
Trustees.

* Responsibility for the management and
development of Kela’s operations is assigned
to a 10-member Board selected by the
Trustees to serve a three-year term.
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From maternity grants to pensions

« Moving to/from
Finland

« Home and family

— Families with
children

— Assistance with
« HealfRUsIng costs

— Sickness

— Rehabilitation

— Occupational health
— Disability

Work and education

School transport subsidy
Financial aid for students
Conscripts

Training and activation
measures for unemployed

Unemployment security

Retirement

Pensions

Benefits for surviving
family members
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Financing of Kela’s operations
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« Kela’s operations are 4% i
financed with statutory y
contributions from the f
insured and from
employers and with
financing from the public h
sector. 50,
° Ke|a’s Strategic goa| iS Income anldlguarantee payment in total:
€11,418 million

to create a systematic
and sustainable basis
for the financing and to

Contributions from the insured towards daily
allowances and medical care

_ T mm Contributions from employers towards National
assure ||qU|d|ty_ Funded Pension and Health Insurance
: : = Unemploymentinsurance contributions from
assets are invested with ol
d|VerS|ty and Spread IN State contributions towards benefit expenditure
m | nd . State guarantee payment into the National Pension

Insurance fund
Contributions from municipalities
Other income
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Expenditure

Total annual
expenditure is around
€11 billion, of which €10
billion (nearly €2,000
per inhabitant) goes
towards benefits.

Operating costs account
for about 3% of the total
expenditure. About 59%
of the expenditure is
covered by State
funding, 36% by
contribution revenue
and 5% by payments by
municipalities.
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Total expenditure €11 billion

National Pension Insurance
National Health Insurance, earned income
insurance

National Health Insurance, medical care insurance
Unemployment benefits

Benefits for families with children

Financial aid for students

General housing allowance

Other benefits

Operating costs
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Providing top-rated customer service

« We seek to offer our
customers close and
convenient
access to services
through multiple
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Kela 2008 1l
that best suits their and our requirements. Our
Phone
How to contact Kela by phone
hﬁ}inglewindow government servit
at services are available

We offer customer service through multiple
channels and guide customers towards the channel
service channels are:
Mail @
How to contact Kela by mail ;
h?tlencﬁr:;i:etssensetovisitaKelaoffice[&: 3:"-1. U & 4
e R a
onyour home computeroran a customerté iw
. ¢
@ On-the-spot reimbursements
How to get reimbursed at the pharmacy
or the medical clinic
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EU

*Changes in legislation

Challences to

ICT Legislation
Goals of the State

| Soasolthesie ! T —

Conflicting = *Speed of Changes

«Regional Equilibrium s Pressures «Common eServices

* Reducing of Costs )
I * Packet solutions or

e National Processes q | t
own developmen
e Demand of eServices

and process chains BM ERP
« Utilization of National (CRM, o)
* Quality and Speed of Services

Data Bases and
Solutions

o More and more with less and less
o Anticipation of Functional Changes, Shorter and Shorter Time to Delivery
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eKela — what?

« Components

— Comprehensiveness
— Multi-channeled approach
— Networking
— Process automation and integration
— Cooperation
« National and international level
e Objectives
— Services to person customers
— Services to organization customers

— Internal processes
» Services, tools, methods...
— Process chains
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eKela — how?

e Electronic document management
e Centralized and shared databases
- Intercommunication between databases

- Electronic identification/authentication

e Integration and uniform interface of benefit data
systems

- ... and more to come
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eKela — why?

« Convenience to customers
 Facilitating Customer Service
. Improving Customer Service
Simplifying Processes
Developing Benefit processing
. Improving Kela-image
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SAHA - ELECTRONIC DOCUMENT MANAGEMENT SYSTEM

1. Incoming mail Identification 3. Archiving
data

= | |
2. Scanning%\

/

queues

Person's all
/\ Work

documents
and data Sl

4a. Whole client history 4b. Applications
and current benefit cases are processed
available at one instance
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Net Services Since 2004

* InJanuary 2010 Net Services in use:
— More than 20 queries
— 11 Calculations
— More than 20 Benefit Applications
— 2 Self Service Transactions
— 2 Applications for Employers
— Cooperation with Municipalities and other State Agencies

 The Queries and Calculations for the most important
Benetits are ready. Application transactions will mostly be
ready in 2010.

« After 2012 the Net Services will be integrated to the
normal Architecture of the Benefit Systems.
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eKela - eServices

e Information ( )
e Calculations

 Queries

* Applying benefits

« Self-Service

e Other


http://www.kela.fi/�

Kela

500000

The Social Insurance Institution of Finland

Authentications using the tunnistus.fi service

450000

400000

350000

300000

250000

200000

150000

100000

50000

o

M
Tl
,»Q ™ A ,\9 N ™ A ,\9 N ™

— [ [ [ [ [ ]

" S [ S S S S A S S
" I N W I S S S —

——~ [ [ [ [ [ T 1
1 [ [ [ [ [ [ [

%

.

2005
263 125

2004
79 517

2006
685579

2007
1420 768

2008
2.447 188

) \
Y — Yy

2009 (01-11)
4457 413




Kela

The Social Insurance Institution of Finland

Challences of eKela

e Multi-channel Services

o Cooperation with External Partners
« Attachments of benefit applications
o Automated vs. individual service?
« Data security

 Communication with the Customer
 Change of Tecnology; new tecnology
 Lack of ready components

e Support services

« Communications

 Resources
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eKela — Process integration

citizen

eKela

e-services

and

other new
channels

automatic
claims :
determinationd

process é(

queues data
system

paper-based

manual
claims :
determinationg |

claims processor  claims processor
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eKela — Third wave?
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Authority 1 Authority 2

\ Kela / 1
benefit process

e-decision
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Partner in co-operation 1 Partner in co-operation 2
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An Indicator In Kela's Performance
Scorecard

e Share of Web Service applications ( %)
(for continuing benefits)

Target 2008 = 2,0 Result = 4,2
Target 2009 = 2,0 Result 1-6/2009 =
10,4

(October 2009 > 13 %)
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Source: Kelasto/ WIT172A
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Office visits decrease while online
contacts increase

Sample conducted in Kela local offices

No. of customers per week

79 000

80 000
72 000
69 000 68 000 68 000

60 000

40 000

20 000

Autumn Spring Autumn Spring Autumn
2006 2007 2007 2008 2008

Number of authenticated customer service
transactions online

No. of transactions per month (on average)

204 000

190 000 -
160 000 -
130 000 - 118 000
100 000 -

70 000 - 57 000

40 000 122 000 -

10 000 T T

2005 2006 2007 2008
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delivery as a percentage of all reimbursements, 2008-
2009
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(In 2002: 2.8%; in 2003: 11.9%)
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Kela

Questions and feedback | Suomeksi +h
SEARCH - it

Ke Ia = Alphabetical directory | P2 svenska —
Advanced search Site map | InFinnish Sign Language | ==

s ripts | Housing benefits |

vility | Rehabilitation | S

Families
Benefits for families with children

Students
Financial aid and other assistance for
students

Unemployment

Labour Market Subsidy, Basic
Unemployment Allowance, Training
Subsidy

Pensions
Retirement benefits available from Kela
and other benefits for pensioners

Conscripts

Benefits for persons performing military
or non-military semnvice and their
dependants

Housing benefits
General Housing Allowance and other
forms of assistance

Kela — The Social Insurance Institution of Finland
Provider of social security benefits for all residents of Finland

Sickness

Reimbursements for medical and
pharmaceutical expenses, Sickness
Allowance. occupational health care

Disability
Disability Allowance, Care Allowance
for Pensioners

Rehabilitation
Individual and group rehabilitation,
Rehabilitation Allowance

Survivor benefits
Pensions for surviving spouses and

children

Moving to or from Finland

Your social security rights when moving

to or from Finland

Kela card

Kela card, European Health Insurance

Card

Forms and eServices

View, complete and print out applications

=2 Application forms

What's new

Kela’s magazine now provides
information about social
security also in English

The new Elamassa — Mitt i allt
magazine has Finnish, Swedish
and English pages.

Maintenance allowances for
children now available from
Kela

The award and payment of Child
Maintenance Allowances was
transferred from the municipal
government to Kela at the
beginning of April.

Archive

Research and statistics

Kela participates actively in the
development of the Finnish welfare
society. Click below to visit our
research and statistics pages.
Research
Statistics

Quick links

Contact information for Kela offices

Medicinal Products Database

Information about influenza A
(H1M1) virus

Maternity package 2009
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Thank Youl!

Questions?

Markku Kiiski
Information Systems Manager
The Social Insurance Institution of Finland (Kela)
PO Box 78, FI-00381 Helsinki Finland
forename.surname@kela.fi
www.kela.fi
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