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The Inter-American Conference on Social Security (CISS) is a specialized international technical

organization, with permanent character. The CISS was founded by the Social Security Directors of

the Continent in a 1942 meeting in Santiago de Chile.

The CISS has as its main objective the development of social security in the Americas. In order to

attain this goal it fosters the diffusion of achievements in social security, cooperation and exchange

of experiences among social security institutions.

Through its publications, the CISS gathers and disseminates social security studies across the

Americas, while making policy recommendations for the consideration of planners of programs and

policies throughout the Continent.

iii



iv

Subregional Coordinators

I. The Andean
Cesar Peredo Alaiza

Caja Nacional de Salud, Bolivia

II. Central America
Roberto Jose Lopez Gomez

Instituto Nicaragüense de Seguridad Social, Nicaragua

III. Southern Cone
Miguel Angel Fernandez Pastor

Administracion Nacional de la Seguridad Social (ANSES), Argentina

IV. North America and English-Speaking Caribbean
Reginald Thomas

National Insurance Scheme, Saint Vincent and Grenadines

V. Mexico and the Latin Caribbean
Pedro Morales Somohano

Instituto de Seguridad y Servicios Sociales de los Trabajadores del
Estado de Nuevo Leon, Mexico

INTER-AMERICAN CONFERENCE ON SOCIAL SECURITY

President
Juan Molinar Horcasitas

Instituto Mexicano del Seguro Social, Mexico

Vice Presidents

Lissette Garcia Bustamante

Ministerio de Trabajo y Prevision Social, Chile (2005)

Jose Ramon Fadul

Secretaria de Estado de Trabajo and

Consejo Nacional de Seguridad Social, Dominican Republic (2006)

Rogelio Gomez

Social Security Administration, United States (2007)

Comptroller
Ian Carrington

National Insurance Office, Barbados

Secretary-General
Gabriel Martinez

Director of CIESS
Luis Jose Martinez Villalba



v

Representatives of Subregions before the Permanent Committee

I. The Andean
Javier A. Rosas Santillana
Seguro Social de Salud, Peru

II. Central America
Carlos Arturo Rivera Acosta

Instituto Hondureño de Seguridad Social, Honduras

III. Southern Cone
Helmut Schwarzer

Ministério da Previdência Social, Brazil

IV. North America and the English-Speaking Caribbean
Reginald Thomas

National Insurance Scheme, Saint Vincent and Grenadines

V. Mexico and the Latin Caribbean
 Marta Elena Feito Cabrera

Ministerio de Trabajo y Seguridad Social, Cuba

Representative of Associate Members
Henry Gonzalez Vega

Junta de Pensiones y Jubilaciones del Magisterio Nacional, Costa Rica

Presidents of the American Social Security Commissions

Actuarial and Financial (CAAF)
Eusebio Perez Gutierrez

Caja de Compensación de los Andes, Chile

Older Adults (CADAM)

Jorge D’Angelo
Asociacion Mutual de los Agentes de los Organismos

para la Tercera Edad (AMAOTE), Argentina

Legal-Social (CAJS)
Miguel Angel Yunes Linares

Instituto de Seguridad y Servicios Sociales de los
Trabajadores del Estado (ISSSTE), Mexico

Medical-Social (CAMS)
Santiago Echevarria Zuno

Instituto Mexicano del Seguro Social, Mexico

Organization and Administrative System (CAOSA)
Rogelio Gomez

Social Security Administration, United States

Work Risks Prevention (CAPRT)
Helmut Schwarzer

Ministério da Previdência Social, Brazil



vi

BOARD OF DIRECTORS OF THE INTER-AMERICAN CENTER FOR SOCIAL SECURITY STUDIES

President
Juan Molinar Horcasitas

Technical Secretary
Luis Jose Martinez Villalba

Representatives of Subregions

I. The Andean
Nicanor A. Jove Aparicio

Instituto Nacional de Seguros de Salud, Bolivia

II. Central America
Nelson Nolasco Perla

Instituto Salvadoreño del Seguro Social, El Salvador

III. Southern Cone
Sergio T. Massa

Administracion Nacional de la Seguridad Social, Argentina

IV. North America and the English-Speaking Caribbean
Sephlin Lawrence

Social Security Board, Saint Kitts and Nevis

V. Mexico and the Latin Caribbean
Sabino Baez Garcia

Consejo Nacional de Seguridad Social, Dominican Republic

Representative of Associate Members
Eusebio Perez

Caja de Compensacion de los Andes, Chile



Index
Page

vii

xvForeword.......................................................................................................................................................................................................................

I. Introduction....................................................................................................................................................................................

II. A General Framework to Analyze the Organization and Administration of Social Programs..............
II.1 Introduction....................................................................................................................................................................
II.2 Conceptual Framework.............................................................................................................................................

II.2.1 Operating Model................................................................................................................................................
II.2.2 Organizational Design.....................................................................................................................................

II.3 An Overview of the Operating Systems of Social Security Programs.........................................................
II.3.1 The Programs.....................................................................................................................................................
II.3.2 Identification of Common and Specific Processes...............................................................................

III. An Analysis of Common Processes................................................................................................................................
III.1 Introduction..................................................................................................................................................................
III.2 Funding, Management, and Delivery of Benefits...............................................................................................

III.2.1 Funding: Enrollment, Collection, and Allocation....................................................................................
III.2.2 Issues in Management: Investment and Risk Management...............................................................
III.2.3 Issues in Management: Account Maintenance and Customer Care..............................................
III.2.4 Issues regarding the Delivery of Benefits................................................................................................

IV. Organization and Management of Pension Programs..............................................................................................
IV.1 Introduction................................................................................................................................................................
IV.2 Operating System of Pension Programs.............................................................................................................

IV.2.1 Product Development....................................................................................................................................
IV.2.2 Funding..............................................................................................................................................................
IV.2.3 Management......................................................................................................................................................
IV.2.4 Delivery of Benefits.........................................................................................................................................

V. Organization and Management of Disability Insurance Programs.....................................................................
V.1 Introduction...............................................................................................................................................................
V.2 Disability Insurance Operating Model...................................................................................................................

V.2.1 Product Development.....................................................................................................................................
V.2.2 Funding.............................................................................................................................................................
V.2.3 Management.......................................................................................................................................................
V.2.4 Delivery of Benefits.........................................................................................................................................

VI. Organization and Management of Health Insurance Programs.........................................................................
VI.1 Introduction...............................................................................................................................................................
VI.2 Operating Model of Health Insurance Programs.............................................................................................

VI.2.1 Product Development....................................................................................................................................
VI.2.2 Funding: Enrollment, Collection, and Allocation...................................................................................
VI.2.3 Management....................................................................................................................................................
VI.2.4 Delivery of Benefits.........................................................................................................................................
VI.2.5 Provision.........................................................................................................................................................

VII. Organization and Management of Workers’ Compensation Insurance.......................................................
VII.1 Introduction...............................................................................................................................................................
VII.2 Operating Model of Workers’ Compensation Insurance..............................................................................

VII.2.1 Product Development...................................................................................................................................
VII.2.2 Funding..............................................................................................................................................................
VII.2.3 Management....................................................................................................................................................
VII.2.4 Delivery of Benefits.......................................................................................................................................

1

7
9
9
9

12
12
12
15

17
19
20
20
27
31
33

37
39
42
42
44
46
48

51
53
54
54
59
60
61

67
69
72
72
74
76
86
86

89
91
92
93
97
98

100



viii

103
105
106
107
110
113
115

119
121
122
122
129
131

133
135
136
136
142
143

145
147
148
148
159
160

161
163
163
170
171

173
175
175

177
181

183

189

VIII. Organization and Management of the Risk of Unemployment........................................................................
VIII.1 Introduction..................................................................................................................................................................
VIII.2 Operating Model..........................................................................................................................................................

VIII.2.1 Product Development....................................................................................................................................
VIII.2.2 Funding................................................................................................................................................................
VIII.2.3 Management......................................................................................................................................................
VIII.2.4 Delivery of Benefits.........................................................................................................................................

IX. Organization and Management of Childcare Programs..........................................................................................
IX.1 Introduction..................................................................................................................................................................
IX.2 Operating Model of Childcare Programs ..............................................................................................................

IX.2.1 Product Development......................................................................................................................................
IX.2.2 Management........................................................................................................................................................
IX.2.3 Delivery of Benefits...........................................................................................................................................

X. Organization and Management of Long-Term Care Programs..............................................................................
X.I Introduction..................................................................................................................................................................
X.2 LTC Insurance Operating Model...............................................................................................................................

X.2.1 Product Development.....................................................................................................................................
X.2.2 Management.........................................................................................................................................................
X.2.3 Delivery of Benefits...........................................................................................................................................

XI. Organization and Management of Non-Contributory Social Programs.........................................................
XI.1 Introduction..................................................................................................................................................................
XI.2 NCSP Operating Model.................................................................................................................................................

XI.2.1 Product Development: Product Design and Implementation............................................................
XI.2.2 Management: Customer Care.......................................................................................................................
XI.2.3 Delivery of Benefits...........................................................................................................................................

XII. Organizational Change in the Social Insurance Agencies in the Americas.............................................
XII.1 Introduction..................................................................................................................................................................
XII.2 IT, Organization, and Evolution of Social Security Institutions................................................................
XII.3 IT, Organizational Change, and Regulation........................................................................................................
XII.4 Conclusions..................................................................................................................................................................

XIII. Organizational Change of Agencies in the Caribbean: The Small Country Problem.......................
XIII.1 Introduction..................................................................................................................................................................
XIII.2 The Creation of Agencies in the Caribbean......................................................................................................
XIII.3 Benefits Provided under the Social Security System in the Organization of Eastern Caribbean
States (OECS).........................................................................................................................................................................
XIII.4 The Small Country "Problem"...............................................................................................................................

XIV. Conclusions and Recommendations............................................................................................................................

References.................................................................................................................................................................................



ix

Tables

Insured Population as a Percentage of Workers in Latin America and the Caribbean……......
Countries in the LAC Region with Social or Family Assistance Programs for Persons
with Disabilities……………………………………………………………………………………………
Components of Healthcare Risk………………………………………………………………………
Actions Taken in Demand Management………………………………………………………………
Main Services Provided in Customer Care……………………………………………………………
Payment Mechanism and Key Levers to Manage……………………………………………………
Potential Incidence of Errors by Payment Mechanism……………………………………………
Definition of ADLs and Types of Care Services……………………………………………………....
Selected Social Indicators in Latin America and the Caribbean, 2004…………………………...
Health Conditionality in CCT Programs………………………………………………………………
Total Spending on Federal Means-Tested Social Assistance by Type of Program: United
States, 2000………………………………………………………………………………………….............
Foundation of Social Security Agencies…………………………………………………………..........
Summary of Benefits Provided by the National Provident Funds in the OECS…………..........
Summary of Benefits Provided by the National Insurance/Social Security Schemes in
the OECS……………………………………………………………………………………...........................
Contributors as a Percentage of the Labor Force and Unemployment in the OECS.............

Figures

Index of Processes by Program……………………………………………………………..................
Coverage Rates of Workers by Size of Establishment……………………………….................
General Map of Processes in Pensions……………………………………………………..............
Operating Model of Pension Systems……………………………………………………..............
Operating System of Pension Insurance Programs: Individual Accounts…………..............
General Map of Processes in Disability…………………………………………………..............
Operating Model of Disability Insurance Programs……………………………………..............
General Disability Benefits Adjudication Process………………………………………..............
General Map of Processes in Health………………………………………………………................
Operating Model of Healthcare Systems…………………………………………………................
General Map of Processes in WCI………………………………………………………................
Operating Model of WCI……………………………………………………………………....................
General Map of Processes in Unemployment Programs…………………………….................
Operating Model of Unemployment Programs………………………………………....................
General Map of Processes in Childcare Programs…………………………………….................
General Map of Processes in Long-Term Care Programs……………………………...............
General Map of Processes in Non-Contributory Social Programs…………………...............
Evolution of Business, Computing, and Social Security Organizations…………….............
Industry and Agency Deconstruction………………………………………………………..............
Decentralization and Specialization Movements……………………………………………........
Regulation and Corporate Governance Improvement from Organizational Change......

20

59
78
79
81
82
84

137
149
156

158
164
176

178
179

16
21
40
41
42
53
58
62
70
72
92
93

105
106
122
136
148
167
169
170
171

III.1
V.1

VI.1
VI.2
VI.3
VI.4
VI.5
X.1
XI.1
XI.2
XI.3

XII.1
XIII.1
XIII.2

XIII.3

II.1
III.1
IV.1
IV.2
IV.3
V.1
V.2
V.3
VI.1
VI.2
VII.1
VII.2
VIII.1
VIII.2
IX.1
X.1
XI.1
XII.1
XII.2
XII.3
XII.4



Boxes

The Integrated Form for the Payment of Contributions in Colombia.....................................................
Summary of Recommendations of ISSA and OECD for Social Security Reserves..............................
Difficulties in Defining Disability: The Case of Oscar Pistorius..........................................................
Reforming the Dutch System: Limits Set by Administrative Complexity..........................................
Improvement in Customer Care: Manitoba’s Child Day Care Project...............................................
Frauds in Safety Net Programs...........................................................................................................................

x

26
32
61
70

131
154

III.1
III.2
V.1
VI.1
IX.1

XI.1



xi

Acronyms and Abbreviations

ADL Activities of Daily Living 
AHRQ Agency for Healthcare Research and Quality 
AIOS International Association of Pension Fund Supervisors (Asociacion 

Internacional de Organismos de Supervision) 
AM Account Maintenance 
ANSES Argentinean Social Security Institute (Administracion Nacional de la 

Seguridad Social) 
ATM Automatic Teller Machine 
BLS Bureau of Labor Statistics 
CAGB Coronary Artery Bypass Graft 
CARICOM Caribbean Community 
CC Customer Care 
CCS Child Care Services 
CCT Conditional Cash Transfer 
CDR Continuing Disability Review 
CEF Brazilian Federal Economic Funds (Caixas Economicas Federales) 
CEO Chief Executive Officer 
CFO Chief Financial Officer 
CISS  Inter-American Conference on Social Security (Conferencia 

Interamericana de Seguridad Social) 
CPI Consumer Price Index 
CPP Canada Pension Plan 
CPPIB CPP Investment Board 
CUIL Argentinean Unique Labor ID (Codigo Unico de Identificacion Laboral) 
DCFS Department of Children and Family Services 
DI Disability Insurance 
DRG Diagnostic Related Group 
EA Enterprise Architecture 
FA Colombia’s Families in Action Program (Familias en Accion) 
FAT Employers Protection Fund (Fundo de Amparo ao Trabalhador) 
FFS Fee-for-Service 
FIAP International Federation of Retirement Fund Managers (Federacion 

Internacional de Administradoras de Fondos de Pensiones) 
FOSIS Chile’s Solidarity and Investment Fund (Fondo de Solidaridad e Inversion 

Social) 
GAAP Generally Accepted Accounting Principles 
GDP Gross Domestic Product 
HI Health Insurance 
IAAF International Association of Athletics Federations 
ICM Integrated Case Management 
ICU Intensive Care Unit 
ID Identification 
ILO International Labor Organization 
IMSS Mexican Social Security Institute (Instituto Mexicano del Seguro Social) 
INC Inception 
ISSA International Social Security Association 
IT  Information Technologies 
LA Latin America 
LAC Latin America and the Caribbean 
LTC Long Term Care 
MOH Ministry of Health 
MSA Medical Savings Accounts 
NAEYC National Association for the Education of Young Children 
NAFCC National Association for Family Child Care 
NCSP Non Contributive Social Programs 
NEB National Employment Bureau 



xii

NECPA National Early Childhood Program Accreditation 
OECD Organization for Economic Cooperation and Development 
OECS Organization of Eastern Caribbean States 
OMCC Organization and Management of Care Consumption 
PANES Plan of National Attendance to Social Emergency (Plan de Asistencia 

Nacional a la Emergencia Social) 
PATH Program for Advancement Through Health and Education 
PAYGO Pay-As-You-Go 
PFM Pension Fund Manager 
PILA Integrated Form for the Payment of Contributions (Planilla Unica de 

Liquidacion de Aportes) 
PRAF Honduras Family Assistance Program (Programa de Asignacion Familiar) 
RPS Nicaragua’s Social Protection Network (Red de Proteccion Social) 
SAP Systems, Aplications, and Products 
SASSA South African Social Security Agency 
SINE Brazilian National Employment Service (Sistema Nacional de Emprego) 
SSA Social Security Administration 
SSDI Social Security Disability Insurance 
TANF Temporary Assistance for Needy Families 
UI Unemployment Insurance 
UNDP United Nations Development Program 
WCI  Workers’ Compensation Insurance 



THE REPORT TEAM AND ACKNOWLEDGMENTS

The Americas Social Security Report 2008 was made possible thanks to the collaboration of

researchers from the Inter-American Conference on Social Security, including its Inter-American Center

for Social Security Studies and external experts. The preparation of this Report was headed by the

Secretary-General, Gabriel Martinez. The main editor was Nelly Aguilera, CIESS Research Coordinator.

Chapter I was written by Nelly Aguilera. Chapter II was prepared by Nelly Aguilera, with research

support from Monica Morales. Chapter III was written by Nelly Aguilera, with the assistance of Guillermo

Garnica and Monica Morales. Adriana Valle wrote Chapter IV. Maria Luisa Galicia prepared Chapter V,

with the assistance of Silke Fontanot. Nelly Aguilera wrote Chapter VI, with the support of Guillermo

Garnica. Chapter VII was prepared by Martha Miranda, in cooperation with Carlos Contreras and

Brenda Pequeño. Liliana Charles wrote Chapter VIII, with the assistance of Klaudia Rosado. Evelyne

Rodriguez wrote Chapters IX, X, and XI, with research support from Alejandro Montesinos. Nelly

Aguilera and Adriana Valle prepared Chapter XII. Chapter XIII was based on a working paper written

by Valda F. Henry.

Finally, we would like to express our gratitude to Silke Fontanot for integrating this Report.

xiii



xv

FOREWORD

Gabriel Martinez
Secretary-General

The Inter-American Conference on Social Security (CISS) prepares The Americas Social Security

Report annually. The goal of this Report is to become a tool to improve the understanding of the

status of social security programs in the Americas, through the evaluation of topics that the General

Assembly selects every year. This Report is addressed to the social security community, including

governments, agencies, social groups, employers, users, and anyone interested in the improvement

of social protection in contemporary society.

The Permanent Inter-American Committee on Social Security approved the topics selected for

the 2008 Report during its 22nd General Assembly held in Cancun, Mexico. The title of the Report is

Innovating Models of Social Insurance. The Report was written under the hypothesis that the potential

for large gains in the efficiency of social protection programs is great, and that some of the problems

programs face can be solved only after a proper focus is given to administrative and organizational

issues.

This Report provides information about the best operational and organizational practices, and

highlights what the role of the regulators should be in increasing the productivity of the programs.

The Report is only a first step in the CISS research agenda to understand best practices in the

management of social programs. Operational design is a constant and dynamic process, because

implementation of best practices should be done in a step-by-step fashion, and IT is improved over

time. The Report provides best practices of general application. Answers to detailed situations

should be addressed by each agency and national system. However, one of the main recommendations

of this Report is that even the most specific organizational change should conform to an overall

strategy and organizational architecture.

We hope that the information contained in this Report will increase the interest in improving

productivity of social programs. We believe that it is possible to deliver more to the beneficiaries of

social programs, even without major legal reforms on the benefits and taxation issues that are

usually the primary material of debates on social security.




