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Shri Bhupender Yadav,

Union Minister of Labour and
Employment, Environment, Forest
and Climate Change,
Government of India

"The outcomes of EPFO
‘Chintan Shivir’ will help in
fulfiling Hon'ble PM's vision
by bridging the gap between
Policy and Execution. It will
further prove a game changer

and benefit all the

stakeholders in a big way."
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Shri Rameswar Teli,

Minister of State for Labour and
Employment, Petroleum and
Natural Gas, Government of India

The Vision@2047 document
of EPFO proposes to
universalise social security in
the country. The initiative of
“Chintan Shivir” is a step to
further the objective laid in
the Vision@2047 document.
The new ideas which will
come in this “Chintan Shivir”
will bring a smile to EPFO
members.




The services of field offices
need to be standardized across
all the offices of EPFO. Social
security outreach for the
citizens have to be enhanced
through integration of e-Shram,
Udyam, ASEEM and NCS
portals. EPFO deserves
appreciation for speedy
settlement of claims and their
efforts to take services to the
doorsteps of the beneficiaries.
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Shri Sunil Barthwal, .

Secretary, Labour and Employment,

Government of India




Ms. Neelam Shami Rao,
Central Provident Fund Commissioner,
EPFO.
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This programme was first of
its kind in the history of EPFO
where senior officials of the
department shared their
inputs with the Hon'ble
Minister for enhancing the
service's  experience  of
EPFO's subscribers. Experts
were also called for sharing
their valuable inputs to align
the discussion with the latest
developments across the
vfyorld.
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RATIONALE FOR THE CHINTAN SHIVIR

As the nation enters the AmritKaal, EPFO has to reimagine its role as an

organisation providing universal and comprehensive social security for workers
of this country and setting exemplary standards of service delivery. ‘Chintan
Shivir' is an effort towards looking at the present functioning of the organisation,
identifying the challenges ahead and coming out with ideas for making the
organisation more relevant and vibrant, thus ensuring ease of living for its
members/pensioners and ease of doing business for the employers.

This kind of formal discussions on key aspects of EPFO's functioning where the
ministry and outside experts also participated was organised for the first time in
the history of EPFO. The entire proceedings of the Shivir was chaired by the
Hon'ble Minister for Labour and Employment.

Vision

An innovation driven social security
organisation aiming to extend
universal coverage and ensuring
Nirbadh (Seamless and
uninterrupted) service delivery to
its stakeholders through state-of-
the-art technology.

Mission

To meet the evolving needs of
comprehensive social security in a
transparent, contactless, faceless and
paperless manner.

To ensure Nirbadh services with

multi-locational and auto claim
settlement process for disaster
proofing EPFO.

To ensure ease of living for members
and pensioners, and ease of doing
business for employers by leveraging
Government of India's technology
platforms for reaching out to millions.




IDEATION FOR THE CHINTAN SHIVIR

SWOT analysis was carried out to identify the strengths, weaknesses,
opportunities and threats which would help the organisation to improve services
to the stakeholders.The outcome of Pan India discussions was the Vision
document laying the roadmap for EPFO's growth. This vision document was
placed before the 131st CBT along with the training policy as part of EPFO's
mandate under Mission Karamyogi.

These two documents became the background material for further deliberations
at the Chintan Shivir where the senior management of the organisation
participated in the ideation sessions chaired by Hon'ble minister for Labour and
Employment.

The five key topics for the discussion in the Chintan Shivir were identified after
elaborate discussions with the officers fraternity across the country. These topics
related to the pressing issues being faced by the organisation and solutions
would enable EPFO to serve members better and also bring in easy of doing

business for employers. Domain experts were also roped in for bringing it expert
opinion and to align the discussion with the global best practices.

TOPICS
1.MISSION 10 CRORE - GROWING EPFO SCOPE

2.EASE OF COMPLIANCE - SERVICE EXPANSION
3.EPFO KARMAYOGI - CAPABLE ORGANIZATION
4.SATISFIED MEMBERS - SEAMLESS SERVICES

5.PREPARING FOR FUTURE - PENSIONERS OUR PRIORITY







o ammm il .

i

- W
SHRI MANOJ ANAND, WHOLE TIME SMT. CHARRU MALHOTRA, SHR! JAYDEEP MUKHERJEE,
MEMBER (FINANCE) PFRDA PROFESSOR, IIPA, NEW DELHI PROFESSOR, MDI, GURGAON

SHRI PANKAJ BANSAL, PM'S TASK " - : < .
FORCE OF MISSION KARMYOG! & CO- SHRI V. SRINIVAS, FOUNDER & SHRI KAMLESH CHANDRA

FOUNDER AND CEO PEOPLESTRONG CEOQ ILLUMINE LABS VARSHNEY, IRS (JOINT SECRETARY)
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SHRI ASHOK KUMAR SONI,
EXECUTIVE DIRECTOR, PFRDA

SHRI B. K, GAIROLA, EX-MISSION PROF. ALAKH N. SHARMA, DIRECTOR,
DIRECTOR, E- GOVERNANCE, DEIT, INSTITUTE OF HUMAN
GOl DEVELOPMENT
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SHRI PAWAN T TAHILA, YOGA
INSTRUCTOR
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SHR| CHANDRAMOULI
CHAKRABORTY, ADDITIONAL
CENTRAL PF COMMISSIONER (HQ)
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SHRI JAGMOHAN, ADDITIONAL
CENTRAL PF COMMISSIONER (HQ)

SHRI PANKAJ RAMAN, ADDITIOMAL
CENTRAL PF COMMISSIONER

SHRI V RANGANATH, ADDITIONAL
CENTRAL PF COMMISSIONER
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SHRI ANIMESH MISHRA, ADDITIONAL
CENTRAL PF COMMISSIONER

TOPICS DISCUSSED

MISSION 10 CRORE - GROWING
EPFO  SCOPE; Increasing the
membership by using state of the art
technology.

EASE OF COMPLIANCE - SERVICE
EXPANSION; Taking EPFO from
enforcer to, enabler and motivating
self-compliance for ease of business.

EPFO KARMAYOGI - CAPABLE
ORGANIZATION;  Simplifying  HR
policies, filling vacancies, boosting
training infrastructure

SATISFIED MEMBERS - SEAMLESS
SERVICES; IT enabled grievances
registering, resolution and monitoring
tools to provide seamless services.

PREPARING FOR FUTURE =
PENSIONERS OUR PRIORITY; Creating
new pension scheme with adequate
benefits to the pensioners.

PROF. ALAKH N. SHARMA,
DIRECTOR, INSTITUTE OF HUMAN
DEVELOPMENT

SHRI KAMLESH CHANDRA
VARSHNEY, IRS (JOINT SECRETARY)

SHRI PANKAJ BANSAL, PM'S TASK
FORCE OF MISSION KARMYQGI & CO-
FOUNDER AND CEQ PEOPLESTRONG

SHRI V, SRINIVAS, FOUNDER & CEO
ILLUMINE LABS

SHRI B. K. GAIROLA, EX-MISSION
DIRECTOR, E- GOVERNANCE, DEIT,
GOl



MISSION 10 CRORE

GROWING EPFO SCOPE

TEAM LEAD BY SHRI CHANDRAMOULI CHAKRABORTY,
ADDITIONAL CENTRAL PF COMMISSIONER (HQ)




MISSION 10 CRORE

GUIDED BY EXPERT PROF. ALAKH N. SHARMA, DIRECTOR,
INSTITUTE OF HUMAN DEVELOPMENT

EXPERT SUGGESTIONS

UAN to evolve into integrated social security card

Access to EPFO payroll data be given to researchers
Coverage threshold to be reduced to 6 employees

Govt. contributions for employment strength from 6 to 9
Higher manpower for compliance functions

Motivating the businesses for self compliance

Coverage for un-organized workers to enable them to get
social security benefits from EPFO

OUTCOME OF DISCUSSION

Upgraded Central Analysis and Intelligence Unit by 2023
Setup Zonal Analysis and Intelligence Unit by 2023

Building Capacity for Use of Data Analytics Tools

Data Procurement MOUSs with third parties by 2023

Cover additional 1 crore employees every year

Special Coverage Drive in May every year

Re-engineering coverage related processes by 2023
Capacity Building Plan for Designing New Products by 2023
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EASE OF COMPLIANCE

SERVICE EXPANSION

TEAM LEAD BY SHRI JAGMOHAN, ADDITIONAL CENTRAL PF
COMMISSIONER (HQ)




EASE OF COMPLIANCE

GUIDED BY EXPERT SHRI KAMLESH CHANDRA VARSHNEY, IRS
(JOINT SECRETARY)

EXPERT SUGGESTIONS

e Adopting good practices of other Government departments

e Seamless services to its stakeholders by adopting latest
technology

e Transparent system with minimum human intervention

e Attitudinal change to increase self-compliance

e Revamping legal apparatus to enabling ease of compliance

e Deregulating and enabling software driven compliance

e Becoming facilitators of businesses

OUTCOME OF DISCUSSION

e (Creating high end compliance IT platform within 2 years

e Role change from enforcer to enabler within 2 years

e Software Driven Faceless Inspections within 1 year

e Data sharing MoU with third parties within 1 year

e Qutreach programs on regular basis

e (reating data center of feedbacks of employers and using it to
build business friendly policies

e Devising legal framework for self-compliance

e |dentifying process which need re-engineering and do it within 2
years




EPFO KARMAYOGI

CAPABLE ORGANIZATION

TEAM LEAD BY SHRI S K. AGGARWAL, ADDITIONAL CENTRAL
PF COMMISSIONER (HQ)




EPFO KARMAYOGI

GUIDED BY EXPERT SHRI PANKAJ BANSAL, PM'S TASK FORCE :._.,
OF MISSION KARMYOGI & CO-FOUNDER AND CEO
PEOPLESTRONG

EXPERT SUGGESTIONS

Developing a comprehensive online platform
Identify competency gaps & Competency building
Enable multi-mode interactions
Four stage implementation: FRAC:

o Framework for roles and Competencies,

o All contents to be put on i-GOT,

o Enrolling all stakeholders on i-GOT,

o Assessment and Competency Passbook

OUTCOME OF DISCUSSION

Task force for filling up all vacancies within six months
Consideration of feedback on Transfer Policy before next AGT
Finalise plan for ensuring presence in each District

Set up 5 Regional Training Institutes

2 Dedicated ZTls for Group B and C

Rationalised work process and norms

Model service rules to be strictly followed

IT Infrastructure to be improved and updated




SATISFIED MEMBERS

TEAM LEAD BY SHRI S K. AGGARWAL, ADDITIONAL CENTRAL
PF COMMISSIONER (HQ)

KEY POINTS PRESENTED

e |Improving Customer Satisfaction

e [earnings from Customer service interfaces of Madhya Pradesh.

e Major Causes of Customer Dissatisfaction; Claims related,
Member Modification Related, Delayed response to grievances

e The Amazon Experience — Customer Centricity

e Blinkit - Swift Services

e Efforts to reduce Grievances

FOCUS AREAS OF DISCUSSION

e |mage Building in Sync with ISSA guidelines

e |dentify and plug key sources of Grievances

e Process re-engineering to reduce redundancies of the system
and make it more efficient

e (Creating tools for taking feedback from the members so that
same can be used to build newer systems

e Reducing the element of human interventions in financial
transactions on lines with internet banking facility of banks

e Using latest security tools to provide most secure services to
members
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SATISFIED MEMBERS

GUIDED BY EXPERT SHRI V. SRINIVAS, FOUNDER & CEO
ILLUMINE LABS

EXPERT SUGGESTIONS

e Emphasis on citizen centricity

e Building Citizen’s Trust through- Increase customer
empowerment, Use technology to reduce grievances,
System-level integration, Build capability to respond
effectively, Mindset and cultural change, Creating Seva
Bhaav

OUTCOME OF DISCUSSION

e Transforming from Process Centricity to Citizen Centricity
Increased human sensitivity in customer interactions
Efficient handling of flash points

Build citizen trust in EPFO and Government at every level
Imbibing state of the art technology in grievance handling
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PREPARING FOR FUTURE

PENSIONERS OUR PRIORITY

TEAM LEAD BY SHRI K L TANEJA, ADDITIONAL CENTRAL PF
COMMISSIONER (HQ)




GUIDED BY EXPERT SHRI B. K. GAIROLA, EX-MISSION
DIRECTOR, E- GOVERNANCE, DEIT, GOI

EXPERT SUGGESTIONS

e Systematic approach required for identifying and addressing
pensioner’'s need

e Goal should be “Proactive Contactless Service”

e Proactive approach in benefit delivery

e Faceless, automated, objective & prompt service delivery

e Comprehensively IT system changes, process re-engineering

OUTCOME OF DISCUSSION

e Increased efficiency in service delivery

e Shift to centralized pension payment system (CPPS) by 2023
e Rationalization of claim settlement (RPCS) during 2023

e Modifications in EPS 95 by 2023-24

e Pension on day of retirement for 50% pensioners by 2024-25
e Attaining long term sustainability by 2025-26

e Realignment of benefits in EPS 95 by 2026-27

PENSTON
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