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Information, advisory services and Customer 
Relationship Management

Belgian case

Johan Janssens
General Manager
Public sector pension service

Reminder 1: 
Belgian pension system

2

Statutory Statutory 
pension systempension system

Supplementary Supplementary 
pension systempension system

Individual pension Individual pension 
insurance systeminsurance system

• Law regulated

• Pay-as-you-go

• Managed by public 
authorities

• Contract regulated 
(employer-financial 
organization)

• Capitalization

• Managed by 
insurance 
companies & 
pension funds

•• Contract regulated 
(individual-financial 
organization)

• Capitalization

• Managed by 
insurance 
companies

• employer contributions
• personal contributions
• state subsidies

• employer contributions
• personal contributions • premiums

• personal savings
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Private sector Public sector Self-employed sector

• Private sector workers 
and employees

• Contract civil servants

• Appointed civil servants

Actors in the 1st pillar

• Self-employed workers

National 
Pension Office

National social 
insurance institution  for 
self-employed workersPension service 

for the public 
sector (PSPS)

Reminder 2

A target of the Lisbon European Council (March 2000) added by the 
Stockholm European Council (March 2001) was the employment 
rate for older workers to reach 50% by 2010.
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GENERATION PACT
(Belgian government - October 2005) 

• the Generation Pact introduces 66 measures for 3 
targets: 

1.moving more young people into work, 
2.promoting active ageing and 
3.making the social security system stronger and more viable to get 

people back to work. 

• measure 44 :
• Simulation = on demand at each age
• Simulation = officially at age 55  (also mixed careers)
• Information of 2nd pillar pension advantages must be included
• Assumption = work till 65
• Deadline = 2010.

Easier to say than to realise!

A common mission 

1
Answer

1
Answer

3
Profes-
sional

Statutes

3
Profes-
sional

Statutes

3 
Pension
schemes

3 
Pension
schemes

Multiple & 
different 
answers
possible

Multiple & 
different 
answers
possible

Multiple 
information,
instruments 
& standards

Multiple 
information,
instruments 
& standards

1
Individual

1
Individual

1 
career

1 
career

1 
Need for 

information

1 
Need for 

information
Focus Generation PactFocus Generation Pact

Administrative
Organisation

Administrative
Organisation

A common platform
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Common ICT  & 
Data platform

Create the necessary network for data transport (e-
highways )
Technical and semantic interoperability
Secure connections
Create the necessary databases  to stock current and 
historical validated data
Unique identifier
Risk analysis and Quality control
Information security and privacy

Process and information analysis
Integrated pension calculation and simulation systems
Knowledge bases
Electronic document systems
Development in partnership
Harmonisation and simplification pension schemes
…

Integrated
applications
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One person with one career has one question with one 
answer
360° view on a  transparent data collection about the 
citizen/customer
Multiple channel access
Contact centre  
CRM
Simple not complex communication
Coaching and training
…

Customer oriented 
organisation

And ?

Multidisciplinary (business process re-engineering, change 
management, legal, ICT, information security and privacy protection, 
communication, program and project management) and multi-sectoral
approach (1st pillar, 2dn pillar)
Gradual implication of

Government
Keep a clear long term vision 
Create the necessary legal framework (rights, obligations)
Necessary budget 

Employers
Pension institutions

Transform in a client oriented organisation
Integration with other projects

Key of success = to create a win-win-win-win situation for the 
politicians, the citizen/customer , the employers, the pension 
institutions
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What is realised ?

AS IS 2010

ONSS
ONSSAPL

Private sector
Employers

electronic
declaration

CBSS

Public sector
Employers

Paper
file
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To Be 2011: Quarterly declaration
salary & working time

ONSS
ONSSAPL

Private sector
Employers

one electronic
declaration

CBSS

Public sector
Employers

CBSS

one electronic
declaration

Belgian association of 

pension institutions

• Private sector 
workers and 
employees

• Contract civil 
servants

Appointed civil 
servants

Self-employed  
workers

Private & public 
sector
employers 1st pillar1st pillar 2nd 

pillar
2nd 

pillar

Mixed career
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Contact center

CBSS

one electronic
declaration

Belgian association of 

pension institutions

Private & public 
sector

employers 1st pillar1st pillar 2nd 
pillar
2nd 

pillar

1st pillar 
pension 

simulator
on the internet

PensionPoints
for face to face 

information
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Thank you for your attention


