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Overview ¥EEiR

Customer-centric social security — What does it involve ? IXE R AR LR SRES K HfLEE?
« Personalized interfaces facilitating user interaction. F{ER PR ERNMEL R E

« Advanced features, such as: automation, integrating multiple functions, and intelligent tools.

DFTHUSHE, flan: Boift. ZTREERMEELER

Innovations — Latest developments: SlEHi—SLRE:

- Integrated environments with intelligent tools % g & B FF & I E
- Automation features. HENLAFE

« Customer-based design & development. £F & FHE T4
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Integrated environments with intelligent tools & &£ LM E

Secured my-social-security systems based on digital identity enabling multiple functions:

“BRIHSERE"RERGURF SR AEM, FSHIEET—M:
 Managing personal data. EIE A HiE
 Managing contributions payment and benefits application. BIB44 2% % TR BEHIE

Intelligent chatbots. & 8EWIXHZZA
- Goal of chat-based intelligent assistants: Z &I XN FaIBE#5:
Respond to users inquires on specific topics in an autonomous way simulating a human behaviour.

BRAEITA, BsRERPX T E M.
Available 7/24 and adaptation to users’ preferences. £ X{&fELk, EN AP RLF.
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Integrated environments with intelligent tools E8EEMHF LI IE

- Implementation based on Artificial Intelligence (Al). It involves: &£F AT &R (Al) BISSHE, EE.
Training an Al system by using knowledge related to the contents of the responses.

FEARSEERSHEEXMIIRNEANLEERS.
= Quantity and quality of data is critical! ZIEHHEFREEXLETE!

- Experiences in many countries: Argentina, Austria, Belgium, Brazil, Estonia, Finland, France, Malaysia,

Saudi Arabia, Uruguay.
ZEZW: FRE, BEF, LR, B, vk, F=, EFE, SRAL, PHERAR, ShiE.
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Automation Bzt

Main objectives: EZEB#r
« Enhancing the end-to-end efficiency of customer services.

REE P IRF B imE im &
Areas of automation: B4t M Ffmis

* Front-end functionalities, such as chatbots, assistants, voice recognition, etc.

AIimINRE, BIARBIRAEEA . BIXREIFE. 1IBZIHAF

» Back-end processes, such as eligibility controls, benefit adjudication, payment, etc.

EimiLIB, GlanEgichEl. FBRE. FEXITEF.

Approaches and technology: FZEMBAR
- Intelligent processes based on Al. ZFAIRE EALIE
« Automated processes based on Robotic Process Automation (RPA):

ETHSEARZB SN BLALIE
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>  Automation BzhfL

Challenges: #kkk

» Ensuring the correctness of the automated processing and adequacy of the outcome for the

customers. iR BBV ERMERNAZT PIRREERHA SN

« Clarifying the accountability of outputs. BR#faf=H H{E

« Limited explainability of Al algorithms and highly dependent on data quality for algorithm training.
AIFENRRENBIR, BrERHEAIT)INEIERE

Experiences in some countries: §345r EZRAEZLE

« Austria, Canada, Malaysia, Spain.

BiF, MEX, DRAEL, A
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Customer-based design and development EF & FRYi&iTF0

Main objectives: EEB#¥r

« Involving customers in solution design and development. & F& 552N F 4%
- Design thinking approaches. &1t E4 /5%

 Focus groups. /)MNAIFIR

Complexity: &
- Involving diverse and non-professional participants. BiF&LEFZUMESEAR
* Applying new design and implementation methodologies, which need skilled staft.

RKAFENLIT ML ARTERARSRT

Experiences: £&5&

« Canada: Acceleration Hub at the Employment and Social Development Canada (ESDC).

MEKX: MEXFLFHESLRE (ESDC) fERHF L
« Spain: Importass portal at the Social Security Treasury (TGSS).
FIESF: AMFHSERESE (TGSS) #iJ/ (Importass)
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Related issues and challenges %@ RE k&L

Digital inclusion — Are users able to access and effectively use digital channels ?

HFrEF—RAFPESRKEHBUERSFRE?
Cybersecurity and protecting customers’ data. f4&Z= £ B PHIEFRIA
Addressing new types of error and fraud. BRRFTEISEIRFIEIE

Developing institutional digital capacity dealing with a fast technology evolution.

ZRAAHTRES, NXITHEARRERL.

Advancing social justice, promoting decent work

» ilo.org



24K, International 10
(oY Gom
"2/ Organization

TN

Conclusions %

Worldwide development of digital solutions for customer-centric social security.
UERAFUONHSFAERFUASRELICEEANLZ R
« Enable to improve the efficiency and quality of social security services.
RE BT L R IRBEAR S HVIER MR E .
« Complementary with presence-based and multichannel services.

SET IR Z RIEHR S5 HEEEHEN.

Innovations on increasingly integrated, intelligent and automated customer-centric systems.

UEFRATOHERESE B S IR GBI, FTERIH.

New approaches also involve challenges — Institutions must strengthen their digital and innovation
capacity.

A EHEIERE, SHALIMERFEEDFBIFRER.
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