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1. Background & Context of the Federal Pension 
Service – Belgium  

      

1st Pillar 

Self-employed 

Civil servants Employees 

     

3rd Pillar 

2nd Pillar 
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1. Background & Context of the Federal Pension 
Service – Belgium  

Provide  

information 

Grant 

pensions 

Pay 

pensions 

Support 

government 
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1. Background & Context of the Federal Pension 
Service – Belgium  

2400 employees 

 

 2.3 million beneficiaries 

 

40 billion EUR in payments 
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2. Background of the case 

Anticipation  

Responsibilization 

 

Transparency 

Autonomy 
Simplicity 



7 

2. Background of the case 
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2. Background of the case 
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2. Background of the case 

 More and more retired persons (baby boom effect) 

 

 Less and less human resources 

    Need to automate in order to become more efficient 
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From 19 to 99 years old ! 
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    mypension.be for active workers 
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mypension.be career 
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mypension.be career 
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mypension.be career 
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Plan my pension 
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    mypension.be near retirement age 
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Asking one’s pension 
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    mypension.be for retirees 
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    mypension.be - my supplementary pension 
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3. Process/dynamics 
 

 Pensionmotor Programme 

2013-2017  Agile approach 

3 partners 

 Lead Federal Pension Service (programme management & IT development) 

 Multidisciplinary and multi-institutions team (30) 

 Steering Committee with political authority 

Philosophy: respect for everyone’s independence in the back 

office, focus on the citizen in the front-office 

Digital preaching 
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3. Process/dynamics 
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Enablers 

Digital strategy Back office 

optimization 

Synergy 

Collaboration 

Agile 
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4. Results/outcome 
 



30 

4. Results/outcome 
 

 The power of the network: launch day is a year of 

F2F contact worth! 

 95% gets a direct answer 

 97% customers satisfaction  

 A Belgian eGov reference 

 2 billions EUR saving in mailing  

 What’s next? 

- From project to product 

- Simulations and proactive career management (win-win) 
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Results 

Effectiveness:  

Improved and  

faster communication 

 

 

Efficiency: 

More with less 
 
 

 

Better tools 

Self service 

Transparency  

& awareness 
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5. Lessons learned & key recommendations 
 

 Several milestones to time the project 

 Internal and external collaboration 

 The citizen is central 

 Interaction between front and back office 

 We’ve created a brand, which helps us as much as 

citizens 
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