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                      Chapter 2 

           LITERATURE REVIEW 
 

Information Technology (IT) undoubtedly has been playing an increasingly 

important role in the effective and efficient management and administration in the 

Social Security Sector. Investments in IT are necessary for enhancing the delivery 

of services to the people. IT has contributed to improving productivity and 

efficiency of operational functions of government agencies. 

2.1 Common Problems of EPF Systems 

 
Most of the EPF systems in the world have been established more than 30 years 

ago. Since then the size of the membership, capacity of records and the workload 

of handling in each system is largely enhanced. PF authorities have to solve 

enormous problems that they are facing, such as record keeping, claims handling, 

tracking defaulters and fund security.  

 

2.1.1 EPF Complaints in Sri Lanka 

 

Addressing a public rally by the labour Minster Mahinda Rajapaksa (in 1994) said 

that he received a large number of complaints against the EPF delays and 

difficulties. He said that he was sorry to find that all monies collected from 

workers were used by the Government without paying much attention to the sole 

earners of this money, namely the workers and that he had received daily a large 

number of complaints from the employees in regard to delays and difficulties 

encountered by them. Their complaints were both in regard to the work at the 

Labour Department as well as, at the Central Bank [1]. 

2.1.2   EPF Complaints in Karnataka, India  

A question raised by the representative of Federation of Karnataka Chambers of 

Commerce & Industry (FKCCI) about several burning issues of Employees’ 
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Provident Fund, Karnataka, India, at the seminar organized by the Federation. At 

that meeting the regional Employees Provident Fund Commissioner Mr. N.A. 

Nair replied that, among the 65 lakh PF claims that had been cleared all over 

India, total PF claims in Karnataka were 6.86 lakhs, out of which 8-10% claims 

were rejected and 5.62 lakhs claims were settled in 2003-04.  

He also said that on an average they had been able to process 85% of the claims 

within the 30 day period. The remaining 15% of claims were delayed since there 

was a need for some additional information on employees, which was not 

properly provided to them. The actual rejection rate was only 3-4%, which might 

be due to duplication of claims, advance payment of money, or due to eligibility 

issues for pension application. Employees did not realize that they were not 

eligible for pension until they complete 10 years in service and they had not 

withdrawn the fund prematurely.  

His impression is that complaints about delays in settlement have come down 

drastically and even industry bodies like FKCCI and KASSIA acknowledge the 

fact. He also said this was not just due to computerization, but also due to the 

improved work culture among their staff, in addition to the raising of awareness 

among the beneficiaries, which had also helped them to become a customer 

centric organization [2]. 

2.1.3    EPF Issues in Malaysia  

Malaysian Provident Fund introduced the IT enabling system for their PF system 

two decades ago. Still the settling of PF claims is delayed. Basically, delay on 

withdrawal processing is due to unclear thumb prints, members' particulars not 

matching with EPF records and incomplete documents.  

Other than the membership number, I.C. number and name, the thumb print is still 

used, as one of the most important identification keys to approve withdrawal 

applications. The Board's experience shows that identification through the thumb 

print is one of the best ways, to ensure that the EPF money is paid to the rightful 
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owner. However, there are 1.2 million records of members with unclear thumb 

prints at the moment. This is largely due to the carelessness of employers at the 

time of registering their employees with the EPF. If thumb prints are not clear 

either in the application form or in the registration form, the member's particulars 

will be referred to the National Registration Department, for verification and this 

would delay the payments to the members. However, the EPF is now in the 

process of updating all these records, by corresponding with the respective 

employers and members. 

Basic members' particulars, i.e. name, date of birth, I.C number and member's 

number recorded in the withdrawal application form, must match with the EPF 

records stored in the computer.  Differences in the members' particulars will delay 

the processing of the withdrawal application. Investigation on the authenticity of 

the applicant has to be conducted and sometimes the relevant authority (e.g. 

National Registration Department) has to be consulted before any amendment is 

made.  Withdrawal processing will continue accordingly after members' 

particulars have been amended and updated. This is done particularly to avoid 

fraudulent withdrawal and for the convenience of members in their subsequent 

withdrawals.  Differences in particulars are due to subsequent amendments made 

by members on their identification card only and not on the EPF record. On the 

average, about 1,600 amendments have to be made monthly nationwide based on 

withdrawal applications. The EPF is now in the process of updating all these 

records, by corresponding with the respective members.  

This was another cause, of the delay in making payments to members promptly. 

Although guidelines to furnish the required documents are given together with the 

application forms, many applications received through the mail contain 

incomplete documentation, especially those applications received for death and 

housing withdrawals. However, applications received at the service counters are 

thoroughly checked for completeness [3]. 
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2.2 Global Practices on Introducing IT as a Solution 
 

The general understanding is that PF systems can be developed and solve 

problems related to claims settling and record keeping by introducing Information 

Technology initiatives. There are a series of efforts done by the Asian countries to 

introduce IT enabling system for Provident Funds. 

2.2.1 IT Enabling Effort of Provident Fund in India 

The Minister of State for Labour & Employment Shri Muni Lall in a written reply 

in the Indian Parliament said that over 67,500 PF claims were pending as on 

March 31, 2001. The highest numbers of over 25,700 PF claims were in 

Maharashtra, followed by 12 thousand claims in Gujarat more than 8 thousand 

claims in Tamil Nadu. The lowest number of 25 pending PF claims was reported 

from Madhya Pradesh. Shri Muni Lall said that the settlement of PF claims was 

sometimes delayed due to incomplete application form, lack of succession 

certificate, photographs etc. 

India has introduced the Computerization Program for their EPF systems to 

minimize delays in EPF withdrawals. A massive computerization programme has 

been launched in the Employees Provident Fund Organization for prompt 

settlement of PF claims. Procedures and rules have been reviewed and simplified 

for facilitating expeditious disposal of EPF claims. Public grievances machinery 

has been strengthened and fully computerized. The vigilance machinery has also 

been strengthened and activated to check and prevent malafide delays in 

settlement of PF claims. They are also being organized in the EPF offices for on 

the spot redresses of grievances of EPF subscribers [6]. 

2.2.2 Malaysian Labour Information System 

Labour Information Systems Division (LISD) is assisting the Ministry of Labour 

(MOL) in EPFO computerization for creation of a Social Security Data Bank by 

providing consultancy in systems study and suggestions for modifications of 
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existing systems for streamlining the procedures, assistance in software design & 

development. The implementation support including consultancy for solving day 

to day problems in LISD developed computerized systems and meeting general 

training needs is being provided by NIC Regional Centers, State Units and 

District Centers in co-ordination with LISD. The EPFO officers, after training are 

managing the computer operations in EDP Centers. 

LISD has developed following Computerized Systems, which are operational in 

most of Regional /Sub-Regional EDP centers of EPFO. All the Systems are using 

common master databases like Establishment/Employer Profile, members PF 

account database and code directories so that there is minimum redundancy in 

data entry [3]. 

2.2.3 Web-Based Claim Automation  

    

IT Web-Based claim automation and management reporting system has been 

introduced by Dutch Companies for insurance claim handling. 

 

European insurers had battled with inefficient claims management processes for 

years, suffering from disparate information systems used to collect client records 

and deficient data management. Delta Lloyd, a member of the international 

insurance group Aviva and one of the leading financial services providers in 

Benelux and Germany, said that they have for years used an inefficient claims 

handling process, causing high expenses, customer dissatisfaction, and heavy staff 

losses. To address this issue, the insurer has implemented an innovative Web-

based claims automation and management reporting information system, scalable 

to all its general insurance divisions. The Dutch insurer's experience holds 

important lessons for insurers across Europe that want to streamline claims 

process efficiency and improve customer satisfaction while leveraging solutions 

across different geographies [4]. 
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2.2.4 IT solutions  in the Nepal Provident Fund  Administration 

The Employees’ Provident Fund of Nepal has introduced ICT solution for 

enhancing efficiencies of Administration of their Provident Fund. Nepal Provident 

Fund believes that the effective use of Information and Communication 

Technologies (ICT) services in government administration can greatly enhance 

existing efficiencies, drive down communication costs, and increase transparency.  

Karmachari Sanchaya Kosh (KSK) or the Employees’ Provident Fund (EPF) in 

English is a Public Sector Enterprise (PSE) in Nepal that provides social security 

benefits to its member contributors on behalf of the Nepal government. In a 

country, where the bureaucratic system has been quite slow to adopt ICT and reap 

its benefits, KSK stands distinctly apart. It is often cited as an example of one of 

the few government agencies in Nepal which has succeeded in taking forward the 

computerization agenda and progress towards e-governance [5]. 

2.2.5 IT Enabling the Tanzanian Provident Fund  

 

Tanzanian Government Employees’ Provident Fund has launched a 

computerization project aimed at automating members’ records and   accounting 

functions, says its annual report on 2005/2006. It added that as a measure to 

improve service provision, during the year the Fund has launched a major 

computerization project aimed at automating members’ records and accounting 

functions. The project would be involved in the procurement of software and 

hardware and their installation and setting up of a Local Area Network (LAN). 

Other activities that would be included are staff training, data transformation and 

keying/migration.  

 

The chairperson said in her statement “During the period the Fund commissioned 

computerization of its functions including members’ records, accounting and 

payroll processes. Full computerization has been completed and resulted in 

reduced days for processing benefits claims. Data storage and update has been 
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improved and made it possible for the Fund to start issuance of members’ 

statements of accounts. The Fund has set March of every year as the month in 

which those statements of accounts will be issued. However, I take this 

opportunity to welcome members, to come forward on an individual basis and 

enquire about their contribution history, any time they require such information 

[7]. 

 

2.2.6 Philippine Social Security System 

 

Philippine Social Security System (SSS) won an award for computerization and 

eliminate corruption. The SSS has obtained an ivory goody net sincerity rating of 

+52 in the survey that polled managers of 705 companies nationwide. This 

reflected SSS has resolved to institute measures, including computerization of 

processes and periodic review of systems and procedures, to eliminate corruption 

in all aspects of its operations. SSS management also recently has created an 

Integrity Committee responsible for the drafting of a plan to clamp down on 

corruption in SSS transactions. A Code of Conduct and Ethical Standards is also 

has being finalized to serve as guidepost for SSS employees [8]. 

 

2.3   Challenges when Introducing IT for Public Administration 
 

Provident Fund institutions are working on a manual based environment for a 

very long period. Though they are facing enormous difficulties, officers who are 

dealing with PF matters are willing to work in the same environment without 

change. Hence it is very difficult to introduce Information Technology for public 

administration.  

 

2.3.1 Computerization Projects Outsourcing 

 

National Race and Padi Board (Wages Board) and the Technology Park Malaysia 

are going to out source their computerization project. The reason for this decision 
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was the main problem faced by most agencies in the public sector is the lack of 

technical staff with experience to develop, implement and maintain 

computerization projects. To overcome this problem, more agencies such as the 

National Rice and Padi Board and the Technology Park Malaysia are outsourcing 

their computerization projects to the private sector. This also involves with the 

appointment of consultants to study the requirements of the agencies as was done 

by the National Rice and Padi Board. This has led to the need for greater 

cooperation with the private sector in the development of computerization 

projects in order to upgrade the services of Government agencies to the public [8]. 

 

2.4 Lessons Learned and Experiences Gained in BPR Approaches 

 
Re-engineering can be defined as the fundamental rethinking and radical redesign 

of business processes to achieve dramatic improvements in critical, contemporary 

measures of performance, such as cost, quality, service and speed [9].  

 

According to this definition in order to re-engineer a system, it is mandatory to 

gather a substantial amount of information regarding the existing system. At the 

same time the current system design should be evaluated quantitatively and 

qualitatively.  

 

2.4.1 California Office of Naval Research  

 

The knowledge-based engineering of complex organizational processes is very 

important. This concept seems to be valuable for the process of re-engineering the 

Employees’ Provident Fund of Department of Labour which has very complex 

organizational processes. It briefly describes the process followed in researching 

and experience gained in re-engineering the activity of research grants 

management at the office of Naval Research, Arlington, California [10]. 
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It has described the results obtained through this research as well as the 

methodology followed in obtaining such results. Process architecture is used to 

represent knowledge that model the processes, products, organizational roles, 

team composition and information infrastructure. With these diagrams it is 

possible to represent different roles played by different individuals within 

organizations and it makes it easier re-engineer the organization with less 

conflicts. In any organization, you can find people who have a very high 

resistance towards changes. They prefer following the conventional process. This 

would be a major barrier in re-engineering a government organization like EPF of 

the Labour Department in Sri Lanka.  

 

2.4.2 Experience in Re-engineering WiKi Technology  

 

Reverse and re-engineering is the initial step in re-structuring an organization. 

This has the strong tradition of collecting, organizing, and unifying research 

results. How does one use re-engineering technologies to restructure a website? 

“Re-engineering Wiki” which uses Wiki technology to enable web site visitors to 

maintain and organize pages devoted to their topics of interest. It provided a basic 

introduction Wiki technology, Wiki usage and an evaluation of Wiki-based 

systems. Wiki is a simple web authoring tool. A Wiki page is edited using a plain 

text format, which can be automatically translated to format HTML [11]. 

 

The research result initially provides an analysis of the current situation. A 

questioning session was conducted in this analysis and according to the 

understanding a process similar to this can even be applied in the process of re-

engineering the Employees’ Provident Fund of Department of Labour. This helps 

to understand the existing problems in the current system.  

 

It is emphasized more on the following question “What is preventing you from 

doing a good job in public works?” Finally it is suggested the solutions for the 

problems.  
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2.4.3 Four Main Goals of Organizational Re-engineering 

 

Just as in Sri Lanka, in most of the Asian countries the government efficiency is 

considered as a major issue. There are four main goals are under organizational 

re-engineering. They are  

1.  Promoting organizational streamlining and flexibility 

2. Co-ordinating with the downsizing of the government institution, to                           

    review and adjust the division of powers and responsibilities of  

                    Government at all levels 

3. Providing uniform regulation of functions, powers, and organization of                        

Government institutions 

4.  Supervising budget and personnel by quota controlling, and    establishing  

                      an effective performance-evaluation system 

At the re-engineering of government organization, special attention should be 

paid to human resource and services re-engineering [13]. 

 

2.4.4    Experience in Re-engineering the Cadastre and Land Registration System 

 

Introducing of the IT enabling system to the EPF in Sri Lanka will be a massive 

task. The study on world experiences in such introducing for massive complex 

systems would be very beneficial.  

 

The process of re-engineering the traditional cadastre and land registration system 

is a very complex system which requires a lot of effort in re-engineering. Re-

engineering cadastre and land registration provide easy access to land, security of 

land tenure, establishment and operation of efficient land market, formalization of 

property rights, incorporating customary and informal settlement areas, 

development of land information systems (LIS), etc. While reengineering cadastre 

and land registration systems, the implementing agencies face many challenges in 



 25

the issues of organizational, legal, financial and technical elements. These 

elements require tremendous efforts and cost.  

 

            The main characteristics of a re-engineering process are identified.  

 

1. Combining several jobs into one job. 

2. Changing the process of decision making 

3. Changing the steps in the process 

4. Labouring multiple versions of the process [14].  

The first step is considered as the most basic and common feature of re-

engineered processes. In a traditional system there can be several redundant steps 

that contribute very little to the productivity. That implies that, many formerly 

distinct feature jobs or tasks can be integrated into one task. Therefore it is 

important to identify these steps that can be combined during re-engineering. 

 

In a re-engineered process the process of decision-making can be different. For 

example, in traditional organizations often the decisions are made by the higher 

level of officers. This can result in considerable waiting time without adding 

values to the processes. The same applies to an organization like EPF in Sri 

Lanka. Though it is very difficult to change this process of decision making, it 

would be more fruitful if decision making takes place horizontally and vertically 

in the hierarchy of the organizations.  

 

In a re-engineered process, work is sequenced, what needs to follow what. This 

makes the process transparent and clear to the customers. Similarly if this point is 

considered in an organization like the EPF of the Labour Department, the general 

public will be served in an orderly manner.  
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The Public Department’s, process has multiple versions. Traditional processes are 

intended to provide mass production for a mass market. All inputs are handled 

identically, so organizations could produce uniform and consistent outputs. In a 

world of diverse and changing markets, that logic is obsolete. To meet demands 

of today’s environment, we need multiple versions of the same process, each one 

tuned to the requirements of different markets, situations or inputs. But these 

processes must have the same economies of scale that result from mass 

production [14]. 

 

It is important to study similar systems in different countries. This is another 

important point. When re-engineering an EPF Department like Labour, it is very 

important to study countries which are more developed than Sri Lanka.  

 

That they imagine a future in which citizens can log onto one Internet site, and 

easily find the government services they are looking for. The citizen can use that 

site to conduct an online transaction; a future in which businesses fill out one 

Internet form for all their local, state, and federal environmental regulatory 

compliance requirements; a future in which government officials make all 

purchases and payments electronically, saving millions of dollars. The technology 

for all these applications is here today, waiting to be adopted by the federal 

government.  

 

2.4.5 Change Agency – Centric to Customer – Centric Paradigm 

 

Other important points are lack of funding flexibility, lack of competitive pressure 

forcing change, an “Agency - Centric” rather than a “Customer – Centric 

paradigm prevailing and lack of competitive pressures, forcing change.  

 

 In this transformation process at least 4 factors hinders progress. They are, 

 

1. Lack of Political Support  
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2. Lack of Funding and Flexibility 

3. Agency Centric rather than Citizen Centric 

4. Lack of competitive pressure forcing change. 

 

            Twelve (12) principles for implementing Digital Government 

 

1. Think Customer, not Government Agency 

2. Re-invent government, Do not simply automate it 

3. Set an ambitious goal 

4. Invest now, save tomorrow 

5. Focus on digital transactions between citizens and government 

6. Make government applications interoperable with commercial ones 

7. Pass on a portion of savings from electronic transactions back to citizen 

8. Promote access to information on the internet, do not restrict it 

9. Respect all rights of citizens for information privacy 

10. Online access to government should not eclipse traditional means 

11. Federal effort should complement, not duplicate private sector effort 

12. Take action now, and learn from mistakes [16]. 

In several business processes reengineering (BPR) projects in Slovenia in the last 

five years has provided an assessment of BPR's strategic impact on the quality of 

information systems (IS). The BPR concept and the use of new information 

technology (IT) the strategic relevance of reengineered processes and considers 

the impact of BPR projects on the quality of an organization's information 

systems management.  
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Management guru, Michael Hammer describes in his theory of Business Process 

Re-engineering and consideration is given to its application, to General Practice in 

Ireland. Two specific processes in general practice, laboratory tests and 

outpatients referrals, are analyzed with a view to re-engineering. [17] 

 

The strength of Business Process Re-engineering lies in its focus on process and 

key tenets include: 

 

• Several jobs are combined into one 

• Workers make decisions 

• The steps in a process are performed in a natural order 

• Processes have multiple versions 

• Work is performed where it makes the most sense 

• Checks and controls are reduced 

• Reconciliation is minimized 

• A case manager provides a single point of contact 

• Hybrid centralized/decentralized operations are prevalent  

 

2.5       Re-Engineering of EPF Systems in Regional Countries 

 
Several countries in this Asian region have made effort to re-engineer their 

Provident Fund Systems.  Among them Malaysia and Singapore are two countries 

which are introduced on-line IT enabling services for their members.  

 

2.5.1 Employees’ Provident Fund in Malaysia  

 

The Malaysian EPF (in Malay as Kumpulan Wang Simpanan Pekerja) was 

formally founded after the enactment of the Employees Provident Fund Act 1991 

(Act 452), which grants employees retirement benefits via a body that is intended 

to manage their savings. As of 31 December, 2006, a total of 11.4 million 
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members have registered to the EPF, of which 5.4 million are active and 

contributing members and 416,000 are active employers.  

The EPF has intended to help employees from both private and non-pensionable 

public sectors, save a fraction of their salary, in a lifetime banking scheme, to be 

used in an event that the employee is temporarily or no longer fit to work. The 

EPF primarily applies to retirement, but sickness, disabilities or unemployment 

are also covered. The EPF also provides a framework for employers to meet legal 

and moral obligations to their employees. 

As a retirement plan, money accumulated in an EPF savings can only be 

withdrawn when members reach the age of 50 years, during which they may 

withdraw only 30% of their EPF; members who are 55 years old or older may 

withdraw all of their EPF. When a member dies beforehand, the EPF fund is 

withdrawn in favour of a nominated individual. Withdrawals are also possible 

when a member will emigrate, becomes disabled, or requires essential medical 

treatment. Members above 55 years of age can choose not to withdraw EPF 

savings immediately and withdraw only later, and, under existing guidelines, 

employers may continue to contribute 12% of the members' salaries at their own 

discretion [18].   

            Types of Withdrawals: 

• Age 50 years withdrawals 

• Age 55 years withdrawals 

• Withdrawals to Reduce / Redeem Housing Loan 

• Incapacitation withdrawals 

• Leaving Country withdrawals 

• Health withdrawals 

• Education withdrawals 

• Pensionable Employees withdrawals and Optional Retirement  

withdrawals 
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• Members’ Saving Investment withdrawals 

• Withdrawals to Purchase a House 

• Withdrawal to Build a House 

• Withdrawal Of Savings Of More Than RM1 Million 

• Housing Loan Monthly Installment withdrawal 

• Death withdrawal 

Following are the some of the successfully introduced IT enabling Services for its 

stake holders by Malaysian EPF. 

 1.        All EPF forms could be downloaded at Internet 

All EPF forms have been changed to new format with effect from 02 January 

2007. They can be down loaded and a printout. For this purpose EPF has provided 

a download facility of version 8.0 of Adobe Reader. 

2. Members’ and Employers’ EPF accounts are available in Internet 

The followings are the facilities that are available for its members / employers 

through Internet. 

i-Akaun for Members (i- Account for Members) i-Akaun for Employers ( i- Account for 

Employers) 

• To enable members to check their Statement of 

Accounts for the current and previous years 

• To enable members to check their withdrawal status 

and view the history of past withdrawals  

• To give members the convenience of updating their 

addresses  

• To enable members to calculate the amount they are 

eligible for withdrawal from the various withdrawal schemes 

 

• To enable employers to check items such as 

dividends 

• To enable employers to access Form A, 

print and submit the completed form 

• To check employers latest transaction with   

the EPF 

• To give employers the convenience to 

supply the correct and complete information about 

their employees 
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            3.  Members’ EPF account through Mobile phone 

For this purpose EPF member gets registered as i-Akaun member in the EPF 

system. Registration facility is available in the internet. After registration the 

following information can be obtained. 

 

   (a)        Member’s current year’s EPF account statement 

                 (b)        Member’s previous year’s member statement 

 

             4.   Smart Kiosk service for members 

 

In its effort to enhance the quality of its services, the EPF has set-up Kiosks at all 

its offices nationwide to enable EPF members to use their MyKads to obtain their 

annual statement and also to register for i-Akaun. Smart Kiosk is a self service 

facility which is easy to use where members can get their account statements or 

register for i-Akaun in just 2 minutes. 

 

 
 

         Figure 2.1: Operation of CPF Kiosk in Singapore 

 

            5.   Call center service for its members  

The Malaysian EPF Call Management Centre (CMC) aims to provide a fast, 

accurate, efficient and effective quality service through telephone calls to 

customers (both employers and employees) to ensure customers’ satisfaction. 
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Operating Hours: 

Monday to Friday 7.30am to 7.30pm. Closed on Saturdays, Sundays and Public 

Holidays.  

 

               Figure 2.2: CPF Call Center in Singapore  

Malaysian government’s view on introducing IT enabling systems in public 

service: 

The government is taking a hard look at the bureaucratic red tape that imposes a 

heavy burden on the general public whenever they had to deal with the 

bureaucracy, especially where paperwork, information and document provision 

are involved. The government is working towards on overall strategy to create 

and stimulate a paperless beaucracy by reviewing, where appropriate, systems and 

work procedures, regulation and work procedures, regulation and statutory 

requirements with the objective of reducing the use of paper-based documents and 

forms when providing services to the public. At the same time a comprehensive 

and integrated IT plan will be formulated to increase the level of automation in all 

government agencies.  

The government will be investing more on the development of an IT 

infrastructure covering shared databases and communications. The government as 

a major user of IT and the custodian of national interest must therefore play a key 
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role in ensuring that its own use of IT contributes significantly to the 

enhancements of its services to its own clients. IT is seen as an infrastructure, an 

enabling technology to support national development and to improve performance 

of civil servants [18]. 

2.5.2  Central Provident Fund in Singapore  

The CPF was started on 1 July 1955. Workers had to save part of their monthly 

wages with the Board. The savings could be withdrawn when they retired. [19] 

The Central Provident Fund (CPF) says that their system was a comprehensive 

social security savings plan that has provided many working Singaporeans with a 

sense of security and confidence in their old age. The overall scope and benefits 

of the CPF encompass the following:  

•  Retirement 

• Health Care 

• Home Ownership 

• Family Protection 

• Asset Enhancement 

Working Singaporeans and their employers make monthly contributions to the 

CPF and these contributions go into three accounts:  

Ordinary Account - the savings can be used to buy a home, pay for CPF 

insurance, investment and education. 

Special Account - for old age, contingency purposes and investment in retirement-

related financial products. 

Medisave Account - the savings can be used for hospitalization expenses and 

approved medical insurance. 
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Membership (As at 31st  December 2008) 

Total Number of CPF members  3.23 million 

Total Number of Active CPF members   1.61 million 

Total Number of Active Employers 108,279 

 Introduced Information Technology Initiatives for its Members 

The Board has leveraged on information technology to enhance the customer 

service experience. Several e-initiatives have been introduced. These include the 

setting up of E-counters to help member’s self-help with simple CPF transactions, 

my cpf which provides members with knowledge and skills to make informed 

decisions at major life stages, and the Fingerprint Biometric e-counters to help 

those who have problems remembering passwords use “E”.  

Some of the successfully introduced IT enabling Services for its stake holders by 

CPF Singapore 

1. On-line withdrawal facility (http//:mycpf.cpf.gov.sg) 

For those reaching 55, may apply online to withdraw his CPF using my 

cpf Online Services - My Request service. CPF said that it was convenient and 

member’s application can be submitted anytime, anywhere. All members need 

only his CPF Account Number and SingPass (which is the password provided by 

CPF for his members online). For further details, related links have been provided 

by CPF. 

            2.   Other on-line services 

Mycpf Online Services 

• My Statement 

• Shows  member how to view his consolidated statement 
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• My Requests 

• Guides member to select the right on-line applications 

• Shows you how to fill up the online applications 

• My Messages 

• Shows member how to check for his personal messages 

• My Activities 

• Shows member how to check the status of his online applications 

• My Particulars 

• Shows member how to update his contact information 

• My Alerts 

• Shows member how to update his email alert subscription 

 AXE Stations 

CPF Services 

     Shows member how to complete the transactions 

            E –Casher 

CPF Payments 

      Shows employer how to make payments online 

 

 

 

 

 


