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                                                                Chapter 6 

                            RECOMMENDATIONS AND CONCLUSION 
 

In this chapter the author expects to analyze the factors based on the 

conceptual framework, discussed in Chapter 3 and make recommendations. 

The author used direct responses from interviews, gathered data from 

questionnaires, observations and sources of information. 
      

 
    

Figure 6.1 Complete Research Methodology 
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The questionnaires and interview templates were designed based on the 

conceptual framework presented in Chapter 3.  

 

6.1 Recommendations for Technology Factors    

 
It is important to introduce local languages for EPF claim handling IT 

enabling system. And also since 90% EPF members are Sinhalese and Tamil 

speaking people, there is a needed for all interfaces to be designed on local 

languages, to popularize the IT system among the members. 

 

The EPF claim handling staff should strictly follow Information Security 

rules. A set of Acceptable User Policy (AUP) for the EPF IT enabling 

system should be prepared and instructions should be issued, that all claim 

units staff adhere to AUP.  

 

6.1.1 Choice of Technology 

 

Technology choice has important implications, for growth and productivity 

in PF system. The use of technology is always tied to an objective. Because 

various types of technologies can be used to achieve an organization's 

objectives, the issue of choice arises. The concept of technology choice 

assumes access to information on alternative technologies and the ability to 

evaluate these, effectively. At the research it is understood that the EPF has 

selected simple use technology, for handling of EPF claims.  

 

6.1.2 Management of Technology 

 

Management of Technology is a set of management disciplines that allows 

organizations to manage their technological fundamentals to create 

competitive advantage. The EPF IT enabling system is running on the 
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Network environment. At the section 5.2.7 and section 5.3.7 the users have 

shown their satisfaction on the Management of Network environment.  

 

6.1.3 Use of Technology in Local Language 

 

All programs were running on the English language. Since the Management 

Assistants were selected from various remote villages, their English 

language literacy level was very low. It  very much affected for efficiency of 

the EPF claim handling units. The Assistant Commissioners have proposed 

an English language training course for Management Assistants. This 

problem would not arise if all computer programs prepare to run on local 

languages.   

 

6.1.4 Security and Privacy Issues 

 

At the section 5.2.6 and section 5.3.6 all Management Assistants and 

Assistant Commissioners have accepted that the EPF has introduced security 

system for EPF claim handling IT program. Although it had been introduced 

there were lots of complaints from members and the employees of the fund, 

regarding the security and privacy issues, of the EPF claim handling units. 

 

6.1.5 User Friendliness 

 

Management Assistants and Assistant Commissioners, who participated in 

the research, confirmed that the interfaces and the tailor made programs 

were user friendly. Some of them recommended further improvement of the 

interfaces. Please see sections 5.3.5 and 5.2.5. 
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6.2 Recommendations for Process Factors  

   
Data entering system should be reorganized. Identifying errors and data 

correction system in data bases should be implemented. All stake holders 

especially department procurement committee members have to be educated 

on the EPF IT enabling system.  

 

6.2.1 BPR Systems & Procedures in Systematic Way 

 

There was no evidence that the Business Process Re-engineering and 

Procedures of EPF were done in a systematic way.  Since most of the 

employees were in transferable services, no one knew how it happened and 

why it was done.  

 

6.2.2 Automation of process (To carry out complete transaction) 

 

At the interview it was revealed, those whole transactions cannot be fully 

automated, since human intervention was needed for some decision making 

parts. However the author believes that the 95% of the functions can be 

easily automated. 

 

6.2.3 Front-end Approach (without large scale changes at the back end) 

 

All EPF claim processing functions can be done at the front end. They do 

not need large scale changes at the back end. But claim processing staffs did 

not trust the data, which were stored in the data base, because there were 

lots of errors done by data entry operators. Since the data can not be fully 

trusted still large scale changes have to be done at the back end.  
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6.2.4 Avoid Bureaucratic Red-tape projects 

 

Author observed that the higher authorities have not given their full support 

for the IT enabling system since all of them were not aware of this system. 

The Department procurement committee had not taken a decision in time, 

for the tendering process of selection a firm for data entry in Central Filing 

Section.  Because of that it was observed, there were more than 200,000 

backlogs of A & H cards have to be entered into the system. It badly 

affected for the smooth functioning of the EPF refund units. 

 

6.3 Recommendations for Political Factors  

   
Political leaders those who are responsible in labour welfare in this country, 

Trade union leaders and Employer organizations should be educated on e-

EPF system.  

 

6.3.1 Strong Political Will (To avoid negative pressure, Improve sustainability) 

 

At the interview all Deputy Commissioners said that the Labour Minister 

was very keen on the EPF IT enabling system after he had done the study 

tour of Malaysian and Singapore provident funds. He has insisted to convert 

all manually handled EPF functions to be converted electronically handled 

system. And also he has already instructed Commissioner General of Labour 

to provide all member services through internet.  

 

6.3.2 Political Support (Pro-active, at all stages of the Project) 

 

It was observed that the Minister in-charge of the Labour Administration of 

the country was very much interested on the EPF IT enabling system. He 
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had said that he needed to provide more benefits to the members of the fund, 

using Information and Communication Technology. 

 

6.3.3 Political Instability Factor 

 

Even the instability political situation was prevailing the country the EPF 

had taken action to develop IT enabling systems. 

 

6.3.4 Political awareness on the e-EPF system 

 

It is noted that there was no political awareness on e-EPF. 

  

6.4 Recommendations for Organizational Factors 
  

Support Staff and Staff Officers should provide comprehensive IT training    

continuously. It is recommended to set up an IT training unit inside the EPF     

division. The hardware maintenance system should be reorganized and   

sufficient staff for continuous on-call service should be appointed. Action 

should be taken to educate internal political leaders on the EPF IT enabling 

system and the benefits of the system should be explained them. 

 

6.4.1 Suportive HR Policy 

 

The human resource management policy of the EPF division is favorable to 

the Management Assistant staff of claim handling units. But at the interview 

the Assistant Commissioners were complaining that the department was not 

appreciating their hard work. 
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6.4.2 Needs of Training for Support Staff 

 

Answering the questionnaires and at the interview, all Management 

Assistants emphasized the necessity of further IT training.  In addition to 

that, ACLs have also confirmed the requests of the MAs for training. 

 

6.4.3 Motivating of Senior Officials 

 

It was very clear that the Senior Officials did not motivate at any level. At 

the interview they always showed their dissatisfaction, in working as an in-

charge of EPF claim units. They thought transferring to EPF claim unit was 

a punishment to the officer. 

 

6.4.4 Building Political Support inside the Organization  

 

At the interview it was revealed that, since no one had taken interest to build 

up political support inside the organization, all senior officers did not 

support the present set up of the EPF claim handling system. 

 

6.4.5 Shortage of IT- trained, Professional Staff 

 

The EPF IT system was running with a big shortage of IT-trained staff. 

Especially, hardware maintaining staff was very much needed, because the 

IT literacy level of Management Assistants as well as Assistant 

Commissioners was very low. 
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6.5  Recommendations for Member Factors 
  

Stake Holders awareness campaign should be launched. IT enabling system 

should be enhanced for other areas of EPF.  For this purpose IT consultancy 

service unit must be established in the department. 

 

6.5.1 Involvement of Civil Society (Members of the Fund) 

 

Members are the main stake holders of the fund. When setting up an IT 

enabling system for EPF claim handling, members were not consulted or 

they did not get involved.  

 

6.5.2 Awareness of Stake Holders 

 

Stake holders were not aware of the IT enabling system of EPF claim 

handling units. Also they were not seen differences between manually 

handled and computer handled systems. 

 

6.5.3  Address Members’ Urgent Needs (short term cash benefits, fund      

balances   etc.) 

   

  One of the urgent needs was expediting EPF claims. Only that was 

addressed by the system. Still all other member services have not being 

computerized. The EPF authorities had not explored possibility to introduce 

short term benefit schemes to the members. 
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6.6 Recommendations for Stake Holders Factors 
  

Stake holders should be educated on the benefits that they could get from 

new development of EPF claim handling units. 

 

6.6.1 Resistance to Change (from the members, trade unions and Employers) 

  

At this research the author could not find any resistance from the members, 

trade unions and employers. But there was some resistance from the ACLs 

on IT training. 

   

6.6.2 Support from other stakeholders (Central Bank, Service Providers, and 

Vendors) 

 

 The support from Central Bank was very poor. Employers’ awareness was 

very less. There were no complaints against service providers and vendors. 

 

 

6.7 Recommendations for Resources Factors 
  

Author has noted that though there were adequate resources available, there 

was no effective resource management system in the EPF division.  

 

6.7.1 Availability of equipment (PCs, Network, Printers…) 

 

There were no complaints on availability of equipment like Personal 

Computers, Printers and other Network peripherals. Some officers requested 

the replacement of new PCs for old ones. 
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6.7.2 Availability of Funds 

 

There was no report on shortage of funds. Because of the EPF is the largest 

Social Security Fund with large amount of money in a pool, EPF authorities 

were not hesitated to release any amount of fund for further development of 

the system. Therefore the fund shortage was not prevailing. 

  

6.7.3 Infrastructure in backward areas (deceased members’ legal heirs, the 

disabled members) 

 

 There was no plan on development of infrastructure in the backward areas. 

At the interview the Deputy Commissioner who in-charge the claim units 

said the department has decided to appoint a special officer to look into this 

matter. 

  

6.8 Recommendations for Values to Members 
 

The existing IT enabling system has to be thoroughly studied by a group of 

IT and Management experts and a Win-Win solution for the EPF should be 

introduced. 

 

6.8.1 Focus on immediate benefit (make things easier, spot cash benefit) 

 

EPF claim handling IT system has focus on immediate benefit for members. 

Now the staffs of EPF claim units were very happy to work in the system. 

There are a lot of other benefit schemes. But still EPF did not think of going 

beyond the claim processing system. 
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6.8.2 Design – reality gap (too much out of reality & existing culture) 

 

At the very early stages, steps had been taken to convert all manually 

handled functions to electronically handled ones. For this purpose all 

member records had been computerized in two ways. They are data 

inputting manually by data entry operators and scanning of all member 

records (A and H forms) and stored as images in Compact Discs. 

  

6.8.3 Win-win approach (for all stakeholders, increase chances of success & 

reduce resistance) 

 

 At the inception, policy makers had not thought of the Win-Win approach. 

Without consulting all other stake holders, without considering their ideas 

and without studying the real necessities of EPF members, all manually 

handled office functions had been converted to be handled electronically. 

 

 

 6.9 Future Research 
  

 While the author was attending pilot study and literature review, it was 

observed that the member identification was a major administrative problem 

of all Provident Fund System. Future researcher can extend this research to 

propose a highly secured member identification system. 

  

 While the author was engaged in a study tour in Malaysian Provident Fund 

System and Singapore Provident Fund System in 1994, it was observed that 

all PF systems stored and securely kept huge amount of paper based 

member records for about 30 – 40 years because it was a legal requirement 

of PF. All PF systems vastly invested for maintaining record keeping 

systems and millions of dollars spent annually for these projects. This was 

another major problem facing the PF systems in the world. Future researcher 
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can study this area and propose an effective solution for record keeping 

problems of EPF in Sri Lanka. 

  

   Future researcher can explore the possibility of introducing an IT 

enabling system for other processes and procedures of EPF and make 

suggestions of Business Process Re-engineering (BPR) solution for 

other functions that are still manually handled by District Labour 

Offices on EPF enforcement. 

 

 It was observed that the information dissemination system of the EPF is 

very poor. Future researcher can explore possibility to propose 

information dissemination system for its members through Lanka 

Government Network (LGN) and using popular mobile 

Telecommunication Technology Services.  

 

6.10          Conclusion 
 

This research study mainly focused on identifying the problems of existing 

IT enabling systems of the EPF and suggests a member centric Information 

and Communication Technological solution, for whole EPF system. The 

author confined this research sample to the EPF head office of Labour 

Department and its district offices Anuradhapura, Hatton and Kurunegala, 

due to the time limited scope, of this research. After doing the literature 

review and pilot study the author was able to build a comprehensive 

conceptual model. Then, the concept of this model was empirically tested 

with the above offices. For this purpose, the author was able to prepare two 

questionnaires and two interview templates to gather data from a selected 

sample based on his own experience in the EPF office. At this stage pilot 

study results assisted the author to modify the questionnaires and interview 

templates which were aligned to the objectives of the research. 
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The Employees’ Provident Fund was established 1958 i.e. 51 years ago as a 

superannuation benefit scheme of private sector workers in Sri Lanka.  Up 

to the year 1998 all EPF services were done by the officers of the Labour 

Department manually. As instructed by the then Minister of Labour, the 

Commissioner General of Labour has appointed a committee comprising 

officers of the department of labour and the IT professor of the University of 

Moratuwa to propose a suitable IT enabling system for the EPF refund 

section of Department of Labour. The proposed system was accepted by the 

department and a private sector leading software firm accepted to design and 

develops IT enabling system to the refund section of Employees Provident 

Fund of department of Labour. As a result of that in 1998 the EPF IT 

enabling system was launched. After 10 years of IT system implementation 

experience, the Department of Labour has been struggling to cope with its 

initial expectation of providing a better service to the members of the fund. 

  

In this research the author was able to find out the various disparities and 

short comings of the IT enabling system. As an outcome of this research 

several recommendations have been proposed by the author to overcome 

them. As an important recommendation, the author feels that the 

Department of Labour needs to set up IT Advisory unit collaboration with 

the Information and Communication Technology Agency (ICTA) of Sri 

Lanka. Since ICTA has acquired four years of e-Government model 

implementation experiences which will help the Department of Labour to 

re-organize EPF Claim handling units IT system turn to  member centric 

orientation. 

 

IT Advisory unit of the Department of Labour should study well developed 

PF IT systems in the Asian Countries and propose a new system to 

overcome shortcomings of the existing system to provide on-line member 

services through Internet. 

 


