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Distinguished CISS members,

Ladies and Gentlemen:

Social security institutions face a series of challenges which are derived not only from financial limitations, but also from the growing needs of the population to which they offer their services; this population is currently recognized as being better informed and more demanding.

Motivated by this scenario, these institutions have started implementing strategies that allow them to respond to their affiliate’s expectations in an efficient way and with a high quality margin.

Carrying out this transformation has implied reforming the mission and vision of social security institutions, contributing to the establishment of new specific administrative processes which make it necessary, now more than ever, to consider legal frameworks, to reduce administration costs, affiliate demand for a faster, more efficient, more reliable, quality service, as well as to profit from advantages offered by new technologies.

Within this context and with the desire to join this new administrative restructuring flow, the Instituto de Seguridad y Servicios Sociales de los Trabajadores del Estado (ISSSTE), where I have the honor to collaborate in, is carrying out significant strategic changes whose objectives I take the liberty to enumerate.

Improving health levels with quality and a with respectful attitude, contributing to the integral development of families through social security benefits and services and promoting schemes that give access to housing constitute important actions to ISSSTE’s task.

Starting from that framework, ISSSTE adopts the values and principles of justice, autonomy and joint social responsibility that are to guide the sector as a whole.

In this sense,  ISSSTE’s program is oriented towards affiliates; it is also congruent with priorities related to health and welfare.

According to the previous premises and considerations, ISSSTE’s Program is enrolled in a long term vision that considers desirable attributes and characteristics in affiliates, taking the year 2025 as its horizon. In this sense, such a vision consists in visualizing:

An affiliation with services according to their needs and expectations, standardized under codes of quality and warmth agreed upon with the institution that allow for the generation of values and practices for the sustained improvement in welfare and quality of life, in economic, health, housing, education and updating areas; and with a diversification of activities regarding sports, culture and recreation.

Based on the values and principles that define institutional labor and with the perspective of contributing to the human and social development of the National Development Plan, as well as to the integral and universal coverage of health services, ISSSSTE’s mission is oriented towards:

Contributing to the improvement in the levels of integral welfare of workers of the State, pensioners and affiliate families by means of timely and efficient granting of medical services, economic, social and cultural benefits, stores and drugstores and tourist services.

Because of this, evolution of the institutional mission will be subject to economic, geographic and accessibility conditions, for the Institution to expand its coverage, enhance equipment, infrastructure and, in general, its capabilities; all this starting with the schemes that are to be designed and start operating to carry out payment settlements among institutions in the sector. The consolidation of these guidelines will be the base to make health insurance for the whole population a reality, and with it, service universality.

As a result of the present situation of the funds where the 21 benefits and insurance supplied by the Institute rest, as well as the condition of management of the administrative apparatus, the current administration has established the following general policy guidelines:

· Guarantee quality medical and health services, available to all affiliates.

· Strengthen the Institute’s finances to ensure its viability and guarantee the entirety of economic, social and cultural benefits.

· Develop a public administration based on transparency and fight against corruption.

· Achieve an efficient administration centered on rational utilization of resources, saving and generation of additional income

· Accomplish management of administrative innovation and technological change

Within the framework of the policies mentioned, and in order to fulfill its responsibility in reaching the national goals for social and human development, growth with quality and order and respect, the Program of the Institute is based on the following strategies:

Strategy 1. Improve coverage and quality of health services according to the needs of affiliates.

Strategy 2. Guarantee timely and quality payment of pension insurance and other related economic benefits through the updating of management, financing and payment schemes, and encouragement of labor risk and sickness prevention culture.

Strategy 3. Contribute to the human development of the affiliation by providing a broad range of social, cultural, recreation and sports services.

Strategy 4. Increase credits for housing, granting them equitably in a transparent way, ensure their timely recuperation and maintain the real value of worker contributions for a dignified retirement.

Strategy 5. Contribute so that income of affiliates and from the  general public can have a higher purchasing power.

Strategy 6. Contribute to family recreation and life sharing, offering affiliates tourist services at preferred prices, with a healthy financial operation.

Strategy 7. Carry out an organizational reform in the Institute to improve expediency in granting benefits.

Strategy 8. Increase affiliate satisfaction level granting them timely institutional services of improved quality.

Every strategy mentioned before is relevant and important; however, on this occasion I will refer only to the one related to one of the frame themes in this Technical Meeting and it refers to the organizational reform to improve expediency in granting benefits.

Fourteen lines of action have been established in this strategy.

Line of action 1

Establishing and operating efficient mechanisms regarding planning, evaluation, statistics and accounting record systems that allow for the optimization in the assignment of resources to grant services and benefits to affiliates.

The Institute’s operation requires a modern administration that completely and swiftly informs about the availability and application of resources in the granting of services and benefits offered to affiliates as required by Law, as well as identifying future needs. To achieve this, it is necessary to establish efficient mechanisms regarding income, programming, budget, assessment and control, supported by statistical information systems and reliable, complete and timely financial records for adequate decision taking.

This requires:

· To optimize the development of actuarial and demographic studies to achieve financial balance and that of the institutional infrastructure based on the projection of future needs.

· To coordinate the exercise of the Institute’s budget based on priorities set by this Program and in the enforcement of the regulating framework and specific guidelines established by SHCP.

· To strengthen control of financial resources as well as records through the updating and modification of the Institute’s accounting system according to the new requirements in government administration which demand transparency, account rendering and the honest utilization of resources.

· To strengthen the institutional accounting system through policy optimization and account simplification within the legislative framework it is governed by.

· To consolidate an efficient system for the assessment of institutional management for an adequate performance.

· To modernize Institutional Systems for Financial Information and Statistics to make training, processing and the generation of reports regarding economic income and outcome, as well as productivity of services offered, more efficient.

In order to achieve this, a coordinated effort among the different central and decentralized units of the Institute, which are to participate actively and jointly in the development of programs, services and benefits, is necessary, as well as timely and integral compliance with the financial information system.

It is worth mentioning that 3 projects will be developed to accomplish this line of action; these are:

· “Modernization of the Financial Information System”, which consists in having central and delegation areas, general decentralized hospitals and working centers efficiently exercise and register resources to achieve their duties.

·  “Updating of the budget regulating framework”, which intends to guarantee that the exercising of resources is made according to existing standards.

· “ISSSTE’s Strategic Planning System”, with the intention of achieving stability and leadership of the Institution in its area of influence

It is foreseen that an 85% modernization of the financial systems operating in the Institute will be achieved at the end of the present administration.

Line of action 2

Strengthen the congruence of administration programmed expenditure.

To be able to grant services with the quality and timeliness required by ISSSTE affiliation, it is necessary to rely on an efficient collection program guaranteeing the Institute’s income since insurances, services and benefits offered are financed with the gathering of resources resulting from employer contributions, as well as with fees and debts withheld from workers in businesses and organizations incorporated to the compulsory scheme of the Law of ISSSTE.

Actions oriented towards collection and towards guaranteeing collection of this income as well as to ensure the permanent updating of records of budget exercise in the Financial Information System, will be taken;

Generate reports and coordinate their dissemination; also, reinforcing the criteria of equity and transparency in establishing the expenditure ceiling for the different administrative units and decentralized organizations of the Institute.

Resources spent on administration activities must be equal, or, should the case be, less than the expenditure ranges authorized in the Expenditure Budget, in such a way as to preferably link the budget exercise to the granting of essential services and increase its efficiency in regulation and support actions.

The actions to be taken are the following:

· More joint responsibility in exercising public resources within areas that execute and administer expenditure.

· Diminish expenses in items related to measures regarding austerity, rationalization and budget discipline.

· Verify that central and decentralized areas efficiently apply the content of the Standard Manual.

To comply with this line of action, the following two projects will be developed:

·  “Control of the budget exercise”, in order to achieve greater joint responsibility in the handling of resources.

·  “Definition of budget ceiling in Institutional Activity 701: Administer Human, Material and Financial Resources”, with the purpose of favoring increased productivity of expenditure in administration activities and those oriented towards granting essential services.

The reduction of 4.9 percentage points in administrative expenses is programmed for the conclusion of the present administration since, from the current 12.9%, we strive to achieve 8% for the year 2006.

Line of action 3

The strengthening of the integral system to allow for the assessment of achievements and institutional administration.

To confirm this line of action, we foresee the development of a tool allowing us to monitor and supervise the behavior of commitments and resources in the Institute as well as to obtain knowledge regarding the efficiency level to identify and correct unbalances generated by internal and external factors that have an impact in granting the services.

The design of this system contemplates establishing indicators that, through a dynamic information application offering swift response, record and allow for the processing and analysis of the information that flows throughout the Institute with the purpose of measuring the impact of improvement actions implemented.

For the accomplishment of this action, the project denominated “Institutional Indicator System” will be executed; its main benefit will be obtaining transparent information regarding the Institute’s behavior and performance, as well as availability of data to be utilized by those sectors requiring it.

Line of action 4

To modernize the processes where the 21 insurances, benefits and services compulsorily granted by the Institute rest, including actions regarding innovation, profitability, quality and technology in information.

At present, society demands public institutions complete coverage of user rights through the offering of better, more efficient, timely services, and with greater a transparency in resources used. To fulfill these conditions at ISSSTE depends, on one part, on the innovation of practices in its governing bodies and, on the other, on the examination and modernization of working processes, activity that will be oriented under the principle of offering tangible things to affiliates.

The latter is supported by: 

· Simplification of procedures and requirements for granting services, benefits and insurance.

· Adequate service hours based on actual characteristics of the service supplied.

· Complying in time and form to service standards with the purpose of satisfying their needs.

· Sufficient information and guidance to make procedures swifter.

· Equity in service and warm disposition.

It is important to point out that process modernization will generate internal benefits for the Institution, such as response time optimization, cost reduction, updated operation information, service personnel training and updating, efficient operating controls and indicators, supervision and evaluation, reliability in assessments, as well as a more adequate administration of resources, among others.

The latter will be carried out under the following directions:

· Embrace new approaches and paradigms for the functioning and development of the Institution.

· Innovation of working processes and methods through the introduction of technology.

· Deregulation and transformation of processes.

· Promote changes in personnel attitude and capability, adhering to behavior codes, as well as the incorporation of policies and systems to improve quality.

For ISSSTE, this represents one of its priorities due to persisting delays in different strategic areas dedicated to the offering of services.

This line of action will be carried out through two projects. The first, named “Modernization of Institutional Administrative Processes”, has the following components, detailed in the following actions:

· Innovation of practices in governing bodies.

Definition of the Institute’s long and medium term visions as well as policies and standards; execution of plans and programs to gradually accomplish them; and  a rigorous follow up of agreements and decisions taken are generic functions which, according to the Law, are appointed to its different government bodies. Faced with necessary modernization, those bodies cannot and should not be left out but be at the vanguard, leading and guiding that effort to make sure change has sense and direction.

For this, they shall have to rely on the different national and international experiences regarding corporate practices and upper management, placing emphasis on the Institution’s financial decisions and on its strategic planning and assessment processes; make use of mechanisms that allow for increasing the participation of officials, particularly in sessions in which strategic matters in the Institution are analyzed; foresee and ensure places to include outside experts in different institutional themes, as well as other social actors linked to the Institution’s duties, in meetings of the Board of Directors, and rely on information technology advances, such as the WEB Page and the Electronic Notebook, to improve agreement and decision taking.

· Modernización and process reengineering.

Transformation of the administration of institutional processes implies an integral and gradual modernization in such a way that you can be certain that information obtained, related to results and advances, is sufficient and adequate to make the right decisions, which will show in:

· The way things are done.

· Instruments and equipment utilized.

· Personnel attitude and responsibility enhancement.

· Simplification of structures in the organization.

On the other hand, the reengineering of processes will be made according to priorities established by strategic planning with the intention of gradually building an Institution that is entirely headed towards the accomplishment of its mission and identified with its vision.

The method for the development of the reengineering process will be prepared by the different administration areas and levels involved, who will determine how to assume it, implement and operate it, having an inclusive and participative methodology as support.

Specific work activities and projects will consider innovation, planned change, risk assessment and the inclusion of quality policy development information systems as part of modernization and continuous improvement.

Development for the application of these measures will be founded on the combined action of institutional areas and on activities that particularly fall within the field of competence of each one of them by means of work teams dedicated to perform the necessary activities to carry out the reengineering process and make sure it is completed.

We expect to reach an 85% advancement level, equivalent to 45 modified processes, for the year 2006.

· Research for“better practices”.

As part of the continuous improvement in the institutional environment, comparative “benchmarking” studies will be performed with institutions with similar national and international activities, to identify better practices, we will have performance and impact reference parameters regarding services rendered and set competitive measuring indicators in order to include new ideas on success factors.

· Modernization of organic structures.

The best international practices and tendencies are oriented towards a clear function differentiation identifying responsibilities and encouraging a technical specialization; thus, most of the social security institutions have been introducing organization models calling for the separation of financial and fund management functions from those corresponding to providing services.

ISSSTE shall have to study the advantages and risks offered by these models, comparing them to the characteristics and present state of the Institution in order to embrace the structure that better responds to the needs for modernization, rationalization and improved differentiation in responsibilities and specializations of its personnel.

At the same time, the repercussions that will come as a consequence of reviewing the processes and of the reengineering activity will have an effect in the normal functioning of the areas and organization structures; therefore, it has been envisioned to take action in two basic angles:
· Permanent analysis and adjustment of functions and structures in the organization will be carried out at the same time the reengineering actions are taking place in order to make changes in the improved processes compatible with the current organization.

· As part of this process, authorizations, functions and organization will have to be updated, resulting in the updating and elaboration of organization and administrative process manuals which, as stated further on, are basic factors for building quality systems.

· Deregulation.

Another aspect involved within the framework of modernization of processes is the one related to deregulation which has an effect on the Institution’s operations since excess regulations or their preponderance in the execution of activities on many occasions discourage taking alternatives that may benefit administration of the Institution and improve service offering.

For such reasons, the Institute will periodically encourage the review and updating of regulations, either internal or external, focusing on making it easier to achieve results and simplifying the administration of services.

This matter will in turn be closely associated to the implementation of those changes generated by the reengineering of processes, the certification of processes or the embracing of innovative operation and management models.

The second project refers to the “Certificate of Quality for Institutional Processes”. During the term of this administration, the Institution intends to capitalize on the concept of total quality directing its efforts towards a “public administration management” that offers citizens the benefit of providing information in a reliable and credible manner, guaranteeing satisfying their needs and at an international level, to increase the quality of life of the human factor and productivity in the utilization of resources.

Another one of the Institute’s challenges will be the one relating to the certification of processes under a quality administration system based on the ISO-9000 standard, whose present approach is mainly processes, which is in line with the integral modernization that is being developed.

The certification will provide strength and soundness to consolidate the processes, services, procedures, information systems, data, access to management information, programming, budget and administration in general, as well as the dissemination of results and commitment to goals established, among others, for the benefit of the citizenship.

The certification based on the ISO-9000 standard will have an effect among the different management levels that comprise central areas, delegations and operating units.

The main actions to be carried out by the Institution are:

· Identification, selection and prioritization of redesigned strategic processes.

· Assessment of the process in relation to requirements in the ISO-90000 standard.

· Creation of the Institutional Quality Committee and its correspondents in different management levels.

· Sensitivity and training in the ISO-9000 standard (labor responsibilities, compliance with minimum quality institutional guidelines).

· Elaboration of the quality manual and applicable quality administration system procedures.

· Training of quality internal auditors.

· Selection of certifying organization.

· Certification process.

The current administration will promote the parallel implementation of certification projects for first level medical and hospital units as well as a system for environmental management.

It is foreseen to achieve 85% advancement in priority processes certified for the year 2006.

Line of action 5

Strengthen the decentralized operation scheme of ISSSTE’s state and regional delegations.

Integral modernization of the Institute in the next six years will require the strengthening and adaptation of its organization and functioning to the dynamics of the growing demand for social security in its affiliate population. This means among other things, the identification of mechanisms that allow for the improvement of structures and service delivery schemes in every one of the Institute’s delegations.

It is a priority duty to increasingly bring insurances, benefits and services nearer to the affiliate population, as well as to deliver them in time, through the decentralization of powers and priority processes towards state and regional delegations so as to increase their timeliness and resolution capability.

Decentralization actions play a fundamental role in the modernization process, they will allow for improvement in planning, local administration and delegation supervision as well as for the efficient application of the available budget.

The strengthening of the decentralized operation scheme will be carried out through the development of three priority projects called: 1) “Power decentralization”, 2) “Updating and simplification of the delegation regulation framework” y 3) “Inter-institutional exchange of successful experiences”.

1) Power decentralization

This project will be carried out by means of a model providing for the gradual transfer of powers and responsibilities for exercising resources, from the central delegation area, and from here to the working centers, supported and controlled through of information systems and innovative administration mechanisms.

Managerial systems capable of performing their main duties with more timeliness, efficiency and efficacy will be formed in each one of the levels in the organization of the delegation

The decentralization process will extend and increase the resolution capability of medical units and of those units responsible for dealing directly with users and affiliates. A relevant feature will be the direct exercising of budget items by the 35 delegations of the Institute in the country, besides encouraging actions for the improvement in the quality of services and benefits that the Institute grants its affiliates as well as to consolidate finance autonomy.

Decentralization of 25 basic and administration processes towards state and regional delegations has been considered; thus, the following actions will be taken.

· Study of functional situation of delegations.

· Determine powers and functions of delegations that will be strengthened to improve the granting of services.

· Definition of obligations and resolving decisions that will be reinforced in operations depending on the delegation.

· Coordination of projects related to delegations.

· Increasing responsibilities and resolving capabilities of operation areas.

The goal for the year 2006 will be to decentralize 25 processes along with their corresponding powers and resources, thus reaching 80% in the decentralization of delegations in the Institute.

1) Updating and simplifying the delegation regulation framework.

An administrative principle of functionality is to provide clear rules in what and how to accomplish a task. In this sense, decentralization of powers and processes requires the legal and regulatory framework that makes it possible for delegations to develop their functions clearly, timely, fairly, easily and quickly reflecting direct benefits to the affiliate, so through the project called “Updating and simplification of the delegation regulation framework”, regulations, procedures and organization manuals reflecting the new decentralized operation will be documented and spread to the working centers.

2) The exchange of successful experiences.

At the same time these actions are being taken, the project called “ Inter-institutional Exchange of Successful Experiences” will be developed; it strives to apply successful and innovative experiences carried out by other institutions with services similar to those of the  Institute in order to increase the capability of affiliate service.

It is worth mentioning that participation from delegations in the Institute in the planning, as well as in the execution of this process, will be of complete relevance.

Line of action 6

To promote the updating and spreading of regulations regarding the Institute, as well as taking care of and following up on legal and administrative matters and the consolidation of real estate assets.

The actualization of the institutional regulatory framework and the simplification of regulations are an imperious need for ISSSTE’s transformation. The definition of the reach of benefits and their beneficiary subjects; clarity in the rights and obligations of executives and workers and the establishment of the necessary legal conditions in the relationship with the union organization are necessary elements to reach innovation and improvement in ISSSTE’s activities.

On its part, enforcement of the legal framework and the defense of institutional interests before jurisdictional administrative authorities as well as the revision and control of contracts made by ISSSTE, and the updating of agreements for the incorporation of bodies and organizations to the compulsory scheme of the Law of ISSSTE, are conditions of possibility for all institutional life. Also of particular importance among institutional legal processes are the consolidation and regularization of real estate assets and services of execution by deed offered to affiliates.

The legal reform, the simplification of standards and regulations and the timely and transparent enforcement of standards as well as the careful performance of consensual acts represent one of the central challenges for institutional change and for giving good service to affiliates and to society.

To carry out this line of action, the following activities will be performed:

· Elaborate project proposals for reforms to the Law of ISSSTE; as well as to its organic statutes, its organization and procedure manuals and to its regulations.

· Update and automate the regulatory instruments of the governing bodies, central administration units and units decentralized from the Institute.

· Disseminate standards and train personnel regarding regulation enforcement.

· Carry out activities related to the procedure of voluntary incorporation to the scheme of the Law of ISSSTE and to the acknowledgment of years worked.

· Analyze and adjudge agreements and contracts promoted by the governing bodies, central and decentralized administrative units of the Institute.

· In compliance with actions regarding the Fight Against Corruption, actions directed towards the applicable collection of guarantees exhibited by bidders, suppliers, service suppliers and contractors for not fulfilling their obligations.

· Provide pensioners with legal advice regarding testaments.

· Regularization of properties owned by the Institute, in coordination with delegation legal units and with different organizations and bodies in the Federal, State and Municipal Public Administration

· Promote and support the execution of deeds to apartments and commercial premises in the Institute’s housing units giving advice to workers and affiliates.

Projects

The projects in this line of action are:

· “Updating of ISSSTE regulation”

· “Control of ISSSTE’s agreements and contracts”

· “Control of ISSSTE’s administrative and jurisdictional processes”

· Regularization of real estate assets”

Updating of ISSSTE’s regulations

The institutional legal framework, depending on the Law of ISSSTE, is made up by the Organic Statute, Procedure and organization Manuals, Regulations, Agreements issued by the Board of Directors and communications which must, besides being congruent among them, favor the operation of services and the good performance of executives and workers.

Faced with the challenges ISSSTE’s transformation implies, regulations much change through an adequate modification of contents according to the new challenges, the simplification of standards and procedures and, this should have an important place, the dissemination and training for the acceptance and compliance with the new standards.

Goals:

· In the year 2002, the review of contents of existing regulation will have been concluded

· In the year 2002, the consultation process with central, delegation and regional areas for the modification of contents will be started.

· In the year 2003 processes for reforms to existing regulations will be carried out and they will be submitted to the Board of Directors for consideration.

· In the year 2003, processes for the dissemination and training for the enforcement of the legal framework will be started.

· In the year 2006, the complete examination of the regulatory framework will have been concluded and we will have a system for the consultation and permanent evaluation for the updating of this framework.

Control of ISSSTE’s agreements and contracts

ISSSSTE’s operation requires a multiplicity of consensual acts. Contracts rule the utilization and acquisition of material resources and the granting of some insurances and services; they also make this operation easier and, if such should be the case, guarantee it. Agreements favor institutional functions by getting ISSSTE closer to resources from other organizations.

Agreements reached by ISSSTE with public bodies and organizations to incorporate workers and their families to institutional benefits are of great importance to affiliates and to institutional finances.

Transparency and timeliness in the signing and execution of contracts and agreements, and in particular the clear definition of the obligations of public organizations and bodies towards their workers and family, are a necessary requirement for good institutional performance and for the confidence of affiliates.

Goals:

· In 2002, make sure that 100% of consensual legal actions have been examined to guarantee their certainty and legal validity.

· En 2006, make sure that 100% of agreements of incorporation to the scheme of the Law of ISSSTE contain the same application conditions.

Control of ISSSTE’s administrative and jurisdictional processes

Defending institutional interests before administrative and jurisdictional authorities supports financial balance and validates institutional decisions; besides, it allows for credit recovery, taking care of ISSSTE’s assets and fair payment of fiscal credits.

Good performance in legal processes and procedures gives confidence to workers and affiliates regarding the accomplishment of their obligations and increases their responsibility towards the Institution.

It is therefore necessary to reduce the delays in trials and controversies in which ISSSTE participates and to have the best means and qualified personnel available so as to ensure the defense of the Institute’s legal interest.

Goals:

· For the year 2002, we aim to diminish the delay in suits taking place to 30%.

· For the year 2002,  tributary procedures will have been established in order to avoid unfounded payments

· For the year 2003, 70% of civil suits will have been resolved.

· For the year 2006, labor suits will have been reduced by 80%.

Regularization of Real Estate Assets

ISSSTE owns more than 250 properties that require the execution of deeds and the corresponding documents to ensure property and, should the case be, the possibility of disposing of them. Faced with this, permanent actions for the regularization of the legal situation of the institutional real estate assets are being taken.

Goals:

· For the year 2002, the legal situation of 50 properties will have been regularized. 

· For the year 2006, it is estimated that all of ISSSTE’s properties will have been regularized.

Line of action 7

Strengthen the presence of the Institution internationally.

Health and security systems have, among their great challenges, those referring to the transformation of their legal frameworks; their financial viability and the development of innovations to ensure quality services for workers and pensioners.

International health and social security organizations, as well as the national systems, have resources and experiences. Participating with them benefits ISSSTE by counting with more reliable performance criteria and offers knowledge of their problems and successes.

Encouraging studies about health and social security matters, the exchange of personnel and experiences, obtaining resources and financing, and the shared realization of innovation processes are, among others, behavior patterns benefited by the linking of international organizations and national health and security systems.

In order to accomplish the objectives expressed, the following actions will be taken:

· Subscribe instruments of international cooperation agreed upon with institutions and organizations, in accordance with the policies for institutional improvement and excellence.

· Urge the Institute’s participation in international events regarding Social Security, which contributes to the accomplishment of its general policy lines and of strategic goals established.

· Organize the meetings agreed upon by the Institute with international Social Security organizations such as the Inter-American Conference for Social Security (CISS), the International Association for Social Security (AISS) and the Ibero-American Organization for Social Security (OISS).

· Promote obtaining resources and specialized equipment for the Institute’s core activities through negotiations with international organizations for development financing.

· Obtain and promote scholarships for studies and participations in events abroad, in accordance to the institutional programs for scientific research, for the personal development of medical, technical and support personnel.

· Support the application of international experiences, spreading and putting into operation, with the areas in the Institute, the knowledge acquired in forums, conferences and exchanges, as well as new social security mechanisms.

Projects

This line of action is made up by the following projects:

· “Subscription and Review of International Agreements”

· “Participation in International Forums”

· “Shared Studies and Personnel Exchange”

Subscription and Review of International Agreements

ISSSTE has signed 37 agreements with international organizations and national security systems. It is necessary to increase the number of organizations and countries with whom agreements are made in order to insure, in particular, close collaboration with countries in Latin America. –The review of agreements is an activity designed to transform them into efficient frameworks to carry out actions.

The evaluation of agreements signed and being open to new relationship possibilities are important actions to ensure their efficacy and coverage.

Goals:

En 2002, evaluation of all the agreements will be finished and programmed actions for their operation will be established in the review process

En 2002, agreements with every country in Latin America will be reviewed or signed.

Participation in International Forums

International forums are an important opportunity to present and learn about experiences such as the initiation of processes leading to agreements and knowledge of problems, innovations and criteria referring to health and social security. The impact of ISSSTE’s presence in international forums should result in institutional personnel knowing, and if the case should be, applying what was obtained in these forums.

Therefore, selecting and preparing for forums ISSSTE is to attend and immediately spreading the information obtained, as well as performing activities replicating what was learned and performed in the forums, is extremely important.

Goals:

In the year 2002, to attend the half-yearly meeting of the American Legal Social Commission and the fulfillment, in Mexico, of a forum on the legal frameworks in social security. 

In the year 2002, design and dissemination of a publication summarizing those contributions obtained by ISSSTE through links with international work and social security organizations.

Shared Study and Personnel Exchange.

The development of shared studies regarding health and social security, particularly with regional countries and organizations, represents an important opportunity for mutual support and growth in institutional actions. On its part, the exchange of personnel through stays and the fulfillment of studies, is a necessary contribution that Mexico can make to countries in the region and one through which ISSSTE personnel can increase their development.

The selection of thematic fields to perform studies, the formulation of an offer as an exchange student and taking advantage of what is offered by other countries are important supports for the development of health and social security.

Goals:

In the year 2002, termination of the comparative study on legal frameworks in social security.

In the year 2002, definition of the training offer for health services personnel and dissemination in countries in the region.

In the year 2002, definition, with countries in the region, of thematic studies regarding health prevention, pensioner and retiree care and social security financing.

Line of action 8 

Personnel management system to ensure the best utilization of human resources; guarantee the best service operation and labor development for workers.

The updating and modernization of personnel management is a necessary means to respond to institutional change since an adequate assignment of human resources, according to profiles required for positions, allows for expenditure rationalization and for supporting development and productivity in workers.

Personnel management demands the definition of position profiles according to the functions of the administration units; personnel selection and job inducement and the development of agile procedures for hiring, paying salaries and granting services and benefits to personnel. Performance evaluation with precise indicators and the link to training processes make up the support elements for the personal and labor development of workers. 

The transformation of the personnel management system requires regulation of the work force and the consequent definition of position profiles; the design and implementation of selection and inducement procedures and for the automation of procedures related to personnel changes. This implies:

· To instrument the automation program for personnel management processes.

· Update and disseminate standards, policies and procedures regarding personnel, allowing for its correct administration.

· Simplify and make personnel management processes more efficient.

· Decentralization of personnel management processes to State and Regional Delegations.

Projects.

The projects that make up this line of action are:

· Automation of control and personnel management systems, payrolls and hiring.

· Definition of job profile.

· Selection, inducement and hiring of personnel.

· Participation in the Career Civil Service.

Automation of control and personnel management systems; payrolls and hiring.

The transformation of personnel management processes requires the utilization of an automated system that provides, through the swift and timely flow of information, control in the different personnel movements and fulfillment of the payroll.

This Personnel Management System (SIAPISSSTE) will also allow, through decentralization to delegations, the simplification of processes and take decision taking closer to the needs of the workers.

Goals:

Establish the Personnel Management System (SIAPISSSTE) by the year 2002; design and implement procedures for decentralization of the Personnel Management System (SIAPISSSTE) to delegations.

Definition of profiles for the job.

The great diversity of functions carried out by ISSSTE and its decentralized organizations demands the definition and performance of activities which in many cases, are highly specialized. The profiles for the development of the different positions will not only favor quality and function evaluation but will also permit, through assessment and contest, to establish permanent improvements in the labor development of workers.

The process of definition of positions will be performed through the participation of those responsible for administration units and of operations personnel with the guide of methodology processes that favor the viability of proposals.

Goals

For the year 2002, establish a methodology for the analysis of positions and apply, in the beginning, to those in charge of units offering direct service to the public: delegates and sub-delegates; directors and assistant directors of clinics and hospitals, store and drugstore managers and managers of TURISSSTE agencies.

Besides, the elaboration of profiles for the positions of those in charge of central administration units: general assistant directors, assistant directors and service chiefs, will begin in the year 2002.

Selection, inducement and hiring of personnel

Personnel selection at ISSSTE is of great importance since the services offered directly service the central health needs and the personal and family development of 10 million Mexicans. Selection of personnel implies knowledge in attitudes and personality features as well as in the capability to perform duties.

Job inducement, through which the newly admitted worker is to learn about the vision and importance of ISSSTE, as well as functions included, is a necessity for the worker himself and it improves the organizational environment.

Hiring must not only swiftly solve procedures for the worker to receive his salary and benefits on time but it must also be a process in which he accepts his rights and obligations before the Institution.

Goals

In the year 2002, a general system for personnel selection based on the knowledge of basic abilities for performing and service attitudes as well as towards the Institution, will be established.

In the year 2002, processes for induction to ISSSTE for every newly admitted worker, will be generalized.

In the year 2003, the process for the selection of personnel will have components regarding specific required functions demanded by the performance profiles.

Participation in the Career Civil Service.

The change process in which the Institute is inscribed requires the instrumentation of mechanisms for continued improvement and stimulus to the performance of workers. This is why the Career Civil Service will be implemented after the analysis and updating and the specific definition of the profiles and according to the functions of each one of the administration units that make up ISSSTE.

Goals

· For the year 2002, the employee work force of the Institute will be registered.

· For the year 2003, profiles will have been defined.

· For the year 2006, approximately 30% of ISSSTE workers will have been incorporated to the Career Civil Service.

Line of action 9

Training and Education Services.

Training is an instrument that is necessary for all institutional innovation and improvement processes. In order for training to achieve this function it must be made up of education actions with programming, didactic instrumentation and evaluation and decision taking should be carried out by those who possess the authority to decide on institutional transformations.

Training processes should intentionally and efficiently support the development of capabilities in order to perform professional duties better, attitudes and values favoring service with humanism, dignity, opportunity and efficacy and user education to ensure responding to their concrete needs and expectations and a better utilization of institutional services.

Actions that make up this line of action are:

· Design and implementation of modular, creditable programs related to fields important to the institutional duties, particularly those supporting health services and the administrative transformation of ISSSTE.

· Design and implementation of programs for the improvement of worker performance.

· Design and implementation of education activities supporting specific affiliate groups.

· Elaboration of methodological procedures for the development of training programs for delegations and central units.

· Elaboration of the national catalogue for training courses and of state catalogues.

· Design and implementation of a system for the evaluating performance and the impact on training processes.

The projects that make up this line of action are:

· Establishing of modular and qualification courses.

· Determination of specific affiliate service projects.

· Supporting health programs.

· Definition and operation of institutional programs.

Establishment of modular and qualified courses.

The principal means for training and education services will be the design and implementation of modular projects leading to the accumulation of knowledge and to the proven development of capabilities, allowing for continuity in the process of worker training. It is necessary for training activities to be designed under competence development methods, to have a diversity of didactic means and defined evaluation indicators; they should also include components of personal and ethical development as well as process quality, in the development of capabilities.

Goals

Establishment of an Integral Training System for ISSSTE Leaders; to this end qualified and modular courses in Management and Public Finance will be generalized starting in 2002, and actions for the Ethical Formation for Public Employees will be developed.

Establishment of a Training System for Better Activity Performance through the fulfillment of: Information Integral Program; Secretarial Professionalism; Program for the Improvement in Service to Users and Qualified Course in Installations, Maintenance and Conservation.

Determination of specific affiliate service projects.

Affiliate population should have the opportunity to participate in development and training courses and activities that, while responding to their specific needs, also provide for a better utilization of institutional services.

Therefore, the methodology test and obtaining a social consensus leading to the active participation of affiliate population will be very important.

Goals

Formation of Health Self- care and Education Groups; Group service to Mothers of children from 0 to 3 years; Formation of Groups of Teenagers and Persons of the Third Age. Courses to Prepare and Induce for Retirement; administrative procedure support; education regarding health care and establishment of a program for the utilization of free time; Offering courses in Trades and Handicrafts towards Employment; With specializations in Food; Tailoring; Beauty; Handicrafts and Craftsmanship and Artistic Drawing.

Support to health programs
Specialized training and updating for personnel working in health care units represent important support processes in the development of institutional services. The operation of programs and actions for specific health personnel groups is an essential element that allows for combining experiences and for the revitalization of the professional practice of doctors, nurses and support personnel.

Goals

Specialization of general practitioners as family doctors and professionalism of nurses.

Design and operation of a Management Qualified Course for Directors of Clinics and Hospitals.

Design and operation of a qualified course in medical teaching.

Definition and operation of Institutional Programs

The efficacy of training actions requires the certainty that administration units and state and regional delegations will make and structure their own training programs to respond, from their own features, to institutional priorities.

Goals

In the year 2002, annual Programs for each of the Institute’s administration decentralized units, as well as for central areas, will be structured.

In the year 2002, identification of needs will be carried out according to consultation and sample processes.

In the year 2002, regional and state delegations will design and start operating their own Catalogues for specific training courses and activities.

Line of action 10

Improve timeliness in the supply of health consumables and increase the service level in equipment and spare parts requested by the work centers, regarding what was agreed and authorized.

To improve the supply of consumables required by the Institute, modernization of the scheme for institutional supply will be assumed as a challenge that cannot be delayed, as a way to radically transform accomplishments in the timeliness of supply, to diminish lack of supply in codes and  parts, and to increase the service level in the Institute’s working centers, and therefore, in its affiliate population.

With respect to this, and in order to accomplish the line of action mentioned, the Integral Modernization of ISSSTE’s Institutional Supply Scheme, which includes three components, is established as its main project:

· Modernization of the consumable supply system.

· Strengthening of decentralization of functions towards regional level, and

· Automation of information and control mechanisms regarding, programming, acquisitions and supply.

1) Modernization of the consumable supply system.

In order to achieve better supply conditions through the integral program for the Modernization of ISSSTE’s Institutional Supply Scheme, the following actions will be taken:

· Update information equipment in acquisition areas to carry out bidding processes by means of the Electronic System for Government Contracts (CompraNet).

· Review and update agreements and/or contracts signed by the Institute with different organizations, units and bodies of the Health Sector.

· Make the Institute’s regulatory framework more adequate with a deregulation criterion, flexible and adequate to the needs of the purchasing operation, in line with existing standards in the public sector.

· Establish with the rest of the institutions in the Health Sector, in an orderly fashion, a mechanism for research and dissemination of prices and quality of health material, making the decision to acquire them easier.

· Reduce time spent in reviewing bidding bases.

· Continue with the development and implementation of the Network Integral Information System so that acquisition areas can consult the supplier catalogue, the contracts and biddings, as well as record and follow up of contracts, guarantees, and the result of bids and complaints.

· Promote before the General Medical Vice Presidency the establishment of replacements for those codes for consumables hard to acquire.

· Update standards supporting the Supply System in permanent assessment process and review of its content.

· Enhance systems and procedures supporting the homogeneous functioning of warehouses, particularly of those related to inventory management and control; formulation of dispatch orders and shipping of supplies to requesting areas.

· Incorporate all existing regulation into electronic means, which will give way to swift consultations in the institutional environment, as far as information technology permits.

· Update the institutional catalogue for codes and prices so as to allow for the acquisition of consumables in conditions of financial economies, establishing close coordination with the rest of the Institutions in the Health Sector and with the different industrial chambers.

The modernization of the institutional supply scheme contemplates the goal of achieving 97% in the year 2001 and 99% for the year 2006, in the level of service of codes and items to be shipped to the working centers; with this, medical units will be able to offer better service to the affiliation, supplying medications in the amount and timeliness required.

2) Strengthening function decentralization towards regional level.

Decentralization has the intention of encouraging an important change in the supply of consumables that will allow, in the short term, to carry out the supply of medications, healing material and radiological material to the 1,253 medical units in the Institute, which jointly cover a population of approximately 10 million affiliates, through seven regional warehouses.

The process of supply decentralization tends to regionalize acquisition, storage and distribution of consumables through seven warehouses in order to proceed afterwards, based on the analysis on viability and convenience for the Institute, to the decentralization of the functions of programming and acquisition of material required within the region included in each warehouse.

The first stage will begin the operation of 4 regional warehouses: Northeast, Northwest; West and Central

In the second stage, in the first semester of the year 2002, the regional warehouse in the Southeast, based in Mérida, Yucatán, will start operations. For the second semester it is projected to start operations of the North-Central regional warehouses, in Durango, Durango, and South, in Villahermosa, Tabasco, thus concluding the regionalization phase of the program for modernization in the supply of medical consumables.

The strengthening of the structure and equipment of regional warehouses, so they can rely on elements necessary for their efficient operation, is contemplated for the 2002 exercise.

Regionalization of the warehouses will increase quality levels in services offered since medical units will always have at their disposal the required health consumables, thus avoiding lack of supply and providing timely medical attention.

Aiming to contribute to the strengthening of institutional finances, to a decrease in current expenditure and fixed asset use generated in administration, the possibility of implementing a program including, storage, control and distribution of consumables through private specialized companies is being analyzed.

What was mentioned previously aims for distributing companies, which are to be hired through public bidding, to receive consumables from suppliers, store them according to parameters and criteria set by the Institute, and directly distribute the goods to each one of the medical units in the country.

3) Automation of information and control mechanisms related to programming, acquisitions and supply.

In relation to storage and supply, the institutional supply scheme calls for service to be performed by regional warehouses by means of routine and complementary shipments.

It is considered that the matters to be strengthened in storage and supply are: the receipt of merchandise making their entrance more agile; custody of goods, reinforcing security measures to avoid losses; shipment of health consumables, optimizing systems for counting consumables shipped, improvement in merchandise transportation service; automation of complementary supply by means of the Integral system for Stores and Drugstores; as well as the automation of information systems which support the process so as to satisfy new operation demands.

In view of the above, the following actions to be developed have been defined:

· Compulsorily and systematically supplying information necessary to other areas in the system.

· Identify expiration date of existing consumables through adequate distribution; as well as to timely perform the exchange or withdrawal of expired and deteriorated consumables.

· Improve technical support relating to the hiring of external transportation services and encourage the modernization of storage and transportation equipment.

· Maintain the Program for Immediate Service to Family Medicine Clinics and Hospitals in the Mexico City metropolitan area

· Introduce information solutions for the examination and control of payments for complementary supply through the Integral System for Stores and Drugstores.

· Carry out applicable modifications in buildings and areas as well as in organization, required by warehouses to guarantee the security of the goods under their responsibility.

· Strengthen supply decentralization by means of the establishment of three regional warehouses as well as strengthening the organization structure of those already operating; giving them the elements and technical and material resources necessary for the correct fulfillment of their responsibilities, including equipment and state of the art technology support for inventory control, as well as the supply of working centers. 

· Modernization of supply information systems in order to link programming, acquisition, storage and supply of health consumables processes.
Through the fulfillment of this line of action, ISSSTE affiliates will be able to timely enjoy better services in health consumable.

Line of action 11

Increase quality and timeliness in general services required by working centers and improve hiring processes.

Within the framework for the simplification and updating of operation processes, as well as within that of administrative deregulation and decentralization, in order to assist in servicing the affiliation, we have identified the need to improve recurring generalized services offered at the Institute’s administration units.

In this sense, the goal is to offer quality service to affiliates by timely granting to administrative units and working centers the general services necessary for their operation, enveloped in a culture of savings and rationalization of resources.

To achieve this purpose, the project called Modernization of the General Services Scheme will begin operating at ISSSTE; this will allow handling its improvement in two angles:
· Service quality.

· Timeliness in offering them.

The above mentioned based on the development of the following actions:

· Encourage the process of decentralization of general services and their deregulation, supported by the implementation of mechanisms to plan, program, administer, control and assess their operation.

· Update and strengthen regulations of general guidelines and their operating procedures as well as supervision of general services, with the purpose of verifying that contract conditions are fulfilled.

· Automation of planning process for general services based on the requirements of the different areas in the Institute in order to integrate them to an information system pertinent to control requirements.

· Encourage a culture oriented towards quality, efficiency, timeliness and rationalization of resources through the permanent training of personnel involved in the process of hiring and operation of these services.

Actions regarding modernization of general services have the goal of accomplishing 98% in the timely offering of recurring generalized services in 2002 and 99% for the year 2006, decreasing complaints regarding quality and delay, reducing complaints to just 1% by the end of the current administration.

Line of action 12

Design and execute investment programs linked to development in infrastructure

To improve productivity, quality and safety in service to users and affiliates, the use and preservation of infrastructure and better utilization of existing spaces will be optimized through their conservation and maintenance and by fully equipping them.

This action will be carried out through a detailed analysis to determine the number of public works to be developed, with the corresponding financial cost, as well as to avoid vagueness in the execution and conclusion of such actions.

Due to the extensive and valuable real estate assets and to needs that have been identified, the future of institutional construction should be basically focused on the preservation and better utilization of existing infrastructure, and firmly support, be means of studies and projects, the new constructions, under the following:

· Reinforce coordination mechanisms with internal and external areas in the Institute linked to the development of the Social Security Real Estate Assets in the country (SS, IMSS, ISSSFAM, among others), thus ensuring better utilization of the existing infrastructure as well as that which is planned for construction.

· Coordination with operation areas to increase productivity and service quality, optimizing the utilization of infrastructure through the diagnosis of space utilization indexes and determination of new operation models.

· Physically reordering properties according to demographic and epidemiologic transitions, taking into account the changing levels for morbidity and mortality.

· Revitalize buildings for health according to technology advances in construction, medicine and to new social security models.

· Carry out constructions that are strictly necessary, with perfectly elaborated studies and projects, and which satisfy the actual social security demands of affiliate population. 

· Exhaustive “in site” examination of the situation of works in process to support execution of actions en every working center.

· Review of concept catalogues to verify their adherence to the reality of the works and to the executive project so as to reassess the priority of actions and avoid vagueness, extraordinary concepts and prices that are harmful to the works and to available resources, thus accomplishing the design of an investment program for the benefit of institutional infrastructure.

A project named “Functional improvement in infrastructure” striving to improve coverage levels and timeliness in services as well as to satisfy the demand for room to hold the services required and increase quality and safety in the service to users and affiliates, will be developed to support this line.

Besides conservation and maintenance of properties, planning has stated that service necessities require extension and remodeling actions in approximately 222 medical units, non medical units, 5 extensions and/or remodeling, making a total of 227 works which will by entirely achieved (100%) by the year 2006.

Line of action 13

Coordinate the development of preventive maintenance programs for medical and electromechanical equipment according to the necessities in the Institute.

In this matter, actions oriented towards reinforcing 3 basic aspects will be taken:

· Preventive maintenance for equipments to assist in timeliness in services

· Substitution of obsolete electromechanical equipment to guarantee safety in services.

· Financial reserves to replace equipment and installations that fulfill technology updating and are adequate to innovating social security models.

Maintenance and conservation services will be furnished to medical equipment and elevators, medicinal gases will be supplied to medical units, fire extinguishers will be charged, maintenance will be given to fire prevention systems, to control pilots, fumigating services, pathogen disinfection and maintenance and conservation actions in different buildings in the Institute.

With respect to regulation and in order to maintain and improve functions, guidelines referring to conservation and maintenance will be permanently  issued, updated and disseminated so decentralized maintenance areas and areas where works are being performed can have access to regulatory instruments that allow them to have better control over activities performed. 

For executing this line of action, the following projects will be developed:

· “Preventive maintenance Program”, in order to achieve significant savings, continuity, timeliness, quality and warmth in services.

·  “Substitution of obsolete electromechanical equipment”, in order to achieve safety in services granted and fulfill the technology update that will result in timeliness and quality and in substantial savings that could be applied to other actions, as well as avoiding accident risk.

·  “Financial reserve to replace equipment and installations”, with the object of achieving significant savings in corrective maintenance and to be in line with technology updating and with the innovative social security models.

It has been programmed to reduce the lag in 980 medical and electromechanical equipments by the end of the current six year period.

Line of action 14

Provide more agile and efficient services through the utilization of information technology.

Regarding information, actions in technology innovation, development and maintenance of institutional information systems will be carried out to support the development of programs that have an impact on services offered to affiliates, making them more agile and accessible and utilizing electronic information means (Internet) for closer communication among ISSSTE, users and the general public.

The main modernization actions will be oriented towards the implementation of plans and programs of information development integrating systems and equipment for the electronic processing of data in the Institute.

The Institute’s Telecommunication information infrastructure will be improved through the consolidation of the National Voice and Data Network Services so there will be regulatory participation and technical information backing and support will be provided in the planning and implementation of information actions, such as:

National Teleprocessing Network Operation; Maintenance of the National Teleprocessing Network Operation and extension of ISSSTE’s Voice and Data National Network.

The existence of the Voice and Data National Network will allow ISSSTE to access Internet services and learn how to utilize this means to increase its service offering: in this tenor, the Institute has started offering electronic public services, making it possible for the affiliate population to have access to information such as the status of their validity document and the clinic they are assigned to.

In the same manner, we are developing a mechanism so that over 400 sectors can send their payroll files via Internet to be processed by the Institute, thus offering better services to the affiliation.

Among the information mechanisms to be adopted, one that stands out is the development and implementation of service that many affiliates have been waiting for, which consists in direct consultation through the Institutional Page, of information regarding his personal credit (not mortgage), where he can check the balance as well as related information 

Within this context, two projects will be started during the period 2001-2006:

·  “ISSSTE Telecommunications and Information Development Institutional Program (PIDIT)” with its components: ISSSTE Telecommunications National Network (Voice and data), information backing and support at an institutional level, which consists in encouraging a more efficient utilization and advantage of information technologies tending to obtain the highest benefit at the lowest cost and to increase the efficiency in the information function within the institutional environment as well as the establishment of institutional standards, guidelines and policies regarding information for the rational utilization of resources and services at an institutional level.

·  “Acquisition of software and information equipment”, which aims to achieve an institutional software standard with the corresponding license so as to facilitate exchange information among the different administration units.

By the end of the current six year term, we pretend to have achieved the connection of 100 % of network nodes to ISSSTE’s national telecommunications network.

May one example suffice to point out that the organizational reform in the Institute already shows positive results confirming we are on the right track: in the National Survey for Affiliate Satisfaction carried out in the service units to measure quality, efficiency, timeliness and warmth in services, affiliate satisfaction with respect to services already involving the lines of action I have previously mentioned, went from 55% in global satisfaction to 69.7%, from the year 2000 to the year 2001.

In a more competitive environment with services focused towards affiliate satisfaction, towards improvement in welfare and quality of life, the challenges faced by the Institute are greater every time since they consist not only in assuring institutional financial viability but also in the constant innovation of a management system than can ensure better utilization of resources, guaranteeing the best and optimal service to our affiliates.

Thank you.
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