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one policy at a time, 

I. PRELIMINARIES
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A. FOREWORD

The journey of the Government Service 
Insurance System is a remarkable story 
of transformation – from being the 
most member-insensitive agency in the 
bureaucracy to the top-rated institution in 
exemplary service back-to-back in 2014 and 
2015 under the Anti-Red Tape Act customer 
feedback survey administered by the Civil 
Service Commission.  

Finding our way back to the hearts and 
minds of our close to two million members 
and pensioners was a daunting task. Our 
story proves that we can turn things around 
if we remain steadfast in our goal and 
committed to do whatever it takes to earn 
back our stakeholders’ trust and confidence. 
Regaining these the only way we knew – one 
policy at a time, one member at a time, one 
day at a time. 

Our transformative efforts in the past five 
years have resulted in several breakthroughs 
that include: enhanced collection and 
posting efficiencies, increased claims 

and benefits, a longer actuarial fund life, 
a recommendation for ISO 9001:2008 
certification for quality management 
systems on loans processing; and 
unqualified opinions by the Commission 
on Audit on our financial statements since 
2011. 

While we celebrate and take pride in our 
successes, we can never be complacent. It 
is not enough to provide excellent service 
most of the time. We need to do it all of the 
time. This means sustaining the momentum 
that has brought us this far and keeping 
our eyes focused on the interests of our 
nearly two million members and pensioners.  
We will continue to empower and listen 
to their voice, find ways to ease their 
interaction with GSIS, and grow our funds 
as responsible stewards of their life savings. 
In other words, our journey of delivering 
responsive service continues.

We invite you to join us as we re-live  this 
journey of transformation of  the GSIS into a 
more caring social insurance institution.  
 

ROBERT G. VERGARA
President and General Manager
ROBERT G. VERGARA
President and General Manager
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C. EXECUTIVE SUMMARY

When the current administration took the reins of leadership in GSIS in 2010, the 
need for transformation and reforms in the pension fund was undeniable.  Members 
and pensioners lost their trust and confidence in the institution.  Service standards 
dropped to its lowest point as evidenced by the number of complaints received by GSIS 
in the government helpline administered by the Civil Service Commission, the Contact 
Center ng Bayan.  Public sector unions picketed the GSIS gates over inaccurate records 
and statement of accounts and unjust policies, such as restrictive rules on grant of 
survivorship pension and requirement for old-age pensioners to appear before GSIS 
offices to renew their active status. 
 
The GSIS house was in a state of disarray. In view of this, the Board of Trustees and 
Management immediately went to work and engaged its stakeholders through a 
caravan of nationwide dialogues. GSIS solicited inputs of members and pensioners 
on the pressing issues that the new Board and Management needed to prioritize.  
Service responsiveness became the new barometer by which all policies, programs, 
and procedures are measured. In addition, GSIS promised to be more transparent, 
consultative, and member-focused.

At the same time, GSIS undertook a reengineering exercise to address deficiencies in 
the old organizational structure to ensure service responsiveness.  A five-year road map 
under a new vision and mission was drafted, supported by a strategy map that identified 
the courses of action to reach the goal of providing responsive service to empowered 
members and pensioners.  

Based on the inputs gathered from nationwide dialogues, GSIS quickly implemented 
initial reforms, including the revocation of the Annual Renewal of Active Status, the 
restoration of the survivorship pension, and the renewed partnership with the Land Bank 
of the Philippines (LANDBANK).  More importantly and due to the closer coordination 
with remitting agencies and their authorized and liaison officers, the records of 
members were reconciled and updated, enabling them to receive the correct level of 
benefits. 

Transparency in every aspect of business transaction and a level playing field were 
strictly observed, particularly in the procurement of reinsurance requirements of 
agencies. New investment guidelines were drafted to promote the safety of the Fund, 
optimize the returns on its investments, and satisfy liquidity requirements.  

Today, GSIS is reaping the fruits of its reform agenda.  The System topped the Civil 
Service Commission’s Anti-Red Tape Act (ARTA) customer feedback survey twice in 
2014 and 2015 on exemplary frontline service.  GSIS also merited unqualified opinions 
from the Commission on Audit on its financial position for the fifth year in a row since 
2011.  At present, GSIS awaits the conferment of ISO 9001:2008 Certification for its 
Quality Management System on Loans Processing following an audit conducted in 
November 2015.  

The financial state of GSIS has never been stronger with assets at over Php958 billion as 
of 2015 and longer fund life of 35 years. In addition and as a result of greater efficiency 
in processing,  members’ claims and benefits totaled  Php86 billion, almost double the 
2010 level of Php46 billion. 

These breakthroughs all the more inspire GSIS to set the bar of service responsiveness 
even higher. Moving forward, GSIS will continue to find ways to make it more 
convenient for stakeholders to interact with the pension fund, further enhance its 
systems to ensure collection efficiency, strengthen mechanisms for better service, and  
invest in the competence of its personnel.
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A. OUR STARTING POINT
GSIS Then…

When President Benigno S. Aquino appointed the 
new leadership of GSIS in  2010, his marching 
orders were to look at the state of GSIS and 
improve its service to its members.

At that time, members and pensioners clamored 
for much-needed reforms and improvement in 
the quality of service delivery. Representatives of 
public sector unions such as the Confederation 
for Unity, Recognition and Advancement of 
Government Employees (COURAGE) and the 
Alliance of Concerned Teachers (ACT), stormed the 
gates of GSIS to protest the failure of their pension 
fund to maintain accurate and up-to-date records 
-- the basis for benefits’ computation -- as well as 
the implementation of policies that were deemed 
unjust to them. Policies that were considered unfair 
included the requirement for old-age pensioners to 
visit GSIS offices to renew their status; restrictive 
rules on the grant of survivorship pension; limited 
reach of its lone servicing bank, the Union Bank; 
difficulty in accessing GSIS services; and delays 
in processing of members social insurance claims 
and benefits. The Civil Service Commission also 
reported that GSIS was not only the most member-
insensitive agency in the public sector but also 
ranked second and third in 2012 and 2013 among 
agencies with the most number of complaints in 
frontline services under the Contact Center ng 
Bayan, the government’s central helpline that allows 
the public to express their feedback and complaints 
on frontline public service. GSIS invariably received 
negative press in letters to the editors of major 
newspapers and radio commentaries. Further, 
the System suffered from a perceived lack of 
transparency in the procurement of reinsurance 
requirements of agencies, as well as adversarial 
relations with its oversight agencies, including 
the Commission on Audit and the Civil Service 
Commission.

II. OUR TRANSFORMATIVE JOURNEY

Breakthrough Commitment: Service Responsiveness

Given this state of GSIS and following the marching orders of 
President Aquino, the Board of Trustees and Management reclaimed 
GSIS’s true mandate by shifting the focus back to its members and 
pensioners and regaining their trust and confidence. Thus, SERVICE 
RESPONSIVENESS became the primary and only breakthrough 
commitment by working “One Policy at a Time, One Member at a 
Time, One Day at a Time”.  

As a first step to restore the trust and confidence of members and 
pensioners in GSIS, Management and the Board conducted a series 
of nationwide dialogues and consultations with its stakeholders 
where they communicated three promises -- to be more transparent, 
consultative, and member-focused. As venues to hear and listen to 
stakeholders’ issues and concerns, GSIS has brought engagement to 
the widest cross-section of its membership to unprecedented levels. 
Through stakeholders’ inputs, these dialogues enabled the Board to 
identify the pressing issues that needed to be addressed.  Dialogues 
have since become the wellspring of GSIS’s reform agenda.  
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Organizational Strategies

Several organizational strategies were pursued 
by GSIS to attain its singular breakthrough 
commitment of service responsiveness. 

In 2011, GSIS unveiled its new vision and 
mission, a five-year road map for moving 
the GSIS forward to become the premier 
pension fund institution and a center for 
delivering world-class service to its members. 
A reenergized institutional culture that puts the 
highest premium on the core values of integrity, 
transparency, autonomy, professionalism, and a 
passion for public service, underpinned the new 
vision and mission.    

Vision 

In the next five years, we will rebuild the 
Government Service Insurance System as the 
premier pension fund institution and as a world-
class center for member-service. GSIS will be 
an organization that is transparent, autonomous 
and beyond public reproach, with a passion for 
providing the highest quality of service to its 
members at every level.

Mission 

To regain the trust and confidence of our 
stakeholders, we will singularly pursue the 
social mission of our charter and promote an 
efficient organization that is fully-automated and 
member-focused. We will relentlessly pursue 
continual improvement in our services driven by 
integrity, professionalism, and a culture of public 
service. We will sustain financial viability of the 
System and ensure its prolonged actuarial life, 
for the benefit not only of our existing members, 
but also the next generation. In this way we will 
restore the pride of GSIS and in so doing, retain 
and recruit staff that shares our commitment. 
Finally, we will strive to empower our members 
to enable them to participate in the evolution of 
our institution.

Together with the drafting of a new vision and 
mission, GSIS reshaped its organization for 
service efficiency with streamlined operations 
through which the chain of command is simpler, 
clearer, and shorter, thus allowing faster and 
more responsive communication among the 
frontlines, the Management, and the Board of 
Trustees. 

In 2012, GSIS crafted its Strategy Map, a 
directional guide that identified the courses of 
action to reach the goal of providing responsive 
service to empowered members and pensioners 
by providing them adequate benefits. Supported 
by the twin pillars of ‘highest quality of service’ 
and ‘accurate and updated database’, the map 
identified five strategic thrusts: empowerment 
of members and pensioners; financial 
optimization; policies and legislative priorities; 
human resource development; and information 
technology and database. Management ensured 
that the Strategy Map is well understood by 
the Management Team by posting the same in 
the website and including it in  the information 
kit distributed during planning sessions. 
Executives were also directed to communicate 
the salient features of the Strategy Map to their 
respective staff through regular interactions and 
conferences to ensure the contribution of all 
units and individuals.    

GSIS further communicated the Strategy Map to 
the Governance Commission for GOCCs (GCG) 
and the Civil Service Commission to establish 
specific performance scorecards such as the 
Performance Evaluation System (PES) in which 
service quality and sound financial management 
were adopted as strategic themes. Some of the 
strategic objectives identified under PES are: 
empowered members and pensioners enjoying 
social protection; excellent and responsive 
service to members and pensioners; and 
sustained and optimized financial stewardship 
and actuarial viability.
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B. BECOMING AN ISLAND OF GOOD GOVERNANCE

Cascading the Strategies

The GSIS Board of Trustees determines 
the strategic initiatives of GSIS and 
establishes the master plan or strategy 
map to achieve its overall goals.  The 
strategy map establishes the parameters 
within which the organization’s work 
groups develop their respective annual 
plans and programs. As the plan moves 
down the hierarchy, different work units 
and employees determine the actions 
needed to support the plans and ensure 
the success of the organizational strategy. 

GSIS cascades the strategies to 
operations and other units for alignment 
of performance targets and measurement 
performance, as follows:

1. The Board of Trustees determines the 
strategic thrusts based on its roles, 
function, and accountability under 
the GCG’s Performance Evaluation 
System (PES). This was fleshed 
out through a strategy map and 
identification of plans and programs;

2. The organizational strategy map 
shall be communicated throughout 
the organization, along with specific 
implementation plans;

3. The GSIS executives shall be asked 
to define specific targets that can 
support the strategy and to align all 
the programs of their respective work 
units;

4. The executives shall cascade targets 
through departments and divisions 
to determine the actions needed 
from their units to support the 
organizational strategy; and

5. As heads of the smallest unit of the 
organization, division chiefs shall 
then cascade the organizational 
strategy and align the objectives and 
individual targets of employees under 
their respective units.

 

Other activities to attain synergy in 
planning and execution include the 
following: conduct of strategic planning 
conferences that are held at the third 
quarter of every year;  reviews of 
operational performance versus targets 
during weekly MANCOM meetings; 
and monitoring of targets through 
the Transaction Monitoring System, 
an electronic system that tracks and 
monitors members and pensioners’ 
complaints, requests, and queries 
(CRQs), as well as the status of social 
insurance claims, loans, pension, 
membership, and selected housing 
transactions, from the filing of an 
application or request until its completion 
or resolution.  The Risk Management 
Office (RMO) also undertakes Enterprise 
Risk Management by monitoring risk 
exposures of identified indicators vis-a-
vis target levels. RMO has established and 
maintains Risk Heat Maps and monitoring 
dashboards of the impact and likelihood 
of occurrence of identified risks. These 
are reported on a quarterly basis to the 
Board and Management Committee, and 
serves as information in the conduct of 
risk-factor studies for policies.

Cascading the strategies to all units -- 
including individual employees -- within 
the organization focused on service 
responsiveness, resulted in several 
stories of transformation or ‘quick wins’. 
These include earning the support and 
‘buy-in” of the rank and file to the change 
management process due to the open 
and regular consultations conducted by 
the Change Management Committee with 
executives and employees, reduction in 
undistributed collections due to closer 
coordination with remitting partners 
and systems’ enhancements, and the 
reforms that were initially implemented 
-- revocation of the Annual Renewal 
of Active Status (ARAS), resumption 
of survivorship pension and renewed 
partnership with LANDBANK – in line 
with the goal to shift the focus back to 
members and pensioners.  That these 
reforms were carried out just months 
into office, signaled to both employees 
and stakeholders, that  the new GSIS 
leadership is fully committed to do what it 
takes to turn GSIS around.

Embedding Discipline of Strategy 
Execution

The Corporate Planning Office (CPO), 
which functions as the Office for Strategy 
Management, is responsible for ensuring 
that strategies are implemented to 
guarantee performance and sustainability 
of long-term plans. CPO, established 
during the System-wide reorganization 
in 2011, facilitates the formulation of 
plans and programs and monitors their 
implementation, including compliance 
of different functional groups with 
Management directives.  CPO, in 
coordination with functional groups, 
also develops systems, policies and 
procedural guidelines, and manuals 
to ensure the standard and uniform 
implementation of policies.

To enhance the implementation of 
strategies, CPO establishes benchmarks, 
in coordination with different functional 
groups, and designs monitoring and 
control tools, including feedback 
mechanisms that define the level of 
performance of each functional group. 
The office then assesses and evaluates 
the group’s performance and provides 
information and recommendations 
to Management as inputs for the re-
alignment of activities. In coordination 
with functional groups, CPO also 
evaluates and analyzes existing systems 
and procedures to ensure continuous 
process improvement that will benefit the 
System and its stakeholders. 

As its contribution toward the successful 
management of GSIS’s governance 
program, CPO consolidates the 
information and learnings gathered 
over time to serve as inputs in the 
improvement of the organization’s 
performance. It maintains a databank of 
financial and operational performance 
of GSIS and a CorPlan eLibrary where 
electronic copies of policy documents, 
Board Resolutions, and other materials 
are stored for ready reference. CPO 
also issues Information Digests on a 
regular basis to provide the Board and 
Management a summarized statistical 
knowledge on financial and operational 
performance as inputs to decisionmaking.
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Embedding a Culture of Good 
Governance

A. Link to Budget. To ensure that the 
Annual Corporate Operating Budget 
is aligned with the strategies, 
Management directs all functional 
groups to submit their Work and 
Financial Plans, including their 
respective operational activities 
and developmental projects 
with corresponding budgetary 
requirements. The prudent use of 
the budget is attained by mandating 
all offices under functional groups 
to include in their deliverables the 
submission of a Monthly Budget 
Variance Report to the Controller 
Group, which consolidates and 
submits a quarterly Budget 
Variance Report to Management.  
The Management Committee 
discusses these variance reports and 
determines whether the same will 
impact on the goals and objectives 
for the year. At the same time, CPO 
monitors the monthly progress of all 
projects until their completion within 
the committed timelines.

B. Link to Incentives. To promote 
meritocracy and link performance 
to incentives, GSIS established the 
Performance Management System 
(PMS) that is fully compliant and 
aligned with the CSC’s Strategic 
Performance Management System 
(SPMS) guidelines. GSIS PMS is 
designed to ensure that personnel 
performance is linked to the 
organization’s performance based 
on objectively measured output 
and performance of personnel and 
units. GSIS PMS is composed of the 
Individual Performance Appraisal 
System (IPAS) and GSIS Group 
Performance Appraisal System 
(GPAS). IPAS, which the Board 
approved in 2005 and amended 
in 2010, provided guidelines on 
how to plan, monitor, and assess 
the performance of individual 
employees.  Further, the Board 

approved on 12 July 2012 the 
revised rating components of IPAS 
that seek to measure periodically, 
the level of performance and extent 
of contribution of every official 
and employee, in the attainment 
of unit and corporate objectives. 
The revised IPAS further aims to 
sustain organizational development 
by identifying people with bright 
prospects for career advancement, 
continuously improving personnel 
skills and competencies, and building 
on individual strengths. GPAS 
measures the level of performance 
of offices under various functional 
groups against the achievement of 
plans and programs which includes 
the performance scorecard and 
compliance with Board directives. 
Performance ratings of individual 
employees or IPAS are calibrated and 
validated against the actual GPAS 
rating of their respective offices. 

 Recently, GSIS institutionalized 
the recognition of exemplary 
performance and achievements of 
its executives and employees via the 
Gawad Lingkod ng GSIS (GALING ng 
GSIS) system, which is aligned with 
the CSC’s Program on Awards and 
Incentives for Service Excellence. 
GALING ng GSIS recognizes both 
individuals and teams/offices (i.e., 
GALING Kawani, GALING, Sangay, 
GALING Pagbabago) based on their 
performance, contributions, and 
achievements as nominated by their 
supervisors and co-workers. The 
awards are set to be launched this 
year. 

 
C. Other Mechanisms to Move 

Breakthrough Goal Forward. These 
include putting in place various good 
governance programs as well as 
deploying platforms to communicate 
GSIS’s overall goal of providing 
responsive service to internal and 
external stakeholders.

On Good Governance

• Codification of Policy and 
Program Guidelines (PPGs); 
Manuals of Operations (MOOs) 
to document policies in 
implementing programs and 
projects; Corporate Governance 
Manual; Manual of Signing 
Authorities; and Investment 
Policy Guidelines;

• Establishment of GSIS Quality 
Management System (QMS) on 
Loans Processing Towards ISO 
9001:2008 Certification. GSIS is 
also pursuing the establishment 
of the QMS for its various 
processes in compliance with 
GCG’s requirement.  For its initial 
undertaking, GSIS established 
and is awaiting the conferment 
of ISO 9001:2008 Certification 
for its QMS on Loans 
Processing (Conso-Loan, Policy 
Loan, Emergency Loan, and 
Pension Loan) following an audit 
conducted on 24-25 November 
2015. Upgrading of the ISO 
9001:2008 to ISO 9001:2015 
for its QMS on loans processing 
as well as ISO Certification for 
Membership Processing is being 
simultaneously pursued for the 
current year;

• Creation of GSIS Integrity 
Management Committee (IMC).  
Created in 2015 pursuant to the 
Integrity Management Program 
that was institutionalized via 
Executive Order No. 176 dated 1 
December 2014, the GSIS IMC 
oversees the implementation 
of the integrity management 
initiatives and measures within 
the System; and  

• Conduct of employees’ values 
orientation workshops. 
Facilitated by the Human 
Resources Office in partnership 
with CSC, these workshops 
aim to provide a deeper 
understanding of corporate 
values of transparency, 
autonomy, integrity, 
professionalism, and nurturing a 
culture of public service. 



ISLANDS OF GOOD GOVERNANCE  | PUBLIC REVALIDA

11

On Communicating Service 
Responsiveness

To widely communicate to its 
internal and external stakeholders 
that the new GSIS is now a 
service-responsive institution, 
a communication plan was 
implemented using various forms 
of media. Internal communication 
modes employed include printed 
and electronic newsletter dubbed 
G-News as well as Mikropono, 
a corporate awareness program 
that trains employees to become 
effective GSIS brand ambassadors. 
External communications are 
pursued through the conduct of 
dialogues with stakeholders, public 
sector unions, teachers, retirees, 
and pensioners’ associations, as 
well as agency authorized and 
liaison officers. GSIS also mobilizes 
partnerships to highlight areas of 
mutual cooperation such as with 
LANDBANK on the UMID eCard and 
with SM and Robinsons Malls on 
GWAPS kiosks. 

In addition, the System mobilizes 
existing infrastructure to attain cost 
efficiency. These include information 
dissemination via the GW@PS 
kiosks, the 24-hour Contact Center 
(847-47-47), and GSIS website. 
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C. OUR DESTINATION: AN  ISLAND OF GOOD GOVERNANCE
Providing responsive service to its nearly two million members and pensioners is the cornerstone of 
the transformative journey of GSIS towards becoming an Island of Good Governance. As a result of 
the governance elements that the System has put in place and the series of service innovations it has 
implemented since 2010, GSIS has regained the trust and confidence of its stakeholders ultimately 
earning their seal of approval. These service breakthroughs include the following:

2. No More Annual Renewal of Active Status (ARAS).  
Requiring nearly 400,000 old-age and disability pensioners 
of GSIS to report to any branch office for the yearly 
renewal of their status on their birth month is difficult given 
their age and fragile health.  As an alternative measure, 
GSIS partnered in May 2011 with then National Statistics 
Office (now Philippine Statistics Authority) and local civil 
registrars to determine the status of GSIS pensioners. 
The policy, however, excluded some 11,000 pensioners 
living abroad who are beyond the jurisdiction of the 
central statistical authority. Also excluded are over 5,800 
pensioners based in the Autonomous Region in Muslim 
Mindanao (ARMM) in deference to the Muslim faith’s ritual 
of burying their deceased within 24 hours of passing. GSIS 
instead deployed 21 kiosks in ARMM so that members 
and pensioners can conveniently transact at any point in 
the region. To further strengthen the monitoring of the 
status of pensioners nationwide, especially in remote 
areas, GSIS also forged a partnership with the Philippine 
Postal Corporation (PhilPost) to allow postal employees to 
conduct random home visits to pensioners aged 80 years 
old and above.

PRO-MEMBER AND PRO-PENSIONER POLICIES

1. Relaxed the Entitlement to Survivorship Pension.  
Under the basic principle that pension is a right and not a 
privilege, GSIS removed in 2010 the stringent provisions 
that prevented many survivorship pensioners from enjoying 
the benefits.  Under the old policy, primary and secondary 
beneficiaries of GSIS members, except dependent children, 
may only be entitled to the survivorship pension if they 
have no gainful occupation or are not engaged in gainful 
business or economic activity.  Those receiving pension 
from GSIS or any other local or foreign institutions 
or organizations where likewise deemed ineligible to 
receive survivorship pension. Now, surviving spouses 
and dependents receive pension even if they are gainfully 
employed. With a retroactive application, more than 6,000 
surviving spouses whose pensions were discontinued 
in 2009 benefited from the policy. GSIS also revoked the 
four-year prescription period previously imposed under the 
old survivorship policy. If the surviving heirs submitted a 
prior application for funeral or death benefit, the System 
would consider this a constructive notice of application for 
survivorship claim.  
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3. Renewed LANDBANK Partnership. In December 2010, 
GSIS partnered anew with LANDBANK as an additional 
servicing bank to further expand the reach of its services.  
Under the partnership, GSIS granted its members the 
option to have their loan proceeds and other benefits 
credited to their a unified multipurpose identification card 
(UMID) issued by LANDBANK. With nearly a thousand 
ATMs all over the country operating 24 hours a day, in 
addition to the Union Bank’s network. GSIS members can 
withdraw their loan proceeds and monthly pension at no 
service fee anytime.

4. Deployed More GWAPS Kiosks. Parallel to the System’s 
renewed engagement with LANDBANK, GSIS installed a 
total of 800 GSIS Wireless Automated Processing System 
(GWAPS) kiosks in large government agencies, provincial 
capitols, city halls, and selected municipalities across 
the country since 2010. The System also teamed up with 
Robinsons Land Corporation to deploy 25 GWAPS kiosks 
at Robinsons Malls’ Lingkod Pinoy Centers one-stop-shops 
for key basic services offered by government agencies. In 
June 2015, GSIS concluded a similar agreement with SM 
Supermalls for the deployment of kiosks in SM Supermalls’ 
Government Services Center at SM Manila, SM Cebu, SM 
Pampanga, SM North EDSA, and SM Aura. The System is 
also ready to deploy 30 portable and rapid deployment-type 
kiosks for onsite emergency loan applications of disaster-
stricken members.



UPDATED MEMBERS’ RECORDS

5. Improved Posting and Collection Efficiency. GSIS improved its efficiency 
in accurately posting the premium and loan remittances of members 
to 96.5 percent in 2015 from 95 percent in 2014, 83 percent in 2010, 
87 percent in 2011 and 2012, and 90 percent in 2013. In addition, 
aggregate undistributed collections or unposted payments were reduced 
to Php2.7 billion in 2015 from more than Php30 billion in 2010, Php11 
billion in 2011, Php8.9 billion in 2012, Php3.6 billion in 2013 and Php2.9 
billion in 2014. The efficient posting and collection of premiums was 
a result of various initiatives that included the massive updating of 
members’ accounts to facilitate the processing of claims and benefits; the 
establishment of the Reconciliation Task Force to cleanse the database 
of erroneously posted data and to address system and programming 
flaws, as well as the ongoing settlement of past due accounts of agencies 
and local government units that were suspended due to nonpayment of 
premium, loan and other compulsory contributions to the System.

AGENCY / 
SECTOR PREMIUMS (%) LOANS (%)

2013 2014 2015 2013 2014 2015

DepEd 102 102 100 81 88 89

NGAs 98 100 101 93 97 98

LGUs 101 100 98 84 88 93

GOCCs 100 100 101 97 97 99

GFIs 103 103 101 97 97 99

Judiciary 101 98 98 105 102 101

ARMM 108 97 102 64 74 80

Military 96 96 114 79 92 98

Total 101 101 100 85 91 93

Collection Efficiency for Premiums and Loans per sector

Posting Efficiency

83.5

30B

11B
8.9B

3.6B 2.9B 2.7B

87.3 87.3

90.3

95.3
96.5

 2010 2011 2012 2013 2014 2015

 2010 2011 2012 2013 2014 2015

Unposted Payments



6. Reduced Number of Suspended Agencies. GSIS 
encouraged suspended agencies to enter into agreements 
with the System to settle their premiums-in-arrears and 
restore their active status. This included the Department 
of Education covering 786,000 personnel who accounted 
for 96 percent of 800,000 members whose agencies 
were suspended. In 2013, GSIS ended the difficulty of 
government employees to apply for any GSIS loan because 
their agencies are suspended as a result of delayed or 
deficient premium payments, a landmark policy recognizing 
that employees should not suffer for their agencies’ 
inefficiency. Suspended agencies may choose from any 
of three options to restore the loan privileges of their 
employees: They may pay their premium delinquencies 
in full; restructure their arrears and commit to settling 
these through a Memorandum of Agreement (MOA) with 
GSIS; or upon payment of at least 90 percent of any three 
consecutive months’ premium obligations beginning July 
2013, sign an undertaking to enter into a MOA with GSIS 
for the settlement of premium deficiencies.  As a result, 
the number of suspended agencies went down from 315 in 
2010 to 70 as of March 2016.  

To settle the chronic issue of arrears of DepEd personnel 
from July 1997 to December 2010, GSIS signed a historic 
agreement with the Department of Budget (DBM) and the 
Department of Education (DepEd) - National witnessed 
by President Aquino in Malacanang on September 11, 
2012.  Under the agreement, DBM settled Php6.92 billion 
of DepEd’s unpaid premiums representing the government 
share. As a result, DepEd personnel who are still in active 
service enjoyed a proportionate increase in their benefits 
including higher loanable amounts and increased retirement 
benefits. Those who have already retired were refunded 
any amount that was deducted, and received adjustments 
in their pensions accordingly. In June 2014, GSIS forged 
a similar agreement with DBM and DepEd-ARMM that 
effectively adjusted the GSIS benefits of almost 26,000 
teaching and nonteaching personnel in ARMM.  Along with 
DepEd, some 245 agencies and local government units 
similarly signed an agreement with GSIS that restored the 
loan privileges of their employees.    

Other reforms that GSIS undertook to resolve the concern 
on mis- and unposting of accounts included the closer 
coordination with agency authorized officers (AAOs), 

Reduction in Suspended Agencies315

199

80 70

 2010 2013 Oct-15 Mar-16 

liaison officers (LOs), and electronic remittance file (ERF) 
processors to address disparities in billing and collection 
mainly through the conduct of trainings on electronic 
billing and remittance and the  implementation  of a 24-
hour contact center to address individual members’ and 
pensioners’ queries.  During the last quarter of 2012, GSIS 
began the implementation of the Project Statement of Loan 
Accounts or SOLA (piloted in the Department of Health 
and the Department of Social Welfare and Development at 
the National Capital Region in late October 2012), under 
which GSIS initially provided statements of account to 
retiring members aged 59 years old and above to ensure 
that members’ loan records are already updated before they 
retire.   

September 2012: GSIS, DBM, DepEd 
Tripartite Agreement
    

-   Refunded premiums (government 
share) deducted from life insurance 
benefits of teaching and non-teaching 
personnel, including those who retired

- Adjusted pensions and increased 
benefits of active members 

-  As of 2015, around PhP1.43 billion was 
refunded to 167,970 teaching and non-
teaching personnel.

15
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7. More efficient processing of claims.  Greater efforts were 
exerted to ensure that the processing of social insurance 
claims and benefits, such as retirement/separation, life 
insurance, survivorship, disability, and funeral, observe 
the turnaround time (TAT) for a responsive and timely 
service. This is also in compliance with Republic Act No. 
10154 requiring all concerned government agencies to 
ensure the timely release of benefits to retiring government 
employees. 

In 2015 (September to December), GSIS processed 96 
percent of retirement claims within the 90-day turnaround 
time (TAT); disability claims at nearly 93 percent; life 
insurance claims at 97 percent;  and survivorship for both 
non-member and member spouse at 97 percent. Funeral 
claims processed from November to December 2015 was 
at 97 percent.  

The Risk Management Office devised a monitoring system 
that informs Management of the ageing of submitted 
claims. Operating like a dashboard that sources inputs 
from the Transaction Monitoring System (TMS), Operations 
group heads are alerted when to intervene as the situation 
arises. TMS is an electronic system that tracks and 
monitors members’ and pensioners’ complaints, requests, 
and queries, as well as the status of social insurance 
claims, loans, pension, membership updates, and housing 
concerns from the filing of an application or request 
until its resolution. With the capability of TMS to track all 
member-related transactions, complaints and issues as well 
as the System’s wider commitment to close and resolve 
these pending transactions within the prescribed TAT, the 
backlog was substantially reduced by 68 percent or from a 
high of 103,063 in 2010 to 32,736 as of December 2015. 

8. Greater Payout for Claims and Benefits. Due to 
the improved processing of claims, GSIS released 
nearly Php86 billion in claims and benefits in 2015, 
almost double the 2010 level of Php46 billion and 
3.6 percent growth from 2014’s level of Php83.2 
billion.  GSIS also made it more convenient for 
members to apply for their claims by reducing 
the number of forms to accomplish and submit. 
One to seven documents were weeded out from 
the previous set of requirements for retirement 
or separation benefit, life insurance claim, funeral 
benefit, survivorship benefit, pre-need (education 

and memorial) claim, employees’ compensation 
claim, request for check replacement, check 
releasing, and over-the-counter loan granting. 
Moreover, retiring members no longer need to 
secure separate clearances from the Office of the 
Ombudsman, Civil Service Commission, and Office 
of the President. Instead, all they need to submit is 
the Declaration Form of Pendency/Non-pendency 
of Case after their retirement claim is approved and 
before their proceeds are credited to their GSIS 
e-card or UMID card account. 

Type of Claim Turn-Around-
Time (TAT)

Period
(Date of Receipt of 

Application)
%Within TAT

Retirement 90 Sep 2015-Dec 2015 96.22%

Disability 90 Sep 2015-Dec 2015 92.79%

Life Insurance 90 Sep 2015-Dec 2015 97.38%

Survivorship
(Non-member Spouse) 90 Sep 2015-Dec 2015 96.68%

Survivorship
(Member Spouse) 60 Oct 2015-Dec 2015 97.39%

Funeral 30 Nov 2015-Dec 2015 97.39%

Social Insurance Claims and Benefits Processing Efficiency

Reduction in TMS Transaction

Claims and Benefits Paid (in Billion Pesos)

Report Date Beginning Incoming Closed Ending

As of Dec ‘10  694,790 591,727 103,063

As of Dec ‘11 103,063 1,385,453 1,375,638 112,878

As of Dec ‘12 112,878 3,110,261 3,079,344 143,795

As of Dec ‘13 143,795 3,499,882 3,570,133 73,544

As of Dec ‘14 73,544 2,902,421 2,947,189 28,776

As of Dec ‘15 28,776 2,295,348 2,291,388 32,736

 2010 2011 2012 2013 2014 2015

46.04
54.27

65.54

83.19 83.28 85.9

 2010 2011 2012 2013 2014 2015
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IMPROVED INSURANCE COVERAGE OF GOVERNMENT ASSETS

9. Conducted Open and Competitive Bidding for Reinsurance. In response to the complaints of government 
agencies on the seemingly inadequate but expensive insurance coverage provided by GSIS for government 
properties, as well as the clamor of the insurance industry to be allowed entry and participation in the 
reinsurance requirements of GSIS, GSIS instituted reforms in the procurement of reinsurance. Beginning 
2011, GSIS levelled the playing field by opening to the market, the procurement of reinsurance requirements 
of “big ticket” accounts, in full compliance with the Government Procurement Law (RA No. 9184). This 
generated positive results, including reduced costs for reinsurance requirements, which translated to savings 
in premiums for government agencies and improved coverage by having lower deductibles that allowed 
government agencies to claim against their insurance for losses or damages at lower participation limits.

Encouraged by the positive results of the bidding activities conducted in 2011 which included the reinsurance 
requirements of the power sector (National Power Corporation or NPC, Power Sector Assets and Liabilities 
Management Corporation or PSALM and the National Grid Corporation or NGC), Metro Rail Transit 
Corporation, Bangko Sentral ng Pilipinas, and Quezon City Local Government, GSIS now conducts competitive 
bidding for almost all of its reinsurance requirements, except for accounts that it fully retains.

Over the four-year period from 2011 to 2015, when GSIS conducted competitive bidding for reinsurance, 
cumulative savings of more than Php2.6 billion have been realized compared to 2010 premium levels. 

RI Savings (vs 2010)

UCPB Gen Insurance
25.64%

GIF REINSURANCE OPERATION EXPOSURE

Prudential Guarantee
2.56%

Federal Phoenix
25.64%

Malayan Insurance
46.15%

 2011 2012 2013 2014 2015

406.25M 414.07M

600.46M 598.72M
672.12M
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ENSURING FINANCIAL VIABILITY 

10. Increased Total Assets Led to Longer Fund Life.  Total 
assets grew 89 percent from Php506 billion in 2009 to 
Php958 billion in 2015.  The increased assets resulted in a 
longer fund life from 32 years (or until 2042) in 2010 to 35 
years (or until 2049). Given the natural life expectancy in 
the Philippines of 73 years old -- 74 years old for women, 
72 years old for men – and the average age of government 
employees at 44 years old, this means that for as long as 
GSIS has an actuarial life of about 30 years, members are 
assured that the System will be there to pay their pension 
throughout the duration of their retired lives. 

11. Formulated Investment Policy Guidelines.  To ensure 
the continued growth of funds of its members under 
clear-cut guidelines, GSIS adopted new Investment Policy 
Guidelines (IPG) in February 2011. As the framework for 
GSIS to carry out its fiduciary responsibility, IPG serves 
as a guide to promote the safety of the Fund, optimize 
the returns on its investments, and satisfy the liquidity 
requirements of the System.  It also defines the types of 
investments and transactions that the fund may invest in or 
enter into, provides a framework for managing the risk of 
the GSIS portfolio, and incorporates best practices in the 
management of GSIS investments. 

 IPG is supplemented by the Counterparty and Issuer 
Risk Guidelines (CIRG). A counterparty is defined as 
any institution with which GSIS engages in trading 
or investment activities, while an Issuer is an entity 
that originates the obligation of repayment on equity, 
debentures and bonds. CIRG provides the amount and 
limit of combined equity, loan or any risk exposure arising 

from investment transactions with any single company 
or corporation. It is updated and monitored daily by the 
Financial Management Group, confirmed by the Investment 
Committee semi-monthly, and checked by the Board’s Risk 
Oversight Committee regularly. In the event that limits 
are exceeded, GSIS shall immediately notify the Board of 
Trustees of such excess for any action to take relative to 
such exposure. 

The formulation of the IPG and the supporting CIRG made 
possible the five -year increased exposure in local equities 
(by Php110 billion) and corporate debt (by Php47 billion), 
and initiated investments in non- Philippine Stock Exchange 
Index (PSEi) equity investments through Exchange Traded 
Funds (ETFs). It also allowed GSIS to use foreign exchange 
derivatives for hedging foreign exchange exposures, as well 
as to invest in domestic infrastructure. 

As part of its policy of diversification into core domestic 
infrastructure, GSIS committed on 31 July 2012 
Php16.76 billion to the Philippine Investment Alliance on 
Infrastructure (PInAI), a Php-denominated, closed-end 
fund dedicated to equity and equity-linked investment in 
unlisted infrastructure in the Philippines. To date, GSIS 
has already invested an estimated total of Php16.45 billion 
in an operating wind farm, a petroleum product storage 
facility, mass transit in Luzon; solar power projects in 
three locations in Visayas; and a coal-fired power plant in 
Mindanao. Considering the good prospects for investment 
of the remaining PINAI committed capital, the PINAI 
Advisory Committee has approved the extension of the 
investment period for one year or until 31 July 2016.

12. Grant of COA Unqualified Opinion Since 2011.  The 
sustained financial position of the Fund earned for GSIS an 
unqualified opinion from the Commission on Audit for the 
fifth year in a row since 2011, indicating the soundness of 
its financial statements. At the outset, this administration 
reached out to its oversight agencies including COA and 
extended its full support and cooperation during audits, in 
the spirit of transparency.

Growth in Assets (in Billion Pesos) Longer Fund Life of 35 YEARS

 2009 2010 2011 2012 2013 2014 2015  2010 2011 2012 2013 2014 

506.19 566.71
633.64

731.93 789.22
907.09

2042
(32 yrs)

2045
(34 yrs)

2046
(34 yrs)

2048
(35 yrs)

2049
(35 yrs)

958.31
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GRANTED ADDITIONAL BENEFITS

The continued robust financial state of GSIS enabled 
the System to grant more benefits for members and 
pensioners. 

14. Raised Minimum Pension and Granted Milestone Benefits 
to Pensioners

For the first time in many years, GSIS increased the 
minimum basic pension (MBP) for all old-age and disability 
pensioners. Beginning January 2013, the monthly pension 
of 57,500 pensioners was adjusted to Php5,000. In 
addition, a Php200 pension increment was granted to 
around 43,000 pensioners whose monthly pensions were 
over Php5,000 but below Php8,000. The increase in MBP 
was announced by the President in His State of the Nation 
Address before Congress in July 2012. 

In September 2015, the System further granted additional 
benefits to GSIS members and pensioners owing to its 
record financial performance in 2014. First, the funeral 
benefit of GSIS members and pensioners, was increased 
from Php20,000 to Php30,000. The increase was long 
overdue since the funeral benefit was last raised from 
Php18,000 to Php20,000 in 2001 or 14 years ago. 
Second, more than 272,000 regular old-age and disability 
pensioners as of December 31, 2014, received a one-time 
benefit equivalent to one-month pension, or Php10,000 
whichever is lower. Third, GSIS introduced a “milestone” 
benefit scheme for nearly 6,000 pensioners: pensioners 
aged 90 to 94 years old as of September 1, 2015 received a 
milestone benefit of Php20,000; those who turned 95 to 99 
years old received Php50,000; and pensioners who reached 
100 years old and above received Php100,000.

 Starting September 2, 2015 and thereafter, regular 
pensioners will be paid the following milestone benefit on 
their birthday: Php20,000 to pensioners who will turn 90 
years old; Php30,000 to pensioners who will turn 95 years 
old; and Php50,000 to pensioners who will turn 100 years 
old.

Age Amount
90-94 y/o Php 20,000
95-99 y/o Php 50,000

100 y/o and above Php 100,000

Additional Benefit - Milestone Benefit for Pensioners 
as of 1 September 2015

Age Amount
Pensioner who will turn 90 Php 20,000
Pensioner who will turn 95 Php 30,000
Pensioner who will turn 100 Php 50,000

Starting 2 September 2015 and thereafter:

Period with Paid 
Premiums

New Maximum 
Loan Amount

Old Maximum 
Loan Amount

At least 15 years 12 Months of 
Basic Salary 10 Months of 

Basic Salary
At least 25 years 14 Months of 

Basic Salary

Improved Conso-loan Program

15. Improved Conso-Loan Program. GSIS active members 
now enjoy a higher credit limit and longer repayment terms 
under an improved consolidated loan program which rolled 
out in July 2015. Dubbed the Enhanced Conso-Loan Plus 
Program, members who have paid premium contributions 
for at least 15 years may borrow a 12-month salary loan 
while those with at least 25 years of paid premiums are 
eligible for a 14-month loan. Previously, the credit limit for 
these members was only 10 times their salary. GSIS also 
extended the maximum payment term from six to 10 years 
for members with at least 10 years of paid contributions.  
Under the new program, the System will no longer impose 
penalties and surcharges on members’ Conso-loan 
accounts that are due and demandable while they are in 
active service.
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GSIS TRANSFORMED AS 
SERVICE EXEMPLAR

Our transformative efforts over the past 
five years have resulted in the turnaround 
in our service delivery performance. From 
a FAILED (73.82%) rating in 2012, GSIS 
earned GOOD (85.76%) in 2013, and 
EXCELLENT ratings in 2014 (91.19%) 
and 2015 (91.73%).  Furthermore, GSIS 
topped the 2014 and 2015 Anti-Red Tape 
Act (ARTA) surveys that covered more 
than 1,000 agencies.  GSIS first led the 
survey in 2014 when 67% or 38 out of 
57 of its offices obtained an “Excellent” 
score (90% and above). In 2015, it once 
again earned the highest percentage 
with 80% or 46 out of its 57 offices 
garnering the highest ARTA rating among 
1,114 government agencies surveyed 
nationwide.  A total of 33 branch offices 
also received the coveted Seal of 
Excellence award for exemplary service. 
As recipients of the distinction, each 
branch office was given a wall-mountable 
glass seal and Php100,000 cash to buy 
equipment and materials to improve 
further the delivery of frontline service. 
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   “Malaking bagay ‘yung natanggap 
kong more than Php25,000 
  galing sa GSIS. Pandagdag rin sa pambili   
    ng mga maintenance medicines ko.” 
                                - Emerita P. Plaza, recipient of GSIS refund

Ms. Emerita P. Plaza devoted 38 years 
of her life teaching young children at the 
Graciano Lopez Jaena Elementary School 
in Manila only to find out in 2007 that she 
will be getting lesser retirement benefits 
due to the nonremittance of her premium 
contributions-government share. To her 
dismay, the amount was deducted from her 
GSIS life insurance benefits. 

In late 2012, Emerita was informed by 
her former colleague that the GSIS will be 
refunding the said amount. Her five-year 
lump sum retirement pay, by this time, has 
already dwindled due to medical expenses. 
From cataract, her eye condition worsened 
to glaucoma to macular degeneration to 
night blindness.

In September 2012, the GSIS with 
the Department of Education and the 
Department of Budget and Management 
implemented a realistic and equitable 
solution to the chronic issue of premium-
inarrears of almost 800,000 DepEd 
employees from July 1997 to December 
2010. 

“I was so happy. I was not expecting that it will still be returned 
to me,” the 67-year-old pensioner recounted upon hearing the 
news. 

She then got a confirmation from the GSIS via text message. She 
was indeed one of the recipients of the refund. To this day, she 
even keeps the message in her mobile phone.
 
“Malaking bagay ‘yung natanggap kong more than Php25,000 
galing sa GSIS. Pandagdag rin sa pambili ng mga maintenance 
medicines ko. Sa edad ko, bilang lang ‘yung mapagkukunan 
namin ng panggastos,” Emerita said in appreciation. 

Returning What Is Due 
Public Servants
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“Some of our last thoughts in life 
    will be with you: 
   that you have fought for us and won.” 
- Antonio R. Requillo beneficiary of Php5,000 minimum basic pension

Making a Difference 
in Pensioners’ Lives 

Utmost delight and appreciation 
prompted 89-year-old pensioner 
Antonio R. Requillo to write a letter 
of gratitude to the GSIS. He found 
out about the SONA announcement 
of the President that the GSIS 
approved the increase in minimum 
basic pension to Php5,000 beginning 
January 2013. 

Mr. Requillo has been a GSIS 
pensioner for 23 years after retiring 
as a clerk from the Commission on 
Elections.
 
In his letter addressed to the GSIS 
Board of Trustees, he said, “It has 
been a very, very long time since we 
got an increase.” 

The rising cost of living and ever-
growing medical expense has 
constantly taken a toll on his effort 
to live decently. So, the news of 
the unprecedented pension hike 
beginning January 2013 came as a 
breath of fresh air. 

“Some of our last thoughts in life will 
be with you; that you have fought for us and won,” 
Mr. Requillo eloquently wrote, saying other old-age 
pensioners like him have benefited tremendously 
from the new minimum pension, particularly those 
who are also in dire need of financial help. 



It was a Thursday afternoon and a group of senior citizens 
was in a tête-à-tête over lunch. They came from a board 
meeting that they regularly hold in GSIS. They are the officers 
of the Philippine Government Retirees Association (PGRA), 
Inc., a pioneer association of retirees that celebrated its 41st 
anniversary.

Presiding the meeting was Atty. EVALYN I. FETALINO, the 
group’s president. She was director of the Civil Service 
Commission for over 30 years until she left government 
service in 1998. She was later appointed commissioner at the 
Commission on Elections.

Atty. Fetalino keeps herself busy with her duties at the 
Association.

“It was my first time to attend a gathering in 2012. They 
convinced me to actively participate in PGRA events. The next 
thing I knew I was elected vice president in 2013. The elected 
president resigned, so I had to assume the leadership,“ Atty. 
Fetalino recounted.

“PGRA aims to educate our members who are government 
retirees, and promote their welfare as well,” she said. “We 
achieved this through dialogues with GSIS. Its corporate 
awareness program enabled us to familiarize ourselves with 
policies and reforms initiated by the new leadership.” 

According to her, PGRA’s proposal during one of the dialogues 
gave rise to the No-ARAS (Annual Renewal of Active Status) 
policy. The policy ensures that old-age and disability pensioners 
continue receiving their pension even though they are no longer 
required to go to a GSIS office annually to renew their status.

With a disarming smile, Atty. Fetalino said, “GSIS officers and 
employees are very consultative. They listen. They walk the 
talk.”

“It is now easier for us to check our records and 
apply for loans,” said Human Resources Officer 
Jocelyn A. Gabrido of the Municipal Government 
of Hinigaran after a GSIS Wireless Automated 
Processing System (GW@PS) kiosk was deployed 
there in 2012. 

Hinigaran is located 54 kilometers south of GSIS 
Bacolod Branch Office. To get there, one must allot 
time and money. 

Jocelyn cited that with the online features of the 
GW@PS, “Both GSIS members and pensioners 
need not take that two-hour ride going to and from 
the GSIS Bacolod Branch Office.” 

She further added that the said mode of filing for 
loans has certainly fast tracked the processing 
time. 

“Even those from neighboring towns go here to 
transact,” Jocelyn relayed.

Forging 
Stronger TiesBringing Services 

Closer to Members 
and Pensioners

“It is now easier for us to check 
our records and apply for loans.” 
- Jocelyn A. Gabrido, user of GW@PS kiosk
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Receiving Claims 
Made Easier

MARICHU P. BAUTISTA was four years short of retirement age when 
she decided on July 1, 2013, to leave the work that she had loved for 
32 years.   She was then assistant department manager of the Land 
Bank of the Philippines (LBP) branch office in Passi City, Iloilo.

At 56, she was diagnosed with 
spondylosis, a symptom of degenerative 
arthritis of the spine that gave her 
chronic low-back and neck pain down to 
even her arms or legs. She was thankful 
that after the medical evaluation, her 
illness was considered work-related, 
which eventually qualified her to avail of 
an early retirement package under the 
LBP’s Separation Incentive Program.

When she submitted her application 
for retirement, the GSIS’s electronic 
crediting (e-crediting) program for 
claims was newly implemented. It was 
the first time the pension fund veered 
away from the old check system in 
disbursing various claims, including 
retirement or separation, maturity, pre-
need, death, and disability benefits.

Previously, only loan proceeds were credited to the GSIS eCard or 
UMID card of members and pensioners. Mrs. Bautista, in fact, used 
her UMID card in 2012 when she withdrew from the ATM her policy 
loan proceeds, as well as her cash advance and consolidated loan 
proceeds in February 2013.

“I got the benefit faster than cashing a check,” Mrs. Bautista 
recounted, adding that there was no more need for the usual check 
clearing, which takes longer to complete.

“As a former bank officer, I must say clients like me always prefer real-
time ecrediting because it is more convenient,” she said.
Enjoying the benefit of the new and expedited system did not end 
there. Later, the refund of her GSIS pre-need plans was also credited 
to her UMID card – a surrendered memorial plan and seven unavailed 
educational plans.

“GSIS must keep doing its innovations to make the lives of its 
members and pensioners a little better one step at a time,” Mrs. 
Bautista said. 
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While GSIS has every reason to celebrate its achievement of 
service responsiveness as a major breakthrough, now is not the 
time to rest on its laurels for the goal of providing responsive 
service is a continuing journey, not a destination.  In the 
short term, GSIS will continue to find ways to make it more 
convenient for stakeholders to interact with the pension fund, 
further enhance its systems to  ensure collection efficiency, 
strengthen mechanisms for better service and  invest in the 
competence of its personnel.

III. OUR NEXT DESTINATION



27

LEVERAGING TECHNOLOGY FOR CONVENIENT TRANSACTIONS

1. Launch Electronic GSIS Members Online (eGSISMO). GSIS will launch the 
electronic GSIS Member Online (eGSISMO), a web-based system that will allow 
members to view their records online, including premium and loan payments. It 
is envisioned that eGSISMO will further minimize the inquiries and concerns of 
members on their GSIS records. 

2. Regular release of members’ Statement of Loan Accounts (SOLA)  in line with 
ongoing effort to help active members update their various loan accounts before 
they retire, thus expediting the processing of their benefits upon retirement.

3. Expand functionalities of GW@PS kiosks to enable GSIS members to apply for 
their life claims, such as maturity and cash surrender value, without having to visit 
any GSIS office.

ENHANCING SYSTEMS TO ENSURE EFFICIENT COLLECTION

4. Enhance Electronic Billing and Collection System (eBCS). As part of eBCS’ 
enhancements, GSIS is pursuing the development of an additional module for a 
billing system that would facilitate the collection of agencies’ premium in arrears 
that had been previously unbilled, brought about by different scenarios such as 
salary adjustments, service gaps, and previous lump-sum payments.

STRENGTHENING MECHANISMS FOR BETTER SERVICE

5. Pursue ISO Certification of Quality Management System (QMS) on Membership.  
The accurate disbursement of a loan or claim will not be possible if a member’s 
record is not created and updated in the database. It is therefore imperative that this 
process conform to international standards to assure GSIS members that they are 
being paid the correct amount of benefits they are entitled to. 

PURSUING CONTINUED PROFESSIONAL DEVELOPMENT 

6. Conduct Competency-Based Trainings. GSIS had crafted a Human Resources 
(HR) Road Map aimed at ensuring that employees are highly capable of delivering 
excellent member service. Under the Road Map, career seminars and training 
courses will be provided based on needs identified in the conduct of a competency 
assessment component, which was initiated in 2015. The exercise would ensure 
that the training courses are properly planned and appropriate to the roles that 
participants perform in the organization’s pursuit of excellent, and responsive 
service.
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