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At arskronikan.forsakringskassan.se, you’ll find animated films 
about the history and mission of Försäkringskassan. You can 
also read more about our accomplishments and what we plan on 
doing better. Finally there are links to additional information 
and Försäkringskassan’s annual report.

Enjoy!

P.S. Why not use the QR code with your smartphone 
or tablet and go directly to our website.

http://arskronikan.forsakringskassan.se


A Word from the 
Director-General

Försäkringskassan has made great strides over the past year. The 
long-term effort we embarked on to build more confidence in the 
social insurance system in general and Försäkringskassan as a public 
authority in particular has gathered momentum and we are heading 
in the right direction. Our customer satisfaction score rose from 2011 
to 2012. Meanwhile, the customer segment survey that we conduc-
ted during the year showed a clear improvement in two areas that we 
had identified as cornerstones of confidence building: consideration/
respect and legitimacy.

Försäkringskassan won the 2012 e-Diamond Award for our online 
services and the IT Project of the Year award for our anti-bureau-
cracy effort and self-service options. Not to mention our employee 
satisfaction survey, which found that motivation, commitment and 
confidence in our organization had all improved.

Such achievements are something that every employee of 
Försäkringskassan can be proud of.

Some of the progress is due to the service concept and vision that 
we developed during the year, both of which make it easier for us to 
focus on a shared purpose. Be that as 
it may, we need to do even more to in-
spire confidence among our customers. 
Within the constraints of our statutory 
responsibilities, we must be even more 
responsive to their needs.

We are in the midst of a virtuous cycle 
of growth and development. With the 
effort and dedication that each of us 
can bring, that tendency will accelerate 
in the years to come so that we can 
provide more and better services for 
the benefit of our customers.

Dan Eliasson, Director-General
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About 
Försäkringskassan

Our Mission
On behalf of the Government, Försäkringskassan is chiefly respon-
sible for much of the social insurance system that covers most people 
who live or work in Sweden. Our mission is to investigate, set and pay 
benefits and allowances under the system. The system provides in-
surance and benefits for parents and the elderly, as well as for those 
with disabilities and illnesses. Försäkringskassan has an additional 
mission when it comes to people who are on sick leave. Our role is to 
coordinate all available resources to help them rejoin the workforce 
as soon as possible. We pursue that effort in close collaboration with 
customers, employers and doctors, as well as the Public Employment 
Service when needed.

We must constantly adapt to an ever changing world. We are bound 
by a series of laws and ordinances, and our mission involves actively 
influencing their structure and content by describing the problems 
we encounter and by proposing improvements.

Försäkringskassan supports the Government and Parliament by 
conducting investigations, commenting on reports and issuing fore-
casts. Our experts also participate in government commissions and 
compile official Swedish statistics that concern the social insurance 
system or that can be used for management and decision support. 
These experts share information and knowledge with colleagues 
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and organizations in other countries, 
as well as promoting the export of 
services associated with the social 
insurance system.

Our History
Middle Ages
Artisans who practised a particular craft formed guilds during the 
Middle Ages. Members of some guilds put money in a collection box, 
out of which they were paid during periods of illness. They were 
expected to replace the money once they had recuperated. Although 
a type of loan or charity, it actually represented the rudiments of a 
social insurance system.

Eighteenth century
The concept of mutual assistance evolved in the eighteenth century 
and health insurance funds were formed. The funds were associa-
tions often associated with particular vocations, churches or tempe-
rance movements. Members paid a fee and received financial support 
when they were ill. Participation was voluntary, but the elderly and 
those who were already sick could not join.

Nineteenth century
Industrialization made its definitive breakthrough in Sweden 
towards the end of the nineteenth century. More and more people 
left their farms and began to work in urban factories. New living and 
working conditions spurred calls for social reforms.

The first law on health insurance funds was passed in 1891. The 
purpose of the law was to support voluntary funds. A fund that 

Did you know that
Försäkringskassan makes 
approximately 20 million decisions 
about benefits and allowances 
every year.
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registered with the authorities automatically received subsidies and 
advice. However, the funds covered only 3% of the population at 
that point.

Twentieth century
The onward march of industrialization and urbanization made the 
need to provide security in the case of illness and accident all the 
more urgent. 

A law to compensate the families of workers injured on the job was 
passed in 1901.

The 1913 general pension insurance law entitled all Swedes to an 
old-age and disability pension for the first time. Although the actual 
pension was very low and had to be supplemented, the law was one of 
the first steps towards establishing a comprehensive social insurance 
system.

1930s
While new laws were being passed, the health insurance funds conti-
nued to grow, achieving an even more prominent status in the 1930s. 
A 1933 reform officially recognized the funds and established them 
at the national level. Their membership then doubled in the matter 
of a couple of years. Receiving insurance benefits during periods of 
illness no longer affected a minority only but was becoming a natio-
nal movement.
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1940s
Sweden of 1948 was awash in postwar optimism. General child allo-
wance was paid for the first time with the aim of narrowing the finan-
cial gap between families with and without children. The underlying 
motive was to encourage people to have more children.

1950s
Although approximately 3 million Swedes were members of health 
insurance funds when the 1950s rolled around, there was wides-
pread public support for comprehensive national insurance.

A 1955 law accomplished that very purpose. The fundamental prin-
ciple was that everyone who paid taxes and fees could receive social 
benefits whenever the need arose.

1960s
The National Social Insurance Board was established in 1961. The 
board was responsible for allocating appropriations to local health 
insurance funds while making sure that the social insurance system 
lived up to its promise. A total of 630 local funds were spread out 
around the country.

In 1963, the funds were assigned the task of administering pensions 
as well and were renamed regional social insurance offices – a total of 
21 altogether.
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1970s
The discussion of gender equality and childraising issues in the 
1970s affected the social insurance system too.

Parents’ insurance, adopted in 1974, replaced antiquated maternity 
compensation. The purpose of the new law was to improve hous-
ehold finances and promote gender equality. Parents could stay 
home for a total of six months and the husband could also receive 
compensation for taking care of a child. Men didn’t exactly jump at 
the opportunity to take advantage of their new-fangled privileges – 
in the early 1980s women were still receiving approximately 95% of 
all parental benefit.

1980s
Parents’ insurance reclaimed the spotlight in the 1980s. Pregnancy 
benefit, adopted in 1980, entitled women with physically deman-
ding jobs to receive compensation if they were unable to work while 
expecting a child.

The large family supplement for parents with three or more children 
was introduced in 1982.

1990s
Social insurance payments climbed rapidly in the 1990s, peaking at 
20% of GDP. The main reason for the increase was the growing num-
ber of people on sick leave.
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 As of 1992, the employer was required to pay for the first 14 days of 
an illness, and a one-day waiting period was adopted as of 1993.

The Act on Support and Service for Persons with Certain Disabilities 
was passed in 1994. Many people experienced a brand new sense of 
freedom as a result.

2000s
A number of social insurance reforms were adopted during the 
2000s, particularly in the area of administration.

The National Social Insurance Board merged with the 21 regional 
health insurance offices in 2005 to form the Swedish Social Insu-
rance Agency (Försäkringskassan). The purpose of the merger was to 
promote uniformity and legal protections while minimizing proces-
sing time. To get there, a complete makeover was necessary.

In 2007, Försäkringskassan underwent what has been called the 
most far-reaching reorganization of a public authority in modern 
history.

The Swedish Pensions Agency (Pensionsmyndigheten), which was 
established in 2010, took over administration of the general pension 
system while the Premium Pension Authority began administering 
payment of premium pensions.
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What happened in 2012?

”A society where people feel secure if life 
takes a new turn”
Employees and management put together a vision for Försäkrings-
kassan in the spring and officially adopted it during the summer. The 
vision charts the course of the authority’s overall effort.

 —  Given the size of our organization, the large number of 
employees and the importance of our mission, it is absolu-
tely vital that everyone understand what we are seeking to 
accomplish. We must have a shared vision of where we are 
heading and why.
Dan Eliasson, Director-General, Försäkringskassan

Many different ways of getting in touch with 
Försäkringskassan
More than 100,000 customers visited Försäkringskassan every day 
in 2012. Many of them called or came to our service offices, but the 
most common type of contact was online, www.forsakringskassan.se. 
Customers visited our website more than 26 million times during 
the year. While the most frequent reason was to obtain information, 
many people reported that they were staying home to take care of a 
child, notified us that they were returning to work after an illness, 

applied for housing allowance, etc. 
Mina Sidor, which allows customers 
with electronic IDs to follow their 
cases and apply for benefits, had over 
11 million visits.

Doctors, dentists, employment officers, 
personnel managers and other who 
collaborate with Försäkringskassan 
can also access specialized information 
and services from the website.

Hanna, a digital assistant service, helps 
people navigate. The service answered 
6,700 questions per day – 200 more 
than in 2011.
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Social media
 — I work nights, my husband is out of town and we have a 

babysitter. If the babysitter calls in sick on short notice 
but my children are healthy and are able to go to school, 
can I stay home to take care of them?
Question on the Försäkringskassan Förälder Facebook page

 — I am self-employed and receiving 100% sickness compen-
sation. I feel like working one hour a day. Can I get 75% 
compensation instead?
Question at Försäkringskassan’s chat room at doktorn.com

If your children are crying or you have trouble talking on the phone 
for some other reason, chatting with an administrative officer might 
be just what the doctor ordered. Approximately 240 people contact 
Försäkringskassan every day on our Facebook pages or our chat 
rooms at familjeliv.se, alltomforaldrar.se and doktorn.com. Ask 
a question about parents’ or health insurance and you’ll have an 
answer within a matter of minutes.

One-on-one meetings
Many people want to take care of their matters as fast as possible, 
preferably on their computer, smartphone or tablet. Other custo-
mers would rather see us face-to-face.

Many one-on-one meetings take place at our service offices for the 
purpose of obtaining assistance in filling out a form, clarification 

5107 personer gillar detta.
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about various regulations, etc. These meetings also serve as an 
opportunity for the Tax Agency (Skatteverket) and Pensionsmyndig-
heten to help out.

Customers with disabilities or long-term illnesses are assigned a per-
sonal administrative officer. We devoted a great deal of effort during 
the year to improving support and communication between officers 
and customers by arranging more in-depth meetings and other ini-
tiatives. The meetings are a chance to identify a customer’s present 
needs, as well as to coordinate with employers, doctors, employment 
officers and the like.

Respect and consideration, but also inefficiency and 
bureaucracy
Försäkringskassan conducts annual surveys to find out how our 
customers perceive us. The 2012 surveys revealed a somewhat grea-
ter level of satisfaction than the year before. 

People who come in contact with us are most impressed by the 
respect with which they are treated, as well as the knowledge and 
professionalism of our employees. Many of them also report that our 
online services are attractive, that finding someone to talk to is no 
problem and that our information is easy to understand.

But customers would also like to see some improvement in certain 
areas. A frequent viewpoint is that inefficiency and bureaucracy af-
fect the way that cases are dealt with and that decisions vary depen-
ding on who makes them. 

Did you know that
service offices around the country 
had 4.4 million visitors in 2012.
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Use your smartphone or tablet to report that you are 
staying home to take care of a child

 — Not a day too soon... The app makes my life a lot smoother 
– I don’t think it could get much easier than this.
Review of the Mina Sidor app at App Store

The effort to simplify communication with Försäkringskassan conti-
nued during the year, and two new features for mobile devices were 
introduced in the autumn. A mobile version of forsakringskassan.se 
was released, while the new Mina Sidor app allows customers to see 
their matters and report that they are staying home to take care of 
a child. A mobile electronic ID also authorizes parents to apply for 
compensation when they are at home taking care of a child, etc.

Kassakollen
Starting last spring, a person who doesn’t have a matter with Försäk-
ringskassan or is wondering how much allowance they are entitled 
to can go to Kassakollen at www.forsakringskassan.se and perform a 
simple calculation. The service was instantly popular and had recei-
ved almost 520,000 visitors by the end of the year.
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One form less to keep track of
Försäkringskassan submitted its first Anti-bureaucracy Catalogue to 
the Government during the spring. 

 The catalogue is a list of regulations that many customers regard as 
bureaucratic. The Government and Parliament must decide what to 
do about the rules.

One item on the list is the certificate 
that school personnel must fill out 
to verify that a child has really been 
staying home. Both teachers and pa-
rents thought that the requirement 
was unnecessarily bureaucratic, 
and so did we. The Government and 
Parliament saw it the same way. As 
of 31 December, the certificate is no 
longer required.

The next catalogue, which contai-
ned additional suggestions, was sub-
mitted in the autumn. One proposal 
would permit customers to apply 
directly for parental benefit without 
providing notification first.

Did you know that
”The online services offer users, both citizens and the 
organization’s employees, greater control of their situa-
tion and save them time. Adaptation of services to the 
world of smartphones and tablets is an additional boon to 
accessibility.”
Part of the citation when Försäkringskassan won the 2012 e-Diamond 
Award for its self-service options

”An efficiency project for every Swede, seasoned with de-
mocratic values”
Part of the citation when Försäkringskassan’s automation initiative was 
named the IT Project of the Year by the magazine CIO Sweden
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The social insurance system will never be 
set in stone
Minister for Health and Social Affairs Torsten Nilsson made it clear 
in 1959 that the social insurance system would never be set in stone 
because it must be responsive to an ever changing world. In the 
twenty-first century as well, the laws and regulations that govern 
the system are constantly in flux. One change in 2012 entitled both 
parents to take double days and stay home to take care of a child at 
the same time.

Following are some of the other regulations adopted during the year:
•	 Simplified equality bonus for parents who share parental leave
•	Three new benefits: sickness benefit in special cases, 

rehabilitation benefit in special cases and living supplement
•	Option of extending sickness benefit after 2½ years if illness 

suggests that it would be unreasonable to do otherwise
•	Reintroduction of the term “normal work” instead of “regular 

labour market” when considering a customer’s right to receive 
sickness benefit

•	Clarification of the employer’s responsibility to provide sick pay

More sick leave and days at home to take care of children
Sick leave, which had declined steadily since 2004, has inched up 
again the past two years. Swedes received an average of 7.7 days of 
sickness benefit in 2012, an increase of almost 1 day since 2011.

97%
of customers who apply for sickness 
benefit receive it.
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2012 was also a record year when it came to the number of requests 
for compensation to stay home and take care of a child – 2.8 million, 
or 90,000 more than in 2011. 37.7% of the days were taken by fathers, 
also an increase over the year before.

Attendance allowance
People with disabilities who need help in their daily activities receive 
compensation to obtain the support of assistants. Approximately 
15,800 people are receiving attendance allowance from Försäkrings-

kassan. Some SEK 25 billion in atten-
dance allowance was paid in 2012.

Attendance allowance has made life 
easier and more independent for 
many people with disabilities. Howe-
ver, a small minority of people exploit 

the system to their own advantage. Försäkringskassan worked hard 
during the year to identify businesses and individuals who commit 
insurance or tax fraud in connection with attendance allowance.

 — It is important that attendance allowance be used to make 
life easier for those who require support. Taking advan-
tage of people with special needs for one’s own gain is the 
most despicable kind of criminal behaviour.
Svante Borg, director of Försäkringskassan’s local offices

Why are mothers sick more often than fathers?
What is the reason that women and men take about the same 
amount of sick leave until they have children, after which women 
predominate? The Government asked Försäkringskassan to investi-
gate the matter in 2012.

More than 80 analysts work at Försäkringskassan’s analysis and 
forecast department. Their responsibility is to compile, interpret 
and analyse information about the social insurance system and its 
customers. Are chimney sweepers sick more often than preschool 
teachers, what do young people with disabilities think of the labour 
market – you name it. The statistics and analyses often inform the 
decisions of public officials when drafting new laws and regulations, 
as well as helping journalists, the general public and other authori-
ties keep up with the latest developments. Försäkringskassan uses 
the information to adapt its activities and improve the services it 
provides for its customers.

Did you know that
attendance allowance averages 
118 hours per week.
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Did you know that
forsakringskassan.se/statistik 
contains statistics of all kinds. What 
percentage of days at home to take 
care of a child are attributable to 
women in Surahammar, how many 
50-59 year-olds in Västerbotten 
County received sickness benefit 
ten years ago...
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Employees

Försäkringskassan has around 13,400 employees. The great majo-
rity are administrative officers, but there are also a number of other 
professionals: legal experts, political scientists, economists, archive 
assistants, doctors, IT specialists, statisticians, providers of general 
office services, etc.

A little about us
Our employees average 46 years of age. 77% of them are women, 57% 

have college educations and 13% have 
foreign backgrounds. They have been 
at Försäkringskassan for an average of 
more than 16 years.

In the service of citizens
Regardless of profession, all employ-
ees are at Försäkringskassan in the 
service of citizens. Because our job is 

to implement decisions that have been arrived at on a democratic 
basis, we impact the lives of individual people, as well as society as a 
whole. And we are proud of it. 88% of respondents to our most recent 
employee survey said that they were proud of the work they did and 
86% said that their jobs were meaningful.

More than half of them would stay at Försäkringskassan even if they 
were offered a similar job somewhere else.

Satisfied with supervisors and co-workers
Generally speaking, employees are also satisfied with their imme-
diate supervisors and the director-general and give top marks to the 
atmosphere of teamwork at Försäkringskassan. They are less pleased 
by their busy schedules and the pressure of time to get everything 
done.

Learning in the classroom and at the workplace
Our employees devoted a total of 32,000 days to skills development 
in 2012. Most programmes are online but we engage a number of 
teachers as well.

200 000
is the total number of years 
that current Försäkringskassan 
employees have devoted to 
administering and improving the 
social insurance system.
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Försäkringskassan of 
tomorrow

Greater confidence
Our efforts in 2012 to provide better, easier-to-understand services 
have persuaded more customers that we are professional, pleasant 
and knowledgeable. Nevertheless, confidence in Försäkringskassan 
and the social insurance system remains low.

Our greatest challenge in 2013 is to continue improving our acti-
vities, services and communication in order to satisfy the needs of 
our customers more effectively. Our goal is for more people to have 
confidence in Försäkringskassan and the social insurance system.

New ways of communicating
Imagine being able to chat or talk with your administrative officer 
by computer at the same time as you share a virtual desktop and fill 
out forms. Once that’s done, all you have to do is sign the form elec-
tronically. You can stop dreaming now, because these solutions are 
already under development. It won’t be long before both customers 
and employees will be able to use them.

+ 01:34:02

01:34:02
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Automated parental benefit
Once parental benefit is automated in 2013, people will be able to 
follow their case and see exactly when their money is going to arrive. 
Parents will know more about what is going on and processing time 
will be shorter.

Other changes are also in the works that will make it easier and less 
confusing to communicate with us.

Lean working methods – an improvement that keeps on 
giving
Simplification may involve either major legislative amendments or 
simple everyday changes that benefit our customers, either right 
away or in the long run. Försäkringskassan adopted lean working 
methods – the constant identification of routines that can be simp-
lified and improved – throughout the year. The effort to implement 
lean working methods throughout Försäkringskassan will continue 
until the end of 2014.

Smoother procedures for the sick
Medical certificates that are not filled out completely, employers 
and administrative officers who can’t get hold of each other – these 
are just a couple of the problems that can complicate the sick leave 
process for our customers. Försäkringskassan, the healthcare system 
and employers have launched an effort to identify the sources of the 

bottlenecks and what can be done to 
simplify matters.

The goal of the initiative is to adopt 
new working methods that will 
make the process simpler, faster and 
smoother.

One accomplishment to date is that doctors are increasingly sending 
medical certificates digitally instead of by post.

Disseminating information and knowledge
Försäkringskassan employees possess an enormous collective store 
of knowledge about the social insurance system and the people 
whom it covers. The new web page www.forsakringskassan.se/sta-
tistik is a different approach to disseminating statistics and analyses 
to policy makers, researchers, the media and the general public. We 
are also experimenting with newsletters, seminars and lectures as a 
means of sharing what we know.

Did you know that
soldiers take fewer days of sickness 
benefit than members of any other 
occupation.
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Anti-bureaucracy patrol strikes again
Our first anti-bureaucracy catalogues left us with a taste for more 
and we decided to continue proposing simplifications on a regular 
basis. After that, it’s completely in the hands of the Government 
and Parliament. Following are some of the suggestions in the latest 
catalogue:
•	 elimination of the requirement to provide notification before 

applying for parental benefit
•	  people other than mothers will also be eligible for parental 

benefit for appointments at a maternity clinic
•	 both parents of children with disabilities are to receive 

temporary parental benefit when attending a course
•	 parental benefit is to be paid during nursery school orientation
•	 customers will no longer have to reapply for housing allowance 

every year
•	 housing allowance is checked against assessed income earlier 

than before
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How to contact us

www.forsakringskassan.se 
The Försäkringskassan website contains information about the 
social insurance system. It also features self-service options for indi-
viduals and employers, as well as providers of health and dental care. 
The website has been adapted to mobile devices: 
www.forsakringskassan.se/mobil

Customer centres
Försäkringskassan’s customer centre for individuals can answer both 
general and personal questions. Försäkringskassan’s partners are 
welcome to call the customer centre for partners.

Customer centre for individuals 0771-524 524 
Customer centre for partners 0771-17 90 00

Facebook: 
www.facebook.com/bostadsbidrag  
www.facebook.com/foralder

Other pages where you can ask questions of Försäkringskassan: 
www.familjeliv.se/Fraga_experten 
www.alltforforaldrar.se/experter

The Mina Sidor App is free at either App Store or Google Play

Visiting Försäkringskassan in person
Information about the office nearest you is available at 
www.forsakringskassan.se
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