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Background information

What influences Denmark and borger.dk?
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Two key questions:

 How can personalisation facilitate
greater efficiency in public sector
service provision?

 How can personalised and user-
centric public services increase
Citizen satisfaction?
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Users are online!

65% of 16-89 year olds Danes have
submitted information or otherwise communicated
with the public sector online in the last 12 months

1+ BILLION CITIZEN TRANSACTIONS WITH DIGITAL
SIGNTAURE NemID SINCE INCEPTION (MID-2011)

3.7 MILLION DANES HAVE ACTIVATED
THEIR DIGITAL SIGNATURE NemID
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Different users, different challenges:
User-centric services a must!
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Danish studies show that:

« 85% of Danes want to serve themselves online, as long
as the solutions are user-friendly

« 10-15% of the citizen service takes place digitally

« Studies also show that average € cost of service
provision Is:

6,00

5,50

5,00

4,50

4,00

3,50

3,00

2,50

2,00

1,50 -+

1.56

W
q
)

1,00 —— —
1,49

0,50 —-— —

0,67 0.30 0,60

Online service Online service Telephone Electronic post Post
(automated) (manual)

0,00

3
T
0
5
)
0
J

Fixed costs in € (estimate) Variable cost in € (incl work hours)

Source: KL, 2011. € 1 equal to DKK 7.44 on 30/11/2011



borger.dk
Potential and realisation

Large untapped potential:

« 210 3.75 times cheaper to provide services online
compared to other channels

 discrepancy between supply and demand

To realise this potential borger.dk:

* mandatory, user-centric and personal digital
communication

 target users and optimise channel strategies

 encourage user take-up by combining personal,
relevant and current content, data and service

* cross-governmantal cooperation, joint development and
reuse of content, data and infrastructure
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The good user experience

How does borger.dk support well-
functioning, user-friendly content and
selfs-service?
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WELL-FUNCTIONING AND USER-
FRIENDLY ONLINE SELF-SERVICE

Requirements incl.: And what do we do to secure it?
- Short and precise formulations = - Screening of existing eServices
I—no than,lfs to “burocrathic - Status reporting related to
anguage :
: - _ mandatory eServices
- Logic and intuitive, graphical _
design - Development guide for well-

functioning eServices
- Access to help d

- Summary of all entered data
before submission

- Information and advise to
authorities and it-developers

- Functions in major browsers - Re-vamped borger.dk

- Receipt - Joint communication, it-skills
- Reuse of data and components deVEIODment and it-assistance
- WCAG 2.0 AA
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A key enabler for (mandatory)

online self-service

2012 2013

AREAS IN FOCUS

EXAMPLES
OF TASKS
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Borger.dk Is:

The Citizen Portal
Editing

Design

User support (callcenter)
Marketing

Documentation

CMS (technical platform)
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All roads lead to ¢
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Action pages, proactive and feedback-loops
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Why personalise?
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Personalisation and MyPage

For a tour of the borger.dk MyPage visit:
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Mobile borger.dk and My Page
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Link-service

iFrame-service

XHTML-service | 4

Portal-AddIn

Mobil-service

TWO channels, P
but THREE platforms | € iPhone
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The vision — from MyPage to mobile
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17 most popular topics

1. PENSION (26.149) 11. Senior cizens (3.034)
6. Health (11.983)
12. Police, courts, defence (2.073) 7. Transport (10.993)

. Foreigners in Denmark (1.693)

- Foryouth (4.530) 4. FAMILY AND CHILDREN (18.112)

10. School and education (3.427)
16. Danes abroad (1.587) 17. Handicap (1.457)

5. WORK, UNEMPLOYMENT BENEFITS, LEAVE (17.075)
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Most popular services
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Other popular services incl: Digital post, tax returns (simple), reporting of rodents.
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A popular place (visits per month)

14.000.000

12.000.000




Prepare to harvest...

Information- and transaction based
online self-service (Q&A, transactions)

- All roads lead to action (channel
strategy, information, data, service)

- Channel strategic choices (to change
request patterns)

- Mandatory but user-friendly, personal
online self-service

- Targeted information and eServices
(personal, relevant and up-to-date
content, data and service)



Open government, open data

How do Denmark work with open
government and open data?



Open government in Denmark

“The Danish democracy needs
to be renewed. The government
will present a programme for
good governance as a concrete
Initiative to ensure better

legislative quality and to improve
the possibilities to control the
governance of the government.”

Government Programme 2011




The eGovernment Strategy:
Main tracks

Citizens Schoolchildren Infrastructure

Companies Patients Shared core data
Senior citizens Legislation
Unemployed Management
Students

The strategy is divided into three main tracks.
Each track covers various areas and targets
different groups.

25



Initiatives in the eGovernment Strategy 2011-
2015




Danish OGP Commitments

5\

Supporting the promotion of open
government practices

e Involvement of civil society and new
approaches to public service

e Open Data and Open Source
e Self-service and reporting solutions

e Strengthening the businesses’ social
responsibilities

e Legislation and data
e Use of new technology

(
pan

e Good governance - transparency and
better public ICT projects

Local and regional large-scale initiatives



For further information

eGovernment Strategy 2011-2015:

Open Government Programme (OGP) and action plan:

Open Data Innovation Scheme (ODIS):
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For further information

Morten Meyerhoff Nielsen borgerd

Mobil: +45 4078 7065 b, 5 o
Mail: meyer@digst.dk E S g :
LinkedIn: mortenmeyerhoff A » e ,

Twitter: @ mortenmeyerhoff borgerd

Digitaliseringsstyrelsen

Landgreven 4, Postboks 2193

1017 Kgbenhavn K

DENMARK .

Telefon: +45 3392 8000
Mail: digst@digst.dk
Web: www.digst.dk og www.borger.dk




