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"0-growth " and pressure for priorities:

• Finance, service, demographic trends

•1 billion. million each year toward 2013 (reciprocity agreement)

•Slippage of tasks to other public authorities - who is the entry for the citizen?

In addition, changing market conditions on the IT market

- A large proportion of municipal influence on the local IT development has 

historically gone through ownership of the greatest IT-vendor in the municipalities, 

KMD. Following the sale of KMD, municipalities, however, only use their influence 

as purchasers on a (partially) changed IT market

- Establishing KOMBIT (regnecentralen..)

Why…?



Framework conditions - long term

•Challenge I: Citizens rising 

expectations
•Challenge II: Recruitment of 

public servants
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The joint public collaboration for 
digitization

• Binding cooperation between municipalities, 

regions and state

• Anchored at top management level

• The Digital Task Force as joint secretariat -

anchored in the department of finance, but is 

the secretariat of municipalities, regions and 

state



e2012 objective

By 2012, all relevant written communication 

between businesses, citizens and public 

sectors could be done digitally
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Major initiatives in the recent joint 
government strategy
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• Borger.dk  - one entry to information and digital service, e.g. 

notification of change of address

• Common Components (NemSMS and digital post)

• Digital signature - emphasis on usability and security

• Mandatory Standards - B103 - generalities, but two document 

standards

• Domain Boards - coordination of the lateral digital (FORM FOCUS, 

BC)



eDays
- outlines what must be possible / mandatory, respectively. citizens 

and authorities across the public sector
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eDay1 - September 1.st  2003

- right to send letters and documents per. mail to other authorities

- right to require other authorities to send digitally to them.

eDay2 - February 1.st. 2005

- right to send letters and documents with sensitive and confidential 

information

- citizens and businesses the right to send secure e-mail to the public.

eDay3 – November 1.st 2010

- All national popular solutions visually integrated on borger.dk

-NemID and Easy-login to all digital solutions

-Digital document box for communication between citizens and authorities



NemID - electronic signature to 
both the public and private sector

• NemID is the same login everywhere. 

• In banks 

• The  municipality's online self-service

• The Tax Authority, e.g.  citizens are to report 

anticipated revenues for next year

• When to open the Dokumentbox
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Digital Post: Document Box

• All authorities can be 
contacted and respond via 

Document box

•All authorities must send all 
relevant mass mailings via 

the document box for 
individuals and businesses
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The goal of digital ciziten service

“All who can serve themselves digitaliy, 

are to serve them self."

In 2012 30% of citizens inquiries are to be 

digitalized - and 50% in 2015



It's good citizen service do it 
yourself digital ....

"The Danes expect an online service from the 

municipalities that matched what they are 

accustomed to when they turn to shops on the net 

'(Dwarf 2010:11)

"It is simply a better customer experience even to 

transfer money or pay bills without any delay on the 

network. " (Dwarf 2010:10)
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The municipalities have started…

• Municipalities supports the joint public initiatives (e-Days, 

e2012, borger.dk, NemID)

• 3000 + digital ambassadors (competency)

• Municipal it-architecture council

• KOMBIT (gathers the purchasing power and negotiate 

solutions and prices on behalf of municipalities) has 

started with 25 + joint municipal projects, e.g. 

development of self-service solutions with 70 + 

municipalities

• Procurement plan for the enforcement of monopoly 

systems in municipalities

• Documentation - 83 municipalities participating in the 

common documentation of inquiries from citizens17-06-2011



However, there is a long way to 
go ...

• Hard to assemble the municipalities on a joint effort

• Projects executed too slowly

• The effects are absent or not visualized

• Rule simplifications to be made ​​by the state 

postponed or watered down

• Lack of common ground across disciplines in each 

municipality

• Missing impact of strategies
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Selv-
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Distribution of requests from citizens on 
the different communication channels

-We need to have self-service level up.

-But far from all communication can be replaced by 

self service.



Digital service on Borger.dk

http://www.borger.dk/






Recommendation from LGDK to 

municipalities:

Visual integrate all self-service solutions for borger.dk to ensure 

maximum use of the solutions

• Use borger.dk statistics system on the use of self-service 

solutions for internal management information.

• Engage in joint purchasing of interfaces to provide content for 

My Page via KOMBIT.

• Develop integration from your own website to borger.dk so the 

citizen can directly log in to Borger.dk My page whether 

individuals select municipal website or borger.dk as their 

entrance



Why a “My page” on Borger.dk?

• My page is that the central entrance to the whole public sector 

– citizens are indifferent to the authority which has responsibility 

for different tasks

• Provides citizens with a better view of relations with the public, 

and ensure that citizens are increasingly made ​​aware of and use 

self-service. 

• Solely to have presented data from the public sector and various 

factors such as future payments or place on the waiting list for 

daycare, should reduce citizens' requests to municipalities



Main elements of the new joint 

government strategy 
- elements which we hope will speed up the digitalization

1. Mandatory use of digital self service:

t is becoming increasingly mandatory for citizens to use digital self 

service when it should apply or report something to the public sector.

First such review of moving (easy) and then heavier areas, such as 

applying for cash assistance and planning permission. In 2015, all 

applications and reviews the scope of the requirement for self-service

 government should make it into law, while municipalities must develop 

user-friendly and efficient solutions

2. Mandatory to receive all mail in the Documentbox

From 2014, the citizens automatically a digital mailbox (paper box). And 

from 2014, the government send all materials to the public document 

box. It saves postage and educates citizens to digital behavior



Recommendations to the 
individual municipality's efforts

• Better solutions, such as more user friendly solutions for the 

citizens which  also provides savings for municipalities e.g. through 

integration of user interface to the underlying technical systems

• Greater political focus - that politicians in the municipalities actively 

choose digital service at the expense of other communication 

channels even if it entails reduction in opening hours in the one stop 

shop

• Increasing use of digital solutions, e.g. through marketing of 

digital service and focus on a new skills profile of employees

 it's about transformation of the traditional 

servicing and understanding among citizens and 

municipal employees
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Not only the administrative citizen 
service

• Daycare

• Primary school

• Elderly Care

• Employment

• Environment

Here's managerial 

challenges even 

greater!
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The managerial dilemma of LGDK

• On the one hand, a common strategy provides 

direction for a sector and gives each municipality the 

objectives and framework for managing the 

digitization locally!

Giveaway: strategic, economic and "political goals" 

resources and competencies (KOMBIT)

On the one hand, joint decisions, solutions, loss of 

autonomy and how committed we saw each other ..?

Price: Bracket on investments and disposal of 

decision-making


