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FOREWORD

Since the 2005 OECD-Eovernment Study Denmark has adopted a naticgavernment strategy
iTowartdesr BRitgi t al Service, | ncr e as e dovelinfy thé pefiod ncy &
20072010, which generally followap on the OECD proposals for action.

This 2010 followup egovernment country study, which should not be seen as a comprehamsive
extended @overnment review, aims to assess the progresses madgowerament by Denmark since
2005 as a result of the currergevernment strategy and to assess the main challenges and questions to be
addressed in order to put forward a numbeproposals for action which shall enable Denmark to further
exploit its privileged position in terms ofgovernment development to ensure the delivery of-higddity
and cost effective services.

This report focuses on the analysis of a number of keys dhed correspond to the main challenges
identified by the Danish government in its current efforts to briggwvernment development forward, but
which are not unique to Denmark. These challenges are in fact shared by the majority OECD countries, as
they are increasingly focusing their efforts on broadening the perspectivg@ieenment programs to
enhance its value as a driver for efficiency and effectiveness, while sustaining ongoing service delivery
improvement. These areas are:

1 the impact of ggovenment on the public sector modernisation and efficiency efforts;

1 the impact of the -government organisational structure and arrangementsgonegnment
development animplementation;

the need to address issues related to useiutgke
the assessment the benefits realisation ofgovernment projects.

The report was completed in March 2010. It draws on a survey of the Danish central, regional, and
local government organisations administered in Septe@bwmber 2009, on an extensive review of
information about egovernment in Denmark, and on a series of interviews with Danish officials and
commentators held in October 2009. Peer reviewers from the governments of Australia, the Netherlands
and the United Kingdom contributed to the review process anthd drafting of the report. Their
participation helped to set Danish initiatives in an international context and to identify lessons for other
OECD countries to learn from.

The analytical framework of the report is based on three OECD synthesis réperessGovernment
Imperative (2003), €5overnment for Better Government (2005), RethinkinGo¥ernment Services:
UserCentred Approaches (2009). The review was carried out under the auspices of the OECD Network of
Senior EGovernment Officials, which coitered its main findings as part of the Work Programme of the
Public Governance and Territorial Development Directorate within the OECD.

Under the leadership of Christian Vergez and-Yeou Wang, the review was managed and written
by BarbaraChiara Ubald assisted by Carine Tyler and Tara Staub. Special thanks to the three peer
reviewers: Ann Steward (Australia), Kees Keuzenkamp (Netherlands), and Bill McCluggage (United
Kingdom). The OECD gratefully acknowledges the excellemmeration of the Danishdministration in
the preparation of the report.
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ASSESSMENT AND PROPGSALS FOR ACTION

Core messages in the four areas of focus
In order to address the challenges highlighted in the report the Danish government could consider the following:

Broadening the vision of the public sector:

9 Broadening and strengthening the e-government vision taking into consideration that enabling societal-wide
efficiency and effectiveness could realise better use of public resources at large - i.e to help improve public service
delivery, to enable citizens to better access services i without losing sight of the necessary focus on efficiency and
effectiveness.

9 Defining a roadmap which translates vision into action to: widely promote the top-tier e-government enabled
initiatives and ensure that investments are aligned with national strategic goals; prioritise and rationalise efforts;
demonstrate interconnectedness and interoperability between projects; set implementation timeframes and
expected outcomes; spot and exploit synergies and economies of scale; and secure public trust and support.

9 Focusing on a coherent digitisation of government processes rather than singularly on e-government as an
individual policy area to reinforce the role e-government plays in the successful delivery of public sector goals (e.g.
de-bureaucratization strategy); to ensure e-government is recognised as a core component of other programs; to
identify the dependencies and timeframes; and to facilitate the interaction and joint-efforts of different ministries to
support the implementation of new projects.

Reinforcing the organisation of the public sector:

9 Reinforcing the adopted joint-approach through the strengthening of the existing cross-governmental collaboration
and co-ordination structure (e.g. the Joint Committee for Cross Governmental Co-ordination and its sub-bodies -
the Domain Boards) providing it with the necessary mandate and management tools (e.g. budgetary and
leadership-wise), and through concrete activities and projects (e.g. development of joint solutions in all areas, as
appropriate) to sustain an integrated and coherent e-government implementation within and across levels of
government.

i strengthening the engagement with sub-national level organisations to achieve greater use and full exploitation of
digital services supported by a joint-collaboration approach to e-government projects across all levels of
government.

Enhancing capacities within the public sector:

9 Improving data standardisation and the use and flow of public sector information within and across levels of
government to better meet the needs of citizens, business or government and improve cross-governmental
collaboration by clarifying the primary holder of core data and the conditions for access or reuse by multiple parties
(in- and outside government).

i Developing core capacities and skills competencies in the public sector to meet and support the growing demand
for project and programme management and design - particularly in the case of large ICT projects i and to support
successful e-government implementation, full exploitation and leveraging of e-government projects and advances
in the modernisation agenda.

1 Further implementing and enhancing the use of the Business Case Model and adopting its use to support more
robust investment analysis and strong monitoring of the follow-u p of t he projectsdé i mpl
benefits - both in terms of traditional efficiency and broader benefits - are reaped throughout the process.

Strengthening citizens and businesses®6 engagement:

9 Enhancing the public awareness of existing e-government services through a targeted promotion and marketing
effort to motivate and increase use.

9 Developing a strong and effective channel-management strategy to support e-government initiatives across the
whole public sector.

f I'ncorporating in public service design and delivery
needs and raise the servicesd increased effectivenes
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Main finding s

Denmarkis at the forefront ofe-government development and implementatard it holds leading

positions in all international rankings. This is the result of the continuous commitment and strategic
approach shown by the Danish government in using ICT to strengthen the performasigaiblic sector

in providing high quality public services to its citizens and businesses. In recognition of the instrumental
value of egovernment to boost the quality, efficiency and effectiveness of the public sector, to fester co
ordination and compelmt i on across | evels of government and
government, Denmark believes thage® v er n ment is a fAmusto. Pressur e
efficiency and effectiveness induced by the budgetary and fiscal imbalanceghtbadout by the latest
economic recession, Denmark could seek to exploit its sophisticafedeenment enabling environment

and its advantage of being a fAworld championodo i
government.

Key points

Translating the main finding into goals and concrete actions would mean:

9  Broadening the e-government vision taking into consideration that enabling societal-wide efficiency and
effectiveness might reinforce the potential to better use public resources at large 7 e.g. to help improve
public service delivery, enable citizens to better access services, reach out to the vulnerable parts of the
population and foster open government i without losing sight of the necessary focus on efficiency and
effectiveness.

In order to attain these goals the Danish government could:

9 Leverage the adopted joint approach and strengthen the existing cross-governmental collaboration and co-
ordination structures (e.g. the Steering Committee for Joint Cross Governmental Co-operationl and its
sub-bodies, i.e. the Domain Boardsz) to sustain an integrated and coherent e-government implementation
within and across levels of government by providing such structures with the necessary mandate and
management tools (e.g. budgetary and leaderships-wise).

Enhance the public awareness of already implemented e-government solutions through a massive
promotion and marketing effort to motivate and increase the use of the e-government services already in
place. To this end, a strong and effective channel-management strategy also needs to be put in place, and
relentlessly pursued by the whole public sector.

f I'ncorporate in public service design and delive
needs in order to | ink tehess, quaily and cegpendiveness corthe ashanded
engagement of the userso6 and a sounder knowledge

Key challenges and proposals for action

The Danish government has asked the OECD to conduct a foplavountry study to the 2005 OECD E
Government Studyy Recommendations from this study were largely followed by the Danish government to
inform the national government strategy covering the timeframe 200Zd. This report should not be

seen as a comprehensive and extendgdvernment stugd but as an attempt to highlight the main
challenges and questions to be addressed by the Danish government in 2010 and onward to ensure an
optimal use of government to make the public administration more efficient, effective andusttined.

The coninuous development of-government is demanding and resource intensive even for a mature
e-government country like Denmark and this report shall assist the Government in its endeavour. This



report can guide policy makers who are in the process of takiaf of the progresses made since 2005

with regard to egovernment development to inform a nexgaernment strategy and address the priorities

as identified in the Gover nmkIKnowletlge, rGkowtl® Progperitg, mme i
We | f aDaemiak 2020 Vi den, vbkst,)velstand, velfbrdo

The sections below highlight the main findings in the areas of focus of the report and put forward
proposals for action. As this study presents the richness of initiatives and actions so far adopted by the
Danish government on-government and proposes actions related to areas and challenges which are
commonly shared by a number of OECD countries, the intention is to provide a useful tool to support
e-government policymaking in Denmark as well as in other AECountries.

This follow-up study focuses on the analysis of the following areas:
1 the impact of ggovernment on the public sector modernisation and efficiency efforts;

1 the impact of the -government organisational structure and arrangements-govesnnent
development and implementation;

9 the need to increase user takge and
1 the benefits realisation ofgovernment projects.
Area of focus one: The impact ofgovernment on public sector modernisation and efficiency

The adoption of a holistic approachto e-government developmentcan increase its impact as key
enabler for public sector modernisation and efficiency. Placiggvernment in the wider context of other

public agendas and reform programs can help ensure the effective alignment and coli¢hencarious

policy areas. This, in turn, can facilitate and promote the systematic monitoring and assessment of progress
achieved through crossutting reforms and programs. Mapping and monitoring the status and results of
existing initiatives, in conndion with the development of new ones, is an important exercise. It allows the
exploitation of synergies and creation of economies of scale, the rationalisation and prioritisation of efforts,
the adoption of early correctivaetions and reallocation of fda as needed; and ensures the integration and
consistency of initiativedDenmark recognises the instrumental value-gbeernment as a tool to support

public sector reform efforts arglistain other public sector agendasls such as increased modermisat

and efficiency. This is why the Danish government has, over the past decade, focused on using the ICT to
enable the efficient, effective and flexible functioning of the public sector and the delivery of modern
public services. However, the country stud has revealed a number of asp
intervention would lead to important improvements.

Key assessment:

1 The Danish Government has made considerable efforts to ensure the alignment ef the e
government programme with targeted publidsereform initiatives €.g.the Quality Reform, De
bureaucratisation Programme) and theoodination of the various governance bodies in charge of
their implementation. However, the exploitation ef@/ernment and innovation as means to drive
change atimes still appears to be siloed. The public sector at large has limited appreciation of the
value and impact of-government across areas and on reform and modernisation efforts. Even
though the overall perception on the alignment of the central ardasiwimal use of innovation
and ICT and of the development of specific digital solutions within the framework of the national
e-government strategies.f. medicard, Document Box, and digital signatures) is generally
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positive, the alignment is only partialtealised and not yet fully exploited. It is present in some
agencies, but not consistently as part of an overall approach. What could be strengthened is a
holistic and coherent vision of howgevernment and innovation can be used by the country to
explat its opportunities as a digital economy as well as a comprehensive picture of those initiatives
that would enable them to fully exploit their potential across the whole public sector. The Danish
government has realised thagevernment has a key instrental value to push reforms forward

at all levels of government and where it is used it should be clearly integrated. Strengthening the
link between the -government agenda and the various prognastan increase the impact of its
strategic potential. Thgovernment organisational settings may help bring together the different
public sector modernisation efforts.g.de-bureaucratisation, reduction of administrative burdens,
public maragement, @overnment) as they can foster a greater integration ofgimedas and an
effective ceordination of the initiatives.

Proposals for action

To strengthen the alignment betweegowernment and the different public sector reform agendas, the
Danish government could consider the following proposals for action:

x Develogng an egovernment vision/statement for the future and a roadmap identifying top
priority initiatives: As many projects are being implemented and others are planned a clear
egovernment vision/statement i ndi cgatheicnieggonDe n ma
for choosing priority areas and allocating resources could support a strategic selection of key
initiatives and improve the possibility that these initiatives deliver the expected outcomes and
create the intended value in the Danish pusdictor. The vision could set the national goals and
indicate how the government and innovation agendas can help achieve results in specific sectors
or across areas, at the central or at thenstional levels.

A clear vision for the future could ensutet egovernment and innovation are embedded in the strategic
thinking whereas the definition of a roadmap could foster the reconciliation of inncledicand
efficiencyled approaches through specific initiatives and projects. The roadmap, to berstruatline

with such a vision, could also ensure that the selected initiatives meet the achievement of the goals set in
the vision- within single sectors or across areas at the central enatidnal levels of governmeitand

that the use of ICT is Jleintegrated in the policy areas. The roadmap could be tied to aamessy

priority system and more clearly identify the dependencies and timeframes holistically and provide all
parties with a more consistent and targeted pathway for the future.

Mapping out, agreeing upon, linking and prooting widely the togtier initiatives is a critical exercise.

The roadmap for the realisation of the strategic vision allows the prioritisation of initiatives, the
rationalisation of efforts, as well as the demongtratof the interconnectedness between projects,
implementation timeframes and expected outcomes to spot and create synergies and avoid overlaps. This
would foster the consistency of systems design and development and the exploitation of synergies and
econanies of scale to jointly develop operations, and facilitate the reallocation of funds as needed.

Consultation with internal and external stakeholdefg.g.various segments of the population including

trade unions, business representatigs)part of thanapping exercise would enable early action to be
taken to stop any work that is not aligned, and to reallocate resources accordinglyagdjiag could

further improve the digitisation of the public sector both in the citiperented and businessienied
areas,could facilitate a renewed framework for targeted investments aligned with the national strategic
goals as well as a consistent reporting on progresses and a framework for cohesive decision making and
increased public trust



x Focusing on governmat processes rather than on-government as an individual policy area
to provide a stronger connection:The government could consider-eagamining the various
streams of work within the central government as well as the linkages to the activities undertake
at the sulmational levels, which relate tegovernmentThis approach could assist the clear
identification of dependencies and timeframes based on a wdfedevernment approach as laid
out in the work on enterprise architecture dhd provision d a more consistent and targeted
pathway for the future. In additiothis would assist in providing a stronger line of sight over the
importance and validity of the work in accordance with the almosstioned egovernment vision
statement and roadmap amebuld supportco-operationbetween and across ministri€Bhis
approach could reinforce the ties betweergevernment and other public sector goals (e.g- de
bureaucratisation strategy) to ensuregovernment is recognised as a core componéntould
also facilitate the interaction and joint efforts of different ministries to support the
implementation of new projectslo strengthen this interconnection the roadmap could foresee
the development of joint solutions on common problems whenever possibleasagproach
would also go some way to address points raised during the study concerning the need for better
co-ordinationin specific government processeasd. public registers and public procurement).
Building on this the Government could consider exitegdhis approach to all business areas
whenever possible.

x  Developing, adopting and implementing a common approach/vision embracing a broader
vision of egovernment: The government could consider a change in perceptoil in practice
- of e-governmentfrom being primarily an instrument for better administration and efficiency
gains in the backffice to being a means to deliver more effective and improved services and
support other policy goals. This could imply focusing on the use-gmvernment nofustto
increase efficiency of administrative services but to support improved service delivery in the
primary/core service areas like health, social care and education, etc., where better does not
necessarily or not onlyi mean more efficient process€early, as the improvement of services
comes at a cost the need to achieve economic efficiency gains while improving service delivery
needs to be taken into account. The focus may shift to an outmdeméed one &.g. more
effective education) rather thebeing administrative efficieneyains driven. Restoring the link
between egovernment and better services delivery could also increase the political focus on
e-government.

x  Strengthening the link between-government and the further improvement of seridelivery
could forgea vision and an understanding of hosg@/ernment can contribute to a wide range of
policy areas and societal gains rather than focusing solely on budget related ones. A robust
analysis of the ICT requirements needed to supporggpsoach would be necessary to secure a
choice of applications based on a comprehensive set of criteria. . This could also lead within
specific areasg(g.in the education area) to a further improvement of tevernment solutions
through a more demardtiven development. This would imply a certain level odesign based
on the involvement of the users.

Area of focus two: The governance framework folgevernment development and implementation

Particularly in a period of fiscal and financial consttainvhich partly are the consequences of the
economic recession experienced by OECD countries in-2008, OECD countries are increasingly
trying to transform their operations and servi
with even € s s 0 . Achieving this result through publ i
burdens and improved service delivery to citizens and businesses via a numbevefrenent initiatives
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in a multragency setip requires collaboration and-oadination across levels of government to ensure
coherency and integration.

A system of strong governance that reflects a strategic vision of a-ahgterernment approach for
coherent ggovernment development and implementation will drive an enhanceplathts and/or sharing

of information, data and systems, and setting of priorities. This approach is likely to deloseliration

and co-operationacross the levels of government. Easy access to and sharing of, information and data
perceived as publicavl ue i ncreased transparency and opennes
capacity to listen to and involve the citizerfcilitated by the use of Web 2.0 technologiesong other
things - are pivotal requirements for the fostering of an efficiepgroand responsive government. This
may on the one hand require upfront investments in saipndput on the other hand in a mediuto
longerterm perspective provide a platform for contributions to new economic growth. Securing the
continuous support ahe political leadership, centrally and suoditionally, taking full ownership of and
responsibility for the @overnment agenda is vital to the successful implementation of the national e
government programme. These are the key challenges shared byfm@S€D members and tackled
through national -government strategies.

Key assessment

1 The Danish government has focused on the establishment of frameworks and structures to
engender mukievel collaboration and eoperation across levels of government tstéo co
ordination across functional areas and support an efficient and effective development of e
government. Although the current governance frameworks have led to the achievement of
considerable -government progress it could benefit from further giteening. Specifically,
renewed organisational structures supporting public secteoperation across levels of
government to agree amutovide common solutions to shared problems would overcome the
continued silebased activityLikewise, continuous inMeement and support at the political level
would provide visible sponsorship aadnore direct connection to national priorities to make cross

governmentalco-operation work better €.g.i n t he area of chil drenbo:
Government ensure thall aninistries and levels of government-operate to provide common
solutions?).

i The Steering Committee for Cross GovernmentatoQme r at i on (STS) 6s man
sufficiently clear nor authoritative. Conceived to ensur@®rmination across areas attte with
support of the political leadership to push through the bregdvernment agendae.g. public
sector reforms and improved service delivery), its focus on technical retaitteks has
outbalanced the space devoted to the discussion and dewigidng on the national vision and
future strategic priorities. Additionally, the establisiizaimain Boardsould be more effective in
bringing forward egovernment development in the single areas, as originally envisaged and in
informing the discussions dae wi t hin the STS. Currently the
being hindered by their structure reflecting that of the STS, the lack of a specific mandate and the
management tools to implement such a mandetg. & budget), and a focus that is neither
political, nor fully technical.

1 The fragmentation of responsibilities and the absence of a visible champion charged with driving
the implementation forward, has also resulted in the value and rolg@feenment and of its
strategic and economic advageés for Denmarkiot being clear to the political leadership. The
Structural Reform of the Danish public sector has also contributed to this pcsitioetimes
resulting in a foegiensmurne dc i p@p ri d-ardnEionfasdrneweeh e c o
sharing between the central government, the regions and the municipalities. There is at times an
imbalance and a limited alignment between the priorities as seen by the central government and



those perceived at sutational levels. This reinforces the cdsehaving a more efictive central
focal point to co-ordinate the setting of the direction/vision, to set and agree priorities,
interdependencies and timetable for achievements.

Proposals for action

In order to tackle the above issues the Governmendl cauisider the following actions:

1 Reuvisiting and strengthening the organisational structure and cordination mechanisms to

X

enhance the effective emrdination between the ministries sitting in the STS, as this could help to
bring about the required political leadershipand lighten the strong focus of thegevernment
agenda on the economic and financial perspective. This implies several actions:

The Government could consider strengthening the role and responsibilities of a o
ordinating body such as the $S as a political driver for e.government development.

This could be achieved by vesting the existing STS with powers to set priorities, providing it
also with the necessary mandate, access to funds and with reporting obligations to the
government on progssmade (i.e. formally report to government and be accountable on
achievements). Empowering such aatdinating body would mean enabling it to support
visionary crosggovernmental projects such as those pushing for integratigrefsuring the
adoption of standards and establishment of a common ICT architecture) and taking
responsibility particularly for big ICT projects as drivers for innovation. A sharper link
between the political and strategic discussions in-lggal coordinating meetings of the

STS €.9. STS with political representation) supported by more technicaignted ones

with representation of various ministries.d. the participation of higtevel senior civil
servants with the required technical knowledge) could provide more effiaie effective
discussions and decisionaking. The revised structure could better facilitate the
identification of shared outcomes, resolve common problems, provide the right focus and
content of the discussion given the type and level of representdtending the meetings,

and facilitate the proper level of bity to support the development of common
solutions/systems. The focus would move to be not only on efficiency but also on the support
of policies as well as the improvement of processes anlgnnemtation.

Reuvisiting the role and competencies of the Domain Boards increase their effectiveness.
Subject to any change to the STS as mentioned above, the organization, competencies and
mandate of the domain boards would require revisiting. The DoBwmards could be more
effectively used to inform decisiemaking at the STS levet.g.the Domain Boards could be
obliged to function as initiativeaking bodiese.g.presenting proposals to the STS on how to
better use @government to support improvesrvice delivery within their sector, identify
potential solution to common problems.

Improving the crossgovernmental collaboration through concrete ectivities and projects

(e.g.the law on geospatial datma good example). The speed of developrogjaint solutions in

all areas could be increasezld.the principle of sharing of data and use of information should be
promoted and increasingly used as it will help to break down the silo approach and foster
collaboration). The adoption of a new visige.g. a new egovernment strategy) sufficiently
robust for the next five years to enable the sharing of data and integration of services could be
promoted and the collaboration idea/partnership approach could be more strongly sustained: the
new vision wald thus support a strger affirmative approach towds the principle of
collaboration across levels of government.
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x  Strengthening the subnational level:

- Since the Structural Reform, the municipalities appear to have strengthened their desire
towards cdhboration, for instance by engaging in creating jsimiutions. This should be
encouraged and extended in order to achieve a greater use of digital services supported by a
joint-collaboration across all levels of government. This would ensure {fpaenment is
brought back to, and discussed in, the political agenda of the municipalities aitd fiat
potential is exploited. Mapping what the local government is doing in relation to the
implementation of the various initiatives could enable the putdli gain insight into the
municipalitiesd6 performance and increase th
make it easier to highlight local successes and potentially facilitatassessment of the role
of the local government in relation ébectronic service delivery and to the development of a
joint channel strategy.

Area of focus three: Towards a more citizen and businesestric approach

Ensuring the availability of a technically skilled labour force within the public sector, a highdév
broadband penetration and <citizensd ability to
electronically are prerequisites for a society to exploit the opportunities offeredydyemnment and to
facilitate increased user takg. Improvirg the dialogue and forging connections between the government

and users in the ecreation of policies and in the -@sign of services is a feature of leading governments
worldwide. The availability of new technologiesd.Web2.0, telepresence), thentreased demands from
citizens, third sectors, business and others for services to be made available in the way that best suits their
needs, places increasing pressure on the public sector to rertahdate and proficient in the necessary

ICT skills.

Key assessment:

1 A focus on smarter, better and cheaper use of technology can free up resources to be devoted to
hi gher national priorities. Defining gover nme
providers), also strengthening the use of VEdbtechnologies, could further help achieving most
value for money. This could also help highlighting the focus on the core public policy and service
areas and not narrowly on the administrative side. In the educational area, for instance, while
solutionshave been built and enhanced to make the administrative processes more efficient, more
attention could be given to educational content development and to the provision of new
educational methods realising the potentials of digitisation.

1 In general, the Gvernment has not maximised the use of available ICT platforms for service
delivery to citizens. In most cases the platforms are in place but the existing channel management
strategy does not match the platform development level. The natiay@aleenmentstrategy
covering the timeframe 202010 was actually foreseen as a cigggernmental channel
management strategy. Thus, even though the individual authorities were expected to be responsible
to develop their channel management strategies, the DomaidsBeare supposed to play a more
active role in the definition of the channel management strategy for services delivered across
agencies. The need to have a channel management strategy did not receive the attention originally
indicated, and a new channelanagement strategy is needed, supported by a refreshed
communication strategy. These could help to improve awareness, both internally and externally,
and to fully exploit existing opportunitie$he roles of the citizen portal and business portal in the
savice delivery to citizens and business should be clarifiestronger dialogue ancb-operation
between the gosrnment and businesses and government and the citizens for joint initiatives and
projects is needed.istening to the needs of business pramters and citizens while designing



service design would have a positive impact across the public and private sector. This could
include more direct involvement of representatives of the various segments of the population in the
designing of services to tter understand howgovernment can respond to special needs.

The structural reform has resulted in local government in Denmark becoming the first point of contact i
many instances between the citizens and the public authorities, and while not alltlefrtbe reform

have fully settled in practice, there are areas where further efficiency can be leveraged including by
creating centralised shared services for processes that can be managed electianicaltyp{etely rule

based, without human interénce). From the central point of view, however, shared services are seen as a
technical di scussion about efficiency, whereas fr
loss of autonomy and reduction of decisional powiich isparticulaly relevant in casesequiringspecial

attention

Proposals for action
In order to tackle the above challenges the Government of Denmark could consider the following actions:

x Developing a cross governmental channel management strate@ie choice of fostémg the
use of online channels, or adopting mandatory solutions, .to enable the delivery of services to the
more eready groups€.g.students) could be pursued and sustained by the use of incentives as
appropriat€e.g.monetary incentives, as well askimd incentives). Emphasis could be placed for
example on advantages associated only with the online delivery of services which could not be
offered in connection with offline delivene(g. faster turnaround time, higher service levels or
administration ées).

x Developing a new marketing/communication strategyto ensure that users are aware of the
services available eline.

x  Adopting an approach that prioritisesendu s e r s 8 raine at salisingheé potentials of
di gitisation t o (e prpvidiogvnew kindstofi serdcesswhichlare fcapable of
fulfilling new personalised requests). The government could strengthen its capacity to assess users
needs (both citizens and businesses) and involve users groups through the use of Web 2.0
technolgies to listen to the citizens, engage them in the design of services and in- the co
production of policies and to forge collectiveitimtives and interactionln addition, the
Government could consider strengthening the application of the principleblo gansultations
in order to make them an integral and systematic part of the process of public services design and
delivery - including at the political level. This could be done particularly with regard to content
devel opment , s oews boaldbe sakeaikt@drauntdmvben palicy and digitisation
of services is being developddmiting the discussiomnly to the various government levels can
be counterproductive in terms of user-tage. By enlarging the public consultation and
involvemeant the Government could ensure that the development walks on two legs: meeting the
citizens where they are using ICT to make services more efficient while keeping in mind the more
vulnerable groups that cannot access the services onéine b e i nite eitizéns where they
ared approach). Ways could be envisaged for instance to increase the participation of young
citizens, on the cdesign of services.

- Strengthening the dialogue with businesses and citizens would raise the level of public
awareness ah r ecognition of the governmentés i n
delivery adding value througitgovernmentThis would help to focus on the development of
more demandiriven applications with the greater involvement of users, including co

17



producton thereby realisingoverall benefits of improved service delivery and increased
efficiency. As a result the public buiyn and use of -government services could increase.

x Benchmarking and monitoring the efforts and improvements made by the various
agences/ministries to digitise processes and operationsould help increase the level of
transparency and improve public visibility. The identification of champions at all levels of
government, particularly in relation to the implementation -gbeernment iniatives and user
upt ake, could help demonstrate the wvarious mi
to digitisation, which would be a strong driver in the long term. The transparency and public
visibility of the recognition could function asdentives for continuous improvement. Resources
could be utilised to better showcasend thus support and facilitatecentral as well as sub
national successes.

Area of focus four: Egovernment benefits realisation

An overall assessment of the effectiealisation of egovernment benefits requires, among other things,

an analysis of the business case models and methodologies used to measure and evaluate the achievement
of specific benefits and the impact ofgevernment projects. In order to achieve thié benefits of e
government any government should consider how to «gevernment to enable better performance in all

core business areas.g. healthcare, education and better decision making) where "better" does not solely
mean more or cutting costshis implies a wider notion of both efficiency and effectiveness, whereas
increased effectiveness is measured in termsgofivernment contributions to support and advance broader
societal goals of political prioritised policy areas. A systematic and stensiuse by all levels of
government of a business case methodology driven by a broader view can lead to increased efficiency
gains also in wider societal terms. Adopting a funding mechanism and establishing a governance model
that require investments toe made based on sound business case, clear outcomes and benefits to be
achieved can also help demonstrate the benefits and valigpgémment.

Key assessments:

1 There is a risk factor for large ICT projects linked to an inadequate availability of amojsst
and skills in the public sectoe.g.inadequate capability and maturity of experience to undertake
particular projects and to understand certain risks related to the implementation process, to manage
procurement especially for large ICT projects, tassess programsd costs
business case processes). There is not a comprehensive view of the core competencies and skills in
place across the public sector, or of those that will be required in the future to support the broader
public ®ctor reform objectives of the government. In addition, civil servants do not seem to fully
value the importance of project management skills. This situation has a negative impact on the
benefits realisation and on programme success in the public semtanstance, it leads to delays
in the implementation of large projects, to costs blow outs, failure to deliver expected benefits and
to a situation where the government institutions do not always have the capacity to fully harvest
the full value of existig egovernment projects.

9 The business case model used by the Ministry of Finance is based on international standards for
ICT projects and business cases. It delivers a financial overview and allows the users to compare
the planned value and objectivesthe estimated costs and investments. However, it is perceived
as being used with a main focus on the efficiency of administrative processes. This narrower focus
may not enable the Government to harvest the full efficiency gains frgpovernment projects
and use this tool as an effective driver for necessary changes of processes and work habits.
Additionally, it places limited attention to the impact on citizens and businesses and to the
prerequisites for increased user tafewhen choosing the most adeguaegovernment solution.



The business case is mandatory at the state level for projects with a larger budget tHaon10 mi
DKK. One main limitation is however, that the business case model is precise and detailed
regarding the financial measurements eaglirements but less detailed regarding how to fellow

up on the realisation of the more societal, qualitative and policy oriented benefits.

i Taking into account pure efficiengains related concernisg cost reduction, possible savings) is
widely recogised and endorsed; however, the focus on savings may have an impact on e
government initiatives at large, as the broader benefitsgoflzernment and the role of innovative
technology deployment in support of improved public services may implicitly esloadowed
by the overarching fiscal driver. The current focus of the business case model while relevant
should not be the only driving aspect. A revised business case model could be used to enhance a
more effective management across the government, inglileaking down stovpiped working
habits.

1 The government is not fully exploiting the opportunity of usingev er nment t o shar
information, while complying with privacy and security obligations. Better use, and flow, of public
sector infornation within and across levels of government is needed as well as a stronger clarity on
who is the primary holder of core data across the government and on how it can be accessed or
reused by multiple and endorsed parties to better meet the needs daiscitmsiness or
government. The need for data standardisateg. health, environment), together with the
definition of ICT standards, is also seen as an issue by many stakeholders that requires attention to
improve the communication between systems.

Proposals for action
To tackle the challenges listed above the Danish government may wish to consider:

x Focusing on developing capacities and competencies to ensure full exploitation and leverage
of e-government projects The Government could place a stronfmus on competencies and
skills renewal, which would mean developing core competencies and skills to meet and support
the growing demand in the public sector on project and programme management and design
related issues, particularly in the case of |d€@JE projects. This would enable the Government to
match the capacities available within the public sector with the ICT demands, to ensure support
for eegovernment implementation as well as advances in the modernisation agenda. This could be
undertaken inlte context of the overall roadmap as described earlier in this document. The need
to develop specific skills could be integrated in the career paths of civil servants. Having on the
job training and ICT professionals that are also recognised practitiooeld be an additional
option. To address the scarce availability of the required competencies the Government could also
oblige public agencies to streamline services, simplify and consolidate the systems as much as
possi bl e with a agherdaharebuile sepagatelfy.dhis cduld belp erswre that the
core capabilities internally needed would be the most common ones and in the rare cases of need
for specialised ones they could be outsourced.

- The Government may also wish to pursu@emtre ofExcellence model teerve as a shared
service centre for the entire public seceg(with civil servants responsible for projects with
an ICT component). These, or similar actions, could establish a level of proficiency within
the government as a badier sustained public sector capability and could ensure the
availability of experts according to needs and thus balance the demand and reliance on
external expertise.
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x  Better ensuring the full exploitation and leverage oé-government projectssuch as té citizen
and business portals and of the associated capabilities at all levels of government. The
Government could for instance identify and prioritise future ICT enabled requirements and
strategic and tactical investmentécluding seed funding of [T initiatives - particularly those
that are crosagency. This could provide the opportunity to target economic benefits, even when
this means moving from big contracts to smaller pilot projects.

x  Improving information and data management through:

- The adogion of an information policy covering major areas concerning public information
management e(g. the governmental creation and dissemination of information; the
development, regulation, and usage of information infrastructure, the institutional and legal
infrastructure).

- The improvement of the structure and arrangements for data identification and management
through the nomination of lead agencies responsible for retaining and managing those
elements of data that will facilitate a measurable improvemerseivice delivery and a
greater reuse across the government, be that for citizens, businesses or for the functions of
government administration. This would enable the public sector to separate services from
data ownershipe(g.having a leading institutiowould support shared servicefor example
in hospitals).

- Applying the principle of sharing information and data could mean thaseecould be
promoted and applied increasingly and lead to the abolishment of siloed approaches, thus
avoiding duplicabn of unnecessary data storage within different government institutions.
Adopting the full policy goals behind Eurofj
Di r e & as a leasis for assisting in better management and use of data across the
governmentnd the private sector would unlock government data to enable others to identify
and extend its economic value by creating new and innovative products and services that are
not bound by the functions of a single entity or agency.

x Revising the business casaeodel and the benefits realisation tools:

- The Government could develop, adopt and apply a business case model that better takes
into account a broader set of criteria that sustain the selection of projects supporting a
whole-of-government perspectiv@he aim would be to bridge the gaps between citizen
and business interests on one side and the
solutions on the other. Such a business case model could also provide for taking input from
enduser consultatiomto consideration, as appropriate, and for the identification of what
needs to be integrated in order to reap the benefits of projects, both in terms of traditional
(administrative) efficiency and broader efficiency and effectiveness considerations. A
revised business case model could also help in putting more emphasis on the ICT standards
and on the working procedures (definition and description of processes and tasks). This
could help to achieve a real cross government approach and get shared seregss ac
governments. Such a business case model could lead to the selection of smaller project,
where it could be possible to use for instance standard software components. The
requirement specifications could be more process oriented, increasing the erophasis
having to show how things are done as opposed to solely proving narrow administrative
savings potentials.



- Increasing the use of benefits realisation toiots ljenefits profiles, benefits maps, benefits
realisation plans) to identify the distincttoame and benefits from projects. This implies
being more disciplined in using ex post assessment tools for a coherent monitoring,
evaluation and follow up on projects. The revision of the business case model could
address this need and foresee its stromge to monitor the follomm p o f the pro
implementation to ensure that the benefits are reaped throughout the process.

lﬁStyregrupperﬁ or TvbroffenorSTSgt Samar bej deo

2 With the launching of the Natiwal Egovernment Strategy the Steering Committee for Joint GeasgrnmentCo-operation
(STS) had to set the managerial parts of the work to support the implemenfatiennational digital agendin order to ensure
that work would be done four DomaiManagement Boards were designated in selected domaénsvéll-defined public
businesses/areas). Each Domain Management Board was conceived-@sliaationforum for mandatoryco-operationacross
authorities within a specific sector.

3 OECD (2006)E-government Studies: Denmark

L
<

“Wrowards Better Digital Service, I ncreased Efficiency and
2010.

The Government Progi Emoe| édegeamatGko®ODOR0 Pr os peirVideny yveekstVe | f ar e
vel st an dwaskeledsdd B4 Fehyuary 2010 as a new work programme for the Danish government.

® Directive 2003/98/EC of the European Parliament and of the Council of 17 November 2003 otuskeofepublic sector
information http://eurlex.europa.eu/LexUriServ/LexUriServ.do?uri=CELEX:32003L0098:EN:HTML
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INTRODUCTION
The National egovernment Strategy: A Key Policy Insrument

The fiscal and financial constraints, which ga&rtly the consequences of the economic recession
experienced by OECD countrigs 20082009, have compelled OECD governments to strive to be more
efficient'. As a result, they are increasingly tryitminnovate and transform their operations to be able to
fifido more and better with | esso, to modernise t he
improve service delivery for citizens and businessEsese are the key challenges shared logtnof
OECD members, and governments are trying to tackle them using coherently a number of policy tools
including national egjovernment strategies of which they recognize the instrumental value as a tool that
enables them to pursue its ends in more efficand effective ways. Denmark, like most other OECD
members, conceives-government not as a goal in itself but as a means to achieve policy ends. E
government is regarded as the most effectiveito@ i a necessi ty -tomedchaeffictncyan o p:
goals within the public sector.

Efficiency may definitely play a key role as an enabler of better government within the context of
public sector reforms led by-government but it cannot be the only driver taken into account.-An e
government strateggiriven by a vision that balances increased public sector efficiency and cost cutting
benefits with effectiveness and societal impacts/gaiag. better welfare, improved interaction between
the public sector and citizens, improved service delivanay help to optimise the use ofgovernment,
not only to foster enhanced collaboration;ordination and cohesion across the public sector and to
enhance its efficient and coherent functioning, but also to achieve better service delivery in various areas
arnd thus target societal gains. In other words, it may help to achieve efficiency in a broader sense.

In fact, an egovernment vision driven by expectations in terms of impact and effects on more
business and citizetentric services, and not focused spleh economic efficiency gains, can support
improved and more responsive electronic public service delivery. It could strengthen the focus on
experimenting with new ways to make public services more responsive to public needs taking full
advantage of Web.20 t echnol ogi es to increase public consu
engagement in public service design and delivery, and committing more fully to the open government
agenda. Having more engaged and informed citizens is a preconditimtieasing the number of users
satisfied with the @overnment services being delivered. This can have a positive impact on the increase of
the desired uptake ofgovernment services and thus enable the realisation of the expected benefits.

The New Pulic Management principles and the tendency of Hgewernment research field to study
the impact of ICT use in the public sector using frameworks developed for the private sector have been
major initiators of ICT use in governments and have long conéibtd the shaping of-government
agendas mainly driven by efficiency performance measiuie@st cutting, return on investment), core
managerial values and economic gains. Many practitidqenisit out the limits of this approach with
regard to the wterstanding of the public dimension e§evernment and to the adoption ef@vernment
policies capable of maximising its impact on various political agendas and harnessing its benefits in
relation to social and political dimensions that private secaondivorks do not account for.

In furthering egovernment and ICT development in the public sector to streamline the online delivery
of services and information, to enhance its internal coherency and strengthen the interaction between
citizens, business arile government, OECD members will have to increasingly pay more attention to the
complexity associated withgovernment implementation without downplaying the difference between the
deployment of ICT in the public and private sectors. This will enalel® tlo harness the broader impact of
e-government not only on efficiency but also on public values such as fairness, equity and equality related



to the achievement of objectives set by government programs and in connection with the delivery of public
servies to the citizenry and businesses.

The Background

Denmark has since the 2005 OECBBBEvernment Studyadopted a nationakgovernment strategy
iTowards Better Digital Service, | nocovera@ theepdriodE f f i c |
20072010, whichlargely follows-up on the OECD proposals for action. In preparing the current e
government strategy the Danish government intended to take full advantage of the instrumental value of e
government to make the public administration more efficieffective and selfustained. The strategy
builds on experiences of collaboration andoperation within and across levels of government for the
development of integratedgovernment services and on work done to create an integratedffiaekio
support improved service delivery. This OECD 2010 follag egovernment country study, which should
not be seen as a comprehensive and extendegeznment review, aims to assess the progresses made on
e-government by Denmark since 2005 as a result of eheemt egovernment strategy and to assess the
main challenges and questions to be addressed in order to put forward a number of proposals for action to
inform the next egovernment strategy

A new egovernment strategy shall enable the Danish governmetdcide not only the issues
associated with the 2009 financial economic crisis but also other matters. One of the problems politicians
have to deal with is the need to address the concerns associated with an ageing population, to be seen in the
long-term. Not only is the possibility of a shrinking labour force an econevite issue, but an ageing
population creates immediate pressure for changes in both service delivery and in human resources
management in governments. While the overall ageing situatiesssdramatic in Denmark than it is in
other countries, with a relatively slower increase in life expectancy than in many OECD member countries
i i.e. the population in Denmark is projected to remain close to its present size of 5.38 million By 2050
the situation is much more critical in the public sector. Almost 33% of the Danish state sector employees
are over 50 years of age, whereas in the private sector the figure is2@8&, largest group of employees
in the central state sector are those a8 whereas the largest group of employees in the private
sector is much younger, aged-2%9. Fully aware of the instrumental value efj@/ernment, the Danish
government has financed and implemented a large numbeg@feznment initiatives to taskithese and
similar problems, as described in the paragraphs below.

The E-Government Context in Denmark

In 2007, in relation to the approval of th@@vernment strategy 202010, new economic $&ngs
were established and agreed upon by the stateegfiens and the municipalities. According to these new
economic settings DKK 268 million were appropriated in the period of -20Q@ to implement 35
initiatives of the egovernment strategy. In addition, DKK 20 million per year were @pjated in the
period 20082010 to cover the activities of the Digital TaskfdrcEBhese appropriations are all joint cross
government appropriations financed equally by the state, the regions and the municipalities. Specific
initiatives were also financed by the differgdrties,e.g. the Ministry of Fnance (initiative on public
registers), the Ministry of Economics and Business Affairs (initiative on the business portal), and Danish
Regions and Local Government Denmark (on digital leadership). Furthermore, specditvésthave
received additional joint cross government appropriations in the yearly political negotiations on the
regional and municipal budgets.g.the appropriation of DKK 205 million for theepod 20092014 for a
new ICT security infrastructure (Pkifrastructure) supporting the digital signature.

In addition to the wealth of initiatives financed with the appropriations described in the paragraph
above, a fund for assistive technologgs established the PWT FoundatianThe PWT Foundatiofi
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Investments in Public Welfare Technologyreviously known ashe ABT-fund, of DKK 3 billion for the

period 20092015, was established to dmance investments in projects that seek to employ labour saving
tednologies in the public sector and to adopt inrivea ways of working and structuring public
organisations. These investments aim at harnessing the potentisdosEmment to support political
agendas such as efficiency, effectiveness, modernisation and quality development in the public sector, to
ensue a high quality of public services for citizens and businesses and tackle the main issues associated
with the ageing population as described previously in this introduction. They build on the efforts made by
the Danish government for several decadesetweldp the national ICT infrastructure and to achieve a
broadened understanding on, and exploit the full potential of, ICT use in government. Thieakstiber

aim to increase processes automation and achieve efficiencies in public administrationparsti¢oa
vigorous egovernment programme spanning the whole of the public sector. This is in line with the trends
of the previous biennium, for instance, in 2008 Denmark spent 2.8% of the GDP on ICT equipment,
software and services.

As a result of its agtinuous commitment and strategic approach the Danish government is a
frontrunner in the development of the Information Society. According to a number of Information Society
structural indicators Denmark shows in fact best performances among the OECiesddanhmark ranks
first among the OECD Member Stdfem terms of broadband penetration rate (it has a fixed broadband
penetration of 37.3% over a EU27 average of 23.9% and an OECD average of 22.8%) and features
complete coverage of fixed broadband nekso83% of households have access to the Internet at home
(over a EU27 average of 65%) and 92% of Internet connected households subscribe to broadband. Use of
mobile phones to access the Internet is more than double the European Union average. I/2@99, 10
individuals used mobile phones to access the Internet over a EU27 average of 4%. All this makes Denmark
one of the top countries regarding broadband connectivity for citizens.

Denmark is also one of the frontrunners in terms of regular and frequeat tige Internet, with 82%
of the population accessing the Internet at least once a week and 72% almost eveandayith 67% of
the populatioff having used the internet in the last three months to interact with the public authorities
(with the level ging up to 90% in the case of businesSedhese figures are well above the European
Union averages for these indicators, and the low growth in regular Internet users registered in Denmark
since the 2005 OECD-Eovernment Study can be attributed to iteadly very high rate. In addition, the
proportion of individuals never having used the Internet, at 11%, is amongst the lowest in the EU. With
84% of the twenty basic public services for citiZénand 86% of the basic business seriessailable
ontline Denmark also records among the best performances in Europe in terms of sophistication of e
government services.

The Danish government is in the process of taking stock of the progress made since 2005 with regard
to egovernment development to prepare tleev egovernment strategy. Aware of its privileged position
in terms of sophistication of its-government enabling environment, and willing to further exploit this
advantage to reach out to the most vulnerable segments of the population and ensuredffieiemisand
effective use of public resources, the Government in collaboration with the OECD decided to focus this
follow-up review on the analysis of a number of key areas:

1 The impact of ggovernment on the public sector modernisation and efficieffoyts;

1 the impact of the -government organisational structuredaarrangements on-government
development ananplementation;

I the need to address issues related to usetugake

1 the assessment of the benefits realisationgveernment projects.



The areas of focus of this report correspond to the main challenges identified by the Danish
government in its current efforts to bringgevernment development forward, but they are not unique to
Denmark. These challenges are in fact faced by the mafoE@D countries, as they are increasingly
focusing their efforts to broaden the focus ajovernment programs to enhance its value as a driver to
enhance efficiency and effectiveness, while sustaining ongoing service delivery improveméne On
servicesenable governments to be more relevant to their citizens and businesses by meeting new needs and
demands and by matching the | evel of ser vices?o
government services provide governments with a greater abildy r espond to i ndivid
through customized or integrated offerings while maintaining consistent quality of service delivery across
the country. Strengthening thegevernment vision has meant for the vast majority of OECD countries
embracing a citizenfocused and/or businefscused and "wholef-government" approach to-e
government development. This new approach, which is pursued by many OECD countries, is leading to
rearranging government sé onl i n ee tends creaté el challengesr g a n
for OECD countries which relate to the need to adopt strategies, programmes and structures that enable
governments to achieve the needed savings and a I
while delivering hjh quality and integrated servicés, reorganising the baetffice to get as many of the
services online in a full transactional baseoldel.

This report is therefore structured in a way that allows the reader to learn about the richness of
initiatives and actions adopted by the Danish government in relation to each of the ar¢aseautof
possible ways to tackle the issues faced at the present time by Denmark. In consideration of the fact that
these issues are commonly shared by a number of OEChenemates the intention is to provide a useful
tool to support ggovernment policy making in Denmark as well as in other OECD countries. The section
below highlights the main issues addressed by each of the chapters.

The Chapters of the Report

The firstchapteri A T h e | mpGawernment fon the Public Sector Modernisation and Efficiency
Ef f o-raims t0 understand to what extent the Danish government has succeeded in ensuring that the
general agenda of public sector modernisation and efficiency takemtage of the potentials of e
government and if there are areas in which tigexeernment agenda and other public agendas can be better
integrated across governmental levels.

Chapter twoi " The Governance-GeBvamewmenk f mlpdksEmethe at i or
governance structure adopted in order toatinate egovernment projects developed and implemented at
the central, regional, and municipal level to ensure their coherent integration and efficient implementation.
The different roles and respsibilities of various ministries (Ministry of Finance, Ministry of Science,
Technology and Innovation, Ministry of Taxation, Ministry of Economic and Business Affairs) and the
system in placeg(g.arrangements, approaches) to foster collaboration anddimation of their actions to
ensure a wholef government approach tegevernment development and implementation and service
integration within the Danish mulievel governance structure are considered in the chapter. Chapter two
also looks at the imga of the tendency to expand and increase a centralisentdowtion of e
government projectso6, as well as the devel opment

E-Government is based on the principle of enabling users to access government infoamation
services through various oaor offline delivery channels. Nevertheless, governments are aware that the full
realisation of ggovernment benefits depends not only on the availability of electronic services but also on
their accessibility, quality andrgvision to the users. Experience shows in fact that users do not
automatically use availablegovernment services. Denmark, like many OECD countries, has increasingly
adopted a usdpcused approach to develop service delivery strategies driven byetie ofeusers, rather
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than those of the providers. The idea is that by transforming the nature and means of service delivery,
citizen and busines®cused egovernment has the potential not only to increase user satisfaction, but also
to deliver additionagains in terms of improved government efficiency.

The third chapter A Towar ds aCeMotrrei cUsPeprpr oach t o-loBksimtbi ¢ Se
the Danish @overnment approach to the development of citizemd businessentred services. The
Danishgover nment 6s awareness and knowledge of the d
various groups of user s, as well as tftcesedgover nr
government and to i ncl ud e tegicspamning) develbmmertt and delevery oh e e d s
e-government services as a way to increase userugalkand realise the full potential ofgevernment
service delivery are assessed.

The fourth chapter i Real i si ng t-Be v & mefénstsdon th mainkhallenges
encountered by Denmark, and its main achievements, in realising the benefifsvefiement projects. It
aims at understanding the benefits as they are perceived and expected by the government and the business
models and methodologiesroently used by the various levels of government to measure and evaluate the
achievement of specific benefits as well as the overgdhveernment impact. Primary challenges addressed
by this chapter are related to the need to understand how can Denmarkeiritp capacity to realise the
benefits of egovernmentg.g.to what extent the existing joint public sector business case model is used as
an effective tool for measuring costs and benefits and controlling the implementatiegpeérament
projects ad to highlight the primary obstacles for its use and achievements, Challenges in monitoring the
realisation of expected benefits, reasons for success and failure in the achievement of the benefits (for
government and users).

YIn this regard, the Danish government has declared in its Convergence Prograemtienirio consolidate its public finances
towards 2015http://uk.fm.dk/Publications/2009/17A3enmarks%20Convergence%20Programme%202008.aspx

2 OECD (D09) The Financial and Economic Impact or@vernment in OECD Countries.

% Cordella, A. (2007)E-Government: towards the-lrireaucratic form? Journal of Information Technglog2(3), 265274.

Cordella, A.& Willcocks, L. (2010). Outsourcing, Bureaucry and Publ i ¢ Val ue: Reappraising t
Government Information Quarterly, 27(1),-88.

4 OECD (2006)E-government Studies: Denmark

® The latest projection of Statistics Denmark is that the population will reach 5, 948riill2050 ywww.dst.dB.

® Source: Ministry of Finance, State employers Authority, The Negotiation Database, 2Q 2005. (2007) OECD Aging and the
Public Service: Human Resource Challenges.

"TTowards Better DhgiéasedeEfvfiicci ency and Stronger Coll abor
2010.
SfiTowards Better Digital Service, I ncreased Efficiency and
2010.

® Ministry of Finance. (2009).4ctsheet on the Development of the Danisjoernment.

10 hitp://epp.eurostat.ec.europa.eu/portal/page/portal/eurostat/anthéte OECD broadband portal
www.oecd.org/sti/ict/broadband

1 http://epp.eurostat.ec.europa.eu/portal/page/portal/eurostat/anchéie OECD broadband portal
www.oecd.org/sti/ict/broadband

12 Compared with the 44% of 2004 when the OEGBdEernment Study of Denmark was completed.
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13 http://epp.eurostat.ec.europa.eu/portal/page/portal/eurostat/anthéie OECD broadband portal
www.oecd.org/sti/ict/broadband

14 hitp://epp.eurostat.ec.europa.eu/portal/page/portal/eurostat/anthéte OECD broadband portal
www.oecd.org/sti/ict/broadband
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CHAPTER 1 THE IMPACT OF E-GOVERNMENT ON THE PUBLIC SECTOR
MODERNISATION AND EF FICIENCY EFFORTS

The impact of egovernment on public sector modernisation and efficiency

Key assessment

Proposals for action

key instrumental value to push reforms forward at all levels
of government and that where it is used it should be clearly
integrated. The Government has made considerable effort:
to ensure the alignment of the @overnment programme

with targeted public sector reform initiatives (e.g.the Quality

Reform and Debureaucratisation Programme) and the ce

ordination of the various governance bodies in charge o
their implementation. Even though the overall perceptiom ¢
the alignment is generally positive, the integration is not yet f
achieved. The exploitation ofgovernment and innovation as
means to drive change at times still appears to be sil
Strengthening the link between th@avernment agenda and tt
various programs can increase the impact of its strat
potential. A global and coherent vision of hovg@ernment and
innovation can be used by the country to attain its opportun
as a digital economy as well as a comprehensive picture ¢
the initiatives, that would enable them to fully exploit the
potential across the whole public sector, could be strengthen

The Danish goernment has realised that egovernment has a  x

The Government of Denmark could consider
developng an egovernment vision/statement for the
future and a roadmap identifying top priority

initiatives: A clear vision for the future could set tk
national goals and indicate how they@vernment ang
innovation agendas can help achieving results in spe
sectors or across areas, at the central or at the
national levels. A roadmapcould foster the
reconciliation of innovatioled and efficiencyted

approaches through specific initiatives and projects.

Focus on government processes rather than o
e-government as an individual policy area to provide
a stronger line of sight.The government could conside
re-examining the various streams of work within t
central government and linkages to the activit
undertaken at the regional and municipal levels, whk
relate to egovernment. This approach could reinfo
the ties between-government and other public sect
goals €.g.de-bureaucratisation strategy) and could a
facilitate the interaction and joint efforts of differe
ministries to support the implementation of n
projects.

Develop, adopt and implement a commor
approach/vision embracing a broader vision of e
government. This could imply focusing on the use of
government not narrowly to increase efficiency
administrative services but to support improved ser
delivery in the primary/core service areasg(health,
social care and education) where better does
necessarilyi or not only i mean more efficien
processes. Strengthening the link between e
government and service delivery could forge a visior
and an understanding of how egovernment can
contribute to a wide range of policy areas and
societal gainsThis could also lead within specific are
(e.g.in the education area) to a further improvemen
the egovernment solutions through a more demal
driven development.

1.1 Overview

The Dani sh

government 06s
reform from 2007, although ball reformdinitiatives have been related to the reform ashswdth a

public sector

moder ni

S

-
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primary aim to make the public admstration more effient, effective and selfustained. Part of the

debate supporting the public sector structural reform has focused on the use of ICT to achieve results.
Denmark, which has for many years been one of the international frontrunnergoverament
development and implementation, recognises in fact the critical instrumental vakgowérament as a

t ool to support publ i c gavernment strategyf hasdevelepédfoeer thegpast De r
decade and has focused on using Itffermation and Communication Technology (ICT) to enable the
effective and flexible delivery of modern public services which falls almost in its entirety under the
responsibility of the Danish public sector.

Interviews have shown that efficiency, effectiveness and the possible economic igaigesf
savings and budget cuts) have been the major driving forcegovernment development in Denmark
since the beginning of the 2000s. In this context, the Mingdtifiyinance has been playing a key strategic
role in coupling the work of managing the budget process with that of developing and implementing
modernisation initiatives across ministries and institutions. It often acts as the impetus behind the
conceptualiation andco-ordinationof the various initiatives, including those across different ministries
and in egovernment related areas such as the decisions to establish shared service centres

The continuous development ofjevernment is demanding and resauintensive even for a mature
e-government country like Denmark. Further developirggpeernment requires stronger-calination and
collaboration, as initiatives are increasingly complex and involve different branches of the government.
The high level ofambition and the many cross governmental initiatives demand a high degree of co
ordination to ensure cost efficient deployment, coherence, datserand interoperability. Linked to this,
there is a widespread awareness of potentials still waiting eateited.

The time seems to be right in Denmark for a negoeernment vision and for setting a new agenda;
with a stronger and clearer focus for the next three to five years. A renewed vision will enable the
provision of new responses to new demands wigw services, and should indicate the path ahead:
Identifying the goals Denmark is aiming for and highlighting the main processes and initiatives in the
pipeline. A stronger political vision and a clearer focus outlining the way ahead are neededise ap&m
use of the I nformation Society to improve <citizer
an adequate user take up.

Defining the new vision and pushing forward its realisation will require strong leadership. The Danish
government &s, for a number of y