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FOREWORD 

Since the 2005 OECD E-Government Study Denmark has adopted a national e-government strategy - 

ñTowards Better Digital Service, Increased Efficiency and Stronger Collaborationò - covering the period 

2007-2010, which generally follows-up on the OECD proposals for action.  

This 2010 follow-up e-government country study, which should not be seen as a comprehensive and 

extended e-government review, aims to assess the progresses made on e-government by Denmark since 

2005 as a result of the current e-government strategy and to assess the main challenges and questions to be 

addressed in order to put forward a number of proposals for action which shall enable Denmark to further 

exploit its privileged position in terms of e-government development to ensure the delivery of high-quality 

and cost effective services. 

This report focuses on the analysis of a number of key areas that correspond to the main challenges 

identified by the Danish government in its current efforts to bring e-government 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 perspective of e-government programs to 

enhance its value as a driver for efficiency and effectiveness, while sustaining ongoing service delivery 

improvement. These areas are:  

¶ the impact of e-government on the public sector modernisation and efficiency efforts;  

¶ the impact of the e-government organisational structure and arrangements on e-government 

development and implementation;  

¶ the need to address issues related to user take-up;  

¶ the assessment of the benefits realisation of e-government projects.  

The report was completed in March 2010. It draws on a survey of the Danish central, regional, and 

local government organisations administered in September-October 2009, on an extensive review of 

information about e-government 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 and to the 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 reports: The e-Government 

Imperative (2003), e-Government for Better Government (2005), Rethinking e-Government Services: 

User-Centred Approaches (2009). The review was carried out under the auspices of the OECD Network of 

Senior E-Government Officials, which considered 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 Yih-Jeou Wang, the review was managed and written 

by Barbara-Chiara Ubaldi, 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 excellent co-operation of the Danish administration in 

the preparation of the report.  
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ASSESSMENT AND PROPOSALS 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: 

¶ 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 ï without losing sight of the necessary focus on efficiency and 
effectiveness.  

¶ 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.  

¶ 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: 

¶ 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. 

¶ 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: 

¶ 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).  

¶ 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 ï and to  support 
successful e-government implementation, full exploitation and leveraging of e-government projects and advances 
in the modernisation agenda. 

¶ 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-up of the projectsô implementation to ensure that the 
benefits - both in terms of traditional efficiency and broader benefits - are reaped throughout the process.  

Strengthening citizens and businessesô engagement: 

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

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

¶ Incorporating in public service design and delivery the views of citizens and businessesô in order to reflect their 
needs and raise the servicesô increased effectiveness, quality and responsiveness.   



Main finding s 

Denmark is at the forefront of e-government development and implementation and 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 performance of its public sector 

in providing high quality public services to its citizens and businesses. In recognition of the instrumental 

value of e-government to boost the quality, efficiency and effectiveness of the public sector, to foster co-

ordination and co-operation across levels of government and thus increase the citizensô trust in their 

government, Denmark believes that e-government is a ñmustò. Pressured by the strong emphasis on 

efficiency and effectiveness induced by the budgetary and fiscal imbalances brought about by the latest 

economic recession, Denmark could seek to exploit its sophisticated e-government enabling environment 

and its advantage of being a ñworld championò in using ICT to harvest the broader benefits of e-

government. 

Key points 

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

¶ 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 ï 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 ï without losing sight of the necessary focus on efficiency and 
effectiveness. 

In order to attain these goals the Danish government could: 

¶ 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-operation

1
 and its 

sub-bodies, i.e. the Domain Boards
2
) 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. 

¶ Incorporate in public service design and delivery the views of citizens and businessesô regarding their 
needs in order to link the servicesô increased effectiveness, quality and responsiveness to the enhanced 
engagement of the usersô and a sounder knowledge of their needs. 

 

Key challenges and proposals for action 

The Danish government has asked the OECD to conduct a follow-up country study to the 2005 OECD E-

Government Study3. Recommendations from this study were largely followed by the Danish government to 

inform the national e-government strategy covering the timeframe 2007-2010
4
. This report should not be 

seen as a comprehensive and extended e-government study, 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 e-government to make the public administration more efficient, effective and self-sustained. 

The continuous development of e-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 
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report can guide policy makers who are in the process of taking stock of the progresses made since 2005 

with regard to e-government development to inform a new e-government strategy and address the priorities 

as identified in the Government Work Programme ñDenmark 2020 ï Knowledge, Growth, Prosperity, 

Welfareò (ñDanmark 2020 ï Viden, vÞkst, velstand, velfÞrdò)
5
.   

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 e-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 policy-making in Denmark as well as in other OECD countries.  

This follow-up study focuses on the analysis of the following areas:  

¶ the impact of e-government on the public sector modernisation and efficiency efforts;  

¶ the impact of the e-government organisational structure and arrangements on e-government 

development and implementation;  

¶ the need to increase user take-up; and 

¶ the benefits realisation of e-government projects.  

Area of focus one: The impact of e-government on public sector modernisation and efficiency 

The adoption of a holistic approach to e-government development can increase its impact as key 

enabler for public sector modernisation and efficiency. Placing e-government in the wider context of other 

public agendas and reform programs can help ensure the effective alignment and coherence of the various 

policy areas. This, in turn, can facilitate and promote the systematic monitoring and assessment of progress 

achieved through cross-cutting reforms and programs. Mapping and monitoring the status and results of 

existing initiatives, in connection 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 corrective actions and reallocation of funds as needed; and ensures the integration and 

consistency of initiatives. Denmark recognises the instrumental value of e-government as a tool to support 

public sector reform efforts and sustain other public sector agendas goals such as increased modernisation 

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 study has revealed a number of aspects where the Governmentôs 

intervention would lead to important improvements.  

Key assessment: 

¶ The Danish Government has made considerable efforts to ensure the alignment of the e-

government programme with targeted public sector reform initiatives (e.g. the Quality Reform, De-

bureaucratisation Programme) and the co-ordination of the various governance bodies in charge of 

their implementation. However, the exploitation of e-government and innovation as means to drive 

change at times still appears to be siloed. The public sector at large has limited appreciation of the 

value and impact of e-government across areas and on reform and modernisation efforts. Even 

though the overall perception on the alignment of the central and sub-national use of innovation 

and ICT and of the development of specific digital solutions within the framework of the national 

e-government strategies (e.g. medi-card, Document Box, and digital signatures) is generally 



positive, the alignment is only partially realised 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 how e-government and innovation can be used by the country to 

exploit 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 that e-government has a key instrumental 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 e-government agenda and the various programmes can increase the impact of its 

strategic potential. The government organisational settings may help bring together the different 

public sector modernisation efforts (e.g. de-bureaucratisation, reduction of administrative burdens, 

public management, e-government) as they can foster a greater integration of the agendas and an 

effective co-ordination of the initiatives. 

Proposals for action 

To strengthen the alignment between e-government and the different public sector reform agendas, the 

Danish government could consider the following proposals for action: 

× Developing an e-government vision/statement for the future and a roadmap identifying top 

priority initiatives: As many projects are being implemented and others are planned a clear  

e-government vision/statement indicating Denmarkôs goals for the future, outlining the criterion 

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 public sector. The vision could set the national goals and 

indicate how the e-government and innovation agendas can help achieve results in specific sectors 

or across areas, at the central or at the sub-national levels. 

A clear vision for the future could ensure that e-government and innovation are embedded in the strategic 

thinking whereas the definition of a roadmap could foster the reconciliation of innovation-led and 

efficiency-led approaches through specific initiatives and projects. The roadmap, to be structured in line 

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 or sub-national levels of government ï and 

that the use of ICT is well integrated in the policy areas. The roadmap could be tied to a cross-agency 

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 promoting widely the top-tier 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 demonstration of 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 

economies of scale to jointly develop operations, and facilitate the reallocation of funds as needed.  

Consultation with internal and external stakeholders (e.g. various segments of the population including 

trade unions, business representatives) as part of the mapping exercise would enable early action to be 

taken to stop any work that is not aligned, and to reallocate resources accordingly. The mapping could 

further improve the digitisation of the public sector both in the citizens-oriented and business-oriented 

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.  
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× Focusing on government processes rather than on e-government as an individual policy area 

to provide a stronger connection: The government could consider re-examining the various 

streams of work within the central government as well as the linkages to the activities undertaken 

at the sub-national levels, which relate to e-government. This approach could assist in the clear 

identification of dependencies and timeframes based on a whole-of-government approach as laid 

out in the work on enterprise architecture and the provision of a more consistent and targeted 

pathway for the future. In addition, this would assist in providing a stronger line of sight over the 

importance and validity of the work in accordance with the above-mentioned e-government vision 

statement and roadmap and would support co-operation between and across ministries. This 

approach could reinforce the ties between e-government and other public sector goals (e.g. de-

bureaucratisation strategy) to ensure e-government is recognised as a core component. It could 

also facilitate the interaction and joint efforts of different ministries to support the 

implementation of new projects. To strengthen this interconnection the roadmap could foresee 

the development of joint solutions on common problems whenever possible. Such an approach 

would also go some way to address points raised during the study concerning the need for better 

co-ordination in specific government processes (e.g. public registers and public procurement). 

Building on this the Government could consider extending this approach to all business areas 

whenever possible.  

× Developing, adopting and implementing a common approach/vision embracing a broader 

vision of e-government: The government could consider a change in perception - and in practice 

- of e-government from being primarily an instrument for better administration and efficiency 

gains in the back-office to being a means to deliver more effective and improved services and 

support other policy goals. This could imply focusing on the use of e-government not just to 

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 ï or not only ï mean more efficient processes. Clearly, 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 outcome-oriented one (e.g. more 

effective education) rather than being administrative efficiency-gains driven. Restoring the link 

between e-government and better services delivery could also increase the political focus on  

e-government. 

× Strengthening the link between e-government and the further improvement of service delivery 

could forge a vision and an understanding of how e-government 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 support this approach would be necessary to secure a 

choice of applications based on a comprehensive set of criteria. . This could also lead within 

specific areas (e.g. in the education area) to a further improvement of the e-government solutions 

through a more demand-driven development. This would imply a certain level of co-design based 

on the involvement of the users.  

Area of focus two: The governance framework for e-government development and implementation 

Particularly in a period of fiscal and financial constraints, which partly are the consequences of the 

economic recession experienced by OECD countries in 2008-2009, OECD countries are increasingly 

trying to transform their operations and services from ñdoing more and better with lessò to ñdo the same 

with even lessò. Achieving this result through public sector modernisation, reduction of administrative 

burdens and improved service delivery to citizens and businesses via a number of e-government initiatives 



in a multi-agency set-up requires collaboration and co-ordination across levels of government to ensure 

coherency and integration.  

A system of strong governance that reflects a strategic vision of a whole-of-government approach for 

coherent e-government development and implementation will drive an enhanced integration and/or sharing 

of information, data and systems, and setting of priorities. This approach is likely to deliver co-ordination 

and co-operation across the levels of government. Easy access to and sharing of, information and data 

perceived as public value increased transparency and openness of governmentôs operations, enhanced 

capacity to listen to and involve the citizens - facilitated by the use of Web 2.0 technologies among other 

things - are pivotal requirements for the fostering of an efficient, open and responsive government. This 

may on the one hand require upfront investments in setting-up, but on the other hand in a medium- to 

longer-term perspective provide a platform for contributions to new economic growth. Securing the 

continuous support of the political leadership, centrally and sub-nationally, taking full ownership of and 

responsibility for the e-government agenda is vital to the successful implementation of the national e-

government programme. These are the key challenges shared by most of OECD members and tackled 

through national e-government strategies. 

Key assessment 

¶ The Danish government has focused on the establishment of frameworks and structures to 

engender multi-level collaboration and co-operation across levels of government to foster 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 e-government progress it could benefit from further strengthening. Specifically, 

renewed organisational structures supporting public sector co-operation across levels of 

government to agree and provide common solutions to shared problems would overcome the 

continued silo-based activity. Likewise, continuous involvement and support at the political level 

would provide visible sponsorship and a more direct connection to national priorities to make cross 

governmental co-operation work better (e.g. in the area of childrenôs care, how does the 

Government ensure that all ministries and levels of government co-operate to provide common 

solutions?).  

¶ The Steering Committee for Cross Governmental Co-operation (STS)ôs mandate is neither 

sufficiently clear nor authoritative. Conceived to ensure co-ordination across areas and the with 

support of the political leadership to push through the broad e-government agenda (e.g. public 

sector reforms and improved service delivery), its focus on technical related-matters has 

outbalanced the space devoted to the discussion and decision making on the national vision and 

future strategic priorities. Additionally, the established Domain Boards could be more effective in 

bringing forward e-government development in the single areas, as originally envisaged and in 

informing the discussions made within the STS. Currently the Domain Boardôs effectiveness is 

being hindered by their structure reflecting that of the STS, the lack of a specific mandate and the 

management tools to implement such a mandate (e.g. a budget), and a focus that is neither 

political, nor fully technical.   

¶ The fragmentation of responsibilities and the absence of a visible champion charged with driving 

the implementation forward, has also resulted in the value and role of e-government and of its 

strategic and economic advantages for Denmark not being clear to the political leadership. The 

Structural Reform of the Danish public sector has also contributed to this position sometimes 

resulting in a fractured approach ñstate-regions-municipalitiesò in the co-ordination and power-

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 
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those perceived at sub-national levels. This reinforces the case for having a more effective 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 Government could consider the following actions:  

¶ Revisiting and strengthening the organisational structure and co-ordination mechanisms to 
enhance the effective co-ordination between the ministries sitting in the STS, as this could help to 

bring about the required political leadership and lighten the strong focus of the e-government 

agenda on the economic and financial perspective. This implies several actions: 

- The Government could consider strengthening the role and responsibilities of a co-

ordinating body such as the STS 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 progress made (i.e. formally report to government and be accountable on 

achievements). Empowering such a co-ordinating body would mean enabling it to support 

visionary cross-governmental projects such as those pushing for integration (e.g. ensuring 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 high-level co-ordinating meetings of the 

STS (e.g. STS with political representation) supported by more technically-oriented ones 

with representation of various ministries (e.g. the participation of high-level senior civil 

servants with the required technical knowledge) could provide more efficient and effective 

discussions and decision-making. 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 representation attending the meetings, 

and facilitate the proper level of buy-in 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 and implementation.  

- Revisiting the role and competencies of the Domain Boards to 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 Domain Boards could be more 

effectively used to inform decision-making at the STS level, e.g. the Domain Boards could be 

obliged to function as initiative-taking bodies, e.g. presenting proposals to the STS on how to 

better use e-government to support improved service delivery within their sector, identify 

potential solution to common problems.    

× Improving the cross-governmental collaboration through concrete activities and projects 

(e.g. the law on geospatial data is a good example). The speed of development of joint solutions in 

all areas could be increased (e.g. 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 vision (e.g. a new e-government 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 would thus support a stronger affirmative approach towards the principle of 

collaboration across levels of government. 



× Strengthening the sub-national level:  

- Since the Structural Reform, the municipalities appear to have strengthened their desire 

towards collaboration, for instance by engaging in creating joint-solutions. 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 that e-government is 

brought back to, and discussed in, the political agenda of the municipalities and that its full 

potential is exploited. Mapping what the local government is doing in relation to the 

implementation of the various initiatives could enable the public to gain insight into the 

municipalitiesô performance and increase their accountability and transparency. This could 

make it easier to highlight local successes and potentially facilitate a re-assessment of the role 

of the local government in relation to electronic service delivery and to the development of a 

joint channel strategy.   

Area of focus three: Towards a more citizen and business-centric approach 

Ensuring the availability of a technically skilled labour force within the public sector, a high level of 

broadband penetration and citizensô ability to access and use the services and information provided 

electronically are prerequisites for a society to exploit the opportunities offered by e-government and to 

facilitate increased user take-up. Improving the dialogue and forging connections between the government 

and users in the co-creation of policies and in the co-design of services is a feature of leading governments 

worldwide. The availability of new technologies (e.g. Web 2.0, tele-presence), the increased 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 remain up-to-date and proficient in the necessary 

ICT skills. 

Key assessment: 

¶ A focus on smarter, better and cheaper use of technology can free up resources to be devoted to 

higher national priorities. Defining government processes from the citizensô perspective (users vs. 

providers), also strengthening the use of Web 2.0 technologies, 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 

solutions have 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.  

¶ In general, the Government 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 national e-government strategy 

covering the timeframe 2007-2010 was actually foreseen as a cross-governmental channel 

management strategy. Thus, even though the individual authorities were expected to be responsible 

to develop their channel management strategies, the Domain Boards were 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 channel management strategy is needed, supported by a refreshed 

communication strategy. These could help to improve awareness, both internally and externally, 

and to fully exploit existing opportunities. The roles of the citizen portal and business portal in the 

service delivery to citizens and business should be clarified. A stronger dialogue and co-operation 

between the government and businesses and government and the citizens for joint initiatives and 

projects is needed. Listening to the needs of business practitioners and citizens while designing 
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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 better understand how e-government can respond to special needs. 

The structural reform has resulted in local government in Denmark becoming the first point of contact in 

many instances between the citizens and the public authorities, and while not all elements of the 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 electronically (i.e. completely rule 

based, without human interference). From the central point of view, however, shared services are seen as a 

technical discussion about efficiency, whereas from the local governmentsô perspective it is perceived as a 

loss of autonomy and reduction of decisional power which is particularly relevant in cases requiring special 

attention  

Proposals for action 

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

× Developing a cross governmental channel management strategy The choice of fostering the 

use of online channels, or adopting mandatory solutions, .to enable the delivery of services to the 

more e-ready groups (e.g. students) could be pursued and sustained by the use of incentives as 

appropriate (e.g. monetary incentives, as well as in-kind 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 delivery (e.g. faster turnaround time, higher service levels or 

administration fees). 

× Developing a new marketing/communication strategy to ensure that users are aware of the 

services available on-line. 

× Adopting an approach that prioritises end-usersô needs and aims at realising the potentials of 

digitisation to improve citizensô life (e.g. providing new kinds of services which are capable 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 

technologies to listen to the citizens, engage them in the design of services and in the co-

production of policies and to forge collective initiatives and interaction. In addition, the 

Government could consider strengthening the application of the principles on public consultations 

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 

development, so that stakeholdersô views could be taken into account when policy and digitisation 

of services is being developed. Limiting the discussion only to the various government levels can 

be counterproductive in terms of user up-take. By enlarging the public consultation and 

involvement 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 online (i.e. the ñmeeting the citizens where they 

areò approach). Ways could be envisaged for instance to increase the participation of young 

citizens, on the co-design of services. 

- Strengthening the dialogue with businesses and citizens would raise the level of public 

awareness and recognition of the governmentôs initiatives aimed at improving service 

delivery adding value through e-government. This would help to focus on the development of 

more demand-driven applications with the greater involvement of users, including co-



production thereby realising overall benefits of improved service delivery and increased 

efficiency. As a result the public buy-in and use of e-government services could increase.  

× Benchmarking and monitoring the efforts and improvements made by the various 

agencies/ministries to digitise processes and operations could 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 of e-government initiatives and user 

uptake, could help demonstrate the various ministriesô involvement and performance with regard 

to digitisation, which would be a strong driver in the long term. The transparency and public 

visibility of the recognition could function as incentives for continuous improvement. Resources 

could be utilised to better showcase ï and thus support and facilitate ï central as well as sub-

national successes. 

Area of focus four: E-government benefits realisation 

An overall assessment of the effective realisation of e-government 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 of e-government projects. In order to achieve the full benefits of e-

government any government should consider how to use e-government to enable better performance in all 

core business areas (e.g. healthcare, education and better decision making) where "better" does not solely 

mean more or cutting costs. This implies a wider notion of both efficiency and effectiveness, whereas 

increased effectiveness is measured in terms of e-government contributions to support and advance broader 

societal goals of political prioritised policy areas. A systematic and consistent use 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 to be made based on sound business case, clear outcomes and benefits to be 

achieved can also help demonstrate the benefits and value of e-government. 

Key assessments: 

¶ There is a risk factor for large ICT projects linked to an inadequate availability of competencies 

and skills in the public sector (e.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, to assess programsô costs profiling, to manage 

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 sector 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 sector. For instance, 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 existing e-government projects. 

¶ 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 objectives to the 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 from e-government 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 take-up when choosing the most adequate e-government solution. 
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The business case is mandatory at the state level for projects with a larger budget than 10 million 

DKK. One main limitation is however, that the business case model is precise and detailed 

regarding the financial measurements and requirements but less detailed regarding how to follow-

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

¶ Taking into account pure efficiency-gains related concerns (i.e. cost reduction, possible savings) is 

widely recognised and endorsed; however, the focus on savings may have an impact on e-

government initiatives at large, as the broader benefits of e-government and the role of innovative 

technology deployment in support of improved public services may implicitly be  overshadowed 

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, including breaking down stove-piped working 

habits.  

¶ The government is not fully exploiting the opportunity of using e-government to share citizensô 

information, while complying with privacy and security obligations. Better use, and flow, of public 

sector information 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 of citizens, business or 

government. The need for data standardisation (e.g. 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: 

× Focusing on developing capacities and competencies to ensure full exploitation and leverage 

of e-government projects. The Government could place a stronger focus 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 large ICT projects. This would enable the Government to 

match the capacities available within the public sector with the ICT demands, to ensure support 

for e-government implementation as well as advances in the modernisation agenda. This could be 

undertaken in the 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 practitioners could 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 

possible with a preference for ñreuseò rather than build separately. This could help ensure 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 pursue a Centre of Excellence model to serve as a shared 

service centre for the entire public sector (e.g. 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 basis for sustained public sector capability and could ensure the 

availability of experts according to needs and thus balance the demand and reliance on 

external expertise.  



× Better ensuring the full exploitation and leverage of e-government projects - such as the 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 investments - including seed funding of ICT initiatives - particularly those 

that are cross-agency. This could provide the opportunity to target economic benefits, even when 

this means moving from big contracts to smaller pilot projects.  

× Improving information and data management through: 

- The adoption 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 improvement in service 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 ownership (e.g. having a leading institution would support shared services - for example 

in hospitals).  

- Applying the principle of sharing information and data could mean that re-use could be 

promoted and applied increasingly and lead to the abolishment of siloed approaches, thus 

avoiding duplication of unnecessary data storage within different government institutions. 

Adopting the full policy goals behind European Commissionôs ñPublic Sector Information 

Directiveò
6
 as a basis for assisting in better management and use of data across the 

government and 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. 

× Revising the business case model 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 perspective. The aim would be to bridge the gaps between citizen 

and business interests on one side and the governmentôs view in the choice of the digital 

solutions on the other. Such a business case model could also provide for taking input from 

end-user consultation into 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 services across 

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 emphasis on 

having to show how things are done as opposed to solely proving narrow administrative 

savings potentials. 
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- Increasing the use of benefits realisation tools (i.e. benefits profiles, benefits maps, benefits 

realisation plans) to identify the distinct outcome 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 stronger use to monitor the follow-up of the projectsô 

implementation to ensure that the benefits are reaped throughout the process. 
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INTRODUCTION  

The National e-government Strategy: A Key Policy Instrument 

The fiscal and financial constraints, which are partly the consequences of the economic recession 

experienced by OECD countries in 2008-2009, have compelled OECD governments to strive to be more 

efficient
1
. As a result, they are increasingly trying to innovate and transform their operations to be able to 

ñdo more and better with lessò, to modernise their public sector, to reduce administrative burdens and 

improve service delivery for citizens and businesses
2.
 These are the key challenges shared by most of 

OECD members, and governments are trying to tackle them using coherently a number of policy tools 

including national e-government strategies of which they recognize the instrumental value as a tool that 

enables them to pursue its ends in more efficient and effective ways. Denmark, like most other OECD 

members, conceives e-government not as a goal in itself but as a means to achieve policy ends. E-

government is regarded as the most effective tool ï i.e. ña necessity and not an optionò- to reach efficiency 

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 e-government but it cannot be the only driver taken into account. An e-

government strategy driven by a vision that balances increased public sector efficiency and cost cutting 

benefits with effectiveness and societal impacts/gains ï e.g. better welfare, improved interaction between 

the public sector and citizens, improved service delivery - may help to optimise the use of e-government, 

not only to foster enhanced collaboration, co-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 

and thus target societal gains. In other words, it may help to achieve efficiency in a broader sense.   

In fact, an e-government vision driven by expectations in terms of impact and effects on more 

business and citizen-centric services, and not focused solely on 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 2.0 technologies to increase public consultations and foster citizensô participation and 

engagement in public service design and delivery, and committing more fully to the open government 

agenda. Having more engaged and informed citizens is a precondition for increasing the number of users 

satisfied with the e-government services being delivered. This can have a positive impact on the increase of 

the desired uptake of e-government services and thus enable the realisation of the expected benefits. 

The New Public Management principles and the tendency of the e-government 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 contributed to the shaping of e-government 

agendas mainly driven by efficiency performance measures (i.e. cost cutting, return on investment), core 

managerial values and economic gains. Many practitioners
3
 point out the limits of this approach with 

regard to the understanding of the public dimension of e-government and to the adoption of e-government 

policies capable of maximising its impact on various political agendas and harnessing its benefits in 

relation to social and political dimensions that private sector frameworks do not account for.  

In furthering e-government 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 and the government, OECD members will have to increasingly pay more attention to the 

complexity associated with e-government implementation without downplaying the difference between the 

deployment of ICT in the public and private sectors. This will enable them to harness the broader impact of 

e-government not only on efficiency but also on public values such as fairness, equity and equality related 
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to the achievement of objectives set by government programs and in connection with the delivery of public 

services to the citizenry and businesses.  

The Background  

Denmark has since the 2005 OECD E-Government Study
4
 adopted a national e-government strategy - 

ñTowards Better Digital Service, Increased Efficiency and Stronger Collaborationò - covering the period 

2007-2010, which largely 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 efficient, effective and self-sustained. The strategy 

builds on experiences of collaboration and co-operation within and across levels of government for the 

development of integrated e-government services and on work done to create an integrated back-office to 

support improved service delivery. This OECD 2010 follow-up e-government country study, which should 

not be seen as a comprehensive and extended e-government review, aims to assess the progresses made on 

e-government by Denmark since 2005 as a result of the current e-government 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 e-government strategy 

A new e-government strategy shall enable the Danish government to tackle 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 economy-wide 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 situation is less dramatic in Denmark than it is in 

other countries, with a relatively slower increase in life expectancy than in many OECD member countries 

ï i.e. the population in Denmark is projected to remain close to its present size of 5.38 million by 2050
5 - 

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 is 20%, i.e. the largest group of employees 

in the central state sector are those aged 55-59
6
, whereas the largest group of employees in the private 

sector is much younger, aged 25-39. Fully aware of the instrumental value of e-government, the Danish 

government has financed and implemented a large number of e-government initiatives to tackle these and 

similar problems, as described in the paragraphs below. 

The E-Government Context in Denmark 

In 2007, in relation to the approval of the e-government strategy 2007-2010
7
, new economic settings 

were established and agreed upon by the state, the regions and the municipalities. According to these new 

economic settings DKK 268 million were appropriated in the period of 2007-2010 to implement 35 

initiatives of the e-government strategy. In addition, DKK 20 million per year were appropriated in the 

period 2008-2010 to cover the activities of the Digital Taskforce
8
. These appropriations are all joint cross-

government appropriations financed equally by the state, the regions and the municipalities. Specific 

initiatives were also financed by the different parties, e.g. the Ministry of Finance (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, specific initiatives have 

received additional joint cross government appropriations in the yearly political negotiations on the 

regional and municipal budgets, e.g. the appropriation of DKK 205 million for the period 2009-2014 for a 

new ICT security infrastructure (PKI infrastructure) supporting the digital signature.  

In addition to the wealth of initiatives financed with the appropriations described in the paragraph 

above, a fund for assistive technology was established ï the PWT Foundation. The PWT Foundation ï 



Investments in Public Welfare Technology - previously known as the ABT-fund, of DKK 3 billion for the 

period 2009-2015
9
, was established to co-finance investments in projects that seek to employ labour saving 

technologies in the public sector and to adopt innovative ways of working and structuring public 

organisations. These investments aim at harnessing the potential of e-government to support political 

agendas such as efficiency, effectiveness, modernisation and quality development in the public sector, to 

ensure 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 decades to develop the national ICT infrastructure and to achieve a 

broadened understanding on, and exploit the full potential of, ICT use in government. The latter has the 

aim to increase processes automation and achieve efficiencies in public administration, and to pursue a 

vigorous e-government 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 continuous 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 OECD countries. Denmark ranks 

first among the OECD Member States
10

 in 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 networks. 83% 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. In 2009, 10% of 

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 frequent use of the Internet, with 82% 

of the population accessing the Internet at least once a week and 72% almost every day
11

, and with 67% of 

the population
12

 having used the internet in the last three months to interact with the public authorities 

(with the level going up to 90% in the case of businesses)
13

. These 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 E-Government Study can be attributed to its already 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 citizens
14

, and 86% of the basic business services
15

, available 

on-line 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 e-government development to prepare the new e-government strategy. Aware of its privileged position 

in terms of sophistication of its e-government enabling environment, and willing to further exploit this 

advantage to reach out to the most vulnerable segments of the population and ensure the most efficient and 

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:  

¶ The impact of e-government on the public sector modernisation and efficiency efforts;  

¶ the impact of the e-government organisational structure and arrangements on e-government 

development and implementation;  

¶ the need to address issues related to user take-up;  

¶ the assessment of the benefits realisation of e-government projects.  
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The areas of focus of this report correspond to the main challenges identified by the Danish 

government in its current efforts to bring e-government development forward, but they are not unique to 

Denmark. These challenges are in fact faced by the majority OECD countries, as they are increasingly 

focusing their efforts to broaden the focus of e-government programs to enhance its value as a driver to 

enhance efficiency and effectiveness, while sustaining ongoing service delivery improvement. On-line 

services enable governments to be more relevant to their citizens and businesses by meeting new needs and 

demands and by matching the level of servicesô quality with usersô expectations. For instance, e-

government services provide governments with a greater ability to respond to individual usersô needs 

through customized or integrated offerings while maintaining consistent quality of service delivery across 

the country. Strengthening the e-government vision has meant for the vast majority of OECD countries 

embracing a citizen-focused and/or business-focused and "whole-of-government" approach to e-

government development. This new approach, which is pursued by many OECD countries, is leading to 

rearranging governmentsô online and offline organizational structures.  These trends create new challenges 

for OECD countries which relate to the need to adopt strategies, programmes and structures that enable 

governments to achieve the needed savings and a more effective resourcesô management on the one hand, 

while delivering high quality and integrated services, i.e. reorganising the back-office to get as many of the 

services online in a full transactional based model. 

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 areas and to read of 

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 OECD member states the intention is to provide a useful 

tool to support e-government 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 first chapter ï ñThe Impact of E-Government on the Public Sector Modernisation and Efficiency 

Effortsò - aims to understand to what extent the Danish government has succeeded in ensuring that the 

general agenda of public sector modernisation and efficiency takes advantage of the potentials of e-

government and if there are areas in which the e-government agenda and other public agendas can be better 

integrated across governmental levels.  

Chapter two ï ñThe Governance Framework for E-Government Implementationò- looks into the 

governance structure adopted in order to co-ordinate e-government projects developed and implemented at 

the central, regional, and municipal level to ensure their coherent integration and efficient implementation. 

The different roles and responsibilities 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 place (e.g. arrangements, approaches) to foster collaboration and co-ordination of their actions to 

ensure a whole-of government approach to e-government development and implementation and service 

integration within the Danish multi-level governance structure are considered in the chapter. Chapter two 

also looks at the impact of the tendency to expand and increase a centralised co-ordination of e-

government projectsô, as well as the development of shared solutions and infrastructures.  

E-Government is based on the principle of enabling users to access government information and 

services through various on- or offline delivery channels. Nevertheless, governments are aware that the full 

realisation of e-government benefits depends not only on the availability of electronic services but also on 

their accessibility, quality and provision to the users. Experience shows in fact that users do not 

automatically use available e-government services. Denmark, like many OECD countries, has increasingly 

adopted a user-focused approach to develop service delivery strategies driven by the needs of users, rather 



than those of the providers.  The idea is that by transforming the nature and means of service delivery, 

citizen and business-focused e-government has the potential not only to increase user satisfaction, but also 

to deliver additional gains in terms of improved government efficiency.  

The third chapter ï ñTowards a More User-Centric Approach to Public Service Deliveryò - looks into 

the Danish e-government approach to the development of citizen- and business-centred services. The 

Danish governmentôs awareness and knowledge of the distinctive needs, priorities and behaviours of the 

various groups of users, as well as the governmentôs view on the need to deliver user-focused e-

government and to include usersô identified needs into the strategic planning, development and delivery of 

e-government services as a way to increase user take-up and realise the full potential of e-government 

service delivery are assessed.  

The fourth chapter - ñRealising the Benefits of E-Governmentò - focuses on the main challenges 

encountered by Denmark, and its main achievements, in realising the benefits of e-government projects. It 

aims at understanding the benefits as they are perceived and expected by the government and the business 

models and methodologies currently used by the various levels of government to measure and evaluate the 

achievement of specific benefits as well as the overall e-government impact. Primary challenges addressed 

by this chapter are related to the need to understand how can Denmark improve its capacity to realise the 

benefits of e-government (e.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 implementation of e-government 

projects and 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).  

                                                      

1 In this regard, the Danish government has declared in its Convergence Programme intention to consolidate its public finances 

towards 2015: http://uk.fm.dk/Publications/2009/1723-Denmarks%20Convergence%20Programme%202008.aspx  

 
2 OECD (2009) The Financial and Economic Impact on E-Government in OECD Countries.  
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4 OECD (2006) E-government Studies: Denmark 
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6 Source: Ministry of Finance, State employers Authority, The Negotiation Database, 2Q 2005. (2007) OECD Aging and the 

Public Service: Human Resource Challenges. 

 
7 ñTowards Better Digital Service, Increased Efficiency and Stronger Collaborationò, The Danish Government Strategy 2007-

2010. 

 
8 ñTowards Better Digital Service, Increased Efficiency and Stronger Collaborationò, The Danish Government Strategy 2007-

2010. 

 
9 Ministry of Finance. (2009). Factsheet on the Development of the Danish E-government. 

 
10 http://epp.eurostat.ec.europa.eu/portal/page/portal/eurostat/home/ and the OECD broadband portal 

www.oecd.org/sti/ict/broadband  
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CHAPTER 1 THE IMPACT  OF E-GOVERNMENT ON THE PU BLIC SECTOR 

MODERNISATION AND EF FICIENCY EFFORTS  

The impact of e-government on public sector modernisation and efficiency 

 

Key assessment Proposals for action 

The Danish government has realised that e-government has a 

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 efforts 

to ensure the alignment of the e-government programme 

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

Reform and De-bureaucratisation Programme) and the co-

ordination of the various governance bodies in charge of 

their implementation. Even though the overall perception on 

the alignment is generally positive, the integration is not yet fully 

achieved. The exploitation of e-government and innovation as a 

means to drive change at times still appears to be siloed. 

Strengthening the link between the e-government agenda and the 

various programs can increase the impact of its strategic 

potential. A global and coherent vision of how e-government and 

innovation can be used by the country to attain its opportunities 

as a digital economy as well as a comprehensive picture of all 

the initiatives, that would enable them to fully exploit their 

potential across the whole public sector, could be strengthened. 

× The Government of Denmark could consider 

developing an e-government vision/statement for the 

future and a roadmap identifying top priority 

initiatives:  A clear vision for the future could set the 

national goals and indicate how the e-government and 

innovation agendas can help achieving results in specific 

sectors or across areas, at the central or at the sub-

national levels. A roadmap could foster the 

reconciliation of innovation-led and efficiency-led 

approaches through specific initiatives and projects.  

× Focus on government processes rather than on  

e-government as an individual policy area to provide 

a stronger line of sight. The government could consider 

re-examining the various streams of work within the 

central government and linkages to the activities 

undertaken at the regional and municipal levels, which 

relate to e-government. This approach could reinforce 

the ties between e-government and other public sector 

goals (e.g. de-bureaucratisation strategy) and could also 

facilitate the interaction and joint efforts of different 

ministries to support the implementation of new 

projects.  

× Develop, adopt and implement a common 

approach/vision embracing a broader vision of e-

government. This could imply focusing on the use of e-

government not  narrowly to increase efficiency of 

administrative services but to support improved service 

delivery in  the primary/core service areas (e.g. health, 

social care and education) where better does not 

necessarily ï or not only ï mean more efficient 

processes. Strengthening the link between e-

government and service delivery could forge a vision 

and an understanding of how e-government can 

contribute to a wide range of policy areas and 

societal gains This could also lead within specific areas 

(e.g. in the education area) to a further improvement of 

the e-government solutions through a more demand-

driven development. 

 

1.1 Overview 

 The Danish governmentôs public sector modernisation agenda has built on the public sector structural 

reform from 2007, although not all reforms/initiatives have been related to the reform as such, with a 
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primary aim to make the public administration more efficient, effective and self-sustained. 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 frontrunners in e-government 

development and implementation, recognises in fact the critical instrumental value of e-government as a 

tool to support public sector reform efforts. Denmarkôs e-government strategy has developed over the past 

decade and has focused on using the Information 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 gains (i.e. cost 

savings and budget cuts) have been the major driving force for e-government development in Denmark 

since the beginning of the 2000s. In this context, the Ministry of Finance 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 

conceptualization and co-ordination of the various initiatives, including those across different ministries 

and in e-government related areas such as the decisions to establish shared service centres
1
. 

The continuous development of e-government is demanding and resource intensive even for a mature 

e-government country like Denmark. Further developing e-government requires stronger co-ordination and 

collaboration, as initiatives are increasingly complex and involve different branches of the government. 

The high level of ambition and the many cross governmental initiatives demand a high degree of co-

ordination to ensure cost efficient deployment, coherence, data re-use and interoperability. Linked to this, 

there is a widespread awareness of potentials still waiting to be exploited.  

The time seems to be right in Denmark for a new e-government 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 with new 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 needed to optimise the 

use of the Information Society to improve citizensô lives by providing new kinds of services and ensuring 

an adequate user take up.  

Defining the new vision and pushing forward its realisation will require strong leadership. The Danish 

government has, for a number of years, prioritised the development of e-government in Denmark via the 

Steering Committee for Cross-Government Co-operation ("Styregruppen for Tværoffentlige Samarbejder") 

with the aim to ensure close collaboration and co-ordination across levels of government and a whole-of-

public-sector approach. However, the absence of one leading agency in charge of advancing the e-

government agenda was highlighted as a point of concern by many interviewees as the exploitation of e-

government and advancing innovation in the public sector still appears to be stove-piped and low on the 

political agenda. Adopting a new e-government agenda encompassing a strong and clear vision, setting 

political objectives and not simply emphasising efficiency (e.g. providing better welfare, improving the 

interaction between the PS and the citizens, how to best serve citizens) would probably enable stronger 

links between the public sector modernisation and e-government agendas. Its implementation would, 

however, require stronger co-ordination and co-operation among the different stakeholders. 

E-Government permeates virtually all public policy areas from consultation and communication with 

the stakeholders, to the effective development of strategies addressing specific matters such as reducing 

administrative burdens, and not least as a means of disseminating better policies, best practices and 

guidance across all levels of government. This is why it is conceived by the Danish government as an 

important support tool for the public sector reform efforts (modernisation, better regulation, etc.). It is the 



aim of this chapter to understand how and if the Danish government has used e-government as a key tool to 

support its efforts aimed at modernising and increasing efficiency in the public sector.  

1.2. The 2005 OECD Country Study of E-Government in Denmark  

The country study of e-government in Denmark completed by the OECD in 2005
2
 proposed that the 

Danish government considered adopting a new e-government strategy and increasing the relation between 

e-government and the public sector modernisation programme in order to maximize the benefits of the 

various initiatives and ensure coherence of actions. In line with the proposal for action the Digital 

Taskforce
3
 has since the end of 2005 been part of the modernisation efforts of the Ministry of Finance. 

Furthermore, the Government adopted a new E-Government Strategy 2007-2010
4
 which prolonged the  

e-government programme until 2010 and contributed strongly to the Danish Government's Quality 

Reform
5
 that is considered to be the new modernisation programme.  

The OECD also highlighted the need for the Government to continue improving the work on 

legislative and regulatory simplification
6
. A major action taken to achieve this objective was the de-

bureaucratisation programme
7
 which is part of the Quality Reform, while specific areas of the central 

public services are currently being investigated to identify possibilities for reducing administrative burdens 

and regulations. 

In order to increase the efficiency and effectiveness of the public sector the OECD country study also 

proposed that the Danish Government considered monitoring the costs and benefits of the ICT changes in 

relation to the Structural Reform. This would have meant: greater focus on how e-government could 

support the Structural Reform by creating more user-focused services and greater cost-effectiveness, 

monitoring the effects of increasing the centralisation and enhancing the use of mandatory aspects of e-

government in relation to public management in general, and continuing the work on enterprise 

architecture and focusing on incentives for implementation. 

Rather than structuring a way of getting a comprehensive overview, a pragmatic way was chosen to 

create insight on ad hoc and need based  was adopted. Therefore, no central initiative was launched to 

achieve an overview of the costs and benefits of ICT changes in relation to the Structural Reform, a 

number of analyses were run with the support of the STS to identify ways to achieve economies of scale 

within the new larger municipalities and in the regions focusing on e-government as a pivotal enabler for 

achieving greater efficiency, effectiveness and for supporting the structural reform implementation. For 

instance, an analysis of the administration of ICT and the ICT-infrastructure of the regions was launched8, 

as well as an analysis of the costs of health ICT spending9 as a consequence of the Structural Reform. At 

the state level, the establishment of a shared ICT service centre required an overview of all expenditures 

for administrative tasks. Several initiatives have been launched to expand centralisation of e-government 

solutions as part of the e-government strategy, and an initiative regarding mandatory accessibility 

standards has been carried out and standards have been developed for accessibility. The issue of mandatory 

standards regarding architecture and investments in e-government projects is still under consideration.  

Other examples of cross-government initiatives aimed at increasing centralisation include objective case 

handling10, the use of procurement frameworks at the state level and common procurement agreements 

(and standards) by the larger municipalities and the use of the business case model11.  

As part of the e-government strategy a central initiative on enterprise architecture FORM12 (the 

Danish acronym for Joint Cross Governmental Business Reference Model) has been launched which led to 

outlining all the services the public sector delivers to respectively citizens and business. The second 

important Enterprise Architecture (EA) effort is the adoption of the US Service Reference Model and 

Technology Reference Model (www.egov.gov) in the Danish Service- and Technology Reference Model 

(also called STORM) published in January 2009. Together with FORM this model provides a common 

http://www.egov.gov/
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technical vocabulary for agencies involved in the delivery of cross-agency services. The Shared Service 

Centre for IT (Statens IT ï or SIT) relies heavily on the model and a range of municipalities are now 

adopting the model. The model is worth mentioning parallel to FORM as part of the overall EA-program. 

FORM was the first reference model developed in 2007 and is the most widely used today. But, STORM is 

just as important for the identification of duplicate, re-usable and sharable IT-services, the objective review 

of IT investments ï and the general alignment between business and IT. 

Table 1.1 Actions adopted by the Danish government in response to the OECD proposal for action 

2005 OECD E-Government Study: Proposals for 
action 

Actions taken by the Danish government 

1. Monitor the costs and benefits of the ICT changes in 
relation to the Structural Reform 

No central initiatives have been launched to achieve this 
overview, even though individual respective public 
agencies do have such an overview. Furthermore, an 
analysis of the administration of IT and IT-infrastructure of 
the regions has been launched, as well as an analysis of 
the costs of health IT spending as a consequence of the 
structural reform.  At state level, as part of the re-
organisation of the administrative Service Centres and the 
establishment of the Agency for governmental IT 
services, previously known as State ITò

13
, an overview of 

all expenditures for administrative IT has been created.  

3. Increase the relation between e-government and the 
public sector modernisation programme 

The Digital Taskforce has since the end of 2005 been part 
of the modernisation efforts of the Ministry of Finance. 
Furthermore, the present e-government strategy 
contributes heavily to the Danish government Quality 
Reform programme considered to be the new 
modernisation programme.  

4. Continue to improve the work on legislative and 
regulatory  simplification and the communication on this 

Many actions have been taken to achieve this, especially 
the de-bureaucratisation work as part of the Quality 
Reform. Specific areas of central public services are 
currently being investigated to identify possibilities for 
reducing administrative burdens and regulations.  

9. Consider the further iteration of a new e-government 
strategy   

The national e-government strategy covers the period 
2007-2010. The new strategy was launched at the end of 
2007 and the e-government programme was prolonged 
until 2010.  

13. Consider the need to put more focus on how e-
government can support the structural reform by creating 
more user focused services and greater cost 
effectiveness. 

Several analyses have been launched, at the central 
level, in order to achieve economies of scale within the 
new larger municipalities and regions. E-government 
plays an important role in achieving this kind of 
effectiveness. Furthermore, initiatives at the regional and 
the municipal levels are expected to put focus on e-
government in regards to the implementation of the 
structural reform. 

 



1.3 The Danish E-Government Strategy 2007-2010: A National Strategy for the Public Sector 

Digitisation 

E-Government has been on the agenda of the Danish Government for over two decades. In 2007 the 

Danish government launched jointly with the Local Government Denmark (LGDK) and the Danish 

Regions its strategic programme to develop e-government covering the timeframe 2007-10. The document 

entitled ñTowards Better Digital Service, Increased Efficiency and Stronger Collaborationò sets in fact the 

policy programme for the period 2007-10, and aims at enabling the Danish public sector to maintain its 

capacity to exploit the technology to improve efficiency in its task handling and to satisfy the growing and 

changing citizensô needs.  

The strategy builds mainly on the experience from two most recent e-government strategies
14

. The e-

government strategy for 2001-03 primarily marked the start-up of joint digitisation co-operation between 

the municipal, regional and state levels of the administration ð which is still the basic concept behind the 

Danish approach to e-government. The e-government strategy for 2004-06 added impetus to the 

development of the internal public-sector digitisation. In turn, the new e-government strategy for 2007-

2010 aims at raising the level of ambition and setting new standards for the development of citizensô 

services and cohesion across the public sector. 

The new strategy entails better and more binding co-operation and emphasises the implementation of 

specific digitisation measures to enable efficiency gains within the public administration. In detail, the 

current strategy supports the long-term development towards cohesive, increased and more efficient 

digitisation of the public sector, whereby the digitisation is conceived as a natural part of the provision of 

government services throughout the public sector. The idea embedded in the strategy is therefore that the 

public sector should deliver better, more cohesive and efficient digital services to citizens and businesses. 

The strategy aims therefore at providing the individual authorities with a new framework for their 

digitalization efforts up to 2010. 

The strategy is built on three overarching priority areas: 

¶ Making public services more readily accessible to citizens and businesses (i.e. better e-

government services): The first strategic priority area for better online provision of services 

includes the vast majority of the strategyôs initiatives. 

¶ Facilitating increased efficiency of the administration: The second priority area is that digitisation 

will enable a higher degree of efficiency and focuses on a strategic approach to digitisation as a 

tool to free up resources for the citizen-based services. 

¶ Enhancing collaboration within the administration. 

Major actions foreseen by the strategy to make public services more readily accessible include: 

improving communication channels (it foresees that the public sector must co-operate in enabling all 

relevant communication between citizens and the administration to take place digitally by 2012 at the 

latest, and communications with businesses to be effected digitally from 2012), maintaining the digitisation 

efforts to improve the functioning of the administration and allow integrated public service delivery, 

involving citizens and businesses in the development of e-government services, and further strengthening 

security and safety in data handling. Furthermore, the strategy envisages that more targeted work needs to 

be done to make digital communications and digital solutions compulsory in specific areas.  

The e-government strategy recognises that basic social conditions call for the public sector to adapt 

and evolve, and that current demographic trends mean that the proportion of Danes of working age will 
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decline during the implementation timeframe of the strategy itself and the upcoming decades
15

. In such a 

perspective, not only does the strategy conceive digitisation as a critical tool to rationalise the public 

services provision, to simplify and rationalise the working routines in order to free up resources, but also as 

instrumental to the enhancement of the efficiency of the public sector facilitating the concentration of the 

public resources to a greater extent on personnel-intensive, citizen-focused care and services. Automation 

and simplification are in fact seen as an effort to increase the efficiency in handling and processing 

citizensô and businessesô enquiries as soon as the public sector receives the necessary information and data. 

As the strategy sees in parallel that the digitisation and streamlining of internal work processes in the 

public sector is an ongoing process, it emphasises the relevance of constantly investigating whether any 

areas would gain from a higher degree of shared digital solutions to the administrative processes.  

A core objective of the strategy is to further develop the public portal for citizens (www.borger.dk) 

and the one for businesses (www.virk.dk) to improve accessibility to public services. According to the 

strategy these portals are to become central contact points between the citizens, the businesses and the 

public sector. The Citizens Portal is the common public digital service channel for citizens, and is to make 

digital self-service more attractive and more widespread. The objective is to integrate all self-service 

digital services in the portal by 2012. Likewise, the objective of the business portal is to make it possible 

for businesses to perform their reporting to the public sector more quickly and easily (the objective being 

that by 2010 75% of business reporting is to be done digitally). A related objective to the development of 

the portals is to make it possible for businesses and citizens, as much as possible, to have to provide 

information to the public sector only once
16

. The first essential architectural tool is the Public Sector Portal 

Integration Framework (also called the OIM). This framework defines technical and organisational 

requirements for agencies when they want to display their services on the citizen portal, the business portal 

or any other portal e.g. in a municipalityôs portal. The framework was developed together with 

www.borger.dk and www.virk.dk, and the Danish municipalities, and it has been a driving force in pushing 

the large portals as the central point of contact between citizens, the businesses and the public sector.  

An aim of the strategy for www.borger.dk and www.virk.dk is to give citizens and businesses a 

general overview of all public services available to them. The overview is provided both through the 

portals and through the individual authorityôs Website by integrating content from www.borger.dk and 

www.virk.dk. This is intended to create cohesion in the public sector service delivery, requirements and 

options available to the individual citizen and business. During the period 2008-12 both www.borger.dk 

and www.virk.dk, involving a large number of authorities and institutions are expected to form the 

framework for a modified, personalised approach to the public sector for citizens and businesses. Thus, the 

portals should also serve as leverage for a service-oriented architecture, enabling services developed for the 

portals to be displayed and integrated on other relevant public Websites. Even if the strategy calls for 

stronger collaboration and co-ordination across levels of government, it recognises that the most essential 

action in relation to the digitisation of the public sector lies in the concrete initiatives of each individual 

municipal, regional and central government organisation. Thus the division of tasks: the joint collaboration 

focuses on joint components and infrastructure, and the authorities focus on maximising policy impact. 

The strategy supports the modernisation efforts in the public sector by fostering the adoption of ICT 

and other methods and means for creating the basis for the change ï e.g. development of new skills, work 

process restructuring, efficient communications strategies towards citizens, businesses and public-sector 

employees ï needed to enable an efficient digitisation. This search for efficiency, which creates a basis for 

greater value for money, requires constant managerial alertness. Targeted change management is an 

altogether crucial provision for realising the full potential of digitisation. The positive impact of e-

government on public sector reform initiatives is confirmed by 51% of the respondents to the OECD on-

line survey of e-government in Denmark
17

. Interviewees, however, indicated that ICT use to modernise the 

public sector still seems to be discussed in isolation from other policy areas. For a large number of the 



interviewees it is not explicitly clear how the digitisation agenda and the modernisation programme are 

aligned. What most of them would like to see is the adoption of a holistic approach. 

Acting from a whole-of-government perspective is a precondition to achieve the full potential of e-

government. Yet public administrations in many OECD countries have deep traditions of agency 

independence, and as a result public reforms have often led to increased de-centralisation of the public 

sector. The advent of e-government has led many countries towards re-integration of some government 

processes and re-engineering of others to increase back office co-ordination to support collaboration across 

levels of government and assure seamless and responsive service delivery based on a whole-of-government 

perspective at the front end. But there is no ñone size fits allò solution to the question of how best to co-

ordinate e-government.
18

 While governments share common challenges, they are starting from very 

different places in terms of e-government and administrative development, and they need to find solutions 

that work in very different circumstances.  

A ñwhole-of-governmentò perspective does not necessarily mean a ñsingleò perspective as ICTs offer 

a range of possibilities for aligning government procedures, to ensure a coherent approach of the various 

programs and initiatives, without structural change. Structure alone does not tell the entire story and co-

ordination should not be viewed as a goal pursued for its own sake as it is rather a means to achieve 

government objectives. In order to ensure a coherent approach and co-ordination structure supporting a 

whole-of-government perspective for the implementation of the various public sector programs 

governments would be better off starting by identifying the areas in which they feel additional effort is 

needed. Engaging in the identification of goals before specifying the means is in fact a valuable exercise.  

In any event, for any government interested in revisiting its approach, one practical suggestion is to search 

for a fellow OECD member country with which it shares a number of characteristics, and to compare what 

they both are doing in this area.  

Thirty-five initiatives are being implemented to ensure advancements in the three priority areas of the 

strategy, and thus support the modernisation and efficiency of public sector operations. It is however 

important to underline that it is crucial to consider the strategyôs implementation also in relation to all other 

joint digitisation and efficiency initiatives (e.g. projects financed under the PWT Foundation, previously 

known as ABT fund
19
) which support the strategyôs tools and objectives in addition to its specific 35 

initiatives.  Furthermore, to ensure an efficient and effective use of the resources available, on the basis of 

a review of the progress of the e-government strategyôs initiatives conducted in early 2009 the Danish 

government decided to consider a possible adjustment and reorientation of the resources and a 

reprioritisation of the initiatives.  

1.3.1 Making public service more readily accessible to citizens and businesses 

Of the 35 initiatives contained in the strategy, a number focus on the establishment of a framework for 

the construction of digital solutions across the public sector to create a uniform language and enable better 

integration/interoperability of systems. Identifying and developing new common e-government 

components can create added value to the public agencies. The deployment and use of joint components 

will contribute in fact to achieving higher integration of operations and processes and to giving a more 

coherent and uniform image of the public sector. The initiatives are promoted jointly and are set in a 

strategic framework for a comprehensive digitisation of the communication between citizens, businesses 

and government through the new initiatives built around eDay3 and e2012
20

, which set ambitious targets 

for the digitisation of the public sector to support in particular a strategic channel prioritisation of the 

public services offered to citizens and businesses and the development of a robust digital infrastructure in 

the government.  
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The first strategic priority area for better digital service includes the vast majority of the strategyôs 

initiatives, which target the deployment of common e-government components that are developed and 

reused across the public sector, e.g. EasySMS, Digital Mailbox, digital signature, user management, "show 

a geographical site". The components cover various objectives of better service (e.g. EasySMS ï a 

common public SMS service providing the citizens and businesses with the opportunity to sign up through 

www.borger.dk and www.virk.dk to receive text messages from the public sector as reminders of medical 

appointments, upcoming deadlines for the submission of documents to the municipality) and the 

establishment of the necessary infrastructure to ensure the development and use of public digital services 

(e.g. digital signature and user management).  

The development of joint e-government components can have positive business cases, as it is 

estimated to be the case in Denmark for the EasySMS (with a positive business case in year three of DKK 

12.3 million
21

) and the Digital Mailbox (with an accumulated savings potential of DKK 475 million 

towards 2016
22

). All the components have in fact some common features, good number of them have 

interdependencies (e.g. user management and digital signature), and there are a number of dependencies 

between components and the portals www.borger.dk and www.virk.dk. The use of common e-government 

components across the public sector or within selected domains is of great utility, not only to ensure 

increased efficiency (in some cases also large savings potentials) but also to establish a more integrated 

and coherent public sector, perceived by the citizens and businesses as operating as a whole-of-public 

sector.  

The experience gained so far by the Danish government provides a framework for identifying and 

developing new joint digital components that have the added value of increasing the efficiency of the 

public sector operations, and contribute to an integrated functioning and perception of the public agenciesô 

work. However, with the development of additional components the need for greater co-ordination in their 

development and deployment increases, just as there is a need for better communication to, and between, 

the public agencies to ensure compliance with a comprehensive plan for the coherent deployment of the 

newly added components. Such a plan would enable the Danish government to maintain the focus on 

clearly defined objectives for the development of new joint digital components, and to address major future 

challenges related to the need to find qualified projects managers knowledgeable about the functionalities 

and characteristics of these components ï relevant in relation to any procurement process - and to ensure 

co-ordination across the whole public sector. 

In addition to topics such as digital communications, accessible and coherent e-government services, 

the priority area for better e-government service sets an agenda for a number of other key themes such as 

mandatory digitisation, reuse of information and data via system-to-system solutions, immediate decisions 

and business processes.  

The initiatives that fall under the second priority area of the strategy focus on increasing the public 

sector digitisation to enable a higher degree of efficiency and to free up resources for the delivery of 

services which are closer to usersô needs. The analysis on how to optimise the operations of a number of 

key public sector records, the analysis on how to exploit economies of scale by merging the operations of a 

number of public tasks or on how to further optimize operations by automating and implementing uniform 

digitisation are examples of initiatives undertaken under the second priority area. Not least, the 

implementation of the analysis in the health ICT domain is an example of the establishment of a 

framework for a business-driven prioritisation of the overall effort on the basis of a general picture of this 

domain. E-Health is also the first example of the Danish attempt to move from the focus on the efficiency 

of the administrative processes to the efficiency of the core public service area. 

http://borger.dk/


As part of the strategy's third priority area to enhance digital coherence in the public sector the Danish 

Government has focused on the development of a single public sector approach to the digitisation and to 

support the development of a better public digital context.  The development of a comprehensive enterprise 

architecture for the public sector (i.e. FORM
23

 ï the Danish acronym for Joint Cross Governmental 

Business Reference Model) to create a uniform language and ensure better integration between systems, 

mandatory open standards and development of common public ICT architecture requirements are some of 

the initiatives in the third strand of the strategy. Experience also shows that the greatest challenges in 

relation to successfully implementing enterprise architecture are how to ensure the use and dissemination 

of the developed methods, concepts and standards. Therefore it is crucial for the Danish Government to 

keep up with its great effort in this area, if this objective is to be realised. It will also be important to 

maintain the current approach of the Digital Taskforce which has so far focused on developing enterprise 

architecture in relation to specific projects and actual implementations, rather than developing general 

guidelines on enterprise architecture, which seems to have led to good results. Finally, the strategy sets up 

the clear objective that there must be business cases for the development of enterprise architecture. It 

therefore becomes essential to ensure that the initiatives developed in the strategy period are developed 

within this framework.  

 Another key initiative in the third priority area of stronger co-operation is developing a single user 

right solution. www.virk.dk already has a single sign-on and user right solution that is cross public sector 

and used by 100 solutions from 11 different authorities. On the citizen side there is a cross public sector 

sign-on solution in place, but no actual user rights management solution. There is a tender under way that 

will create one single sign-on and user right solution for citizens, businesses and the public sector. Once 

this solution is built the public sector will move to this solution. The solution will be included in eDay3 

with more ambitious objectives for the coupling of the relevant authorities.  

Two years after the e-government strategy for 2007-2010 was launched, 23 of the strategy's 35 

initiatives are being worked out. Seven initiatives have been completed and gone into operation, and five 

initiatives have not yet begun
24

. The responsibility for the implementation of the strategyôs 35 initiatives is 

spread across a range of public authorities. Although progress in their implementation has been good, 

experience shows that there are a number of challenges in implementing many initiatives simultaneously. 

First, the required project management skills in the responsible authorities. Second, the great proliferation 

of initiatives in a multi-agency set-up requires a major co-ordination effort from the central government 

that has to ensure that the initiatives follow the common national e-government agenda, rather than the 

separate authorityôs interests and priorities. It is quite crucial that these challenges be properly addressed in 

order to minimize the risks associated with having a high number of initiatives.  

Moreover, the continuous mapping on the status of existing initiatives, in connection with the 

development of new ones, is a very important exercise. It is possible, using mapping, to rationalise and 

prioritise efforts, to ensure the consistency of systems and the exploitation of synergies, economies of scale 

and of the joint development of the operations, and to reallocate funds as needed. The results of the 

mapping can be used to develop an overall plan or roadmap to further improve the digitisation of the public 

sector both in the citizens-oriented as well as in the business-oriented areas. In line with this reasoning the 

Danish government recognises that the need for horizontal and vertical integration in government to secure 

a shared understanding of strategies, business capabilities, IT-services, and technology is becoming a 

crucial foundation for the delivery of effective e-government services. Different approaches in the e-

government domain are emerging, and the Danish standardized reference models and taxonomies could be 

leveraged better to deal with organizational and semantic interoperability issues.  

The Danish Government seems to be aware that there is a general need to monitor and eventually 

adjust the actions in relation to the management and to the total financial resources set aside for these 

initiatives. Two review processes of the 35 initiatives were undertaken in 2008 and in 2009. The aim of 
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this exercise was to obtain an overview on the progress made in their implementation to identify the 

interdependencies between key projects. The reviews were intended as a starting point for a general 

discussion on the progress of the implementation of the e-government strategy within the Steering 

Committee and to enable the Digital Task Force to take steps to ensure greater co-ordination of the 

initiatives within larger selected areas of the strategy in order to support a consistent deployment and 

continuous assessment on the same. A review of the progress of the e-government strategyôs initiatives 

held in early 2009 led for instance to the decision to consider a possible adjustment and reorientation of the 

resources, to be seen in light of the reduced use of the pool of DKK 43 million available under the strategy, 

because the amount has not yet been used in the concrete projects.  

The specific initiatives incorporated in the e-government strategy that focus on increasing the 

digitisation in the public sector are associated with a certain degree of priority both economically and 

strategically. However, as they are just one of the tools adopted by the Danish Government to foster the 

public sector modernisation and increase its efficiency, it is important to see the strategy in the wider 

context of all programs, initiatives and reforms.   

1.4. The Structural Reform: A Framework for the local e-government agenda 

The sections below highlight the main characteristics of the e-government strategies adopted for the 

sub-national levels of governments. 

1.4.1 The role of the municipalities 

A major institutional initiative has been the reform of municipal and regional structure (the Structural 

Reform) which came into force in January 2007, leading to significantly fewer municipalities and to a 

redistribution of the responsibilities across levels of government which has had a significant impact on e-

government implementation.  

Box 1.1 Responsibilities of levels of government in Denmark 

The Structural Reform in Denmark that took effect in 2007 reduced 271 municipalities to 98 larger municipalities 
abolished 14 counties and instead created five regions. The Reform adjusted in certain areas significantly the 
responsibilities between levels of government ï giving in general larger responsibilities to the local (municipal) level 
and focusing the new regions' responsibilities to mainly hospitals and certain specialised social care tasks. 

Municipalities were already before the Structural Reform responsible for a large part of the citizen-oriented 

services such as elderly care, child care, primary and lower-secondary education and a large number of services in the 
social security area. The municipalities got in addition to those tasks broader responsibilities within health care, the 
labour market area, the social area, special education and training, business services, public transportation and roads, 
nature, environment and planning, culture, and coherent citizens services. 

Regions are responsible for the health sector, regional development and a number of social institutions. In 

addition the regions are responsible for the establishment of transportation companies and for some regional tasks 
regarding nature, the environment and physical planning. They are also responsible for national and regional offers of 
special education and training, and educational institutions for people with speech, hearing or vision impaired 
difficulties (so-called "communications centres"), although health is the primary service area. 

The State has in connection with the Reform taken over a number of tasks within a broad range of areas that has 

been deemed more appropriate and effective to manage centrally by the state. 

Source : Ministry of the Interior and Social Affairs, 2010.  See: 
http://www.ism.dk/data/Dokumentertilpublikationer/IM%20engelsk/http://www.ism.dk/data/Dokumentertilpublikationer/IM%20engelsk/ 
Agreement%20on%20a%20Structural%20Reform/Agreement%20on%20a%20Structural%20Reform.htm (accessed 15 February 

http://www.ism.dk/data/Dokumentertilpublikationer/IM%20engelsk/
http://www.ism.dk/data/Dokumentertilpublikationer/IM%20engelsk/


2010) 

As a result of the structural reform the municipalities are seen as one of the citizensô main points of 

contact with public authorities, and are expected to provide coherent off- and online services to citizens
25

. 

The e-government strategy for the municipalities establishes a path for the implementation of several 

initiatives launched through joint municipal efforts and in close co-operation with the regions and with the 

central government
26

. The strategy sees the role of municipalities as key to ensure that the political and 

administrative management teams maintain a strong focus on ICT as a tool to achieve improved efficiency 

of municipal administrations and better provision of municipal public services. Being closer to the citizens, 

municipalities have the responsibility and the possibility of better understanding the needs of the users, as 

citizens seem to be more inclined to locally access the services (e.g. municipal websites). Therefore, 

municipalities can contribute significantly in defining the specifications of the system to be developed in 

order to ensure that the citizensô perspective is fully captured as opposed to having too much emphasis on 

the internal needs of the public administration.  

The e-government strategy for municipalities determines the framework for prioritising the e-

government efforts in the municipalities so that e-government initiatives create solutions where the impact 

on citizens, businesses and the municipal use of resources is optimised. The possibilities of prioritising and 

planning the municipal services at a local level are not in conflict with the need to establish common 

solutions across the public sector. The strategy sets the framework to enable the provision of more services 

for fewer resources. It fosters in fact the increased development of digital solutions covering an 

increasingly higher number of municipal services, thus facilitating the access of the users anytime and 

from anywhere. ICT is therefore seen as a key enabler to modernise, rationalise and strengthen the 

operations of the municipalities and enable more users to access to digital ñself-serviceò. The strategy 

recognises the need to strengthen and widen the points of contacts between the citizens and the 

municipalities, providing the option to select the channel of their preference.  

The strategy builds on the necessity of collaboration and co-ordination across levels of government 

which is a precondition to enable the municipalities to complete the extensive ICT restructuring required to 

provide improved and coherent public service delivery. This is seen as a collective challenge. Therefore, 

the Danish government recognises the significance of adopting a multi-level collaborative approach in 

which the municipalities play an active role in setting the agenda of the developments of e-government 

services that better respond to the usersô demands. This implies that municipalities are expected to assume 

an active co-responsibility for formulating and achieving new common objectives for the public sector 

modernisation. This requires, however, the strengthening of the municipalitiesô capacity to assess and 

monitor the usersô needs, thus taking full advantage of their closer positioning to the citizens. 

The e-government strategy for the municipalities emphasises the importance of strengthening the 

capacity of the Local Government Denmark (LGDK) and of the municipalities to exercise their influence 

within an ICT market in which there are several suppliers of ICT solutions (as opposed to the past when 

KMD
27

 had a clear market dominance - de facto a monopoly ï as the main IT solutions provider supporting 

several core service provision domains at the local level).. The changed context requires LGDK to combine 

municipal purchasing power by ensuring municipal support for tenders for special projects supporting the 

delivery of municipal services. This is seen as a way to ensure the procurement of the necessary and most 

adequate solutions for the municipalities.  

Moreover, in line with the overall strategy the LGDK is expected to play a more active role in setting 

common standards for ICT solutions within the municipal sector. Setting the standards jointly is seen as a 

main driver to push changes in a co-ordinated manner, and to develop a common ICT architecture. ICT 

suppliers are invited to develop applications that comply with the agreed standards and this compliance 

ensures that the applications developed and deployed are in line with ICT requirements. When the 
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municipalities jointly take the lead to define the framework for public-sector ICT investments, the 

municipal ICT market becomes more attractive to competing ICT suppliers. Setting common standards 

enables the possibility of creating open access for new ICT suppliers and a more dynamic ICT market. The 

standards are supposed to enable an increased number of ICT suppliers to develop and maintain ICT 

solutions for the municipalities.  

In order to facilitate standard setting for task management and ICT and to concentrate the purchasing 

power to present to the market a collective municipal demand, the municipalities are required to ensure 

stronger project management and ICT skills (e.g. strengthening competences within ICT procurement) in 

accordance with the joint standards, as well as co-operation among themselves for the setting and adoption 

of the standards. Joint municipal and joint public sector projects supported by common ICT solutions 

developed based on jointly defined standards would enable the achievement of common objectives for 

municipalities and the public sector, prioritising specific areas. Even though the municipal strategy 

recognises the importance to tackle ICT needs jointly, it also acknowledges the need to create local 

dynamics that respond to specific needs. ñThe Government acknowledges the fact that there will be a few 

areas in which the municipalities or the public sector jointly need to establish and own certain ICT 

solutions, as there are some ICT solutions where it only makes sense to develop and operate one versionò28. 

The underlying idea is that legislations and ICT solutions shall leave space for local adaptation.  ICT 

solutions, regardless whether they are standardised or not, should enable the interoperability required by 

various public agencies to interact and handle services on each otherôs behalf, e.g. maintain information on 

the citizen, calculate payments. In this way, major ICT solutions will consist of large e-government 

ñbuilding blocksò where each building block represents a delimited part of the digital procedure. ICT 

solutions are therefore being built using a Service-Oriented Architecture (SOA) approach29. The ICT 

building blocks offer the municipalities huge advantages. It becomes easier and cheaper to change the 

municipal services and switch suppliers. In addition, it is planned for that the open, standardised interfaces 

of the building blocks enable the citizen to digitally monitor the administration of their cases/files ï e.g. via 

ñMin Sideò (My Page) on the citizensô portal30. The vision of all municipal and public-sector ICT systems 

being constructed of building blocks cannot be realised within a few yearsô time. The strategy therefore is 

that the joint municipal and common public-sector standardisation of procedures, information, data and 

systems shall be implemented gradually ï in areas where a need has been demonstrated for improving 

public services. 

Notwithstanding the framework set by the e-government strategy for municipalities, some of the 

interviewees indicated that they feel there is space for improving the co-ordination of how the operational 

decisions are taken by the municipalities on the development of ICT systems. The idea of establishing a 

central co-ordination mechanism to set a common catalogue ï central system ï from which the applications 

could be chosen, was for instance proposed as a desirable option by the interviewees. Even if this area has 

been traditionally based on consensus, having a common register/reporting system to gather information on 

systems used by the municipalities would help to take more informed decisions. 

The municipalities are currently working on a new e-government strategy that will be ready in the 

summer of 2010. The new digital strategy will be proposing actions to tackle at the municipal level the 

challenges highlighted in the forthcoming national e-government agenda (the new digital agenda) that will 

cover the period 2010-1531. 

1.4.2 The Regions óCommon Strategy for Connected Health
32

 

As a result of the structural reforms the regions are responsible for the digitisation of the health sector. 

The national strategy does not aim to develop a single e-health system but focuses rather on consolidating 



the existing systems and ensuring coherence and connectedness by enabling an easy exchange of 

information. Currently, information is shared within and across the regions on several areas, such as 

medication, text-notes, laboratory test, and interoperability is supported in some areas at different levels of 

sophistication, e.g. communication between the hospital and the medical doctors. It is a political priority to 

establish interoperability and the regions remain aware of the challenges of consolidating the existing 

EHRôs and share relevant information between the systems. One of the challenges faced by the regions is 

the complex historical legacies inherited by their predecessors before the Structural reform, the Amts. The 

approach to digitalising and improving the coherence and connectedness is carried out in a step by step 

process, thus recognising the current progress, the previous investments and experience in the sector. For 

instance, the recently published possibility for citizens to consult their own personal health records online 

via the health portal, Sundhed.dk, is built upon older components that are connected, thus creating a major 

step towards bringing the health system closer to the citizens. 

Enhancing the user friendliness of the applications, strengthening the capacities to support 

development and management of the ICT system, streamlining the co-ordination/collaboration across 

levels of government is seen as a priority as there is a common feeling that there is no structure to provide 

common solutions. Also, adjusting the financing mechanism
33

 of the projects to ensure IT systemsô 

interoperability, develop joint solutions, eventually establish a shared-service centre also emerged as an 

area in which interviewees would like to see stronger actions being undertaken in order to integrate 

systems, achieve economies of scale, and positively impact the uptake of services. Enhanced co-ordination 

would also enable clarification the goals and the direction to guide the standardisation and the selection of 

a common solution. In February 2010 the regions established a joint regional eHealth organisation (RSI) in 

order to improve the co-ordination and cross-regional collaboration on EHR and digitisation. Current joint 

public analyses are further looking into the overall organisation of the eHealth domain. 

1.5. E-Government and the public sector modernisation and efficiency programmes 

The attempt by the Danish Government to modernise the public sector includes a variety of 

programmes and initiatives (e.g. the de-bureaucratisation programme, the initiative for the simplification of 

regulations and reduction of administrative burdens for businesses)
34

. Initially seen as a driver for public 

sector reform and modernisation and to sustain improved service delivery, the focus for e-government has 

shifted progressively towards the idea of e-government as a driver for increased efficiency in the public 

sector. The agenda for better regulation and modernisation on one side and the e-government agenda on the 

other were initially placed under the same umbrella and then separated into two different areas of 

responsibility in the Joint Cross Governmental Steering Committee, The leadership for the better 

regulation and modernisation agenda falls under the Centre for Quality De-Bureaucratisation and 

Leadership, whereas responsibility for co-ordinating the implementation of the e-government and 

efficiency agenda falls to the E-government Centre for Administrative Efficiency and E-Government. The 

division of e-government and better regulation and the modernisation agenda in two different 

organisational units requires stronger co-ordination efforts in order to ensure the alignment of their work 

and of the initiatives they are responsible for, and coherence with the Danish Governmentôs view of e-

government as a key enabler of public sector modernisation. The Quality Reform and the De-

bureaucratisation Programme represent concrete examples of the governmentôs attempts to bring together 

the two agendas through specific programmes.  

1.5.1 The Quality Reform: A cornerstone in the public modernisation programme  

The current governmentôs modernisation programme aims to address upcoming social and economic 

challenges, and at improving public service delivery. The programme was developed based on the 

assumption that the main responsibilities of public organisations are to utilise the resources available to 

provide the best possible services to the citizens and businesses. In a context where the public sector faces 
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a number of challenges including expected shortage of labour and growing demands of good services in 

the near future due to the ageing challenges in Denmark as well in most other OECD countries, the Danish 

Government sees efficiency improvements and quality development achieved through innovation as being 

critical in order to secure and improve the level of welfare provided to its citizens (i.e. deliver service of 

main value to the society ï and deliver it in an efficient way). This is why, in broad co-operation with 

among others the municipalities, regions, ministries and public managers and employees, the Ministry of 

Finance took the leadership in the development and implementation of initiatives to enhance the efficiency 

of the public administration and to improve public leadership in order to ensure sufficient recruitment in 

the public sector. 

The modernisation programme lays down a broad view on administrative development, which 

includes three core areas: digitisation, administration policy and de-bureaucratisation. The ongoing 

initiatives include: 

¶ organisation and management, de-bureaucratisation; 

¶ labour-saving technologies; 

¶ establishment of shared service centres; 

¶ budget and accounting development; 

¶ public digitisation strategy; and 

¶ management development. 

The majority of these initiatives are included in the Quality Reform, which is a central part of the 

public sector modernisation programme.  

The aim of the Quality Reform launched in 2008 is to create a more efficient administration and to 

unlock resources that can be used to improve welfare services. In August 2007 the government presented 

its strategy including 180 specific initiatives. The presentation was the culmination of a one year long 

process, where citizens, interest organizations, public employees and executives and other managers from 

the public and private sector were invited to discuss how to further improve the quality of the public sector 

services. In March 2008 as part of the negotiations of the budget, a political agreement on the Quality 

Reform was found. The Quality Reform was launched on 10 November 2008 in connection with the 

approved budget bill for 2008
35

. The reform is made in order to secure the ongoing development and 

improvement in all parts of the public welfare service delivery. The focus is now on the implementation of 

the 180 initiatives that constitute the reform. The implementation process is planned in close co-operation 

with the Danish regions and municipalities.  

The importance played by e-government as a tool to sustain the achievement of the goals set in the 

Quality Reform Programme is evident. The Danish government sees e-government as a means for 

contributing to a faster and more solid implementation of the initiatives included in the Quality Reform 

Programme and therefore as a means for enabling the government to foster the competitiveness of the 

economy and meet social and quality life goals.  

Interestingly, the results of the OECD web-survey conducted within the framework of this review 

show that the impact of e-government on public sector reform initiatives has been recognised by 51% of 

the respondents (see Figures 1.1a and 1.1b) with 74% of the positive responses given to the question on the 



Public Sector Structural Reform come from the municipal level. However, 49% of the respondents do not 

see e-government as a significant lever or do not know whether it has supported the achievement of the 

reformsô objectives. It is interesting to note that 27% of the respondents answered "no" to the question of 

whether e-government has been a help in achieving the aims of the Quality Reform compared to 14% when 

asked the same question on the Public Sector Structural Reform. The result seems to show a significant 

alignment between the perspectives of the central government which envisaged in the programme the use 

e-government as a main driver for the achievement of the targeted results and the one of the respondents 

from the various levels of government. 

Figure 1.1a Has e-government helped your 
organisation in achieving the aims of the 2007 Public 

Sector Structural Reform 

Figure 1.1b Has e-government helped your 
organisation in achieving the aims of the 2007 Quality 

Reform 

  

Source: OECD survey of e-government in Denmark 2009. 
Question 1.2: The 2007 public sector structural reform  
("Kommunalreformen") aimed, amongst other goals, at providing 
better service delivery to citizens and businesses through 
professional sustainability, economies of scale and synergetic 
effects Has e-government helped your organisation to reach 
these aims? 

Source: OECD survey of e-government in Denmark 2009. 
Question 1.3: The quality reform in 2007 aimed at creating higher 
levels of quality in government services and more satisfied 
frontline workers in the public sector. Has e-government helped 
your organisation reach these aims? 

Source: OECD survey of e-government in Denmark 2009. 

The focus of e-government implementation as a tool for cost-savings through the increase of 

efficiency and effectiveness through the 2008 de-bureaucratisation programme is instead strongly 

confirmed by 69% of the respondents to the OECD survey (see Figure 1.2). 
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Figure 1.2 Has e-government helped your organisation in achieving the aims of the 2008 de-bureaucratisation 
action plan? 

 

Source: OECD survey of e-government in Denmark 2009. Question 1.4: The action plan for de-bureaucratization  from 2008 aimed at 
increasing the efficiency in the public sector to save money on administration and reallocate them to increase public services quality. 
Has e-government helped your organisation to reach these aims? 

1.5.2 The De-bureaucratisation Programme: cutting the bureaucracy 

Following an agreement with the local governments and the trade unions, the central government 

launched in 2007 the De-bureaucratisation Programme36, part of the broader Quality Reform, under the 

responsibility of the Centre for Quality De-Bureaucratisation and Leadership. The De-bureaucratisation 

Programme aims to reduce burdens on frontline public sector workers by simplifying rules, requirements 

and procedures that place unnecessary burdens on local and central authorities, and public sector 

employees and to reduce and improve central governmentôs regulation of local and regional government.  

The Programme which covers sub-national as well as central governments, and focuses not only on 

laws but also on secondary regulations such as executive orders, also tackles the need to improve 

communication and working procedures in the municipalities and regions, through an increased use of 

ICT. The Programme supports employeesô initiatives to cut red tape by promoting innovation and service 

development, in order to free up time for service provision.  

The De-bureaucratisation Programme includes a quantitative target. Contrary to the programme for 

businesses, however, the De-bureaucratisation Programme does not have an overall reduction target of e.g. 

25%37. The government published a single comprehensive reform proposal with 105 concrete proposals for 

simplification. The reform proposal was named ñMore time for welfareò. An overall target has been 

established with the ñmutuality agreementò between central and local government on freeing up resources. 

It is agreed that the central government should enact initiatives that can free up resources equivalent to 

DKK 2½ billion in the period 2010-13. De-bureaucratisation and e-government initiatives are expected to 

be the main factors in achieving this target. ñMore time for welfareò with its target of freeing resources 

equivalent to DKK 900 million is part of achieving the target. The government has announced that a new 

plan, ñMore time for welfare IIò will be presented in 2011 as the next step on the part of de-

bureaucratisation in delivering on the agreement. The reduction target is thus an absolute target rather than 



a relative one as seen in the programme for businesses, and the reduction target and plans to achieve it is 

common to the government as a whole. 

The government developed a methodology to map and measure administrative burdens inside the 

government and estimate the potential of the simplification proposals in ñMore time for welfareò. The 

methodology was used to map tasks undertaken on a daily basis (service delivery tasks and support to 

service delivery such as back office/paper work, for example a teacher giving written assessments on 

students). Specific services had to be singled out, such as public primary and lower secondary schools, 

elderly care and employment agencies. For each service ministries mapped the tasks of typical employees. 

Mapping consisted not only of measuring the time spent on the tasks but also how tasks were perceived by 

employees. This helped in identifying where the burden was felt to be by the workers. Ministries used the 

information to prepare ñPersonasò38, which enabled the measurement of how much time civil servants spent 

on administration and how much time they spent providing services to the citizens. This information is 

used to set up quantitative targets on the reduction of administrative burdens, to monitor progress, and to 

communicate to the public.  

The de-bureaucratisation programme is structured around complimentary methods and the mapping 

and measuring provides facts on time spent on administrative tasks and helps focus the effort and set 

targets/estimate effects. Institutions were given the right to challenge and ñscanò to identify concrete 

suggestions for simplification, e.g. which rules they wanted to be waived. Scans identify specific problems 

and possible solutions by engaging local managers and employees through interviews and focus groups. A 

business case was developed integrating IT and modernisation projects in a broader sense, and identified 

saving made by the municipalities remain within the municipalities that they can use at their preference.  

This program was also designed to help the municipality be freer: Their business case is to free funds that 

are already there but blocked because of the tight regulations. A particularly positive feature of this 

programme is that it links central and local governments in a shared effort, in a way that is uncommon in 

many other OECD countries. 

The programme is also important for showing to the public sector workers/civil servants that their 

voices are being heard and their needs taken into account. The government has given frontline public 

sector workers in central and local governments an opportunity to make simplification proposals. In fact, as 

part of the De-bureaucratisation Programme, 4000 employees participated in the mapping, measuring and 

scanning including teachers, employees of elderly care institutions and hospitals in order to identify and 

understand their administrative tasks. The work/exercise resulted in the launch of a comprehensive 

government programme ñMore time to welfareò which presented a number of specific proposals for 

improvements.  Consequently, it was concluded that more than 3 million working hours a year could be 

saved, corresponding to approximately DKK 900 million. 

Another important aspect of the methodology followed for the preparation of the programme was that 

the consultation also included external stakeholders (in particular from trade unions, local government 

associations and other interests groups). The government decided to combine this bottom-up approach with 

a top-down approach, as ministries are supposed to define the overall strategy. As for external 

communication the government published the action plans on the Internet
39

.   

The focus of the work that led to the development of this programme was mainly on processes but no 

specific attention was placed on the use of ICT as a tool to improve efficiency in public tasks. It was 

specifically chosen to focus on rules first, before looking into using e-government to increase de-

bureaucratisation. The next phases of the programme are being planned now. Better integration between 

the work on de-bureaucratisation and the one on e-government can be achieved through improved internal 

co-ordination between the teams working on the respective programmes. 
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1.5.3 The Better Regulation Agenda 

Since the end of the 1990s better regulation policy in Denmark has integrated efforts at improving the 

law-making process and the simplification of existing regulations, in particular through the reduction of 

administrative burdens.  The work of the Danish Government in this area has been driven by the objective 

to ease the administrative burdens on businesses by 25% by 2010 which is the goal set by the European 

Union in the EU i2010
40

.
 
Better regulation towards citizens is formally part of the better regulation agenda. 

Although there is no specific better regulation policy for citizens the Quality Reform Programme, the De-

Bureaucratisation Programme and the Structural Reform are all examples of policy initiatives aimed at also 

fostering better regulation in Denmark
41

. The "The Government, February 2010" released in February 2010 

entails an initiative specifically aimed at reducing administrative burdens for citizens,  

There have been significant developments in the area of better regulation in Denmark42 and they have 

been closely associated with the e-government programme as the Danish government sees e-government as 

a key supporting tool for better regulation. E-Government is for instance instrumental in facilitating 

transparency through public consultation and communication on regulations
43

.  

With regard to public consultation, in recent years the Danish ministries have opened up consultation 

with the development of new procedures to stimulate public debate and engage the stakeholders. E-

Government has been used as a tool to support these efforts, and public consultation of stakeholders has 

been carried out as part of the project for the development of common citizensô and business portals. For 

instance, greater transparency in the consultation process when preparing new regulations has been 

supported by the establishment in 2005 of the Consultation Portal
44

 (Høringsportalen) which is hosted on 

www.borger.dk and which has a specific page on law making
45

. The Consultation Portal provides a large 

amount of information on consultation processes; it collects consultation documents, relating to the 

preparation of regulations by all ministries and agencies as the publication is mandatory for all draft bills 

and executive orders. Other documents are also published for consultation. They include policy or strategy 

papers, European Commissionôs draft regulations, draft technical standards, and guidelines. The available 

documentation includes the draft, the call for consultation (which specifies the deadline) and the list of 

institutions and people that have been called for hearing. Once the consultation period is over, the 

Government also publishes the written comments, which have been received. Comments to draft law must 

be published no later than when the bill is forwarded to the parliament. Draft regulations can be searched 

by category of document, date, authority, as well as key words. The portal also includes the possibility to 

receive regular updates through electronic notices and a newsletter on consultation.  

Communication on regulations is a particularly strong element of the Danish regulatory system, and 

the better regulation agenda stresses the key value of e-government in this perspective. The communication 

of new regulations is well managed, making it possible to find out easily what regulations apply to specific 

activities. This is partly due to the simple underlying regulatory structure, but also because of the fact that 

transparency of the regulatory system is also supported by the strong use of ICT tools. The Danish 

government and the Danish Parliament have been active in making regulations easily accessible to the 

public, making considerable use of the Internet to do so. New legislations ï both primary and secondary ï 

are published in lovtidende.dk, the official gazette, which has been available electronically since 1 January 

2008.
 
 

The Danish government has established a comprehensive system for accessing laws and regulations 

on the Internet and has developed a joint government/parliament database with a shared search facility, 

which quite advanced in comparison to what is offered in most other OECD countries. The Danish legal 

Information Database is a register of all regulations and is accessible on the Internet free of charge. The 

site retsinformation.dk allows searches of all primary and secondary regulations issued by ministries and 



central government agencies, as well as parliamentary documents and the reports of the Parliament's 

Ombudsman. Borger.dk offers easy access to all information about regulations published on the Internet 

(Official Gazette, Consultation Portal, the Parliament's Website, Danish registry of regulations, and EU 

registry of regulations). Interaction between information published by the government and the Parliament 

is facilitated by the use of a common database on legislation. 

Box 1.2 Retsinformation.dk  

Retsinformation.dk is a website that from 1 January 2008 provides access to the state legal system. It was established 
with the overall objective to ensure that citizens, businesses and public authorities can access all laws and regulations 
in a single place. 

Retsinformation.dk enables to search all laws and secondary regulations (such as executive orders and circulars) 
issued by the ministries and central government agencies), and parliamentary documents. The legal information 
databases contain all documents except for parliamentary documents that relate to parliamentary debates. The site 
provides links to parliamentary debates on the Folketingôs website. Search in parliamentary debates, provision of 
comments and ñquestions and answersò with public authorities can be done through the Folketingôs website. 

Retsinformation.dk is updated at least once a day with the new or updated documents released by the Danish 
parliament and the ministries. Retsinformation.dk gives access to the websites lovtidende.dk (official gazette) and 
ministerialtidende.dk (ministerial gazette, which publishes circulars, guidelines and other documents which are meant 
for the public administration).  

Civilstyrelsen, which is an agency under the Ministry of Justice, is responsible for operating retsinformation.dk. 

However, the Danish parliament and the ministries, produce, own and are responsible for updating the information and 
texts on their own regulations. 

Source: www.retsinformation.dk. 

 

In addition to the publication of the information, it is recommended that ministries provide relevant 

information to the public after having adopted a law (as stated in the Guidelines on Quality of 

Regulations46). A specific website has been made available to help officials with the preparation of 

communication plans47, and the communication plans are an example of ñbroaderò definition of 

communication.  The website contains a number of online tools that guide officials through the main stages 

of a communication process and includes a section on communicating about new regulations. There is also 

an extensive system for regulatory impact assessments and new legislative proposals are co-ordinated 

through the annual law programme presented by government to parliament and the public
48

. 

 Broader access to information on regulations and administrative procedures is provided by 

www.borger.dk and www.virk.dk, set up as part of the national e-government programme. Government 

bodies are required for instance to make all their forms for businesses available on www.virk.dk fully 

electronically. Through the portal businesses can do all their reporting to public authorities and search for 

relevant information. www.virk.dk currently contains some 1300 administrative forms, and enables 

approximately 90% of reporting requirements to be fully completed digitally with a single sign-on using 

digital signatures. The last 10% are available on the portal and can be downloaded as pdf documents. 

Borger.dk is considered as the other digital one-stop-shop. It enables citizensô easy access to public sector 

information on regulations and administrative processes and to the increasing number of citizen-centric 

digital self-service solutions irrespective of the underlying administrative organisation. 

Interviewees stated that e-government is considered to be a critical element for better regulation. The 

interviews highlighted the progress made and also provided some indications on the fact that the use of e-
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government policies and frameworks in support of better regulation may be strengthened further - and 

beyond its instrumental value for improved communication and consultation ï to achieve better policy 

coherency.  

1.5.4 Administrative Burden Reduction and Simplification for the Businesses  

The Danish government has pursued action plans for the reduction of administrative burdens since 

2002 focusing on businesses. A methodology was also developed by the Danish Commerce and 

Companies Agency, for measuring administrative burdens on the basis of the Dutch Standard Cost Model 

(SCM), focusing on information obligations which businesses are required to report by law, and on the 

related administrative costs.  

The development of the programme to reduce administrative burdens has been supported by very 

open arrangements to gather views and information. This has included public hearings and notice for 

comments on dedicated websites in preparation for larger reforms
49

. The programme has also used 

methods that engage businesses in a more direct fashion, e.g. the burden hunter project
50.

 Furthermore, the 

Government provides detailed information on the administrative environment, in particular through 

www.virk.dk, and general information on the programme is published on its website, 

www.regelforenkling.dk
51

.  

The Danish government has also set up a dedicated Website on burden measurement
52,

 which displays 

a barometer of burdens, showing progresses both at an aggregate level and ministry by ministry. It appears 

however that many businesses, especially small and medium-sized enterprises are often not aware of 

possibilities offered by simplification initiatives, such as new digital solutions, e.g. Indkomst (eIncome 

register), ferieadministration (Holiday administration), virksomheds- og momsregistrering (business and 

VAT registration), regnskabsindberetning (business account reporting), affaldsregistrering (garbage 

management), byggesagsbehandling (handling of construction/building cases).  

Communication on new initiatives has relied on the individual initiatives of ministries, which tends to 

provide a piecemeal view of the programme and its results. In March 2009, the Danish government 

released the De-bureaucratisation Plan for Business Regulationò. The plan presents 33 selected initiatives 

grouped into four areas (better conditions for start-up and running businesses, easy access to regulatory 

authorities, less and simplified reporting and efficient and focused inspections). This plan is part of the 

Governmentôs new communication strategy ï i.e. the ñLET Administrationò (ñEasy Administrationò) - 

unveiled in summer 2008, which includes initiatives aimed at informing companies of specific regulatory, 

ICT and other changes that are intended to make their life easier.  

1.6. E-Government and the public sector IT projects 

The following sections describe a number of IT projects implemented by the Danish government to 

improve the internal efficiency of the public sector and enable an improved delivery of e-government 

services.  

1.6.1 Standardisation of the general Danish registers 

Denmark has a long tradition of general registration in the public sector. Since the early 1960ôs most 

registers have gone through a process of digitisation, which has contributed much to efficiency gains 

within the public sector. The operations aimed at developing the Danish registers spread out over the entire 

public sector.   

http://www.regelforenkling.dk/


Preliminary analysis had shown that rationalising by combining what could be combined in order to 

consolidate registers, or reaching their interoperability was critical to support the digitisation and 

modernisation of the public sector. The idea of gathering the operations related to the registers into one 

òregister unitò as this represented potential for efficiency gains in the public sector is therefore being 

analysed. The assumptions are in fact that the establishment of such a unit could lead to economies of scale 

in the development, maintenance and administration of the registers; to better prices on outsourcing; and to 

the integration of redundant (parallel) registers into general ones. In the longer perspective it could also lay 

the foundation for standardisation and reuse of data, data-models and applications, thus sustaining the 

efforts to professionalise and rationalise the public sector. According to the plan the register unit could 

focus on persons related and business related registers to ensure their co-ordination. 

So far the analysis have shown that the gains achievable through the reorganisation of the General 

Danish Registers were not up to the level of the organisationsô risks: the business case for doing it was not 

good enough and the potential in terms of efficiency gains, assessed on the basis of the business case 

model used by the Danish government, was not as high as expected. Other less comprehensive models for 

consolidation of Danish registers are therefore being considered. Currently a model is considered, where 

promotion of data-reuse is based on the existing organizational structure and consolidation of operation is 

based on the Shared Service Centre for IT (Statens IT ï or SIT). There was already a process of 

consolidation among the various registers and key stakeholder where eager to build on this experience 

rather than restarting the in a new organizational model.  

Interviewees noted a high level of awareness of the Danish government of the need for better co-

ordination among public registers and on the need for improved government processes. In fact, even 

though they realised that the benefits from merging all registers into one were not so obvious they clearly 

saw the gains that would come in terms of improved co-ordination in specific processes, e.g. for public 

procurements. Current discussions are focusing for instance on the possibility of taking advantage of the 

Shared Service Centre for IT (Statens IT ï or SIT) - currently providing IT services to eight ministries. 
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Even though there is a common agreement on the need to adopt common standards, developments in this 

direction require a lot of inter-organisational co-ordination which is quite challenging to achieve. This can 

represent an obstacle and slow down the process. Leadership is needed to push forward standardisation, 

harmonisation of legislations imposing the adoption of certain standards in a certain area/domain, and to 

ensure the proper co-ordination.  

A change in the driving goal could be included in the new e-government strategy. Standardisation, 

information exchange and data management could be seen as a high priority in the strategy for the 

digitisation of the public sector to support the integration of the three areas of all the registers, which still 

remains a challenge. There is no vested agency overseeing information exchange/data management 

strategy in the whole public sector; there is co-ordination within the single fields but not across the public 

sector.  

Box 1.3 The E-Income Project 

In Denmark taxes and many public benefits are calculated by using the current income level of each individual 
citizen. Municipalities and citizens spend a lot of time determining the right level of income, for instance when filling out 
applications for public benefits. 

The aim of the e-Income project was to use the already collected information on citizensô income in the 
administration of public benefits. The project was grounded on the idea to create a national database of citizensô 
income information updated on a monthly basis by any paying organization or company obliged to report income paid 
to the Tax Authorities. Until 2008, the assessment of the current level of income relied on many sources, including 
citizens themselves. As of 2008 employers are obliged to report monthly to the Danish Tax Authority any wage or 
similar paid to citizens, which is entered in the central national database established in 2007. As a result, public 
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authorities now have the possibility to use the e-Income database as a guideline in determining the income of any 
citizen. This has resulted in the removal of time delays as authorities are quickly informed of changes in citizensô 
income. One effect has been an increase of withholding of income from citizens indebted to public authorities. 

The e-Income database provides better and more cost efficient ways of administrating public benefits. To achieve 
these benefits, the new phase of e-Income was launched in late 2008. This includes the investigation of 11 public 
benefits. The aim is a fully automatic income determination process in the municipalities, meaning that neither 
recipients nor the public authorities need to spend resources determining the individual income level. Expectations are 
in fact to extend the automation of manual processes to other benefits in the municipalities and to other organizations 
administering public and quasi-public benefits. 

The project does not have the sole purpose of cost savings. By relying on more precise, automatic generated 
data the quality of the calculation of benefits is also expected to improve. This will result in better experienced quality 
for the recipients. Eventually, as second order result, this will result in less cases of benefitsô recovery from recipients. 
Today, many resources are spent on recovery of benefits and large amounts are never recovered. 

The current phase of the project is expected to be completed by 2011 and the new legal and technical framework 
of the benefits is to be used from 2012. 

Source: The Danish Ministry of Finance, ñThe Shared Service Centresò, 2009. 

 

1.6.2 The Shared Service Centres in the Danish Central Government  

Shared service centres can be defined as government units providing support services to more than a 

single ministry, agency or sub-sector of the government, the most important kind of shared services units 

being those that serve two or more ministries, and/or agencies of two or more ministries. Analyses 

indicated that most Danish ministries were too small to conduct their administrative tasks in a sufficiently 

efficient way and given the Governmentôs aim to create a streamlined, effective and efficient government 

administration it decided to establish shared service centres to reach higher integration in the back-office 

and thus improve the quality of frontline delivery of services  

In developing the shared service centres Denmark relied on a top-down approach according to which 

support service personnel are transferred to the established shared services centres and ministerial budgets 

are simultaneously decreased for the corresponding amount of resources. For efficiency and savings, the 

attribution of responsibilities for organisational policy and standard setting with respect to support services 

is an important factor. In Denmark these responsibilities
54

 are mostly concentrated in the Ministry of 

Finance. This makes it possible to follow a top-down approach in which support service personnel and 

budgets are transferred from line ministries to shared services centres. 

In addition to creating a firm foundation for improving existing and developing new administrative 

services, the service centres are expected to potentially produce a considerable decrease in the resources, 

which the central government today uses on administrative functions. The possible reductions were 

originally expected to come from three main sources: centralisation of routine activities which contributes 

with DKK 368 million, more efficient administrative functions within ministries with DKK 204 million; 

and consolidation of ICT-infrastructure and applications which contributes with DKK 230 million. 

The two shared service centres established in Denmark are supposed to perform a number of 

administrative tasks for more than one ministry. The Financial Shared Service Centre is part of the existing 

Agency for Governmental Management (under the Ministry of Finance) and it is responsible for finance, 

salary and transport. In detail, it delivers services related to the payment of approximately 57 000 full-time 



employees and for delivering services related to finance and travels of approximately 48 000 full-time 

employees. In terms of rationalisation from the financial point of view 45% of all activities are 

consolidated; but the strategic resources remain local. 
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Key drivers for the establishment of the second shared service centre, the ñAgency for Governmental 

IT-servicesò ï Statens IT or SIT (under the Ministry of Finance), which is responsible for the provision of 

all ICT services to ministries and agencies, have been centralising the IT operations and maintenance, 

expected to increasing efficiency, fostering economies of scale, achieving savings, (increasing the number 

of satisfied customers and improving the quality of services. 

In the first phase (2010-12) eight ministries will join SIT. The ministries are: the Ministry of Labour; 

the Ministry of Finance; the Ministry of the Environment; the Ministry of Science, Technology, and 

Innovation; the Ministry of Culture, the Ministry of Economics and Business Affairs and the Ministry of 

Immigration. They constitute a proportion of the ICT consumption which is equal to 10,000 people (about 

30% of central administration users). It is planned that the remaining ministries may join later. The centre 

will initially have approximately 220 employees increasing to 500-600 employees. The operation budget 

for SIT in 2010 is approximately of DKK 350 million, and investments of approximately DKK 50 million. 

On 1 January 2010 the ICT service departments of the eight ministries were merged, while in the period 

2010-12 the aim will be to merge the servers of the ministries, streamline the processes, and build common 

platforms.  

Initial gains and operating costs etc. for Phase 2 are not yet estimated, since the implementation of this 

phase relies on the lessons learned from Phase 1 and the Government decided to take a decision of 

initiating Phase 2 when these lessons are known. Gains are expected to increase significantly when more 

ICT service units merge into SIT, thus increasing the total volume. Also, the idea is that the number of 

shared ICT systems will increase. A common invoicing solution has already been implemented and an  

e-learning solution is being developed, both in the Agency for Governmental Management and in the State 

Employees Authority within the Ministry of Finance. It is currently up to the single ministry to decide if 

they want to join the centre and the Government may wish to consider the possibility of making it 

mandatory for all in Phase 2. 

The establishment of shared service centres is supporting the efforts to standardise the work processes 

and sustain ICT development in the public sector. Investments in the area should be increased as the 

establishment of the centre represents a unique opportunity to get an overview of the ICT services provided 

across the public sector.   

Besides achieving the expected efficiency gains, there are a number of challenges to be tackled in 

order to ensure that the benefits are maximised. A first assessment apparently revealed space for 

improvement as economies of scale have not been realised, standardisation of processes were not boosted 

as hoped, ICT systems were still developed within ministries or agencies, and professionalism in managing 

customers relations with the agencies still seems to remain an issue. The funding of the first phase of the 

ICT shared service centre from the ministries is for instance based on their budget; but mentioned the 

difficulties in tying to the cost model for the shared service centre and to the fact that it is not clear how is 

it going to be used especially for the late comers, as it is not evident how the costs per user and per year 

will be defined. It was decided that the service centres will implement activity-based cost models from 

2011, even though the precise models have not yet been identified.  

Additionally, the posts of 220 employees are expected to be cut and the reduction in workforce when 

the age of retirement is increasing is a challenge. The implementation timeframe will also remain an issue 

as the merging of systems always takes longer than planned. The decision concerning the mandating part in 

Phase 2 of SIT will also be interesting. 
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Developing and implementing guidelines for the entire government and having clear goals indicating 

where Denmark wants to move with the establishment of shared service centres is also critical. A survey is 

currently being run by the responsible service centre to assess the level of customersô satisfaction with the 

existing service centres and results are supposed to inform the future directions as well. The Government is 

considering enhancing the use of cloud computing to achieve this goal56 even though interviewees have 

observed that it is facing some resistance on this matter from the private sector. Figure 1.3 confirms that a 

large part of the Danish public sector that responded to the OECD survey is aware of the new conceptual 

thinking around cloud computing (66% of the respondents have answered either "Yes" or "No" to the 

question on whether they are currently using or planning to use concepts such as cloud computing) and 

despite the fact that 29% of the respondents are not using or have no plans to use cloud computing, it is 

significant that 37% of the respondents are either currently using or are planning to use cloud computing. 

The main reasons for either using or considering using cloud computing are the possibility to better 

manage resources and cut costs (20%) or better manage the IT infrastructure (17%). 

An aspect worth consideration is the fact that outsourcing contracts would mean at this point breaking 

some of the existing ones which will cause additional costs for the government. Finally, continuous 

communication and involvement are needed particularly to ensure phase two of SIT, as the success of these 

initiatives is crucially dependent on the willingness of the co-operating ministries that are supposed to 

transfer their tasks to the centres. 

Figure 1.3 The use of cloud computing and the purpose 

 

Source: OECD survey of e-government in Denmark 2009. Question 1.10 Does your organization currently use, or is planning to use, 
concepts such as cloud computing (a notion that refers to a context where services, infrastructure, applications are delivered through 
the Internet) to sustain the achievement of one of the following public sector efficiency goals? 



1.7. The way forward: Reaping the benefits of the national e-government agenda  

As the focus on using ICT is high in the Danish public sector
57

, the most significant e-government 

challenge it will face in the coming years will be to accelerate the digitisation of the citizens-oriented core 

areas, which represent a considerable number of tasks of the public sector given the number of public 

services it delivers. Even though the perception on the overall picture concerning the development of 

common e-government building blocks and infrastructure on improved service delivery, efficiency gains 

and public sector modernisation is positive (see Figure 1.4), interviewees and survey respondents 

emphasise that there is widespread concern regarding the fact that the central efforts not always support 

local needs in terms of digitisation to support improved service delivery. Some authorities, particularly 

those that already have advanced online solutions, are of the opinion that not all initiatives have been 

supportive across all levels of government (e.g. for these the adoption of newly developed solutions such 

as the Document Vault ï Dokument Boks ï has represented a burden). The potential is significant, but there 

is a need to continue developing the overall framework for initiatives such as the ICT architecture and 

management structures. 

Figure 1.4 Has the development of common ICT building blocks and infrastructure for the improvement of 
service delivery in general been a support for the service delivery of your organisation? 

 

Source: OECD survey of e-government in Denmark 2009. Question 1.8 Has the development of common ICT building blocks and 
infrastructures for the improvement of service delivery in general been a support for the service delivery of your organisation? 

Most interviewees seem to prioritise an increased level of citizen-centred government, a larger extent 

of digital communication, and a more secure data-handling regardless of the profit generated by the 

increased digitisation of their own organisation. This is particularly important as it confirms the idea that 

the demand for a continuous increase in efficiency in tasks and operations management, which has been 

the most critical driver for the digitisation of the Danish public sector for several years, is becoming an 

important but insufficient condition to improve its performance. Recognition is gradually spreading that 

efficiency, although crucial, without consistent impact evaluations and focus on societal gains, is a narrow 

perspective. Authorities seem to be increasingly aware of the fact that successful digitisation needs to be 

developed in unison with citizens and businesses, and the attention is therefore increasingly shifting 

towards user-focused innovation.  
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OECD country experiences show that e-government is one of the main drivers for innovation and 

transformation within the public sector, while shrinking public budgets push demands for increased 

efficiency. Through the implementation of e-government, public institutions have become more efficient 

and effective over the years as a result of institutions rethinking business processes and procedures 

internally and across organisational boundaries
58

. It is therefore interesting to remark that interviewees and 

survey respondents noted that there are good examples of innovative practices both at the central, regional 

and local levels. Figure 1.5a confirms that Danish public sector organisations are encouraging innovation 

in service delivery (75% of the respondents answer "yes"). Combined with the result shown in Figure 1.5b 

where 92% of the respondents answered "yes" to the question on whether e-government and the potentials 

of new digital technologies are integrated in local innovation and service development, the survey results 

show that innovation in service delivery is also an integrated part of local service development. The overall 

perception on the alignment of the regional and local use of innovation and ICT and of the development of 

specific digital solutions
59

 within the framework of the national e-government strategies (e.g. medi-card, 

Dokument Boks, digital signature) is generally positive (see Figure 1.7). This is perceived to be the result 

of the common challenges set by the e-days initiatives and of the participation of some ministries in 

national strategic technology forums and workgroups, and in the development of the joint public 

architecture.  

However, more detailed answers indicate that such alignment is only partial, and not yet fully 

exploited. It seems to be randomly present in some of the agencies, but not throughout the public sector, 

and it is not perceived as part of an overall approach. What seems to be missing is an overall and coherent 

vision of all the initiatives that would enable the full exploitation of the potential of innovation across the 

whole public sector, although it might be inferred that such a concrete cross government view was 

intentionally to be secured through the domain boards. As indicated previously in this chapter a holistic 

approach to e-government projects and initiatives development is a precondition to achieve their full 

benefits. The clear identification and setting of the main goals to be achieved through the use of ICT in the 

whole public sector can help strengthening alignment of initiatives across levels of government.   

Figure 1.5a Does your organisation encourage 
innovation in the delivery of services? 

Figure 1.5b Is e-government and the potentials of new 
digital technologies integrated in your local 

innovation and service development? 

  

Source: OECD survey of e-government in Denmark 2009. 
Question 1.5 Does your organization encourage innovation in the 
delivery of services? 

Source: OECD survey of e-government in Denmark 2009. 
Question 1.6 Is e-government and the potentials of new digital 
technologies integrated in your local innovation and service 
development? 



Source: OECD survey of e-government in Denmark 2009 

Figure 1.6 Is local innovation and use of new digital technologies aligned with national and joint government 
strategies? 

 

Source: OECD survey of e-government in Denmark 2009. Question 1.7 Is local innovation and use of new digital technologies aligned 
with national and joint government strategies? 

The management of the Danish public sector interviewed sees using Web 2.0 to modernise the 

functioning of the public sector operations as an important tool to create an innovative culture and to signal 

what is valued inside the organisation. The use of Web 2.0 is part of the current reflection on the future  

e-government agenda of the Danish Government,
60

 which so far does not seem to have explicitly included 

the use of the new social medias (e.g. wikis, blogs, electronic social networks) to support its public sector 

modernisation efforts. Nevertheless, many interviewees and survey respondents, representing authorities 

from different levels of government, reported having already tested some of the Web 2.0 possibilities. 

They mentioned their intentions on expanding the use of Web 2.0 to enhance co-operation across levels of 

government and increase efficiency. Both the interviewees and the survey respondents have indicated their 

expectations for a prioritisation of the Governmentôs efforts to expand the use of Web 2.0 to be closer to 

the public servicesô users enhance cross-governmental co-operation and improve the quality of the 

interoperability of existing solutions with Web 2.0 technologies. Blogging is already in use, for instance, 

by the regions (e.g. Nordjylland) and by some of the municipalities (e.g. Nyborg municipality) that are also 

active users of Facebook, Youtube and wikis
61

. 

Planning and having a clear strategy are crucial, as changing current work practices and moving over 

to government version 2.0 is not an overnight phenomenon. Besides, getting mass adoption would remain 

an important challenge for a lot of organisations. Executives leading by example would definitely 

encourage the use. Additionally, successful organisations tackling the internal use of these tools have been 

doing a little bit of forward thinking about the problems they were trying to address or the opportunities 

they were trying to seize, and have then moved to deploying an appropriate technology in response to that. 

These are all questions that could be considered answered before becoming operational as this would avoid 

imbalances in expectations, priorities and speed. 
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Chapter Key Points 

¶ E-government can be a key enabler for public sector modernisation and efficiency. A coherent 
approach to e-government development, which places it in the wider context of other programs 
and public reform, can foster the effective alignment and coherence of the various policy areas. 
This, in turn, can facilitate and promote the systematic monitoring and assessment of the 
progress of cross-cutting reforms.  

¶ The continuous mapping and monitoring of the status of existing e-government initiatives, in 
connection 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 corrective actions and reallocation of funds as needed and ensures the 
integration and consistency of initiatives. 

¶ The proliferation of initiatives in a multi-agency set-up requires multi-level collaboration and co-
ordination across levels of government to ensure that the operational decisions and initiatives 
follow the common national e-government agenda, rather than a single authorityôs interests and 
priorities. 

¶ An e-government strategy driven by a vision that balances increased public sector efficiency 
goals with effectiveness and societal impact may help to optimise the use of e-government, not 
only to foster cohesion across the public sector and enhance its efficiency, but also to achieve 
better service delivery in the various areas and thus target societal gains. 
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CHAPTER 2 THE INSTITUTI ONAL/GOVERNANCE FRAM EWORK FOR E-GOVERNMENT 

IMPLEMENTATION  

 

The governance framework for e-government development and implementation 

Key assessment Proposals for action 

¶ The Danish government has focused on the establishment of 

frameworks and structures to engender multi-level collaboration 

and co-operation across levels of government to foster 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 e-government progress it could benefit from further 

strengthening. Likewise, the continuous involvement and support 

at the political level would provide visible sponsorship and more 

direct connection to national priorities to make cross 

governmental co-operation work better.  

¶ The Steering Committee for Cross Governmental Co-

operation (STS)ôs mandate is neither sufficiently clear nor 

authoritative. Additionally, the established Domain Boards could 

be more effective in bringing forward e-government 

development in the single areas, as originally envisaged and in 

informing the discussions made within the STS.   

¶ The fragmentation of responsibilities and the absence of a 

visible champion charged with driving the implementation 

forward, has also resulted in the value and role of e-government 

and of its strategic and economic advantages for Denmark not 

being clear to the political leadership. The Structural Reform of 

the Danish public sector has also contributed to what at times 

seems to be an imbalance and a limited alignment between the 

priorities as seen by the central government and those perceived 

at sub-national levels.  

 

¶ Denmark could consider revisiting and 

strengthening the organisational structure and co-

ordination mechanisms to enhance the effective co-

ordination between the ministries sitting in the STS. 

This implies several actions: 

- Strengthen the role and responsibilities of a co-

ordinating body such as the STS as a political driver for 

e-government development to enable it to support 

visionary cross-governmental projects such as those 

pushing for integration (e.g. ensuring 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 high-

level co-ordinating meetings supported by more 

technically-oriented ones with representation of various 

ministries could provide more efficient and effective 

discussions and decision-making.  

- Strengthening the role and competencies of the 

Domain Boards to increase their effectiveness. Subject 

to any change to the STS, the organization, competencies 

and mandate of the domain boards would require 

revisiting.  

- Impro ve the cross-governmental collaboration 

through concrete activities and projects (e.g. the law on 

geospatial data). The speed of development of joint 

solutions in all areas could be increased. The adoption of a 

new vision 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 across levels of 

government. 

- Strengthen the sub-national level: Since the 

Structural Reform, the municipalities appear to have 

strengthened their desire towards collaboration, for 

instance by engaging in creating joint-solutions. 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. 

 



2.1. The context (overview)  

The governance arrangements, which determine how the roles and responsibilities related to public 

service delivery are assigned across the public sector, and the financing mechanisms, which support the 

tasks of the various levels of government, have an impact on how e-government is implemented. They may 

in fact have a significant effect on the type of co-ordination in place to sustain e-government service 

delivery and e-government programmesô implementation in the broader sense. The sections below 

highlight the key aspects of the financing mechanism and governance arrangements in place within the 

Danish System. 

2.1.1 Financing the Danish Public Sectorôs Activities 

The Danish public sector is characterised by a high level of decentralization.  The public 

administration is divided into three levels, with two sub-national levels ï the regions and the municipalities 

ï which are highly autonomous.  However, state, regions and municipalities collaborate closely. The sub-

national governments are closely connected to the central one through legislation, as the tasks and 

obligations of the regions and municipalities are laid down in the legislation adopted by the Danish 

Parliament.  

The public sector in Denmark is primarily financed by tax revenues. The tasks of the national level 

are financed through a number of different taxes, primarily personal taxes and a value added tax. The 

municipalities have the right to levy taxes and they primarily finance their activities through the imposition 

of income and property taxes. In addition, the municipal tasks are also financed through transfers from the 

state in the form of matching grants and general grants. Due to the political agreement between the central 

government and Local Government Denmark (LGDK) the taxes levied by the municipalities have to stay at 

the current level measured on the overall average. If not, the state will reduce its grants subsequently. This 

is a core macroeconomic condition in the management of the municipalities. Existing legislation aims to 

ensure consistency between the completion and financing of a specific task by requiring that the 

governmental level responsible for that task also finances it. As a consequence of the Structural Reform
1
, 

however, the regions cannot impose taxes directly; therefore their tasks are financed through contributions 

from the state and the municipalities. 

 The funding mechanism or "principle" that is used to decide adjustments to the amount transferred by 

the state to the municipal level as general grants is called the Extended Total Balance Principle (Det 

Udvidede Totalbalanceprincip ï or DUT): if a new legislation leads to a change in municipal expenses, the 

general grants will be increased or reduced accordingly
2
. A special funding principle ï the digital version 

of the Extended Total Balance Principle (also called digi-DUT) was introduced as an incentive for the 

municipalities and the regions in the economic agreements with the local government for the fiscal year 

2006. It was initially agreed, as a general principle, that the municipal level at large could keep the 

efficiency and effectiveness gains they obtained from the locally initiated implementation of e-government. 

However, this funding principle has been abandoned through the mutuality agreement. The political 

agreements between the state and the municipalities of letting them keep a significant part of the cost-

savings from implementation of joint public sector e-government solutions could be seen as an important 

economic incentive for local governments. 

2.1.2 Public Service Delivery: The division of tasks between state, regions and municipalities 

Even though a number of public tasks have been outsourced to private firms by public authorities, 

public services are generally delivered by the public sector. Compared to other countries, the expenditures 

for public services account for a large share of the GDP - approximately 25.9% in 2007. Of the total public 
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expenditures 50.8% were spent in 2007 on the production of public services, i.e. in 2007 about DKK 445 

billion were spent on public services, mostly on education, health and the social sector
3
.  

In relation to public service delivery, the tasks of the public sector are distributed between the state, 

the regions and the municipalities; although the supply of most of the public services is delegated to the 

regions and the municipalities, which are primarily responsible for the public welfare services, and about 

two thirds of the public expenditures are spent at the local levels. In particular, Denmark is characterised 

by a large municipal sector which delivers almost all daily services to the citizens, e.g. primary and lower-

secondary schools, day-care institutions, elderly care. The municipalities are also responsible for social 

issues such as the payment of social pensions and social benefits, the handling of garbage, special 

education, etc. With regard to public service delivery the primary responsibility of the regions is health 

care and regional development. 

The ministries support the work of the municipalities which are politically independent and make 

their own decisions on what kind of services they want to deliver, what priority to give to the various 

activities, etc. The state takes care of tasks that cannot be delegated to the sub-national levels of 

government, e.g. defence, national police, the judicial system, assessment and collection of taxes, business 

regulation, upper-secondary and tertiary education, more advanced education, public research. To this 

regard, the overall impression is that the interviewees from the Danish public sector seem to believe that 

the e-government projects could help to ensure better co-operation across levels of government, and thus 

improved service delivery. 

2.1.3 The Structural Reform 

The municipalities 

The Structural Reform of the Danish public sector was implemented until the 1st of January 2007. 

The main feature of the reform was the reduction of the number of municipalities from 271 to 98 and the 

reduction of the number of counties from 14 counties to 5 regions. The main goal of the reform was to 

create economics of scale and local organisations big enough to allow a more professional and specialised 

service provision. Decided on the basis of a top-down approach the implementation of the reform was 

mainly locally managed. The reform was initiated in 2004 and completed in 2007. The reform led to many 

significant changes which took place at a very high speed. It has had an important impact on the 

governance arrangements and on the duties of the various levels of government ï increasing in particular 

the role, scope, and subsequent challenges, of the municipalities.  

The structural reform affected the various municipalities differently. Aarhus Municipality, for 

instance, was unaffected geographically, whereas in the case of the Egedal Municipality three small 

municipalities were merged into one. The merge was definitely associated with some costs but also with 

new opportunities. The widespread opinion is that the municipalities generally did a good job of creating 

new organisations to better serve their constituents, although they did not always focus enough on 

communication with the citizens to ensure an adequate information flow.  

Even though the structural reform has re-enhanced the need for pervasive digitisation some of the 

interviewees felt that the local government did not have enough resources (time, money and staff) to make 

the most of this historical opportunity. Additionally, to be able to use the new systems in the best way they 

believe they should have been provided with a more effective platform to voice the local perspective with 

the central level when the digitisation agenda was being set. Allegedly, the decision grounding the 

Structural Reform, as the one for the national digitisation, was initiated by the central government - i.e. 

mainly by the Ministry of Finance - which acted as the front runner. Even though the Structural Reform 



was to a very large extent implemented by the municipalities themselves with only limited central 

involvement, the impression acquired during the interviews was that some of the municipalities perceive 

that they could have been granted a larger role. In particular, the approach chosen to implement the reform 

diverted most of the resources inwards into consolidating and implementing the reform and some of the 

municipalities were left with the impression that little attention was given by the central Government to the 

realisation of the local political agenda. 

Another key issue raised during the interviews concerns the fact that the municipalities do not seem to 

be adequately prepared to tackle market-related issues and negotiate with the private sector providers. In 

this perspective, the establishment of Kombit
4
 seems to strengthen the capacities of the municipalities seem 

to address this gap, and therefore represents a good approach to tackle this relevant challenge. In 

consideration of the fact that achieving strong co-operation between the various levels of government and 

the private sector is key for the implementation of e-government programmes this area seems to require 

some attention. Nevertheless, joint public efforts have recently been made to address this matter, e.g. the 

business portal www.virk.dk is the result of a private public partnership as well as the next generation of 

the digital signature that is a joint collaboration with the banks.  

The Regions 

 The Structural Reform has resulted in a significant reorganisation of the tasks and responsibilities of 

the regions and in the consolidation of the health sector. One of the major tasks for the new regions are 

thus consolidating the 14 different portfolios of health IT platforms and systems towards a more 

manageable number. The new regions have not yet been able to consolidate regionally, but the plan is to 

merge the major clinical systems so that hospitals in each region can access central clinical data through a 

central index that integrates the different regional portfolios of clinical applications as foreseen in the 

national strategy for the digitisation of the Danish healthcare
5
. The major challenges of harmonisation and 

consolidation have until now been the different IT sophistication levels and heritage of the counties.  

The strategy for the digitisation of the Danish healthcare is based on the idea, among others, to 

produce utility value and gains through joint digitisation projects, as well as projects implemented by 

individual healthcare players (e.g. government agencies, regions, municipalities, providers/suppliers, 

general practitioners). In the view of the strategy digitisation should support the staff in their tasks and 

functions and thereby create the basis for improving quality and efficiency in the Danish healthcare system 

and subsequently enhance the quality of public services. Moreover, the strategy emphasizes the importance 

of increasing co-ordination and prioritising digitisation efforts through more binding cross-sector co-

operation at all levels. There is clearly an advantage in achieving higher levels of integration. Various 

stakeholders from the regional level think, however, that due to an overload of work the regions have not 

had the time and energy to lead and drive the setting of a common, strong and clear vision. Enhanced 

efforts are expected in the health area to define a clearer common vision for the future and to strike a 

balance between expectations in terms of speed and success in the achievement of the targeted goals. 

Benchmarking the performance of the regions could, for instance, be a way to monitor the achievement of 

these goals. In any case, interviewees representing the regional level claim that there is a need for better 

understanding the real costs of operating in the health area and for providing services in the healthcare 

sector 
6
 as a specific and unique business.  

The reorganisation which followed the Structural Reform also implied the establishment of a new 

governance structure. In 2006 Connected Digital Health IT7 was created to drive a common strategy, co-

ordinate efforts and facilitate the development of digital communication and interoperability in EHR-area, 

and was supposed to be the general umbrella organisation. Medcom
8
, which is the result of the 

collaboration between different public authorities, was assigned an operational responsibility with regard to 

standardisation
9
 and to ensure communication from point to point. For instance, a key element of the work 
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of MedCom has been to establish the Danish Health Data Network (Sundhedsdatanettet) for exchange of 

data between healthcare players. Communication is predominantly message-based and comprises 

prescriptions, referrals, laboratory results, etc. In June 2007, 4 million messages were exchanged via the 

Network.  MedCom focuses also on the presentation of the health-related information and services on the 

health portal www.sundhed.dk
10

. The portal is a single point of entry for healthcare information and 

communication ï between the healthcare service and citizens, and within the healthcare service. All the 

organisations responsible for e-health are part of the same strategy. They seem to be quite effectively co-

ordinated, although interviewees expressed some concerns regarding the effectiveness of the governance 

structure. They feel for instance that the work of the various players could be better co-ordinated in relation 

to the e-health goals to be achieved overall in Denmark as indicated in the strategy. They believe it is not 

always the case, e.g. in consideration of the fact that MedCom has been there for the longest time they feel 

that it has the stronger governance structure.   

2.2. The 2005 OECD Country Study of E-Government in Denmark   

Among the proposals for action put forward by the OECD E-government Study 2005 some related to 

the organisational settings supporting the implementation of the e-government programme in Denmark. In 

particular, the OECD suggested Denmark reconsider the kind of central leadership needed to support e-

government development beyond 2006.  

In addition, the Study indicated that the Danish Government could consider strengthening the use of 

ICT as a tool to improve knowledge diffusion and increase vertical and horizontal collaboration across 

levels of government. 

Table 2.1 Actions adopted by the Danish government in response to the OECD proposals for action 

OECD Proposal for action Actions taken by the Danish government 

10. Consider what kind of central leadership, if any,  is 
needed to support e-government beyond 2006 

The Digital Taskforce has been prolonged until the end of 
2010 and the joint board of e-government has been 
transformed in to the Steering Committee for Cross 
Government Co-operation. 

14. Consider steps to strengthen the use of ICT as a tool 
to improve knowledge diffusion and increase collaboration 
across government. 

The domain boards ensure co-ordination within their 
specific domain areas. At the same time, 
modernisering.dk functions as a site for relevant 
information on e-government projects for agencies across 
levels of government. Furthermore, the Ministry of 
Science, Technology and Innovation has launched a site 
called digitaliser.dk, where information on standards, 
architecture etc. is available to all levels of government. 

 

2.3. Revised organisational settings for the Danish e-government programme 

The common public digital strategy 2007-2010 states that the lack of co-ordination and overview of 

the existing digitisation initiatives is a key barrier to a comprehensive development and deployment of e-

government in the public sector. Furthermore, it sees improved co-operation and co-ordination among 

existing and new digitisation initiatives as the starting point for increased effectiveness of the national 

digitisation efforts. In line with the intentions stated in the Strategy the Government took the appropriate 

actions to adapt the organisational settings and modify the scope of the e-government projects 



appropriately. However, Denmarkôs approach to the implementation of e-government is still very much 

characterised by decentralisation.  

The changes that took place since the 2005 OECD country study and in line with the public digital 

strategy 2007-2010, are primarily related to the re-organisation of the Joint board of e-government, now 

called Joint Committee for cross Government Co-operation (STS)
11

, and to the re-organisation of the 

Digital Taskforce within the Ministry of Finance.  

Box 2.1 the joint e-government co-ordination structure 

Responsibilities for public service delivery within the Danish public sector are divided between the 
central government, municipalities and regions ï each with its own elected political leadership and 
administrations. The Structural Reform that took effect 1 January 2007 strengthened significantly the role of 
municipalities that took over a major parts of the former counties' responsibilities leaving the regions with the 
responsibility of mainly hospitals and certain social institutions within the health care sector (see also Box 
1.1). 

 

Since the 2005 OECD e-government country study of Denmark, the former Joint Board of e-government
12

 
has been abolished and substituted with the Steering Committee for Cross Government Co-operation ï STS 
(Styregruppen for Tværoffentlige Samarbejder) as a result of an agreement between the Government, Danish 
Regions and Local Government Denmark in 2005. The original organisational setup was maintained in 
connection with the prolongation of the Project E-Government for the strategy period 2007-2010 with a Digital 
Taskforce with in principle seconded staff from all levels of government but physically placed within the 
Ministry of Finance servicing the STS.  

The STS is a cross government co-ordination body aiming at creating a common ground in the work on 
e-government. The overall framework for the co-ordination is confirmed in the annual negotiations on the next 
yearôs budgets between the Government and the representatives for the regions as well as for the 
municipalities.  

The STS consists of high-level representatives (on the level of permanent secretaries/managing 
directors) from the five most important ministries for e-government implementation from the central 
government and the associations representing the municipalities and the regions. STS has the following 
mandate: 

¶ STS should put in place the overarching principles and coherent framework conditions that ensure 
that e-government solutions are developed across organisational boundaries taking its starting 
point in citizens' and businesses' needs. 


