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Milestones and outcomes



A coherent digital infrastructure
All residents and businesses use the same services to access all public services and for communicating with 
public authorities 

‘Digital by default’ policy

Citizens and businesses encounter the public sector through a number of portals containing relevant 
information and self-service solutions, including personalized one-point entries to citizen’s data and 
interactions

All citizens have one free national eID used to access all public services securely and one common national 
digital post system that all public authorities use to communicate with residents and businesses



Digital governance
Coordination between state/regional/municipal actors

Collaboration on public digitalization strategies since 2001; 
development/funding/implementation of solutions

Establishing
1) The shared infrastructure (individual citizen IDs, login solutions, etc)
2) Shared data (basic data on individuals, buildings, infrastructure, etc), made 
accessible through the Data Distribution Platform
3) Digital solutions of different public organizations (e.g. health portal, citizen portal)

Governance model: Forum – steering committees – projects 



Digital-ready legislation
Recognition that Complex legislation with several exceptions, vague terms or many procedural requirements may 
prevent an efficient and digital public administration

2018 bill on digital-ready legislation; whenever possible, legislation should build on simple rules and unambiguous 
terminology to allow for the extended use of automated case processing across all types of public sector 
organizations and policy areas

Example: pension allocation and payments, where the law is based on objective criteria such as age, citizenship 
and country of residence, and where data is available to the authorities

Reduces the need for applications, physical encounters, and professional discretion

Policy tools: 1) guidelines for assessing whether a bill is digital-ready, 2) a mandatory paragraph in the formal 
template ministries are required to use when drafting new legislation, and 3) a control function in the Agency for 
Digitisation



Case studies



Case study: 
Automation in the administration of benefits (1)
New central (national) organizational unit responsible for the payment of benefits such as pensions, family 
subsidies, housing subsidies, etc. 

Took over the task from the 98 municipalities both to ensure equal treatment for all citizens and to increase 
efficiency through centralization, standardization, and automation

Characterizes all the tasks that their handling is based on objective criteria (such as regulation, income level, civil 
status, age, etc.), which means that they have the potential to be automated

In the years 2013-2019, “the total administrative costs were halved, compared to when Payment Denmark took over 
the first tasks”

Continues to develop digital solutions and work for the simplification of rules and regulations in collaboration with 
legal experts from the ministries, because this allows for the reduction of professional discretion and the increased 
use of automated solutions



Case study: 
Automation in the administration of benefits (2)
Practices related to data pooling have been problematized by legal experts with reference to the European 
Convention on Human Rights and the European Charter of Fundamental Rights

Automation implies that case processing is ‘untouched by human hand’ by default – but a call center is 
needed to handle citizen requests for explanations or clarifications

Automated processes are intertwined with ethics and politics and are not easily settled once and for all. 
Continued work to comply with regulation, adjust automated systems, and answer citizens’ concerns is 
required



Case study: 
Digitalization in the health sector (1)
Health sector relies on collaboration between the different levels (national, regional, municipal), also when it 
comes to digitalization

National board for health-IT responsible for driving the development in health-IT

Danish Health Data Authority works to ensure better health for the Danish citizens through the use of data 
and by creating digital coherence in the healthcare sector The personal identification number makes it 
possible to link data across the national health registers. Common standards and digitalization entail that 
data can be shared across domains = foundation for efficient Covid-19 response

2028-2022 strategy’s primary goal is to support collaboration to create coherency for patients through 
digital solutions (e.g., health.dk portal)



Case study: 
Digitalization in the health sector (2)

Challenges of establishing coherence in practice – example of the controversial Danish Health Platform

Standardization of clinical workflows 
Reorganization of the division of labor between doctors, nurses, and medical secretaries
Empowerment of patients through my health platform.dk – new relations and taskss
Controversies around documentation work
Work related to ensuring quality documentation had more facets than calculations of efficiency gains had 
projected – massive amounts of invisible data work



Digital inclusion



Achievements
Expectations to digital citizens - digital self-service solutions assumes that citizens are digital and  able to 
service and help themselves via digital solutions

Reduction of costs, flexibility, security

From 2014: Digital by default policy – 7% are exempted from Digital Post 

83% satisfied/very satisfied

“…an underexposed historical shift in the relationship between the welfare state and its citizens”, moving 
large parts of the public administration’s tasks out of public offices and into citizens’ everyday lives on their 
phones and computers in their homes (Pors 2021)



Challenges
Focus on vulnerable and marginalized groups that are exempted from digital post – currently 8%

But digitally included citizens also face problems navigating the digital public sector

Need for practical—technical competencies, information navigation competencies, and ”bureaucretic
competencies”

E.g. young people miss important information on holiday pay, military service, hospital messages, etc.

New task of helping citizens help themselves

Moral cost of digital inclusion



Key challenges and dilemmas



Sets of concerns and challenges
The Agency for Digitisation articulate concerns with 
• cyber security
• maintaing trust in the digital solutions of the public sector
• ethics and transparency
• leveraging new technologies such as AI in responsible ways
• creating a more coherent public sector through increased data-sharing
• digital skills

Voices in academia and the media point to: 
• challenges related to the cost and government of large IT projects 
• challenges related to flawed digital solutions
• challenges related to experiments with immature technologies in the public sector



Insights and lessons as a basis for 
dialogue



Important dilemmas to address 
Pushing the digitalization agenda forward WHILE maintaining trust

Leveraging the potentials of digitalization WHILE being realistic about barriers

Legitimacy through being digitally advanced VERSUS legitimacy through being 
prudent 


