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The Ministry of Finance

oL e .EE -
Ministry of Finance Staff: 199 FTE (2018) T L = = itk
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Agency for Digitisation

Agency for
Modernisation

Staff: 403 FTE (2018) Staff: 290 FTE (2019)

Agency for Agency for
Governmental Administration Governmental IT Services

Staff: 232 FTE (2018) Staff: 316 FTE (2018)
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The Danish Context

» Population of Denmark: 5.6 million.
» Public sector involved in most life events.
* Very high degree of trust in public sector.

» High degree of Internet penetration, usage and
competencies in population:

« 97 pct. aged 16-74 have Internet access at home.
100 pct. businesses have Internet access (10 or more
employees; without financial sector).

« 92 pct. aged 16-74 use Internet every day.

« 92 pct. aged 16-74 have interacted online with public authorities
within the past 12 months.

Source: Eurostat, 2017-2018 data. European Commission.

AGENCY F
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Levels of Government in Denmark oo P

Denmark T e
1 January 2007 -

« Central government. .._... D el

AR

« Sregions: S “_
« Health services (e.g. hospitals). L= _.....,
« Cannot levy tax. e '**|-- -
98 municipalities: s
- Citizens-oriented services. B .. }__m

* Can levy tax. R - ol TR

« Municipal autonomy. Nt = ¢ T e A =S
- Welfare services are delivered by regions and 4 & N 4

municipalities. T %4 o

Source: Eurostat, 2017 data. European Commission.
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The Potential for Cost-savings

Channel Cost per transaction (EUR)
Personal services 14,0
Received letters (paper) 11.7
E-mails 11.0
Telephone calls 7.8
e-services/self-services 4.2

Source: Agency for Digitisation, Ministry of Finance, Denmark, 2012

£
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More than 15 Years of Collaboration within
the Public Sector

2001

&gital

Collaboration

» Citizens are
allowed to send
e-mails to
authorities.

* Authorities are
communicating

N digitally.

* Digital signature.

\

/

2004

/Efficient
Payments and
Internal
Digitisation

+ “Easy account”
and elnvoicing.

* virk.dk and
sundhed.dk.

 Secure e-mail
between

K authorities.

a

4

2007

Common
Infrastructure

“EasylD”,
“EasyLogin”,
elncome.

Digital Post,
“EasySMS”,
borger.dk.

Authorities are
obliged to use the
common ICT
infrastructure.

2011

Digital
Communication

Mandatory
Digital Post for
citizens and
businesses.

Mandatory online
self-service for
citizens and
businesses.

Digital welfare
solutions.

Basic Data
Programme.

2016

Safer Digital
Transformation

User-friendliness
and coherency of
services.

Data for efficiency,
quality, and
economic growth.

Strengthened
information security
strateqy.

ICT architecture
framework for
interoperability

ICT management
strategy

£
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The Case of Digital Post

* 4,8 million citizens of 15 years of age and above are
provided with a mandatory digital letter box — Digital Post:

— July 2018:
* 4.395.889 (91 pct.) citizens are registered for Digital Post.

» 434.566 (9 pct.) citizens have an exemption from the use of Digital Post.

« 84 pct. of the users are satisfied with Digital Post.

* The public authorities are sending large number of digital
letters:
— 88.9 Million messages in 2015
— 112.6 Million messages in 2016
— 126.0 Million messages in 2017
— 141.3 Million messages in 2018

AGENCY FOR DIGITISATIQN
MINISTRY OF FInNANCE




Digital Post — how many do not read their mail

100,0%
g
80,0% SF
—
60,0% 8
0]
f*
4”;”% —dE C '1 ?
20,0% 17,1%
0,0%

15-17 13-24 25-34 35-44 45-54 55-64 65-74 75-84 85+ jahre

Registered citizens by December 2017 who have received digital letters within the
last six months without logging on to their Digital Post account; age distribution.

£
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borger.dk - A Horger.dk —

the Danish
Citizen Portal

Digital Post

NemlID nogle- | Mange EU-sy-
app = gesikringskort
udleber i 2019

DI lerale Monthly visits: 3 million.

supplement til Sa tjek datoen, og
neglekortet (W bestil et nyt i god tid

User-satisfaction: 93 pct.
are satisfied
(December 2018)

Personalised user-

i experience:

Genveje more sharing of relevant
personal data.

Falske beskeder Barsel Kontanthjzelp Folkepension Straffeattester Bernepasning Boligstette

Anseg om eller forny dansk pas

£
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What do Users think of borger.dk”?

Citizens know about borger.dk 87% findit easy to find what they are

94% (under 70 years) know about looking for on borger.dk
borger.dk Citizens value the content

Citizens are satisfied and feel confident when

using borger.dk 91 % find the content easy to read and

to comprehend

92% are satisfied or very satisfied with

borger.dk 87% find that the quality of the

content is high

93% of the users (who know about

borger.dk) feel confident using
borger.dk

£
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Four Major Initiatives Launched in 2017/2018

L
EE/GEYJNC‘EN

The digitay
public sectngOherent

White Paper on g common Public.gec,
gt architacgun tor

Versign 1 0, June 204y

£
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World-Class Digital Services (2018) .

« Knowledge, overview, transparency:
— Strategy for re-use of data in the public sector.
— Creation of a Data Ethical Council.

— Access to own information and status on ongoing cases with public "
authorities. ‘

« Digital services for citizens and businesses:
— Coherent digital user-journeys.

REGERING EN

— Harmonised digital communication.

Dlgltal service
i verdensklasse

« Technology and new welfare solutions benefiting more people:
— Investment fund for new technologies and digital welfare solutions.

— Denmark as a front-runner in Al usage.

12 AGENCY FOR DIGITISATION
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"My overview” must strengthen trust...

 Citizens get a better overview of

13

— Cases

— Benefits

— Appointments

— Data about oneself

— Deadlines and payments
Analysis of a possible log-
function where citizens can see,

who have accessed data about
them

1A=

Borgeroplysninger

Aftaler og frister

i

Betalinger

£
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... but will not be ready in one day

"My overview” will
continuously be developed
with new data

Omiraderr

o Sundhaed og sasldra

o Skole oguddannalss
s BEollg og anaergl

o Cphiold | Canmark

o Ehonomil g skat

14

= Famillaforhald
* O3 gt |l
# Lultur, kKirke og frind

Samilat oversigt

& Aftalar og kalendar
*= Frister

» Batalingar

Crmirddear

= By gger
- TI"EII'I:T-I:!'I::II‘T

s Doywrahold
= Flskan, jagt og matur

£
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Coherent digital user-journeys

15

Coherent digital user-

journeys - Become a digital

10 user-journeys for citizen

10 user-journeys for
companies

For companies e.qg.

For citizens e.qg.

citizen (15 year
olds)

- Become a parent

From small to
medium-large
company

Hiring your first
employee

Lo pa Bestil MemID

Digital Post Aktiver MemID
O\
Giv mobilnummer OO
og 4 SMS, ndr der
Giv forzldre

er post
l=seadgang

Bestil MemID
Aktiver MemlID

i Log pa
“/ Digital Post

Giv mobilnummer
og f SMS, ndr der
er post

Giwv foreldre
leseadgang

£
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Al Strategy

« Sets the frame for the public and private
sector

— Ethical principles for Al

— Open and better data

— Compentencies and knowledge
— More investments

— International cooperation

16

'D1q1tal SCIVICe
1 verdensldasse
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Thank you

lopak@digst.dk

@lpkampmann

e | S—

.M"“"- e L e Nl i e T EROR S T e - 't

Read more on
digst.dk
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Data sharing and open
government data

May 2019




Topics

1. Data sharing
— The digitally coherent public sector

2. Open government data
— The Basic Data Programme
— Re-use of public sector information (PSI)
— National data set catalogue

£
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1. Data sharing

£
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Levels of Government in Denmark oo P

Denmark T e
1 January 2007 -

« Central government. .._... D el

AR

« Sregions: S “_
« Health services (e.g. hospitals). L= _.....,
« Cannot levy tax. e '**|-- -
98 municipalities: s
- Citizens-oriented services. B .. }__m

* Can levy tax. R - ol TR

« Municipal autonomy. Nt = ¢ T e A =S
- Welfare services are delivered by regions and 4 & N 4

municipalities. T %4 o

Source: Eurostat, 2017 data. European Commission.
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Sharing and reusing data

« Common public architecture enables the ability to share data across the public
sector to benefit citizens and companies

« Citizens and companies should if possible only have to hand-in the same
information one time to the public sector (once-only principle)

« The efforts must be developed in compliance with data protection laws (GDPR)

 Architecture and legislation are mutually dependent. Legislation needs to be ready
for digitisation and architecture need to support legislation (enables automation)

£
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The vision of coherence

The vision: A digitally coherent public sector

The common architecture of digitisation facilitates an effective and secure sharing of data and digital transversal

processes between public authorities and supports the public sector in delivering good, effective, consistent,

correct and transparent services and regulation to citizens and businesses.

The situation today

Initiative 8.1:
A digitally coherent public
sector

The Digital
Strategy 2016-2020

£
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Common public
SeCtor d Ig Ital The !:ligitally coherent
d rCh |te Ctu re public sector

White Paper on a common publlc-sector
digital architectuns

« Architecture for safe and Hemen e
effective data sharing

« Common public rules on
modelling data

« Common language for data
quality




How do we do it?

* How to share data?
How to be coherent across sectors?

L

-

7&LLES BYCEBLOKKE
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Development over time

From vision To coherence

- resarmering o
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2. Open Government Data

10

Many initiatives:

Open Data DK (municipalities)

digitaliser.dk (free platform)

Open Data Innovation Strategy (ODIS) — Initiative from 2009
Open Government Partnership (OGP) — International collaboration
Basic Data Programme

Implementation of the PSI directive

National data set catalogue

... and more to come

£
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The Basic Data Programme

Basic data - the data we use repeatedly in the public sector

» Basic and coherent data on properties, adresses, persons, companies and
geography — the raw material of Denmark.

» Basic data is used and shared across the public and private sector in Denmark

The Basic Data Programme: A cross-government effort

« Open access to public-sector basic data for everyone, including enterprises and
individuals.

» Data is standardized so that it can be combined and applied coherently
« The quality of basic data is significantly increased

» Basic data is made easily available through a common single distribution solution
the Data Distributor £
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Current status of the Basic Data Programme

(2]
% REAL PROPERTY

@ ADDRESSES, STREETS %L MAPS AND
i AND AREAS GEOGRAPHY
WMMMES @WTER AND CLIMATE %%E DATAMODEL

090 T
L95p —
PERSONS - THE DATA DISTRIBUTOR
£
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The business case

 Benefits for public authorities: Efficiency gains amounting to 30M Euro annually in
municipalities, regions and central government

 Benefits for private authorities: Growth and innovation potential - At least 65M euro
annually in the private sector

£
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Revision of the
current PSI-directive

Data sets of high value:

1. Geospatial

2. Environment

3. Meteorological

4. Companies and ownership
5. Statistics

6. Mobility

Policy for research data

Public service companies within
specific sectors

Unified across the EU

Implementation at the latest in
2021




The national data set catalogue

16

Built so public authorities can display and
access adequate and necessary
information (metadata) regarding the data
set in a uniform way

Provides links to how to access and in what
formats

Data sets are listed in themes in
compliance with the European data portal

No personal data and GDPR compliant

The solution is easily adjustable and can
be developed and expanded over time

£
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Log ind

Hele Danmarks metadata

Det feellesoffentlige datassstkatalog giver overblik over hvilke
offentlige datasast, der findes, hvor de findes, og om de er

tilgeengelige.

Datasaetkataloget indeholder alene metadata, dvs. en beskrivelse

af dataseettel, og indeholder ikke radata

¥
Befolkning og
samfund

[socn

2 datasat

(o

Ukategoriserede
datasaat

Dette tema bliver tildelt de
dataseaet, som ikke har en

Q

Energi
[ENER]

.’
%
Miljo
[ENVI]

QOverblik

Internationale Landbrug, fiskeri,
spergsmal skovbrug og
[INTR] fedevarer

1 datasat [AGRI]

aall rﬂ

Jkonomi og finanser

[ECON] Regeringen og den
11 dataset offentlige sektor
GOV

£
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More info

 Link to the whitepaper on a
common public-sector digital
architecture (in English):
arkitektur.digst.dk/mandat-og-
styring/white-paper-common-
public-sector-digital-architecture

 Link to Basic Data Programme
(in English):
grunddata.dk/english/
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Digital Post Min Side Log pa Sog

Feriepenge til
gode?

Borger.dk — the public- . .

gesikringskort
udleber i 2019

sector citizen portal

bestil et nyt i god tid

Margrethe Harbo, Senior Consultant °
Division for the National Citizen Portal — borger.dk

Log pa Min Side og se,
om du har feriepenge
tilbage i dette feriear

Ay
Genveje

Falske beskeder Forskudsopgerelsen Barsel Kontanthjaelp Folkepension Straffeattester Bernepasning Boligstette Seg suU

Flytning Studiegaeld

iy

Alle emner
Familie og bern Skole og uddannelse Sundhed og sygdom Internet og sikkerhed
= Narlvil giftes - Privatskoler, lilleskoler og - Nyt sundhedskort = Gode rad til en it-sikker
- Barsel og orlov friskoler -+ Valg af l=ge hverdag
=+ Mere ... = Indskrivning til skolestart Sy e = Manglende sikkerhedskopier

=+ Mere ... = Mere ...



Agenda

borger.dk

The Danish Digital Landscape

— Components and prerequisites

The public-sector citizen portal —
borger.dk

— Setup, objectives and content

Facts and figures

— Statistics and user feedback

The (near) future

— How to create an more coherent
digital service

vgital service
-« ‘crdensklasse

£
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The Danish Digital Landscape

ebinIuaYO 16D B4
1sod joubia

Important prerequisites
High level of it-readiness among Danish citizens
High level of cooperation across authorities
The Digital Strategy 2016-2020
Mandatory digital self-service and Digital Post
Public standards and joint guidelines
Common components (e.g. NemID, Digital Post)

Borger.dk support 1881 and help and support in citizen
service centers

Self-service solutions, communication and
administration anchored in the public institutions

. 70 10 18 81

i verdensklasse
B -
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The user experience

Safe, user-friendly and transparent public sector

borger.dl

Za LT

o A
' — .26
™~
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Borger.dk in brief

« Borger.dk is a portal providing a single point of access to Danish public
sector services for all Danish citizens

— Borger.dk was launched in 2007 as a joint government initiative funded by all levels of
government.

— Borger.dk is a key player in eGovernment Strategies.

— Today, borger.dk holds information and data from (almost) all state governmental
institutions and integrates to about 2.000 self-service solutions.

« Borger.dk is a digital “central railway station" that guides and helps citizens solve
their errands with the public sector digitally — especially when, as a citizen, you do
not know where to start

— Borger.dk helps to create a safe, user-friendly and manageable public sector.

— Borger.dk specifically supports the cross-cutting overview and digital user journey that
cross multiple solutions and authorities.

£
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What are the objectives and benefits?

1 2 3

We make it easier to find We make it easier to develop We make it easier to target
information and services services across authorities and personalize
39 million visits per year User journeys across authorities Proactive and responsive
ersonalization
High rating on Google etc. Display of mandatory self- P
. service solutions New services e.g. My benefits
Focus on communication, ease
to use, simplicity and coherent Distribution of content and data New user journeys and ‘life
user journeys situations’ e.g. Moving

£
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borger.dk = = =) .

Feriepenge til
gode?

NemiID negle- - Mange EU-sy-
app —~ gesikringskort

udleber i 2019
Log pa Min Side og se,

om du har feriepenge
tilbage i dette feriear

Dit digitale

supplement til = Sa tjek datoen, og
neglekortet b S bestil et nyt i god tid

° : °

' Borger.dk content:

Genveje

Information and search

Boligstette Seg suU

Falske beskeder Forskudsopgerelsen Barsel Kontanthjalp Folkepension Straffeattester Bernepasning

Digital self-service

Flytning Studiegeeld

Log in

Digital Post
1 )
My Page
Skole og uddannelse Sundhed og sygdom Internet og sikkerhed
= Privatskoler, lilleskoler og = Nyt sundhedskort = Gode rad til en it-sikker
friskoler - Valg af lage hverdag
=+ Indskrivning til skolestart oy =+ Manglende sikkerhedskopier

= Mere ...

= Mere ...
[ ip |
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Information and searc

Borger.dk is a regular homepage

& ®

Digital Post Min side

NemiD negle- Mange EU-sy-
app - gesikringskort
udleberi 2019
Dit digitale
supplement til
naglekortet

Sé tjek datoen, og
bestil et nyt i god tid

i
Genveje

Falske beskeder  Forskudsopgorelsen  Barsel  Kont

Feriepenge til
gode?

Log pé Min Side og se,
om du har feriepenge
tilbage i dette feriedr

Flytning  Studiegald
Alle emner borger.dk
Familie og barn Skole og uddanne
= Nir i vil giftes =+ Frivatskoler, lilles  Forside / Transport, trafik, rejser
friskoler

= Barsel og orlov

= Mere =

+

» Biler og kerekort
» pas

» Tiskud 1l transport
> Udlandsrejser

» veje

g Boligstette  Segsu

&4

Digital Post

Transport, trafik, rejser

Anseg om eller forny
dansk pas

Som dansk statsborger kan
du mede personligt op og fa
udstedt pas i alle kommuner

Genveje til selvbetjening
Anseg omPorny kerekort - send digitalt med NemD
Anseg om registreringsattest

Anseg om stette til bil

Anseg om/forny dansk pas

borger.dk

Forside / Transport, trafik, r:

> Biler og karekort

v Pas
- Anseg om eller forny dansk pas
- Regler om pas

> Tilskud til transport

> Udlandsrejser

> Veje

® & Q

Min Side Logpa Sog

Fornyelse og zndring
af kerekort

Du skal henvende dig til

kommunen, nar ekort
skal fornys eller ndres

Blanket til helbredsoplysninger ved udstedelse af kerekort

Standardpris regnemaskine, motorkeretajer

& ®

Digital Post Min Side

ejser / Pas / Anseg om eller forny dansk pas

Anseg om eller forny dansk pas
|

Som dansk
statsborger kan du
fa udstedt et pas i
alle kommuner. Du
skal mede personligt

o

-+ Sadan anseger du om eller fornyer et pas

+ Hvis du ikke kan na at fa dit pas

+ Hvad koster et pas?

+ Hvor leenge er passet gyldigt?

+ Alle bern skal have eget pas

Log pa Seg

7
Kommunevaelger

Vaelg din kommune for at se
selvbetjeningslesninger og
information, der gaelder dig.

start @
Start °

Start °

Infor-

mation

£
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Digital self service and Log Iin

Borger.dk gives easy access to public self service

"Start”

self
service  JXo|'

> Biler og karekort

v Pas
- Anseg om eller forny dansk pas
- Regler om pas

> Tilskud til transport

> Udlandsrejser

> Veje

&4 ©

Digital Post Min Side

Forside / Transport, trafik, rejser / Pas / Anseg om eller forny dansk pas

Ansog om eller forny dansk pas

Som dansk
statsborger kan du
fa udstedt et pas i
alle kommuner. Du
skal mede personligt

op

+  sidan anseger du om eller fornyer et pas

-+ Hvis du ikke kan na at fa dit pas

=+ Hvad koster et pas?

+ Hvor l&nge er passet gyldigt?

=+ Alle bern skal have eget pas

& Q

Log pa Seg

iy
Kommunevaeiger

Vaelg din kommune for at se
selvbetjeningslasninger og
information, der galder dig.

Start °

Info

mation

> Biler og kerekort
~ Pas
- Anseg om eller forny dansk pas
- Regler om pas
> Tilskud til transport
> Udlandsrejser

> Veje

& ® & Q

Digital Post Min Side Log pa Sog

Wejser / Pas / Anseg om eller forny dansk pas / Anseg om/forny dansk pas

Ansog om/forny dansk pas

Her kan du som dansk statsborger ansege om at fa udstedt eller fornyet dit pas.

Kebenhavn v

Sadan gor du

« Ved flles foraldremyndighed skal begge foraldre underskrive ansagningen for pas til barn.

« Anseger du om pas for dit barn, skal du kende barnets hejde.

o Hvis kommunen tilbyder det i lesningen eller pa deres hjemmeside, kan du med fordel lave en tidsbestilling il pas.
= Dettager 11-15 hverdage, fer du far dit nye pas.

° Abn en guide, der viser, hvordan du ger

Kontakt
<+ Kebenhavns Borgerservice - BIBLI| —_—
o 5
+  Kebenhavns Borgerservice - Bron: L'\_,\_J Log pa med n g g Ie ko rt >

+  Kebenhavns Borgerservice - Hove:

NEM 1D 2 X

NemLog-in
Bruger-id
I
Adgangskode Glemt kode?

Naeste

£
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Ydelser

My page and personalized information ™
Data integration to the public sector — and personalized information P Y —————

<+ Begravelseshjzelps tilskud .
Senest udbetalt 7. now 2018: 200,00 kr. Aktiv @

—  Begravelseshjalps tilskud
E e ® & O\ Senestudbetalt 7. now 20113: 200,00 kr. Aktiv @
Digital Post Min Side Log af Sog —_—
Margrethe Harbo Eaggrund

Se detaljer om den bevilling, du har faet.
Velkommen, Margrethe Harbo ! g

Dlg |ta| UDBETALES @) Engangs
Post UDBETALES AF Slagelse Kommune

° Se din sag

° Laes general information om alkoholbevillinger

DIGITAL POST Du har 34 ulzeste heskeder

Seneste udbetalinger

Her kan du se dine senester udbetalinger. Vaer opmaerksom pJ Pe rSO n a I |Zed
faet udbetalt. Det kan bl.a. skyldes, at der er modregnet i belo, . .
information
PERIODE .
MIN SUNDHED @ MIN BOLIG and services

sundhedsjournalen, medicinkort, laboratoriesvar Seneste flytning, meld flytning

Forside / Pension og efterlen / Folkepension

* Folkepension Folkepension

- Fer du gar pa folkepension
MIN OKONOMI MINE SAGER s )

- Nar du far folkepension
Skattemappe, indkomst, ydelser mm. Blanketter, ansegninger, indberetninger mm. ~ Udskudt pension

@ Skattenedslag for seniorer

> Fortidspension
> Tilleg til folke- og fertidspension Du kan sege om skattenedslag indtil den 31. marts 2019.
> ATP Livslang Pension

e Laes mere om skattenedslag for seniorer
> Tjenestemandspension og

Lenmodtagernes Dyrtidsfond

MIN PROFIL

Personoplysninger, indstillinger mm.

> International pension

> Dit liv &ndrer sig - tjek pensionen

U/

Det skal du vaere
opmarksom pa i
november

’ . i
> Pensionssystemet i Danmark .
> Efterlen, fleksydelse, delpension Nzeste UdbEtah“g

Den 30. november 2018

« Se din nzeste og tidligere pensionsudbetalinger

Har du faet en
afdragsordning fra
Udbeta

4 Danmark?

Populzer selvbetjening

10

« Betal pension tilbage eller laes




Live demonstration — Log on to My page

11

NemiD negle- Mange EU-sy-
app = gesikringskort
udleber i 2019

Dit digitale
supplement til S4 tjek datoen, og
- e bestil et nyt i god tid

Alle emner

Familie og born Skole og uddannelse NEM ID

leskoleroz | WWW.Nemid.nu

= Mere

Bruger-id

Adgangskode

Glemt adgangskode?

Nzeste Afbryd

Feriepenge til
gode?

Log pa Min Side o se,
om du har feriepenge
tilbage i dette feriear

borger.dk ,‘.%3. 2 8 o .

Egepicia § Min Sila il iV et, RSOt Harte:

Min Side

g DIGITAL POST Dwu har 30 ulete beskeder m
MIM SUNDHED MIN BOLIG
SR TR T 1A M MOt e Ayra, Ted Bpang
MM @KoM MINL SAGIR
e Blprkgriee aspogronpt = rha iz oger mor
MIMN FROFIL
P shapitage S

£
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Facts and
figures

Statistics and user
feedback

12

borger.dk

Seneste tal fra brugerundersegelser 1 2018

Brugsstatistik fra borger.dk

2016: SiiNRINNTRIIONARN)  3c.565-897

2017: Wﬁmﬁﬂﬁ 34255706
2018: Wﬁiﬁiﬁmﬁiﬁm 39.013 888 (y
(ny m3lemetoge faget [ brug [ 2017) 0

(under 70 ar) kender til borger dk

Det bruger borgerne isar borger.dk til

Digital Post
igital Fos & Barsel Borgeme er tilfredse jorgerne er trygge ved at bruge borger.dk
Qh_ﬁ Feriepenge /ﬁ\ Boligstatte
ERL  Flytning * Digital Pladsanvisning 9 2 ()/ 93()/
h Folkepension e oesg e for riker g er enten tilfredse eller meget af de, der kender borger.dk, er

tifredse med borger.dk trygge ved at bruge borger.dk

Fordeling af besag pa
borger.dk

Borgerne finder let det, de leder efter Andre udvalgte malepunkter

Artikler Selvbetjening Min Side Digital Post

49, 46% 13% 26 _
Teksteme er skrevet 1 et 9 0
90% — klart og letforstaeligt sprog: %

87%
81% S -
Borger.dk giver mig fordele
jeq ikke kan opna pa andre 65%

mader:
70% —
Kvaliteten af borger.dk’s
indhold er heijt: 90
99,9 0,19 . b
] 0% ; sekunder 2016 2017 2018

(procenidel der er enige eller meget enige) (procentded der er enige elier meget enige)

Performance pa borger.dk 2018

nemsnitlig oppetid Gennemsnitlig svartid:

Direkte trafik

742

Segemaskiner

22%

Co

Eksterne henvisere

3%

Sociale medier




What do users think of borger.dk?

Citizens know about borger.dk 84% findit easy to find what they are

95% (under 70 years) know about looking for on borger.dk
borger.dk Citizens value the content

Citizens are satisfied and feel confident when

using borger.dk 90% find the content easy to read and

to comprehend

92% are satisfied or very satisfied with

borger.dk 90% find that the quality of the

content is high

93% of the users (who know about

borger.dk) feel confident using
borger.dk

£
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What do users think of borger.dk?

User feedback: Is the text easy to read and comprehend?

{ "Very! Just what | needed to get an overview that gives me peace of mind." }

.

"Easily accessible, clear and to the point language. If you do not understand
the text, it can only be due to lack of will. Very nice."

I

“No itis so d... stupid. | can’t even report sick because everything has to be

SO obscure

£
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A need for more coherent services

15

The current design of public digital
self-service solutions is very much
the result of the traditional sectoral
structures and organizational
borders.

This means that digital public
services as a whole do not live up
to the expectations from citizens of
a coherent and up-to-date digital
service — even though most public
digital solutions function well
separately.

Goal — to create digital guides that
give citizens an overview of all the
tasks relevant for the specific
situation they are in (the 10 most
important life events for citizens by
2024).

77%

of those who have been in contactwith

several entities or authorities did not
5 6 O find that the authorities were good at
creating coherancy.

of citizens needed to contact other
entitites or authornties in connection
with their situation.

(54

21%

— of the citzens who have used several
: ) single online self-senvice solutions
—_— )

indicate that they are “highly satisfied™.

£
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From My page to My overview on borger.dk

16

The citizen can...

* Get an overview of the
information and data the
authorities have and easily
access relevant self
services.

« Find targeted and
personalized information.
Based on data and rules —
e.g. age, benefits and
address.

» Access Digital Post, My
appointments etc.

* Find and start user
journeys’ and digital
guides

Mit overblik Hans Hansen
84
Aktuelt Digital post

@ Digital post

Ulaeste beskeder

M Region hovedstaden 6. dec. 2018
Indkaldelse til MR Scanning
@ Kebenhavns Kommune 1. dec. 2018

Faktura for daginstitution

Vis 31 ulaeste beskeder -

Ydelser

Ydelser de naeste 30 dage

Du modtager ingen ydelser den naste maned.

borgerdk

= = &

Aftaler og frister

Indblik Ydelser

Aktuelt

Fa overblik over aktuelle oplysninger, aftaler og frister.

Aftaler og frister

Naeste maneds aftaler og frister

Aftale pa Rigshospitalet
Region hovedstaden

(©) I morgen kl. 10

Betal daginstitution
Region hovedstaden

(© Frist 1. dec. 2018

Vis alle 6 aftaler og frister -

Sager

Aktive sager

Ansegning om EU-sygesikringskort Behandles

WORK N
PROGRESS

) Q

Min profil Log af Seg

ey
&

Sager Aktuelt

Om Mit Overblik (§)

e Indblik

Nye oplysninger til dig

Din berne- og ungeydelse bliver mindre, nar dit
barn fylder 7

Nyt: Nu kan du i Indblik finde information om
dit barns vaccinationer

Vis indblik =

£
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y overview on borger.dk

WORK N
PROGRESS

The citizen can ...
N an _

— E:fg

&
. <@
Aktuelt Digital post Aftaler og frister Indblik Ydelser Sager Guides

« See appointments and

‘deadlines’ Aftaler og frister

Her kan du se dine aftaler og andre ting, du skal huske i forbindelse med det offentlige

« Get an overview of current S st i o 1. @
benefits and cases (e.g.

August 2018
T Vis tidligere aftaler og frister g
. .
applications).
Dit pas udlober Denne information er baseret pé en frist fra en myndighed.
| DAG Rigspolitiet Dit pas udlgber snart, og du kan forny det hos Borgerservice. Forny

@ Les mere om fornyelse af pas

overblik Hans Hansen

Logaf

- . &

Aktuelt Digital post Aftaler og frister Indblik Ydelser s;g., Guides 4 Aftale pa Rigshospitalet Denne information er baseret pa et brev i din digitale post.
G Region Hovedstaden

Foj til kalender (ics)

1.10.00

Ydelser

September 2018
Her kan du fa et overblik over dine ydelser fra det offentlige. Mangler din ydelse pé listen (§)

De naste 30 dage Aktive ydelser Udbetalingsplan

Dine ydelser de naeste 30 dage

Nedenfor ses et skema over de ydelser du vil modtage de nzste 30 dage. Du skal vaere opmarksom
pé at ydelserne kan variere fra maned til mned ved udstdende med det offentlige

Ydelser Udbetaler Udbetales Beleb til udbetaling
Boligstotte Udbetaling Danmark 27. sep. 2018 4,537,25 Mere info
Folkepension Udbetaling Danmark 24, sep. 2018 2.009,50 Mere info

Leveres af Det Centrale Parsonragister (CPR)

\4J))
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Thank you

Margrethe Harbo

Senior Consultant

M +454178 24 08
E mahar@digst.dk

About borger.dk:

https://en.digst.dk/digitisation/national-citizen-portal/

£
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https://en.digst.dk/digitisation/national-citizen-portal/
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