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eGovernment online services score (UN) 

2010 2012 

Latvia 42% 59% 

Denmark 67% 86% 

Use of Internet for interaction with public 

authorities (Eurostat) 

  2010 2012 

Latvia 41% 47% 

Denmark 81% 83% 

EU 28 41% 44% 

Regular use of Internet for all purposes (Eurostat) 

  2010 2012 

Latvia 62% 70% 

Denmark 80% 89% 

EU28 65% 70% 



Over ten years of eGovernment strategies 
Consistent focus on ‘benefits realisation’ 
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Implementation: Developing a business case (1)  

For each programme, initiative or project, each agency is obliged to develop a 
business case, which then might be outsourced for implementation. 

4 

Business case 

 Building new business models, based 
on a sound business case which 
delivers lower cost but also higher 
benefit solutions, is the key 
implementation strategy in Danish 
eGovernment 

 For example, the need for €4 million 
back-office savings per annum is a 
political imperative, and can be 
achieved by getting 80% of citizen 
transactions to take place digitally 
through the “digital-by-default” 
programme.  



The citizen digital self-service strategy is based on a strong financial business 
case for government, but it is also dependent on legislation, channel strategy 
and good awareness, on the one hand, and good quality user-friendly digital 
self-services to attract users on the other 

Targeted focus 
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Implementation: Developing a business case (2)  



Implementation: Developing a business case (3) 

Business case based on channel strategy 

 Channel                                                                  Cost/ transaction in € 

 Received mails/ e-mails                                                                   14.7  

 Personal services                                                                             10.7 

 Telephone calls                                                                                  5.4                                                                           

 e-services/self-services                                                                      0.4 

The eGovernment Strategy 2011-2015 maps out a step-by-step implementation 
transition toward mandatory digital self-service for communications 
between citizens and the public sector. The preliminary plan for 
communications requiring citizens to use digital self-service is specified up to 
2015, but in practice the goal is to reach 80% of contacts with the public sector 
being conducted digitally according to the schedule, even though this is 
mandatory  for all citizens, given that there will always be some citizens who 
cannot do so 
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The transition to mandatory digital self-service for 

citizens – “digital by default” 
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Public-private-partnership 

for software development 

 Until 2009 KMD was owned by the municipalities 
country association after establishment in 1972 
by merging of municipal IT centres. 

 In 2009, KMD was sold to EQT Partners (85%) 
and a public pension fund (15%) 

 Today as a majority privately-owned PPP it has 
annual revenue of over €540 million and over 
3,000 employees, with the public sector as its 
main customer and partner. 

KMD is one of Denmark’s largest IT and software companies, with branches in 
Copenhagen, Århus, Odense and Aalborg. The majority of KMD’s business derives 
from software development, and the company develops and delivers IT solutions for 
the local government, central government and private markets.  
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KMD has strategic partnerships 

with SAP and Mahindra Satyam. 

 For 40 years KMD has developed and currently operates more than 400 IT 
systems that support Denmark’s welfare state accompanying Danes from cradle 
to grave 

 For example, using KMD systems Danes receive key welfare benefits such as 
family allowance, maternity/paternity pay, daily allowance and state pensions. 

http://www.kmd.dk/eng
http://www.sap.com/denmark/index.epx
http://www.kmd.dk/Eng/international-ventures/KMD-and-Mahindra-Satyam/Pages/Satyam-partnership.aspx

