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We live in a digital, connected and collaborative world. The internet and digital tools transform our everyday life. But citizens, businesses and governments cannot fully benefit from
the digital opportunities due to existing barriers in Europe.
Europe is lacking behind. Therefore, it was timely when the Juncker-led Commission
coined the Digital Single Market with an ambitious strategy to create the necessary regulatory and investment environment in Europe. It allows European-based companies in the
digital sector to grow larger on a global scene.
A seamless Digital Single Market also calls upon seamless public administration and
cross-border eGovernment solutions. We need to learn from best practices and success
stories in the Member States.
One of the success stories is about Digital Denmark. Denmark has been at the forefront of
using digital tools in the public sector to make the services accessible, better and efficient.
The aim of this White Paper is to show the potential of eGovernment in Europe and to put
the experience of the Danish approach to digitization into play in a European context.
Furthermore, the digitization of the public sector in Denmark has also created a few champions in Denmark. Among those champions is KMD A/S. It has been a key player for more
than 40 years in developing and delivering Digital Denmark.
Léo Apotheker,
Chairman of the Board, KMD A/S and Member of the European Cloud Partnership
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UNLOCKING THE POTENTIAL OF eGOVERNMENT
It’s time to make the EU’s single market fit for the digital age – tearing down regulatory walls and moving from 28
national markets to a single one. This could contribute €415 billion per year to our economy and create hundreds
of thousands of new jobs.
Andrus Ansip,
Vice-President in the European Commission

In today’s Europe, citizens are free to work in and re-locate to any country within the European Union, and enterprises are similarly
free to trade and carry out business. Operating across borders, citizens or businesses frequently have to interact with Member
States’ administrations. However, 28 different regulations and lack of interoperability of eGovernment solutions give rise to electronic barriers.
A Digital Single Market is necessary for Europe to realize its potential to lead in the global digital economy. As of now, fragmentation and barriers that do not exist in the physical Single Market are holding digital Europe back.
According to the newest calculations, bringing down the digital barriers within Europe could contribute an additional €415 billion
to the European GDP by expanding markets, fostering better services at better prices, offer more choice and create new sources
of employment1.
This White Paper analyzes the potential of public sector interoperability between EU Member States and puts the experiences of
the Danish approach into play in a European context.

DIGITAL DENMARK
According to the recent EU-study DESI (The Digital Economy and Society Index), Denmark is the most digital country in the union2.

Digital Public Services
Integration of digital technology

DK FI

SE IS

NO NL EE IE

BE UK ES AT

FR DE PT

EU28

Human capital

MT LT

LU CZ SL IT

1

COMMUNICATION FROM THE COMMISSION TO THE EUROPEAN PARLIAMENT, THE COUNCIL, THE EUROPEAN ECONOMIC AND SOCIAL
COMMITTEE AND THE COMMITTEE OF THE REGIONS – A DIGITAL SINGLE MARKET STRATEGY FOR EUROPE

2

THE DIGITAL ECONOMY AND SOCIETY INDEX - HTTPS://EC.EUROPA.EU/DIGITAL-AGENDA/EN/DESI
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Denmark has a long tradition of digitization and has been ranked as world-leading and trendsetting in several international surveys3. Denmark’s position as a digital frontrunner comes from a dedicated strategy to create Digital End-to-End Services, One
Stop Shops and transparency, as well as the deployment of the Once-Only-Principle and the utilization of Open Data. Furthermore, the Danish model for digitization has succeeded due to a long tradition of public-private partnerships and a high level of
trust and regulation.
We do not believe that EU or any of the 28 Member States could just copy the Danish approach. Different political cultures, local
regulations, trust in public sector and data privacy etc. across the different Member States all has an effect on the digitization
strategies and the actual levels of digitization.
In the following, this White Paper will focus on the Danish approach to digitizing Citizen Services and how KMD can play a part in
Unlocking the Digital Single Market with better and more cost efficient citizen services.

UNLOCKING THE POTENTIAL OF DIGITAL CITIZEN
SERVICES
OVERCOMING PUBLIC SECTOR EBARRIERS ACROSS EUROPE
In the Internal Market, citizens are free to work and re-locate, and businesses are free to trade and to operate across Member
States in the Union. In doing so, they frequently have to interact with Member State administrations. In general, Member States
are modernizing administrations by improving business processes and ICT infrastructures. As this digitization takes place at a
national level, it lacks European interoperability. The lack causes electronic barriers that prevent citizens and businesses from
using public services efficiently and hamper the smooth functioning of the internal market.
The barriers are undermining the free movement principle of the Internal Market. EU citizens have the right to enjoy equal treatment in all Member States, for instance when it comes to the right of social benefits and pension. In practice, EU’s Social Security
Coordination Rules secures that a person exercising their right to free movement will not lose part of their social benefits or
pension. As most of the information exchanged between Member States within the field is still paper based several barriers for
exercising the right arises. Today 8.500 administrations deal with social security benefit coordination in EU sending over 1 million
messages a year4 . Digitization of the coordination effort will give a more accurate and timely payment, as well as a more efficient
verification of data, and likely much lower costs of administration.
For a decade, EU has pushed the interoperability agenda across Europe promoting common standards and developed a solution
to support the electronic exchange of information on social benefits (EESSI). This agenda will be pushed further with the ISA2
program (2016-2020). The purpose of ISA2 will be to modernize Member States administrations and provide interoperable digital
services at national and European level in order to enable efficient and effective interaction with citizens and businesses.
The ambition for all governments across Europe is to modernize the public administrations and strive for end-to-end digitization.
The three principles of Once-Only, One-Stop-Shop and Digital-by-Default are stepping stones in creating End-to-End digital public
services.
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DIGITAL DENMARK
THE IT BACKBONE OF DELIVERING WELFARE SERVICES
For the last 10-15 years, the Danish public sector, across all levels, has invested in the establishment of an interoperable and
standardized IT and data backbone for delivering welfare services to the Danish citizens:
ONCE-ONLY
The Once Only principle lays out that citizens and businesses should provide the same information only once to public
administrations nationally and across EU. Following the Once-Only principle, the information required from citizens
and businesses is collected only once, on condition that data and privacy protection requirements are met. However,
this is only the case in 48 percent of the cases in Europe today5.
When it comes to the Once-Only principle, Denmark has been identified as one of three champions/countries of excellence by
EU along with the Netherlands and United Kingdom5. The Basic Data Program has been a driver for implementing this principle.
The program has established a government shared registry for data distribution, called Common Public-Sector Data Distributor 6.
The extension of the Danish approach to the Once-Only principle to the 28 EU Member States will give an annual net savings of €5
billion per year by 2017. The impact depends on a complex system of registries which citizens and businesses can freely access
for commercial purposes. It will also create growth opportunities in some economic sectors5.
ONE-STOP-SHOP
In short, a One-Stop-Shop will enable citizens to deal with one single government touchpoint. In a European perspective, it will allow EU citizens to only have to communicate with one authority and for IT systems to reach across border
integration.
Denmark has also come a long way in the efforts of creating One Stop Shops with a digital infrastructure that secures, for instance,
all Digital Post in one place, one login for all public sector systems and one account for transactions with the public sector, along
with national citizens, business and health portals. The essence of the program is to make it easier for the citizens and the businesses to access public services. Therefore, the program is called the Nem (Easy) Program:
ONE-STOP-SHOPS
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Study on eGovernment and the Reduction of Administrative Burden – A study prepared for the European Commission
DG Communications Networks, Content & Technology, 2014.
Good Basic Data for Everyone – A Driver for Growth and Efficiency, The eGovernment Strategy 2011-2015, 2012.
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The Ministry of Finance in Denmark has not published any numbers of the realized effects of the NemProgram
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DIGITAL-BY-DEFAULT
The last EU principle for improving interoperability and moving towards a public sector modernization is the Digital-by-Default-strategy. The concept of the Digital-by-Default-strategy is to make specified interactions between
government and users digital by default, i.e. the user is obliged to use electronic channels unless there are good
countervailing reasons.
This approach will reduce the administrative burden for government, reduce costs, save time and money and increase
convenience. It is of high importance for EU, as it is one of the main building blocks for a Digital Single Market. In its
most ultimate form, with all services being provided only digitally, it can result in an annual saving of €10 billion per
year in EU5.
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When it comes to the Digital-by-Default principle, Denmark is a frontrunner. As a part of the Danish eGovernment Strategy for
2011-2015, 80 percent of all written communication between citizens and the public sector must be done through the digital
channel, Digital Post, by the end of 2015. In fact by the end of Q2 2015 88.9% of all Danes had signed up for Digital Post8.
*Payments Denmark (UDK) is responsible for the collection, disbursement and control of a number of social benefits in Denmark.
Approximately €30 billion is paid out yearly to 2.2 million Danes
Furthermore, Denmark has made the Mandatory Self-Service obligatory and enforced by law. For instance applications for state
pensions, housing support, building permits, child support and applications for divorce is now all being handled via online self-service solutions.
They are all digital solutions that have been available for many years, but have now become mandatory. According to research
done by Boston Consulting Group it is expected that the net benefits will reach over €120 million by 20175:
THE STRIVE FOR END-TO-END DIGITIZATION
With the Once-Only, One-Stop-Shop and Digital-by-Default principles in place, the realization of End-to-End digitization is possible. Because of the implementation of these principles, it has been possible to establish an end-to-end digital handling of the
payments of social benefits through Payments Denmark (UDK).
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Payments Denmark was established in 2012 and is responsible for the collection, disbursement and control of a number of the
public benefits mentioned above. Approximately €30 billion is paid out yearly to 2.2 million Danes – nearly half of the Danish
population. Not only is Payments Denmark a great example of how the Danish government has made Mandatory Self Service
obligatory by law, but the pension system managed by Payments Denmark is also a frontrunner worldwide9.
The full automatization of the payment systems and centralization of caseworkers at UDK realized a 33% cost reduction in two
years and created a high degree of back office efficiency.

NEXT STEP IN ePARTICIPATION
Next step to strengthen the Once-Only and One-Stop-Shop principles of delivering welfare services further is to provide collaborative and citizen-centric platforms to the citizens, businesses and the employees of the public sector.
Today, citizens are frequently required to navigate across silos in public services and administration when facing life
events such as losing a job/finding a new job, or experiencing a disease or a divorce. Such life events often require collaboration across authorities and private operators (general practitioners, insurance companies, rehabilitation agencies etc.) but this collaboration is currently lacking and the citizens face multiple barriers.
Fortunately, collaboration with users of public services is gaining more attention with the emergence of open government data and open government, and the rise of on collaborative and citizen-centric digital platforms.
In Denmark, public administrations are trying to bring down the barriers to collaborate across organizational levels and
across authorities. The ambition is to collaborate with the individual citizen and to create coherence and correlation.
The citizen should not coordinate his case but be empowered to manage his life event.
The most progressive municipalities in Denmark are implementing new organizations, incentive structures and work
flows focusing on cross-disciplinary roles and responsibilities centered around the citizens. The first assessments of
this paradigm shift are positive. It does take a lot of effort to bring down the organizational and legal silos in public
service, but the pilots demonstrates that it is more cost-effective and the citizens are more satisfied. According to a
report from KMD Analysis (October 2015, only in Danish), a collaborative platform will streamline the processes in the
Danish municipalities equalling up to €10 pr. citizen.
Right now, KMD is transforming the more traditional case management system towards a collaborative platform with
its customers.
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A PROVEN TRACK RECORD IN UNLOCKING THE POTENTIAL
OF CITIZEN SERVICES
KMD has a proven track record in laying out the stepping-stones of digitization of the public sector and has supported the ambitions for end-to-end digitization in the Danish public sector.
Since the establishment of Payments Denmark, KMD has been their main IT system provider and partner. KMD has delivered
systems to automate and streamline workflows and payments, based on the incorporation of complex legislations and unique
insides and domain knowledge of the five areas of social benefits.
As an example, KMD has extensive experience in developing systems to support payment and case management of social benefits for Payments Denmark and the municipalities. Developing such automated systems means the implementation and understanding of complex laws and legislations, as well as the integration and exchange of data with a number of other systems, as tax
systems, base registers etc.
Even in a European scope, KMD has a rather unique perspective of domain knowledge and important insights into the development and implementation of IT systems in the public sector. We combine citizen-centric solutions with efficient back-office
solutions to the benefit of citizens and the employees of the public sector in a cost-efficient manner.
Being a major participant in the creation of one of the digital leaders of the world, KMD brings perspective and knowhow to the
creation of a Digital Single Market and in particular EU’s efforts on interoperability in the public sector:
__ In implementing the Once-Only principle, KMD has extensive experience in developing and maintaining complex base registers
used across the public sector creating more efficient processes for citizens, businesses and the social workers. In particular
understanding data protection regulations is important within the Once-Only principle.
__ KMD has extensive experience in implementing One-Stop-Shops such as Digital Post/e-Boks and NemKonto. KMD originally
owned and developed e-Boks, but sold off its shares in 2009. KMD still manages some of the operations of e-Boks. KMD has
developed, maintained and hosted the operations (cloud) of NemKonto for many years
__ In implementing the Digital-by-Default principle, KMD has extensive experience in delivering state-of-the-art and user-friendly
Mandatory Self Service solutions to for instance pensions, housing support and sickness benefit. However, it is our experience
that it also takes efficient and automated back office processes in order to unlock the full potential of end-to-end digitization.
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THE DANISH MODEL

KMD PROVIDES

Citizen Services
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“Once-Only”: The Danish Basic Data
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Member States public sector ad-

Program and the Data Distributor.

__ Project Management

ministrations to enable the internal
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“One-stop-shop”: The NEM (Easy)

__ Development

Program.
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“Digital-by-default”: 80% of all
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written communication between

__ Social Benefits

End”.

citizens and the public sector must
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be digital.

__ Digital Self-Service
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Mandatory-self-service obligatory
and enforced by law.

BUSINESS APPLICATIONS:
__ NemKonto

“End-to-End”: For instance: End-toend digitization on the payments of

__ Selfservice – Pension

social benefits.
SERVICES:
__ Cloud
__ Security Analytics Center
__ Support 24/7/365
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ABOUT KMD
IT WITH INSIGHT

KMD’s position as one of Denmark’s leading IT and software companies is founded on insight – insight rooted in Denmark’s public sector
but now also being applied in the private sector.
For more than 40 years, KMD has played a key role in digitizing the
Danish welfare state, helping make Denmark’s public sector one of
the best run, most efficient and highly digitized in the world.
The majority of our business revolves around software development, as we create and deliver IT solutions for local government, central government and private markets. KMD is one of
Denmark’s largest IT companies. KMD employs more than 3,500
employees and generated revenues of approximately EUR 650
million in 2015. KMD is majority-owned by equity firm Advent
International, while Danish pension fund Sampension and KMD’s
management hold the remainder of its stock.

FOR MORE INFORMATION
PLEASE CONTACT:
EU Affairs Manager,
Anne Juel Jørgensen
+45 4187 0275
ajj@kmd.dk

