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1.0 WORLD-CLASS E-GOVERNMENT AND A CULTURE OF
INCLUSION

Denmark presents one of the best eGovernment environments in the world. It has integrated
services, available extensively through multi-channels, where access to services is underpinned
by robust use of electronic identity and effective sharing of data across service silos, and
services are available to citizens under universal service principles. In addition there is a strong
culture of social activity and social inclusion, and it would be logical therefore to expect that
services for socially excluded people and groups would be managed comprehensively through
the eGovernment and other channels.

However, service delivery to socially excluded groups can be uneven, and based on the culture
of community social involvement the role of intermediaries (especially the Third Sector) is central
to linking services to the needs of socially excluded people. Furthermore, the expectation by
Government that people will use eGovernment channels to access service can make it difficult
for people who have skill, literacy, cognitive, or language problems. There are robust service
portfolios delivered for people who are homeless or jobless. There are less robust portfolios
available for people who have cognitive disabilities, and there are particularly acute problems for
those who are illegal immigrants.

Consequently Denmark, at a national level, has an extensive multi-channel system of
eGovernment, developed through clearly stated policies that expect routine interaction with
Government to be via e-channels. Social inclusion, however, is led less by high-level policies,
and more by local-level interventions based on a culture of community involvement and Third
Sector intermediaries. As a result different socially excluded groups can experience different
levels of service availability and intervention. Services are available, and multi-channels are
provided, but the services and channels need to be mediated to the needs of socially excluded
people.
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2.0 THE EGOVERNMENT CONTEXT

Denmark is among the highest ranking e-government nations in the world. In the most recent UN
e-government ranking1 Denmark is placed as number two. As stated in the UN report one of the
reasons for this good ranking is the introduction of the citizen self-service portal “borger.dk”2.

However, given the predominant emphasis on citizens interacting with Government through
eGovernment services, the Danish Ministry of Science, Technology and Innovation (MSTI)
recognizes that citizens require competencies and confidence with ICT in order to get access to
information and thereby benefit from the services offered via the citizen portal. Though the
penetration of Internet is very high with about 85% of the population having access to the
Internet3 and 93% of the population having a mobile phone, there are still socially excluded
citizens which are not able to access and benefit from the on-line services. It is therefore
paradoxical that in one of the most sophisticated eGovernment landscapes, the very IT-intensive
nature of eGovernment can make it more difficult for socially excluded people to access the
services.

The Danish eGovernment strategy states clearly why eGovernment use is important: “... users
must be stimulated to use those channels that are cheapest for the public sector. In this light, it is
important, specifically in areas with many transactions, to identify objectives for service delivery
via various channels (Internet, phone, physical meeting)”4. However, in itself the availability of
multiple channels does not guarantee that all citizens will be in a position to utilise them.

The eUser study found different levels of use both of services and channels in Denmark, and
Jeremy Millard reported:

“ eGovernment users are ‘flexichannellers’ and ‘channel balancers’, in that 60% to 70% of
them also use other channels and freely make channel choices suited to their preference,
to the specific service and to the specific task in hand. This is in some contrast to non-
eGovernment users who tend much more to be ‘single channellers’, relying mainly on the
face-to-face channel to access government services”5.

Consequently access to the e-channels of eGovernment needs to be maximised both through
increasing IT skills in the groups that suffer most the problems of social exclusion, and also
ensuring that there are other channels (particularly intermediaries) that can link socially excluded
people to the service portfolio they need. The ‘multi-channel’ access is not in itself the key issue,
for back in 2001 multi-channel access was identified as being a technical development with
“open government, coherent information and multichannel service”6. What is important about the
multiple channels is that their use helps to contribute to cost-effective government, and the
services delivered through the channels help to contribute to an inclusive society.

Therefore there is a dual value proposition in this approach:

1 http://unpan1.un.org/intradoc/groups/public/documents/un/unpan028607.pdf
2 http://en.vtu.dk/press/2008/denmark-comes-in-second-in-e-government-1/denmark-comes-in-second-in-e-

government
3 Statistics Denmark: http://www.dst.dk/upload/befolkningensbrugafit2008.pdf
4 http://www.epractice.eu/document/3319
5 http://www.euser-eu.org/ShowDocument.asp?CaseDocumentID=269
6 http://ec.europa.eu/idabc/servlets/Doc?id=656
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3.0 DANISH CULTURE AND SOCIAL EXCLUSION

Danish culture is characterised by social capitalism, with a cooperative and participative
approach to society9. Any Danish citizen is registered in a central personal identity register and is
eligible to receive social benefit, health care and the necessary support to make a decent living –
this is part of a wider process known as ‘flexicurity’10. No personal identification documents are
required only the ten-digit ID is used in all contact with the Danish public sector units.

There is a long tradition in Denmark for life-long learning11 which is rooted in the folk high-
schools dating back to mid 1800s12. Today this tradition is applied in local communities where all
types of skills and activities are taught, for example topics range from language and IT courses,
to cooking, knitting, history, and physical exercises. The local communities play a vital role for
social life in the villages and smaller towns.

Community participation is widely valued. The life-long learning offers are mainly targeted
generally to citizens, whereas socially excluded citizens often do not participate in such.
However, the local embededness in society provides strong conditions for social activism and
community participation – social exclusion problems are not things that can be ‘exported’ by
citizens to be the responsibility of a government agency.

Linked to this is a long culture of voluntary work, and voluntary and other organisations on the
Third Sector (TS) have become service providers for citizens, and “politicians and administrators
increasingly consider third sector organizations as a means to implement public social policy”13.
TS organisations are supported in this process because of “a number of values, including
independence, decentralisation, cultural democracy and the arms length principle”14.

Socially excluded people are mainly directed to services offered by, or through, the TS. Third
Sector partnerships with Government are generally not based on formal contracts, and are not
driven by regulations. The partnerships happen as the result of decisions by the TS to invest their
resources into targeting exclusions:

“This principle means that government does not distribute funds directly; instead,
independent peer groups of experts and professionals (e.g. the Danish Youth Council)
make funding decisions. Moreover, it is rare that grants provided are tied to achieving a
particular outcome reducing monitoring requirements”15.

For example, in the context of addressing homelessness it is a mix of government and TS activity
that is available for citizens. The responsibility for providing accommodation to homeless is by
law delegated to municipalities16. Municipalities have to provide shelter to any financially

9 http://www.denmark.dk/en/menu/About-Denmark/Denmark-In-Brief/Denmark-An-Overview/TheDanishModel/
10 http://www.denmark.dk/en/menu/About-Denmark/Denmark-In-Brief/Denmark-An-

Overview/Flexicurity%e2%80%93AMagicFormula/
11 The EU Life-long learning programme is named after Nikolaj Frederik Severin Grundtvig

(http://en.wikipedia.org/wiki/Grundtvig ) who was a significant influence on Danish national identity and
culture.

12 http://en.wikipedia.org/wiki/Folk_high_school
13 http://www.emes.net/fileadmin/emes/PDF_files/Working_Papers/WP_08_02_TS_FINAL_WEB.pdf
14 http://www.hm-treasury.gov.uk/d/thirdsectorreview_finalreport.pdf
15 http://www.hm-treasury.gov.uk/d/thirdsectorreview_finalreport.pdf
16 The Danish Act on Social Services §110 (LBK nr 58 18/01/2007) states:

§110, para. 1, the local authorities must provide temporary shelter for persons with special social problems
and who either do not have or are able to stay in their own home, and who need housing service and
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deprived homeless person contacting the municipality, or persons who are directed to the service
by social authorities. Homelessness is according to the law defined as persons not capable of
staying in their home (most often people with mental disabilities) or people who do not have a
home. Accommodation has to be offered along with the necessary support, care and help to
return to a life under more normal conditions. Due to the tax paid public healthcare system in
Denmark access to healthcare is not the biggest problem17 18, it is rather problems with continuity
in receiving treatment due the irregular lifestyle caused by homelessness19. That is in particular
the case with respect to treatment related to drug addiction problems20.

TS organisations intervene to help link homeless people to services. Generally, it is culturally not
accepted that people should be homeless or at least be visible in the streets and at train stations
etc. The right to services, and access to them, is not an issue, and neither is there a problem
identifying that the homeless can access services – they have a CPR21 number which is used as
an entry to all services in the Danish society. Homeless people do not always suffer from not
having money, but many who are homeless often suffer from mental disabilities, they mistrust
government institutions, and have a lack of understanding of how to administer money and other
assets22. By 2010 there is a target that no Danish citizen should be homeless23 (that means
being involuntarily homeless). However, many of the people which are homeless are severely
marginalised because of drug addiction, and mental health problems such as paranoia,
schizophrenia and depression and independent living is not always desirable for this group
because it can reinforce feelings of loneliness.

Mental illness represents therefore is a particular area of risk of social exclusion. There are a
number of service offers for mentally ill people, who can often be homeless too. Again the
financial support may not be the most urgent problem but rather the social exclusion. Denmark
has for example seven “Fountain Houses”24. Activities offered at the Danish branches of the
Fountain House include training in ICT skills which can equip the users to be able to access
services through other channels than the physical meeting. Those who are mentally ill and who
are capable of reading and making sense of written information may be trained to access
services via multiple-channels. However, there are no specific initiatives supporting this group
from supply side. There is established a comprehensive information portal in Copenhagen for

activating support, care and subsequent help.
Para. 2, Admittance into housing under paragraph 1 may occur upon personal application or by referral from
public authorities.
Para. 3, housing/shelter manager will take the final decision on admittance.

17 http://www.udenfor.dk/uk/Menu/Knowledge+about+Homelessness/FAQs
18 The healthcare does however only support Danish citizens. Illegal immigrants do not have the same security

and access to medical care. Recent cases of illegal immigrants in desperate need for medical care have been
published in the newspaper for homeless “Hus Forbi”.

19 Isobel Anderson, Isabel Baptista, Judith Wolf, Bill Edgar, Lars Benjaminsen, Aristides Sapounakis and Heinz

Schoibl. The Changing Role of Service Provision: Barriers of Access to Health Services for Homeless People.

FEANTSA

http://www.feantsa.org/files/transnational_reports/2006reports/06W3en.pdf
20 Some local shelters are staffed with nurses which to some extent help with medication and withdrawal from

drug abuse. http://www.hjemlosesundhed.dk/ [healthforhomeless.dk] the site is only partially in English.
21 Civil Registry Number http://en.wikipedia.org/wiki/Personal_identification_number_(Denmark)
22 Interview with Mr. Preben Brandt chairman of the Danish Council for Socially Marginalized People

http://www.udsatte.dk/eng/
23 See http://www.feantsa.org/files/Month%20Publications/EN/EN_Local_authorities_summer%20_2005.pdf
24 Fountain House is a professional self-help program, operated by men and women recovering from mental

illness in collaboration with a professional staff. The program was first established in New York City in 1948,
and there are now around 400 Clubhouses internationally. The emphasis at Fountain House is on
relationships – member to member, and member to staff. http://en.wikipedia.org/wiki/Fountain_House
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homeless and mentally ill but it is mainly targeted to Third Sector and others interested in
providing information to relatives. As mentioned by our informant from the Municipality of
Copenhagen, this group does not have the highest priority mainly because this group is very
diverse and mentally ill people will in any case need more support than that which can be
supplied via a multi-channel environment where digital channels are core.

Another sensitive socially excluded group in Denmark are illegal immigrants A key issue is the
lack of formal identity. In Denmark there are extensive rights to access to services provided that
people have a CPR identification – essentially this gives a universal right to citizens, but then
excludes anyone who is not a Danish citizen. The lack of an entry point to services means that
illegal immigrants can attend shelters, and there are some service providers (for example some
dentists) who will provide services – but they have no basic rights to public services. Exclusion is
therefore defined on the basis of citizenship, not on being homeless or jobless. For this reason
social exclusion is not something that has particular policy interventions, since the universal right
to services in effect provides systematic service availability to help people rapidly exit from
exclusion.

The size of the illegal immigration problem is not known precisely (simply because there is no
robust way of counting people), but is estimated to be more than 5,000 plus about 1,500 seekers
of asylum which have gone underground25. TS organisations are focusing on the problem, since
they are about the only accessible agencies, and Danish service provision, and application
forms, mostly available only in Danish26. Illegal immigrants are therefore very marginalised, with
little integration into Danish society, no access to the labour market, low language competences,
and consequently there are outbreaks of social unrest27. No specific strategies have been
initiated regarding Inclusive eGovernment for this group.

Another risk of marginalization in the Danish society is due to unemployment. In order to be
eligible for unemployment benefit in Denmark you have to be registered and act as an active
job-seeker.28 The overall regulation is issued by the Ministry of Employment but the
enforcement of the law is delegated to 91 local job-centers throughout Denmark29. In order
to be an active job-seeker you have to fulfil a number of requirements30. The requirements
demonstrate that in order to be an active job-seeker in the Danish unemployment systems
you have to be have a permanent address and be IT literate.

25 The actual number of illegal immigrants is difficult to assess (see
http://www.undocumentedmigrants.eu/londonmet/library/s15990_3.pdf ) and estimates vary between 1,000
and 20,000.

26 For example, the eGovernment portal is available in languages at http://www.borger.dk/forside/om-
borgerdk/other-languages but the only language provision is at the level of general provision. For example
select Arabic http://www.borger.dk/forside/om-borgerdk/other-languages/Arabisk and then select a service
with an Arabic description, and it takes you into an English version http://eng.uvm.dk/

27 http://www.eurotopics.net/en/presseschau/archiv/archiv_newsletter/NEWSLETTER-2008-02-21-Youth-
violence-in-Denmark

28 This applies to Danish citizens, whereas illegal immigrants do not benefit from the support offered by the job-
centers.

29 http://www.jobnet.dk/
30 In order to be active job-seeker you have to:

- actively apply for jobs
- have you CV available on-line in an official CV-bank
- accept jobs being offered to you
- show up whenever your local Job-center notifies a meeting
- register when you change address, phone-number etc.
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As an unemployed person in Denmark you have to be registered in the virtual job-center31. The
virtual job-center requires that you have a personal profile on-line, which again requires that you
have to have a Digital Signature. To get a Digital Signature you have to have a permanent
address and a computer where the Digital Signature can be installed. The local job-centers do
provide help and support and there is free PC admittance at the job-centres. Furthermore, do
public libraries offer free Internet access and some do to some extent offer support but the
needed IT-skills are substantial.

This section has demonstrated that the Danish welfare society has a clear political, social and
cultural concern to overcome social exclusions. In terms of social priorities the social exclusion of
highest concern is homelessness, followed by criminal behaviour, unemployment, low
educational attainment, and early parenthood. However, the last four are less ‘visible’ than
homelessness, and are lower on the priorities of most voters and therefore it receives limited
political interest. Furthermore, the particular eGovernment model, with the integrated and
sophisticated services linked by identity, and primarily delivered through IT channels, has in itself
made it more challenging for socially excluded groups to engage with services.

To date efforts to create Inclusive eGovernment initiatives for these groups have not been of high
priority even though it should be possible to reach even the most marginalized given that
practically all homeless own a mobile phone32. Against this overall (somehow selective) picture
of life at the margins in the Danish society there is another picture of robust e-government
solutions where relatively many resources are invested to diffuse the solutions to citizens. The
question to be pursued in the following is how does a Nation with world-class e-Government
work on getting people at risk included in society via ICT channels?

31 http://www.jobnet.dk/forside
32 Information provided by Mr. Preben Brandt chairman of the Danish Council for Socially Marginalized People.

This phenomenon is also found in the US where research has documented the reasons for this priority among
people with limited resources. Christopher A. Le Dantec ”Life at the Margins: Assessing the Role of
Technology for the Urban Homeless” http://www.cc.gatech.edu/~ledantec/#
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4.0 THE CO-HELPER PROJECT IN THE MUNICIPALITY OF
COPENHAGEN

4.1 Introduction

Co-Helper is a pilot project which has been launched at two citizen-service centres33 in
Copenhagen. The objective of the project is to support and educate those citizens which visit the
citizen-service centre, largely through channel mediation. Through supervision the citizens are
made confident in using the Web for future service delivery and interaction with government. As
part of the education the citizens are offered a mobile digital signature34 on a free USB stick. The
digital signature can then be used at the citizen-service centres and at public libraries where
there are free computers available for all. Basic IT-support is offered by librarians.

Mette Enemærke, who is in charge of the initiative, explains: “The idea behind the co-helper
project is to disprove the myths about self-service as something which is difficult.” The co-helpers
are at service at two of the citizen service centers in Copenhagen ready to help and establish
confidence in the on-line environment.

4.2 Background

The Municipality of Copenhagen has observed that the citizens do not use the on-line self-
service offers to the expected levels, and that socially excluded people in particular are less likely
to use self-service. It has therefore been recognized that in order to get the citizens to use the
services more they have to be educated better in the use of digital solutions. It is at the same
time recognized that the municipality has to invest the necessary resources to get more citizens
on-line.

It is acknowledged that the municipality has to play an active role in getting more citizens on-line.
Resources from two agencies “Copenhagen Citizen Service” and the “Contact Centre” are
mobilized in order to achieve the goal of getting more citizens on-line. This is done by offering
personal guidance in the use of the on-line services to those citizens who contact the
municipality through phone or showing up in person. “In this way we can more systematically
help citizens to move to digital channels” says Mette Enemærke, she continues by saying “we
utilize the physical meeting with the citizen to inform about digital channels and thereby
motivating to change in behaviour.”

The citizen service portal is designed so that it should be easy to understand and it is expected
that a minimum of training will be enough to create the necessary confidence in the on-line self-
service channel. Figure 1 illustrates how the different themes within the administration are
marked with pictograms. The portal does also provide an option for free-text search. At present
the only language option is Danish. There are however set funds aside to provide information in
other languages in the next version of the portal. Because thee biggest concentration of foreign
language citizens in Denmark lives in Copenhagen and there should thereof be an option for
choosing other languages than Danish language for the on-line services. This does, therefore,
emphasise that in so many eGovernment developments the ‘quick wins’ and the ‘high impact

33 The citizen-service centers are the local entries to the public sector. The centers are established in
municipalities in order to reduce the distance from the citizens to the public sector. The centers are
established based on legal regulation and the idea was to reduce the legal barriers to public services, At the
centers citizens can get support to find and fill forms and get help to find the relevant person from the
administration which can help her. The centers are open all week days and it is not possible to book an
appointment.

34 Most Danish on-line services can only be accessed by using a digital signature.
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services’ by necessity are developed first, because that maximise both income to government,
and the population that can use the services. Focusing then on particular socially excluded
groups is a more complex cost-benefit equation since the service costs are larger, and the return
on investment is more intangible.

Figure 1 On-line self-service portal for the Municipality of Copenhagen

4.3 Staffing

A number of students are employed as co-helpers. Their role is to help and provide advice to the
citizens at the PCs at the citizen service centres. The role of the co-helpers is dual to guide the
citizens through the on-line channel and to support the employees at the citizen service centres
in routine tasks. This should lead to less pressure on the employees thereby freeing resources
which can then be utilized for the benefit of the citizens. This is a low cost solution because
students receive a substantially lower salary than public employees. Another advantage is that
students are among the most ICT capable in society.

4.4 Objectives of the initiative

The digital co-help has three main objectives

- More digital citizens

The project works systematically towards moving more citizens to digital channels. By motivating
and helping the no-digital citizens there is a better pay-off of the implemented on-line solutions.
In parallel the citizen gets better equipped to use digital channels next time she gets in contact
with the public sector.
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- This leads to a reduction of the administrative burden for public employees

The co-helpers are available during peak periods and will support both the citizens and the
employees in their work on routine tasks which can be time consuming.

- This leads to more security and involvement among the public employees with respect to
their role as self-service innovation champions

The long term objective is that all administrative employees develop the necessary confidence in
the self-service solutions thereby working as innovation champions for on-line self-service. The
employees would like to be innovation champions but they do not feel that they have the
necessary competencies. The student co-helpers possess these competencies and confidence
to on-line solutions. The dual benefit of the co-helpers is that they support the citizens and at the
same time make administrative employees more familiar with using the Internet in the interaction
with the public sector.

4.5 The experiences to date

“It is fast and easy”, that is the immediate response from older and younger citizens which have
been supported by the co-helpers when using the on-line services.

Simon, one of the student co-helpers, reports that the citizens are happy for the co-help function.
Simon explains “Especially older citizens start by saying “I can’t find out how to do that”. Then I
ask them to try to do it and then they find out it is not difficult at all. I am convinced that all that
tries it here will do at home next time.”

Mette Enemærke ends with saying that based on the questionnaires which citizens have filled
after the co-help experience it appears that citizens are satisfied with the initiative. “When we ask
them if they will use self-service again the typical answer is “yes, it is easy””.

While the Co-Helper project could be regarded as a more generic inclusive eGovernment
approach with a social inclusion context, the project that follows focuses particularly on the needs
of elderly people.
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5.0 THE DANEAGE ASSOCIATION - GETSTHE ELDERLY
POPULATION ON-LINE

“The mission of DaneAge is to support a person’s right to create an active and meaningful life on
their own terms, and actively be able to participate in society, regardless of age.”35

5.1 Introduction

”DaneAge offers supervison and education many places in Denmark if you need help to get
stated with your PC. Perhaps you just need some support from a patient person who has been a
beginner and who knows how it feels.”

One group which has lacked behind in the statistics with respect to Internet adoption and uptake
of mobile phones is the citizens aged 60 years and over. In a multi-channel environment these
two tools play a central role. The third sector DaneAge association has taken the initiative
educate older citizens the necessary ICT skills.

The DaneAge Association is a national membership organisation founded in 1986. It is a non-for-
profit NGO. The association now has approximately 525,000 members out of a total Danish
population of approximately 5,4 million. DaneAge is strongly represented among people +50; 27
% of all Danes aged 50+ are members of DaneAge. Membership is open for all adults +18.
DaneAge has 10,000 volunteers working in the local chapters, doing voluntary social work,
carrying out local membership activities, doing local lobbying, etc.

5.2 Daily support ICT “it is free and we are not busy”

As stated on the homepage of DaneAge “The DaneAges’ attitude to the IT-domain is that it is
important to get onboard of the IT wave and become an active IT-user. DaneAge works actively
on making this happen via IT courses and workshops and free help.”

Every day there are volunteers ready to help on the phone in case the computer breaks down.
The support is free the only cost is the cost of the call. At the moment the DaneAge pc-
supporters get about 20 calls per day. The motto is “It is free and we are not busy”.

“There are no stupid questions about your PC or the Internet at the Senior PC Support. If you
have problems help is always at hand.”

35 http://www.aeldresagen.dk/Medlemmer/detgoervifordig/omos/english/Sider/Default.aspx
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Figure 2 Getting all equipped for the Information Society36

5.3 Courses

There are 219 local committees spread all over the country which all offer IT courses, use of
Internet and courses in the use of mobile phones especially how to create text-messages (SMS).
Examples of courses and workshops are:

- IT for seniors
- IT for beginners
- Advanced IT for seniors
- IT for grandmoms
- IT knowledge sharing and digital photo
- Supervision in SMS

5.4 Campaigns

The DaneAge Association helps its members to take active part in general ICT campaigns. By
showing the members that participation in general campaigns from government a connection to
the debate in society in general is established which is explicitly stated as a goal in the mission
statement cited at the beginning of Section 4. At the moment the Ministry of Science, Technology
and Innovation runs a campaign on net safety ”netsafe.nu”37. It focuses on safe traffic on the web
and the DaneAge makes sure to communicate the campaign to its members in a way which is
understandable to people with limited technical skills and knowledge.38

36 Source: http://www.aeldresagen.dk/Medlemmer/detgoervifordig/it/pcsupport/Sider/Default.aspx
37 http://www.it -borger.dk/sikkerhed/netsikker-nu
38 This year the campaign focuses on the following issues:

• Before you go on-line – about antivirus, firewall etc.
• When you want to contact the public sector – about ditigal signature
• When you want to communicate - about email and chat
• When you want to buy online – about e-commerce
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6.0 ISSUES FOR BUSINESS MODELS

Both cases illustrate that initiatives pursue the ‘low hanging fruits’ of Inclusive eGovernment. The
Co-helper focuses on those citizens who need a small incentive to get on-line and get started.
The citizens have limited IT literacy, but through the guidance of students positive experience is
established. The students are the ideal innovation champions which not only support the citizens
but also the employees in public administration which might not be too confident with the citizen
portal.

The DaneAge case shows how the Third Sector stimulates local engagement both among the
voluntary instructors and among elderly citizens who through social activities gain new IT
competencies. The competencies are achieved in interaction with peers. What is notable in the
DaneAge activities is that nothing is too small. This is illustrated with the courses in how to use a
mobile phone which can be seen as one of the most powerful instruments in the battle against
social exclusion. Denmark is in an experimental stage with the utilization of mobile phones and
text-messages in government. The use of text-messages to communicate with citizens has so far
been used in the health care sector where patients are reminded of appointments at clinics and
hospitals via text-messages. However, some training is necessary in writing text-messages if
people are not familiar with the artefact at all.

6.1 Business Strategies

The business strategy in the Danish case is to provide help, which then leads to self-help. The
investment in public computers with ICT support, along with more targeted initiatives such as the
Co-helper, demonstrates that government wants to guide as many as possible towards digital
channels. The third sector DaneAge pursues the same strategy. One reason for targeting the
efforts to the relatively easy potential users is that it is recognized that this is where the large-
scale benefit is to be harvested. Those citizens which are really at the margin of society the
homeless and mentally ill are supported via the robust infrastructure of CPR and the relatively
fine grained system of public help and support.

The Danish approach is more designed to be service oriented getting more people to do it
themselves than as tool for empowerment and participation. The strategy is the traditional “Do It
Yourself” model applied by banks with great success. Where it is recognized that the benefit
earned is on getting the masses to do the operations and then freeing resources for the more
complex cases.

6.2 Trends in Service Provision

The trend in the Municipality of Copenhagen is to invest a minimum in the form of salaries to
students, purchase of publicly available computers and free USB sticks to people. The service
level is the same as if the citizen had been served at the counter but the outcome is that the
citizen gets a better documented case-handling process because each step in the process is
stored on the citizens’ personal profile which can be accessed later from other entry points.

6.3 Public Value and Social Value

The public value of the Copenhagen case is clear. For a marginal investment more people are
moved to self-service freeing resources of civil servants to do other tasks. This should lead to
more satisfied end-users but also more satisfaction among employees. The value of job-
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satisfaction is often overlooked in the discussion of digitalization. But it is of great importance
given that the workforce is shrinking in Denmark and it is crucial that public sector becomes an
attractive place to work. The social value is that a group of citizens which were not included in
the social network of the information society get access to it through the general training. Not that
it might have much practical value to be able to surf the Internet but it is a matter of giving people
the feeling that they are not excluded from a phenomenon which everybody talks about.
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ANNEX A –USEFUL RELATED LINKS

Danish Ministry of Science, Technology and Innovation
http://www.vtu.dk

Municipality of Copenhagen
http://www.kk.dk

DaneAge
http://www.daneage.dk
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ANNEX B – CASE ANALYSIS FRAMEWORKS

The following diagrams provide our:
- Framework of Fundamental Principles
- Business Case Determinants

These include issues and topics reflected in the preceding case, and they are further used in our
overall analysis (see project documents D2.2. and D2.3).


