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In order to improve the provision of services to the civilians, many municipalities are 
implementing new technologies for their operating processes. Often insufficient light is shed 
on what this means to the work of the municipal officials. The A+O fund Municipalities gave 
the assignment to carry out a research at nine municipalities to examine what had changed 
with regard to the work of employees as a result of the implementation of new technologies. 
The research demonstrates that the work of the employees will change radically, however, 
the precise effects are difficult to describe.   
In this article we will discuss some remarkable results of the research.  
 
Why a digital government  
The examined municipalities indicated that they themselves made the choice for e-
government. The reason for this was mostly improvement of the provision of services to 
civilians and companies, reduction of the bureaucracy and more effective work organisation. 
The direct reason was the building of new council offices, the centralisation of various 
locations and/or the amalgamation of municipalities. An important wish of the municipalities 
was also the possibility to work regardless of location and time as a result of which the 
flexibility of the organisation would improve.  
The municipalities indicated that for the greater part the initiative towards digitalisation was 
taken by them. The way the e-government has been implemented differs strongly: one 
municipality took an integral approach (‘the soil will be turned’) whilst another municipality 
gained experience by digitalising a limited number of products. Municipalities indicated that 
they miss direction and coordination within and between municipalities, for example when it 
comes to the purchasing and the establishment of common standards. Certainly with regard 
to the imminent implementation of national projects (the basic data) the municipalities 
consider it a necessary condition for a successful implementation.  
 
The new way of working  
The main question of the research regarded the changes in the work. Are specific activities 
cancelled and how does the content of the work change? 
It is expected that as a result of e-government executory routine administrative work will 
particularly disappear on account of the fact that these activities are taken over by 
computers. Examples are coding work, document management, archiving and the intake of 
customers at separate services. Whether this also directly leads to a reduction of the number 
of employees is difficult to say. Sometimes employees are deployed at other locations within 
the organisation. New positions may also come up. Certainly during a change process such 
as digitalisation additional capacity is often required.   
But the redundancy of positions can also be booked as a saving in case of a cut-back 
operation and further downsizing. 
 
The content of the work changes as a result of digitalising work processes. The work 
becomes more complex as more process knowledge is required. The importance of seeing 
the connection between activities and the own position in the chain strongly increases. It is 
expected of employees that they are broadly and flexibly deployable within the organisation 
whereby the personal added value to the organisation needs to be clear. Core concepts for 
employees are flexibility, customer-orientation and cooperation. As a result of the 
implementation of workflow management systems the performances of the employees can 
properly be monitored. This means that the civilian gains more insight in the process so that 
the provision of services becomes more transparent. On the other hand, the supervision of 
the employee increases. Whether the latter is actually going to happen is not clear yet.  



The examined municipalities indicated that a significant investment in the training of 
employees is inevitable in order to properly implement the changes.  
 
HR Management and e-government  
Implementing e-government is almost exclusively in the hands of a limited number of actors 
whereby often very little attention is paid to what this means to the employees. Taking the 
far-reaching consequences of digitalisation into account, this is unjust. A proper 
harmonisation between the requested competences of employees is required to ensure 
success of the implementation of digitalisation. Timely anticipating changes by investing in 
employees by means of training is important. In this context, strategic personnel 
management plays an important role, according to the research. The argument is to enhance 
and centralise the strategic HR function within the municipality. A proper cooperation 
between the  alderman with HR portfolio, the municipal secretary (CEO local government), 
the HR Manager and workscouncils as a representative of the employees is essential. In this 
way the personnel factor can play a decisive role in case of implementing e-government.   
 
An example of e-government 
Municipality of ’s-Hertogenbosch: “One of the best examples that work becomes nicer and 
easier: the appointment module. With the help of the internet civilians can personally 
schedule appointments about a specific subject matter at a personally desired time. The 
municipality will make sure somebody is available. The civilian can personally indicate 
whether he/she would like to receive a reminder by SMS. As a consequence the civilian will 
be in a much better mood (no long queues, no wrong queues, the matter has already been 
prepared by the official, and the like). On average the civilians gave a score of 8 to the 
provision of services! Especially the reminder by SMS is appreciated as very positive (and 
has little costs on the part of the municipality).” 
    
   
The ‘Personele gevolgen van digitalisering bij gemeenten’ report (‘Consequences for 
personnel in case of digitalisation at municipalities’) can be found on www.aeno.nl, section 
‘deployability’.  There is only a dutch version available. 
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