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1. INTRODUCTION 

1.1. Project and document background 

On 23 March 2017, the European Commission (EC) adopted the revised European Interoperability 
Framework (EIF), containing 47 recommendations aimed at helping Member States achieve 
interoperability together with an Interoperability Action Plan (IAP).  

Among the key components provided by the EIF conceptual model are the concepts of 
organisational interoperability and integrated public service governance, which each come with 
specific recommendations for their implementation. These components are at the core of the ISA² 
action: EIF Implementation and Governance Models, and activities to further develop and provide 
guidance on them are foreseen under Actions 2 and 6 of the Interoperability Action Plan1: 

 Action 2: Identify and describe governance structures and good practices for interoperability 
coordination 

 Action 6: Clarify and propose ways to formalise public administrations’ organisational 
relationships as part of the establishment of European public services. Identify and develop 
common process models to describe business processes. Identify best practices 

In line with this action, the European Commission is currently carrying out a study to identify good 
practices in relation to organisational interoperability and integrated public service governance, and 
to develop lessons and recommendations for their implementation by European public authorities.  

As part of the activities supporting this study, the European Commission has hosted two workshops. 
The first workshop, in March 2019, was used to collect information on challenges related to 
organisational interoperability and integrated public service governance, and potential good practices. 
This workshop was open to all interested participants and was promoted via Joinup and the ISA² 
channels of communication. All workshop participants were able to propose case studies that could 
be taken analysed as part of the study activities.  

On the event page of the first workshop, a summary of the objectives and the agenda can be found, 
together with the workshop presentation, and the workshop report. 

The second workshop, in October 2019, was organised to present the initial findings of the study, 
based on the input of the first workshop, desk research, academic experts, and a publicly available EU 
survey, on organisational interoperability and integrated public service governance and discuss what 
lessons and recommendations could be drawn concerning these concepts. This document contains a 
report on the presentations and discussions held during this second workshop. 

This second workshop was also open to all interested participants. The event page of the second 
workshop contains a summary of the objectives, the agenda, the workshop presentations, and an 
introduction to the speakers. A short summary of the 5 case studies together with the factsheets 
developed for each one can be found here. The discussions and findings of the second workshop will 
feed into the study report on organisational interoperability and integrated public service governance, 
which will be published in November 2019. 

                                                           

 
1 The EIF is accompanied by the Interoperability Action Plan (IAP), which outlines priorities that should support 

the implementation of the EIF from 2016 to 2020. The IAP is comprised of five focus areas, addressing issues 

related to the identification of mechanisms to govern interoperability, collaboration between organisations, 

engagement of stakeholders, and raising awareness of the benefits of interoperability. It also covers the 

development, improvement and promotion of key interoperability enablers, while considering the needs 

and priorities of end users. 

https://eur-lex.europa.eu/resource.html?uri=cellar:2c2f2554-0faf-11e7-8a35-01aa75ed71a1.0017.02/DOC_2&format=PDF
https://joinup.ec.europa.eu/collection/nifo-national-interoperability-framework-observatory/event/eif-workshop-organisational-interoperability-and-public-service-governance-14-march-2019
https://joinup.ec.europa.eu/collection/nifo-national-interoperability-framework-observatory/event/eif-workshop-organisational-interoperability-and-public-service-governance-14-march-2019
https://joinup.ec.europa.eu/sites/default/files/event/attachment/2019-03/EIF%20-%20Workshop%20on%20Organisational%20Interoperability%20and%20Public%20Service%20Governance.pdf
https://joinup.ec.europa.eu/sites/default/files/news/2019-04/D05.02_EIF_WorkshopReport_v3.00.pdf
https://joinup.ec.europa.eu/collection/nifo-national-interoperability-framework-observatory/event/participate-our-2nd-eif-workshop-2-october
https://joinup.ec.europa.eu/collection/nifo-national-interoperability-framework-observatory/event/participate-our-2nd-eif-workshop-2-october
https://joinup.ec.europa.eu/sites/default/files/custom-page/attachment/2019-10/EIF%202nd%20workshop%20-%20presentation_FOR_DISTRIBUTION_FINAL_wvideo_0.pptx
https://joinup.ec.europa.eu/collection/nifo-national-interoperability-framework-observatory/news/discover-our-eif-case-studies
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1.2. Objectives of the Second Workshop 

The Workshop on organisational interoperability and integrated public service governance organised 
on 2 October 2019, by the European Commission had three primary aims: 

- Introduction to the study approach towards organisational interoperability and integrated 
public service governance; 

- Presentation of five case studies focussing on digital public services delivered in European 
countries (EU Member States and Norway) and the manner in which these services addressed 
challenges and issues related to organisational interoperability and integrated public service 
governance; 

- Discussion and validation of the main lessons on organisational interoperability and 
integrated public service governance that can be drawn from the case studies. These 
validated lessons will be integrated into the study on organisational interoperability and 
integrated public service governance, which will be published in November 2019. 

1.3. Workshop approach 

The workshop approached its objectives through the following primary sessions: 

 Introductory Session – In which the study approach to organisational interoperability and 
integrated public service governance was presented. In particular this included the 
description of the roadmap for integrated public services that was developed in order to 
analyse the organisational and governance challenges that confront instigators of new 
integrated public services. It also included a presentation of the case study approach adopted 
to investigate these concepts. 

 Presentation of case studies – Delivered by five “case owners” from the relevant Member 
State who had worked on the selected digital public services (see below for details). 

 Break-out sessions – To discuss and validate the lessons to be drawn from each case study.   

 Concluding session - To feed back the main lessons and findings of the break-out sessions to 
plenary and present the remaining steps and deliverables of the study. 

Additional information on the case studies and break-out sessions is provided below. A full agenda for 
the workshop is provided in Annex 1, and a list of the participants can be found in the Annex 2 of this 
document. 

Presentation of case studies 

The following case studies of digital public services were presented during the workshop: 

 Transfer of business register data over X-Road, Estonia and Finland, presented by Mr. Tambet 
Artma, Head of the Business Register Division from the Estonian Centre of Registers and 
Information Systems. More information can be found on the X-Road webpage.   

 Municipality Application Service Provider (ASP), Hungary, presented by Mr. Mihály Dán, e-
Government Advisor for the Ministry of Interior. More information can be found on the ASP 
webpage. 

 Digisos, Norway, presented by Mrs. Hege Løchen, Senior Advisor for the Labour and Welfare 
Administration. More information can be found on the Digisos webpage. 

 Standard Business Reporting (SBR), the Netherlands, presented by Mr. Frans Hietbrink, 
Strategic Advisor for the Tax and Customs Administration. More information can be found on 
the SBR webpage. 

https://x-road.global/case-study-the-business-registers-of-estonia-and-finland
https://ohp-20.asp.lgov.hu/nyitolap
https://ohp-20.asp.lgov.hu/nyitolap
https://www.ks.no/fagomrader/digitalisering/felleslosninger/digitale-sosialtjenester-digisos/hvordan-ta-i-bruk-digisos/
https://business.gov.nl/regulation/standard-business-reporting/
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 Automated Social Energy Tariff, Portugal, presented by Mr. Pedro Viana (via video), Digital 
Transformation Director for the Administrative Modernisation Agency. More information can 
be found on the Automated Social Energy Tariff webpage. 

Break-out sessions 

During the afternoon session of the workshop, break-out sessions for each case study were organised, 
with the workshop participants splitting into groups, and visiting each break-out station. Each of the 
break-out sessions was hosted by one or more facilitators from DG DIGIT, a facilitator from Deloitte, 
and the case owner (with the exception of the Automated Social Energy Tariff case study, for which 
the case owner was not able to be present). Supporting materials (factsheets) on each case study were 
shared during the workshop,  

During the break-out sessions, four or five draft lessons were put forward by the break-out session 
facilitator for each case study. Participants discussed, elaborated on and validated these draft lessons 
based on their own experiences, as well as raising additional comments and questions on the case 
study. 

2. WORKSHOP SUMMARY 

The following chapter provides a summary of the main discussion points during the workshop. The 

full minutes of the break-out sessions can be found in Chapter 3.  

 

Overall, the workshop allowed for the critique and validation of the use cases and of a set of lessons 

related to organisational interoperability and integrated public service governance developed 

through an analysis of the delivery of five digital public services (case studies) – Digisos, Automated 

Social Energy Tariff, Transfer of business register data over X-Road, Municipality Application Service 

Provider, and Standard Business Reporting. 

 

The sections below introduce the theoretical background of the study and the case study approach 

pursued. They provide a brief summary of each of the five digital public services presented, and the 

main overall lessons in relation to organisational interoperability and integrated public service 

governance that were developed during the workshop break-out sessions. 

2.1. Introductory session 

Mr. Maximilian Strotmann (Deputy Head of Unit D2, Directorate General of Informatics, DG DIGIT, 

European Commission) opened the workshop, who emphasised the difficulty of tackling and 

addressing governance issues related to interoperability issues. He marked the need to make links 

collectively and experiment to support governments promoting interoperable solutions at all levels. 

The session was chaired by Mrs. Victoria Kalogirou (Programme Manager, Unit D2, Directorate 

General of Informatics, DG DIGIT, European Commission). 

 

This introduction was followed by a presentation on the study’s theoretical background and approach 

and the selection of the case studies by Mr. George O’Neill (Consultant, Deloitte) and Mrs. Victoria 

Kalogirou.  The study draws upon a roadmap for integrated public services which provides an 

overview of the main steps and decisions public administrations have to take in order to implement 

an integrated public service. This roadmap for integrated public services is used to illustrate what 

https://www.tarifasocial.dgeg.gov.pt/
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decisions have to be made in order to address organisational interoperability and integrated public 

service governance challenges.  

 

The four general steps illustrated by the roadmap are:  

 Identify need for change – Identifying the need for a new integrated public service 

 Plan and scope – Setting up the bodies that will develop the integrated public service. 

 Engage and enable – Instigating the organisational and legal changes necessary for the service 

and setting up the necessary standards across all interoperability layers.  

 Implement and integrate – Continuing the legal and organisational changes and 

implementing any necessary new IT services.  

The roadmap includes a feedback loop so that when the final phase is reached it feeds back into the 

initial “identify need for change” phase, and the process beings again. 

 

Drawing on this roadmap, organisational interoperability and integrated public service governance 

can be understood in the following way: 

 Organisational interoperability: Refers to WHAT decisions are made for a certain subset of 

(organisational) issues – choice of organisational model, structure and relationships; IT 

resources put in place; interoperability agreements, interfaces and business processes 

 Integrated public service governance: Refers to WHO makes the decisions at each step of the 

roadmap and HOW those decisions are made. 

 

In order to investigate these concepts, five case studies were selected which matched the following 

selection criteria:  

 Location/country: Coming from a range of different countries;  

 Sector: Representing a range of different sectors;  

 Organisational structure: Including both centralised and decentralised models; 

 Maturity: Fully operational services (advanced pilot can also be considered);  

 Level of government: Covering digital public services provided by different levels of 

government (national, municipal) and including services involving collaboration across levels. 

 Good practice digital public service: Representing good practices, as justified by performance 

or nature of the service. 

 

The five case studies were selected from an initial longlist of 38 possible digital public services, which 

were identified through a survey and desk research. The full longlist of all 38 initial cases can be found 

in Annex 3 of this document. The five case studies selected are:  

 The transfer of business register data over X-Road , Estonia and Finland - Automated cross-
border transfer of data between Finnish and Estonian Business Registers over X-Road data 
exchange infrastructure; 

 Municipality Application Service Provider (ASP), Hungary - Cloud-based back-office IT system 
for Hungarian municipalities as well as front-office portal by which clients can access 
municipality services 

 Digital application for social security (Digisos), Norway - Digital process by which citizens can 
apply for financial assistance; 

 Standard Business Reporting (SBR), the Netherlands - Country-wide solution for system-to-
system submission of business reports 
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 Automated Social Energy Tariff, Portugal - Automated system to award a reduced energy 
tariff to eligible citizens; 

2.2. Presentation of the case studies 

2.2.1. Transfer of business register data over X-Road; Estonia and Finland; Tambet Artma, 

Head of the Business Register Division at the Estonian Centre of Registers and Information 

Systems 

 

X-Road is a data exchange infrastructure used in both Finland and Estonia that enables public 

organisations within these countries to securely transfer their data. The Finnish and Estonian 

authorities chose to federate their data exchange layers, meaning that public organisations from both 

countries would be able to use it for the cross-border exchange of data.  

 

The national business registers have taken advantage of this federation to set up a service under which 

they can securely exchange business register data (for example when a Finnish company sets up a 

business in Estonia). Under the agreement, reached each business register can request information 

on companies and have the data automatically transferred over the X-Road. 

 

2.2.2. Municipality Application Service Provider (ASP); Hungary; Mihály Dán, e-Government 

Advisor for the Ministry of Interior 

 

The Hungarian government has developed a new cloud Application Service Provider (ASP), the 

Municipal ASP centre. It provides an IT back-office to all Hungarian municipalities and a front-office 

portal for users (the public administrations, citizens and businesses) to access different eGovernment 

services. The system was developed in order to promote digitalisation across Hungary’s 3,178 local 

municipalities. It has now been adopted by almost all of these municipalities. 

 

To set up the system, a consortium of national ministries and agencies was set up to develop the 

different functionality. When the project moved into its operational phase, the key players driving the 

project became the Hungarian State Treasury and NISZ National ICT Service Provider. 

 

The project experienced some resistance from municipalities concerned due to the introduction of 

multiple new systems. In order to overcome this it was necessary to organise trainings (at county 

level), along with information days, consultations and on-site support. 

 

2.2.3. Digital application for social security (Digisos); Norway; Hege Løchen, Senior Advisor for 

the Labour and Welfare Administration 

 

Digisos provides a digital process by which citizens can apply for financial assistance. Financial 

assistance is a social security benefit that is distributed at municipal level. Under the process 

established by Digisos, the application is made available through a single national portal (hosted by 

the Norwegian Labour and Welfare Administration). Digisos is now available in 111 municipalities out 

of 422, covering about 50% of the population. The development of the service required close 
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collaboration between national and municipal level (5 pilot municipalities) organisations as well as 

with private sector providers.  

 

In order to develop and deliver the service, a range of agreements had to be established between the 

involved organisations. The agreement types include data processing agreements, collaboration 

agreements, and operating agreements. To help municipalities quickly reach the required agreements, 

template agreements are provided by the Digisos project team.  

 

2.2.4. Standard Business Reporting (SBR); The Netherlands; Frans Hietbrink, Strategic Advisor 

for the Tax and Customs Administration 

 

Standard Business Reporting (SRB) is a country-wide solution for system-to-system submission of 

business reports in the Netherlands. Organisations using it in the Netherlands include: Tax and 

Customs Administration; Business register; Central bureau of statistics; Education executive agency; 

Authority for public housing; and (in the private sector) banks. SBR aims to reduce administrative 

burden for businesses dealing with regulatory reporting.  

 

The project is governed at the national level, drawing on a “coalition of the willing”. The SBR 

Programme provides a public-private body for the development and maintenance of standards 

(process, data, technology) for the solution. In addition, the public sector maintains a number of 

bodies within which public-sector only discussions are held on the update of the SBR solution. A 

framework of agreements is maintained by the SBR Programme detailing the different standards 

(process, data, technology) that public organisations commit to use if they make use of the SBR 

solution. 

 

2.2.5. Automated Social Energy Tariff; Portugal; Pedro Viana, Digital Transformation Director 

for the Administrative Modernisation Agency  

 

The Social Energy Tariff is a reduced energy tariff provided by the government to citizens who have a 

low income. Initially, citizens had to apply for this tariff, and it had a low adoption rate. To counter this 

the Portuguese Government developed an automated system to assess eligibility and award the tariff. 

This resulted in an increased uptake of the tariff from around 150 000 to 850 000 citizens.  

 

The project required the cooperation of a number of different ministries, but was led by the 

Directorate-General for Energy and Geology (DGEG), which is responsible for the reduced tariff.  The 

Administrative Modernisation Agency (AMA) provide the interoperability platform over which the 

necessary data for the service is shared. Over 40 entities are connected over this platform, mostly 

public sector but also some from the private sector. 

 

The project gathered all involved entities and defined the web services and different information 

required for the service. The main advantage of the solution developed is that the citizen does not 

have to do anything. The state is responsible for collecting all the necessary information and 

processing it.  
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2.3. Legal Interoperability  

An additional presentation was delivered by Mrs. Zsofia Sziranyi (Programme Manager, from 

Directorate General of Informatics, DG DIGIT, European Commission) on the subject of legal 

interoperability (LIOP). It handled the topic of ensuring that organisations operating under different 

legal frameworks, policies and strategies are able to work together. Legal interoperability aims to 

ensure that when new legislation establishes a public service, it is consistent and compatible with 

other pieces within the existing legal framework. Moreover, legal interoperability has the ambition to 

warrant that this new piece of legal act enables the smooth design and implementation of the 

mandated public service. 

 

In this respect, Zsofia emphasised the need for a multidisciplinary approach towards law-making, 

where actors like policy makers, public service managers, data scientists or IT architects agree on the 

requirements to be embedded in the legal act. Organisational interoperability has a key role to 

establish the top-down and bottom-up communication paths, which can foster such agreements 

among the main actors.  

2.4. Main findings of the break-out sessions 

Break-out sessions were organised in order to discuss the lessons that can be drawn from each case 

study (digital public service) presented during the workshop. Each break-out session was moderated 

by a European Commission facilitator, Deloitte facilitator, and the case owner.  

 

For each break-out session, four or five draft lessons were presented. Participants commented and 

elaborated on these lessons based on their experiences, and raised additional questions. The main 

common lessons and points that can be extracted from these discussions (and which were reported 

back to the plenary session) were the following: 

 

1. Minimisation of administrative burden 

 Participants in general agreed that minimisation of administration burden was a 

principle around which digital public services should be organised. They pointed out that 

this principle should especially be taken into account when drafting the legislation 

establishing a new service. 

 The principle is implemented in several of the case studies: 

o Digisos – template agreements are provided to municipalities who want to sign 

up for the service; 

o Automated Social Energy Tariff – this is a proactive service designed so that the 

citizen does not have to apply for it at all. The citizen’s eligibility for the tariff is 

automatically assessed;  

o Standard Business Reporting – The digital government service (Logius) providing 

the digital gateway for SBR reports to public organisations has minimised the 

number of separate service level agreements it provides to the different 

organisations it serves. It instead provides standard service level agreements for 

all. 

o X-road – in order to reduce the efficiency for business, Finland and Estonia 

federated their exchange systems and automated the transfer of business registry 

information.  
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o ASP Municipality – there is a provision to sign a one-to-one agreement with the 

service bus provider on behalf of all the municipalities. 

 

2. Development of digital public services through a gradual approach (including pilots)  

 Participants strongly endorsed this principle, while acknowledging that sometimes there 

could be political pressure to pursue big projects; 

 During the X-Road break-out session, participants warned that there was a risk that if you 

“act big you fail big”. It is generally better to pursue smaller ambitions initially, 

demonstrate something works and then move forward with more ambitious projects; 

 During the Digisos break-out session, which pursued a pilot approach, participants agreed 

that pilot projects could be a good way to familiarise organisations with new technology.  

 The ASP Municipality also successfully pursued a pilot approach. First developing and 

testing functionality with a limited number of organisations. 

 

3. Involvement of the private sector 

 Participants agreed that for some types of services, the involvement of the private sector 

could be crucial (for example the use of a specific technology or for the overall functioning 

of the project). In the Digisos case study, the existing private vendors played an important 

role in developing the 4 digital solutions, and the private sector is also influential in the 

SBR project. 

 The private sector can be a positive influence in promoting innovation. Actively 

incorporating the private sector in the governance of a project can provide it with 

motivation for its involvement.  

 Participants showed some concerns, that when involving the private sector there is a need 

to avoid lock-in risks. This can be done by using standards, and renewing the procurement 

process after a number of years. 

 

4. Provision of a legal framework for new digital services 

 In one of the case studies looked at (Digisos), the digital public service was developed 

entirely within the existing legal framework. Meanwhile, for the X-Road business register 

example, legislation was passed that enabled federation of the Finnish and Estonian data 

exchange layers, which was a key enabler for the project. For two other cases, new 

legislation was passed to provide a legal basis (Automated Social Energy Tariff, and 

Municipality ASP).  

 Participants noted that initially working within an existing legal framework can speed up 

progress at first. However it is likely that legal changes will eventually be necessary (e.g. 

for the Digisos case). 

 Close collaboration between the business team developing a service and the legal 

department was recommended. 

 What is generally needed is a legal framework for a service, but not legislation that is too 

restrictive. There is a need to maintain a level of flexibility.  

 

5. Use of interoperability agreements  

 Participants confirmed that formal interoperability agreements should be pursued for 

even the simplest of integrated public services. 
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 During the discussion on X-Road, participants noted that such agreements would need to 

cover multiple aspects (potentially in several documents) including on data and technical 

issues. Life-cycle management was another point that it was suggested could be included. 

Participants also noted that the use of open data might reduce the required level of detail 

for interoperability agreements  

 During the discussions on the Automated Social Energy Tariff, participants commented on 

the relationship between interoperability agreements and legislation. Legislation should 

only cover “what not how”. Interoperability agreements can fill in some of the details on 

how.   

 

6. Making use of existing technical infrastructure 

 It was generally agreed that existing technical infrastructure should be reused where 

possible. However, this is as much for cost reasons as for reasons of improved governance.  

 It may not be necessary to build out or use a common infrastructure, but common 

architectural principles should be used when developing infrastructure. 

 A service oriented approach can then be pursued on top of the infrastructure 

 

7. Involvement of policy makers (political stakeholders) 

 One of the lessons suggested during the X-Road break-out session was that political 

stakeholders should enable a digital service project (e.g. by promoting the creation of the 

necessary infrastructure) but then step back. Participants noted, that political 

stakeholders are needed not just at the start of projects but also to overcome barriers and 

blocking factors.  

 

8. Balancing flexibility and consistency for standards 

 As demonstrated in the SBR case study, digital public services need to balance 

requirements for flexibility and rigidity when developing and maintaining standards. 

Rigidity is required to limit the impact on other parties from constant changes. However 

it is necessary to leave flexibility to develop additional codes and capabilities. Standards 

need to have some flexibility so that they can be adapted to meet new legislative 

requirements.   

 

9. Standardisation on the process level 

 During the discussions on the SBR case study, participants agreed that standardisation of 

business conduct should be the starting point for digital public services (both on the 

semantic and process level). 

2.5. Conclusions of the workshop 

Concluding remarks for the workshop were delivered by Mr. Georges Lobo (Programme Manager, Unit 

D2, Directorate General of Informatics, DG DIGIT, European Commission) and Mrs. Natalia Aristimuño 

Pérez (Head of Unit D2, Directorate General of Informatics, DG DIGIT, European Commission ). The 

main output of the workshop is the validated lessons on organisational interoperability and 

integrated public service governance. The comments and elaborations on these lessons will feed into 

the study on organisational interoperability and integrated public service governance currently 

being drafted. This study will be published and shared in November 2019. 
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Information was shared about the SEMIC conference in Helsinki in October, and the interoperability 

academy winter school organised in collaboration with KU Leuven in December. Both events will 

provide opportunities to discuss issues related to those raised in the workshop. Several other related 

events are also organised by ISA² and more information about them can be found on the ISA² event 

page.      

 

2.6. Follow-up to the workshop 

Following the workshop, the study team will assess the comments and responses to the lessons on 

organisational interoperability and integrated public service governance presented during the break-

out. This input, together with additional interviews with the case owners, will be used to finalise the 

case studies. On the basis of these finalised case studies and the lessons that can be drawn from them, 

a report on organisational interoperability and integrated public service governance will be published 

in November 2019.   

https://ec.europa.eu/isa2/events_en
https://ec.europa.eu/isa2/events_en
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3. DETAILED MINUTES OF THE BREAK-OUT SESSIONS  

The following section provides detailed minutes of each break-out session. For each session, four or 

five draft lessons were presented by the moderators. These lessons were discussed and elaborated 

upon in turn by the workshop participants. Additionally 4 EIF guidelines were presented to the 

participants, to be linked with the suggested lessons taken from the use cases. Due to lack of time 

during the break-out sessions, this exercise was not performed for most of the break-out sessions.    

3.1. Transfer of business register data over X-Road 

 Case owner:  Tambet Artma 

 EC facilitators: Cécile Guash and Maxim Chantillon 

 Deloitte facilitator: George O’Neill 

 

Four draft lessons that could be taken from the case study were discussed during the break-out 

session, as described below: 

 

Lesson 1: Build on existing technical infrastructure to simplify governance issues. 

 Building from scratch is often actually easier as you don’t have to deal with the technical 

difficulties of interconnecting different systems. 

 However, for cost reasons reuse of existing infrastructure is preferable. One platform is 

cheaper than multiple platforms. 

 Instead of building a common infrastructure, a better approach is to build infrastructure 

according to common architectural principles. 

 On top of the infrastructure, a service-orientated approach should be pursued. 

 The Open Peppol network provides one example where services are established on top of a 

common infrastructure.  

 

Lesson 2: Start with small, feasible projects with clear added value 

 In general, participants strongly endorsed this principle. However they mentioned that there 

can be political pressure to pursue big projects. The risk is that “if you act big, you fail big”. 

 The best approach is to demonstrate that a solution works and then move forward  by 

gradually expending the deployment of the solution. 

 

Lesson 3: Even for simple cases, formal interoperability agreements (contracts) are necessary and 

can include issues from technical access specifications to security requirements and costs 

 Participants felt that interoperability agreements were absolutely necessary to establish 

integrated public services (even in simple cases) 

 Details such as costs, data formats, maintenance procedure can be included depending on the 

requirements of the project. Lifecycle management issues can also be included in such 

agreements. 

 It was felt, however, that using open data might reduce the requirements for the scope and 

level of detail that needs to be included in interoperability agreements.  
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Lesson 4: Political stakeholders should open the door (e.g. pushing through the X-Road federation) 
but do not need to be involved in the details of particular projects 

 Political stakeholders “officially” initiate a project, but they are often needed at later stages 

also, to re-inforce the execution of the “project” 

 Political involvement is needed at the beginning of the project, but also when you want to 

mandate the use of a solution, or when there are barriers that need to be overcome. 

 

Links with EIF Recommendations 

 EIF Recommendation 25: Ensure interoperability and coordination over time when operating 

and delivering integrated public services by putting in place the necessary governance 

structure 

o It can be useful to create a separation between a more rigid core governance for the 

architecture, and more flexible governance structures (e.g. taskforces) to deal with 

ad-hoc issues. 

 EIF Recommendation 26: Establish interoperability agreements in all layers, complemented 

by operational agreements and change management procedures. 

o It is advisable to establish separate change management procedures for different 

layers. For architectural issues, the key principles should be rigid. But for some data 

elements, more flexibility is required to address legislative and other changes. 

 EIF Recommendation 28: Document your business processes using commonly accepted 

modelling techniques and agree on how these processes should be aligned to deliver a 

European public service 

o Not discussed 

 EIF Recommendation 29: Clarify and formalise your organisational relationships for 

establishing and operating European public services 

o Not discussed 
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3.2. Municipality Application Service Provider (ASP), Hungary 

 Case owner: Mihály Dán  

 EC facilitators: Zsofia Sziranyi and Cécile Guash 

 Deloitte facilitator: Lorenzo Carbone and Anita Cioffi 

 

Introduction 

Participants were welcomed by Zsofia Sziranyi and Cécile Guash, together with Lorenzo Carbone and 

Anita Cioffi, a brief introduction on the case was made and extra details were given by Mihály Dán, 

the representative of the Municipality ASP team. The following lessons were discussed: 

 

Lesson 1: State responsibilities for each organisation in an official document to ensure a clear 

division of duties and prevent conflict of interests 

 The case owner commented that the consortium is quite big. Powerful public administrations 

are in it so it was important to provide clear instructions. 

Lesson 2: Changes in the governance structure from the development stage to the delivery stage 

can allow the new leader to be focused on any gaps and fill them accordingly 

 In a continuous evolving environment, flexibility of legislation to allow changes of governance 

structure is crucial. 

Lesson 3: A clear definition of responsibilities in legislation can increase the level of transparency 

and facilitate service delivery  

 There were some concerns among participants that defining responsibilities in legislation 

could result in rigidity. 

Lesson 4: Administrative simplification (an EIF principle) should be pursued where possible, as done 

through the creation of a single interoperability agreement between the Municipality ASP Centre 

on behalf of all municipalities with each base registry. 

 The participants agreed on this lesson without further comments. 

Lesson 5: The existence of a national technical infrastructure can help resolve not only technical 

interoperability challenges, but also semantic and organisational ones. 

 NA 

Other discussion points: 

A series of other questions and discussion points were raised by the break-out session participants, 

and addressed by the case owner: 

 Why was their resistance to the new system? Did municipalities feel there was a too high level 

of control? Was there resistance to cultural change?  

o Some municipalities felt that the data was not stored by them but by the central 

government and that raised some control issues for them. However the overall 

ownership of the data stays with the municipality, and the solution is free. This helped 

to reduce resistance. 

 Why was this type of architecture implemented?  

o This was due to cultural factors – in particular, Hungary’s centralised culture. 

 Are there other territorial structures affected by this?  

o In Hungary, the county and regional level are not autonomous so they do not need 

the new service and are not affected by the new legislation. 
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 Was there also resistance from the private sector?  

o There was resistance from some data and software companies as they lost business 

opportunities, after the centralisation of the services provided through ASP. 

 How does the system deal with needs for local customisation?  

o There are templates forms that each municipality can adapt.  

 How was the project funded? 

o Initially the project was partially funded by the EU, but in the future it will be funded 

at national level. 

 Is there the possibility of collaboration between sectors using the ASP Centre? For instance, 

can the police collaborate with the municipality?  

o They can collaborate but it is not a machine to machine interaction yet. 

 How do you measure the success of this project?  

o It can be seen as a successful project due to the increased levels of digitalisation now 

observed at municipal level. 
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3.3. Digital application for social security (Digisos), Norway  

 Case owner:  Hege Løchen 

 EC facilitator/s: Zsofia Sziranyi 

 Deloitte facilitator: Mira Sallamo 

 

Introduction 

Zsofia provided a brief introduction to the case and extra details were given by the case owner, Hege 

Løchen, from the Digisos team. Some initial questions were addressed about the Digisos case: 

 The autonomy of the municipalities is a legal fact. There is no legal way for the national 

government to force the municipalities to join projects such as Digisos.  

 The freedom of the municipalities also implies that they can have different rules on delivering 

financial assistance, for example some flexibility in the criteria used, etc. 

 Up until now no legal constraints have been encountered, but it is expected in the future that 

some legal changes will be necessary. In that case, the Digisos team will cooperate with 

lawyers and the ministry. 

Following these introductory points, participants discussed the following lessons: 

Lesson 1: Template agreements can be used to enable the formalization of the organizational 

relationship between large numbers of stakeholders. The level of customization possible for these 

templates can differ according to the organisational preferences. 

 The use of templates helps in saving time. Legal experts are not directly needed anymore to 

analyse the agreement, or they only have to go over minor parts of the agreement. 

 Some customisation in the templates should be allowed, but not too much, because then the 

simplification effect is lost. 

 

Lesson 2: A pilot approach with a limited number of organisations can help develop both technical 

solutions and organisational relationships. 

 There are always some users that are afraid of new technology, in this case, the use of pilots 

can help to show that the project can really work.  

 Pilot projects provide an alternative for Beta-versions going live.  

 

Lesson 3: Private sector providers can add complexity to a project but may also be key for its success. 

They should be involved in the discussion from the beginning 

 Inclusion of the private sector in the project was important and inevitable. The development 

of the 4 different software solutions was done by private sector companies.  

 The private sector can provide a good mix of innovative software techniques and development 

to a project. In general it can promote the use of innovation. 

 The inclusion of big private players in the sector can be beneficial when a standard has to be 

adopted, as the bigger company has more leverage to use the standard and other companies 

will follow.  

 Private companies can promote the sustainability of a service, as they can be relied upon to 

continue providing a service for a longer time.  

 Involvement of private companies can also bring risks of lock-in. To avoid this a standards-

based approach should be pursued, with a new round of public procurement every 7-8 years, 

and the public sector maintaining ownership of the system. 
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 It is necessary to provide the correct commercial incentive to convince private companies to 

get involved. 

 Data and privacy protection issues can be a concern when transmitting data to private parties. 

An analysis regarding the GDPR is required.  

 There can be an issue related to procurement and the way in which private parties are 

selected. The procurement regulation acts should be followed but issues can appear with 

existing providers, and procedures can take a long time to appoint a private party provider. 

 For the longer term, and to promote cost reduction, a good option is to pursue open source 

standardisation.  

 There is a certain risk of ownership involved when including a private vendor. Good 

agreements have to be arranged on topics such as user licenses, maintenance, updates, and 

the possibility to access the source code.  

 The Netherlands had some issues with open contracts resulting in contracting people without 

the correct knowledge. A private company contracted to help analyse and develop software 

for the Netherlands taxation office lacked detailed knowledge about the Netherlands law. 

 The Danish municipalities have a joint procurement project: Kombit 

(https://www.kombit.dk/aboutkombit) 

 

Lesson 4: Working within existing legal boundaries can speed up the development and the 

deployment of the service 

 It seems indeed to be possible to start this project within existing legal boundaries, but 

eventually legal changes will be necessary, especially when digitalising older laws.  

 It is recommended to have a close collaboration between the business team and the legal 

department. The business team should first assess what it can do within the existing 

boundaries. Only after this step, should the business team and legal team sit together and 

come up with clear requirements for legal changes.  

 There should be a process of co-creation between the IT team, the legal team and the business 

teams. Lawyers and IT specialists should work together to find the best solution. 

 It is often not easy to implement legal changes to enable a project. It can take several years 

before changes are included in a legal act.  

 The actual legal basis for an integrated public service should be checked carefully.  

  

https://www.kombit.dk/aboutkombit
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3.4. Standard Business Reporting (SBR), The Netherlands 

 Case owner: Frans Hietbrink  

 EC facilitators: Miguel Alvarez Rodriguez and Maxim Chantillon 

 Deloitte facilitator: George O’Neill 

 

Introduction 

Following a brief description of the case study, an initial questions was raised about the objectives of 

the SBR project: 

 The overall aim is to simplify the process for the users. The idea is to make it as simple and 

logical as sending an email. Everybody knows in what fields the e-mail address should be, or 

the topic title, the CC and BBC or the text content.  

Lesson 1: Standardisation on the process level can encourage take-up of a common solution. To be 

successful, structures must be put in place to properly maintain these standards. 

 Standardisation is the key for developing any solution. 

 When it comes to the use of standards, first use the standards agreed in international or 

national agreements (example: ISO-codes), only after these standards have been assessed, 

should new definitions be put forward.  

 Standardisation of business conduct is the start for anything (both for the semantics and the 

processes). Semantics have to be clear for the users.  

 Use open data, and standardise the way you send and receive open data. 

 One side agreements are used. This means that it is decided from one side only to do the 

communication always in the same way.  

 A need for a standard can be given by only one external party (a bank), this new standard can 

be developed by them and be re-used by the national service, or other parties in other sectors.  

 It can be good to try to find similar processes to develop a common one.  

 Standardisation can be used in many cases, it should be possible to have separate processes 

that make use of the same standards  

 

Lesson 2: It is necessary to find a balance between providing consistency and flexibility for standards 

(e.g. providing a data architecture, but allowing flexibility for organisations to provide their own 

data definitions) 

 If a standard or other base document is changed, it has an impact on all reports and parties. 

Therefore a standard should be rigid.  

 Despite the rigidity of a standard, there should always be room to develop extra codes, 

because sometimes there’s need of additional aspects regarding the architecture. When there 

are some key principles, and the legislature decides on something new, standards and 

agreements need to be flexible enough to integrate this. 

 This balance between consistency and flexibility also has value for the governance approach. 

There is a need to provide a rigid structure to deal with the different actors, but also allow 

flexibility when actors request it and the project requires it. 

 A good overall taxonomy should be in place.  

 Data concepts only needs to be created when the need for them arise.  

 When standards or processes are flexible, bear in mind that other stakeholders are also using 

them, and have to adapt to any changes.  
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Lesson 3: Public-private governance structures can be an important and necessary way to encourage 

private sector involvement. Public-sector only communication channels are also valuable as are 

bilateral ones. They can be maintained in parallel. 

 The business interest of the private sector is usually in the driving seat of new technology and 

developments. So a private sector involvement is beneficial for the public sector.  

 If the project, such as the project for management of documents, is only made for the public 

sector, there shouldn’t be a need to involve the private sector. On the other hand, in the case 

of SBR, there is always a need for private sector accounting service providers.  

 Whether there is a formal or informal role for the private sector, it will ultimately be the public 

sector who decides.  

 Involving the private sector depends on the maturity of the market.  

 Involving the private sector in governance can provide a good motivation (incentive) for the 

private sector to get involved. 

 Having public sector discussion fora to discuss policy issues without lobbying from the private 

sector can be beneficial. Decisions benefitting only one company need to be avoided.  

 From Estonia, the project Reporting 3.0 is a similar project, which involves Public-Private 

collaboration. (https://www.emta.ee/et/uudised/palga-ja-toojou-andmete-esitamine-

muutub-2018-aasta-algusest-automaatseks)  

 

Lesson 4: To minimise the number of agreements required, public organisations (such as Logius) can 

provide a single service level agreement valid for all public consumers using its services. 

 Logius has standard service level agreements (SLAs) at different levels.  These SLAs are not 

imposed, but users can freely choose between them according to their needs.  

 

  

https://www.emta.ee/et/uudised/palga-ja-toojou-andmete-esitamine-muutub-2018-aasta-algusest-automaatseks
https://www.emta.ee/et/uudised/palga-ja-toojou-andmete-esitamine-muutub-2018-aasta-algusest-automaatseks
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3.5. Automated Social Energy Tariff, Portugal 

 Case owner: Pedro Viana 

 EC facilitator: Miguel Alvarez Rodriguez 

 Deloitte facilitators: Lorenzo Carbone and Anita Cioffi 

 

Following a brief description of the case study, the following draft lessons were discussed by 

participants: 

 

Lesson 1: Reduction of administrative burden on the citizen should be maintained as a leading 

principle when designing new integrated public services 

 The Automated Social Energy Tariff provides an example of a “proactive service”. 

 The reduction of administrative burden reduces the complexity and represents a good 

example of process optimisation (data is provided only once).  

 Citizen-centric approach: the automation of the social tariff brings an added value to the 

customers and makes the service user-friendly and focused on an improvement of the “citizen 

experience”. 

 The reduction of administrative burden should be prioritised not just for the design of new 

integrated public services but for “the design of new legislation”. 

 Participants raised concerns related to the privacy of customers since not all users would be 

happy that energy providers share with DGEG their data to verify the eligibility criteria. In 

particular, is it possible for eligible customers to protect their own data and not be included 

in the social tariff? A proposal from one of the attendees was the introduction of an 

authorisation gate: the energy provider should inform the customers on their status in the bill 

and ask them if they would apply for the social tariff or not.  

 In the future, the national budget will finance the social tariff. Since the service is free, if the 

number of customers under the social tariff drastically increases this will have an impact on 

the public expenditure.  

Lesson 2: Protocols can be used to clearly define the role of different public organisations in 

delivering a service. These protocols can build on legislation defining the service and include details 

on eligibility criteria for the service and on what data must be transferred to provide the service. 

 Legislation should not say “how” but only “what”.  

 It is necessary to have a common framework and good practices to avoid confusion.  

 The law defines the roles and responsibilities under the automatic social tariff. This could 

represent a constraint for the changes. What is needed is a legal framework and not a tight 

legislation.  

 

Lesson 3: Re-use of existing infrastructure can facilitate cross-sectoral collaboration and enable the 

effective development and governance of new services. For this case, the re-use of the iAP Platform 

was a key success factor for the project. 

 The existence of a data exchange platform that supports interoperability data standards is 

indeed a pre-condition for the success of such a project.  

 The infrastructure guarantees interoperability both cross domain and cross border. 

 One of the attendee raised a doubt regarding semantic interoperability. It was clarified that 

the interoperability is guaranteed thanks to the iAP platform (canonical data model) where 

DGEG, TA and IISS share data (they use the national base registry).  
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Lesson 4: Definition of key principles for eGovernment services in legislation provides a common 

basis which facilitates the development of new services and reduces barriers to effective integrated 

public service governance 

 For this service we see a number of key principle such as:  

o “once only principle” 

o “digitalisation first but not only” 

o “no wrong door policy”.  

 Participants had several other questions related to the service, including: 

o Is the initiative compliant with the GDPR?  

o How does DGEG define the household? 

o Do the energy providers receive a re-fund for the application of the social tariff?  
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ANNEX 3: LONG LIST OF DIGITAL PUBLIC SERVICES 

NR Integrated 
Public Service 
/ Good 
practice 

Country Sector / Area Description Link 

1 X-Road Estonia Horizontal Originally developed in Estonia, X-Road is a distributed information exchange platform that makes it possible 
for different systems across the public sector to communicate; for example, the police can access data from 
the health system, tax board or business registry and vice versa.  
It is an open source solution which has now been adopted in Finland as well, allowing federation between 
the two country’s data exchange systems. 

Link 

2 Central 
municipality 
ASP 

Hungary Local 
government 

The Hungarian central municipality ASP is a centrally provided, modern, integrated shared service provided in 
SaaS model for specific domains of local administrative management, ensuring standardised internal 
operation and a common platform for e-government service provision that integrates all necessary building 
blocks. 

Link 

3 Digisos Norway Social 
security 

Digisos makes the application for financial social assistance available digitally to users. It involves a 
collaboration between state and municipal governments, however, these different levels are not visible to 
the user. The state and municipal authorities have come together to build a completely new digital 
infrastructure which ensures that users will not have to enter information several times. 

Link 

4 Digihealth Norway Health Digihealth is a digital solution enabling users of home-based health services to communicate with their 
health providers. These users are able to: send and receive messages from the health and care services in the 
municipality; see home visits and cancelled visits; get notified about home visits on text message or email 
This service involves a collaboration between municipal and national level. It was piloted with Bergen 
municipality, the municipality of Oslo, and the municipal cooperation at Øvre Romerike, KS. The other 
organisations involved are the Directorate for eHealth and the three suppliers of electronic patient record 
systems. 

Link 

5 RUIAN Czech 
Republic 

Geospatial 
data 

The Base Registry of Territorial Identification, Addresses and Real Estates (RUIAN) provides up-to-date 
information on location data. The registry was developed between 2009 and 2012, integrating data which 
had initially been uploaded in a variety of forms and by a number of different organisations into one format 
in one centralised location. Thousands of local authorised editors now provide updates. 

Link 

https://e-estonia.com/solutions/interoperability-services/x-road/
https://ohp-20.asp.lgov.hu/nyitolap
https://www.ks.no/fagomrader/digitalisering/felleslosninger/digitale-sosialtjenester-digisos/hvordan-ta-i-bruk-digisos/
https://www.ks.no/fagomrader/digitalisering/felleslosninger/meldinger-og-kalender-pa-helsenorge.no-digihelse/
https://geoportal.cuzk.cz/mGeoportal/?c=dSady_RUIAN_A.EN&f=paticka.EN&lng=EN
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6 Digital service 
teams 

Multi-
national 

Horizontal A number of digital service teams have been introduced in governments around the world (e.g. Government 
Digital Service (UK), US Digital Service and 18F (USA), Canadian Digital Service, D9 (Finland), Team Digitale 
(IT)). These teams aim to introduce organisational change through new skills/capabilities and capacities to 
transform the way that public administrations are introducing technology innovations and citizen-centric 
approaches. 

 

7 ePayBL.de Germany Electronic 
payment 

A community of different German administrations developed a service that allows the direct payment of fees 
etc. to the public sector in Germany. The project solved multiple, legal, organizational and technical 
challenges through  integrating common payment services (giropay, credit card, PayPal, advance payment 
and invoice, SEPA-debit with fiscal backend services) to introduce a service common in the private sector but 
not previously possible in the public sector. 

link 

8 INSPIRE 
knowledge 
base 

Europe Geospatial 
data 

The INSPIRE knowledge base provides a coherent, open and collaborative view of efforts to implement the 
INSPIRE Directive, alongside other reference materials developed and evolved by INSPIRE stakeholders. One 
component includes the INSPIRE in Practice platform, which shares generic recipes for implementing the 
Directive, specific real-world practice joined to them and details of the underlying software solutions used. 

Link 

9 National 
Portal for the 
Codification 
and Reform of 
Greek 
Legislation 

Greece Legal A central portal will be created for all codifications (consolidations) of Greek legislation developed by Public 
Authorities. An ontology has been created for the classification of regulations and the standardisation of the 
codified regulations, and APIs and services will be provided. The portal will connect the Greek Parliament, 
Ministries, the General Secretariat of the Government, the National Printing House. 

link 

10 Issue of 
driving licence 

Greece Transport A number of different organisations have to be interconnected in order to issue a driving licence (Ministry of 
Infrastructure  and Transport Directorate D of Road Traffic  & Safety; Computer  & Electronic Systems 
Support Service;  Transportation  and Communications Services throughout the country;    
Ministry of the Interior Directorate D of Passports; European Network – RESPER; Driving Schools)   
In order to design the renewed integrated public service to issue a driving license, a working group was 
established. The members of the working group represented all relevant Departments and discussed issues 
relevant to IT specifications, legislation, administrative roles and processes, and ensuring strong 
commitment. External stakeholders also participated. 

link 

https://www.epaybl.de/?ID=80&art_param=28
https://inspire.ec.europa.eu/
https://publications.europa.eu/documents/2748022/2912175/Wed_09_30_Plen_LEG_GR_Valatsou_Ntalakou.pdf
https://slidewiki.org/presentation/108796-2/imm-interoperability-maturity-assessment-for-public-services/108796-2/718238-1/?language=en#/slide-717958-1
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11 Integration 
Platform – 
“Energy Social 
Fare” Service 

Portugal Social 
security 

Portugal created an “Energy Social Fare” to lighten the burden for low income families in relation to energy. 
Since 2016, the responsibility for the fare application has resided with the State (Direção Geral de Energia e 
Geologia / Directorate General for Energy and Geology – DGEG), rather than the energy companies.  
In order to deal with the roughly 4 million records involved, an information system was developed by DGEG 
to communicate with energy companies, the tax system and social security system. This information system 
uses the Integration Platform developed by the Administrative Modernization Agency and made available to 
all public administrations in Portugal.  
The Integration Platform acts as a central Interoperability node with a catalogue of web services, provided by 
authentic sources of information than can be used and reused by the different entities. With a single 
connection, one information system can potentially exchange cross sector data with all other cross sector 
public information systems, already in use by public entities in Portugal. 

Link 

12 Integrated 
Administrative 
Court Case 
Management 
System  

Greece Legal The aim of the system is the coordination, through digitisation, of work flows of all administrative courts 
(henceforth AC). Before the adoption of the system, the computerisation of administrative courts was 
fragmented. The new system integrated the existing court databases and provided for a uniform work flow of 
court processes (integration of organisational process through standardisation). The Central Organisational 
Committee for the IACCMSG, which was established by the General Commission of Administrative Courts (an 
institution of AC responsible to monitor their operation, it consists of judges), together with CS coordinate 
the operating procedures of the new IS system. The IACCMSG facilitated the communication of the members 
of the judiciary and the courts. 
The new system integrated the existing court databases and provided for a uniform work flow of court 
processes (integration of organisational process through standardisation). The Central Organisational 
Committee for the IACCMSG, which was established by the General Commission of Administrative Courts (an 
institution of AC responsible to monitor their operation, it consists of judges), together with CS coordinate 
the operating procedures of the new IS system. The IACCMSG facilitated the communication of the members 
of the judiciary and the courts. 
The system is also interoperable with several external systems, including the lawyers portal for the electronic 
registration of claims and with the portal of counsellors of the state for the notification of court decisions 
(institutional agreements reached on the interoperability of these systems depend on the needs of 
authorities that collaborate for the exchange of information) 

Link 

13 Catalogue of 
services 

Estonia Horizontal All transactional services currently described in a central Catalogue of Services using a machine readable 
description language based on the CPSV-AP. It provides a holistic overview of public sector services and 
makes these services comparable to one another. All other services (indirect services and support services) 
are also currently being added to  

Link 

https://www.tarifasocial.dgeg.gov.pt/
https://www.espa.gr/en/pages/BestPracticesFS.aspx?item=1258
http://mkm-itao.github.io/catalogue/
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14 Toolbox for 
plan- and 
building case 

Norway Construction Provides a series of tools to assist in digitising the handling of plan and building case work for municipalities 
particularly for local conversion projects. This includes the Geo-Integration solution, which provides a set of 
standards for electronic interaction between systems that form part of geographically related case 
management 

link 

15 Cooperative 
networks 

Estonia Horizontal In the area of public services development and management, Estonia has put into place several networks 
that gather specialists from all the ministries responsible for public services. These networks include: The 
Council of Public Services; The Council of IT-architecture; The Council of Data Protection; and The Network of 
IT-managers.  
 
These councils can create best practices and adopt rules of conduct in their domain. They help to build trust 
and cooperation between organisations and ensure that organisations adopt rules in the same manner. 

 

16 A-melding Norway Business 
reporting 

Through this a-melding form, information is provided on employees' income, employment circumstances and 
payroll withholding tax, in addition to employer's National Insurance contributions. This is sent to the 
Norwegian Labour and Welfare Administration (NAV), Statistics Norway (SSB) and the Norwegian Tax 
Administration.  If the employer or accountant has a system that is fully integrated the a-melding is 
submitted directly from the payroll system. 

link 

17 Management 
service – tax 
requests 

Greece Taxation Provides an Integrated Information System for multi-channel information, service and support of the tax 
administrations. Applications supported include managing requests, issue of certificates, and providing a 
guide to administrative procedures. It provides a common and unified service regardless of communication 
channel. 

link 

18 Unemployme
nt card 

Greece Social 
security 

A revised procedure was developed to register in the unemployment register and for the provision of an 
unemployment card. Certain items of the form are pre-filled. The card provides a common protocol for the 
exchange of information with connected systems. 

link 

19 Procedure for 
digital 
transformatio
n and 
alignment of 
business 
processes 

Greece Public works Under this initiative, a working group with representation of all departments involved in public works was 
established in order to work out where digitalisation was possible. The duties of this group were: 1. Mapping 
of existing processes; 2.Definition of interrelations between internal and external stakeholders; 3. 
Reorganization of business processes with the aid of a modelling technique to achieve alignment. 

 

https://www.ks.no/fagomrader/digitalisering/felleslosninger/verktoykasse-plan--og-byggesak/
https://www.altinn.no/en/forms-overview/the-a-ordning/a-melding---alle-skjema/
https://slidewiki.org/presentation/108796-2/imm-interoperability-maturity-assessment-for-public-services/108796-2/719744-1/?language=en#/slide-719744-1
https://slidewiki.org/presentation/108796-2/imm-interoperability-maturity-assessment-for-public-services/108796-2/718238-1/?language=en#/slide-718238-1
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20 Aurora Finland Horizontal The Aurora project aims to develop a digital platform (AI assistant) that will offer a personalized selection of 
services to each user, filtering them according to his or her individual needs at particular moments in life. 
The software will identify the combinations of services — from both public and private providers — that 
prove most popular with particular user groups over time. 
 
A trial period began in September 2018. It focussed on:  
-      moving to a new place of study, 
-      taking courses to improve employment opportunities, and 
-      supporting children and parents in changing family relationships 

Link 

21 Digitalisation 
mediator 

Belgium 
(Flanders) 

Horizontal The Flemish government has introduced the role of digitalisation mediator to help facilitate discussions 
between interested parties and different levels of government. This is currently an informal role, but they are 
looking at formalising it. 

Link 

22 PROMETA Luxembour
g 

Horizontal The BPMO accompanies administrations and public bodies in their business process management and 
optimisation of their organisation.  Its role is to provide support, training and coaching, and also to deliver 
and support IT projects to public administrations with a business process management deployment approach 

Article 

23 Suomi.fi Finland Horizontal Provides a range of shared services – eAuthorisations, Web service, service catalogue, data exchange layer, 
eID, messages. 

link 

24 Interoperable 
building 
blocks for 
electronic 
data 
gathering, 
implementati
on for eSocial 
Security 

Slovenia Social 
security 

The project enabled efficient interoperable electronic data collecting from 50+ data sources within the public 
sector and wider (from banks as well) – initially for the purposes of e-Social Security. The data is used to 
support decisions on social support and other social benefits. The system has now been in operation since 
2012 and the solutions developed have been used as building blocks for other services. 

OECD case 
study 

25 Electronic 
Exchange of 
Social Security 
Information 
(EESSI) 

European Social 
security 

The EESSI system will provide the means for national social security institutions to exchange information. By 
July 2019 all Member States have to “finalise their national implementation of EESSI and to connect their 
social security institutions to the cross-border electronic exchanges” 

link 

https://www.zdnet.com/article/meet-aurora-finlands-ai-assistant-aims-to-give-each-citizen-tailored-advice/
https://economie.fgov.be/en/themes/online/belmed-online-mediation/alternative-dispute-resolution/continue/alternative-settlement-options/mediation/belmed-partners/bemiddelingsplatform
https://joinup.ec.europa.eu/document/prometa-organisational-interoperability-framework-eservice-design-luxemburg
https://esuomi.fi/?lang=en
http://www.oecd.org/governance/digital-government/toolkit/goodpractices/slovenia-p3-interoperable-building-blocks-for-electronic-data-gathering.pdf
http://www.oecd.org/governance/digital-government/toolkit/goodpractices/slovenia-p3-interoperable-building-blocks-for-electronic-data-gathering.pdf
https://ec.europa.eu/social/main.jsp?catId=869
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26 ECRIS European Law 
enforcement 

Tool to search for criminal records of suspects, of European citizens of another EU country. The tool is 
developed by DG JUST, this one tool is spread over the countries, but some countries use their own tool, to 
connect to the ECRIS platform. 

link 

27 e-APP European Legal e-APP aims to develop an electronic system for the issuance and verification of Apostilles issued under the 
Hague Convention. The e-Register component of the e-APP enables the electronic verification of an Apostille 
in the register of the Competent Authority from which it emanates. 

link 

28 i-Support European Legal i-Support aims to develop an electronic case management and secure communication system for the cross-
border recovery of maintenance obligations (e.g. alimony and child maintenance) The i-Support Electronic 
Case Management and Secure Communication System (ECMSCS) provides an efficient solution to support the 
public administrations to deliver the best services in an efficient and effective way. It is implemented in 13 
countries worldwide. (AT, BE, EE, FI, FR, DE, IT, NL, NO, PT, CH, and Brazil, USA) 

link 

29 ARERT / 
ENRWA 

European Legal European Network of the Registers of Wills Association (ENRWA) or ARERT, is a private organisation, in 
cooperation with the Council of Notaries (CNUE), currently creating an interconnection of registers of wills at 
the EU level. 
It is implemented in different MS, and there is a study to create XML schemas for an electronic European 
certificate of succession. 

link 

30 Standard 
Business 
Reporting 
(SBR) 

Netherland
s 

Business 
reporting 

Standardised solution that enables automated business reporting – adopted by a number of government 
agencies already in the Netherlands: Tax and Customs Administration; Central Statistics Office, Chamber of 
Commerce 

Link 

31 Universal 
social card 
(TSU) in Spain 

Spain Social 
security 

Provides a single IT system to manage all public benefits managed by different administrations (general state 
administration, autonomous communities, local entities, other entities). 

TSU website 

32 Digital Justice Spain Legal Technological solution for management of legal cases submitted to the Courts. The system enables Spanish 
judicial bodies to electronically manage data and judicial documents. 

EPSA case 
study 

33 Justice 3.0 Austria Legal Project addressing how IT workplaces of the Austrian justice system should be design to ensure that staff can 
provide up to data and efficient services for citizens and businesses. 

EPSA case 
study 

34 Company 
Dossier 

The 
Netherland
s 

Business 
reporting 

Provides a central electronic record on which a business can place certain information about its operations 
just once and have this information reused to fulfill reporting requirements to different government bodies. 
The company itself rules on which authorities can access the information in its Company Dossier. 

Article 

https://ec.europa.eu/info/law/cross-border-cases/judicial-cooperation/tools-judicial-cooperation/european-criminal-records-information-system-ecris_en
https://www.hcch.net/en/news-archive/details/?varevent=193
https://assets.hcch.net/upload/descr_isupport_en.pdf
http://www.arert.eu/?lang=en
https://business.gov.nl/regulation/standard-business-reporting/
https://www.tarjetasocialuniversal.es/wps/portal/tsu/TSocial/AccesoTSU/!ut/p/z1/dY3LDoIwFES_hQVb7rUFre4aHwuiEoIodmPAlEJASqDK70uiC010dmdyJgMCEhBN-ihVakrdpPXIZzG9eAHDiY9kG4QRxRDnfMXonmBM4AQCxKeClBHkmxnhx_hA10v3LeCfcAQfhKp19rrjTUaZAtHJXHayc-7dWBfGtP3CRhuHYXCU1qqWzlXfbPw1KXRvIPk2IZINtFWV74yXudyynv9zseM!/dz/d5/L2dBISEvZ0FBIS9nQSEh/
http://verwaltungspreise.at/index.php/Digital_Justice
http://verwaltungspreise.at/index.php/Digital_Justice
http://verwaltungspreise.at/index.php/Justice_3.0_/_eJustice#tab=Project_info
http://verwaltungspreise.at/index.php/Justice_3.0_/_eJustice#tab=Project_info
https://joinup.ec.europa.eu/collection/egovernment/document/company-dossier-company-dossier
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35 Austrian 
electronic 
health records 
(ELGA) 

Austria Health ELGA is an information system that simplifies the process of accessing health records for both patients and 
doctors, as well as other healthcare professionals at hospitals, care facilities and pharmacies. Health data 
such as a patient's test results are generated by a variety of health institutions. ELGA connects all of them 
and makes the relevant health data available digitally by means of a link.  

OOP best 
practices 
report 

36 German 
Refugee 
Digitisation 
System 

Germany Migration An IT system was developed to address issues with refugees being registered multiple times due to 
misunderstandings or deliberate disguise. The asylum procedures were digitized, with the data exchange of 
the system building on the established data standard, XAusländer. All relevant authorities have access to a 
single core data system. 

OOP best 
practices 
report 

37 Tell us Once United 
Kingdom 

Horizontal Tell Us Once is a cross-government service that ensures people need to inform government of a birth or 
death only once. It has been implemented by 44 local authorities for 24 services such as the Council Housing 
service or the Passport service. The Department of Work and Pensions developed and now administers the IT 
infrastructure on which all the information is centralised. The relevant information is distributed to all 
concerned services in other departments. 

OOP best 
practices 
report 

38 Greek 
enterprise 
service bus 

Greece National This service enables a one to one connection between the national ministries so that they can exchange data. 

Instead of ministries sharing data directly between each other, they share it with the enterprise service bus 

which then is responsible for sharing this information with the other targeted ministry. The enterprise service 

bus has been operational since 2016.  

Link 

  
 
 
  

https://scoop4c.eu/sites/default/files/2018-01/SCOOP4C_D1.2_0.pdf
https://scoop4c.eu/sites/default/files/2018-01/SCOOP4C_D1.2_0.pdf
https://scoop4c.eu/sites/default/files/2018-01/SCOOP4C_D1.2_0.pdf
https://scoop4c.eu/sites/default/files/2018-01/SCOOP4C_D1.2_0.pdf
https://scoop4c.eu/sites/default/files/2018-01/SCOOP4C_D1.2_0.pdf
https://scoop4c.eu/sites/default/files/2018-01/SCOOP4C_D1.2_0.pdf
https://secure-web.cisco.com/1NcjRYSCL2KLVPfjewEAtnOOQlDVIAWwf7FzfI7LOpC9Z2lZUW6DvVsVZU0F4ReKl7IJXPoqyGPptXY5jlDMe-FML6njeBZoI6FALlBXLjW7UMEdt4JiHCHjxunXgsJxbf9TNDx2XDCoLOSL6N0uq9V9UGLQhgpuu8fLD1_pTmE2h3x_trBGBNdVcMQ8jIGKYstpIfHT-U3S6TizCLTOyUp7BgwkgJg8UMdaycbXtAZ9N82GaDH6RJsNDjww7WubzATWJniGVXtlrO0QP0LbCZFHtX3UAia67UYmAy5piobYoLdZjJrdn8TLbfLUYV42qMyZUicE5AcWeCrxaBVUM-wNa1KnH6NXj2vUXfZgUkWqODBMWbW3QpaXjgXc8dTD_OpBTze5xHwIVYzBTkaZKrxx3eWmGNqxbo9X6n4NRyhIT2wF2E_U2muP9rePWskpfci1Rvm8iAfGLnEIvs5a4RP6RXujyg4LvMdpomBjs-bcfGsWpU0u8BK2y66jR8e5W2PSmK1P8MYgToD2EsVIPEA/https%3A%2F%2Fwww.gsis.gr%2Fen%2Fked
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ANNEX 4: FACTSHEETS 

Transfer of business register data over X-Road 
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Municipality Application Service Provider (ASP) 
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Digital application for social security (Digisos) 
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Standard Business Reporting (SBR) 
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Automated Social Energy Tariff 

 

 

 


