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The Story 

The Flemish government wants to improve its services by thinking, simplifying and digitizing in a 
customer-focused way. “A government that understands you better”, this is the vision for the 
digitization of the Flemish government. This slogan can be read in two ways: you understand 
the government better, and the government understands you better. Flanders Radical Digital 
program is the collective name for everything the government is doing to make this possible. 
With the life events scan Informatie Vlaanderen wants to centralize citizen experience and focus 
on user-centric services. It also wants to target all existing government layers (not only limited to 
the Flemish administration but country wide with the inclusion of federal, regional and local 
levels). It aims at improving digital service experience from a citizen perspective, while focusing 
on 3 tracks:  

 Analysis of involved service processes from an end-user perspective. 

 Collection of user insights. 

 Screening of legislation. 

This eGovernment initiative potentially impacts positively all of the following life events: business 
start-up and early trading operations; regular business operations; losing and finding a job; 
studying; family life events; moving; owning and driving a car; starting small claims procedures. 

 
The Challenges 

Based on the services delivered within each life event, the project aims to provide actionable 
recommendations to further improve the delivered service. As it is based on a holistic approach, 
all services offered within this life event, even those by other government institutions are taken 
into scope, and recommendations on these are given even if the Flemish government does not 
have responsibility over the other institutions. The key challenge was to secure involvement and 
buy-in of all stakeholders, at different government levels, to ensure actions were taken based on 
the recommendations.  

 
The Approach 

The project was inspired by a New-Zealand initiative, but the latter was mainly focused on user 
insights. Within this project the reach and objectives were extended to further deepen the 
methodology. This extended methodological set-up could be used for all life events, but each 
life event was further developed by a combination of students (collaboration with universities to 
use this research as thesis subjects), internal and external staff. Based on the life event scans, 
recommendations can be generated on how to simplify current processes and the services 
offered.  



Strong management support was needed given the need to secure the buy in of different 
stakeholders. Additionally, close collaboration with ongoing projects related to recommendations 
was needed to avoid double work.   

For each life event scan a budget is required of approximately €30k-€60k, while the overall 
methodology can be easily replicated. From a skill perspective user research, process analysis, 
basic juridical knowledge are important. 

 
The Surprises 

The aim of the project was to improve the services delivered to citizens, from a life event point 
of view, handled by different public administrations. To make the recommendations actionable 
the success of the project depended heavily on the engagement of other entities. As not all 
stakeholders were involved from the beginning it required a lot of coordination, patience and 
time to convince all stakeholders. Management support was heavily used to convince other 
entities. By working in an agile way, it became possible to gradually show results and onboard 
different stakeholders.  

Aside from the need for stakeholder buy-in to ensure actions were taken on the provided 
recommendations, no unexpected challenges were encountered. 

 
The Benefits 

Benefits were generated on two axes: 

 Internal benefits: the life event scan approach helped to use data more efficiently and it 
accelerated digitization within the department. Additionally it generated cost savings and 
more efficient internal processes. 

 External benefits: the recommendations helped other entities identifying areas of 
improvement, resulting in better services provided to citizens, with a strong focus on 
user centricity.  

Specifically, the project resulted in specific recommendations being implemented, with the 
definition of 2 pilots to improve life events. Additionally the project raised awareness amongst 
policy makers. 

No specific KPI’s or metrics were defined or used within this project.  

 
The Learnings 

One of the major learnings is the need for governments to work horizontally and vertically 
together to offer better services to its citizens. As strong coordination and stakeholder buy-in 
was key, it would be better to onboard them earlier on in the process, instead of the used 
iterative approach with a gradual onboarding.  

 
The Case for Replication 

The project demonstrates the following replicable features: 

 The project has an impact on several common life events. 

 The project budget was very low, amounting to merely €30k - €60k per life event. 

 While no technology was used, the newly developed methodology can easily be re-used 
by other public administrations. 


