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Key Take-aways

The meeting focused on two themes: data-driven simplification and user-centric design (Day 1) and
resilience in public administration (Day 2) with inspiring examples from Member States.

The Commission reported on four initiatives:

o The Life Events Study, mapping citizen journeys to support simplification, coherence, and
efficiency gains for administrations and users, uncovering significant discrepancies across Member
States for two core services: obtaining an ID and setting up a business. The study reveals varied
approaches. Some countries require non-citizens to complete applications in person. For business
registrations, users note confusion with third-party requirements, such as setting up bank accounts.

o The Passport of Core Public Administration Competencies, under ComPAct, identified 54
competency frameworks across 22 Member States comprising 870 individual competencies. The
study revealed substantial diversity in approach suggesting potential for establishing comparability
and equivalence to enable intra-EU civil servant mobility.

e The Quality of Public Administration Toolbox for Practitioners, launched as an online resource
with tools, guidance, featuring over 250 innovative success stories from public administrations.

e The Flash Eurobarometer on citizen and businesses satisfaction with Public Administration —
revealed that only 45% of EU citizens and 42% of businesses were satisfied with public services. Key
challenges include the need for greater transparency and clarity, as well as addressing processing
delays and redundant data requests, which 63% of citizens and 66% of businesses find problematic.

Country examples & discussion

A TSI project on public service satisfaction across 10 EU Member States implemented with the OECD
showed that satisfaction will increase by 20 percentage points if users only need one transaction to get
their service and by 30 percentage points if they have to provide their information only once.

Spain is implementing 18 projects covering transparency, accountability, evidence-based policy,
workforce skills, and more accessible services. It emphasized dual legitimacy—citizens must value both
outcomes and service journeys—and stressed the role of continuous feedback loops.


https://reform-support.ec.europa.eu/public-administration-and-governance-coordination/quality-public-administration-toolbox-practitioners_en

Croatia is preparing a digital catalogue of services with satisfaction measurement, complemented by
legal frameworks for omni-channel delivery and training via the national school. It uses Standard Cost
Methodology to quantify citizen burden and has introduced mandatory satisfaction KPIs.

Greece outlined its framework, based on three pillars: the MITOS National Registry, the National
Programme for Redesign and Simplification, and the Bureaucracy Observatory. Together these simplify
legislation, reduce document requirements, and measure burden reduction. Over 2,300 public servants are
engaged, supported by Recovery and Resilience funding.

Lithuania presented its approach to resilience, anchored in strong data stewardship, interoperability, and
crisis preparedness. It highlighted the State Interoperability Platform, enabling seamless citizen access,
cost savings for businesses, and efficiency gains for authorities. Lithuania also presented a flexible crisis
response model, where a core group of staff is temporarily reinforced by specialists during crises.

Estonia described how resilience is built into digital government through cybersecurity safeguards,
continuity planning, and coordinated cross-government structures. Its model demonstrated that resilience
is both technical and organizational, requiring whole-of-government effort.

Ireland and the Netherlands shared how design and journey management can make administrations
more user centric. Ireland uses government-approved design principles and life-event pilots with service
blueprints to align departments, while the Netherlands applies journey dashboards linking customer
experience and costs to reduce failure demand.

Discussions emphasised that simple, user-centric services require processes to be simplified before
digitalisation, using plain language, visual aids, and a life-event perspective to connect fragmented
services. Trust depends on consistent citizen communication, clear standards and feedback loops, while
measurement of impact is essential to secure political support for improving/changing legacy systems.

Conclusions and next steps

The Expert Group concluded that reform requires data-driven approaches and user-centric design, twin
pillars of modern administration. We will demonstrate this through:

e Focusing on the cost of inaction: what are the consequences if reforms are not implemented.

e Recognising that digitalisation and AI come with costs, and that initiatives must be aligned with user
needs to achieve the desired outcomes.

e A fully user-centric system would reduce burdens for citizens and businesses and enable public
administrations to offer new services.

o The life-events approach allows analysis of back office and front office operations in the public
administration and thus offers insights for possible efficiency gains.

e Expert Group members were encouraged to engage with and share the newly launched online Quality
of Public Administration Toolbox in order to help create a community of practitioners focusing on
improving the workings of public administrations in all EU Member States.

The Commission will continue to support Member States through TSI projects, peer learning, and new
tools and instruments.

The next High-Level Meeting will be held in spring 2026.
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