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The details matter
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Pillar 1: The experience gap



Services designed around government

ID card delivery: Steps are the same, but 
internal systems and processes differ

Leads to differences in:

- Delivery times (5-30)

- % pre-filled fields (5% -100%)

- Data being re-collected

Life event approach recentres around the 
user
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For business, complexity translates into 
economic costs

Half of businesses report negative impacts

These overlap: a single business may face 
several simultaneously

Need to extend the life events vision to 
business events such as reporting
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Pillar 2: Digitalisation isn't simplification



Digitalisation hasn’t delivered simplification
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Bottlenecks are behind the screen

Nearly all bilaterals : processing delays, 
repeated data requests, difficulty to find 
services, appointment waiting time

→ Process and coordination challenges

Some excellent services are difficult to 
access, find or understand 



Pillar 3: Data foundations



Once-only ish

Clear correlation between more repetitive 
data requests and lower satisfaction

On the admin side, we see that

- data reuse varies for key life events

- doesn’t seem to depend only on the level 
of digitalisation
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Almost automated data exchange



Where do we go from here?



What evidence tells us

1. Experience is fragmented : citizens and businesses navigate systems designed around 
government, not around them. 

2. Digital hasn't simplified : services are online, but the processes behind them haven't been 
redesigned. The bottlenecks are organizational and not technological. 

3. Data doesn't flow: once-only remains largely unfulfilled. When it works, satisfaction is 
measurably higher



Thank you
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