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‘The Dutch Approach’

on e-government service delivery



Architecture of state

443 municipalities

12 provinces

1600 government bodies

13 water boards

13 departments

queen

coalition government
(usually 3 parties involved)



What the Dutch public wants

1. Improved services

2. Convenience, 

3. Reliability

4. Personalization

5. Transparancy, 

6. Accountability, 

7. Privacy

8. Less rules and bureaucracy

9. More co-operation between government departments

10. Trust in relation to service delivery



Results for Citizens and Business



Goverment portal: overheid.nl



Personal government service delivery

•Easy, whole of government in one place

•Re-use of information

•Helpful overview of whole of government

•Reliable, entry through digiD



My governement.gov

I own my government internet page

where I can find all government information relevant to me. 

It gives me an overview of all transaction with the 

government, the whole of government. 

All information send by me once, will be re-used by every  

government body that needs it. The government is

forbidden by law to ask the information again.









Government as a serviceprovider

land registry

municipality

chambers. of 

commerce

tax service

benefits office

province

ministry

In all: 1600

citizen

business

Servicebusses

data exchange

shared

front office

services

governement acces portal

Government as a service provider

People

Business

Buildings

Land plots

Maps

Adresses

Cars

L.U.D.

etc.

Income
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Dutch approach
Theoratical construct reality; network society



Why does it work?

•Customer is leading  

•No change in government system or law

•Respect for individual project (managers) 

•Sharing power with implementation  

•Small solution showroom 1+1=3

•Generating energy FUN



Important change incentive

Shared governance 

Mind shift from data > customer solutions

Sharing solutions

More interest in implementation

Real solutions for real people



More info?

Find it at www.e-overheid.nl/sites/english

Questions to Info@e-overheid.nl

Aisia.okma@minbzk.nl, 

Or Jacqueline.Wetzels@minbzk.nl


