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INTRODUCTION &5

The digital transformation is upon us!

BWFERIEAERAE!

A user-centric approach to digital social security is

key, but how do we: X A AFIOH S IREEF %

BTERRE, BEARME:

- optimize IT and tech use to increase public sector
productivity and cost-efficiency?

M AITHR AR S A I TAIE = S FMBLARRER?
- create an innovative and value-adding public sector?
BIE— R FIIGE M 2 HEBIT?

- eliminate administrative burdens and improve access, trust,
quality? B EIR T1IBFIR S A0 . FEMRE"

- response to crisis’? i X fEHl7?
- build on existing solutions? E T I F AL T E"




GLOBAL TRENDS £Ik#a %y

Universal coverage. £ RB =
Whole-of-government (WoG), design
thinking and user-centricity.
BURFEUR, RITRBYEFIRP RO
Organisational change, Al and robotics
in service production, assisted living,

research. BT E, IRSFEFHFHIAL

£aern. H=SARA. HEEE. AR
Call centres and eServices are better and
up to 75 times cheaper.

O OFIEE FARSS S,

{88 7505

SOCIAL SECURITY
HEIRE




THE ANALYSIS T

* Trends and patters in the digital transformation of social security.

HeREHFHEBNESR SRR
* Focus on Australia (AU), Canada (CA), Denmark (DK) and France (FR).

BERFIIRARFIE (AU) . InEX (CA) « f+% (DK) FIEE (FR)

* Five dimensions: A=
- Digital transformation, incl. governance. {74k 358!, BIEHIE
- Legal and regulatory ecosystems incl. standards. JAEEF S ELE SR %, BHIiEtRE
- Service production (backend) and service delivery (frontend) ecosystems.
RS A 7= (T im) MR SR (AR £ 7S8R 5
- Data exchange models. éﬁ?&x?ﬁ&ﬁ‘t
- Skills and capacities. 37 8E F15E



THE CASESZ

Australia Denmark

BT EE

Population (July 2021 est.)

25,809,973 37,943,231 5,894,687 68,084,217
AR (20215 7R1EH(E)

Territory §R1(km2) 7,741,220 9,984,670 43,094
.- s English English/Frenc Danish French x
Official language ESIES 5 h HEE E
= KEAEKE a o=

Life expectancy / median
age (2021 est.) TRERZEAn/ 82.89/37.5 83.62/41.8 81.45/42.0 82.39/41.7
PR (20215F4(E)
GDP per capita (PPP)
(USD, 2020 est.) AIJGDP

(PPP) (35T, 20204 48,700 45,900 55,900 42,000 "
&fE)
GDP growth rate (%) (2019
est.) GDPIEKER (%) 1.84% 1.66% 2.85% 1.49%

(20195F1H(E)
Uremppliormet (2019 i) 5.16% 5.16% 3.05% 8.12%

Rl (20195FiH{E)



aZ

'™+ . AUSTRALIA YR KT

* Federal, with service delivery by Federal and State government
BXFRHI, FREXFRFIMN BT R AR S

* Federal level centralised and consolidated for both ICT and SS.
BKA—REFHESEEBERATTSRE,

* Fragmented with respect to State and local authorities, esp. for ICT.
AN EERMITEERE, FAZELSBERA.

 ICT standards, legal and regulatory framework in place. Set by specialised agency.
SEMBERAIE. ZEMBEEREY, RENVIETEE.

* Opt-in model applied to all ICT components and eServices.

EFEMAERXERTHAEEEBERAAGHE FRS.



. AUSTRALIA ;BAFINE

* WoG frontend ecosystem fragmented with respect to State and local government.

AN TBEATE, BNEEIRESRERERER L.

* Consolidates entities and service centres at Federal level incl. SS.
EEEBEENEAENRS 0, BIEHSRE,

» Backend ecosystem strong and consolidated at Federal level in general and for SS.

FimE SR G ERBERME R EEHRERFENES,

* Backend fragmented with respect to State and local level.

AN T EEFERmER .

« Strong data governance model at Federal level. Lack once-only policy and standard.

KRR E AR A SR IRIEAR T, SRE KM BURMARA



L‘ CANADA Hi=+

« SSisincorporated into national digital transformation strategies.
HAEREHRMWNEREFEHILEE

 Federal, with service delivery mainly by central and regional level.
BXFRH, FTEHPRMBXEmRHARS .

 ICT standards, legal and regulatory framework in place. Set by specialised agency.
ERRERAIE. FRMEEEREY, HEIIHMEIE.

* Opt-in model applied to all ICT components and eServices.

EFEMARREATHREERBERARAMHHNE TRS.

» WoG frontend ecosystem fragmented, esp. between Federal and Provincial level plus with local
government.

BN BERImESRGEA L, BARAERKBMERUARBTEFZE.,



E':l CANADA fIIE&K

» Consolidates entities and service centres at Federal level incl. SS and in Provinces.
HEBBERNEAENRSFL, SEMSREMEESES.

* Backend ecosystem strong and consolidated at Federal level in general and for SS.
R A SRR ERBEEIMRTEHRRBAFLRES,

» Backend fragmented with respect to Provincial and local level.

et T EEFERRERL,

 Strong data governance model at Federal level with a strong focus on IOP and data exchange within
SS.

KMEENBRASIEAERY, ERXEHRASNEREMNEIREIR.



.i.-- DENMARK B

* Centralised, consolidated and WoG approach covering all service areas and all levels of government
for ICT and SS.

EERBERANMMSFRETEXHREARSUENMEEABFNES. BEMBUFEE
713

* ICT standards, legal and regulatory framework in place. Set by specialised agency.
S RBERATVE. FEMEEEREY, BEIYEFIE.

* DK deviate with legally defined opt-out! Paper forms and communication eliminated!

HERARAR, ERAEEEXNEFRY . HRABFEAARE!

* DK deviate with a strong focus on whole-of-government approaches and shared infrastructure and
components.

HEERAR, ERXTFEABR T EFHEZEMEHBAAES.



.i.-- DENMARK B

* Consolidated WoG and user-centric approach to frontend ecosystem, cross-governmental, strong
focus on shared components and standards, incl. SS.

SRS EARGRARSHERBRFNAARLHR, BASIBEFRSAETNRE BiEt
SRR

» Consolidates entities and service centers at national level esp. objective based SS.
EEERREAMRESF L, LHEETERNHESRE.

* Consolidated WoG backend ecosystem with shared service centers and components e.g. elD, digital
post/sms, power of attorney etc. - also shared with private sector.

B A OB B R SRR RS P ORAE, BN BT SUE/MTIE/ R, RS
B SIAE .

 Strong cross-governmental once-only data governance model focused on IOP, base registers, data
exchange across government incl. SS.

SBAMNE BN —RXMEIEEIERT, ERXTEHREN. BitSF=E. BERFSUERHR, 854

R



‘ FRANCEXE

* Mixed picture of a central government ICT strategy plus separate strategies for SS and ICT capacity
development

FREMFEERBERASBESHSRENEEBRERAENZAERNEMEEBIESER

» SSissiloed but being increasingly coordinated.
HEREZIMZRY, (ERKETE,

 Standards, legal and regulatory framework in place. Set by various actors and partly driven by SSOs.
e, EEMBEEEREY, AENS5FHEFT D BLRVAGHES.

* Opt-in model applied to all ICT components and eServices.

EEMARRNERTHEERRESARAFFHETRS



‘ FRANCEXE

* Fragmented frontend ecosystem with siloed SS.
B SREHA L, HERENZ.

* Increased focus on digital inclusion and user-centric approach (e.g. ISSA design guide).
EMXFHRFREMUAAATONTTE (Flan: EfRritRHBSIRITES)

* Backend ecosystem for SS increasing coordinated but still in service silos.
HERENERESRFHURMME ENLTRSNS.

* Very strong focus on IOP and data exchange within SS and across service silos. Less with other
entities.

FERXFHFRERAME RSMSHEREEMERET R, ROSHMSLEES),



IMPACTS OBSERVEDWZEZIAIEN[H:

Governance;&I&

* AU, DK approaches have had the greatest impact due to earlier start, specialisation, consolidation and
coordination.

RAFTAIAZNAEEER, BARLSER, Tlt. BEESHmE.

* Key is cross-governmental mission, vision and strategic goals supported by action plan and measurable
operational KPIs.

RERBTAT KA EENIZEKPISFVIS BT e, ESEFGESE R

» Steering committees and working groups are essential tools for monitoring, compliance, trouble
shooting/escalation, solving cross-sectorial challenges.

ESERSMTIERREN. S, SOEHEBR/FHR. BREIRIPHRIRETE.



IMPACTS OBSERVEDWIZZIBYE/0:

Governance;&i&

GOVERNANCE STRUCTURE j&HE4ES
i.e. agreement on mandates, responsibilities and decision making structures in
relation to the strategy, action plan, individual projects etc.

BIgi S, 1Ta0ithl. BNIESERAES. FEMRREIARIMY,

STRATEGY KR8 -
i.e. what is the strategic focus areas, individual objectives and measurable goals
and timeframe. Should be underpinned by an action plan.
EERERTUE. NBIER. JEEREREERZETA. NLTaTR R
ACTION PLAN $7ahit%1
i.e. underpins the strategy with individual focus areas (programmes), the individual THE STRATEGY, INITIATIVES
objectives and measurable goals. & AND IMPLEMENTATION, INCL.
DNMRIERNE (55) . M3l Bnila 280 BinE/sBgIET, e LSS

AkEE. (SINFISEHE, SIEAERER
PROJECTSIRH
i.e. the individual initiatives, their objective, how they fit within the action plan focus areas
(programme) and support the strategic objectives. Incl. Individual objectives, budget and
timeline. NEMEN, HBR. EUMIRFSITTHIERIE (H5) FATFkiEE
3. BRETHIBE. FEFAER,




IMPACTS OBSERVED WZRZIF9S201:
Legal and regulatory framework (incl. Standards) JERFIISEHEL (BIEHVE)

AU, DK approach seemingly had the greatest
impacts to date.

RANTFIAZRN A UTFIES L InE
Ko

The coordinated approach in relation to key
enabling standards, policies and regulations is
key.

SXRBERISHFINE. BERFLENBRAET

ERE.

Focus on ICT, IOP, EA, IDM, simplification,
digitisation-ready legislation essential.
BRKEICT, I0P, EA. IDM, &Y. #HFW
LEEXREE,

Governance model improves compliance levels.

IRERIVRE G K.




IMPACTS OBSERVEDMZRZIHIE/N:
Backend ecosystem/Gind SRSt

Consolidation and collaborative approaches in AU and DK
for SS have had the bigger positive impact.

BAR A Z S RERRBESTIMESIUTETEX
iNFRLS AN

The focus on specific government levels or service areas are
a good start but require expansion over time.

R E R ERIBUR R BB AR SS R — 1 RIFHIFF
i, (BREMENERER AR K.

AU, DK and now CA focus on process, service and
organisational innovation combined simplification and
consolidation together with digitisation to increase cost-
efficiency and productivity.

AR, FEFERIEARERE, BSNARE
o, FBEHIEESHF UGS, LIRS
£,

NB: Can be problematic in terms of “single point of failure”.

xR S E A RS




IMPACTS OBSERVED MZZIHSE0[H:

Data governance #iE/S18

* Cross-governmental approach with shared standards and
base registers are more successful.

RAHERENEN S RNEBR 5 AE IR.

* Models vary but once-only, single source of truth more
impactful.

BRI AER, BE—XERNBE—ERRFEEEINS,

* Technical, semantic, organisational and governance of IOP
key for success and cost efficiency.

II{(;PE’\JB‘Zﬁs BN, BEANEERRMIIFIRAERAIX ' N @
2. —

» Taxonomies facilitate IOP data exchange. REGULAT'ONS 4 | RULES
PRBENTIOPHIEATIE,

» Data governance for capture, validation, quality assurance \
essential.

FARRIEXTHER. WIERERIEXREE,

STANDARDS

/] e
_/ ‘
— \

POLICIES —

/
/




IMPACTS OBSERVED MZ=RZIRYE200):

Front-end ecosystem BlRESERKSE

« Strong channel strategy in higher take-up of digital and

telephone channels for SS. il jl ﬁl
SERHUZRIERES, EHRENSFHRERELERE Na S
iy r

5 Y
~a T

* Pedagogically, active opt-out approach result in greater usage
and return on investment.

MNEBRERE, TMEFREGEAILIESERRNIRS

[EIER,

- Mandated closure of paper and even physical channels * More uniform user-experience is a facilitating factor and is
facilitate behavioural change. more cost-efficient over time.
R R R L e A B T s, BR—NAPARE—MEHER, FEERERIHER,

o o o EEERANE.
* User-friendliness makes financial sense as it minimise ) )
requests for change, lower resistance to change. * Opt-out may be more challenging for more diverse

citizens.
= EEL T EEIS
?;Pﬁ%x%ﬁ X, ERNERAREILRS F28I8 ST EZ R AR, R T Ea .



IMPACTS OBSERVED MZZIEMN:

Skills and capacities ;8EF1BE

* AU, CA, FR and esp. DK show that an innovation culture
can be facilitated though strategic pilot-projects,
partnerships (e.g. in strategies).

AR, IIEX. ZELASAFIRAZERA, AL
giﬁﬁﬁiﬁ,ﬁlﬁa KEERER (BlaNTEseiE) (BHeIF

« Cross-disciplinary teams are key! IBZ R AN E R HE!
* Continuous capacity and skills development required.
R ERRE DRI RER R,

* Improved change management and innovation capacities
essential.

HEZREEMEFENEREE,

* Shared innovation facilities (e.g. innovation labs) or
teams.

H=EIFMREE (A0eUFsEinz) iHBA.
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