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Conclusions of the eGovernment Action Plan Steering Board on a New Digital 
Government Policy in light of the 

Digital Decade 
 

Supporting the delivery on the principles and targets of the Digital Decade 

Conclusion paper - Adopted by Member States 

The Covid-19 pandemic has demonstrated that public administrations need to digitalise as a 

matter of priority, given that digital interaction has sometimes been the only communication 

channel available for interaction between citizens and public administrations. In an extremely 

short period, many public administrations have managed to make a huge leap in digitalisation 

of public service provision. In this regard, the crisis has been a catalyst for the take up and 

societal acceptance of digital government solutions.  

However, the sudden move to a “digital by default” scenario has also revealed that, while many 

public administrations are very well prepared, not all public administrations are ready for the 

digital transformation. It has shed light on areas in which digital public services are 

underexploited or poorly designed and has uncovered persisting digital skills gaps, on the part 

of citizens and businesses as much as on the part of public servants. It has also become clear 

that public administrations, and the public services they provide, must become more pro-active, 

flexible and agile, and learn to innovate and review existing procedures in order to truly serve 

their citizens and businesses. 

1. eGovernment Action Plan Steering Board 

The eGovernment Action Plan Steering Board (‘Steering Board’) was set up to advise the 

Commission on strategic eGovernment issues in the context of the eGovernment Action Plan 

2016-2020 (‘Action Plan’)1 and to foster the exchange of experience and good practice in the 

field of eGovernment.  

After expiry of the Action Plan at the end of 2020, the mandate of the Steering Board was 

prolonged until the end of 2021 to allow the Commission to benefit from its continued expertise 

for a renewed European Digital Government Policy2. 

In October, November and December 2020 three thematic webinars were organised to discuss 

Member States´ needs and preferences for a future EU digital government strategy. The three 

thematic webinars discussed the topics ´Innovative Governments´, ´Human-Centric Digital 

Governments´, ‘Knowledge Ecosystem and Monitoring’3. Since these meetings, the European 

policy context has evolved with the publication of the Communication on the 2030 Digital 

Compass which includes ambitious principles and targets for digitalisation of public services4.  

                                                           
1 https://ec.europa.eu/digital-single-market/en/european-egovernment-action-plan-2016-2020.  
2 Commission Decision of 10.12.2020 amending Decision (EU) 2016/4832 on setting up the eGovernment 
Action Plan Steering Board.  
3 The minutes summarizing the discussions held at the thematic webinars are available at CIRCABC.  
4 COM(2021)118 final 

https://ec.europa.eu/digital-single-market/en/european-egovernment-action-plan-2016-2020
https://circabc.europa.eu/ui/group/a787a37f-804d-4dc5-bfd5-8fb33866240b/library/6bffde92-72ed-4cbe-8f91-5faa00bc4f37?p=1&n=10&sort=modified_DESC
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2. Digital Decade: Ambitious principles and targets 

The Communication ´2030 Digital Compass: the European way for the Digital Decade´ has 

identified the digitalisation of public services as one of four cardinal points for mapping the 

EU´s trajectory for the Digital Decade.  

Along with the Communication, the Commission will propose a set of digital principles and 

rights in an inter-institutional solemn declaration between the European Commission, the 

European Parliament and the Council. An example given in the Communication of such a 

digital principle is ´accessible and human-centric digital public services and administration´.  

The forthcoming principles are accompanied by ambitious targets. The Communication sets 

out that ́ by 2030, the EU’s objective is to ensure that democratic life and public services online 

will be fully accessible for everyone, including persons with disabilities, and benefit from a 

best–in-class digital environment providing for easy-to-use, efficient and personalised 

services and tools with high security and privacy standards. User-friendly services will allow 

citizens of all ages and businesses of all sizes to influence the direction and outcomes of 

government activities more efficiently and improve public services. Government as a 

Platform, as a new way of building digital public services, will provide a holistic and easy 

access to public services with a seamless interplay of advanced capabilities, such as data 

processing, AI and virtual reality.´  

Digital Decade Targets 

In the area of digital government, it is our proposed level of ambition that by 2030:  

 100% of key public services are available for European citizens and businesses online 

 100% of European citizens have access to medical records (e-records)  

 80% of citizens will use a digital ID solution 

On 15 September 2021, the European Commission adopted a proposal for a Decision of the 

European Parliament and of the Council establishing the 2030 Policy Programme “Path to the 

Digital Decade”5 ￼. This policy programme aims to set up a governance framework to help 

achieve the 2030 Digital Decade targets, be based on projected trajectories and annual 

cooperation between the Commission and Member States. 

2.1. Delivering together on the Digital Decade 

To deliver the European vision for the Digital Decade, digital capacities are needed in the four 

areas of the Digital Compass. To have a lasting impact on digital government in Europe, 

Member States and the Commission need to cooperate closely. In the EU’s multilevel 

governance system and its variety of administrative organisation and powers, the digital 

transformation of public government needs to be achieved at all levels of administration  local, 

regional, national and across borders  and in all sectors. At the same time, common goals, 

objectives and benchmarks at EU level are needed to drive leadership, coordination and support 

to these policies at local, regional, national and EU level.  

                                                           
5 https://digital-strategy.ec.europa.eu/en/policies/europes-digital-decade  

https://digital-strategy.ec.europa.eu/en/policies/europes-digital-decade
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To deliver on the ambitious principles and targets of the Digital Decade, Member States and 

the Commission could bundle efforts to provide guidance to Member States on priority areas 

in the field of digital government and set common goals driving and linking initiatives at the 

European, national, regional and local level, under a Digital Government Compass. It could 

aim to achieve a step change in the digitalisation of public government in Europe against a 

number of targets and benchmarks. It could act as an umbrella policy to ensure the 

complementarity of initiatives and include a monitoring and reporting framework based on an 

objective assessment of progress and a joint consideration of results with Member States. A 

mid-term review of the Digital Government Compass could be foreseen in 2025 to ensure that 

the guiding principles, actions and targets remain in par with technological and policy 

developments. If needed, Member States and the Commission can decide to review the Digital 

Government Compass at shorter intervals. Close cooperation of the Commission and Member 

States on such a Digital Government Compass could support Member States in reaching the 

ambitious goals of the Digital Decade, and to go beyond.  

2.2. Recovery and Resilience Facility and Multi-country projects under the Digital 

Decade 

The Recovery and Resilience Facility aims to help Member States mitigate the economic and 

social impact of the pandemic and make their economies, societies and their public sector better 

prepared for the twin digital and green transitions. Under the Flagship Modernise of the 

Recovery and Resilience Facility (RRF), Member States are encouraged to invest in the 

digitalisation of their public administrations as a matter of priority. 

Based on the Recovery and Resilience Plans adopted to date, Member States will invest some 

43 BEUR in the further digital transformation of their public services. This represents close to 

40 % of the total RRF allocation for digital. 

RRF reforms will tackle key issues, such as integrating eID solutions in all government 

processes, implementing the “once only” principle, consolidating fragmented national health 

registries, simplifying and standardising judicial procedures as well as establishing intelligent 

transport systems and procedures for the digital monitoring of traffic. 

Building on the clear boost the pandemic has given to the digital transformation, the Recovery 

and Resilience Facility will allow Member States to make further significant progress in the 

digitalisation and modernisation of their public services. 

The Digital Compass communication encourages Member States to engage in Multi-Country 

Projects combining investments from several national recovery and resilience plans and other 

funding sources, including in the area of Connected Public Administration.  

Connected Public Administration 

 Build in complementarity and synergy with the eIDAS framework and offer on a 

voluntary basis European Digital Identity, to access and use digital services online 

from the public and private sectors in a privacy-enhancing way and in full compliance 

with existing data protection laws; 

 Build a Once-Only system allowing public administrations at the local, regional and 

national levels to exchange data and evidence across borders, in full compliance with 

legal requirements and fundamental rights. 
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The Digital Government Compass would aim to accompany RRF investment efforts by 

providing an overarching framework and making available tools to coordinate efforts and 

guidelines for practical implementation. 

3. Conclusions of the Discussions at the eGovernment Action Plan Steering 

Board on a New Digital Government Policy 

This paper summarizes the outcome of the discussions at three thematic webinars on 

´Innovative Governments´, ´Human-Centric Digital Governments´, ‘Knowledge Ecosystem 

and Monitoring’ and subsequent meetings of the eGovernment Action Plan Steering Board in 

three chapters: (i) policy priorities and guiding principles, (ii) actions and (iii) indicators, as a 

summary of results of the work of the eGovernment Action Plan Steering Board that can feed 

into delivery on the principles and targets of the Digital Decade Communication. 

3.1.  Policy priorities and guiding principles 

Building on the 2017 Tallinn Declaration on eGovernment, the 2020 ‘Berlin Declaration on 

Digital Society’ and the 2021 Lisbon Declaration on Digital Democracy with a Purpose, it is 

the vision of this Board that by 2030 public authorities at local, regional, national and European 

level have developed into agile, resilient and innovative organisations, seizing the benefits of 

the digital transformation and emerging technologies and advanced capabilities to provide 

inclusive, seamless, convenient, secure and trusted human-centric digital services.  

3.1.1. Human-centric public services 

Human-centric digital public services respect citizens’ fundamental rights and respond to the 

needs and preferences of citizens, including vulnerable groups and persons with special needs 

(e.g. people with disabilities or the elderly). Human-centric digital services are inclusive, 

accessible, transparent, personalised, available cross-border, co-created with their users and 

designed to respond to their needs, preferences and rights. Societal challenges, values and 

demand from citizens and business should be leading, rather than technical possibilities and 

interoperability must not unnecessarily undermine the accommodation of individual needs. 

Digital transformation presents opportunities for public administrations to re-design the 

services they offer to better address citizens’ and businesses’ needs, clearly communicating 

requirements and rules (Transparency). Digital government policies in Europe should put the 

citizens in the driver’s seat for defining and designing processes and procedures (Engagement), 

which fully respect and promote the fundamental rights of citizens, including non-

discrimination, privacy, access to redress, and control over one’s data (Respect). Public 

authorities at all levels must address users’ preferences and skills, including regarding mobile 

solutions (mGovernment), and anticipate individual needs and lower the administrative burden 

on the part of the user (Personalisation).  

To support the internal market and the freedom of movement within the European Union, it is 

vital that digital public services are designed to support and facilitate cross-border digital 

interactions. (Cross-border Access). Human-centric digitalisation strategies also allow public 

administrations to take into account the needs of vulnerable groups and address the linguistic 

diversity of their populations and cross-border users when designing and providing public 

online services and engaging with users online (Inclusion and Accessibility).  
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3.1.1.1. Transparency 

To provide digital public services that are valued by their users, public administrations at all 

levels should help citizens and businesses to understand which procedures they need to follow 

and how these procedures work. Information should be provided in a user-friendly way 

(building on ISO standards, where relevant) and communication with the authority should be 

easy to establish, through communication channels that the target user groups are comfortable 

with.  

Furthermore, governments should use digital technologies to enhance transparency of decision-

making. Enhanced transparency of decision-making will improve citizens’ trust in 

governments, including their trust in digital public services and the use of digital means and 

technologies by their governments.  Mechanisms to ensure responsibility and accountability of 

public services on the outcomes of administrative procedures are an important element 

strengthening citizens’ trust in public services.  

Governments and public administrations at all levels 

 clearly explain digital administrative procedures and allow citizens to monitor the 

process; 

 provide suitable and convenient assistance to citizens in understanding their rights, 

legal requirements and following the steps of procedures;  

 openly publish criteria for eligibility of benefits and contracts allocated by the public 

sector, as well as the results and the underlying assessment of competitive 

procedures;  

 make available digital channels for complaints and suggestions by citizens, and 

assume responsibility for decisions taken.  

3.1.1.2. Engagement 

Digital public services should be human-driven. Citizens and businesses should be 

acknowledged as an integral part of the policy making cycle related to the introduction or 

revision of digital public services. They should be encouraged to interact and engage with 

public administrations at all levels at relevant and appropriate stages throughout the whole 

policy cycle, from providing ideas to monitoring and evaluation. When the citizens want to 

identify themselves online when providing input into policymaking, the EU Digital Identity 

Wallet could be used to securely and conveniently authenticate. Openly accessible and 

convenient ways for engagement should be made available, taking into account the different 

needs and preferences of diverse user groups. 

Since human-centric digital public services have the potential to enhance access to public 

services for all parts of society, it is important to ensure that everybody is able to reap these 

benefits. Obstacles, be it a lack of connectivity, equipment or skills, have to be reduced and 

diverse user groups and particularly vulnerable groups shall be consulted in the design of public 

services. 

Governments and public administrations at all levels 

 encourage and empower citizens and businesses to initiate, shape and evaluate policy, 

harnessing the knowledge of the public to increase the quality and user-centricity of 

public policy and to increase government responsiveness; 
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 provide openly accessible and convenient ways for engagement and experimentation, 

taking into account the different needs and preferences of diverse user groups; 

 make extra efforts to include vulnerable groups in the design of public services and 

remove existing barriers. 

3.1.1.3. Respect 

Digital public services should respect the rights of citizens. When public administrations use 

novel technologies, such as AI, these should be used ethically and in line with fundamental 

rights of citizens. Citizens should be in charge of their personal data and online interactions. 

Citizens should be able to see and, where appropriate, control how their personal data is used 

by the public sector (and where relevant the private sector). This also includes minimisation of 

personal data to be provided. The EU Digital Identity Wallet will allow for user control over 

personal data. This will provide citizens with the possibility to choose which data they share 

when information is required for a service.   

Governments and public administrations at all levels 

 ensure that their efforts to digitalise public services respect citizens’ fundamental 

rights, including non-discrimination and privacy;  

 ensure that, in particular, novel technologies are used ethically and in line with 

fundamental rights of citizens; 

 warrant adequate redress mechanisms and complaint procedures for digital public 

services, including the right to have AI-based decisions revised by civil servants 

(human oversight);  

 safeguard citizens’ personal data, granting citizens control over their own digital 

interactions and records by enabling them to actively manage and monitor how their 

personal data is used. 

3.1.1.4. mGovernment 

As mobile devices are used by many Europeans, it is a priority for European public 

administrations to ensure digital public services take full advantage of the possibilities offered 

by mobile network-connected devices. This will enable citizens to conveniently manage their 

interactions with public authorities and complete necessary procedures at their own leisure. 

Special attention should be given to ensuring mobile government solutions are inclusive and 

accessible for vulnerable groups. As the use of mobile devices is already widespread, the 

transformation to mobile-friendly digital public services is a priority for the next five years. At 

the same time, other avenues, including non-digital ones, should also remain available, to align 

with citizens’ needs and preferences.  

 

Governments and public administrations at all levels 

 provide multiple avenues to access and complete digital public services, including 

through mobile devices; 

 prioritise providing mobile-friendly digital public services and continuously enhance 

these to respond to evolving user preferences and emerging technological solutions.  
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3.1.1.5. Personalisation 

Digital public services should be adapted to the specific situation, needs and preferences of 

their users. Data should be re-used and shared between public authorities, upon consent or 

explicit request of the user, to reduce redundancies and deliver services proactively wherever 

possible. Administrative procedures should be streamlined and tailored to address specific life 

situations, thus allowing citizens and businesses to easily access and obtain multiple relevant 

public services that relate to specific life events.  

Furthermore, digital public services should be designed with the diverse backgrounds, needs, 

preferences and skills of citizens in mind. Digital public services should take into account the 

diverse levels of digital skills of its citizens, in particular of vulnerable groups such as the 

elderly and persons with disabilities. Also, digital public services should engage with citizens, 

including vulnerable groups, in digital service development.  

Citizens should be able to choose how they wish to access and complete digital public services, 

including through mobile devices. Other avenues, including non-digital ones, should also 

remain available, to align with citizens’ needs and preferences. Although digital-by-default is 

the common denominator, an omni-channel approach should also be fostered when adequate. 

In line with their commitments in the Declarations on eGovernment, Member States should 

encourage citizens and businesses to use digital public service.  

Governments and public administrations at all levels 

 provide tailor-made digital public services, by reusing data, streamlining and 

integrating procedures and providing related services pro-actively; 

 include prospective users in the design of digital public services; 

 acknowledge differing needs and preferences of citizens, by offering citizens 

alternative avenues for assistance or service completion, including through non-

digital means and an omni-channel approach when adequate. 

  

3.1.1.6. Inclusion and Accessibility 

Since human-centric digital public services have the potential to enhance access to public 

services for all parts of society, it is important to ensure that everybody is able to reap these 

benefits. Hence, public administrations should ensure their digital public services are accessible 

and inclusive, available to all users without discrimination, irrespective of age, gender, race, 

religious belief, sexual orientation, or disability. Obstacles, be it a lack of connectivity, 

equipment or skills, have to be reduced and diverse user groups shall be consulted in the design 

of public services.  

Special attention should be given to ensuring that digital government solutions are inclusive 

and accessible for vulnerable groups, such as e.g. migrants, elderly people and persons with 

disabilities. At the same time, other avenues, including non-digital ones, should also remain 

available, to align with citizens’ needs and preferences. Practical implementation of the Web 

Accessibility Directive and continuous improvements in the accessibility of public sector 

websites and mobile applications remain a priority, accessibility statements indicate the degree 

of conformity of the underlying website/mobile app with the accessibility requirements set 

forth in the Directive, and feedback mechanisms offer users the possibility to flag up 

accessibility issues. 
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Furthermore, the linguistic diversity of our European societies should be reflected in the design 

and delivery of public services. In particular, the linguistic diversity of Europe should be taken 

into consideration when providing information about public services. Public administrations 

should take into account the linguistic diversity of their domestic and cross-border users when 

designing and providing public online services and engaging with citizens and businesses 

online.  

Governments and public administrations at all levels 

 ensure accessibility and inclusiveness of digital public services, in particular for 

vulnerable groups; 

 take into account the linguistic diversity of their populations when designing and 

providing public online services, providing information about public services and 

engaging with users online. Linguistic preferences and needs are also taken into 

consideration to facilitate provision of public services across borders; 

 make extra efforts to include vulnerable groups, people with special needs and non-

native speakers in the design of public services. 

3.1.1.7. Cross-border Access 

Citizens and businesses should be able to fully enjoy their rights and freedoms in the Single 

Market. The delivery of digital public services from abroad must be seamless, driven by the 

needs and demands of citizens and businesses for cross-border digital public services. Digital 

services, in particular for certain target groups of users, should be designed from the start with 

these principles in mind. While implementing the Once Only Principle should ensure that 

evidence needed for digital public services in other Member States can be exchanged between 

competent authorities, the use of the European Digital Identity Wallet should render cross-

border access to digital public and private services efficient and seamless, by allowing citizens, 

residents and businesses to share relevant attributes and credentials under the users’ full 

control. 

To facilitate cross-border access and cater for linguistic diversity, preferences and needs, take-

up of the eTranslation building block should be fostered. 

Governments and public administrations at all levels 

 ensure that digital public services are provided seamlessly across borders, removing 

existing obstacles and bottlenecks;  

 allow citizens for a wide range of public procedures to ask for an electronic exchange 

of evidence between competent authorities, at national level and cross-border. 

3.1.2. Resilience 

Secure, trustworthy infrastructure and services are basic requirements at the core of the digital 

society (Secure digital government), complemented by citizens equipped with adequate tools 

and skills (Enablers). A strengthened interoperability framework, as well as complementary 

regulatory frameworks, could enable Member States to benefit from the economic value of data 

(Interoperability).  



 

9 
 

Furthermore, in the emerging data economy, public authorities should guard the public interest 

in protecting personal data and the economic interest of companies in exploiting it (Data 

sovereignty). Facilitated by a continuously updated and enhanced European Interoperability 

Framework, a secure European data infrastructure with interlinked public registers will be set 

up, that allows for the instant data exchange between competent public authorities, thus 

relieving citizens of the need to provide evidence (Public sector data space).  

3.1.2.1. Secure digital government 

Governments must take the necessary measures to secure their networks, data and services to 

provide a digital government environment that is safe to use. They should anticipate and pro-

actively mitigate security risks, also employing innovative and explorative approaches. 

Governments and public administrations at all levels 

 take effective measures to protect their digital infrastructure, to effectively identify 

and mitigate risks in a timely manner and to anticipate and prevent security breaches; 

 work with the Computer Security Incidents Response Teams (CSIRTs) to react 

quickly and effectively to emerging security risks; 

 employ the public through innovative measures like bug bounties to detect security 

risks early on; 

 carefully weigh exploiting known security issues in commonly used software for own 

intelligence services against the risk associated with not publishing these risk swiftly.  

 The Commission will support cooperation among MS in their endeavour to comply 

with obligations with respect to incident reporting, and checks on supply chains and 

supplier relationships as outlined in the Directive on Security of Network and 

Information Systems (NIS 2 Directive). 

3.1.2.2. Enablers 

Public administrations should strive to increase citizen’s capacity to exercise their rights and 

freedoms in the digitalised society, providing them with adequate tools and remove existing 

obstacles. 

Governments should enable the safe interaction of citizens with their governments, closing the 

digital divide caused by differences in available instruments and competences. Citizens must 

be safeguarded against impersonation and identity theft, leveraging benefits for the use in the 

private sector. 

Under the proposed European Digital Identity Framework6, Member States will provide EU 

citizens, residents and businesses with trusted and secure personal digital identity wallets to 

gain access to digital public and private services. The wallets will be based on common 

standards and allow the user to be in full control of their personal data. 

 

 

                                                           
6 European Digital Identity | European Commission (europa.eu) 

https://ec.europa.eu/info/strategy/priorities-2019-2024/europe-fit-digital-age/european-digital-identity_en
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Governments and public administrations at all levels 

 strive to remove existing obstacles that prevent citizen´s capacity to exercise rights 

and freedoms in the digitalised society, including those related to digital skills, 

connectivity and broadband.  

  where user identification is necessary, allow domestic and cross-border users to 

authenticate with a convenient, secure, trusted and widely available eID means and, 

where relevant, allow the use of trust services. 

European Member States  

 ensure that all citizens are equipped with an eID means and trust services (such as 

eSignatures) that provide access to digital public services, both nationally and across 

borders. 

3.1.2.3. Interoperability  

The exchange of data between public authorities within and between European Member States 

is hampered by legal obstacles, organisational differences, as well as semantic and technical 

disparities. As a result, data is often collected multiple times, or remains unused because of 

unsurmountable transaction costs in obtaining it. 

An enhanced European Interoperability Framework will further create synergies and ensure 

that Member States learn from each other implementing the Once Only Principle. Their efforts 

at harmonizing data at the national level shouldbe guided by common principles and standards 

at European level, and promoted by the development of re-usable solutions in the public sector 

and their implementation across jurisdictions, . As the EU Digital Identity Wallet will be based 

on common standards, it will support interoperability.  

Defining and continuously maintaining common European requirements and standards, e.g. by 

bringing new national initiatives to the European level early on, encouraging sufficient 

participation of experts in European and international standardisation efforts, issuing relevant 

standardisation requests and mandates to European Standardisation Bodies and supporting the 

transposition of agreed standards into identical national standards will progressively ease the 

process of developing and rolling out such re-usable compliant digital solutions. 

Governments and public administrations at all levels 

 foster the development and maintenance of common European requirements and 

standards and ensure that  components of digital solutions (hardware, software, and 

services) meet such standards and requirements on the technical, semantic, 

organizational and legal level; 

 

3.1.2.4. Data Sovereignty  

The increasing significance of data requires public administrations to increase the pace of 

innovation and blend in with trends set by the private sector in order to shape data eco-systems. 

A single market for data that will ensure Europe's global competitiveness and data sovereignty. 

Furthermore, public administrations themselves must benefit from the possibilities of data to 

improve the quality and efficiency of decision-making.  
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Governments and public administrations at all levels 

 ensure that software, data and tools generated by the public sector are reusable and 

openly accessible as long as this is compliant with fundamental rights; 

 facilitate the re-use of existing data across the public as well as from the private sector 

to assist, policy design, decision-making and improve service provision. 

3.1.2.5. Public Sector Data Space  

To support data control and secure connectivity as essential pillars of Europe’s digital 

sovereignty, a dedicated European Public Sector Data Space will allow public administrations 

to safely and securely share data across Europe, in full compliance with European regulations, 

ensuring respect of European values and a high level of data security, data protection, and 

privacy. Common standards and technical specifications will support both the exchange of 

evidence data for public procedures as well as the re-use of large scale datasets for the training 

of algorithms and ensure the necessary degree of confidence and control. 

Governments and public administrations at all levels 

 exchange data through a dedicated European public sector data space enabled 

through standardized mechanisms for identification and authentication, data delivery, 

semantic representations, findability, accessibility, interoperability, reusability of 

assets as well as trust frameworks that generate the necessary degree of confidence 

and control;  

 make public sector data available to other relevant data spaces, for example by 

linking them to Public Sector data space through common standards, harmonized 

license agreements, and aligned policies and implementation. ;  

 improve the interoperability of data, for example by standardising the conditions 

under which government data is made available, adopting a coherent framework for 

API management in the public sector on the strategic, tactical and operational level  

and by aligning the legislative framework for the governance of common European 

data spaces, including a library with API’s data sources and semantics, with the needs 

of public administrations. 

 

3.1.3.  Innovation: Government as a platform 

The public sector needs to embrace the opportunities of novel and emerging technologies like 

AI and Natural Language Processing for evidence-based policy-making and predictive 

analysis, to deliver services in an efficient, ethical and human-centric way and increase public 

participation. Cloud solutions allow public administrations to implement innovative and 

ambitious digital strategies more quickly.  

Administrations must set the right conditions for technological innovation to flourish, taking 

an active part in creating a vibrant GovTech community. Similarly, public administrations have 

to embrace organisational innovation, by creating the framework conditions that will allow 

their staff to drive and inspire innovation.   

3.1.3.1. Emerging technologies 
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Governments at all levels need to innovate the way they hold and process information, so that 

they are able to plug into data spaces, support decision-making with machine-executed 

algorithms and take up other innovative technologies, such as cloud or blockchain. Existing 

public procedures should be reviewed in view of the possibilities of novel technologies to 

improve the efficiency of public administration and the quality of digital public services. Public 

administrations should use their role as drivers for demand for digital technologies to lead by 

example in establishing high levels of trust in advanced data exchange and processing (e.g. 

currently AI and Big Data) through an appropriate framework of legal and ethical provisions 

and public consultation.  

Governments and public administrations at all levels 

 promote trust in the use of AI by public administrations by improving involvement 

and understanding of AI in society; 

 document algorithms and training data employed for AI and automated decision-

making in the public sector and expose these to public scrutiny; 

 mitigate risks and boost public trust by inviting the public to test AI applications to 

detect faults and suggest improvements to proposed public AI applications prior to 

their go-live. 

 take into account opportunity costs (the forgone future benefit that would have been 

derived from the innovation) when assessing efficiency gains and compare security 

risk of existing and innovative solutions. 

 

3.1.3.2. Cloud  

Cloud solutions, respecting data sovereignty, are a means to allow public authorities to deal 

with fluctuating demand, prepare for crisis scenarios and re-invest savings in the re-design of 

further services. Demand by the Public Sector with its specific requirements for security and 

sovereignty can also bolster demand for European cloud capacities as asked for in the 

declaration on “Building the next generation cloud for businesses and the public sector in the 

EU” (October 2020)”.  

 

 

Governments and public administrations at all levels 

 aggregate and express the demand for  secure, interoperable and energy-efficient data 

and cloud offerings (SaaS (including AIaaS), IaaS, PaaS (including DBaaS) tailored 

to the needs of European public services and drive their take-up from certified 

providers; 

 co-operate to agree on similar requirements/standards for cloud to which cloud 

providers can respond with adequate offers; 

 negotiate cloud framework agreements with cloud service providers to facilitate the 

acquisition of cloud offerings for individual purposes; 

 work with cloud providers towards portability of services between different cloud 

providers and the interoperability of solutions. 
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3.1.3.3. GovTech 

Uptake of advanced solutions in the public sector is often hampered by outdated procurement 

practices and a lack of knowledge of technological possibilities on the side of the 

administrations, lack of access to funds for innovative SMEs and start-ups as well as 

fragmentation of GovTech markets along national and administrative borders. To enhance the 

use and uptake of existing or new digital tools, to make better use of public procurement for 

digital government solutions, and to facilitate the acquisition of innovative solutions, public 

administrations should buy services from a wider range of market players, including SMEs and 

innovative start-ups. They should furthermore encourage innovation by experimental 

techniques, e.g. sandboxing.  

Governments and public administrations at all levels 

 apply procurement rules and guidelines that establish a level playing field for 

different digital service providers across Europe, including innovative SMEs and 

start-ups; 

 ensure that digital solutions and tools purchased are designed to comply with 

established open standards to increase interoperability and facilitate their re-use and 

sharing as much as possible; 

 collaborate with private sector investors to help GovTech solutions validate their 

ideas, create Minimal Viable Products and build and expand their businesses; 

 promote initiatives to build networks of innovators both within and outside the public 

sector to spread the knowledge about GovTech; 

 engage with innovative and experimental techniques, e.g. sandboxing, to further 

improve their digital services. 

3.1.3.4.  Organisational innovation 

For digital technologies to bring the desired effects, they require an innovative attitude, a 

critical, open and cooperative mind-set and a willingness to adopt new paradigms to improve 

effectiveness and service delivery to citizens. They often require fundamental organisational 

and legal changes and for this reason act as catalyst for public sector innovation.2 

 

 

  

Governments and public administrations at all levels 

 encourage and enable their staff to innovate and inspire others to innovate, thus 

facilitating high standards of service delivery, public participation and evidence-

based policy-making; 

 provide their staff with advanced digital skills training, possibilities for 

experimentation, and offer to innovators possibilities for networking and community 

building. 

 continuously optimise their service delivery to citizens and businesses, taking 

advantage of innovative solutions provided by e.g. GovTech start-ups. 
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3.2.  Actions 

The following possible actions have been identified in this context: 

 Benchmarking and monitoring: Regularly monitor and evaluate progress on the targets, 

actions and principles of the digital government policy in alignment with other 

monitoring tools.  

 Knowledge ecosystem: Set up an ecosystem for effectively exchanging knowledge, 

research results, experience and best practices among public administrations (including 

different levels of government), the private sector, academics and other stakeholders. 

The ecosystem could be supported by an online platform offering best practices, 

solutions, new knowledge and research.  

 European network of professionals: A European network of professionals, could help 

Member State authorities at all levels to make information about digital public services 

easy to understand and user-friendly (building on ISO standards, where relevant).  

 GovTech incubator: foster the collaboration of Member States on the deployment of 

new digital services through initiatives on the European level, promoting the 

responsible use of innovations  facilitated by digital government solutions and putting 

in place the right mechanism to ensure interoperability by default; 

 European Digital Government Eco-System: Establish a framework of standards  aimed 

at improving the technical, semantic, organisational and legal interoperability of 

innovative solutions, demonstrating their viability through a compliant modular 

platform of reusable digital government solutions; 

 Common European Public Sector Data Space: establish, within the European Digital 

Government Eco-System, a data space accompanied by technical specifications and 

standards, facilitating the exchange of data and solutions, and improving transparency 

and accountability of public spending. A common API framework for the public sector 

could be developed, which will accelerate the development of the data space;  

 Support Member States and other stakeholders in deploying the European Digital 

Identity Wallet: The Commission will 

o work closely with the Member States through the eIDAS Expert Group, 

consulting other relevant stakeholders as appropriate, to identify a common 

union toolbox to implement the European Digital Identity Wallet, in accordance 

with Commission Recommendation of 3.6.2021 on a common Union Toolbox 

for a coordinated approach towards a European Digital Identity Framework7; 

o procure a wallet prototype and support large-scale use case pilots to foster take 

up of the wallet under the Digital Europe programme. 

 Increase the efficiency of cross-border access to the digital public services: rendering 

cross-border access to procedures in addition to the ones covered by the Single Digital 

Gateway Regulation more efficient through the use of European Digital Identity Wallet 

and the Once-Only technical system (OOTS) or other G2G document exchange systems 

by maximising synergies and testing which instrument to best use in which 

circumstances. This could cover a number of focus areas of the most significant digital 

public services. 

                                                           
7 European Digital Identity | European Commission (europa.eu). 

https://ec.europa.eu/info/strategy/priorities-2019-2024/europe-fit-digital-age/european-digital-identity_en
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 Guidelines for human-centric digital public services design: Building on the good 

practices at national level, research findings and consultations with different 

stakeholder groups, formulate concrete guidelines helping public administrations at 

national, regional and local level to develop, design and revise digital public services 

according to human-centric design principles. The Living in EU8 Digital Services for 

Europe strategy is a good example. The Guidelines for human-centric digital public 

services design can inspire the Toolbox on Ethically Responsible Innovation;  

 Toolbox on Ethically Responsible Innovation: This toolbox provides insights and 

inspiration on how to innovate and design digital public services, including using novel 

technologies, while complying with laws and fundamental rights of citizens.  

3.3.  Indicators 

As indicated in the introduction to this paper, the Digital Compass includes the following targets 

for 2030:  

 100% of key public services are available for European citizens and businesses online 

 100% of European citizens have access to medical records (e-records) 

 80% of citizens will use a digital ID solution 

In line with the Digital Compass, the following indicators could be considered to support 

meaningful targets for 2030:  

 Human-centric service design: All public services are designed according to key user-

centricity principles. [New usability indicator (eGov BM): 100%]  

 mGovernment: All digital public services support the full mobile management of public 

procedures [Mobile-friendliness indicator (eGov BM): 100%]  

 eDemocracy: When interacting with citizens and businesses, public authorities at all 

levels respect and empower their users by communicating openly and clearly, 

respecting users’ rights and control over one’s data ownership [Transparency indicator 

(eGov BM): 100%] 

 Citizen Engagement: Governments at all levels use digital technologies to encourage a 

wider participation in policy-making [Civic participation indicator (Eurostat): 30%]  

 Open data:  Appropriate public sector data is made available for (re-)use and sharing, 

thus allowing the public sector to tap into these data for evidence based policy design 

and administrative decision making [Open data indicator (DESI): 100%] 

 Pro-active services and automatic service provision: Citizens’ administrative burden is 

effectively reduced by pro-active and automatic service provision [new indicator: has 

to be elaborated]  

 Cloud: Public administrations and authorities at all levels of government increasingly 

become aware of the benefits and risks of using cloud solutions where cloud is not a 

goal by itself but a tool to support strategic goals [new indicator: to be elaborated] 

                                                           
8 Living-in.EU is a political and multilevel governance movement lead by cities’ representative organisations to 
support Local Digital Transformation the European way.” The document is available here.  
 

https://living-in.eu/
https://living-in.eu/groups/commitments/education-capacity-building
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 AI: Public administrations use Artificial Intelligence to enhance their services [budget 

of procurements targeting AI; Target: 20% of overall digitalisation budget] 

A governance structure involving Member States could help implement and monitor progress, 

foster the exchange of information and good practices at EU level, and contribute to ensuring 

that priorities and actions remain in line with emerging political and technological 

developments. 


