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The citizen and the Government



From the citizens point of view:
Poor Service Delivery:  how to find your needle in the haystack

Å gap citizen and government

Å many different institutions involved

Å lack of transparancy

Å red tape / large number of rules

Å administrative burden
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From the Governments point of view:
Inability to cope with complexity & change: bureaucracy & inefficiency

Å mass individualisation

Å complexity of society increases

Å speed & impact of change

Å risk averse society

Å more and mor law, regulations, 

procedures, inspections, .. 
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What is needed to support the Government ?



The Government perspective:
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Present day society can be characterized 

by a growing:

ÅComplexity

ÅDynamics

ÅInformation overload

ÅKnowledge intensity

Agility becomes an ever more important 

success factor

Agility is a combination of an 

organizations:
ÅICT services

Åbusiness processes

Åits employeeõs .



How can the desired agillity be achieved?
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1. Separate process, function, knowledge 

and data

2. Implement knowledge management

3. Offer the employee decision support

1 Knowledge: rules, content

Å Agile ICT services
flexible, adaptable, managable.

Å Agile business processes
Robust generic reference processes 
Context driven treatment op maat

Å Agile employees 
Using knowledge versus having 
knowledge



Intermezzo: A little about Semantics



The semantic web stac
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� F́or the semantic web to function, computers 
must have access to [...] sets of  inference rules 

that they can use to conduct automated 
�U�H�D�V�R�Q�L�Q�J���µ

Tim Berners-Lee, James Hendler, and Ora 
Lassila. Scientific American, May 2001.
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