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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

A gap citizen and government
A many different institutions involved
A lack of transparancy

A red tape / large number of rules

A administrative burden
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Confronted with an overwhelming amount of institutions, laws and
regulations citizens and businesses loose track. They do not know

which rules apply in their specific situation
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From the Governments point of view:
Inability to cope with complexity & change: bureaucracy & inefficiency

A mass individualisation

A complexity of society increases
A speed & impact of change

A risk averse society

A more and mor law, regulations,
procedures, inspections, ..

An increasingly complex society requires increasingly complex \aws,
leading to more and more complex applications and business processes

to execute these laws.
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The Government perspective:
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How can the desired agillity be achieved?

- Knowledege

1 Knowledge: rules, content
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