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“Proactiveness measures the extent to which a 

government delivers data and services to the public 

without waiting for formal requests. 

It implies a capacity to anticipate societal and 

economic developments as well as users’ needs, by 

capturing real-time information and applying them to 

the re-design of services”. (OECD 2020, page 50).

Definition

https://www.oecd.org/gov/digital-government-index-4de9f5bb-en.htm
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We know how to study the level of proactivity

N. Bharosa, e.a. (2021) Inclusion through proactive public services: Classifying and designing proactivity through understanding service eligibility and delivery 
processes. http://resolver.tudelft.nl/uuid:d01d5e5f-8f96-44fb-baee-dd1715fb99bd

http://resolver.tudelft.nl/uuid:d01d5e5f-8f96-44fb-baee-dd1715fb99bd
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N. Bharosa, e.a. (2021) Inclusion through proactive public services: Classifying and designing proactivity through understanding service eligibility 
and delivery processes. http://resolver.tudelft.nl/uuid:d01d5e5f-8f96-44fb-baee-dd1715fb99bd

http://resolver.tudelft.nl/uuid:d01d5e5f-8f96-44fb-baee-dd1715fb99bd


Red area 

• Registering for allowances, such as rent allowance

Yellow area 

• Renewing your passport

• Pre-completed Tax filing

• ‘Vaste lasten pakket’ (Pilot)

Green area 

• Repayment student debt

• NL Alert (Emergency SMS services)

• Donor registration

Examples of Dutch services and how proactive they are
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N. Bharosa, e.a. (2021) Inclusion through proactive public services: Classifying and designing proactivity through understanding service eligibility and delivery processes. 
http://resolver.tudelft.nl/uuid:d01d5e5f-8f96-44fb-baee-dd1715fb99bd

http://resolver.tudelft.nl/uuid:d01d5e5f-8f96-44fb-baee-dd1715fb99bd


7

• Which levels of proactivity can be reached via:

• user-centric public service design

• algorithmic/automated decision making

• government as a platform

• Once only principle

• High level of eIDs

• Data wallets and digital assistants etc…

• How we can design a adequate (responsible, fair, traceable, correctable) level of 

proactivity across a broad range of public services and life events?

What do we need to know? (1/2)
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• What are ‘acceptable’ trade-offs in a multi-stakeholder arena?

• Patronization vs. Self-reliance?

• Goodwill vs. Intrusiveness?

• Efficiency vs. Privacy?

• Ease of use vs. Privacy?

• Ease of use vs. Transparency?

• Ease of use vs. Costs?

• Ease of use vs. Control?

• Ease of use vs. Intrusiveness?

What do we need to know (2/2)



Mission driven 

innovation 

through 

collaborative 

research, 

prototyping & 

experimentation

Digicampus: a quadruple helix partnership for public 
service innovation
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GovTech 

providers 

(corporate & 

startups)

User groups

Universities

Government 

agencies

Provide theories, methods, data 

Voice user needs, concerns, & 

public values

Provide 

policy 

challenges

Provide 

solution 

components
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• 1 thesis using a digital twin for optimizing the forwarding 

strategies in youth-care.

• A thesis on service access problems faced by citizens.

• 3 theses on ‘no wrong door’ models.

• A thesis on the acceptance of virtual digital assistants

• A thesis on the organizational readiness for no-wrong 

door

• A thesis on turning 18 years.

• 6 more theses are in the pipeline.

Examples of student projects
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1. Cross border EU GovTech incubator pilot on launching trusted digital assistants for requesting 

energy related social benefits.

2. Improving data quality governance at public agencies for proactive service delivery.

3. Designing for responsibility for automated government decision making (PhD project).

4. Self assessment tool for measuring the level of proactivity and providing recommendations.

5. National roadmap for proactive public services.

Planned projects @ Digicampus



Thank you for your attention! 

www.digicampus.tech

jet@digicampus.tech

n.bharosa@tudelft.nl 
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Further reading
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