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Our approach to digital government

Services
• Proactive
• Personalized
• Understable
• Designed

Data
• Government
• Reuse

Digital 
Government

Decree 
76/2020



Proactive, personalized services

deliver to every person

the service she needs
when she needs it

personalized

proactive



What do we know on user needs?

Big data

•Corporate application form platform
•2016-2019 digital applications
•Big Data study

Hypotheses

•Most people asking for procedure A will also ask for 
procedure B

•Most people asking for procedure C will repeat

Possible proactive 
services

•Application alerts: grants, public job offers
•Pre-filled forms
•Personalized alerts: license renewals
•Procedure recommender

Bias: no data on paper-based requests, 
local procedures and some sectorial 

procedures

However, some use cases were found

2022: not good data enough to build 
high-quality recommendations

Because of the bias, some existing 
correlations couldn’t become visible

2021: university grants

2023: card renewals



Consent management

Consent 
management can be 

done by the user, 
with no public 

employee effort

Users can see 
which service will 
they receive, and 
how will data be 

used

In your Private 
Area, you can 

browse the 
proactive services 

offered



A success in progress: university grants

Last year: 
student 

asked for 
grant

Next 
summer: 
student 
receives 

an e-mail 
alert

Link to a 
pre-filled 
form with 
last year 

data

If nothing 
has 

changed, 
confirm 
request

Grant 
processed

Student 
receives 
grant (or 

not)

Forget it 
all until 

next year!

Consent for 
proactive 

alerts Just a few 
clicks

50.000 
requests



Ethical balances

Proactive 
services offer

But they 
require

High-
quality data

Meeting 
contracts

Social 
justice

Ease-of-use
... government promised you an 

alert, but you don’t receive it
No or 

minimal 
request

Services for 
everyone, not just for 

the best-informed

What happens if...

... government tells that you 
don’t deserve the grant, but 

actually you deserve it



Conclusions

Proactivity is a 
work-in-
progress

New data 
creates new 

opportunities

New 
approaches: 
life events

Balance 
proactivity / 

responsibility
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