
 

 

The Potential and Evidence of ICT-Based Cost 
and Burden Reduction in Public 
Administration and Public Service Delivery 
Problem 
Public service delivery is challenged! Amplified by demographic and economic challenges national, regional 

and local authorities with limited resources face ever increasing demands for service.  

Increased use of IT and technology can contribute to a solution. Estonia has estimated annual savings of up 

to 2% of GDP by introducing digital IDs and signatures. Denmark expects to save up to € 400 million 

annually by eliminating paper forms and paper mail. EU calculations show that the reuse of basic 

government data can create up to 2% GDP growth, while reducing bureaucracy in the Netherlands has led 

to a socio-economic benefit equivalent to 0.9% of GDP. However, there is a risk in cost reduction within 

public administration leading to increased administrative burden on citizens and businesses.  

The challenge is two-fold: to ensure that ICT facilitated cost savings are harvested over time, and 

simultaneously minimize the burden for citizens and businesses. 

Solution 
Simplification of rules, digitization and bureaucratic reduction may release public resources to address 

demographic challenges, provide universal services and create a supportive business environment. 

The benefits of digitization can be divided into three general categories: 

• Cost savings, e.g. less time spend and lower financial cost; 

• Quality improvements, e.g. easier, faster and more equitable access to public services; and 

• Job creation and economic growth, e.g. lower administrative costs for the private sector. 

Benefits may be accrued by citizens, businesses and the public sector itself.  

Generally, savings from ICT investments are measured within the public sector. The reason is that socio-

economic and qualitative measurements are resource-intensive, uncertain and complicated. Return on 

investment and business case calculations therefore focus on ICT and burden reduction projects where, as 

a minimum, a positive business case can be guaranteed within the public sector. 

Benefits incurred by citizens and businesses are thus regarded as something "extra" that is not necessarily 

measured. However, there are cases where economic and social gains are measured, for instance less 

bureaucracy and faster service delivery, making it cheaper to run a business and easier to be a citizen. 

Objective and format of workshop 
The primary objective of the workshop is to discuss and identify potential solutions to three key questions:  

1. How can we facilitate administrative burden reduction in diverse service areas and settings without 

transferring the burden from the public sector to the end user?   



 

 

2. How do we ensure the realization of ICT-enabled cost-savings within the public sector without 

generating additional costs and burdens on the end user?  

3. What are the key challenges and tradeoffs, e.g. political, legal, organizational, capacities, resistance 

to change, lack of vision and fragmented approach, for ICT-enabled cost and burden reduction 

within the public sector?  

The workshop will combine an introduction with presentations of cases (evidences) and discussion on the 

potential of ICT-enabled cost and burden reduction in public administration and public service delivery. 

Programme 
11:00 - 11:10  Introduction 

Tomasz Janowski, Head, UNU-EGOV  

11:10 - 11:25 Double-up: ICT enabled cost and burden reduction in public sector service delivery 

Morten Meyerhoff Nielsen, UNU-EGOV Academic Fellow and Researcher, Tallinn University 

of Technology Ragnar Nurkse School for Innovation and Governance 

11:25 – 11:40 ICT enabled administrative burden reduction and cost savings in Uganda 

Kenneth Bagarukayo, UNU-EGOV Government Fellow and Commissioner Information 

Management Services, Ministry of Information and Communications Technology, Uganda 

11:40 – 11:55 Argentina Modernization Plan   

Maria Inés Baqué, Secretary of Public Management and Innovation under the Ministry of 

Modernization of Argentina Republic 

11:55 – 12:15 Question 1: Cost savings, e.g. less time spend and lower financial cost 

What comes first: Cost savings or burden reduction? Is it possible to cut costs while 

minimizing the overall administrative burden? 

12:15 – 12:35 Question 2: Quality improvements, e.g. easier, faster and more equitable public services 

 Is it possible to improve service quality without increasing cost and administrative burden of 

service delivery? Which is easier? How is a triple win situation ensured? How is the quality 

improvement, cost and burden measured? 

12:35 – 12:55 Question 3: Job creation and economic growth, e.g. lower administrative costs for the 

private sector 

 Is it possible to regulate the private sector (e.g. environment, labor conditions) without 

increased bureaucracy and the cost of doing business? How is no-regulation balanced with 

over-regulation? How to balance the cost of bureaucracy versus the cost of corruption? How 

can ICT be used? How do we measure the impact? 

12:55- 13:00  Conclusions 

Tomasz Janowski, Head, UNU-EGOV  

 



 

 

 

 



 

 

BACKGROUND DOCUMENT 
1. Digital identity and signature (eID) 

Estonia has estimated annual savings of up to 2% of GDP by the introduction of digital ID and signature.  

Prerequisite to gain by introducing eID's is the distribution and actual use of of the eID and signature 

citizens and businesses, that there is something of logon to, for example public and private sector digital 

postbox, online banking and eServices. 

2. National one-stop-portal and eService 

In order to increase the quality of public services and enhance efficiency in the public sector a number of 

countries have introduced national one-stop portals and digital-by-default eServices use, thus phasing out 

expensive and time-consuming paper forms and letters 

Denmark expects to save up to € 110 million annually from 2016 by eliminating paper forms and almost € 

290 million by digitising paper post.  

Prerequisites are intuitive, user friendly and personal eServices with value-added for individual users and 

business. This means that service delivery must be simplified and that internal processes are automated. 

3. Core government data 

To minimize the economic costs of the public, the "once only" principle for the most commonly used data 

sets in public (such as addresses, persons, company information and income information) is increasingly 

being introduced. This means that the authorities cannot ask citizens and businesses for information that 

other authorities already holds. It also means that authorities can reduce the number of errors, as only 

authorized data source exists. 

By reusing data the cost of maintaining parallel systems, data sets and workflows is eliminated within the 

public sector. In addition, non-personal may be reused by private actors to develop new solutions and 

services. 

The Danish core data programme expect to save the public sector some € 20 million annually from 2017 by 

easing the re-use 16 core data sets of data (incl. person and company ID’s, income, address, property and 

cadastral data). The cost savings are attributed to the minimization of processing errors caused by incorrect 

data, minimizing double entries and records as well as fewer and easier system integrations. For eksample, 

the Danish Frederiksberg municipality, with 103,000 inhabitants, has for the re-use of authoritative address 

data estimated a positive business case of € 0.17 million annually. Of this, 49% are from increased back-

office productivity, 36% is the result of improved data quality and error minimization, and 15% from 

minimized IT and system development and operation costs.  

Another relevant example is Denmark's digital land registration system, which since 2010 has led to annual 

efficiency improvements of more than € 40.3 million. The system development and operation costs over 5 

years are €47 million. The cost savings distribution is estimated to be 25% within the public sector, 25% to 

the buyer and seller of real estate and 50% for the financial institutions involved in the transactions. The 

benefits are generated by faster and less error-prone case-handling.  



 

 

The Norwegian business register receives approximately 50 million calls from the public and private 

organisations. A € 6.3 million in IT systems development and release of data have led to € 2.7 million in 

annual public sector costs savings plus € 17.5 million in the private sector.  

Similar to the Norwegian business registry, the Faroe Islands have estimated that workload reduction and 

release of business data will lead to efficiency gain of between € 0.67-1.34 million annually. About 20% of 

the gains will accrue by the public sector, with the remaining 80% will be in the private sector, who will be 

able to obtain data automatically and free from public databases. 

4. IT architecture 

To optimize the reuse of basic data, system integration must be easy and allow for automatic exchange. 

Resource- and cost-intensive bilateral system integrations are replaced by standardized interfaces and 

infrastructure, partly made data exchange more secure and considerably easier and cheaper to set up. 

Faroese introduction of an Estonian like X-road solutions estimate the cost saving potential to me a factor 

10-20. This means that previous bilateral system integrations of € 40,000 to 100,000 will drop to as little as 

€ 4,000 to 7,000 – depending on complexity. 

Prerequisites are clean data, that registries and systems are build on the same shared standards and data 

exchanges takes place via a secure joint-governmental distribution mechanism. 

5. Simplification and reducing red tape 

The efficiency potential of simplification of legislation, rules and thus processes are difficult to value. Dutch 

research has valued debureaucratisation initiatives to 0.9 of GDP. The potential, depends on the complexity 

of the national law and its regulations. The Faroe Islands have conservatively estimation the Dutch example 

could lead to annual economic gain exceeding € 17.5 million.  An additional benefit of reducing the 

complexity of rules and legislation is a simpler and less bureaucratic administration, and lower risk of errors 

in the in internal procedures and service delivery. Similarly, simplification of regulations, leads to less 

complexity of IT projects, thus making it cheaper to develop and deploy – and with less risk of IT project 

failure. 

 


