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Getting personal



Context: the three ages of government

1) Kafka’esque

• Arbitrary
• Random
• Disconnected
• Fragmented
• Coercive

2) Bureaucratic

• Rules-based
• Administrative
• Professional
• Top-down
• Gov-centric
• One-size-fits-all

3) Open, 
participative, 
caring and 

smart

• Open & transparent
• Collaborative
• Responsive & participatory
• Outcome-based
• Both innovative & stable
• Both bottom-up & top-down
• User-centric & user-driven
• Both evidence- & values-based

• GETTING PERSONAL



Cost c. £60 million p.a., 2007 – 2012: www.direct.gov.uk

UK “best in class” one-stop-shop, sophisticated 
navigation portal



Challenged by a small group of hackers (from 2009)

But not everybody thinks so……

http://www.directionlessgov.com



Today, after alpha and beta versions and then full launch
……..and winning the UK’s top design award originally set up for industrial 
product and service design (summer 2013)
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Source: United Kingdom, Directgov Strategic Review – Executive Summary, 29 September 2010: 
http://www.cabinetoffice.gov.uk/sites/default/files/Directgov%20Executive%20Sum%20FINAL.pdf

UK ”push” model



Changes in user behaviour
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From “pull” to “push”
•many stops

�

•no wrong door
�

•one stop – portal: WHERE MOST ARE TODAY
�

•personalised push services in and from                        the 
cloud: e.g. UK’s Service Design Principles for 2014:

─delivered direct to individual user
─who ever, where ever, whenever they are
─use of ”design-thinking ” holistic principles where the 
”government does the hard work to make it simple for users”:

─ matching personal needs
─ with service journeys



Source: Dennis Linders + Ken Wang | CEGOV 2013

For example: personal proactive services in Taiwan
From “pull” to “push”: “e-housekeeper notification” select from list of 203 services



Carry government in your pocket;  
alerts you when it can be of service

Towards Digital 
“Life Dashboard”
with “Life Map”

Location-driven service personalisation in Taiwan

Source: Dennis Linders + Ken Wang | CEGOV 2013

“Just in time” and “last mile” public services; 
also “delivered to your door”
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Joe Pine (1995)

Mass customisation: 
“fundamentally customers 
don ’t want choice …..

“Mass customisation” in e-government

Both ”pull” and ”push”

�Government as a personal assistant (and 
intelligent agent)

�Switching between ”pushing” services it 
”knows ” individuals want or need

�…and ”empowering users to ”pull” what they 
”want ”

– they just want exactly 
what they want”

Source: Dennis Linders + Ken Wang | CEGOV 2013
Source: Dennis Linders + Ken Wang | CEGOV 2013
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Ďakujem !!

Čo chce š ??


