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The Danish journey
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Success factors in the Danish digitisation journey 
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Danish Public Digitalisation S-curves 
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eID and Data is key

Register (modernization)eID
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Citizens at the center

Next generation Digital PostPortals

Citizen

Health

Business

Taxes



Digital Public Services & foundation

Communication
94% uptake

83% satisfaction

MitID
5.5m users

89% satisfaction

Citizens’ portal
111m visits annually

91% satisfaction

Trust
92% feel safe using solutions

81% trust data handling

Central Data registries 
CPR, CVR, BBR, DAR, etc.

+20 Industries

+140 Authouries

+ 640m € in BC savings

Shared digital strategy and direction



The Citizen Portal
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Citizen.dk

11



12

Citizen.dk



Shared information in views for case workers and citizens

Case worker Citizen



Enhanced Communication

Infrastructure
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Journey to Digital Post in Denmark
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20122001 2013
2014

2022

Secure Mail
First version of secure 

mail in Local 

Government and 

Banking sectors

Legal equivalence
Legislation giving the same 

legal standing for messages 

sent digitally as paper letters

Mandatory for 

Businesses
Legislation mandating all 

government comms to 

businesses is through 

Digital Post

Mandatory for 

Citizens
Legislation mandating all 

communication to citizens 

is through Digital Post

Next Gen Cross-Gov 

communication
Government Owned Digital 

Post solution adding ability to 

communicate between 

authorities 

Publicity campaign

Assisted Digital and 

Digital Skills building

48 million messages in 2014, passed to 86 million in 2015 
and reached 95 million in 2016. 
Now 227 million messages are sent a year.

2020 Next Generation Digital 

Post concept
Start development for a new 

cross-gov communication 

platform

1-5 

years

Next Gen Service 

Transformation
Departments and service 

harnessing embedded actions 

to transform E2E and cross-

gov service journeys
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Digital Post (NgDP) has become one of the most critical infrastructures in Denmark

▪ Digital Post is mandatory for Danish 
citizens and companies

▪ 94% of citizens (4.8M – from age 15) 
and 100% of all companies are using
digital post as their communication
form with the authorities

▪ More than 252 milion messages are
sent a year (2024)

▪ Digital Post integrates to more than
15000 systems(!) 

▪ Built and delivered by Netcompany for 
the Agency of Digitization

▪ In Denmark, Commercial Sector Digital 
Post is separate but Commcercial
Viewclients have access to Public 
Sector Digital Post. mit.dk is an 
example (owned by Netcompany)
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Modern Digital Post based on the 

“MeMo” format. Define actions, links and 
meta data around every messages

Read

Citizens and companies can pay fees 

easily directly from messages 

including recurring payments

Let your Citizens book meeting with 

the authorities

Pay

Book

Request consent from your Citizens 

for various business processes

Consent

Citizens can sign documents both in 

mit.dk and in company self service

Direct integration with case management 

and call centre systems to remove 

rekeying and enable automation

Sign

System integration

Forms 

Fetch specific and structured 

information from Citizens through a 

secure and transparent channel.

API architecture enables multiple 

view clients so authorities can show 

Citizens’ mail in their own Apps.

View clients

MeMo format with embedded actions enable outcomes…

Flow orchestration framework to knit 

together actions, triggered by a MeMo or 

through links for “Connected flows”.

Connect 
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Interoperability at it’s core

◼ Who is it for and who is the Sender? Is the Sender 

allowed to send to the recipient?

◼ How is the Letter classified, and what (domain) is it 

about? What Recipient System should it be delivered 

to? Is it part of an existing thread? Does it have a Case 

Id attached to ease Case management in Authority?

◼ Let the right Recipient read the content – Metadata 

allows organizations to make sure not only the right 

Authority get’s the message, but also the right 
department and even the right Employee/Caseworker 

to receive data in the correct System.

Public institutions Companies / citizens
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The new parent uses the Digital 

Mailbox to share information with 

their employer to initiate parental 

leave

Citizen asks Gov.UK Chat what 

government help is available to adopt a 

child
Chat highlights a number of relevant 

services (adopt a child, parental leave, 

child benefits)

Citizen clicks the link to 

start the adoption 

process and logs into 

their Digital Mailbox 

using One Login

Their personal details are pre-populated. They then choose 

to share data already held by Police, NHS, HMRC & open 

banking and Local government rather than upload evidence

They use the Digital Mailbox 

to send a formal request for 

professional & personal 

references using the template 

provided

References receive 

notification and provide 

their description of the 

individual(s)

Based on their address 

they are connected with 

their local authority and 

book a home visit from 

available slots

Digital 

Post 
ILLUSTRATION OF 

POSSIBLE 

CHILD APOPTION

USER JOURNEY

?

They can enter the information they need to provide 

directly through the in-Mailbox ‘Connect’ service

Share my 
personal  
information

What we need to 
know

Authorised service providers can now 

access the information they need to start 

the process, provide guidance and ask 

for any further information using the 

Digital Mailbox

Create mail 

To:

Adoption reference

Your message:

Your 
reference:

Availability

BOOK

BOOKBOOK

BOOK

BOOK BOOK

They are 

notified when 

the references 

have been 

received and 

reviewed

An update 
on progress

The home visit takes 

place

Book Training

BOOK

BOOKBOOK

BOOK

BOOK BOOK

Your Report

Following a successful home visit, the rest of the 

adoption process is completed, supported throughout 

by communications through the Digital Mailbox

Congratulations

HMRC pays Child 

Benefits automatically 

where eligibility criteria 

are met

Digital Mailbox is an easy way to 

stay connected and receive 

recommendations for local 

services!

Find an 
approved 
organisation

Share my 
service  
information

Newsletter

Hello from 
Kids Club!

Near You

Chat

THE EXISTING MIT.DK 

(DIGITAL POST) AND 

GOV.UK SERVICES 

SUPPORTING THIS USER 

JOURNEY

Book

Consent

Connect

Sign

Collect
Share Interact

OneLogin PayNotify

Case: Providing coherency and vision for citizen journeys



The Communication Infrastructure

& EUDI Wallet
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Every EU citizen 

and resident in 

the Union will be 

able to use a 

personal digital 

wallet
European Digital Identity (EUDI) is a 

framework for exchanging verified small 

datasets based on templates, typically 

tied to an identity

These datasets can be stored in the EU 

wallet

Every time an App or website asks 

us to create a new digital identity

or to easily log on via a big 

platform, we have no idea what

happens to our data in reality. That

is why the Commission will propose 

a secure European e-identity. One 

that we trust and that any citizen

can use anywhere in Europe to do 

anything from paying your taxes to 

renting a bicycle. A technology

where we can control ourselves

what data is used and how.

Ursula von der Leyen, President of 

the European Commission

September 2020

Identify yourself

Prove your age

Prove right to reside, to work, or 

to study

Open a bank account 

Access public services

File tax returns

Use a medical prescription 

anywhere in Europe 

Rent a car using a digital driving 

licence

Check-in to a hotel
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Add verified services 

to Wallet

Person to Person 

validation

Person to Business & Business to Business 

attestation exchange

EUID Framework

  Common Toolbox

E U  F R A M E W O R K N A T I O N A L  W A L L E T  A P P C I T I Z E N  S E R V I C E S

National Wallet

Backend

P
u

b
li

c
P

ri
v

a
te

EUDI wallet 

service 

overview

Netcompany -

NiScy



Your ticket is ready for the 

concert. Just show it at the 

entrance

Your medicine is ready to 

pick up…here’s your 
doctor’s permission

Permission sharing amongst private and govt’ stakeholders

Permissions

Kate Kampmann

Buy online

Deutsche Bank is 

requesting ID in relation to 

you loan application. Do 

you allow sharing this?

Share

Sixt is requesting a valid 

drivers’ licence for your car 
rental request.

Share



C A R  R E N T A LP A Y M E N T
National wallet 

services and 

business 

applications



M E D I C A L  F O R M SH E A L T H  D A T A

National wallet

Health data



EUDI Wallet

MeMO Action

Deep links action
AMI Workflow Repository

Future vision: Digital Post as an accelerator for Secure 
communication
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Custom 

Service A
Forms

Custom 

Service B

Expose

Webhook 

service

Call External 

service

EUDI 

Compliant
…

Orchestrate Userflow
(Flow status validation logic)

AMI Platform
Connect Workflow Engine

Expanded as needed by deliveries

Completes Flow
Defines FlowBootstraps flow

Configures Flow

Use



Where are we taking service 

delivering with AI
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Why a Cross-Government AI service

Burden Reduction Better Public ServicesPersonalised User 

Journeys

Authoritative 

Information

Better and shared use of 

data and services

Benefits

◼ Reducing frontline staff asks

◼ Reducing decentralized 

infrastructure

◼ Centralizing policy fulfillment

Governance of information 

across government 

services and portals

Benefits

◼ Ensuring governance of information 

offered to the public

◼ Ability to manage outdated and 

erroneous information

User centric journeys using 

personal and contextual 

information

Benefits

◼ Ensuring privacy preserving 

personalized user experiences

◼ Ability to precisely address complex 

life situations based on personal data

◼ Automating personalized user 

journeys meeting individual citizen 

needs

Improving cross 

government services

Benefits

◼ Ensuring uniform recognizable 

services cross government

◼ Intelligent user centric journeys 

crossing organizational service 

offerings

◼ Ability for citizens to simplify 

complex tasks in one user journey

◼ Digital inclusion and accessibility



Digital Assistant

Trusted Services

Authentic sources

Key elements of a cross-government AI service

Government portals …

Public registers / 

data collections …

Personal data / 

Cases / Messages …

Services providers / 

Self-services / 

Approvals …

Data Consumers

Users

AI Engine
Integration / Orchestration / 

Standardize / Anonymity …

Chatbots
Web portals / public sites…

Applications
apps / Case systems / 

Digital Messaging …
AI Model
Large Language Model 

(LLM)

Citizens / case-workers / 

Help desks …

Policies
Accreditation / Compliance / 

Governance / Supervision …



Capabilities of the 
Digital Assistant
Web portals

Public registers

Crawl websites

Push curated data

Query realtime data

Public Announcement 

outlets

Query as 

authenticated citizen
Private data registers & 

communication 

infrastructure 

Service providers
Action as 

authenticated citizen

Chatbot

< User Input >

[ Dynamic data ]

Unstructured

[ Raw data ]

Curated

[ Structured data ]

Agent2Agent

[ Personal data ]

[ Service Providers ]

Digital Assistant

Realtime

Governance

[ Audited sources ]

Privacy

[ No data-sharing ]

Soverenity

[ Closed ecosystem ]

Chatbot

via public front door (Web 

Portals)

Book appointments 

Report illness

Personal health info

Hospital messages

Updated information

Personal context

Tailored information

Combined information

Information Exposure

Control



•

•

•

Personal AI Agents

Summarize

Advice

Translate

Support

Calculate

Analyze

Questions

AI will take the user experience in mit.dk even further, enabling users 

to gain enhanced insights into all the messages stored on the 

platform.

This use-cases listed are only the tip of the iceberg, and more use-

cases will develop as the users get more accustomed to using the AI 

tool.

The AI engine, will not only benefit the end-users, but also the 

organizations' sending messages through reduction of support 

questions the receivers could have answered themselves, freeing up 

time and resources focusing on increasing service value instead.



Onboarding mit.dk AI Chatbot

32

Login

1
Accept terms & conditions

2
MAI loading

3
MAI visible in inbox

4
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Open letter

1
Ask Ari to translate and 

what letter is about

2

Ask more specific questions

3

Get answers and options to 
respond

4

What is this letter about and what do I need to do?



Analyse Content
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Advanced message

1
Chatbot opened

2
Ask to analyse content

3



Ask Questions
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Inbox

1
Chatbot opened

2
Ask question

3
Ask follow-up questions

4



I am graduating from high school, what are my options?
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Open mailbox

1
Ask question

2

Ask more specific questions

3

Get answers and options

4



You’ve got a grant – need help with tax reporting?

37

Ari let’s you konw you
received a grant

1
You response yes to have 

taxes calculated

2

Ask about other grants

3



Remember your appointment!
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Remindewr of an 
appointment

1
Reminder what you need to 

bring and travel time

2

Ask questions about the 
appointment

3

Get answers and options

4
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