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While Norway has showed progress towards user-centred service design 

and delivery, there are some remaining challenges that the Government 

could address to improve its approach within a decentralised system and 

ensure a better experience for its users. 

To overcome the challenges of this decentralised model, Norway could aim 

to evolve its design and delivery of government services to ensure that it is 

responsive to the changing needs and expectations of users.  

  

10 Service design and delivery 
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With a score of 70% in the 2023 DGI, Norway showed progress towards user-centred digital service design 

and delivery and alignment with the OECD’s Good Practice Principles for Public Service Design and 

Delivery in the Digital Age. However, there are some remaining challenges that the Government could 

address to improve its approach within a decentralised system and ensure a better experience for its users, 

including implementing mandatory service standards, better integrating of the ‘Once Only’ principle, 

developing an omnichannel strategy, and incorporating more comprehensive performance monitoring.  

Progress to date 

Norway showed progress in its digital service design and delivery in the 2023 DGI, largely thanks to its 

guidelines, proactive user engagement, use of digital tools, monitoring for meeting user needs, and 

comprehensive service catalogue. The findings demonstrate Norway’s commitment to maturing its digital 

service delivery in alignment with the OECD’s Good Practice Principles for Public Service Design and 

Delivery in the Digital Age (OECD, 2022[1]) described in Box 10.1 (the Good Practice Principles hereafter). 

In the 2023 DGI, Norway scored 70% for its maturity in service design and delivery, compared to the OECD 

average score of 52%. This score was based on strong maturity demonstrated in some of the key 

foundations in place for effective digital government services. These include Norway’s (DGI, 2023): 

• guidelines: while Norway does not have mandatory service standards, Digdir guides agencies on 

best practices via mandatory and recommended ICT standards, the Digitalisation Memorandum, 

and accessibility requirements. 

• proactive user engagement: Norway engages proactively with diverse user groups during service 

development, which aligns to the recommendation in the Digitalisation Memorandum for all 

agencies to put the user at the centre and consider their needs, involve them in the process, test 

services with them to ensure an efficient and coherent approach. 

• use of digital tools: Norway encourages the use of digital tools, amongst other channels, to 

engage with a diverse range of user groups in the design process, which is outlined in the 

Digitalisation Memorandum, Digitalisation Strategy, and Principles of Architecture, among others. 

• monitoring for meeting user needs: while its application varies across Norway’s decentralised 

service delivery model, there is monitoring in place at different stages of the service lifecycle to 

determine if services are meeting user needs. Although the following section will discuss how this 

could be enhance further to provide greater insight and data-driven decision-making. 

• comprehensive service catalogue: Norway has comprehensive and accessible catalogues on 

Norge.no and Altinn of services that can be completed digital (with some paper applications and 

options for phone and in-person support if required). 

These areas cover a number of areas measured in the 2023 DGI, where Norway scored 100% and far 

exceeded the corresponding OECD average scores. In building its maturity in these areas, Norway has 

shown its commitment to effective service design and delivery that aligns with the Good Practice Principles 

(Box 10.1) to build accessible and user-centred services; to deliver with impact, at scale, and with pace; 

and to be accountable and transparent in order to continue building public trust in digital services. 
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Box 10.1. Good Practice Principles for Public Service Design and Delivery in the Digital Age 

The OECD’s Good Practice Principles for Public Service Design and Delivery in the Digital Age were 

developed to give clear, practical, and actionable standards that countries could implement to improve 

the quality of their digital service design and delivery. They advise countries to: 

Build accessible, ethical and equitable public services that prioritise user needs, rather than 

government needs. 

1. Understand users and their needs. 

2. Make the design and delivery of public services a participatory and inclusive process. 

3. Ensure consistent, seamless and high-quality public services. 

Deliver with impact, at scale and with pace. 

4. Create conditions that help teams to design and deliver high quality public services. 

5. Develop a consistent delivery methodology for public services. 

6. Curate an ecosystem of enabling tools, practices and resources. 

Be accountable and transparent in the design and delivery of public services to reinforce 

and strengthen public trust. 

7. Be open and transparent in the design and delivery of public services. 

8. Ensure the trustworthy and ethical use of digital tools and data. 

9. Establish an enabling environment for a culture and practice of public service design and 

delivery. 

Source: (OECD, 2022[1]) 

Remaining challenges  

While Norway’s digital government services are strong, the 2023 DGI did identify some remaining 

challenges that the Government could address to improve its service design and delivery and ensure a 

better experience for its users, including the need to: 

• implement mandatory service standards to build a more coherent approach across a decentralised 

service delivery model. 

• integrate the ‘Once Only’ principle to promote the reuse of data to minimise administrative burden 

on users and enable more proactive government services. 

• develop an omnichannel strategy to enable a more consistent user experience across all channels, 

as an extension of the digital experience. 

• incorporate more comprehensive performance monitoring to enable a data-driven approach to 

future service enhancements. 

By addressing these challenges in its new digitalisation strategy, the Government could ensure that its 

public service is able to keep pace with the evolving needs and expectations of users for years to come. 
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Mandatory service standards 

Implementing mandatory service standards could support the Government in building a more coherent 

approach to service design across Norway’s decentralised delivery model. Service standards are tools for 

regulating and organising a wide range of legal and regulatory domains that establish metrics for the 

implementation of digital government services. They provide a baseline expectation and guidance for how 

to develop these services in a consistent way. For example, Australia’s Digital Transformation Agency 

does this with the Digital Service Standard 2.0 incorporated into its Whole-of-Government Architecture.9 

In the 2023 DGI, Norway scored 0% for mandatory service standards, compared to the OECD average 

score of 37%. This is because Norway has opted for a softer approach, with Digdir working with various 

delivery agencies and levels of government to encourage best practices by providing information, 

guidelines, and principles for design approaches that are human-oriented and based on meeting user 

needs. (Norway’s submission to the 2023 DGI) While this approach is understandable given the 

decentralised context within which the Government is operating, this approach risks greater 

inconsistencies in the process, quality, and experience of the various services being delivered. This could, 

in part, help explain Digdir’s findings that only 30% of users and 25% of businesses report a coherent and 

seamless user experience, and many users are still reporting issues or dissatisfaction with their digital 

service experience. (Digdir, 2023[2]) By building a more coherent approach to service design and delivery, 

the Government could enable more consistent approaches across all delivery agencies and levels of 

government. This would create a more seamless experience for users, as well as create opportunities for 

greater efficiencies and synergies across Norway’s public sector. 

‘Once-Only’ principle 

By better integrating the ‘Once Only’ principle into its service design and delivery, the Government could 

promote the reuse of data to minimise administrative burden on users and enable more proactive 

government services. This is an area where the Government has been trying to make progress, scoring 

66% in the 2023 DGI, compared to the OECD average of 36%. Skate has been working to determine how 

best to ensure that the public sector collects information only once, and that the quality of data is sufficient 

for use throughout the public sector. The ‘Once-Only’ principle has also been included as a required 

consideration in the assessment of digital investments going forward. However, there is still opportunity to 

further the integration of the ‘Once Only’ principle, including by requiring that it be considered as standard 

in the context of transaction costs and the overall value proposition of any new digital initiatives. Without 

this, the Government could risk the underutilisation of government data, with only 22% of agencies 

reporting to reuse data to a large extent in their work. By promoting the reuse of data in service design and 

delivery via the ‘Once Only’ principle, the Government could reduce the burden on users to provide the 

data, minimise the effort and time required to collect it, and create opportunities for innovation and 

enhancements in the service delivery. This should be considered alongside Chapters 6 and 7. 

Omnichannel strategy 

Developing an omnichannel strategy could enable a more consistent user experience across agencies and 

support channels (e.g. in-person, phone, etc.) as an extension of the digital experience. In the 2023 DGI, 

Norway scored 0% for having an omnichannel strategy and only 20% for its approach to service channels, 

compared to the OECD average scores of 45% and 71% respectively. This is because Norway reported 

having service channels focussed on digital channels, without any dedicated strategy to ensure inclusive 

multichannel access to services. The risk of this challenge is highlighted in Digdir’s self-assessment, which 

found that while there is an increasing rate of digital communication with the public sector year-on-year, 

 
9 Read more at: https://www.dta.gov.au/DigitalServiceStandard  

https://www.dta.gov.au/DigitalServiceStandard
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users still prefer to leverage other channels when there is an important issue to be discussed or an 

unfamiliar situation. (Digdir, 2023[3]) More concerningly, Digdir also found that 20% of Norway’s population 

is vulnerable to digital exclusion and only 52% of citizens have trust in digital government services.  

It is then clear that the Government could develop a more coherent omnichannel strategy to provide the 

best possible experience for these users regardless of the service channel that they choose, but also to 

ensure services are inclusive of varying levels of digital literacy and accessibility requirements. A more 

coherent approach across all services could ensure seamless integration between digital and non-digital 

channels. This includes users being able to access services through one digital platform, as well as 

maintaining access for users to be supported through phone and in-person channels that act as an 

extension of the digital experience. This would help to ensure that both citizens and businesses can enjoy 

a simple, fast, and consistent experience of interacting with government. 

An effective omnichannel approach also ensures that government services are accessible to all user 

groups and inclusive of their needs, ensuring that any digitalisation efforts do not create a digital divide in 

Norway or create are barriers to users accessing the services that they need, when they need them. By 

prioritising this, Norway could ensure digital government services remain accessible and inclusive. 

Performance monitoring 

Incorporating more comprehensive performance monitoring would enable the Government in taking a data-

driven approach to future service enhancements. Across the metrics for performance and monitoring in 

the 2023 DGI, Norway scored: 

• 50% for requiring testing for digital government services (compared the OECD average of 45%) 

because services are tested with users and providers, but it is not mandatory. 

• 25% for the metrics it uses to assess the performance of digital government services (compared 

to the OECD average of 36%) because of various measures in place to monitor only user 

satisfaction (and not other key metrics), as well as the completion rate for certain transactions via 

Norway’s joint national solutions. 

• 0% for its standardised mechanisms or guidelines for measuring transaction costs (compared to 

the OECD average of 24%) because there was not a standardised approach in place for this. 

• 0% for assessing and monitoring barriers to co-design with users (compared to the OECD average 

of 24%) because no such assessments had been undertaken yet. 

From the evidence provided through the 2023 DGI process, it is clear that there are different approaches 

and levels of maturity across the Norwegian public sector, depending on which agency is delivering the 

service that is being monitored. The risk of maintaining the current approach is that Norway could see a 

continuing negative trend that has seen only 30% of users and 25% of businesses report a coherent and 

seamless user experience, despite an overall increase in the digital services made available to them. 

(Digdir, 2023[2]) There needs to be more comprehensive monitoring of the performance of government 

services to provide the kinds of data needed to understand the reality of how users are experiencing these 

services in order to better inform future enhancements to address any pain point, barriers, or future needs. 

The Government could address this by:   

• making it mandatory to test all digital government services with users and providers. 

• monitoring additional metrics for service performance, like average time to complete a transaction, 

the rate of incomplete transactions, and failure demand. This would complement existing 

monitoring and reporting on the user satisfaction and availability of services. 

• developing standardised mechanisms to measure the transaction costs of digital services based 

on clear metrics and methodologies for evaluating the efficiency and cost-effectiveness. 
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• assessing and monitoring barriers in co-designing services with different user groups in order to 

ensure inclusivity and inform future enhancements to Norway’s service design and delivery.   

By addressing its maturity in these areas of performance monitoring, the Government could derive greater 

insight into how well services are performing and identify better target areas for future improvement, which 

would enable a more efficient allocation of resources for maximum impact. 

Recommendations 

Based on these findings, the Government could consider incorporating the strategic objective below into 

its new digitalisation strategy, which could be achieved by addressing the associated recommendations: 

 

Strategic objective: Service Design and Delivery 

Overcoming the challenges of a decentralised model, Norway could aim to evolve its design and 

delivery of government services to ensure that it is responsive to the changing needs and expectations 

of users.  

• Recommendation 21: 

The Government could implement mandatory service standards to build a more coherent 

approach across a decentralised delivery model for government services. 

• Recommendation 22: 

The Government could integrate the ‘Once Only’ principle to promote the reuse of data to 

minimise administrative burden on users and enable more proactive government services. 

• Recommendation 23: 

The Government could develop an omnichannel strategy to enable a more consistent user 

experience across all channels as an extension of the digital experience, as well as to ensure 

services remain accessible and inclusive of different users’ needs. 

• Recommendation 24: 

The Government could incorporate more comprehensive performance monitoring to reinforce a 

data-driven approach to future service enhancements. 

 

 

  



   95 

 

THE DIGITAL TRANSFORMATION OF NORWAY'S PUBLIC SECTOR © OECD 2024 
  

References 
 

Bjørgo, K. (2023), Responsibilities and tasks in the Ministry of Digitalisation and Public 

Governance, https://www.regjeringen.no/en/dep/dfd/responsibilities-and-tasks-in-the-ministry-

of-digitalisation-and-public-governance/id3013877/. 

[13] 

boost.ai (2023), How the Norwegian government used conversational AI to help citizens access 

social benefits during COVID-19, https://boost.ai/case-studies/how-conversational-ai-is-

helping-norways-citizens-with-covid/. 

[35] 

Datatilsynet (2024), Regulatory privacy sandbox, https://www.datatilsynet.no/en/regulations-and-

tools/sandbox-for-artificial-intelligence/. 

[41] 

Datatilsynet (2023), 20 searched for the sandbox, https://www.datatilsynet.no/aktuelt/aktuelle-

nyheter-2023/20-sokte-pa-sandkassa/. 

[42] 

DFØ (2024), About us, https://dfo.no/en/about-us. [50] 

DFØ (2024), StartOff, https://doi.org/startoff. [27] 

Digdir (2024), Artificial intelligence - overview of projects in the public sector, 

https://data.norge.no/kunstig-intelligens. 

[47] 

Digdir (2024), Guidance for responsible use and development of artificial intelligence, 

https://www.digdir.no/kunstig-intelligens/veiledning-ansvarlig-bruk-og-utvikling-av-kunstig-

intelligens/4601. 

[40] 

Digdir (2024), Medfinansieringsordninga, 

https://www.digdir.no/finansiering/medfinansieringsordninga/1964. 

[24] 

Digdir (2024), Openness and artificial intelligence, https://www.digdir.no/kunstig-

intelligens/apenhet-og-kunstig-intelligens/4581. 

[46] 

Digdir (2023), Action plan for digitalisation of the public sector, 

https://www.digdir.no/handlingsplanen/handlingsplan-digitalisering-av-offentlig-sektor/1229. 

[26] 

Digdir (2023), Assessment of risk, https://www.digdir.no/informasjonssikkerhet/vurdering-av-

risiko/2998#6_vurdere_risiko_ved_anskaffelser_og_utvikling. 

[23] 

Digdir (2023), Competence model for digital transformation, https://www.digdir.no/digitalisering-

og-samordning/kompetansemodell-digital-transformasjon/3293. 

[48] 

Digdir (2023), Nasjonale fellesløsninger, https://www.digdir.no/felleslosninger/nasjonale-

felleslosninger/750. 

[29] 

Digdir (2023), Remove structural obstacles in new digitalisation strategy, 

https://www.digdir.no/digitalisering-og-samordning/fjern-strukturelle-hinder-i-ny-

digitaliseringsstrategi/5275. 

[20] 

Digdir (2023), Skate, https://www.digdir.no/skate/skate/1259. [15] 

Digdir (2023), Skate’s input to a new digitalization strategy, https://www.digdir.no/skate/skates-

innspill-til-ny-digitaliseringsstrategi/5273. 

[19] 



96    

 

THE DIGITAL TRANSFORMATION OF NORWAY'S PUBLIC SECTOR © OECD 2024 
  

Digdir (2023), Status of the objectives of the digitalisation strategy: Goal 1, 

https://www.digdir.no/rikets-digitale-tilstand/mal-1/3483. 

[8] 

Digdir (2023), Status of the objectives of the digitalisation strategy: Goal 2, 

https://www.digdir.no/rikets-digitale-tilstand/mal-2/3501. 

[2] 

Digdir (2023), Status of the objectives of the digitalisation strategy: Goal 3, 

https://www.digdir.no/rikets-digitale-tilstand/mal-3/3517. 

[3] 

Digdir (2023), Status of the objectives of the digitalisation strategy: Goal 4, http://Status of the 

objectives of the digitalisation strategy: Goal 1. 

[9] 

Digdir (2023), Status of the objectives of the digitalisation strategy: Goal 5, 

https://www.digdir.no/rikets-digitale-tilstand/mal-5/3519. 

[10] 

Digdir (2023), Status of the objectives of the digitalisation strategy: Goal 6, 

https://www.digdir.no/rikets-digitale-tilstand/mal-6/3520. 

[11] 

Digdir (2023), The Digitalisation Council, 

https://www.digdir.no/digitaliseringsradet/digitaliseringsradet/1877. 

[16] 

Digdir (2023), The objectives of the digitalisation strategy, https://www.digdir.no/rikets-digitale-

tilstand/status-pa-malene-i-digitaliseringsstrategien/3478. 

[7] 

Digdir (2023), These three themes are most important to Skate in the new digitalization strategy, 

https://www.digdir.no/skate/disse-tre-temaene-er-viktigst-skate-i-den-nye-

digitaliseringsstrategien/5274. 

[21] 

Digdir (2023), What is the Norwegian Digitalisation Agency?, https://www.digdir.no/digdir/kva-er-

digitaliseringsdirektoratet/703. 

[14] 

European Commission (2023), eGovernment Benchmark 2023 Factsheets - Connecting Digital 

Governments, https://digital-strategy.ec.europa.eu/en/library/egovernment-benchmark-2023. 

[31] 

European Commission (2023), eGovernment Benchmark 2023: Factsheets, Directorate General 

for Communications, Networks, and Technology, 

https://ec.europa.eu/newsroom/dae/redirection/document/98711. 

[30] 

European Commission (2019), Ethics guidelines for trustworthy AI, https://digital-

strategy.ec.europa.eu/en/library/ethics-guidelines-trustworthy-ai. 

[39] 

Felles datakatalog (2023), Kunstig intelligens - oversikt over prosjekter i offentlig sektor, 

https://data.norge.no/kunstig-intelligens (accessed on 15 January 2024). 

[34] 

Ministry of Digitalisation and Public Administration (2019), Received input to the AI strategy, 

https://www.regjeringen.no/no/tema/statlig-forvaltning/it-politikk/KI-strategi/mottatte-innspill-til-

ki-strategien/id2640057/. 

[38] 

Ministry of Digitalisation and Public Administration (2019), Secondment in the state: Guidelines 

for internal mobility of workers within the state tariff area, 

https://www.regjeringen.no/no/dokumenter/Retningslinjer-for-intern-mobilitet-for-

arbeidstakere-innenfor-det-statlige-tariffomradet/id2340415/. 

[49] 

Ministry of Digitalisation and Public Governance (2020), The National Strategy for Artificial 

Intelligence, https://doi.org/The National Strategy for Artificial Intelligence. 

[37] 



   97 

 

THE DIGITAL TRANSFORMATION OF NORWAY'S PUBLIC SECTOR © OECD 2024 
  

Ministry of Education and Research (2023), The Norwegian Government invests billions in 

artificial intelligence, https://www.regjeringen.no/no/aktuelt/regjeringen-med-milliardsatsing-

pa-kunstig-intelligens/id2993214/. 

[36] 

Ministry of Local Government and Modernisation (2019), One digital public sector, 

https://www.regjeringen.no/en/dokumenter/one-digital-public-sector/id2653874/. 

[12] 

Ministry of Local Government and Modernisation (2019), One digital public sector: Digital 

strategy for the public sector 2019-2025, 

https://www.regjeringen.no/contentassets/db9bf2bf10594ab88a470db40da0d10f/en-

gb/pdfs/digital_strategy.pdf. 

[4] 

Ministry of Local Government and Modernisation (2017), Retningslinjer ved tilgjengeliggjøring av 

offentlige data, https://www.regjeringen.no/no/dokumenter/retningslinjer-ved-

tilgjengeliggjoring-av-offentlige-data/id2536870/. 

[32] 

Ministry of Local Government and Modernisation (2016), Digital agenda for Norway in brief, 

https://www.regjeringen.no/en/dokumenter/digital-agenda-for-norway-in-

brief/id2499897/?ch=1. 

[6] 

OECD (2024), “2023 OECD Digital Government Index: Results and key findings”, OECD Public 

Governance Policy Papers, No. 44, OECD Publishing, Paris, 

https://doi.org/10.1787/1a89ed5e-en. 

[45] 

OECD (2024), “2023 OECD Digital Government Index: Results and key findings”, OECD Public 

Governance Policy Papers, No. 44, OECD Publishing, Paris, 

https://doi.org/10.1787/1a89ed5e-en. 

[52] 

OECD (2023), “2023 OECD Open, Useful and Re-usable data (OURdata) Index: Results and 

key findings”, OECD Public Governance Policy Papers, No. 43, OECD Publishing, Paris, 

https://doi.org/10.1787/a37f51c3-en. 

[53] 

OECD (2022), “OECD Good Practice Principles for Public Service Design and Delivery in the 

Digital Age”, OECD Public Governance Policy Papers, No. 23, OECD Publishing, Paris, 

https://doi.org/10.1787/2ade500b-en. 

[1] 

OECD (2021), “The OECD Framework for digital talent and skills in the public sector”, OECD 

Working Papers on Public Governance, No. 45, OECD Publishing, Paris, 

https://doi.org/10.1787/4e7c3f58-en. 

[54] 

OECD (2020), Health data sharing intensity, https://goingdigital.oecd.org/indicator/64 (accessed 

on 26 February 2024). 

[33] 

OECD (2020), “The OECD Digital Government Policy Framework: Six dimensions of a Digital 

Government”, OECD Public Governance Policy Papers, No. 02, OECD Publishing, Paris, 

https://doi.org/10.1787/f64fed2a-en. 

[5] 

OECD (2017), Digital Government Review of Norway: Boosting the Digital Transformation of the 

Public Sector, OECD Publishing,, https://doi.org/10.1787/9789264279742-en. 

[17] 

OECD (2017), Digital Government Review of Norway: Boosting the Digital Transformation of the 

Public Sector, OECD Digital Government Studies, OECD Publishing, Paris, 

https://doi.org/10.1787/9789264279742-en. 

[51] 



98    

 

THE DIGITAL TRANSFORMATION OF NORWAY'S PUBLIC SECTOR © OECD 2024 
  

OECD (forthcoming), OECD Digital Government Investment Framework. [22] 

OECD (forthcoming), Towards a Comphrensive GovTech Policy Framework. [28] 

Office of the Auditor General (2028), Auditing to benefit the society of tomorrow, 

https://www.riksrevisjonen.no/globalassets/om-

riksrevisjonen/auditingtobenefitthesocietyoftomorrow.pdf. 

[44] 

Office of the Prime Minister (2023), Norway to establish new ministry, 

https://www.regjeringen.no/en/aktuelt/norway-to-establish-new-ministry/id3000284/. 

[18] 

Projektveiviseren (2023), What can the Project Wizard be used for?, 

https://prosjektveiviseren.digdir.no/ta-i-bruk/hva-kan-prosjektveiviseren-brukes-til/87. 

[25] 

Riksrevisjonen (2023), Annual Report 2022, 

https://www.riksrevisjonen.no/contentassets/9e1061c5f7fe4678b4b93e5d1e5bb611/annual-

report-2022.pdf. 

[43] 

 
 



From:
The Digital Transformation of Norway's Public
Sector

Access the complete publication at:
https://doi.org/10.1787/1620e542-en

Please cite this chapter as:

OECD (2024), “Service design and delivery”, in The Digital Transformation of Norway's Public Sector, OECD
Publishing, Paris.

DOI: https://doi.org/10.1787/0c1778c2-en

This document, as well as any data and map included herein, are without prejudice to the status of or sovereignty over any
territory, to the delimitation of international frontiers and boundaries and to the name of any territory, city or area. Extracts from
publications may be subject to additional disclaimers, which are set out in the complete version of the publication, available at
the link provided.

The use of this work, whether digital or print, is governed by the Terms and Conditions to be found at
http://www.oecd.org/termsandconditions.

https://doi.org/10.1787/1620e542-en
https://doi.org/10.1787/0c1778c2-en
http://www.oecd.org/termsandconditions

	10 Service design and delivery
	Progress to date
	Remaining challenges
	Mandatory service standards
	‘Once-Only’ principle
	Omnichannel strategy
	Performance monitoring

	Recommendations
	References




