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The spark – 
a common digitalisation direction



Citizen-focused digitalisation



Assume nothing. Find out!



Strategic viability

Organisational benefits

Organisational and technical viabilityCitizen and societal benefits

Economic viability

Example digitalisation activity

Benefit analysis



Benefit balance

Organisational benefits

Citizen and societal benefits

Aggregated benefit analysis of proposed digitalization activities



Organisation and receiver-driven 
digitalisation
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”I find it easy to apply online and it feels way less 
embarrassing than to have to go to the social 

services office and hand in a paper application and 
sort of beg for money.”

”I find it easy to apply for income support online, 
because as a single parent I don’t always have the 

time to apply when the social service office is open."

”I appreciate that you register our sessions properly 
and that I can read it in the digital journal. 
It’s easy to follow what happens in my case

 and it’s a way to remember what we talked about 
at our meetings.”
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Chatting with the Social Service Aunties

“I have reported my 
concerns to social 
services. What happens 
now?”

“My brother needs help 
with his drug abuse. 
How can I help him 
getting that?”

“Do the social 
services really kidnap 
children?”

“I can´t pay my bills. 
What help can I get?”



Increasing availability and reaching more citizens

Offering social counseling

Dedramatizing and making social services visible

Complementing regular social services

Increasing knowledge of social services

Creating a database of questions

Why?



Matters regarding children 

Custody and visitation rights

Substance abuse

Mental health problems

Income support

Topics

Homelessness and housing issues

Relationship issues

Health care and social service

Where to turn?



Benefits of technology friendly social services

Offering a bank of knowledge
Giving quick responses (efficient)
Reaching new groups of citizens
Complementing regular social services
Preventive

Reaching a larger population
Collecting feedback from citizens
Giving correct information about social services
Reducing fear of social services
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Thank you!

Azra, Daniel, Jill and Rosita
City of Malmö


