
nortal.com
©

 N
or
ta
lG

ro
up

Der Blick über den Tellerrand: 
Das digitale Ökosystem Estland 
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Adoption gap

Having technology vs using 
technology

Countries that have invested in 
techology

Countries that have 
working technology

Countries with actual strong 
and wide adoption
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Estonia

We live in a digital society

1st 3 min
EU Digital Public 
Services
European Commission

Average time to file 
taxes online

40% Nortal impact
In the last 15 years, Nortal has delivered
approximately 40% of the Estonian e-
transformation

97%
ONLINE

99,9%
ONLINE

67%
ONLINE

95%
ONLINE

Estonian  
public services

e-Census  
2011

Bank  
transactions

Tax  
declarations
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2 out of TOP 5

Transferring Estonian success 
to other countries
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1996
e-Banking

2000
e-Cabinet

2000
e-Taxboard

2000
m-Parking

2001
e-Geoportal

2003
Eesti.ee

2003
e-School

2004
e-Ticket

2005
i-Voting

2005
e-Police

2006
e-Notary

2007
e-Business

2008
e-Health

2010
e-Prescription

2014
X-Road Europe

2001
e-Population register

2001
X-Road

2014
Data embassy

2007
mobile-id

2016
Smart ID

2002:
ID-card + dig. signature

next:
EstCoins?
AI, BigData

1996
Tiigrihüpe
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Digital red tape

I
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Digital-by-default thinking 
enables us to overcome the 
public sector inertia and re-
think the existing 
administration system

Technological infrastructure 
(incl processes, decision-making, legislation, design & 

investments etc)

≠
Current administrative system 
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eGovernment ≠ 
braucht kein 
schnelles Internet
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1996
e-Banking

2000
e-Cabinet

2000
e-Taxboard

2000
m-Parking

2001
e-Geoportal

2003
Eesti.ee

2003
e-School

2004
e-Ticket

2005
i-Voting

2005
e-Police

2006
e-Notary

2007
e-Business

2008
e-Health

2010
e-Prescription

2014
X-Road Europe

2001
e-Population register

2001
X-Road

2014
Data embassy

2007
mobile-id

2016
Smart ID

2002:
ID-card + dig. signature

next:
EstCoins?
AI, BigData

1996
Tiigrihüpe

2. relevante eServices
1. sichere Identität

3. Interoperabilität

4. staatliche eID + eSignatur
5. Bürgerportal
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Estland Ansatz: Strategie, 
Veränderungsmanagement
und Technologie

80%

20%

Technologische 
Innovation

Design &  
Interaktion

Prozess- & 
Organisationsanpassungen

Mehrwerte und Innovation 
entstehen an der Schnitt-
stelle zwischen Strategie, 
Veränderungsmangement 
und Technologie 
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Erfolgsfaktoren der estnischen e-Transformation

Politischer 
Wille & 

Führung
Anreize Staatliche 

Register Vertrauen

Datenqualität Gesetzliche 
Grundlagen

Internet-
zugang

Verwaltungs-
Interkonnekti-

vität 

Elektronische 
Identität & 
Signatur

Bekanntheit 
des Angebots IT-Kompetenz Vorreiter & 

Unterstützer

20
18
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Interoperabilität 
in Estland
• 787 verbundene Institutio-

nen und Unternehmen

• 598 verbundene Entitäten 
aus der Verwaltung

• 1.586 verbundene Informa-
tionssysteme

• 2.466 verbundene Services

• 804 eingesparte Arbeits-
jahre pro Kalenderjahr

Visualisierung der X-Road
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Ease of doing 
business

How to create infrastructure 
which helps the private 
sector to:

• Serve their customers 
better

• Optmize their supply 
chains 

• Run a more efficient 
business

• Save costs

Entrepreneur

Government

Employees

BanksSuppliers

Customers
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Business Registry Data Exchange
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Mobile Business Register
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Verwaltungsprozess aus Bürgersicht

Zeit

KfZ Anmelden

Informations-
beschaffung

(Online-)Terminvereinbarung

Wartezeit zum Termin

Anreise

Wartezeit vor-Ort

Bearbeitungszeit vor-Ort

Abreise

Wartezeit vor-Ort

Bearbeitungszeit vor-Ort

Identifizierung des 
Bedarfs

Informations-
beschaffung

Identifizierung des 
Bedarfs

Abreise

Anreise

Anwohnerparkausweis beantragen
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Verwaltungsprozess aus Bürgersicht
20

18

Informations-
beschaffung

(Online-)Terminvereinbarung

Wartezeit zum Termin

Anreise

Wartezeit vor-Ort

Bearbeitungszeit vor-Ort

Abreise

Wartezeit vor-Ort

Bearbeitungszeit vor-Ort

Identifizierung des 
Bedarfs

Zeit

KfZ Anmelden Anwohnerparkausweis beantragen

Informations-
beschaffung

Identifizierung des 
Bedarfs

Abreise

Anreise

online

online

Elektronische Abwicklung von 
Verwaltungsverfahren

Nutzen von 
Interoperabilität

(X-Road)?

Erfordert:
elD & ggf. 
eSignatur

Proaktives 
eGovernment

Vorbefüllung
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Illusion of security

Supermarket 

Vs 

Kiosk
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Data quality
• Data distributed in smaller 

regulated databases and 
registries

• Global semantic data model

Secure access
• ID-card + encrypted data 

transfer
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Traditional gov

General laws
„Thou shalt not steal“

Regulations & benefits
Child benefit, annual reporting, tax 
payment, ...

Ministries & agencies
Enforcing & administering

Citizens & companies
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Traditional gov

General laws
„Thou shalt not steal“

Regulations & benefits
Child benefit, annual reporting, tax 
payment, ...

Ministries & agencies
Enforcing & administering

Citizens & companies
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Seamless 
government

Regulations & 
benefits

Information about citizens 
and companies

Citizens & companies
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My government

Regulations & 
benefits

Information about citizens 
and companies

Citizen Anne
32 years old, higher education, married, 2
children (2 & 8 years), living in Tallinn, working at
Nortal, earning 2000 EUR/month, owns an
apartment, shared mortgage with husband, owns
a 2-year old Toyota, has invested in pension
funds, owns a personal investment company.
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Transformation journey
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No unique silver 

bullet

• Interdisciplinary

• Interoperable

• Opportunistic

CEO/PM Office

Ongoing Projects

S
i
l
o

I
m

p
r
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m

e
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Integration  

of two

silos

Automate silos to

perfection?

• No vendor bias

• “Good enough” level?

Business goals

One integrated

process?

Assessment, ROI

per € spent

• Growth?

• Customersatisfaction?

• Capital employment?

• Human capital support?

• Technological capacities?

• Capital employed?

• Smart

• “Hype-free”

• RFP mode

• Interdependencies?
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