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Innovate.



First steps… 
1983

• Around 1980s-90s: start 
digitization of 
government services

• National register in 
digital system
• Simplified central 

database

• Faster access to data

• Better communication 
between government 
departments



From paper to MOBIB card
1991 - 2000



Identity card fitted with an electronic chip 
that would contain, in addition to the 
personal data visible, two pairs of keys, 
the identification and signature keys.

2001



The tax-on-web service is one of
the very first platforms that has
been available online, since early
2003. The application allows
taxpayers to calculate the amount
of their income tax

2003



2003 - NWOW



BIOMETRIC

PASSPORT
2004



BIOMETRIC 
PASSPORT

2004

• 2004: Belgium one of the first countries → passport with electronic 
chip

• 2010: integration of fingerprints in new Belgian passports

• Biometric passport for EU citizens: increase security





2013



ANPR

Automatic license plate 
reading and registration

2013



2016



2017



2017 – isi+



2017



2017
360Mio/year



#pageviews in 12 months: 565 millions (2024)



2018

3.8 Mio users



• 2 billion = messages 
processed by 2024

• Paper stack over 200 km 
high

• By car from Ostend to 
Liège

• Weight in A4 paper = 
1000 elephants

Federal Service Integrator



2020

Digital became the Norm.



Everything has just changed



Up to 100 % more 
calls in peak time

Up to 70 % more 
internet traffic in 
peak time

Up to 600 % more 
usage in peak time

Massive Increase and usage evolution in just few days



Simplify.





Everything a user 
needs to know to 
obtain a service 
can be found 
online

Authentification

Digital ID can be 
used to gain 
access to the 
service

Data entry & 
Communication

Users provide 
information only once 
& Users can send and 
receive messages 
regarding the 
applications via a 
digital channel

Case Management

Application is 
automated enabling 
immediate response 
to service users

Information

Governments moving further along the digital transformation for 
the benefit of ALL



Every day we make public services more digital by 
connecting them

https://www.politie.be/nl/police-on-web
https://www.politie.be/nl/police-on-web






The government 
of tomorrow…



A human-centred 
organisation
Which exists to fulfil a purpose for

• Its clients

• The users of the digital government
(citizens, companies, employees)

• Society as a whole

The government of tomorrow

Infusing human-centred design in all its 
innovation and operations activities.

These are shaped around individual and 
societal needs, expectations and 
purposes.



Digital, 
is you!

• Ambitions
• Convergence 
• Inclusion



Mobile Government



Stay in touch with you

Anywhere
AnyTime

Any device







Digital Native, 
Inclusion, Secure
are key targets.
A human-centred government sets 
trust as key outcome. By building 
trust, we create an openness for 
change which builds resilience and is 
Inclusive



Digital Native
& Mobile

Ensuring that our work has a 
positive impact on citizens, 
companies and employees by 
listening to them, involving 
them and validating their 
needs in the design process.

Put 
people first

Supporting federal agencies 
in seizing opportunities 
and striving for continuous 
improvement by fostering 
innovation wherever and 
whenever possible.

Spark 
innovation

Nurturing joint projects 
and connections across 
federal government to 
disseminate good practices, 
share inspirations and learn 
from successes and failures.

Foster 
co-creation



350+

Having certified staff

organizations registered

100+







Nb: Met smartphone (Android-systeem min. versie 10 of iOS-systeem met min. versie 16)

Build together, scale up & support personalization
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