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Opening Question:

You get the same digital self-
service, convenience and 
personalization to citizen services 
from government as other services 
offered on commercial digital 
platforms

Would you engage?
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Government as digital Platform Provider
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Same self-service convenience as Uber, Airbnb, etc., 

Open to (approved) commercial and non-profit providers 

Digital Marketplace to search and find (matching)

Allowing digital self-service

Personalized Services

Proactive Services

Personal budgets

Ecosystem Governed

Not for profit



Question:

You have a disability. 
Government gives you a personal 
budget of 1.000€ per month and a 
digital marketplace to order selected 
services from authorized ecosystem 
partners.

Would you engage?

4



Example from Flanders (Belgium) – Care for handicaps
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https://www.zorgwijs.be/index

Self-Service, Personalized, Own budget, Choice of Provider, Gov. provides platform

https://www.vaph.be/persoonlijke-budgetten/pvb/algemeen  

https://www.vaph.be/persoonlijke-budgetten/pvb/algemeen


Australia – National Scheme for people with disabilities

6 https://www.ndis.gov.au/participants/working-providers/find-registered-provider#find-a-service-provider   

The NDIA will account for 
compensation payment a 

participant receives for personal 
injury, if the NDIS has or may, 
provide supports for the same 

injury

Self-Service, Personalized, Own budget, Choice of Provider, Gov. provides platform

https://www.ndis.gov.au/participants/working-providers/find-registered-provider#find-a-service-provider


Example from USA – The helper bees

7 https://www.thehelperbees.com 

https://www.thehelperbees.com/


Question:

You are unemployed. 

Government gives you a personal 

budget of 1.000€ to follow a 
training with authorized 

ecosystem partners.

Would you engage?
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Example from The Netherlands: UWV
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Example from NL: UWV

Self-Service, Personalized, Own budget, Choice of Provider, Gov. provides platform

Yearly personal training budget

Use it on selected trainings

https://www.uwv.nl/particulieren/stap-budget/index.aspx

https://www.leeroverzicht.nl/leren/zoeken?page=1  

https://www.uwv.nl/particulieren/stap-budget/index.aspx
https://www.leeroverzicht.nl/leren/zoeken?page=1


Example from Ireland – Digital Skillnet

10 https://www.digitalskillnet.ie/ 

Self-Service, Personalized, Own budget, Choice of Provider, Gov. provides platform

https://www.digitalskillnet.ie/


Overview
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Examples



Research question:

How to strategize, design and 

govern a digital platform for 
citizen services?

• Theoretical Underpinning

• Revelatory Case Research
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Research
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• Government Digital Platforms 

spring up like “mushrooms in a 
field” (1)

• Initiatives are bottom-up 

agency driven

• Many initiatives fail

• Different operating model for 

governments

(1) Schreieck, M., Wiesche, M., & Krcmar, H. (2016). Design and governance of platform ecosystems - Key concepts and issues 

for future research. 24th European Conference on Information Systems, ECIS 2016, June.

Design a Business – IT - 

Ecosystem governance 

framework that is specific to 

government digital platforms: 

• Processes to strategize, design 

and manage a platform model

• Mechanisms to manage 

stakeholder value

• Controls to ensure trust and 

transparency



New governance approach needed
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Process to redesign 
citizen services

Manage Platform 
Architecture

Manage Data & 
Privacy, Trust

Manage Value for all 
stakeholders

Manage Business & IT 
agility

Manage stakeholders 
in ecosystem setting

Strategy

Political 
Leadership

Vision

CultureCapabilities

Janssen, Marijn, and Haiko van der Voort. 2016. “Adaptive Governance: Towards a Stable, Accountable and Responsive Government.” / De Haes, 
Steven, Wim Van Grembergen, Anant Joshi, and Tim Huygh. 2020. Enterprise Governance of Information Technology. S / Hautamäki, Antti, and Kaisa 

Oksanen. 2018. “Digital Platforms for Restructuring the Public Sector.” / Gorwa, Robert. 2019. “What Is Platform Governance?”

Value



New collaboration roles for governments
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Extending Public - 
Private partnerships to 
citizen services

Define common 
value propositions

Invest in attracting 
partners (ecosystem)

Set and often enforce 
platform governance 

rules

Industry partners agree to 
the terms and leadership 
role of the government

Establish a (digital) 
personal budget

Government as 
platform provider



Government as trusted data guardian
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Transparent algorithms for 
AI / ML processing

Government as 
platform provider

Detect anomalies 
and monitor data 
usage

Use standard data 
models (Interoperability)

Citizen consensus on 
what data to share

Define how data can be 
enriched (AI)

Define new audit 
processes & Security 
Controls



Patterns towards Platform business agility
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1. Use Traditional or Prevailing Gov 

Frameworks to align business, IT and 

ecosystem

2. Adopt agile/ lean IT Gov 

frameworks  to align Business & IT 

closer together, share dedicated 

goals with ecosystem 

3. Mature to a dedicated platform 

organisation, embracing business 

agility, shared goals and service 

roadmap with ecosystem

Self Governing Ecosystem

Self Organizing Team

Self Managing Team

Leadership styles based of SCRUM 

Traditional Organization 

Ecosystem

Business IT

Platform Project
Business & IT Goals aligned

Resources

Lean Organization 

Business IT

Platform Team
Dedicated organisational  platform goals

Resources

Ecosystem

Platform Organization 

Business IT

Platform Team
Dedicated ecosystem aligned platform goals

Funding

Ecosystem



StrategizingPlatform Up and RunningPlatform Up and Running

Case research
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Flanders

• Provides platform 
facilities to 
caretaker that are 
close to patient or 
person in need

Flanders

• Platform model for 
people with 
disabilities, 
providing 
personalized 
budget and 
matching facilities

Flanders (*)

• Evolving 
towards 
connected 
platform for 
the 
unemployed

The 
Netherlands

• Platform 
model for 
educating the 
unemployed

Care Services Public Employment Services Citizen Integration

Agency for 
Integration

• Studying 
feasibility of 
certain services 
to platform model 
for newcomers
in Flanders

(*) Flanders PES case findings presented at ECIS 2023, see https://aisel.aisnet.org/ecis2023_rip/12/ 

https://aisel.aisnet.org/ecis2023_rip/12/


What did we learn? Need for…
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What did we learn? Need for…
All levels: VALUE

Strategic level: (Political) 
Leadership, Vision, Strategy

Tactical level: Business Agility, 
Innovation Culture, Data

Operational level: Skills, 
Capabilities, Ecosystem, IT



Enablers Key question & goal Business Operating 
Model Characteristics

Vision & 
Strategy

How is the platform vision and strategy 

established and maintained?

Goal: Enable (assisted) self-directed 

services through a digital marketplace and 

platform, giving a personal budget. 

• Self-Directed 

Citizen Services

• Business Agility 

Operating Model

• Value first

• Ecosystem Driven(Political) 
Leadership

Who is responsible for setting the platform 

vision and committing to the strategy?

Value How do we determine the value of a 

platform model, from anticipated benefits to 

realized value – per stakeholder?

… … …

Descriptive Governance Framework 
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Enablers & Goals vs Business Operating Model Characteristics
Guidance to organizations how to strategize, design, operate and govern a business platform mode

Illustrative, 

not exhaustive

Business 
Operating Model 
Characteristics

Enablers Governance 

Guidelines

Theoretical Underpinning



What is value?
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• For Governments: Public Value – how to get person 

out of unemployment, how to help sick people get 

better, …
• For Citizens: Personal Value – Convenience, choice, 

personalized self-service

• For Ecosystem Industry Partners: Economical 
Value – extra channel to offer services and get a profit

• For Ecosystem non-profit Partner: Social Value – 

increase reach of services to needed, e.g., homeless

In a platform model, the value is created by the partners and the users rather than by the platform owner itself. The interaction 
between the participants is facilitated and managed by an intermediary or platform owner. Belleflamme, P. (2016). Platforms and 

network effects. October. https://doi.org/10.13140/RG.2.2.35908.83848 

https://doi.org/10.13140/RG.2.2.35908.83848


Value 
of 

Platform 
Model

Government 
Leadership

Government 
Organizations

Citizens

Ecosystem 
Partners

Ongoing research

pagi

na 

22

Public Value: What is the value 

for a government organization in 

embracing the platform?

Public Value: How can politicians embrace the 

platform model for achieving policy results?

Personal Value: What is the value for a citizen and 

are they digitally ready for it?

Economical Value: What is the 

value for ecosystem partners in 

joining the platform?

MsC students working 
on case research

Citizen questionnaire launched
MsC students working on digital readiness

Interviews with industry and 
non-profit organizations

Preparing executive leadership validation

22
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Wrap Up Questions:

What did we learn today?

What action can we take?
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Government Digital Platform Models do make a 
difference, when designed and governed 

properly
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There is value 
(*) for 
government

(*) e.g. faster matching of unemployed to the right job by a partner, personal budget for care or school 

allowance, finding the right help for handicapped, etc.

There are 
benefits for 

• Citizens 

• Government

• Ecosystem

Political 
leadership is 
present 
•  Vision 

•  Strategy

Using an 
ecosystem 
is possible 
• Partnering



From research to governance
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Case Research 
established need 

for…

Descriptive 
Governance 

Framework (DGF) 
to…

…define the right 
organization & 

operating model

… to ensure 
success & value 

for all 
stakeholders

Business 
Operating Model 
Characteristics

Enablers Governance 

Guidelines



Next steps
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Learn from your experiences or other organizations

• What best practices did you see?

• How did you guide organizations towards platform design?

• How did you strategize, design, build the platform model?

• How did you determine value?

• How effective was your current Governance approach in designing and managing the 

platform model? 

• How did you establish the ecosystem?

…

Help broadcast the message: “Platforms are here to stay”



Learn at Antwerp Management 
School (AMS)!

▪ 1 Portfolio – 4 Master Degrees – 10 Master Classes

https://www.antwerpmanagementschool.be

https://www.igi-global.com/book/strategic-approaches-
digital-platform-security/262921 

https://www.igi-global.com/book/strategic-approaches-digital-platform-security/262921
https://www.igi-global.com/book/strategic-approaches-digital-platform-security/262921
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