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Survey Riicklaufquote
@ Hohe Ricklaufquote

« 46 member states of the Council of Europe + @ "'edreeRucklaufquote
7 focus countries (DACH + FR, PL, SE, UK) %@

* Survey sentto 42,826 municipalities
(responses: 2,657; response rate: 6.20%)

* Web crawling, survey, case studies

* High response rates in Northern and Eastern
European countries (Sweden 45%, Albania
66%)

* Portugal: 66 municipalities included; response
rate: 11% (3rd wave) to 27% (2nd wave)

* Challengesin large countries and in countries
with many small municipalities: France (2%),
United Kingdom (4%), Turkey

Prof. Dr. Sabine Kuhlmann
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Digitization (“electronification”)

1:1 Translation of analogue into digital internal external
processes (organisational) (citizen-oriented)
digitalization digitalization

Digitalization Source: Marienfeldt/Kuhler/
Kuhlmann/Proeller (2024)
Adaptations in the organizational and

regulatory setting
Artificial Intelligence

Al is defined as “Systems that display intelligent

behaviour by analysing their environment and
Digital Transformation taking actions - with some degree of autonomy -
s o— ¥ to achieve specific goals”
Cultural, organizational, and relational P g

E Commission 2018).
changes in the PA (Mergel et al. 2019) (European Commission 2018)
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Digital public services for citizens, Total
DESI period: 2025 (data from 2024)

National Level
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State of administrative digitalization in
o international comparison

Source: European
Commission (2025):
Digital Decade DESI
visualisation tool
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. IRl nivesitt P Digitalization in European Municipalities, 2025
(DIGILOG-Index)

Level of digitalisation across countries (implemented index)
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== Use of Al in municipalities of German Speaking Countries

3 il Usage rate of Al in DACH municipalities
g
t . 1.00 -
|
Usage rate of Al-systems in DACH municipalities
0.75-
Chatbot on website
50% of
Mu niCi p . Al identity recognition // ——— \\ Automation of pre-checks
ege . = /
al Itles In % 0.50 Overall aver: { I \1
A/G/CH £ \ /-': {
\\ //
have AI Al-assistants S~ Automated decision-making
Expe-
Al-forecasts
. 0.25-
riences
in their . :
. Austria —e— Germany —e— Switzerland
admin.
0.00 -
< % &
Country

Source: DIGILOG Survey 2026; D: n =147, A:n=117, CH n =104, Frage: ,, Do you already have experience in using artificialintelligence to assess the
impact within your organisation?“
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Portuguese LGs perform above
European average

Simple digitalization advanced
(provision of information,
downloading of forms).

More sophisticated
digitalization/Al tools (online
payment processing, chatbots)
significantly less developed
Gap between European average
and Portugal biggest in
“submission vis website”
Online appointments less
popularin Portuguese LGs thanin
European average (# Germany)

Prof. Dr. Sabine Kuhlmann

External Digitalization:
Municipalities in Europe and Portugal

Gen. information

Digital payments Inf. on local regulations etc.

Online appointments Document downloads

Online appontment scheduling Submission via mail

Chatbot Submission via website

Two-way digital communication

—&— FEurope =—@— Portugal

Source: DIGILOG Survey 2026, Question:
“Which ofthe following systems and services do you use/ provide on your website / App ?“

23/04/2026 11
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e in German local One-Stop-Shops
-
Service Information Partially processed Fully processed N
available online online online (End-to-End)

Passports 87% 21% 2% 210
Certificate (birth/marriage) 67% 44% 10% 101
Criminal Record 75% 26% 23% 205
Registration of residency 80% 39% 3% 205
Authentication of certificates 96% 8% 1% 178
Dogtax registration 80% 33% 6% 118
Residents parking permit 81% 27% 8% 84
Pe.1rkin.g pe.rrn.its for people 91% 18% 0% 87
with disabilities
Housing benefits 85% 30% 0% 54
Vehicle registration 83% 33% 10% 48

Source: Bogumil et al. 2019, S. 61: 2017 administrative survey (mayors)

Prof. Dr. Sabine Kuhlmann 23/04/2026 12
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e Municipalities in Europe and Portugal

1. Portuguese LGs perform above Electronic file management systems
European average in all items
2. Basic components most
advanced, such as e-file
systems, VPN, equipment
=>» these are necessary for
end-to-end digitalization and
Alintegration

3. More sophisticated S ——
components of automation/Al- Dig. data exchange between departments Sufficient hardware/software

Autom. routine cases Intranet

Autom. pre-checks VPN access

use are clearly underdeveloped
4. Portuguese LGs perform clearly
better than German LGs in —®— FEurope —@— Portugal

terms of data exchange,

auto mation , e_filing Source: DIGILOG Survey 2026, Question: “Does your local government make use of the following

internal systems?”
13
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o Municipalities in a European Comparison

Level of internal digitalisation across countries
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Source: DIGILOG Survey 2026, Question: “Does your local government make use of the following internal systems?”

Prof. Dr. Sabine Kuhlmann 23.04.2026



AVersgy.
NS

@ﬁ@ Universitit Potsdam

Internal digitalization in German public

e administration: E-file systems
E-file introduced 70,2 % 59,8% 97,3%
Exclusive electronic file 76,3% 19,8% 0%
management
Simultaneous use of paper

. 23,7% 80,2% 100%
and e-file management
Systemic digitalization of old 84.5% 37.5% 5.1%

files

Source: Grafe et al. (2024: 53)
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" Automated Decision-Making

Share of municipalities using automated decision-making for routine cases
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Source: DIGILOG Survey 2026, Question: “Does your local government make use of the following internal systems?”
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"o Data Exchange between Departments

Share of municipalities exchanging data between departments
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Source: DIGILOG Survey 2026, Question: “Does your local government make use of the following internal systems?”
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Perceived effects of digitalization
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i in European municipalities

46.63% 28.84%

Effectiveness 0.85% |

Survey Wave 2
Efficiency 0.97% 31.12% | (n =1270-1446)
Qualification and competence requirements of employees 0.14% PN 25.11%
Service quality (L7 22.64%  42.69%  26.02% = (1) Strongly decreased
Usage (humber of services used online by residents) (RIVY 804.45%  42.34% 24.15% (2) decreased
. .
Transparency of procedures and decisions WATZMN 39.27% [83.63% (3) Slightly decreased
Accountability / control 0.52% | R )
) ) B (4) Nochange
Equal access to services for different groups of citizens KREEA N 37.94% | 32.78% ) )
| (5) Slightly increased
Workload of employees 3.46%| 28.86% 28.58%
' M (6) increased
Cost-savings 4.08% 34.95% 28.83%
B (7) Strongly increased

Acceptance of administrative action 2.13% 49.06% 28.35%
Processing time for applications and requests 10.34% | 32.79% BERID
Number of employees needed 2.35%| 60.43%

Error rates in service provision 13.79% | 28.03% ORI

Source: DIGILOG Survey (W2), Question:
“To what extent do you perceive that digitalization has changed your administration regarding the following aspects ?”

Prof. Dr. Sabine Kuhlmann 23/04/2026
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Low satisfaction with
digitalization:

* Building inspection:
“adequate” (4.0);

* Vehicle registration:
“satisfactory” (3.3);

* Tax administration:
“inadequate” (4.6)

Prof. Dr. Sabine Kuhlmann

Employees’ Satisfaction with Digitalization
(Germany)

Effects of digitalization in German public authorities

Reduced discretionary powers

Fragmented processes 94% of employees in tax
offices complain about

Confusing case processing frequent IT failures.

Greater control

Significant personnel costs

Stress caused by technical problems

Additional tasks

Increase in mail volume

0 25 50 75 100
Employeesin %
B Tax administration Building inspection m Vehicle registration

Source: Grafe et al. (2024)
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“A lot of people are overwhelmed by

it. We have so many applications that
do similarthings, and no one really
knows what they've bought a new

productfor.”

(Interview quote; DIGILOG project)

Prof. Dr. Sabine Kuhlmann 23/04/2026
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i Results of a Citizen Survey in Germany

Reasons against more online services
in comparison between age groups (citizens)

40.00% 33.60%
35.00% ON
30.00% 25.50%
25.00%
20.00% 16.50% 15.30% 17.50%
15.00%
9.90%
10.00% 7.90% . 6.40%
5.00% - 2.00%
Personal contact with the city I need a personal consultation Using online services is too
administration is more important to complicated for me

me than online procedures

B 18-29yearsold W 30 - 49 Jahre years old B 50years and older

Source: Schwab et al. (2019:45), n=1.103-1.121
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“Context Matters”:
Different Administrative Cultures in Europe
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. i vniesiarosim  Administrative Cultures in Europe: Welcome to Variety

g
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Continental Continental Nordic Central
European European Tvoe . Eastern
Napoleonic Federal yp European

Type (CEN) Type (CEF) (NO) Type (CEE)

France Austria Norway Cyprus Czech Rep. Albania
Italy Germany Sweden UK Hungary Croatia
Portugal Switzerland Denmark Ireland Latvia Romania
Spain Iceland Lithuania Serbia
Greece Poland Slovenia
Slovakia

Kuhlmann et al. 2025
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“Context Matters”:
Governance of Digitalization in Germany
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ke Local Government Digitalization

Perception of central government support
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Source: DIGILOG Survey (W1), Question: Country
“To what extent do you perceive higher levels of government w,

(regional authorities and/or central government) as constraining or supporting your digitalization efforts?” (n =1614)
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“Context Matters”: Country comparison of
e Local Government Digitalization

Source: Kuhlmann et al. (2026)
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I
France l I Germany R Poland — Sweden == UK :\;f\:
Governance
Multi-level Centralized Multi-level Centralized Decentralized Centralised
system
Policy-making
Carrots, “Tamed sticks”, Programs, “Carrots”,
Instruments Sermons, Carrots « .
Programs Carrots Sermons sermons
Steering mode Voluntary Voluntary Voluntary Voluntary Voluntary
Scope Incremental Incremental Incremental Incremental Radical
Effects
Outputs . . . . . . . : :
(Results) Low maturity: Medium maturity: Medium maturity: High maturity: High maturity:
esults
Increasing Persisting Persisting Increasing Increasing
divides fragmentation fragmentation fragmentation divides
Outcomes (financially thriving
(Impacts) (urban-rural; (urban-rural; y (urban-rural;
tral-local (urban-rural) central-local) vs. less tral-local
central-local) orosperous) central-local)

Prof. Dr. Sabine Kuhlmann 23/04/2026
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o Local Government Systems and Digitalization

& - Deminzzrk

* Nodirectrelation
between local autonomy Mt

MNMetherlands

and digitalization &
Bulgaria Moraray
. . . . l tuga i
* Some digitalization Ui 803 i . AT
frontrunners havevery se- Romania  Laivia Y e s
strong/autonomous LG £ P
= kraine i I
systems (S, DK, CH, PT) = N S e -
© .Croatia o erbia B
* However, also weak LG = "=~ e o W
EW“:llh cedor‘ Greece
systems can be advanced Lo diorin e e et o

in digitaliz. (UK, RO, UK, Y .
BU, H) iretand

* Highly fragmented I
municipal structures i . ..
hinder digi (FR, SK, GR, CZ) - Local autonomy *

Slowvakia

AS @ ceEn @ EEN Eerv @ NA

Source: Marienfeldt et al. (Working Paper)

AdminTradition
cer @ el @ EEN NO
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Hurdles, Barriers, Solutions
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Barriers to Digitalization: Technical Failures,

o3 @ﬁ@ Universitit Potsdam

e Lacking Human Resources, Poor Digital Literacy
|

L o , “| also have my regular job here and
“Every digital innovation is adopted in an do this on the side. [...] | deal with
unfinished and immature form and causes o - L
more problems than it solves.” b?;\l:;gg:sﬁ:iﬂnigr([)p?r;ynzl\;llzog
(Free text feedback administration, NRW) bit interegte din (ii gi;ca.li.zation ”

(Clerk + system administrator in building
supervision, city administration NRW)

“The fact that the program fails at least
twice a week is very frustrating and, at this

S, Sy eulauss » Structural overload of municipal human

capital and lacking digital skills

* Work on digitalization is done “on the
side” = poor internal governance

(Free text feedback tax administration, BaWi)

Source: Selected quotes from Grafe et al. (2024)

Prof. Dr. Sabine Kuhlmann 23/04/2026 30
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Barriers to Digitalization:

e Lacking Internal Governance Structures
Local Political leader / mayor ! ! | | 5759%3/(?0“ :
All administrative units individually | | oo |l No clear
An internal IT department : : 39’!;370/0700“ : responsibility:
External support (e.g. consultancies) ! ! — 74332 5% 41%
Chief Digitalization Officer (CDO), internal digitalization officer etc. | g
A shared IT service center (e.g. intermunicipal cooperation) 16,297 T ..
N oolitiont ttee (6.5, local ) 17.12% No Digitalization
political committee (e.g. local counci 16.47% . 0
- _ s Officer: 67%
A municipal T service center 12.90%
Regional/ central government 117;;453/0‘
An independent digitalization unit 74:%
0 200 400 600 800 1000
— DIGILOG SurveyWave 1 (N=1915) DIGILOG Survey Wave 2 (N=1822)

Source: DIGILOG Survey (W1/W2), Question:
“Who are the three most important players in managing the digitalisation of your local gov.?“ (Up to three answers)
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Written form requirements, documentation, attendance, record-

Legal keeping, privacy rules
) ) No digitalization budgets; insufficient allocation of resources to
Financial  isitalization projects
Lack of skilled labour, problems of technological acceptance;
Personnel  qohyrdened staff
Political & No political pressure towards strategic digitalization projects;

Institutional initiatives sporadic/ incremental; lacking governance structures

. Layering of old and new IT components; limited compatibility and
Technical interoperability; IT failures; lacking standardization; media breaks
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1. Political prioritization and overall strategy: binding digital strategies with clear
focus instead of isolated individual projects

2. Organisation and capacities: digitalization units, long-term resource allocation;
inter-municipal cooperation to pool resources and exploit economies of scale

3. Development of skills and career paths: data literacy, knowledge management,
enabling conditions through greater flexibility in the public sector

4. Implementation: process re-engineering & needs analyses prior to automation
5. Standardization and interoperability: comprehensive basic infrastructure

6. Ensuring acceptance among employees and citizens: involvement of end-
users digital transformation, avoid digitalization on the side; reduce digital divides

7. Digital readiness of legislation =>.....
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NKR: Independent body since 2006; based in
the Federal Ministry of Health and Social
Affairs; supports and monitors the federal
government in reducing bureaucracy and
improving legislation.

Nationaler
) Normenkontrollrat

New: Digital
Readiness
Check of draft
federal
regulations

Solutions:
Digital Readiness of Laws

920

Bundesgesetzblatt Jahrgang 2022 Teil | Nr. 20, ausgegeben zu Bonn am 22. Juni 2022

Zweites Gesetz
zur Anderung des Gesetzes
zur Einsetzung eines Nationalen Normenkontrolirates

Vom 19. Juni 2022

Der Bundestag hat das folgende Gesetz beschiossen:

Artlkel 1

Das Gesetz zur Einsetzung eines Nationalen Normen-
kontrollrates vom 14. August 2006 (BGBI. | S. 1866),
das zuletzt durch Artikel 8 der Verordnung vom 19. Juni
2020 (BGBL. | S. 1328) geandert worden ist, wird wie
folgt gedndert:

1. In § 1 Absatz 1 Sauz 1 wird das Wort ,Bundeskanz-
leramt* durch die Worter ,Bundesministerium der

Justiz* ersewzt.

. § 3 wird wie folgt gedndert:

~

@) In Absaz 8 werden die Worter .der Chef des
Bundeskanzleramtes® durch die Worter .das
Bundesministerium der Justiz* ersetzt.

) InAbsaz 9 Saz 1 wird das Wort ,Bundeskanz-
leramt* durch die Woérter ,Bundesministerium der
Justiz* ersetzt.

@) In Absatz 10 Satz 2 werden die Worter ,Chef des
Bundeskanzleramtes® durch die Worter ,Bun-
desministerium der Justiz* und die Worter ,Bun-
desminister des Innem, fir Bau und Heimat*
durch dle Worter ,Bundesministerium des Innem
und flr Heimat* ersetzt.

3. § 4 wird wie folgt gedndert:

a) In Absaz 1 Saz 2 wird das Wort Bl

ler” durch die Worter B der Justiz*
ersetzt.
b) Absatz 3 Saz 3 wird wie foigt gefasst:
.Dle Mitglieder dlrfen elne Stellung oder ein Ver-
haltnis nach Satz 1 auch nicht innerhalb des ler
ten Jahres vor ihrer Berufung zum Mitzg
Nationalen Normenkontroliratesggs#®#® ot haben;
Jedoch steht eine Stelluncge®®ner gesetzgeben-
den Korperschaft sge®%n Verhaitnis zu einer sol-
chen nackg@®®=r-elner Berufung In den Nationa-
lengg@enkontrolirat nicht entgegen.*
r-Absaz 4 wird wie folgt gefasst:

«(4) Das Bundesministerium der Justiz be-
stimmt das den Vorsiz Im Nationalen Normenkon-
trolirat fihrende Mitglied. Eine erneute Bestim-
mung dieses Mitglieds ist nur einmal zulassig.”

d) In Absatz 7 werden das Wort ,Bundeskanzier®
durch die Worter ,Bundesministerium der Justiz*
und die Worter ,Mitgliedern der Bundesregle-
rung” durch das Wort ,Bundesministerien® er-
setzt.

«(3) Die Prifung des Nationalen Normenkon-
trolirates kann sich Gber die Prafung nach § 1
Absae 3 hinaus ebenso darauf erstrecken, Inwle-
welt dle Moglichkelten der digitalen AusfGhrung
neuer Regelungen gepraft wurden (Digital-
check).*

sétze 4 bis 6.

4. In § 6 Absatz 2 Satz 1 werden die Worter ,dem Bun-
deskanzler* durch die Worter ,der Bundesregie-
rung® ersezt.

5. § 9 wird wie folgt gefasst:

-§9
Ubergangsvorschrift

§ 4 Absatz 3 Ist ab dem 1. Januar 2023 anzuwen-

den.”

Artikel 2
Dieses Gesetz tritt am Tag nach der Verkindung in
Kraft.
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Muito obrigado pela sua atencao

Thank your very much for your attention

Digital Transformation at the Local Tier of Government in Europe Dataset (DIGILOG). (2026). Survey

and Webcrawling Dataset of the DIGILOG Consortium, 2023-2026. ZHAW, University of Potsdam,
Vienna University of Economics and Business (Eds.).

https://www.digilog-project-dashboard.org/
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o German local One-Stop-Shops

Survey among mayors, employees, and citizens on local one-stop shops

Target group Total Population Response Rate

Administrative survey
(every city with more than
15.000 inhabitants)

Mayor =721 n=221, 30,7%
Staff councils =746 n =263, 35,3%

One-Stop-Shop staff,

Staff survey Bochum N=75 n=40, 53,3%

(Bochum, Karlsruhe) One-Stop-Shop staff, N = 135 n=70. 51.9%
Karlsruhe

Citizen survey Citizien Karlsruhe Random sample 6000 n=1171, 19,5%

(Bochum, Karlsruhe, Citizen Bochum Random Sample 2000 n=418, 21%

Mannheim) Citizen Mannheim - n =201

Source: Schwab et al. 2019: 17; Bogumil et al. 2019: 26
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