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Estonia’s path to becoming one of
the world’s most digital societies

Priit Alamae




Societal transformation
Is complex

Societal transformation requires an understanding of
the complex mechanisms that drive change.

Technology should be used as an enabler, supported
by initiatives that are agreed upon and implemented
collaboratively by the private and public sectors.
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We are going through
an era of erosion of
trust in institutions

“The system

does not serve you!”

International institutions and multilateralism
Polarization of media (right/left) and reliance on “clickbait”
The social media echo chamber and fake news

Stagnation/decrease of living standards in “the West”

Loss of trust in the system and institutions that have
been the cornerstones of Western democracy

The emergence of anti-state/government political
movements and “strong leaders™
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Citizens’ trust
INn Estonia
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Trust leads to
effectiveness

High trust leads to
voluntary compliance.

Source: https://www.economicsobservatory.com/does-public-

trust-in-government-matter-for-effective-policy-making
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We have created
a tax system with
one of the lowest
tax gapsin
Europe

Nortal has been a long-time strategic partner
for both Estonian and Finnish tax
administrations in their journey for excellence.

Estonian and Finnish tax administrations have
some of the lowest tax gaps in the world.
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Embracing the human nature
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| believe what
| can see for myself”

Human nature to distrust things we cannot experience ourselves
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Human nature to distrust what we don'’t fully understand
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Positive perception
% across OECD countries

Reliability, fairness,

transparency of e e
public service have o

the largest impact e

benefit claims

50% . Public agencies’ legitimate
Fair treatment of people by use of personal data

public employees

Satisfaction with
administrative services

Improved
services due to
complaints Government decisions based on evidence
o (Al 40%
B Reliability []
. . Public employees refuse bribes
B Fairness
. Options from consultations
Transparency _— ] are adopted
: Political voice
B Execution

20%
1 2 3 4 5

Relevance for trust

In percentage points

Source: OECD Trust Survey (http://oe.cd/trust)
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So what is the formula?
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Trust = reliability % fairness x transparency * execution



Make it crazy simple and
affordable - everything should
happen within 3 moves of the
thumb.

Once-only principle and digital
public infrastructure.

12:15

@ Annabell Priisle

ID: 12345-12345

My Dashboard My Life Events®

llustration of the “three
moves of the thumb”
principle
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Trust = reliability % faicRess x transparency * execution

Algorithms do not discriminate.
Clear rules who can do what with my data.

Don’t need a lawyer to tell what’s allowed or not allowed.
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@ My Data Privacy

Data tracker Authorizations
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Estonian Social Insurance Board

Estonian Social Insurance Board

Active
Estonian Social Insurance Boa*i
alid unt Oct-Z

Estonian Social Insurance Board
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It’s not transparent if there’s no proof.
Real-time proof works much much better.

The “Mirror” example
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Trust = reliability x fairness x transparency * execution

Trust assymetry in action

I-31 = [+2]
+

Trust is easier to destroy than to create.
Large reform has smaller impact on trust than
+2 constant smaller improvements.

Change
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Thank you!

Further research on similar topics:

WWW.personaIgovern ment.com
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