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It’s not about the website.
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It’s not about the things we make.
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You want to go to uni. 
You need money for that.  

You can find your information  
and apply for a student loan on duo.nl.  

But you want to go to uni. 

@manuelame 

http://duo.nl
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It’s about the people.
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It’s about the connection.
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Give citizens the right for 

‘meaningful contact’ with 

digital government.
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A student about ‘conscious loans’
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“The government has 

become a machine.”
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Live | King (with beard): 

government services must 

be structurally improved
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“Executive agency’s […] are the face of the government. People meet the 

government there. They should simply expect to be properly helped at the 

government counter. The causes of the current problems are diverse: outdated 

IT, staff shortages and too detailed policies, which makes implementation too 

complicated. Employees of these organisations are sometimes faced with an 

impossible task and the human dimension disappears from view.”
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My own assumption: 

“if only everyone had 

empathy… things will 

work out."
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development team duo.nl

product owner, Ineke

government
 compassionate

connection

big computer
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“You are responsible for the relation.” “I think we should be in control.”
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Empathy has many flaws.
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Governmental decisions should 

not be based on empathy.
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How do the computers of the government make their decisions?
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“I came to the conclusion that it is not clear how the government has 

interpreted the law when taking automated decisions. I could not 

investigate whether this went well and what choices were made. This 

has reduced the legal protection for citizens. The citizen and also the 

judge do not know why the computer comes to its decision.” 

Marlies van Eck
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Who are involved in the process from law to execution?
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Empathy as a scale?
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How much distance? Or can I come really close?
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But not too far and not too close
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What do you show? Where is the focus?
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Where do you shine your light?
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Again, there are limits…
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Let’s add movement to the mix :)
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So… how much empathy do we need?
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This increased friction of the human dimension with the system can lead to risk-

averse behavior or a fear culture in the government. Pressure from the press, 

public opinion and polls reinforce this. […] Having an open conversation is 

becoming increasingly hard for those involved, often for the government itself. 

Public and Communication Department, 

Ministry of General Affairs 

Trend Report 2019
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I tell their stories on my research blog
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“Happy endings come from an understanding of the 

compass, not the presence of a useful map. If you’ve 

got the wrong map, the right compass will get you 

home if you know how to use it.” 

Seth Godin
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You can read all the stories at 

the exhibition at the market 

place here at the conference. 
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Or find them online at 

debegripvolleambtenaar.nl
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If we really want to bring 

empathy back to the heart 

of digital government… 

we have to start having 

this conversation together. 



Maike Klip 
@manuelame 

maike.klip@duo.nl 

debegripvolleambtenaar.nl  

Slides: noti.st/maikeklip

mailto:maike.klip@duo.nl
http://debegripvolleambtenaar.nl
https://noti.st/maikeklip

