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Digital identity increasingly mediates access to public services. T U e

University

How are these ambitions
Harnessing Digital enacted in practice? Connecting Government 2030:

The Digital Ireland Framework A Yot - i
= A Dig ( trateg)

There were
2.7 million verified
MyGovID accounts,
representing 65% of
adults in Ireland by
the end of 2024.

Through a trusted, user-driven, intuitive, inclusive and efficient Digital by default does not mean digital only.
world-leading digital government service, 90% of applicable services will ...we will use digital to improve the off-line experience for
be consumed online by 2030 those who are unable to consume services digitally.

By enabling those who can use digital services to so do, we
80% of eligible citizens using MyGoviD by 2030 can redirect resources in a range of ways to provide a

20% of employees in the public sector, colleges, and other public bodies much better service to those who may need assistance...
mammm:w_mm pu through our public offices and libraries.
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Competing Understandings of Digital Government

Academic framing
Digital transformation as bureaucratic reorganisation

Policy perspective
Digital transformation as modernisation

Compared with the street-level and the screen-level bureaucracies, the characteristics of This OECD diagram summarises the progression from Analogue Government through

eGovernment to Digital Government:

the system-level bureaucracy are summarized in the table.

Street-level bureaucracy

Screen-level bureaucracy

Svstem-level
bureaucracy

Role of ICT

Supportive

Leading

Decisive

Functions of ICT

Data registration

Case assessment and
virtual assembly line

Execution, control, and
external communication

Human interference with
individual cases

Full

Partial

Zero

Organizational backbone

Case managers

Production managers

Svstems designers

Organizational
boundaries

Strict, with regard to
other organizations

Strict, both within and
between organizations

Fluid, both within and
between organizations

Legal regime

Open, ample discretion,
single legal framework

Detailed, little discretion,
single legal framework

Detailed. no executive
discretion, exchange
between legal domains

(Bovens and Zouirids, 2002)

Digital government

E-government
Analogue
government Open and user-driven approaches,
processes and operational

transformations, enabled by ICT

Greater transparency and
user-centred approaches,
ICT-enabled procedures

Closed operations and
internal focus, analogue
procedures

Progression towards the digital transformation of governments?

(Dept Public Expenditure & Reform (2022) adapted from
Strengthening Digital Government, OECD 2019)

How do digital-first systems reorganise the conditions
under which welfare access becomes possible?



Method: Adapting to Field Conditions

Initial Method: Problematising absence e
62 Posters hand delivered 10- Coffees/drinks bought
o Total: €55.45
52 Organisations contacted
(youth NGOs, sports clubs) 22 Follow-up emails sent
Research 105 Instagram followers 60,000+ Steps walked
"'"ter"'e“"“g Time Spent Transport cost: €128.40
Travelling: 9 hours
12.GB of mobile data. s
7 Unfulfilled exposure offers
10.46 GB of memory
1,346 Files, 90 Folders 80.4 km Travelled

Actual youth participants recruited: EI

Adaptive Method: Tracing with Ethnographic Sensibilities

v 1. Data 2. Data 3. Affinity 4. Thematic
e T e EOW IP e , e Collection Organisation Mapping Analysis
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' Blerey e sl ke Fieldnotes, Transcribing & Codes grouped | Clusters refined
a, ,)rzé»w = -:: =3 ‘ﬁ%ﬂiﬁ;‘zﬁﬁ%} interviews, manual coding into clusters to into candidate
o e ﬁ >kt | focus groups, line-by-line, identify ’%tlr:emes. o
e ez ™ INFORMATI N 2 ey RO initi
corresponden(es iyl s, e S Pt BTV fostr s G G ST observations, initial codes patterns and emes reviewd,
o o, IO IR o documents. created. relationships. defined & named.
;ﬁ ‘\e'\wv:.-'\?’t : . :j:
: TimIngold .
. "xa&.kéx:'f,} 2% A - OUtPUt
== = Themes informing analysis:
eﬁ:oWF‘ T ” Pre-emptive Legibility / Distributed discretion
B i R i ) . .
= — | socialpresaribing Repair work / Relational Infrastructure




Fieldwork: Tracing Digital Access Pathways

. Supn st Oveleond ek
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Initial points of contact into the ecosystem
Ao e
R et L0

& \Mypoctamt £y Noun
%met Wb Wilen boase

S \e

Community | Service Existing

centres contact | networks
/ ’ 7
INTERMEDIARIES Self-Recruit 24
Trusted intermediaries who facilitated access Word of mouth

2
W

Local Area | Education

szen.s Employment | & Training Socia!
Information |~ gqrvice Board | Prescribing | Centre

X4 X2 X1 X1 X3
Participants || Participants | Participants || Participants || Participants

X8 (18-24) x1 (Age 24)
Young Adults Young Adult

19 PARTICIPANTS
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Voices from young adults and frontline practitioners

Youthreach NEET & Self recruited NEET Citizen Info Staff 2 LAES Practitioner
Experience Friction Medlation System assumptions
“I need someone to kind of “I couldn't explain it to “We would help them set "We're leaving people
explain things to me to my laptop.” up maybe a MyGov ID, behind that don't have the
understand... | need verify it and then help them skills there, and we are
someone to tell me this is with the online application.” presuming that everybody
what this means” has these skills."
— Sophie — Alex — Information Officer — Guidance Practitioner
l_____________________________‘_‘_‘_‘_'_'_‘_'_'_'_'_'_'_'_I_'_'_'_'_'_'_”_'_‘_'_'_‘_Z _____________________________ !
Frictions and Supports Across Navigation
'__———_____""__"_"_"_"“"_'__________'_____‘_‘_"_"_"_‘_'%'_‘_‘__:_‘_'___'_'_'_'_'_' ___________________________
v v v v

2 Interpretive burden and Q Digital systems narrow @ Human mediation P\ Digital systems_ :

T : 0 : - : presume capacities
reliance on relational opportunities for bridges digital barriers e |
support contextual explanation and sustains access di:tr;rli:gz\é?gs);

Recognition Interpretation Medlation Access
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Pre-Emptive Legibility in Conditional Systems

South East

Users must become legible to the system to proceed Technalogical

University

Be recognised

MyGov@

Be classified
MyWelfare

Be routed
Jobseeker’s Benefit

AND TRAINING | WNCREASE FOR DEPENDANTS | RELATIONSHIP | DOCUMENTS | ADDITIONAL INFORMATION | Py

{ Back to services

Email Address

Jobseeker's Application

Employment and training: status

Please select your employment status

| have started working part-time
Password Unfortunately you cannot access this service

To apply for this service, you must have a verified MyGoviD

My hours have been reduced to part-time
account. You currently have a basic MyGoviD account.

g ga s | am unpaid during school or college holidays
You can verify your basic MyGovID account by visiting

www.mygovid.ie or by clicking the button below

2]
O - T _
Brneacy « Help

Go to MyWelfare homepage

| am a seasonal worker and temporarily laid off

Is the Department of Education your direct
employer?

Login with MyGoviD (f)

You need to verify your identity

By pressing login | agree to sharing my You can verify your identity with the MyGoviD mobile app or
information in-person at your local Intreo Centre

Jobseeker's application ves No

personal details and cc

with this government body When you have verified your identity, you will receive a Public

Services Card (PSC) What break pericd are you applying for?
Create Account

Option 1: Verify your identity with the MyGovID app Jobseeker's eligibility Easter break

ot password?

Before downloading the MyGovID app, you will need to;

Do you currently work part-time or are your hours
being reduced to part-time?

© Be 16 years of age or older
O Have a valid Irish Passport
Have proof of your address on the island of ireland

Spring mid-term

Download the MyGoviD app now Yes No

Ollscoil
Teicneolaiochta

an Oirdheiscirt Option 2: Verify your identity in-person at your local Intreo

Centre
South East Back
Technological If you are missing any requirements to use the MyGovID app —
University or would prefer to verify your identity in-person, you can do so

at your local Intreo Cent




Mediation and Infrastructural Repair (Cl Example)

Citizen Information: Digital Help Service Citizen Information Service
Regional manager, North Dublin

Citizens Informatlonc,
Q ° “Our digital help service is a very
. PR S a Important innovation on (iur part to
Language
s o'sullivan meet that need.
No Online/IT Access
—
Distressed Client /‘//
Citizens Information Services e " Currently, about 70% of our clients are seen face
Digital Help Servi HS) Pil thier . .
Matidaie o to face, and that is the result of a very deliberate
decision on the part of the service to prioritise

face-to-face service delivery over phone or email

Acknowledging the Ga .
ging P engagement... we remain one of the few places
e 1 - where people can speak to an individual and talk
Oireachtais oint Committee on Social Protection, Rural and Community :
@ Oircachials e e \ through their problems.
Oireachtas Wednesday, 18 Feb 2026 A
Citizens Information Service National Strategy 2025-2027: ; ;
Bifecussinn | referred earlier to people on social welfare payments
considering taking up part-time employment.

That can have real implications for retaining some or
all of that entitlement, so these are important decisions

“Despite the efficient use of resources currently

available, there is still significant unmet demand
for CIS. Our annual national surveys show an in people's lives. It can impact on their eligibility for

O'sullivan unmet demand level of approximately 20%.” medical cards, social housing supports, etc... y

Mr. Diarmaid




Distributed Discretion Across Bureaucratic Levels

Building on Bovens and Zouridis (2002)
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Level of R@ 1. Street-Level 2. Screen-Level g 3. System-Level
Bureaucracy 2 Bureaucracy # Bureaucracy Bureaucracy
(Frontline delivery) (Behind-the-scenes case processing) ’ (Design and Coordination)
Focus Direct interaction and immediate Processing, assessment and Designing systems, rules and
support prioritisation infrastructure
Who makes Erontli Kers / K Case processors, team leaders, Policy makers, system managers, IT
decisions? FONHIAG WOFKErs //CASOWOrkers assessment staff designers, leaders across organisations ~
| Key Points
Descretion High discretion in individual Moderate discretion within detailed Low discretion in execution, high
style interactions within organisational rules rules and procedures discretion in design and coordination
Exampl Deciding how to respond to a Interpreting information, assessing Designing digital systems, setting Q|g|tal _Welfare d(_)es _nOt rerr_love
ampie client in crisis, explain options eligibility, deciding next steps rules, deciding data flows discretion. It redistributes it.
Outcomes depend on how discretion is
- - —— = . exercised, connected and constratined
Street-Level Discretion H Distributed H System-Level Discretion ’
Discretion across bureaucracy levels

Face-to-face interactions with people. In the design of rules, systems, data and
Judgement shaped by experience, relationships, Decisions are shapes interfaces. Choices here shape the possibilities at

and immediate context across levels ] the front line. No single actor has full control.

and organisations | 4
and influence ‘
one another

&3

Referral

decisions Escalation &

handoffs

<)

y ) Information flows

L

Eligibility
interpretation
Case prioritisation

Discretion is distributed across people,
organisations, and technologies.
@ Outcomes depend on how these

discretions align (or clash).




Contributions to Street-Level Bureaucracy

/ / \\
| Document | Frontline
| requirements | staff
< \ / / i T g = . .
/ Diai I\ N y R - . int 3}22:'5 & - Verification &
i [ Identity | iy Digital-First platforms ' SHglhiity
t | requirements % < , Systems
 forms n \ / ’ Welfare 4 '
W Recognition \ ; ORI — ; Discretion is
depends on being : R ] redistributed across
legible to systems ---* : street-level bureaucracy : ( PR people, interfaces,
before discretionary ' - : 'qusri?::' 4  processes and  SEENEYRRNCEN
I — ' e : u :
y N engagement y X \ Digital-first welfare mediation infrastructures :g:x;sr f*s
/ system Occuls / Daa M reorganises where discretion
rules & ' matching & sits and how recognition J ; <
\  criteria \ validation / becomes possible / )
\ / _— ~_ \ / ‘e 3 P
N d N " Organisational
Policies & rocesses &
| Procedural | rocedural e
: PO workflows
| compliance | guidance
e

1. Pre-Emptive Legibility

Builds Scott’s (1998)
state legibility by
demonstrating how
digital infrastructures
increasingly shape the
conditions of recognition

Empirical
Mechanism:
= . Repair Work -
nformation ==ea. isting concont) TSR motiona
brokering M support
Human mediation bridges
system gaps, maintains
access and stabilises
outcomes
Problem . Advocacy &
solving ! follow up

Workarounds
& flexibility

2. Distributed Discretion

Builds on Bovens & Zouridis
(2002) demonstrating how
discretion is reorganised
across socio-technical and

organisational infrastructures

rather than removed.
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