
The geographically extensive
municipality of Egedal now
offers their civil service in a new

way. With the Citizen Bus, the civil
service is brought to the public.

The Citizen Bus is equipped with a
high-tech suitcase that can record the
biometrics necessary for issuing iden-
tity papers in Denmark: passport
photos, fingerprints and signatures.
When citizens in the municipality of
Egedal need a new passport it is 
handled via the municipal website.
Citizens enter their data, pay the fee
for the application online and book an
appointment in the booking system,
so they can just show up when the
bus comes by and be processed with-
out delay.

Civil service in your backyard
The municipality of Egedal is a merger
of 3 municipalities. On March 1st 2015
the civil service and the library were
joined. This sparked thoughts about
how to make the civil service more
efficient.  

“After the merger, Egedal was a very
large municipality with many small
towns. We felt it was necessary to make
an effort to accommodate those who had
a long way to travel to the Civil Service
office,” says Birgit Hansen, Coordinator
with the Civil Service in Egedal.

With a suitcase from Biometric Solu-
tions ApS, it was possible to move the

Civil Service out into the communities,
which has been a success.

“Everyone uses the Citizen Bus, both
families with children and the elderly.
People are delighted that we are practi-
cally in their backyard,” says Birgit
Hansen.

The municipality hired an interior
designer to organise the bus, but the
solution has been so popular that the
bus is not always large enough.

“When we announced a tour with the
suitcase, the list was quickly filled, and
the bus was limited by its size. When we,
for example, go out to the village of
Slagslunde, we set up in a children’s
institution, and in Smørum we set up at
the library. The suitcase solution makes
it possible to set up our service wherever
there is room.”

The citizen’s experience 
in focus
According to Alex Ramskov Johannsen,
CEO of Biometric Solutions, who deliv-
ered the suitcase to the municipality
of Egedal, the solution has been
designed to make the civil service
more efficient, but with just as much
thought to the fact that citizens need
to have a positive experience with the
service:

“The core of the solution is not the tech-
nology itself, on the contrary, it is the
process supported by the solution. The
system is designed to streamline the civil
service to accommodate both the need
for flexibility and mobility of families
with children, as well as help those who
find it difficult to get around,” he says.

“The municipality of Egedal is the first to
install our biometrics suitcase on a bus,
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Biometric Solutions

offering mobile citizen services to the
entire municipality. The computer in the
suitcase is connected to the municipal-
ity’s servers via an encrypted VPN tunnel
over the cellular network (LTE). With the
suitcase the civil service staff can record
biometrics and make passports, driver’s
licenses and ID, but they are also able to
supply all other services, such as helping
with relocation, tax folders or pensions.”

A passport takes 3 minutes 
10 minutes have been allotted for each
citizen who needs a new passport,
although the procedure typically only
takes 3-5 minutes. This extra time allows
room for unforeseen events, for exam-
ple, when a child needs help taking
their passport photo or a citizen turns
up without an appointment. 

At the same time the suitcase makes
it possible to conduct the civil service

outside of the regular office hours of
the municipality.

“In some places we are out at 3-5 pm,
and at other times we go out on Satur-
days. We try to accommodate the needs
of the working people, making ourselves
available in places where it makes the
most sense for the citizens,” says Birgit
Hansen.

Satisfied citizens makes for
committed staff
The suitcase is a novelty in Egedal,
and so far the Citizen Bus has only
recorded biometrics for passports,
but the flexible civil service has been
a great success in the municipality. 

“The self-service solution creates flow
and the suitcase makes the civil service
more accessible. This provides for both
satisfied citizens and happy employees.

The staff thinks it’s great to get out and
deal with happy citizens, it is a bit of a
kick. The last time we were planning a
trip, more employees than necessary
wanted to come,” says Birgit Hansen.

“We have no doubt that the suitcase is
here to stay. All types of citizens are
making use of the extra service. When
we set up around the municipality, we
meet people’s needs and that creates a
good atmosphere.”

Alex Ramskov Johannsen adds: “We
are pleased that the municipality of
Egedal, with great creativity, is making
our vision of enabling the municipalities
to provide civil service where their citi-
zens are, come true.”

Try it: Order a passport in the munic-
ipality of Egedal at: 
https://selvbetjening.mitpas.dk/?key=A240
(NB: In Danish)

Read about the passport suitcase:
http://biometric.dk/en/biometric-suitcase/

http://biometric.dk/en/biometric-suitcase/
https://selvbetjening.mitpas.dk/?key=A240

