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Who am I?

Peter Ljunglöf
Digitalization Strategist, Torsby Kommun

• 23 years within the private sector

• Web- & communications bureaus, entrepreneur

• Web strategy, user experience, accessibility

• Torsby Kommun since May 2022



Värmland

Torsby in the 
region of
Värmland

Population:
11 616 people

Torsby: 2,6 ppl/km²

Sweden: 19,9 ppl/km²
Belgium: 380 ppl/km²
Netherlands: 421 ppl/km²











The Digital Divide

6 % (600 000) of the 
Swedish population are 
considered belonging to 
the group of people that 
are never or rarely using 
the internet.

These groups may be 
elderly, disabled people 
and immigrants. 





The Digital Divide within the Swedish 
population
• 3 % are never using internet

• 3 % are rarely using internet

• 20% needs help installing BankID, the national format for 
Mobile ID. Without BankID you can’t do anything…



DIGITAL SERVICE FOR 

EVERYONE

THE GOAL:



What’s in it 
for me?

The nr 1 question among
users:



To achieve this goal, what do we need to do?

1. Understand the user’s challenges and 
perceived thresholds
How do we understand what thresholds and what challenges 
our users are experiencing and are anticipating, so that we 
solve the right challenges and problems? 

How do we test and find out about these thresholds and 
challenges?



To achieve this goal, what do we need to do?

2. Do our target groups understand our digital 
services? 

Do they understand the purpose and benefits? Striving for: 

• Better communication

• Perceived simplicity

• Faster response

• Their sense of control throughout the entire process



To achieve this goal, what do we need to do?

3. How do we get the citizens with us in the 
process of developing our digital services? 

• How do we communicate the vision so that citizens, 
politicians and employees understand it?

• How do we develop the services in step with the maturity of 
our population?

• What language do we use when we talk about 
digitalization?



What does this mean
for us as a 

municipality?



Clearify the vision

Communicate the vision

Get our employees to buy into 
the vision

Clearify the strategy



What’s in it 
for me?

The nr 1 question among
users:



What’s in it 
for me?

The nr 1 question among
employees:



1. Realize a 
need for 
change

2. Create a 
guiding
coalition

3. Develop a 
change
vision

4. Commu-
nicate the 
vision for 
buy in

5. Empower 
people and 
remove 
barriers

6. Generate 
short-term 
wins

7 Sustain –
never let go!

8. Incor-
porate
changes
into culture

(ambassadeurs)

Willingness and inclination
to change



Why are we carrying out at 
digitalization process?

How does this affect 
my daily work?

What’s in it for me?

The questions that employees will be 
asking themselves: 



What are we doing then?



Actions

Well, to start with:

• Adopted digitalization as a prioritized strategy area among 
politicians 

• Basic automation: Introduced 90+ e-services for easier 
access and availability

• Started using online video training for employees and 
citizens

• Digital signage on all official documents



Actions

• Further developed digital education systems, for the 
efficiency and benefits for students, teachers and parents 

• Starting to look forward: evaluating the current state 
– Measuring the reception of our digital communication and our e-services. We 

need to know where to start…

• Plan: reorganizing our communication efforts
– Gathering our communicators under one roof for a streamlined and better digital 

experience



Challenges?



Challenges

• Educating the employees on the importance of digitalization,  
usability and accessibility

– Provides added value, higher efficiency and greater customer 
satisfaction at the other end.

• Connecting all our new e-services and the existing systems 
together 

– We haven't really tied the knot between e-services and our existing 
service systems, which is causing problems for our officials.

• Funding



To summarize:



Summary

• We are in the middle of a change process, where the 
outcome will be our employees' better understanding of the 
users' challenges and thresholds, as well as the ability to see 
the potential of all the possibilities of digitalization. We will 
also be better equipped to adopt the digitalization solutions 
in the future.

All based on our own conditions and challenges as a small 
and scattered, but ambitious municipality. 



Summary

• This transformation must be human driven, not technology 
driven. We must take under consideration the maturity of 
our target groups, the citizens, as well our employees and 
let the development of our digitalization effort adapt to our 
users. We need increase our employees’ willingness and 
inclination to change.



Thank you very much!
Peter Ljunglöf

Torsby kommun
Phone: +46 560-16002

E-mail: peter.ljunglof@torsby.se


