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1.1 Main problem
Both the private sector (citizens and businesses) and govern-
ment spend millions in hours and euros every year on 
complaint, objection and appeal procedures against 
government decisions. Of the total amount of administrative 
burdens (red tape) for citizens in the Netherlands 11% is caused 
by complaint, objection and appeal procedures. The costs of 
these complaint handling and conflict resolution procedures 
and the dissatisfaction with them have only increased over the 
last couple of years. An example is the significant increase of 
subsidized legal aid over the last few years. So much so, that it 
has become unaffordable and therefore subject to current 
retrenchment policy. In addition, formalistic and legalistic 
(written) complaint, objection and appeal procedures have 
been selected by the Dutch citizens as one of the top ten most 
pressing bottlenecks in government services. 

1.2 Complaint, objection and appeal procedures
The government is a bureaucratic system and operates 
according to rules and regulations. 
As the government determines the rules and the manner in 
which they are applied, it puts government organisations in 
a position of power. The higher level of knowledge of the 

government (on rules, regulations and procedures) 
compared to that of citizens adds to the inequality. 

Government organisations are responsible for decisions on 
whether for example an individual can be granted a building 
permit, is entitled to receive income support, has to pay taxes 
or is entitled to receive a refund or a subsidy. When citizens do 
not agree with such a government decision, discover mistakes, 
or do not understand a decision taken, traditionally their only 
possibility to address this is through a formalistic, legalistic 
and written complaint, objection or appeal procedure.

1.3 Pioneer project
The above mentioned problems are addressed in a Dutch 
government policy project. This project provides a 
fundamental change for complaint handling and conflict 
resolution in public administration. From a traditional, 
formal, judicial, procedural and written approach the 
Ministry of the Interior and Kingdom Relations initiates, 
stimulates and supports a pro-active, personal, open and 
solution driven approach for all government organisations. 
The new pro-active, personal and solution driven approach 
consists of two interventions;

Chapter 1 
Introduction
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1.   Upon receiving an objection against a government 
decision; 
a public servant ensures quick and direct personal 
contact with the citizen(s) concerned (telephone call or 
informal meeting); 
the public servant uses communication skills such as 
listening, summarizing and questioning from an open, 
unbiased approach and certain conflict management 
techniques that can lead to de-escalation and conflict 
resolution and might offer informal mediation in cases 
where more parties are involved.

The public servant uses communication techniques that 
are derived from mediation. These communication skills 
will hereafter be referred to as mediation-like tech-
niques. It is however important to note that this 
approach is essentially different from mediation as there 
is no other neutral party involved. In many cases more 
civil parties are involved (for example in case of an 
objection against a construction plan by a neighbour). In 
such cases the public servant offers informal mediation 
as a way of handling the objection. 

1.4  Research results (2007- 2008)
A first research study into the cost effectiveness (DE/DK) of a 
pro-active solution driven approach to objection and appeal 
procedures was conducted in 2007-2008 (figure 1). The study

2.   During the preliminary phase in decision making; 
Before a government decision is made that has negative 
consequences for a certain person, the citizen concerned is 
contacted. This is in order to test, among other things, that 
the information on which the decision will be based is 
correct and complete and to explain why a certain decision 
is about to be made. This process allows for the exploration 
of possible alternative solutions in a cooperative effort with 
citizens. It is an investment in the quality of the decision 
making process as well as in the underlying relationship 
between the government and citizens.  This way a great deal 
of future litigation can be avoided.

showed a reduction in the number procedures, effectively 
reducing the administrative burdens for individuals and 
businesses by 23%, and saving the authorities time and money 
(27% cost reduction). Other measureable effects included an 
increase in customer satisfaction for individuals and businesses 
by 20%, as well as an increase in job satisfaction for govern-
ment employees by 20%. In 50% of the cases where mediation-
like techniques were used by civil servants a solution was found 
and the formal objection procedure was discontinued. Finally, 
the use of mediation-like techniques showed a positive effect 
on the processing time of objection cases.1
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1 Ministry of the Interior and Kingdom Relations report 2008 “Mediation-
like techniques by government organisations. A research into the 
cost-efficiency of the implementation of mediation-like techniques by 
government organisations”  executed by Sira Consultancy B.V. and the  
Ministry of the Interior and Kingdom Relations report 2008: “Mediation-
like techniques & government organisations: effects on adminstrative 
burdens for citizens and businesses , executed by the Netherlands 
Mediation Institute. 

1.5 Follow up research (2008-2009)
At the time of the first research (2007-2008) only a very limited 
number of government organisations were using mediation-
like techniques upon receiving complaints or objections 
against government decisions. The use of mediation-like 
techniques during the preliminary phase in decision making, 
meaning before a government decision is made, was even 
more uncommon. In addition the implementation of 
mediation-like techniques was restricted to only a limited 
number of domains, and there was no information available 
on the most effective type (telephone call or informal meeting) 
and moment (immediately or after consulting experts) of 
pro-active intervention. 

Considering the research results, implementing mediation-like 
techniques on a much larger scale (national and local level 
within the different government domains) showed great 
promise. Therefore a follow-up pioneer project was set up in 
2008 in order to ensure and support:
•   the implementation of mediation-like techniques on a much 

larger scale (national, regional and local level) within a larger 
number of different government domains; and 

•   a more profound research into the possibilities and effects of 
the use of mediation-like techniques in government services. 

The next chapters contain a more detailed description of the 
background, context, first results, pioneer project and 
current follow up research.
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Cost-effectiveness of the use of mediation-like techniques and a 
pro-active solution driven approach in objection procedures:

•  costs are lower when compared to a formal procedure, because of an 
increase in discontinued procedures

•  effects are higher when compared to a formal procedure, mainly 
because of a reduction in administrative burdens for citizens and 
businesses, an improvement in customer satisfaction ratings and an 
improvement in job satisfaction ratings.

Figure 1.  
Cost  
effectiveness 
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2.1   The effect of traditional complaint, objection 
or appeal procedures .

For citizens the stated formal way of conflict resolution by 
the government and the impersonal written communica-
tion during complaint and objection procedures can lead to 
feelings of helplessness, unfair dependency and possible 
escalation of the conflict. 

In many situations, the government has to decide between 
the interests of the general public and the interests of an 
individual or business. Merely stressing the legal position, 
and referring to the general public’s interest (which the 
government represents) or to the rules and regulations as a 
reason or motivation behind a decision, is unconvincing 
and unsatisfactory for citizens2. 

Citizens consider themselves regularly  as not being taken 
seriously or treated fairly. They want to understand why they 
are denied a permit or a certain benefit. Citizens have a 
human desire to be able to talk about it, and even more 

2  Annual report 2007 & 2008 National Ombudsman  
(www.ombudsman.nl/english)

importantly to be heard, by public servants. Research
 shows that it is not only the outcome or the result of a 
government decision that determines whether citizens feel 
as if they were treated fairly. In fact, of crucial importance is 
the manner (process) in which the outcome is reached. 
More specifically, it is the opportunity of being heard during 
the process that is essential to citizens, in combination with 
a fair, transparent and timely procedure. Thus, the 
government decision making process in itself is largely 
responsible for a citizen’s perception of justice. The 
government’s formal, written, unilateral emphasis on legal 
positions and the law comes across as forceful, creates a 
distance between government and its citizens and therefore 
is a source of conflict in itself. 

Many citizens perceive decisions by government officials as 
unfair. The only option they have is to start a formal proce-
dure. This results in numerous, often unnecessary complaint, 
objection and appeal procedures. Unnecessary, as these are 
due to a perceived lack of procedural justice, and might have 
been prevented if another procedure was followed. These 
unnecessary complaint and objection procedures require an 
investment of time and energy of both government and 

Chapter 2      Background: the need for a solution driven approach
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citizens and can result in a lack of understanding, frustration, 
increased administrative burdens and a significant amount of 
costs for the government while the underlying problem often 
remains unsolved.  

2.2  The National Ombudsman
The National Ombudsman of the Netherlands is a High 
Council of State. The National Ombudsman has been 
established in order to give individuals an opportunity to 
place complaints about the acts of government before an 
independent and expert body and acts as a counterbalance 
to an often faceless bureaucracy. The National Ombudsman 
shares his expertise with government bodies by conducting 
investigations on individual cases, providing suggestions for 
improvement of government organisations, and often by 
cutting through red tape. 

In his annual report for 2007 the National Ombudsman,  
dr. Alex Brenninkmeijer, voiced his concern about the 
deterioration of the relationship between the government 
and the public. 
The annual report for 2008 added an appeal to parliament 
to put government reform at the top of their political 
agenda. The ombudsman suggested that a modernised, 
better organised government provides important advan-
tages for citizens and government organisations as it;
• reduces the distance between citizens and government 
• reduces costs, and

Chapter 2      Background: the need for a solution driven approach
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• leads to better and faster services or results. 

The National Ombudsman called on the government to 
invest more time and effort in establishing a more personal 
relationship with citizens and by doing so re-establishing 
trust and improving the quality of government services. To 
establish this personal relationship with citizens, the 
ombudsman suggested providing more freedom for civil 
servants to engage in real personal contact and to take 
citizens seriously. Citizens want to be treated fairly and with 
respect. They want to understand what is happening, they 
want to be well informed and be given fair consideration. 
With a personal and appropriate approach, citizens will not 
only be more satisfied with the government, but it is 
expected their trust in government will also grow. Finally, 
the National Ombudsman discovered in his daily practice 
that through a more personal approach focussing on the 
customer (e.g. by making a phone call in stead of writing a 
letter), legal objection procedures and complaints could be 
diminished. This was evident to the National Ombudsman 
from the new approach used by the UWV (Organisation for 
employee insurance against illness or unemployment). Due 
to this complaints received by the National Ombudsman 
about the UWV dropped by 43% compared to 2006.

2.3 National government policy context 
Realising an improvement of government services to citizens 
and reduction of red tape has been a priority for the current 

and previous Dutch government. During the Balkenende II 
and III governments the reduction of administrative burdens 
was high on the political agenda, resulting in measures to 
alleviate administrative burdens for citizens with 25% by 2007. 
Yet the efforts remained unsatisfactory in terms of real, 
noticeable improvements for citizens. This is why the fourth 
Balkenende government (policy program 2007–2011) 
committed itself to resolving the 10 major obstacles experi-
enced by citizens in their contacts with government. 
Additionally further actions were taken towards realising a 
more profound reduction of red tape and improvement of 
government services.

On 22 February 2007 Ms Bijleveld-Schouten was appointed 
Parliamentary Under-Secretary for the Ministry of Interior 
and Kingdom Relations. Realising noticeably better 
government services with fewer administrative burdens for 
citizens is part of her portfolio. She initiated the “Better 
services for citizens with less administrative burdens” 
programme on a national and local level. Successfully 
tackling the ten bottlenecks for citizens requires the 
involvement of government organisations on both the 
national and local level. Progress on tackling the bottle-
necks is monitored closely. 
Formalistic and legalistic (written) complaint, objection 
and appeal procedures have been selected by the Dutch 
citizens as one of the top ten most pressing bottlenecks in 
government services, and are therefore object of change 
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towards a more procedural fair and efficient way of 
communicating between government and civil parties.

2.4 European government policy context
Traditionally, political leaders determined what services were 
to be provided, on what terms and to whom. Bureaucrats and 
professionals subsequently organized and delivered these 
services and the role of the citizen in this process was largely 
passive. 
These days the public sector is changing rapidly in order to 
cope with various challenges and in order to respond to the 
many needs and demands in society. Public-sector organisa-
tions are being reformed in order to provide better, faster and 
more services and with the purpose of re-establishing trust in 
government. The place and role of citizens have become of 
very high importance in these changes and reforms.  

In March 2008 the government leaders of the EU member 
states launched the second term of a renewed Lisbon Strategy. 
For 2008-2010 this strategy places the citizen at the centre of 
public management in different areas (human resources, 
innovation, quality, e-Government) in order to support 
efficiency and customer orientation in European public 
services. Placing the citizen at the centre of public manage-
ment is a common strategy to obtain a legitimate level of 

quality and satisfaction of public services3. EIPA research from 
2007 shows that in almost all EU member states the topic of 
customer insight is high on the public administration agenda. 
Managing customer satisfaction has become indispensable for 
public organisations in order to see if they are doing the right 
things and if they are doing things right4. Societal change is 
accelerating and a world wide economic crisis has arrived. This 
forces the public-sector organisations even more to respond 
by offering new and efficient solutions for existing problems. 
An area of opportunity for further reform of public services in 
this context is the governments’ expensive, formal and 
judicial way of handling conflicts. 

Furthermore the European Union is interested in alternative 
dispute resolution as it allows parties to resume dialogue 
and come to a real solution to their dispute instead of 
getting locked into a logic of conflict and confrontation 
with a winner and a loser at the end. The importance of this 
is considered highly obvious and potentially very valuable in 
many types of disputes. In April 2002 the European 
Commission published a discussion paper on alternative 
dispute resolution. In July 2004 the Commission organised 
the launch of a Code of Conduct for Mediators which was 
approved and adopted by a large number of Mediation 

3  OECD, 2001
4  European primer on customer satisfaction management, Nick Thijs & 

Patrick Staes, EIPA, 2008
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experts and in October 2004 the Commission adopted and 
submitted to the European Parliament and the Council a 
proposal for a Directive on certain aspects of mediation in 
civil and commercial matters. The Directive was adopted on 
21 May 2008. 
Although this Directive is not related to government 
services, it demonstrates the European Commission’s view 
that encouraging the use of Mediation and other forms of 
alternative dispute resolution assists in the resolution of 
disputes and helps to avoid the worry, time and cost 
associated with court-based litigation. 
Modernising governments’ expensive, formal and legalistic 
complaint and objection procedures through the pro-active 
use of mediation-like techniques by civil servants provides a 
supplement to the EU Commission’s view.

2.5 Conclusion
There is a strong need to change the ways governments 
services prevent and cope with (potential) conflicts with 
citizens. This is recognized widely in the EU, and made a 
priority by Dutch government. The strategic change is, from 
a reactive, formal and legalistic approach, towards a 
proactive, informal and solution driven approach.
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3.1 The first experiments
In 2007-2008 the Ministry of the Interior and Kingdom 
Relations looked into the possibilities of:
• improving complaint, objection and appeal procedures
• avoiding (unnecessary) objection- and complaint 

procedures
• reducing the administrative burdens involved
• saving time and costs by more efficient complaint, 

objection and appeal procedures
• increasing customer satisfaction.

Experiments by three different government organisations 
caused the Ministry of the Interior and Kingdom Relations 
to perform a more profound research into the effects of 
their approach. 
• UWV (Organisation for employee insurance against 

illness or unemployment)
• the Overijssel province5 
• the Ministry of Agriculture

5 The Overijssel methode, building trust. The application of mediation-
techniques” by mr. A.M. de Koning and mr. J. Brouwer.

3.2 UWV & the Overijssel province 
Although organized in a different way, the first two 
experiments show a new approach whereas upon receiving 
an objection, both organisations made direct personal 
contact with the citizen concerned through placing a 
telephone call and in both cases mediation-like techniques 
were used. 

In 42% of the cases where the UWV used this approach with 
mediation techniques a solution was found and the 
objection procedure was cancelled. In 56% of the cases 
where the Overijssel province used mediation techniques a 
solution was found and the objection procedure was 
cancelled. Both organisations noticed an increase of 
customer satisfaction.

3.3 Ministry of Agriculture
A third experiment was carried out by the Ministry of 
Agriculture.  The Ministry of Agriculture was obliged to send 
out 90.000 decisions that for most parties concerned would 
result in a decrease of subsidy. Considering the average 
amount of objections normally received, the Ministry of 
Agriculture concluded that they would not be able to handle 

Chapter 3 
Exploring possible solutions
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such a significant amount of objection procedures. They 
invested in the phase before taking a decision in the hope 
of avoiding objections wherever possible. This was done by 
contacting the citizens concerned and testing whether the 
information on which the decision would be based was 
correct and complete. 
Furthermore an information campaign was developed to 
explain:
• why the upcoming decisions were about to be taken
• what was to be the expected result of the upcoming 

decisions. 
• Due to these actions the Ministry of Agriculture received 

and handled only 3700 objections.

3.4 Conclusions
All the above mentioned three experiments showed a 
significant decrease in the number of objection procedures.  
Inspired by the first two experiments a few municipalities 
had started using mediation techniques in individual pilots. 
Although it was clear that the use of mediation-like 
techniques had an effect on the number of objection 
procedures, any further insight into the effect on adminis-
trative burden reduction, the effect on client contentment, 
or the effect on government costs was not available. 

The Ministry of the Interior and Kingdom Relations 
therefore selected 5 representative organisations who 
planned an experimental approach, and initiated a more 

profound research into the effects of a personal approach 
with the use of mediation-like techniques6. The use of 
mediation-like techniques was compared with the standard 
Administrative law objections procedure.
Particular attention was paid to comparing:
1.  Quantitative effects
• effect on the number of objection procedures
• effect on the administrative burdens for citizens 
• effect on government costs
• customer satisfaction
2.  Qualitative effects
• effect on customer satisfaction
• effect on job satisfaction by government employees
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Research into the effect of the use of mediation-like techniques by 5 
representative government organisations produced the following 
quantitative and qualitative results7.

4.1 The quantitative research results
The use of mediation-like techniques resulted in a 27% reduction of 
costs for the government, and a 23% reduction of administrative 
burdens for citizens. The use of mediation-like techniques also 
showed a positive effect on the processing time of objection cases. 
This reduction in time for the private sector is mainly due to fewer 
hearings. The impact of this time saving on individuals and 
businesses requires more research. The reduction of the number of 
objections due to the successful use of mediation-like techniques 
also saves the government money.

In 50% of the cases where mediation-like techniques were used by 

7  SIRA consultancy report 2008 ‘Mediation-like techniques by government 
organisations. A research into the cost-efficiency of the implementation of 
mediation-like techniques by government organisations’. Ministry of the Interior 
and Kingdom Relations report 2008 : ‘Mediation-like techniques & government 
organisations: effects on adminstrative burdens for citizens and 
businesses’executed by the Netherlands Mediation Institute. 

.

civil servants a solution was found and the objection procedure was 
cancelled. Furthermore the use of mediation-like techniques 
showed a positive effect on the processing time of objection cases.

The direct communication between government organisations and 
citizens provided an incentive for quality improvement and created 
learning government organisations. In particular when communi-
cation with citizens already took place during the preliminary phase 
in decision making. 

A pro-active personal approach through a telephone call or 
informal meeting with the use of mediation-like techniques created 
opportunities for government officials to gain insight in what the 
public needs were, what services cause complaints, what possible 
solutions could be relevant and therefore what would provide a 
genuine improvement of government services. Because of this 
process the pioneer project already has several showcases of 
improvement of complaint and objection procedures that can be 
duplicated by other government organisations.

Chapter 4 
Results (2007 - 2008)



16   ❘				Conflicts between citizens and government organisations: towards a pro-active, solution driven approach

4.2 The qualitative research results
The use of mediation-like techniques resulted in an 
improvement of approximately 20% in customer satisfac-
tion and an increase in job satisfaction of government 
personnel of approximately 20%.

The improvement in customer satisfaction was mainly due 
to individuals and businesses perceiving the relationship 
with the authorities as more ‘personal’ when mediation –
like techniques were applied. The quick response, the way 
they are treated and the extra explanation regarding the 
decision taken is highly appreciated. They felt that they were 
taken seriously, as someone was actually listening to them. 
The personal attention had a positive influence. Most 
citizens considered themselves an equal partner. 
Furthermore citizens appreciated the solution driven 
approach. 

Respondents said that through the pro-active solution 
driven approach using mediation techniques, government 
was given a face; they came into contact with a person over 
the telephone, asking what the problem is, listening, 
explaining, giving information and actively working 
together with them towards a solution. 

Furthermore the research showed that not only the 
outcome of the proceeding had an effect on the feeling of 
being treated fairly, but also the manner in which the 

outcome is reached.
Citizens attributed the feeling of being treated fairly to the 
procedure leading up to a decision. Not only the ultimate 
outcome of a procedure, but also the procedure itself and 
information leading to a decision proved to be essential. 
With a personal and appropriate approach, citizens were 
not only more satisfied with the government, but their trust 
in government seemed to grow.

Initially the new approach required an investment, but, in 
time, financial benefits seem to outweigh the costs, both in 
the process itself, as well as in the implementation (such as 
team development, education, and communication). 
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Chapter 5 
Impact on government and society

5.1  The need for a personal solution driven approach
The government itself is the main cause of the number of complaints and 
objections it receives from citizens. It is in the governments’ best interest 
to reduce the amount of complaints, objections and appeal procedures. 
It is also very important that the public perceives the government efforts 
as being substantially more effective, and procedurally fair. 

The need for personal contact is a result of the complexity of rules and 
the lack of common knowledge of these rules. This often alienates and 
annoys citizens. They feel that they have to make an unreasonable 
amount of effort to understand the rules and object to them. 

Through a pro-active, solution driven approach using mediation 
techniques, government is given a face; people come into contact with 
an actual civil servant over the telephone, someone who asks them what 
the problem is, someone who listens, explains, gives information and 
actively works together with the citizen towards a solution. In doing so 
aggravation can be avoided and problems can be resolved relatively 
inexpensively. The government provides more choice and transparency. 
With a personal and appropriate approach, citizens are not only more 
satisfied with the government, but their trust in government grows.8

8 Annual report 2007 & 2008 National Ombudsman (www.ombudsman.nl/english)
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5.2 Involvement of citizens 
A pro-active solution driven approach to complaint, objection 
and appeal procedures places citizens at the heart of public 
services, and gives citizens a voice both during the preliminary 
phase of decision making by administrations, as well as 
during the handling of complaint and objection procedures.  

Through a pro-active solution driven approach citizens are 
given a voice not only to share their opinions and concerns, 
but are also actively encouraged to submit their own creative 
suggestions and solutions how to combine their needs with 
public interests. It improves the communication between 
government and its citizens and strengthens their connection. 

5.3  Improvement of the quality of government 
services

The traditional formal judicial complaint and objection 
procedures stress the legal positions by referring to the 
interest of the general public (which the government 
represents) or by referring to relevant rules and regulations. 
Through the traditional procedural approach government 
officials are not encouraged to find solutions for the 
problems that citizens endured, nor are they encouraged to 
think about any possibilities of improving government 
services because of the practical effect of the rules and 
regulations they apply.

A pro-active personal approach through a telephone call or 
informal meeting with the use of mediation-like techniques 
creates the opportunity for government officials to gain 
insight in what the public needs are, what services cause 
complaints, what possible solutions could be relevant and 
therefore what would provide a genuine improvement of 
government services. Because of this process the pioneer 
project already has several showcases of improvement of 
government services that can also be duplicated by other 
government organisations.

The direct communication between government organisa-
tions and citizens provides a constant incentive for quality 
improvement and creates a learning organisation. In 
particular when communication with citizens already takes 
place during the preliminary phase in decision making by 
administrations. 
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5.4 Development of new skills and improvement of 
internal cooperation 
Handling citizens’ requests/applications in a pro-active way 
instead of a reactive way requires the development of new 
skills for public officials. Civil servants need to develop 
advanced communication skills in order to be able to deal 
with direct communication with citizens on potential 
conflicts occurring between the citizens wishes and the 
administrative policies. 

This also implies that more and better cooperation within 
and between government organisations is necessary. A 
pro-active solution driven approach implies that the 
traditional division between the department handling 
requests/applications and the department handling judicial 
complaint and objection procedures is reconciled. A 
pro-active solution driven approach requires and ensures 
the involvement and cooperation of both departments. 
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6.1  Pioneer project with 27 government 
organisations 

At the time of the first research (2007-2008) only a limited 
number of government organisations were using media-
tion-like techniques upon receiving complaints or 
objections against government decisions. The use of 
mediation-like techniques during the preliminary phase in 
decision making, meaning before a government decision is 
made, was even more uncommon. In addition to this, the 
implementation of mediation-like techniques was 
restricted to a limited number of domains. Furthermore 
there was no information available on the most effective 
type and moment of pro-active intervention by the 
government (telephone call or informal meeting) related to 
the different government domains. Considering the 
research results, implementing mediation-like techniques 
on a much larger scale (national and local level within the 
different government domains) showed great promise. 

Government organisations were invited by the Ministry of 
the Interior and Kingdom Relations to enrol in a nationally 
supported pioneer project. In total 27 enthusiastic 
government organisations on all levels (municipalities, 

Chapter 6 
Follow up research 2008-2009

The pioneer project represents all levels of public administration and 
services in the Netherlands. The infrastructure is designed to offer direct 
transfer possibilities to all public organisations in the Netherlands. For 
example, in the pilot 21 municipalities participate (different regions and 
scales, and with different issues for conflict handling, representing all 
areas and municipalities in the 450 Dutch municipalities). 

Figure 2. Overview of pioneer projects 2008-2009
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provinces, government institutions, polder boards, etc) and 
of different dimensions, decided to enrol in the 2009 
pioneer project (figure 2). Together with these pioneers over 
a thousand cases will be processed through a pro- active 
approach using mediation-like techniques

6.2 Aim
With these 27 government organisations a follow-up 
pioneer project was set up in order to:
1. ensure and support the implementation of mediation-
like techniques on a much larger scale (national and local 
level) within a larger number of different government 
domains; 
2. perform a scientifically sound and representative follow 
up research into the effects of the use of mediation-like 
techniques as part of a pro-active solution driven approach 
to objection and appeal procedures. 

Ad1.  Implementation of mediation-like techniques on a much larger 
scale

In order to ensure and support the implementation of 
mediation-like techniques in 2009 on a much larger scale 
(national and local level) within a larger number of 
different government domains, the Ministry of the Interior 
and Kingdom Relations provides the following support:
informative brochures on the use and effects of mediation-
like techniques
• a website and newsletter 

• an action plan in four steps containing the essential 
preconditions, guidelines and basic tools for an adequate 
implementation of mediation techniques

• a desk stand with call script to support civil servants in 
preparing and executing telephone calls with citizens

• conferences and collegial consultation to support the 
exchange of best practices en experiences and in order to 
support the development of new communication skills 
for civil servants

• management support
• e-learning and e-coaching  facilities (currently under 

development)

During 2009 the pioneer project provides lessons of 
potential value to other government entities; the project 
provides the potential for successful replication by other 
governments; it stimulates improvement in its application 
and provides mutual learning perspectives. 
The pro-active solution driven approach to objection and 
appeal procedures has proven to be very popular amongst 
government organisations. The number of government 
organisations setting up their own individual projects is 
increasing dramatically. Expectations are that by the end of 
2009 at least 80 Dutch government organisations will be 
using a pro-active solution driven approach through the use 
of mediation-like techniques in order to prevent unneces-
sary objection and appeal procedures. 
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Ad2. A scientifically sound and representative follow up research
In order to perform a scientifically sound and representative 
follow up research into the effects of the use of mediation-
like techniques as part of a pro-active solution driven 
approach to objection and appeal procedures the pioneer 
project is monitored, supported and evaluated by;
• the Faculty of Psychology and Educational Sciences, 

University of Leuven, Belgium.
• the Faculty of Law, University of Leuven, Belgium
• the Faculty of Law, University of Tilburg, the Netherlands.
• the Department of Work and Organizational Psychology, 

University of Amsterdam, the Netherlands.
• Sira consulting B.V., Nieuwegein, the Netherlands
• Koetsenruijter Conflictmanagement & Mediation, Leiden, 

the Netherlands.

This consortium of organisations monitors the pioneers on 
the possibilities and effects of the implementation of 
mediation-like techniques during objection procedures 
within a large range of government domains (taxes, permits, 
income support, social support, subsidies etc). About half of 
the 27 pioneers will be monitored specifically on the effect of 
the use of mediation-like techniques during the preliminary 
phase of decision making (before decisions are made).
The best suited type and moment of pro-active intervention 
by the government (telephone call or informal meeting) will 
be monitored within the different government domains.

Furthermore;
• the effect on the number of (discontinued) objection 

procedures is monitored
• the effect on the administrative burdens for citizens is 

monitored
• the effect on government costs is monitored
• the effect on customer satisfaction is monitored
• the effect on job satisfaction by government employees is 

monitored
• the effect on the processing time of objection cases

6.3  Summary of objectives for 2009
• In summary the objectives for 2009 are:
• stimulating and supporting the use of mediation-like 

techniques by civil servants 
• stimulating and supporting the exchange of information 

and experience between government organisations on 
the use of mediation-like techniques

• supporting the creation of showcase projects
• monitoring the possibilities and effects of implementing 

mediation-like techniques during objection procedures 
within a larger range of government domains (taxes, 
permits, income support, social support, subsidies etc) 

• monitoring the effect of the use of mediation-like 
techniques during the preliminary phase in decision 
making (before decisions are made) by public 
administrations

• creating insight into the best suited type and moment of 
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pro-active intervention by the government (telephone 
call or informal meeting) within the different domains.

• creating insight into the effect of mediation-like 
techniques on the processing time of objection cases.

6.4  Monitoring and evaluation
As part of the follow up research the results of the 27 
pioneers are monitored and evaluated at three moments 
during 2009:
1. A zero baseline measurement at the beginning of 2009
2. A first result measurement September 2009 
3. A final result measurement at the end of 2009

6.5  Supervisory board
During 2009 a supervisory board under presidency of the 
National Ombudsman and with representatives of the 
different levels of government involved and representatives 
of the participating universities oversees the follow up 
pioneer measurements and results of the research project.





Ministry of the Interior and Kingdom Relations
DGBK/DRI/KID
PO Box 20011
2500 EA The Hague
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