
From fragmentation to 
clarity and overview

The Hague’s Journey in Process 
Management



The Hague
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The international city of peace and justice



570 .000+ res ident s , numbers  g row every yea r

High expect a t ions , limit ed re sources

Int e rna t iona l and dive rse  popula t ion

The Hague

3

Complex socia l and s a fe ty cha llenges

12.000+ employees   

Sma lle r municipa lit ie s  merged with The  

Hague



Challenges 
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High workload and numerous open vacancies 

Fragmented citizen services across departments

Slow digital transformation

Complex legislation

Financial pressure and demand for transparency
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Wake up call

2019 Fraud case (Around €2 million 
misappropriation)

Triggered stronger governance 

Reputational damage and trust issues
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The central organisation  of 
Process Management

Before
Processes described in 
various formats and
systems

Difficult to find and
understand

Inconsistent documentation

Higher risk of inefficiency
and errors

Decentralized coordination
and monitoring

After

Unified process decription
requirements

Accessible and 
understandable for all

Central tool ( Engage)

Reduced risk and increased 
transparency

Central coordination and 
monitoring



Benefits for the Municipality
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Operational Efficiency: improved operational efficiency reduces duplication and 
streamlines organisational  workflows.

Clear roles and responsibilities : clear roles and responsibilities foster accountability 
and reduce confusion within teams.

Transparency and Governance : enhanced transparency and governance build 
public trust and ensure ethical operations.

Adaptability and Resilience : greater adaptability allows the organisation  
to respond effectively to political and international demands.

Improved customer journey : Simplified processes, clear communication, 
and faster response times lead to a seamless and satisfying customer 
journey



Lessons learned
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Uniformity is key

Start with awareness

Tools alone don’t solve it

Think beyond diagrams

Communication is critical

Governance matters
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