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Abstract:

This paper was written in response to “Citizen Empowerment: a Transformational Model for
eGovernment Services” By Xavier Comtesse and Giorgio Pauletto, Observatoire Technologique,
CTI, DCTI, State of Geneva, Switzerland. The modelling of how citizen empowerment can improve
the access to e-government services and can shape those services is becoming increasingly
important. This paper proposes that the dynamics of such interactions are complex and involve
multiple services and multiple delivery actors, all of whom must be considered when modelling
the dynamics that influence service design. As ICTs become the accepted way of delivering
services to the biggest consumers of services the design of those services will become ever more
complex to account for the combination of services required to meet the levels of multiple
deprivation. In the same way, understanding the abilities of the citizen to influence service design
and the capacity of the providers and delivery actors to respond becomes even more complex.

There are a number of ways in which a person can benefit from a service delivered through
information and communication technologies (ICTs). This can be a single transaction from a single
provider such as paying a fine, paying a tax bill, ordering tickets or reporting problems with street
lighting. In the same way multiple transactions can be undertaken from multiple providers but
through a single point of contact. For instance using a call centre but accessing a number of service
offerings. It is this one to one relationship that is implied by the “Transformational Model for
eGovernment Services”.

I would propose that we should recognise a more complex dynamic of citizen empowerment. Often
multiple services will be delivered through multiple channels. The nature of some services which are
ICT enabled can be seen as distant from the citizen, infrastructure based, and passive yet still
benefiting the individual or community, for example CCTV cameras. Services can be closer to the
home but more active such as assistive technologies which empower an individual with specific care
needs to remain in their home environment longer: for example having movement sensors in a
house or using a remote blood pressure monitor? ICT enabled services can be more active yet not
so inter-active such as information services or mentoring and advice services and then there are the
interactive services that the citizen will access directly and for which a level of capacity building will
be required by the individual. We can represent this range of ICT enabled services as a matrix
wherein the direction of travel is very much in line with the progression proposed in the



“Transformational Model for eGovernment Services”.

Figure 1 Matrix of ICT Enabled Service Types

Because of the richness of the digital environment a number of actors may be involved in the
delivery of the service, even if it is accessed at a single point of contact. This also means that there
will be a number of actors involved in the design of a service. We should recognise this dynamic.
There is a trinity of service design which involves the Local Authority or Administration, the citizen or
community and the third sector actors who will often deliver a service. The capacity of each of these
will influence the design of the service. We might represent this as an equal partnership though the
capacity of each of the participants will often be unequal making for a variable dynamic;

Figure 2 the Trinity of Service Design

in which case the capacity of the organisation to respond to the needs of the citizen will affect the
design of the service.

There are individuals and communities who have multiple service needs which are delivered by
multiple providers. ICTs impact on the capacity of the providers to share information and to


