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Abstract.This study examines an opportunity of decision-making
local officials around the globe to increasing two-way interactions
through usage of relevant online media channel, such as attractive
websites, citizen-oriented social media, well-timed and addressed
messages, focusing on the list of stakeholders. Moreover, paper
outlines the results of analysis of current experience of most effective
communication practices in United States, Europe and Asia, including
OECD countries. Research also focused on most appropriate and
implementable concept of best practice of local government, which
consist informative, interaction, policymaking functions and help to
involve citizens in public decision-making process. Thematic research
issue will explore an effective role of media tools in introducing
transparency and citizen trust in local government.
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Epkeoyinan Kypeimoaii
JKEPI'UIIKTI BUJIIK OPTAHJIAPBIMEH BAHJIAHBIC:
XAJIBIKAPAJIBIK HTIOJY

Anparna. byn 3eprrey OYKiJl oieMAEr] JKepriTiKTi MeHEeyHIKTep-
I1H KbI3BIKTBl BeO-caliTTap, a3amarTapra OaFbITTajFaH QJICyMETTIK
KEINJep, MYIJeNi TapanTapAblH Ti3iMiHE OaFrbITTaNFaH YaKThUIBI
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KOHE MEKeH-Xall xabaprmamanapbl CHUSKTBI THICTI OHJaiH-Menua
apHaJap/pl MailallaHy apKbUThl eKDKAKThI KapbIM-KaTBIHACTHI KEHEUTY
Typajbl IIENIM KaObuLIay MYMKIHIITIH KapacTeipanabl. COHBIMEH
karap, makamaga AKII, Eypoma >xoHe A3usigarbl, OHBIH IIIIHIE
ObIY ennmepinaeri THIMII KOMMYHHKAIMSUIBIK TOXKIpUOEIEPIiH
3aMaHayd TXKIPUOECIH Taimay HOTHKENEpl KeNTIipuireH. 3eprrey
COHBIMEH Karap akmapaTThIK, ©3apa OPEKETTECETiH, AUPEKTHBAIBIK
(byHKIMSIIapIaH TYPAThIH JKOHE a3aMarTap/ibl MEMJICKETTIK IIemIimMIep
KaObUIay TMPOIECiHE TapTyFa KOMEKTECETIH MKEPriuTKTI ©31H-031
OackapyablH €H JKaKChl TOKIPUOCCIHIH HEFYpIIbIM Oapabap KoHe
iCKe achIphUIAThIH TY)KbIPhIMJAaMachblHa OarbITTajdfraH. TaKbIPBINTHIK
3epTTey a3aMaTTap/IbIH KEPTUTIKTI ©31H-031 0acKapyFa allbIKThIFbI MEH
CEHIMIH KaMTaMachl3 eTyleri OyKapaiblK akmapar KypaiJapbIHbIH
THIMJTI POJTIH KapacThIpyFa apHajabl.

Tyiiin ce30ep: Kommynuxayus, memiekemmik OAcKapy, HcepeiniKmi
03iH-031 backapy, asamammulk OeiceHOiliK.

Epke0ynan Kypsimoaii
KOMMYHUKAIIUAA C MECTHBIMHU OPIrAHAMU
BJIACTHU: MEXKJYHAPOJHBI OB30P

AHHoOTamusi. B 3TOM  wuccienoBaHMM — pacCMaTPHBACTCSI
BO3MOXHOCTh TIPUHSTHS PENICHUH MECTHBIMH UYWHOBHHKAMHU 10
BCEMY MHUPY JUIsl PACIIUPEHHS JBYCTOPOHHETO B3aUMOJICHCTBUS 3a
CYET WCIIOIB30BaHUS COOTBETCTBYIONIUX OHJIAHH-MEIra-KaHaJIOB,
TaKMX KaK WHTEPECHbIE BEO-CAWThI, OPUCHTHPOBAHHBIC HAa TpaXKIaH
COIMAIbHBIE CETH, CBOEBPEMCHHBIC U aJIPECHBIE COOOIICHHUS,
OpPUEHTUPOBAHHBIC HA MEPEUCHb 3aMHTEPECOBAHHBIX CTOPOH. Kpome
TOTO, B CTarbe W3JIOKECHBI PE3YJbTaThl aHajN3a COBPEMEHHOTO
ombiTa HamoOojee APPEKTUBHBIX KOMMYHHKAIMOHHBIX TIPAKTHK B
CHIA, Epornie u Asum, Bkitouas ctpanbl ODCP. HccnemoBanue
TaKke ObLJIO HAMpaBJICHO Ha Hanboyiee aJCKBATHYIO U PEa3yeMYyIO
KOHIIETIIIMIO HAWJIydIIed TPAKTUKH MECTHOTO CaMOYIIPaBJICHUS,
KOTOpasi 3aKJIIo4aeTcsi B WH(OPMATHUBHBIX, B3aUMOJICHCTBYIOIINX,
JTUPEKTUBHBIX (PYHKIUSAX W TIOMOTAET BOBJICYb TPaXKIaH B IPOIIECC
MPUHSTHS TOCYIaPCTBEHHBIX pEIICHNA. TeMaTnaecKoe UcCiieIoBaHne
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OyZeT MOCBANIEHO N3YYeHUI0 d(D(PEKTUBHON POJIU CPEICTB MACCOBOM
HHpOpMAIIUK B 00ECIICUCHUH TPO3PAYHOCTH W JIOBEPHUS I'pa)IaH K
MECTHOMY CaMOYIPaBJICHUIO.

Knroueswie cnosa: Kommynuxayus, 2ocyoapcmeennoe ynpasietue,
MeCmHOe Camoynpasienue, epaicOaHCKask aKmueHOCb.

Introduction

In fast-changing world officials required to develop new
competencies in a public interaction area. Communication is
vitally important, especially in in decision-making process at all
levels. According to the Communicating Open the Government’s
2018 Research 81% of voters think decisions made in secret are
bad for democracy and 85% of voters agree that they have a right
to know what the government is doing. Thus, this study going to
raise reasonable questions: How the developed governments use
communications? What best American, European and Asian practices
of local government work effectively to impact the stakeholders?
Author will answer to these questions, considering the tools of
improving Citizen-Government interaction.

LDCs 0.30
0.23
LLDCs 0.41
0.36
SIDS 0.49

0.42 Global average (2020)

0.00 0.20 0.40 0.60 0.80 1.00
EGDI value
m2020 m2018 2016

Pic.1 Average EGDI for countries 2020.
Source: 2016,2018,2020 UN E-Government Surveys

One of the worldwide-known government measure methodologies
is the United Nations E-Government Survey, conducted by the
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UN Department of Economic and Social Affairs and examines the
development of digital government across all UN member states.
To measure e-government readiness Survey Report uses EGDI
(E-Government Development Index) on national level and LOSI
(Local Online Service Index) on city level. In its turn, EGDI measures
ICT infrastructure, human capital and online content and services,
while LOSI based on four dimensions — technical features of city
portals, content provision, online service provision and opportunities
for public participation and engagement.

E-government development continues to advance, with the global
average EGDI value increasing from 0.55 in 2018 to 0.60 in 2020
(Pic.1). Progress is evident even in countries in special situations and
among those with limited resources. The number of least developed
countries (LDCs), landlocked developing countries (LLDCs) and
small island developing States (SIDS) with high and very high EGDI
values (above 0.50) has increased by 29% [1].

Dividing by regions, Europe remains the leader, with the highest
proportion of countries in the very high EGDI group (58%), followed
by Asia (26%), the Americas (12%).

2020 I 33 7
g 2018 SN 33 13
S 2016 |EESEE 23 26
2020 | S S
£ 2013 I IO
2 016 I 17 1
<
2020 | S R 12 1
o 2015 | 13 2
< 2016 | 17 3

m Very High EGDI
2020 | O
2018 | T = High EGDI
2016 |

Europe

Middle EGDI
2020 SN
2018 EEEEE 9 Low EGDI
2016 |

Pic.2 Regional distribution of countries by EGDI level,
2016, 2018 and 2020

Oceania

Source: 2016,2018,2020 UN E-Government Surveys
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Regarding to the 2020 Local Online Service Index, LOSI average is
0.43, which implies that most city portals are still offering very basic
features. Among cities assessed in 2020, 14 have very high LOSI
levels, the majority of cities are in the middle or low LOSI groups
(pic.3).

Nowadays, local government communication is a rising priority in
political agendas, but attention has been focused primarily on digital
government transformation at the national level. Local communication
merits attention as well because city administrations have more direct
interaction with residents and are responsible for addressing concerns
affecting people’s daily lives. In some cases, local governments are
implementing digitalization and creating “smart cities”, using chatbots
to improve service delivery, using big data and analytics to design and
implement effective local government policies and to optimize urban
public resources, using smart applications in health care, transport and
emergency situations.

COcn o ekation s Carmrscatses lechmamgy
[P el

Pic.3 Distribution of the cities assessed based on LOSI level

The findings point to the need for a shared vision and increased
collaboration atthe local level. To the extent possible, city e-government
projects should involve all relevant stakeholders, including citizens,
neighborhoods, communities, local and international NGO'’s.

During the COVID-19 crisis, online communication has played a
vital role in promoting the health and safety of people and in keeping
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economies and societies working. Digital government technologies,
through information sharing and online services provision, have kept
Governments and people connected during the outbreak. Digital
technologies have also enabled Governments to make rapid policy
decisions based on real-time data and analytics, to enhance the
capacities of local authorities for better coordination, and to deploy
evidence-based services to those who need them most. Thus, digital
tools have played a central role in addressing the crisis, becoming
an essential element of communication, leadership and collaboration
between policymakers and society during the COVID-19 pandemic.
Moreover, the pandemic has shown how critical communication can
be when appropriately leveraged for good governance, especially in
difficult times. Governments both, local and nation, need to accelerate
efforts to embrace technology, even when the crisis is over. The top
priorities for local government authorities should be bringing people
online and increasing their satisfaction.

Literature Review

International experience shows that government officials are interested
in understanding and using social media as a communication channel
(Mergel and Greeves 2013). However, Mergel argues that governments
lack clear understanding of how social media and Internet can be used
effective and how officials can gain a benefit from online communications.

The United Nations (2002) defined e-government as a system
of government “utilizing the Internet and the world-wide-web for
delivering government information and services to citizens” (p. 1). The
United Nations further classified the government’s online services into
the following four categories: emerging information services, enhanced
information services, transactional services and connected services.
Emerging and enhanced information services refer to the delivery
of government information to the citizens through various online
channels. Emerging information services address basic government
information on services, policies, regulations, and laws (e.g., service
hours, announcements, and website addresses), whereas enhanced
information services involve the use of more sophisticated formats
and techniques, such as video clips, downloadable files, and statistics.
Connected services involve a two-way communication between the
Koram &,
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government and citizens in the administrative process and often make
use of online surveys, one-to-one interviews, and e-petitions.'

Meanwhile, Searson and Johnson emphasized the advantage
of advanced functions of government websites that can facilitate a
two-way communication between the government and citizens and
thus promote transparency, usability, and interactivity. The enhanced
interactivity and usability of government websites supported by advanced
technologies go beyond the simple provision of government information.
For example, highly sophisticated interactivity can be established
by tools, such as blogs, forums, online petitions, polls, and surveys,
whereas providing only contact information (e.g., e-mail addresses and
telephone numbers) illustrates low interactivity. Similarly, Welch and
Hinnant (2003) identified transparency and interactivity as two major
components of government websites. They suggested that transparency
is achieved primarily by information dissemination and that interactivity
is ensured by being open and responsive to citizens’ input. Meanwhile,
OECD identifies 4 key principles of open government: transparency,
integrity, accountability and stakeholder participation in support of
democracy and inclusive growth.

According to OECD, the primary objective for governments is
to improve communications, followed by stakeholder engagement
and service delivery improvements. Figure below illustrates that
social media are as of today still mainly regarded as means to diffuse
information and only secondary to improve consultation or even active
participation as part of citizen-government approach.

What are your government's main objectives or expectations for the use of social media?
2 a 6 8 10

o

Improve public

Engage s in public g e processes

Improve public service delivery

Direct public service demand towards digital channels
Manage crisis or i

Expand government reach to younger parts of the population

e —]
Improve the image of government  EEEE—————
=
Improve communication and collaboration inside the public sector  EE——S

==

Other
Achieve financial benefits

Expand reach to marginalised or vulnerable parts of the population

Source: OECD
Citizens have a significant function in decision making process

" Hyehyun Hong, 2012, Government websites and social media's influence on
government-public relationships
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and have the right to determine what is relevant to them (Popescu-
Ljungholm, 2015a). In it turns, public managers should further greater
citizen participation in the activity of government. Unfortunately,
in most government agencies and authorities use social media tools
solely and websites only for self-branding and visibility, rather than
interaction, citizen-oriented transparency and accountability. This
self-branding communication practice by officials undermines the
trust of stakeholders such as citizens, business and non-government
organizations. On the other hand, some individuals find out current
public communication more optimistic, because implementation of
social media activities by government looks unusual for people of the
Soviet period. However, case studies from the US demonstrate that
government agencies still mainly work along the traditional models
of communication even when using virtual media’ (Brainard &
McNutt, 2010). Meanwhile, Searson and Johnson (2010) emphasized
the advantage of advanced functions of government websites that can
facilitate a two-way communication between the government and
citizens and thus promote transparency, usability, and interactivity.

The enhanced interactivity and usability of government websites
supported by advanced technologies go beyond the simple provision
of government information. For example, highly sophisticated
interactivity can be established by tools, such as blogs, forums,
online petitions, polls, and surveys, whereas providing only contact
information (e.g., e-mail addresses and telephone numbers) illustrates
low interactivity. Similarly, Welch and Hinnant identified transparency
and interactivity as two major components of government websites.
They suggested that transparency is achieved primarily by information
dissemination and that interactivity is ensured by being open and
responsive to citizens’ input.

Scholars confirm there are two main points of public engagements
on social media should looks like. First, focusing on citizens
participation in policy process, e-consultation (Clarke 2012; McNutt
2014; Longo 2017). Second — public service delivery (e.g. Mergel
2012; Small 2012, Roy 2017). Some researchers investigate the
relationship between government and citizens’ trust through social

2 Hyehyun Hong, 2012, Government websites and social media's influence on
government-public relationships
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media interaction (Nam 2012; Song and Lee 2016), whereas others note
lack of interest of incorporating stakeholders’ feedback in decision-
making (McNutt 2014) and favoring from top to down communication
approach.

Social media platforms present an emerging area of citizen-initiated
contacts with government. In the context of the public sector, social me-
dia can be defined as a group of technologies that allow public agencies
to create greater citizen engagement (Criado, Sandoval-Almazan, &
Gil-Garcia, 2013). When government uses social media platforms
there are opportunities for democratic participation, coproduction, and
crowdsourcing solutions and innovations (Bertot et al., 2012, Linders,
2012). Social media tools can provide for improvements in government
transparency, policy-making, public service delivery, and knowledge
management (Bonson et al., 2012, Kavanaugh et al., 2012).

Overall, social media can be a great opportunity for government
agencies to answer any questions the public might have.?

1.1. United States of America

New York City 311 & i

i S

Has my street been plowed yet? How long ago was that? .@NYCDHS's Code Blue is in effect until tomorrow,
Friday, March 5 at 8:00 AM. If you see a homeless person

No need to wonder! @NYCSanitation lets you track the outside in these frigid temperatures, please call us at 311.

street-level progress of snow clearing operations TegasaCniTEAT

throughout the five boroughs with #PlowNYC.

See more: on.nyc.gov/SnowOnStreet —> Tracking

Mepesecty TBUT

~
j

Code Blue procedures are in effect until
tomorrow at 8:00 AM. Please call us at 311
to request homeless person assistance.

Most of American cities use different social media platforms
including Facebook, Twitter, and YouTube. According to the
International City Manager’s Association, in the United States two
thirds of counties and municipalities had an official social media

3 Christopher G.Reddick, Akemi Takeoka Chatfield, Adegboyega Ojo, 2016, A social

media text analytics framework for double-loop learning for citizen-centric public services:
A case study of a local government Facebook use.
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presence as early as 2011. Facebook is the preferred channel with over
90%, followed by Twitter with around 70% and blogs, which were
used by around 20% of US local authorities [2].

Local authorities understand that social media isn’t just a good way
to share fun pictures or work hours schedule. It can also be a very
powerful way for government agencies to interact with the public
and business. The value and importance of social media are being
recognized by the public, and organizations at all levels, including
local governments, are also recognizing the positive benefits of social
media, such as crisis communication, citizen engagement, build public
trust and educate target groups with meaningful content. Also, social
media can be a great opportunity for government agencies to answer
any questions the public might have.

ceropns ([ M nowepenshuk, 1 hespans v  Hepenss M ceroaws [JCH [ nowepenuhuk, 1 hespana ~  Hepens M

12:00 Monday Mile Walk 18:00 City Planning Commission

fara nH, 1 espans, 12:00 — 12:00 fara nH, 1 espans, 18:00 — 20:00

MecTo Corner of Water and Montgomery St., Onucanve  http:/lwww.syrgov.net/Planning
Syracuse, NY (kapra) _Commission.aspx

Onucanue Begins at the Monday Mile sign behind City . Il /
Hall (at the corner of Water and Montgomery :;:;OS/VJ mﬁv%%g&w
Streets). It's a great opportunity to enjoy some éb_bSFa;SaW
fresh air and meet employees from other S
departments while getling some exarcisel Join by Phone (US Toll): +1-408-418-9388

nonpobHee» KonupoBaTb B MOW KaneHaapb

Join by Video: 1790979910@syrgov.webe
18:00 City Planning Commission x.com or 179 097 9910

18:00 TNT Sector 3 Southside Meeting Meeting Number (access code): 179 097
cpena, 3 pespana 9910
na-an Firafinhtars Calling Rlack Mamarial Password: dhDwhmaJ393

Remembering that, city, county and town governments across Unites
States have accounts on social media, such as Twitter, Instagram and
Facebook. For instance, Mayor of New York City deliver his messages
in Twitter about COVID-19 during pandemic on daily basis. The
content concerns important tips, reminders and advices in this hard
time. Municipal services such as Fire, Police, Health Departments and
311 Non-emergency government service also use social platforms with
community-centered content. Moreover, all this departments write in
English and non-English majority-used languages [3].

Regarding to offline type of communication and citizen engagement,
it is mattered to highlight the experience of City of Syracuse, NY. The
Mayor invites residents to Monday Mile Walk, which take place on
weekly basis. The meeting schedule is available on the Office of Mayor
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web site and every member of community can join him and discuss.
During this walking Mayor pays attention on people’s complaints,
discovers ideas and responses from citizen. This experience is most
likely way among residents to reach the local officials and be heard by
authorities.

Another communication practice implemented in U.S. small towns
and counties is creating a neighborhood liaisons institute. The general
idea of this engagement is in two-way willingness exchange and
dialog between local administration and concentrated neighborhoods,
including homeowner’s association.

TOWN OF

CHAPEL HILL How can we help you today? Q

SERVICES RESIDENTS BUSINESSES GOVERNMENT THINGS TO DO

- Newsroom
COVID-19 (coronavirus) Government » Newsroom »

Abost chapel il NEIGHBORHOOD LIAISONS

Chapel Hill eNews
FontSize: € @ (3 Share & Bookmark WM Feedback ¥4 Print

Calendar
2020 Census The Town of Chapel Hill is looking for residents willing to share and exchange information between the Town and
T residents in their neighborhoods and homeowners associations. Registered participants will receive e-news from the
Town for redistribution to their neighbors.

Community Surve;
L Y Designed to supplement the Town's existing communication channels, the program advances the Town's goals to

TOWNweek exchange relevant information with the community and to target specific neighborhoods with news and engagement
opportunities that matter most to them. This is especially important during community emergencies.

Emergency

Thank you for your participation.

Employee Communications ) ) _
Questions? Please contact Communications Manager Catherine Lazorko at info@townofchapelhill.org

1.2. Europe

While United States use social media widely, most of EU local
governments use mobile applications besides social network as well
as Artificial Intelligence (AI) techniques have been extensively used
to support and enhance the quality of decision making and problem
solving in different industries.

Using virtual chatbots as the first point of contact, local agencies
all over Norway, Sweden, Denmark and Finland have made life easier
for millions of people. Connected citizens now enjoy instant answers
to questions about public services. Public servants are liberated from
spending hours on repetitive work and can focus their attention on
delivering a personalized and high-level service experience.

Admittedly, the most rising Al trend in the private sector nowadays
concerns the utilization of applications that interact with users in a
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conversational format and mimic human conversation, known as
“conversational agents”, “chatbots” or simply “bots” (Abu Shawar
& Atwell, 2007; Klopfenstein, Delpriori, Malatini, & Bogliolo,
2017; Poola, 2017)*. A recent study by Harvard identifies five types
of chatbots’ uses cases in the public sector (Mehr, 2017), namely:
(1) answering citizens’ questions, complaints and inquiries through
automated Al-based customer support systems, (ii) searching in
documents (including legal ones) and providing guidelines to citizens
on filling forms, (iii) getting citizens’ input and routing them to the
responsible public administration office, (iv) translating governmental
information, and (v) drafting documents with answers to citizens’
questions. One of the major advantages of these virtual assistants is
that they embed “supervised learning” algorithms, allowing them to
continuously learn from their interactions with humans and improve
the accuracy of the responses they provide [3].

One of the chatbots implemented in United Kingdom public sector
is TravelBot - an Al-powered Facebook messenger chatbot application
launched by the Travel For London (TFL) government agency in 2017.
This messenger bot is intended to deliver help the people with services
like bus arrivals, route status, service updates(bus/rail), maps, and
even allot a human an agent if a customer like to get in further details’.

® o TfL TravelBot ©
@tfltravelbot - TpaHcnopTHas cnyx6a

MnasHas Bupeo ®oto UHdpopmauus Eweé v |ﬁ Hpasurcsa -~
® L raveisote - X
1can do 1or you now,
TfL TravelBot @ plus more features will

WHdopmaums Bee @ T irelen S & © Levdieason s
o Transport for London's automated chatbot. You can ask me questions like:

Check for next buses, nearby bus stops When's the next bus? (Using the five digit bus stop cc

and how your line or bus route is running. Thanks for sharing this cool snap Mind the Ben! S

1l 4535 yen. nocraeuny "Hpasurca”

Y doW W

<]

Moanucawbl 5 038 Yenoseka

Live bus arrivals
Find info on the next buses
at your bus stop

https://tfl.gov.uk/status-updates/travel-
tools

° OTnpasuTb cooblueHne Check arrivals
=

TpaHcnoptHas cnyx6a

transportforlondon Hello

4 Transforming the communication between citizens and government through Al-
guided chatbots
512 government agencies that pioneered Al-powered chatbot technology ...
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Servus! Wie kann ich helfen? wo ist die n3chste biotonne?

rudiheim
M Der 15. Bezirk R
(Rudolfsheim-FUnfhaus) hat 3
rund 79.000 Einwohnerinnen g g
und ist 3,92 km* groB. N PN
’ Fag,
"
ﬂ Akluelles aus dem Bezirk: dpescasse = | pvad,
|
| =
| - Wathesr |
<mieaise / asteo O
e

Historisches Uber den Bezirk
im Geschichte-Wiki:

Yo%
B i u.u.m s"““’”n; { ‘wp"j "

(.-.u(sam) G(Jr'ca k-o’\e) (Bider

Another chatbot was launched in Vienna in 2017, which was
designed to answer to FAQ’s people ask. Now, WienBot can answer in
more understandable way to around 350 different questions and public
services the city provided [4].

Most chatbots are well designed to help citizens navigate through
web-sites with lots of information or conduct transactions. The
potential of chatbots is significantly improving the citizen experience
and engagement and enabling a new form of decision-making process.

Participatory budgeting can be broadly defined as a way of including
the citizens in the decision making process of the city budget. It can
imply, in some cities, a whole administrative structure feeding on
grassroots democracy, which defines budget priorities for the local
neighbourhood or district. In other cases the city allocates part of the
budget to projects which are decided by the citizens: the citizens can
suggest projects, and then they can vote in their favourite ones®.

Since it was invented in Porto Alegre (Brazil), it spread first in
Latin America, where probably more than 1,000 among the 16,000
municipalities had introduced it by 2006 (Cabannes, 2006), and then
over the entire globe. Participatory budgets emerged simultaneously in
seven, mainly Western, European countries. Procedures are currently

8lt was created in Porto Alegre, Brazil, in the late 80’s, in a conjunction of both top-down and
bottom-up processes
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underway or are at a preliminary stage in four further countries.
Altogether, in 2008, there are more than 100 European cities with a
participatory budget. Among them are large cities, such as Seville in
Spain, which has more than 700,000 residents and districts of the capital
cities of Paris, Rome, Lisbon and Berlin (a first attempt was also made
in 2005 in London). However, medium-sized cities, such as Hilden
and Emsdetten in Germany, and small communes, such as Grottamare
or Altidona in Italy, have also adopted the procedure. Moreover, the
local state’s capacity to implement specific, citizen- selected projects
then influences public budgeting’s long-term sustainability.

1.3. Asia
This paragraph discovering the features of social media on citizen
engagement in two different Asian countries: Japan and South Korea.

Japan

Historically, Japanese have a huge demand on public service due to
the situating in the earthquake-active zone. In 2000’s Japanese local
governments have implemented social networking services (SNS
systems), such as Twitter and Facebook, which create opportunities
for citizens to participate in democratic processes.

In the immediate aftermath of the Great East Japan Earthquake that
occurred in 2011, voice communication through normal telephone
lines was difficult in affected areas due to the initial congestion
caused by the sudden increase of calls. As is natural in many disaster-
related situations, many people became alarmed and nervous, needing
reassurance that their loved ones were safe. Some needed to convey
delays or cancellations due to transportation disruptions. In contrast
to fixed telephone lines, Internet access through mobile devices was
found to be relatively robust and resilient in comparison to the normal
telecommunication channels [5].

One significant experience took place in Takeo city, which has
switched from using traditional websites to featuring its Facebook
page as its main Internet source, while majority of Japanese public
servants had to use Twitter accounts and has been encouraged by local
administration to post tweets about their work process and explanation
public service delivery. The local prefecture’s objective was to
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promote the flow of ordinary information from the government so that
citizens could feel closer to their municipality. During the flooding
that occurred in the Takeo area on June 12, 2011, the mayor and other
workers continued sending out disaster information about roadblocks
and flooding. Their success in using Twitter evolved into tactics for
further enhancing visualization of the workings of the municipal
government.

Another case known as “Cyber Square” - a Facebook page managed
by a local government in Japan that has over 2000 followers including
various civil society organizations and individuals that are oriented
towards civic activities. Project has began by the Tsukuba municipal
government as an experiment to promote cooperation among citizens by
creating a new perspective among citizens through social media and help
promote networking among civic activities and groups. This cyber-square
was initiated to create a foundation for information sharing and help
visualize civic activities for enhancing civil society within the city. Prior
to commencing this experiment, Tsukuba city had the highest number of
Facebook users in Ibaraki with approximately 10,860 users in October
2011 [6].

South Korea

Due to the high rates of internet users, household internet
distribution and computer possession and level of establishment
of online government infrastructure, Korea is one of the leading
countries in terms of online governance in the world. According to
the United Nation E-Government Survey South Korea belongs to the
leading countries in the world in 2020. Moreover, South Korea is the
global leader in online services provision (OSI) and is the top EGDI
performer (0.956) in Asia, followed by Singapore and Japan.

Regarding that, citizens in South Korea have opportunities to
participate in government in various ways other than voting. Local
Autonomy Act (LAA) has undertaken extensive institutional measures
to open local governments to public scrutiny and to stimulate
public input. Citizens can participate in the administration of local
governments through various institutional mechanisms such as resident
petition and proposals, resident request for audit and anticorruption
investigation, residents’ lawsuit, referendum, and recall through
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E-People multifunctional portal. The key characteristic shared by
these institutional measures is that they are actions initiated by citizens
[3]. These measures have positive effects on local democracy at least
in two aspects. Firstly, they enable government and the citizenry to
exchange information, and thus contribute to the growing capacity of
local governments. Secondly, they may alter resource allocations and
political power patterns’.

Complaints, proposal, policy discussion and corruption reporting integrated into a Single Window

47 Central administrative org.
notification
195 Offices of Education
238 Local Autonomous bodies
’ 23 public Institutions
144 Overseas missions |
Satistaction Assessment / AL
Request for additional answer

Next effective citizen-engaged mechanism in Korea is a participa-
tory budget, which has existed for more than 30 years at the municipal
level. The local participatory budget system currently used by municipal
governments nationwide by eliciting proposals that require funding by
the central Government. The portal includes a comprehensive timeline
for the process, which combines online and offline activities.

Regarding to the local government, one of the best practices initiated
by the mayor of Gangnam-gu during his first term was to promote
government transparency for citizens, via an electronic and web-
based system, known as the e-democracy type applications. Weekly
cabinet meetings were broadcast over the web, a form of one-way
communication from government to citizen, while e-mail and bulletin
board-type services provided two-way communications [7].

7 Local Government and Public Administration in Korea, OECD
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Results

The local government’s active online communication with the
public and other stakeholders can mainly be explained by the following
reasons.

First, online-based media enable to manage citizen engagement and
people’s way of thinking.

Second, online platforms such as official web-portals, accounts
on social media increase transparent of the local government’s
communication process and promote its accessibility and accountability.
As a result of open communication, local governments are required to
use effective tools and resources, such as social networking systems,
participatory budget to hear responses from residents, solve a local
issues together and share important information for the people.

Third, online ccommunication channels are increasingly becoming
a kind of virtual space for public participation in political life. Thereby,
online mechanisms, government can engage public participation to
make difficult decisions and tackle serious issues through effective
new approaches.

Proposal

Social media might be used by state bodies as a main tool to reach
own objectives.

Firstly, using social media to better research local community and
residents need. Secondly, to respond to opinions, reflect the concerns of
various types of stakeholders, spread messages and better information
sharing. Thirdly, get most enthusiastic citizen to become advocates of
local government and fostering engagement with the whole community.
Fourthly, support residents, local businesses or help them to support
each other and public service delivery.

Finally, integrate residents into the way local government works
and improving two-way collaboration through -citizen-centric
communication.

As a finding of the article, author demonstrates the best practices
for local government communications in social media:

1. Identify the online and offline channels different target groups
of local audience want to use to receive and send communications.

2. Use communication tools to how public, NGO’s feedback
impacts on city changes and the decision-making process.
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3. Work with peoples with disabilities to design policy for special
needs groups.

4. Survey local citizens regularly to identify a new problems
and threats. The results of survey must be demonstrated among all
population, as a part of local administration’s communication plan to
share vision about future changes, based on resident’s feedback. It will
also highlight engaging public in policymaking process.

5. Show how City administration works through valuable content
on social media and let residents making sure politicians are playing
by the same rules as regular people.

6. Use an informal events and activities to reach a different target
groups will help to build a trust in local government.

7. Develop a good relationship with traditional media.

8. Implement a participatory budget to realize a resident’s ideas as
a path to solve domestic issues.

9. Invest in online and offline collaborative relationships with
stakeholders about increasing number of public goods.

10. Inform and educate residents about local government.

In conclusion, local governments have to create own Do’s and Don’ts
framework, which will help them to build a trust in administration, rise
transparency and accountability in community city managers work for.

Do Don’t
Do talk about local authorities
“playing by the same rules” as a Don’t forget that people tend to have
citizen during each meeting with a crisis of trust in local state bodies
residents

Don’t let the information vacuum take

Do focus on transparency place in society

Don’t avoid contacting with residents,
despite complex issues they speak
about

Do engage people in policymaking
and decision-making processes

Do follow the rule that local

government will do what it says Don'tignore people’s needs

Do respect your citizen and the City Don’t afraid to admit own mistakes
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