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OASC
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Reference Sample

Application Programming Interface
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Digital Innovation in Governance and Public Service Provision
The survey deployed during DIGISER with 255 respondent cities
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Scientific Advisory Group

Sustainable Development Goals
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Terms of Reference

United Nations Development Programme

It refers to 156 cities intended to be the best approximation attainable that could be

considered as representative of the variety of European cities.
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Introduction

This Annex to the Final Report of DIGISER (D4) reports the underpinning concepts and the work carried out
by the research team of the Politecnico di Milano on the narrative feedback developed for providing DIGI-
survey respondents with city profiles tailored on their performances.

In detail:

Chapter 1 DPSVI data model situates the city profiles within the DIGISER project. In particu-
lar, it describes the data challenge that public administrations need to face, highlighting its
multi-level relevance in the current public sector landscape.

Chapter 2 Dynamic narrative feedback as city profiles presents how the narrative feedback
as a city profile can support PAs to better address the data understanding challenge. It focuses
on the scope and aim of the narrative approach that generates dynamic narratives from sets
of data, explaining how data is converted into comprehensible and contextualised information,
assisting PAs and their teams and departments in accessing and interpreting data related to
their performance in terms of digitization procedures. The chapter also reports on the method-
ology used to build the city profiles from the dataset of the more than 230 cities, describing the
components, features, and output of the narrative approach to data interpretation.

Chapter 3 City profiles depicts the various types of information provided by the city profiles,
showing how the narrative feedback provides, firstly, a contextualisation of the data in a
broader landscape of reference, providing specific information; secondly, performances trans-
lated into a semantic form, and lastly recommendations and possible directions for future ac-
tions. Finally, it reports on the testing of the narrative feedback conducted providing policymak-
ers with the city profile and the feedback collected through a qualitative survey investigating
the three dimensions of understanding data, awareness raised, and support to orient future
action.

Chapter 4 Concluding remarks drafts considerations about the narrative’s potential useful-
ness as a decision support tool that instructs PAs on possible changes to consider to better
capitalise its resources and improve the public sector, its governance, and service provision.

Chapter 5 Examples anonymised presents two full anonymised city profiles.

8 ESPON // espon.eu
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DPSVI data model

For the purpose, the narrative feedback relies on the dataset collecting the specific answers and on the set
of composite indicators developed on the basis of the DIGISER conceptual model for capturing and syn-
thetically report on the performance of cities in their digital transition and their ability to orient such transition
to create public value, as explained in previous deliverables.

As one of the main outputs of DIGISER, the Digital Public Service Value Index (DPSVI) is a multi-level
composite index. The index is nourished by primary data gathered through the DIGIsurvey as an ad hoc
survey aimed at collecting multilevel and multidimensional data Europe wide. Participating in the data col-
lection, cities provided a relevant base of data and knowledge that can be used to analyse and interpret
specific phenomena by computing the data gathered according to the DIGISER conceptual framework. Data
is combined and computed in a system of composite indicators which contribute to give a synthetic assess-
ment of the cities’ performance in relation to digital transformation as a complex phenomena.

The data challenge

More than ever, the role and relevance of data in policy design, implementation, and evaluation cannot be
overstated (Verstraete et al., 2021; Aragona & De Rosa, 2019; van Veenstra & Kotterink, 2017). However
, data for policy-making as a filed of inquiry is characterised by an inherently multidisciplinary nature. In this
domain, the current literature on public policies stresses the presence of limits and barriers due to data
comprehension, interpretation, and operationalization (Oliver et al., 2014; Concilio & Pucci, 2021).

This opens up relevant challenges, since public Administrations (PAs) are growingly asked to rely on data
to be better informed (data-informed) in the development of strategies and guidelines for revising their gov-
ernance and procedures. To orient its strategies and deliver decision-making, PAs need to be aware of their
own behaviours and performances, especially in terms of level of digital service innovation maturity and
degree of proneness to change, as also discussed in the previous deliverables (Brynskov et al., 2021; Meers-

man et al., 2021).

Data-informed decision making can contribute to orient the PAs' actions linking current needs to available
approaches, technologies, and trends. As such, it is grounded on a broad and deep understanding of the
contextual situation in which the public sector operates and of the PA’s performance (van Veenstra & Kotter-
ink, 2017; Veale et al., 2018). Moreover, data is a potentially powerful means for enabling reflexive practices
within PAs, aiding them in the identification of policy and organisational gaps and constraints. However,
current research streams question the public sector’s ability to effectively use technology and data for public
policy and administration. When it comes to exploring the possibilities of data-driven policymaking, there are
numerous obstacles and challenges to face, ranging from the ability to actually adopt innovative technologies
to the use and exploitation of data and data-driven techniques for public policy — being them open data
(Zuiderwijk & Hinnant, 2019) or big data (Mureddu et al., 2020; Klievink et al., 2017).

Ultimately, data-informed decision making implies data understanding, which entails the barrier of data in-
terpretation and translation that prevents the conversion of data into useful knowledge (Alvarenga et al.
2020). The problem of digital literacy and digital education in the public sector is obviously significant in this
picture. Several EU countries still present digital skills and competency gaps (Datta et al., 2020; Van Der
Linden et al., 2021). Consequently, the intrinsic complexity of the subject investigated and the documented
lack of competences act as current obstacles to an effective understanding and exploitation of data.

ESPON // espon.eu 9
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Dynamic narrative feedback as city
profiles

Given this premise, within the DIGISER project it has been investigated the role that design could play to
support PAs to better address the data understanding challenge. The state of the art reports the presence
of various visualisation tools aiding decision-making activities and processes (Dimara et al., 2021; Vila et al.,
2018), namely multidimensional visualisations to manage and visualise data in various manners, including
treemaps, interactive querying, device for ranking attribute priorities obtaining weighted summary scores.
Nevertheless, the focus is primarily on visual analytics and often requires the level of knowledge of data
analysts, hence generating a barrier to access to data itself.

Scope and aim

Better strategies and policies can be informed by effective metrics and intelligible data. They can drive and
support organisations in their development, fostering digital transformation and encouraging the scaling of
digital innovation at various levels. In this framework, data-driven and data-informed decision making is fun-
damental, but it comes with the obstacles and barriers so far presented. To answer this challenge, a narra-
tive approach that generates dynamic narratives from sets of data has been designed. The result are city
profiles that aim is assisting public officials in accessing and interpreting data related to the PAs' perfor-
mance in terms of digitization procedures.

The narrative approach addresses the need to convert data into comprehensible and contextualised infor-
mation, shaping data into semantic feedback. Given the scope of the narrative device, it employs calculated
and standardised ideal-typical data.

Table 1 presents an overview of the indicators of the DPSVI with a concise explanation of the meaning
attributed to each indicator.

Code

Label Description

11 DIGITAL SERVICE IN- It explores the degree of penetration and maturity of technical and

NOVATION MA- organisational innovation in public service delivery
TURITY
I11_1 Digital maturity It assesses the level of digitalization of the public authority, intended not
only as shift toward digital technologies, but also encompassing the re-
lated organisational change, namely the delivery of innovative public ser-
vices
11_1_1 Digitization It focuses on the degree of digitization of pre-existing internal procedures
either ancillary or directly related to public service delivery
11_1_2 Innovative technolo- It explores the degree of adoption of innovative technologies (Al, block-
gies chain, wearables, etc.)
11_1_3 Advanced methods It analyses the level of consistency of methods and principles used to in-
and principles crease the digitalization level of the public authority
I11_2 Level of service em- Itindicates the extent to which the innovation of services is pervasive
bedment and has already generated changes
11_2_1 Scaling deep It indicates the extent to which the innovation of services is pervasive
and has already generated changes in the local context, at societal level
11_2_2 Scaling out It indicates the extent to which the innovation of services has already

10 ESPON // espon.eu
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1123

121

2.1 1

2.1 2

12.13

12_2

2.2 1

2211

12,212

12,213

12214

2215

2.2 2

1223

12231

Scaling up

PRONENESS TO

CHANGE

Change management

Context empowerment

Replication and diffu-
sion

Organizational readi-
ness

Innovation govern-
ance

Data management

Data Platform

Data Use

Data Strategy

Open Data

Big Data

Procurement

Societal engagement

Co-creation
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It indicates the extent to which the innovation of services is pervasive
and has already generated changes within the organisation of the public
authority

It assesses the inclination or readiness of the public authority to
change and alter its behaviour, vision, procedures, and its prepar-
edness to integrate and amplify innovations

The capacity of public administrations to put in play a set of actions,
norms, policies, and tools either to proactively support innovation in digi-
tal service development and provision, or to increase its capacity to de-
tect and adopt innovation dynamics developed in different contexts
(within the context, or towards or from other contexts).

It measures the effectiveness of the strategies, developed by the public
authority, to ensure impacts of innovation within in the local context, at
societal level, e.g. instillation of cultural values oriented to innovation and
change; encouragement for the development of sustainable relationships

It measures the effectiveness of the strategies developed to ensure repli-
cability in other contexts to the innovations experimented locally, so to
impact a larger number of citizens or communities

It measures the effectiveness of the strategies developed to ensure im-
pacts of innovation within the organisation of the public authority

It refers to the way in which the public authority uses transversal admin-
istrative processes (data management, societal engagement, public pro-
curement, capacity building) as a leverage to promote cross-sectoral dig-
ital innovation

It assesses the innovation capacity of data management strategies used
by the public organisation

It assesses the features of the data platform and the consistency be-
tween data management strategy and its underlying technical infrastruc-
ture

It explores, from an operational perspective, how data are used by the
public administration for the purposes of evaluation and monitoring, de-
livery, and anticipation and planning.

It investigates whether the definition and the embrace of governance
models effectively set appropriate and favourable conditions for data-
driven, data-informed, or data-aware decisions and services for creating
public value.

It provides an overview of the degree of application of open data princi-
ples, practices, and framework, that are meant to improve performance
and efficiency of government services in general

It refers to the capacity of the city to generate, manage and use big data
It assesses the level of digitalization of the public procurement pro-
cesses within the public authority and their orientation to digital innova-
tion

It provides an overview of the intensity and level of digitalization of socie-
tal engagement policies, and their impact on public service design and

innovation

It gives the level of involvement of the citizens in service design and in-
novation

ESPON // espon.eu
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I12_2_3_2 E-participation It refers to the level reached by the municipality in involving citizens

and/or communities through digital platforms

12_2_3 3 Social Media Presence It provides information about how pervasive is the communication via so-
cial media by the municipality
12_2_4 Institutional capacity It refers to the institutional capacity of the public authority in relation to
the experimentation and consolidation of digital innovation
12_2_4 1 Innovation strategy It provides information about the agenda setting and pursuing capacity in
relation to digital innovation strategies

12_2_4 2 Proneness to experi-
ment

It analyses the readiness to experiment new organisational settings and
methods within the public authority

12_2_4 3 Skills It assesses the availability, within the public authority, of skills as key to

the management of digital innovation

Therefore, the indices and data of the analytical model (Table 1) feed semi-automated narratives as seman-
tic interpretations of data. Shaped as a structured description, each narrative feedback is tailored to each of
the public authorities that answered the DIGISER survey. By design, it exploits the answers provided and
their computation into indices and sub-indices to provide PAs with a city profile that informs about its specific
performances on the multiple dimensions mapped by the conceptual framework while situating its practices
in the broader scenario of digital innovation in the public sector. Each data is regarded as valuable for in-
forming future tactics and strategies. As a result, the narrative description goes beyond returning numbers,
being instead a complex interpretation that dynamically connects multi-level indexes, raw data, and contex-
tual information through descriptive sentences.

Each narrative feedback as a city profile is automatically built relying on the following methodology.

Methodology

The concept of narrative feedback as a dynamic narrative was developed using the complex dataset of
DIGISER and tested in its robustness on its more than 230 records.

The narrative feedback is created by linking data from a dataset with semantic translation. Data is employed
as a variable in the construction of narratives, being returned with descriptive categories connected with
value scales to enable semantic interpretations. The system is based on (1) a narrative text that contextu-
alises data in the broader context of reference, (2) a dataset as data source, (3) a protocol that defines the
segmentation of data into ranges, their values values, and the high-level meaning attributed to them, (4) an
interpretative table associating data values with interpretations, and defining the operations to be per-
formed, and ultimately (5) a python script that systematises all of the previous elements, elaborates them,
and outputs them as a city profile.

Figure 1 shows the five components also in terms of features and output produced.

COMPONENTS

1

2

3

4

5

TEXTUAL DATASET PROTOCOL INTERPRETATIVE PYTHON SCRIPT
DESCRIPTION TABLE
FEATURES 1. Sections 1. Indices 1. Segmentation in ranges 1. Name variable inputted 1. Data ontology
2. Chapters 2. Sub-indices 2. Range alues 2. Range 2. Input grammar
3. Paragraphs 3. Raw data normalized 3. High-level meaning 3. Operation 3. Operations
4, Periods attributed to ranges 4, Parameter 4. Parameters
5. Possible calculation 5. Calculation
6. Text to be outputted
ouTPUT TEMPLATE WITH INPUTS DATASET PROTOCOL WITH RANGES TABLE ASSOCIATING NARRATIVE FEEDBACK

FOR THE DYNAMIC TEXT

12 ESPON // espon.eu
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In the following each component is explained in detail:

1. Textual description. It is this text used to generate the narrative feedback for all the cities that
answered the DIGISER survey. The text is based on the DPSVI structure, and in particular to the
conceptual model (Brynskov et al., 2021; Meersman et al., 2021). There are two main sections,
mirroring the two main areas of investigation of Proneness to Change (12) and Digital Service In-
novation Maturity (11). Each of them develops through its sub-indices as chapters and their com-
ponents, being them scores, relevant puntual data, or further sub-indices, as paragraphs and peri-
ods. The textual description unfolds its discourse situating knowledge and data translated into
graspable and understandable information within the broader context of digital innovation in the
public sector, pursuing the higher scope of supporting PAs in further developing their literacy on
digital innovation in the public sector. The argument, its relevance, features, and composite aspects
are introduced in each section, chapter, and paragraph. The discourse then articulates reporting
on the performances as provided by the multi-level indices, sub-indices, and raw data, as well as
presenting possible directions of innovation to consider. The city profile takes the form of a dynamic
textual template which periods change depending on how well the PA performs. As shown in Figure
2, the text includes variables which are identified by the grammar {{ var_name }} which serves the
function of an input text that once elaborated (see points 2 and 4) is substituted with an output in
the narrative feedback (see point 5). The text also contains if/else operations to call out the text be
provided according to a given requisite (positive value of a variable, flag on checkbox).

ADVANCED METHODS AND PRINCIPLES

Digital transformation is radically affecting service delivery practices, and advanced approaches raised
citizens’ expectations regarding the access to information. In parallel, they are encouraging the public
authority to progressively rely on standards and shared solutions for an open governance, in order to
encourage an optimised management and re-use of resources. This dimension analyses the consistency
of the methods and principles used to increase and better orient digitalisation in the public sector. {{
Name }} has a {{ varl1_1_3 }} capacity to embed and make use of methods and principles for sustaining
its digital innovation, Concerning this, effective strategies regard the sharing of digital solutions, services
or products with other public authorities. {{ Name }} {{ var2_5a_l1_1_3 }} propensity towards importing

and adopting solutions developed from other public authorities, while it {{ var2_5b_11_1_3 }} the digital
solutions it develops. The tenders for procuring innovative solutions are instructed {{ var3_8_11_1_3 }}
open standard and open source requirements.

{%- if IFvar3_8 11_1_3 -%}

{%- if flagQ_ID134 -%}

Preferring open standards and open-source solutions feeds forward-looking practices of data sharing
and data re-usability.

{%- endif -%}

{%- if flagQ_ID135 -%]}

The employment of open-source software reflects and sustains the attitude for open collaboration.
Leading to the participation in online and collective development; a practice that facilitates public trust in
the software.

{%- endif -%}

{%- else -%}

{{ Name }} may consider the use of open standards and open source solutions, since it encourages data
sharing and data re-usability, while the use and contribution to develop open-source software can
increase public trust in the software.

{%- endif -%}

Interoperability as the ability of services to communicate among each other is crucial to make services
more sustainable and even seamless. However, a set of good practices need to be implemented: from
the use of standards for data and sharing collection, to the availability of information in multiple
languages and procedural transparency. In this regard, {{ Name }} {{ var5_4_11_1_3 }} interoperable
digital solutions or services.

To further streamline operations exploiting EU-wide services available on the market, public
administrations need to consider the provision of cross-border and cross-sectoral public services.

Figure 2 - The introduction of the paragraph "Advanced Methods and Principles”
(11.1.3), showing the descriptive text and use of variables in action

ESPON // espon.eu 13
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2. Dataset. The dataset contains all DIGISER indices, sub-indices, and a subset of especially
significant raw data normalised, namely answers to specific questions, as data to be translated
into the narrative feedback. Normalised punctual data might be binary data or discrete scale
numbers. Indices and sub-indices are analogue scale values. Being it mapped on ideal-typical
behaviours defined a priori, based on the best possible behaviour as observed in the literature,
the PAs’ performances are indeed measured on indices with a scale from 0 to 1, where 0O is
the worst behaviour possible, and 1 is the best.

3. Protocol. It defines the segmentation of the values, and the attribution of adjectives according
to specific ranges. The performance is segmented into ranges that can contain from 3 to 6
levels (Figure 3). Each range is associated with value scales and descriptive categories,
namely high-level typologies of adjectives providing clusters of meanings to consider when
defining the textual descriptions to be associated with ranges. A judgement on a scale of 3
values can be made in terms of slightly (low value), rather (medium value), and significantly
(high value). A judgement on a scale of 6 values can be made in terms of not (value is zero)
or rarely (very low value), limitedly (low value), regularly (medium value), extensively (medium-
high value), and completely (very high value).

Segments  Ranges From To  Score value range Typology of adjective
R1 0 0.35 lowvalue cautiously negative adjective
3 R2 0.35 0.68 medium value median to averagely positive adjective
R3 0.68 1.1  highvalue positive adjective
R1 0 0.05 low value cautiously negative adjective
4 R2 0.05 0.35 medium-lowvalue  mildly negative adjective
R3 0.35 0.68 medium-highvalue positive adjective
R4 0.68 1.1  highvalue very positive/remarkable adjective
R1 0 0.05 low value negative adjective
R2 0.05 0.35 medium-low value mildly negative adjective
5 R3 0.35 0.68 medium value mildly positive adjective
R4 0.68 0.85 medium-highvalue positive adjective
R5 0.85 1.1  highvalue very positive/remarkable adjective
R1 0 0.05 very lowvalue negative adjective
R2 0.05 0.17 lowvalue cautiously negative adjective
6 R3 0.17 0.35 medium-lowvalue  mildly negative adjective
R4 0.35 0.68 medium value mildly positive adjective
RS 0.68 0.85 medium-highvalue positive adjective
R6 0.85 1.1  highvalue very positive/remarkable adjective
*Values are distributed between 0 and 1, considering the behaviours of all the PA which answered
4. Interpretative table. Indices, sub-indices, and raw data are identified as variables depicting

the performances and behaviours of PAs. To go beyond numbers, data and ranges of data are
translated into descriptive texts. Following the DIGISER conceptual and analytical models, the
spectrum of the PA performances is examined so as to be split in a number of meaningful
performance ranges. To transform data into understandable information, the score of multi-
level indices and normalised raw are associated with ranges of responses. Each range is ac-
companied by descriptive texts that situate the data as information into the broader discourse.
Values on analogue or discrete scales are divided into ranges of 3 to 6 segments. The number
of ranges is calculated with attention, considering the specific questions/indices, their rele-
vance, and its potential to be unfolded in a rich description. The protocol specifies the ranges
that can be used and their span, and is consistently applied granting methodological robust-
ness to the process, as well as methodological consistency and narrative coherence across
indices and data. Different operations are then activated depending on the data and its typol-
ogy (dummy, discrete scale, analogue scale):

Binary: data is binary (dummy variable);

Value: data is equal, greater, or minor to a certain value;
Range: data belongs to a range;

Flag: flag on a specific checkbox.

The result is a new dataset "Var_Narrative” in which each variable is identified by a unique
identifier (called as input text {{var_name}} in the textual description), ranges, operation and
parameters, potential calculations, and a text (output for the narrative feedback — see point 5).

14 ESPON // espon.eu
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Figure 4 recalls the example of Figure 2 showing the interpretative table that leads to associate
variables with textual description. When the text presents the input {{ varl1_1_3}}, depending
on the specific Index score value of a public administration, the output will be limited if between
the score is between 0 and 0.35 excluded, good if between 0.35 included, to 0.68, or significant
if from 0.68 excluded to 1.1, so to include the full value of 1.

Index Question
number number FROM TO

Paragraph = L3 ~ Period = L4 I # - Q# - NameVar | Data typology ~ Operation ~ Parl ~ Par2 “ Neec - Text Period -
Digital maturity Advanced methods and principles 11,13 varl1_1_3 Index score range [ 035 0 limited

Digital maturity Advanced methods and principles  11.1.3 varl1_1_3 Index score range 035 068 0O good

Digital maturity Advanced methods and principles  11.1.3 varll_1_3 Index score range 068 11 0 significant

Digital maturity Advanced methods and principles 1113 2.5a var2_5a_I1_1 3 range 0 005 0 seems not to have a
[mgiml maturity Advanced methods and principles 1113 2.5a var2_5a_I1_13 range 005 035 O has a limited

Digital maturity Advanced methods and principles  11.1.3 2.5a var2_5a_l1_1_3 range 035 068 0 has an average

Digital maturity Advanced methods and principles 1113 2.52 var2_5a_l1_1_3 range 068 11 0 has a significant

Digital maturity Advanced methods and principles 1113 2.5b var2_5b_1_1_3 range 0 005 0 seems not yet to export nor share
Digital maturity Advanced methods and principles 1113 2.5b var2_Sb_11_1_3 range 005 035 0O seldom exports and shares

Digital maturity Advanced methods and principles 1113 2.5b var2_Sb_11_1_3 range 035 068 0 often exports and shares

Digital maturity Advanced methods and principles 1113 2.5b var2_5b_11_1_3 range 068 11 0 largely exports and shares

Digital maturity Advanced methods and principles 1113 2.5¢ var2_5c 1113 range [ 005 0 does not seem to opt

Digital maturity Advanced methods and principles  11.1.3 2.5¢ var2_5¢_11.13 range 005 035 0 seems to rarely opt

Digital maturity Advanced methods and principles 1113 2.5¢ var2_5c_|1_1_3 range 035 068 0 frequently opts

Digital maturity Advanced methods and principles 1113 2.5¢ var2_5c_I1_1 3 range 068 11 0O mostly opts

Digital maturity Advanced methods and principles 1113 4.3 vard_3_11.1 3 binary 1 0 positive

Digital maturity Advanced methods and principles  11.1.3 43 vard_3_11_1_3 binary [] [] limited

Digital maturity Advanced methods and principles 1113 3.8 var3_8_11.13 range 0 005 0 not yet considering

Digital maturity Advanced methods and principles 1113 3.8 var3_8_11.1 3 range 005 11 0 considering

Digital maturity Advanced methods and principles 1113 4.4 vard_4_11_1_3 binary 1 0 sustains

Digital maturity Advanced methods and principles 1113 4.4 vard_4_11_1_3 binary 0 seems not interested in sustaining
Digital maturity Advanced methods and principles  11.13 4.5 vard_5_11_1_3 value 1 (] already uses

Digital maturity Advanced methods and principles 1113 4.5 vard_5_11_1 3 value 05 0 plans to implement

Digital maturity Advanced methods and principles  11.1.3 45 vard_5_11_1_3 value o (] seems not yet planning to implement
Digital maturity Advanced methods and principles 1113 5.5 vars_5_11.1_3 value 1 0 applies

Digital maturity Advanced methods and principles 1113 5.5 vars_5_11_1_3 value [T is planning to apply

Digital maturity Advanced methods and principles 1113 5.5 vars_5_11.13 value = 0 0 does not seem to apply

Data management Advanced methods and principles 1113 5.4 _4_11_1_; binary 1 0 is already adopting

Data management Advanced methods and principles 1113 5.4 vars_4_11.1_3 binary 0 0 is not yet adopting

Figure 4 - The variables presented in the excerpt of Figure 2 followed by their typology,
operation to be performed, parameters, eventual need of calculation, and text period
as textual output to be returned in the textual description

5. Python script. The python script is a set of codes putting together the elements described in
the previous points. It computes the parameters provided and elaborates the textual descrip-
tions. In particular, whenever the script encounters a variable {{ var_name }}, it recognises it
as an input to trigger a chain of operations, described in the following:

a. For each city, the script searches the corresponding values in the dataset “Data_Nar-
rative” with all indices, sub-indices, and normalised raw data;

b. Itidentifies the score or value associated with the variable inputted;

c. Itsearches the dataset "Var_Narrative” finding the variable inputted in the textual de-
scription

d. Itreads the operation to run
e. lItidentifies the value or the range it belongs to

f. It runs eventual computations

g. Finally, it provides the text description associated with the specific value or range as

output.

The script runs these operations for all the records of the dataset, namely all the PAs that answered

the DIGISURVEY questionnaire.

Further elaborating on the example of Figure 2, and considering the interpretative table in Figure
4, when operating on a record from the dataset, the script goes through the textual description
containing the variables. When the script encounters {{ varll_1_3}}, it seeks in the Name var col-
umn of the dataset of the Interpretative table records associated with the equal to {{ varl2_2_3 }}.
It is then instructed on the operation to run, the ranges to consider, and eventual calculations to
perform. Therefore, according to the Index score of that city, the script returns what is written in the
column Text_Period. Ultimately, the script exports a file with the city profile as a narrative feedback
for each record of the dataset.
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3 City profiles

To tackle the challenge of assisting policymakers and PA in making better decisions, the city profile is built
as a narrative feedback that combines the semantic restitution of data with the contextualization of infor-
mation in the domain of reference, finally integrating recommendations and possible directions for future
actions (Figure 5). For illustrative purposes, in Figure 5 the various types of information provided are high-
lighted in different colours, showing the periods devoted to contextualising and providing general information;
the periods presenting data in a semantic form; and the periods providing recommendations and possible
directions for future actions identified as relevant for the city to consider. It is then evident the presence of
some if-else and flags which contain sentences which are outputted just if the city satisfies the given criteria;
or give another sentence in case the criteria is not met.

ADVANCED METHODS AND PRINCIPLES

Digital transformation is radically affecting service delivery practices, and advanced approaches raised —— contextualisation
citizens' expectations regarding the access to information. In parallel, they are encouraging the public ia:firg:\::ir:r:
authority to progressively rely on standards and shared solutions for an open governance, in order to

encourage an optimised management and re-use of resources. This dimension analyses the consistency

of the methods and principles used to increase and better orient digitalisation in the public sector. {{

Name }} has a {{ varl1_1_3 }} capacity to embed and make use of methods and principles for sustaining —— data turned into
its digital innovation. Concerning this, effective strategies regard the sharing of digital solutions, services narrative feedback
or products with other public authorities. {{ Name }} {{ var2_5a_11_1_3 }} propensity towards importing

and adopting solutions developed from other public authorities, while it {{ var2_5b_I1_1_3 }} the digital
solutions it develops. The tenders for procuring innovative solutions are instructed {{ var3_8_11_1_.3 }}
open standard and open source requirements.

{%- if IFvar3_8_11_1_3 -%}

{%- if flagQ_ID134 -%}

Preferring open standards and open-source solutions feeds forward-looking practices of data sharing
and data re-usability.

{%- endif -%}

{%- if flagQ_ID135 -%}
The employment of open-source software reflects and sustains the attitude for open collaboration.

Leading to the participation in online and collective development; a practice that facilitates public trust in
the software.
{%- endif -%}
{%- else -%}

{{ Name }} may consider the use of open standards and open source solutions, since it encourages data — recommgndations
sharing and data re-usability, while the use and contribution to develop open-source software can :::z&‘;::':‘e
increase public trust in the software.

{%- endif -%}

Interoperability as the ability of services to communicate among each other is crucial to make services
more sustainable and even seamless. However, a set of good practices need to be implemented: from
the use of standards for data and sharing collection, to the availability of information in multiple
languages and procedural transparency. In this regard, {{ Name }} {{ var5_4_11_1_3 }} interoperable
digital solutions or services.

To further streamline operations exploiting EU-wide services available on the market, public
administrations need to consider the provision of cross-border and cross-sectoral public services.

Figure 5 - An example of the textual description highlighting the different typologies
of information provided.

Figure 6 shows the same excerpt presented before as applied to a city — anonymised for the illustrative
purpose.
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ADVANCED METHODS AND PRINCIPLES

Digital transformation is radically affecting service delivery practices, and advanced approaches raised — contextualisation
citizens' expectations regarding the access to information. In parallel, they are encouraging the public Ia"fd Se“‘t{"a'
nrformation

authority to progressively rely on standards and shared solutions for an open governance, in order to

encourage an optimised management and re-use of resources. This dimension analyses the consistency

of the methods and principles used to increase and better orient digitalisation in the public sector. CityNR

has a good capacity to embed and make use of methods and principles for sustaining its digital innovation. — data turned into
Concerning this, effective strategies regard the sharing of digital solutions, services or products with other narrative feedback
public authorities. CityNR seems not to have propensity towards importing and adopting solutions

developed from other public authorities, while it seems not to export nor share the digital solutions it

develops. The tenders for procuring innovative solutions are instructed considering open standard and

open source requirements. Preferring open standards and open-source solutions feeds forward-looking

practices of data sharing and data re-usability. CityNR may consider the use of open standards and open — recommendations
source solutions, since it encourages data sharing and data re-usability, while the use and contribution to :;}:;‘i’:zisb'e
develop open-source software can increase public trust in the software. Interoperability as the ability of

services to communicate among each other is crucial to make services more sustainable and even

seamless. However, a set of good practices need to be implemented: from the use of standards for data

and sharing collection, to the availability of information in multiple languages and procedural transparency.

In this regard, CityNR is not yet adopting interoperable digital solutions or services.

To further streamline operations exploiting EU-wide services available on the market, public

administrations need to consider the provision of cross-border and cross-sectoral public services. Finally,

Figure 6 - Excerpt of the narrative feedback applied to an anonymised city, with the

different typologies of information provided highlighted.

3.1  Preliminary validation with policymakers and feedback

The concept and model of dynamic narratives were validated involving one of the cities that replied to the
DIGISER survey. The name of the city will not be revealed due to the disclosure permission and policies
through which data were acquired. As a result, the narrative input is anonymized, but it is based on real facts
from the city that was tested. The city profile was tested on a narrative extract providing feedback on the
level of Digital Maturity of the PA. The scope of the investigation is assessing the ability of the city profile as
a narrative feedback to provide multi-level and operational knowledge to PAs, reinforcing their self-aware-
ness and contributing in orienting policymaking.

Given this scope, the city profile section on Digital Maturity was extracted and given to three unity managers
from various departments with acknowledged expertise in building local digital strategy plans and consulting
on the digital service provision of the PA, across its various service domains. For the investigation, the extract
was provided together with data visualisations.

The qualitative survey focused three main topics:

1. Understanding — It enquires on the extent to which the narrative feedback contributes to the trans-
lation of data into actionable information, being graspable by multiple units and departments and
individuals with varying data literacy level and subject matter expertise. Ultimately, it explores its
intelligibility and usability as is, namely without being accompanied by other typologies of data res-
titution, such as visualisations.

2. Awareness — It enquires to what extent the narrative feedback encourages the PA to reflect on its
performances and possibilities, pointing out its strengths and potentialities, limits and needs, solic-
iting context-aware understanding.

3. Support to action — It enquires its usefulness in suggesting possible actions to take and diverse
digital innovation actions, also transversally to the different divisions of the PA.

The feedback gathered confirms that the semantic translation contributes to thoughtfully describing the city
profile, being fairly informative and promising in terms of support to action. Respondents agreed in stating
that the narrative approach enables the conversion of data into accessible, understandable information.

The narrative feedback resulted understandable and clear, with an orientation to operationalisation. It was
also confirmed the hypothesis that departments with high data expertise may gain more limited benefits from
the narrative interpretation. As a consequence, it also emerged that its use across departments of the PA
may be influenced. Nethertheless, the design-enabled translation is recognised to help overcome differ-
ences due to domain-specific languages, serving as a potential bridge between sectors and service ar-
eas.The feedback is analogue in regard with the narrative effectiveness in aiding data comprehension by
individuals with varying degrees of data literacy. However, respondents stated that the narrative feedback
should be supplemented with other kinds of data restitutions such as data visualisations and extracts.
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The investigation then looked at the ability of narrative feedback to improve (self-)awareness of current or
potential PA behaviours and performances, encouraging self-reflection. The city profile is recognised as
matching that of their PA, coherently assessing its strengths and potential. On the other hand, it is acknowl-
edged as discreetly able to reveal limits and needs in terms of Digital Maturity, fairly supporting awareness
on the context of reference. Moreover, the specific focus on the topic may have influenced the results. Ulti-
mately, the city profile is successfully recognised as able to provide a place-specific contextualisation of the
different dimensions of the PA’s performance, allowing decision-makers and technical operators for a better
comprehension of options not yet considered or implemented.

Finally, the investigation assesses the effectiveness of narrative feedback in guiding policy actions and as-
sisting decision-making processes. The response verifies the city profile's usefulness for orienting the policy
development, identifying it as helpful in recommending possible actions and changes to consider. It emerged
as particularly significant the suggestion towards the adoption of open-standards and open-source solutions,
methods and approaches for enhancing the end-user’s trust in digital technology, and the inputs for increas-
ing accessibility across the PA service areas.
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Concluding remarks

The city profile as a semantic interpretation of data has been designed to move beyond a numerical restitu-
tion for contributing and easing data understanding.

According to the DIGISER conceptual framework (Meersman et al., 2021), the objective of the profile is
threefold, contributing to understanding data, triggering reflection and self-reflection, and feeding public ac-
tion.

The narrative feedback value in increasing PAs' ability to grasp the complicated dynamics, raising aware-
ness of the larger context is confirmed. The city profile emerges indeed as a comprehensive profile able to
discuss the PA's various dimensions, attitudes, and performances, in a unique report, using an approach
and language that can be easily accessible by the different sector areas and departments.

Especially the contribution to policymaking is highlighted as its potential to raise awareness of the larger
environment in which choices are generated and executed, as well as increase PAs' comprehension of
complicated dynamics. Although more testing is needed to fully assess the proposed methodology's poten-
tial use and application, the narrative feedback does return a comprehensive profile that weaves together in
a single document the PA's various dimensions, attitudes, and performances, being easily understable by
multi-level actors and cross-sector areas. To meet this condition, the profile specifically avoids jargon and
highly-specialised terminology, in favour of a multidisciplinary language. Possible positive implications are a
contribution to mitigating the silo-mentality, offering data interpretations that are by design meant to be cross-
departmental and cross-unit. Ultimately, situating data within a broader landscape and presenting data inte-
grated with contextual information is meant to favour reflective processes, while also pointing at possible
directions for tackling current limitations and maximising the strengths. Going beyond the creation and rein-
forcement of self-awareness, this feature is particularly relevant in terms of suggesting possible changes to
better manage and exploit the possibilities of digital transition in the organisation and its infrastructure.

This direction follows the trend of providing PAs with insights for reflection. Indeed, the DIGIsurvey itself
followed the structure of the DIGISER conceptual and analytical models, which identified learning and re-
flection as core activity. Following the threefold structure of the models, the sections of the survey progres-
sively zero in in the multiple dimensions that PAs should consider when reflecting on their digital transfor-
mation activities and planning their future actions — see DIGISER Inception and Interim Reports (Meersman
et al., 2021; Brynskov et al., 2021). In line with this approach, the city profile as a narrative feedback is
designed to further encourage self-awareness, potentially enabling decision makers to move a step forward
towards digital innovation in governance and public service provision

Moreover, providing PAs with accessible knowledge is especially relevant in terms of feeding decision-mak-
ing, boosting policymakers' comprehension and capacity to operationalise information. Providing clear and
contextualised feedback on present and potential behaviours is a key step to elicit better awareness of cur-
rent activities and orient recommendations for improving digital innovation.

The main contribution behind the city profile is indeed its ability to instruct PAs on how possible changes for
better capitalise its resources and therefore improving the public sector, its governance, and service provi-
sion. Such understanding extends to organisational transformation. Providing constructive and operationa-
ble feedback, PAs are invited to reflect and build on it to plan changes in the medium and long term.
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5 Examples anonymised

For illustrative purposes, two cities with opposite behaviours on the semiotic squares — see Methodology in
Deliverable D4 — in terms of Digital Service Innovation Maturity and Proneness to Change have been iden-
tified, and their full city profiles are reported below.

As explained, Semiotic squares identify the city performances associating them with ideal-typical profiles,
that characterise each cartesian quadrant. The anonymous cities selected for the illustrative purpose, are
respectively situated in the first (City202) and third squares (City75). The selection of two cities with opposite
behaviours is meant to point out to what extent city profiles change depending on the performances, showing
how the narrative returns the variety of behaviours and activities through its unfolding, across the different
dimensions of the DPSVI — namely all the indices and sub-indices.

City202
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Figure 7 - The two anonymised cities situated in the broader picture of the DPSVI,
using Digital Service Innovation Maturity and Proneness to Change as axes.

The following boxes contain the full city profiles of the two cities anonymised.

With regard to the Semiotic squares, City202 is located in the first square, which identifies the behaviours of
Transformative Pioneers. The city profile that emerges reflects indeed the features of a public administration
that is innovative and aware, as well as prone to change. As a consequence, the narrative mirrors the be-
haviour of a city with high levels of technical and digital-enabled organisational innovation in public service
provision and delivery, where digital technologies are largely integrated in the governmental modernisation
and innovation strategies. Moreover, the profile also depicts a city that is aware and ready to actively support
multi-level changes to address and face the digitisation challenges.

On the other hand, City75 presents the profile of a city with a low level of innovation and awareness, but
also proneness to change. Indeed the profile that emerges is that of a city that is conservative and unaware
of digital innovation and transformation possibilities, while being also reluctant to change. The profile also
attests a low degree of penetration and maturity of technical and organisational innovation, underlying a
certain resistance to revise its behaviours or attitudes towards organisational or technological innovation.
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City202

DIGISER is an Espon Project that sets out to analyse the transformation of the public sector and its service provi-
sion through digital innovation by taking into consideration the diversity of the European territory in terms of
socio-economic, cultural and environmental endowments in different cities (espon.eu/DIGISER).

DIGISER develops the Digital Public Service Value Index (DPSVI) as one of its main outputs. It is a multi-level com-
posite index that investigates the multidimensional digital transition processes occurring in the public sector,
and aims at helping cities to improve their digitalisation effort. The project reached out to more than 230 cities
across Europe that provided their data by filling a survey built on the DPSVI model developed within the project
- and described in the deliverable available at the espon.eu/DIGISER page.

The Digital Public Service Value Index is conceptualised focussing on two main components: Proneness to change
and Digital service innovation maturity.

Proneness to change is described analysing the propension towards the two dimensions of Innovation governance
and Change management. Digital service innovation maturity is described through the Digital maturity and the Level/
of service embedment of the public authority.

Participating in the data collection, cities provided a relevant base of data and knowledge, on which to build for
supporting future development, fostering digital transformation and encouraging the scaling of digital innovation
at various levels. To support cities in situating their performances in the broader landscape, it has been devel-
oped a narrative approach that generates city profiles as semantic narratives. This city profile translates the
values of the indices, sub-indices, and answers to specific questions provided by the public authority into a de-
scriptive interpretation. It relies on the data provided by the cities for capturing and synthetically reporting on
their performance in terms of digital transition and on their ability to orient such transitions to create public
value. The public authority performances are mapped on ideal-typical behaviours defined a priori. Based on the
best possible behaviour as observed in the literature, the city performances are measured on indices with a scale
from 0 to 1, where 0 is the worst behaviour possible, and 1 is the best.

The following schema summarises the Digital Public Service Value Index and its multi-level components.

@ Co-creation

@ Societal engagement @ E-participation
@ Social media presence
. Innovation strategy

Innovation governance
b i @ Proneness to experiment

Proneness
to change

@ !nstitutional capacity

@ Procurement

@ Data management

@ Skills

@ Data Platform
@ Data Use

@ Data Strategy

@ Open Data

@ BigData
@ Context empowerment

Change management @ @ Replication and diffusion

DPSVI @ Organizational readiness

@ Digitization
Digital maturity @ @ Innovative technologies
Digital service @ Advanced metheds and principles

innovation maturity Scaling out

Level of service embedment Scaling deep
Scaling up

The values considered are computed following an ideal-typical analysis, where the focus favours an absolute
assessment of the performances rather than a relative comparison. Indeed, the coding and standardisation of
indices and answers are such that values 0 and 1 are attributed an absolute meaning, namely the lowest and
highest possible performance that a public authority may stage. Indices and sub-indices as aggregation of data
are produced through a standard weighted-averaging procedure. Consequently, the narrative feedback de-
scribes how City202 is situated in respect to the behaviours and performances of the other public authorities
that responded to the survey.

From a methodological perspective, data are associated with textual descriptions. When the data described is a
value in a discrete or analogue scale from 0 to 1, the narrative output associates score ranges with texts relying
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on a protocol that defines the segmentation of values. In general, low values are associated with cautiously neg-
ative adjectives; medium values with median to averagely positive adjectives; high values with positive adjectives.
Given this premise, the schema below shows the segments and attributes associated with each index and sub-
index.

@ Co-creation

@ Societal engagement
@ E-participation

Innovation governance @ @ Sodal media presenca
@ Innovation strategy

@ Institutional capacity o

o c @ Proneness to experiment

@ Skills
@ Procurement
f{oneness “"Fh“{"!EF @ Data Platform
@ DataUse
@ Datamanagement A N
T @ DataStrategy
@ Context empowerment @ OpenData
@ BigData

DPSVI Change management @ @ Replication and diffusion

@ Organizational readiness

@ Digitization
Digital maturity @ @ Innovative technologies

Digital service @ Advanced methods and principles
innovation maturity = 5 =ane

Scaling out
Level of service embedment Scaling deep

Scaling up

Given this premise, City202 has an overall average digital transitional capacity.

In the following, the report provides narrative feedback about the constitutive elements analysed, mapped, and
computed to calculate the Digital Public Service Value Index.

PRONENESS TO CHANGE

Proneness to change relates to the capacity of public administrations to deal with change for engaging in digital
innovation and supporting innovation pathways through transitional dynamics. Nurtured by a transition man-
agement perspective, it encompasses different levels:

e the strategic level in terms of problem structuring and the definition of long-term goals related
to specific and urgent societal challenges;

e the tactical level, referring to agenda-setting, partnership development, and networking;

e the operational level, related to actual experimentation and implementation of innovative poli-
cies, practices, and tools.

City202 has an overall great proneness to change, stating its inclination or readiness to change and alter its
behaviour, vision, procedures, and its preparedness to integrate and amplify innovations. Proneness to change
contains two dimensions: Innovation governance and Change management, which are explored in the following.

INNOVATION GOVERNANCE

Innovation governance refers to the way in which the public authority uses transversal administrative processes
as leverages to promote cross-sectoral digital innovation. The dimension is looked through four lenses: societal
engagement, institutional capacity, public procurement, and data management, which are explored in the fol-
lowing.

City202 has an overall great level of innovation governance.
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SOCIETAL ENGAGEMENT

Societal engagement measures how the public authority entails and encourages the active participation of differ-
ent actors and stakeholders in public decision-making processes, and their partaking in co-design and co-crea-
tion activities to generate public value. It considers the public administration’s commitment to implement inno-
vative bottom-up initiatives encouraging the inclusion of society in developing innovation in a more transparent,
interactive, and responsive way. Consequently, it provides an overview of the intensity and level of digitalisation
of societal engagement initiatives, and their impact on public service design and innovation.

City202 has an overall good commitment to involve and communicate with its citizens.

Co-creation

Co-creation refers to citizens' participation in devising public services with the purpose of tackling societal chal-
lenges, better aligning to the goals of the different actors involved and meeting social demands. As such, it con-
cerns the attitude and capacity of the public authority to effectively plan the active participation of citizens in
conceiving, designing, and developing services and innovative solutions. In this regard, City202 noticeably in-
volves citizens in co-creation activities, and provides impressive opportunities to engage citizens in (open)
data initiatives. Moreover, it adopts a citizen-centric approach when planning new services or updating existing
ones with a remarkable involvement of minorities. Among the purposes that spur City202 to collaborate with
the local ecosystem, there is indeed the aim of co-creating services and outcomes with business and citizens.
Finally, data about the use of the service is largely exploited to design or improve the digital service offer.

E-participation

E-participation stands for electronic participation, and it refers to ICT-supported participation in processes which
involve citizens and government. Among the others, it denotes the inclusion of all stakeholders in democratic
decision-making processes. Particularly, e-participation entails engaging citizens at different levels by digitalising
processes such as co-creation, public consultations, debates, petitions, and voting. Moreover, it also considers
the outreach of participatory services such as crowdfunding, crowdsourcing, and crowdmapping.

City202 has a great level of involvement of the citizens reached by the municipality via digital channels. It uses
a significant number of platforms to actively engage with citizens, reaching out to a percentage of the involved
population that is above 5%. Ultimately, City202 engages citizens in producing data through initiatives such as
crowdsourcing, crowdmapping, or citizen science activities.

Social media presence

Over time, social media and their platforms have evolved from being a means for regularly engaging with small
circles of close-by persons to one of the most common and primary forms of communication. Their inherent
features significantly encourage users to go beyond engagement, sharing their opinions on civic and political
issues.

Concerning its presence on social media, City202 manages its own official page or profile. In its most success-
ful institutional social media profile, it used 5 channels to reach out to the population. This considered, the level
of Social media presence is excellent.

INSTITUTIONAL CAPACITY

Institutional capacity is strongly related to transformation drivers, organisational ones included, influencing the
adoption and management of digital technologies. It entails both training and educational activities put in play
to enhance the digital skills of civil servants. Moreover, it affects the proneness of public administrations to en-
hance and mobilise their organisational and technological resources through the adoption of ICT technologies
or the modification of internal rules and procedures. Institutional capacity considers therefore dimensions as
Innovation strategies, Proneness to experiment, Skills and competences related to both digital management and
information, and communication technology. In this regard, City202 has an overall fair capacity to experiment
and consolidate digital innovation.

Innovation strategy

Digital innovation or digital transformation strategies are intended to encourage faster and better ways to per-
form, better exploiting technology for processing and computing, increasing accessibility to information, speed-
ing up procedures, making them automated and reducing errors. City202 has a high orientation to innovation.

City202 has published but needs to renew a digital innovation strategy, which is a joint strategy with other
cities, and is linked to regional, national or European regulatory frameworks, strategies, directives.
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There is a Chief Digital Officer, internal or shared with other public authorities, coordinating the implemen-
tation of the digital innovation strategy, with some budget dedicated.

In terms of funding sources for digital innovation, the public authority reaches out to a proper amount of
funds. Moreover, City202 has a dedicated ICT team supporting one or more departments and services; it
encourages the use of Free/Libre and Open Source Software (FLOSS).

Proneness to experiment

Being prone to innovate and experiment is a key factor of value creation for the public sector, contributing to
increasing public administrations' competitiveness and welfare. The predisposition and openness to experiment,
to conduct public research and development expenditure, and to invest in technological innovation impact on
the level of innovativeness of an organisation, determining its ability to reach more desirable outputs and out-
comes.

City202 has a good level of readiness to experiment new organisational settings and methods relevant for sup-
porting digital innovation. City202 supports innovation by funding public procurement procedures (Pre-Com-
mercial Procurement or Public Procurement of Innovative Solutions) with internal resources.

Taking into account the propensity towards considering and implementing new technologies, transversally to the
service areas, there is a good attitude towards the application of Al technology, and a discrete tendency to apply
loT. Moreover, City202 has a small propensity towards the adoption of blockchain, is slightly prone to apply
wearable technology, and has a still small capacity to adopt robotics.

Afundamental role is then played by ecosystems of innovation, such as living labs, civic hackerspaces, and mak-
erspaces, as spaces where the encounter of actors with various competences and scholarship paves the way for
capacity building and knowledge transfer. Such ecosystems have the ability to engage and actively mobilise ac-
tors, assets, and relationships shaping a supportive and empowering space for innovation where communities
collaborate to generate, test and scale solutions to answer societal challenges. City202 shows its proneness to
experiment by establishing environments that set favourable conditions for enabling proficuous interactions,
boosting innovation to various extents.

Ultimately, City202 collaborates with the local ecosystem for testing innovative solutions.

Skills

Digital skills are central in the digital transformation of the public sector, playing a fundamental role in the man-
agement of digital innovation within the public authority. City202 has a good availability of skills key to the man-
agement of digital innovation.

The digitalization of the public sector puts growing attention on the acquisition of open-source software as well
as on the publishing of all the developed software in open source. Reusing software prevents duplication of
expenditures, encouraging the consolidation of more mature and shared solutions. The ability to advance exist-
ing shared software rather than aiding the diffusion of lock-in solutions or the purchase of licences helps a sus-
tainable common growth, reducing information asymmetries among public administrations. In this regard, the
IT set-up of City202 offers the possibility to implement open source alternatives, and ICT training to its employ-
ees is provided with various courses on basics, management of data and complex digital service infra-
structures, and specialised platforms.

Advancing this reasoning, City202 does not have an in-house e-procurement platform, which shows the public
authority’s capacity to develop and/or manage a tool to autonomously support the sale and purchase of supplies,
commodities, technology or services, without the support of an outsourced service. Public procurement for pur-
chasing innovative digital services or goods needs to take into account and exploit the potentials of digital tech-
nologies. While instructing tenders, City202 includes requirements related to open standards/APIs and specific
technical specifications, in addition to possible data sharing agreements. The inclusion of these requirements
contributes to counter proprietary software and the restrictive copyright licensing it entails, favouring accessibil-
ity, sharing and re-usability of data.

PROCUREMENT

Procurement refers to techniques, structured methods, and means used to streamline an organisation's pro-
curement process and achieve desired results while saving cost, reducing time, and building win-win supplier
relationships. It is one of the main demand-side innovation policies to adopt innovative goods and services. In
this sense, City202 has good innovation proneness toward the development and application of public procure-
ment processes.
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The municipality runs Pre-Commercial Procurement with its own resources in addition to standard procure-
ment procedures, and it runs Public Procurement of Innovative Solutions (PPI) with its own resources in addition
to standard procurement procedures. Then, City202 seems not to procure innovative digital services and goods
together with other public authorities, for example through Joint Procurement.

It mainly choses such procedures because they allow to reduce administrative expenses, since the work for the
authorities involved in preparing and carrying out one tender rather than several is substantially reduced; more-
over, they represent a very effective way of encouraging the market for more environmentally sound products
and services. Such procedures allow public authorities to be compliant to solutions and standards adopted by
other related public institutions.

Then, City202 instructs tenders not yet including requirements of open standards/APIs and specific technical
specifications, the use of Free/Libre Open Source Software.

For the development of innovative solutions, City202 cannot rely on an e-procurement platform, favouring stra-
tegic purchasing, ensuring higher control on procedures, increased flexibility and conformity to policies. The
presence of an e-procurement platform enables the public authority to autonomously find, buy and manage the
expenses for goods and services entirely online, supporting the management and definition of supplier policies
while offering a greater level of transparency in the system.

DATA MANAGEMENT

Data is one of the most valuable resources in today's societies, economies, and governments, levering multi-level
development. Coherently, effective data management strategy is becoming more and more an imperative to-
wards better public services. Data is a powerful asset to guide governments to better design and tailor their
processes of public service delivery. In this regard, City202 has a good data collection, management, and use
capacity.

The fast evolution of technologies continuously offers novel opportunities towards digital government, as well
as towards transparency and openness. The production and access to data, services, and contents play a relevant
role in digital transformation and maturity processes. They are enabled and facilitated, for example, by the pres-
ence of data platforms, the adoption of strategies for data use and reuse, and the presence of open data princi-
ples common to several governmental institutions. Accordingly, Data management is explored through five di-
mensions: Data platform, Data use, Data strategy, Open data, and Big data.

Data platform

A data platform is a software platform used to manage and publish on the web the data collected and generated
by public authorities or by different stakeholders of the city ecosystem, as for example public agencies, busi-
nesses, citizens or other organisations. The presence of a data platform mirrors an attention towards data shar-
ing on the one side, and data management on the other. Indeed, the data platform can have functions that allow
advanced data management, analysis, and visualisation. City202 has a good capacity of managing and sharing
data among multiple stakeholders. It uses a data platform to collect, manage, publish and share data. City202
has a centralised data platform with limited or no documentation available supporting the access and use. Lim-
ited real-time and static data available in a range of formats, while static data are refreshed at suitable intervals.
The quality control of data is limited.Moreover, data platform can also go beyond data collection, allowing addi-
tional functions. In particular, data analysis, supporting sense-making of data; data visualisations, for example
through dashboard; favouring at different levels the understanding of data. In terms of provision, data is col-
lected by the public authority, from national public administrations, from regional public administrations, from
utility companies, and is integrated and managed in the platform. Such data is consistently gathered throughout
different service areas.

Data use

Data is recognised as a strategic asset that can be leveraged to pursue public value. From an operational per-
spective, data can be employed for purposes, among the others, of evaluation and monitoring, delivery, and
anticipation and planning. Data use explores this dimension observing how data are used by the public admin-
istration. City202 has an average ability to exploit data in this direction.

City202 applies the once-only principle in its services, positively impacting the usability of services with the pos-
sibility to ensure that citizens, institutions, and companies only have to provide certain standard information
once. With regard to data management, City202 adequately encourages data re-use, and data does not seem
to be re-used to create new services or solutions. Ultimately, data about the use of the service is gathered and
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it is mainly used to design or improve the digital service offer, and end-users' evaluations on services are regu-
larly used to improve or update the services provided.

Data strategy

The use of data for public services can provide more efficient, effective and trustworthy service provision. Hence
the relevance of defining and embracing governance models setting appropriate and favourable conditions for
data-driven, data-informed, or data-aware decisions and services for creating public value. City202 has a fair
ability to strategically plan the use and features of data.

It applies a data governance strategy for standardised real-time and/or static city data. In the direction of
increasing usability and reusability of data, enhancing the ability of tools to automatically find and use data, in
addition to supporting its reuse by individuals it is partially applying the FAIR principles, and has already de-
veloped an interoperability framework or strategy for advancing data sharing.

Finally, the recognition of the monetary value of data and big data pave the way to financial and economic ar-
rangements and agreements, and occasionally even allow capturing revenue streams. In this regard, City202 has
a limited quantity of business models supported by the Data Platform.

Open data

The Open data dimension measures the ability of the public authority to adopt and operationalise principles and
framework for open data that are meant to improve performance and efficiency of government services in gen-
eral. In this regard, City202 has a discrete approach.

The term open data, or Open Government Data identifies the information collected, produced, or paid by the
public bodies and made freely available for re-use for any purpose, under licences which specify the terms of
use. By sharing their datasets under open licences, public institutions are improving the availability of datasets
for citizens, associations, innovators, and other stakeholders. City202 has a very high accessibility level of data,
and it adopts at least one creative common licence to openly publish its data, allowing reuse without
limitations, or at the condition that appropriate credit is given to the creator of the dataset, and changes
made are indicated.

Open data is ruled by principles and framework built on the fundamental pillars of transparency, reproducibility,
and reusability. The advantages of open data are numerous, ranging from greater public administration effi-
ciency to private sector economic growth to increased social welfare. To favour good data management and
stewardship for integration and reuse of published data by the community, and beyond it, to apply sharing prin-
ciples also to the algorithms, tools, workflows, and the overall pipelines that led to that data, City202 applies
FAIR principles, granting a very high degree of accessibility.

City202 seems not yet to be adopting a data governance strategy that holistically manages the collection,
storing, and sharing of city-related data. Such a strategy would allow data to be automatically standard-
ised and validated, also promoting innovative data collection mechanisms such as crowdsourcing and
sensing for predictive modelling. Ultimately, it should provide multiple stakeholders with integrated ac-
cess.

Increased efficiency in public service operations and delivery can be gained through cross-sector data sharing.
Easier and improved access to information, resources, and expertise can favour the economical sustainability of
service provision, allowing for the development of innovative services and the introduction of new business mod-
els. In this regard, City202 limitedly exchanges data among its service areas, departments, or units. Moreover,
various stakeholders can be actively encouraged to use and re-use available data to various extents. From the
creation of partnerships, challenges, hackathons and other open innovation practices, to forming selected part-
nerships with other public or private stakeholders. A possibility that City202 is adequately pursued, showing
good capacity to encourage data re-use.

Ultimately, more transparent and accessible information can favour social welfare. Encouraging the develop-
ment of an open, trustworthy data ecosystem can empower both people and the public sector to make better
decisions using data while managing possible harmful impacts. Collaboration, participation, and social innova-
tion are indeed all aided by open data, leading to the benefit of society. In this direction, City202 engages citizens
in open data initiatives.

Big data

The potential of big data in the public sector is enormous. Governmental daily activities such as those related to
the management of social benefits, the collection of taxes, national health and education systems, traffic moni-
toring, and the issuing of official documents generate vast amounts of data. Furthermore, sensors can collect
massive amounts of data. Such data can be used for creating more efficient and effective policies, for prediction

26 ESPON // espon.eu



FINAL REPORT // DIGISER

of behaviours or events, such as crime or fires. Big data specifically observes the attitude of the public admin-
istration towards the use and production of big data, and their relation to service areas, and finally the presence
of agreements for their production or purchase from third parties. In this regard, City202 has a great capacity
to generate, manage and use Big Data. It has access to big data through agreements with third parties, and it is
using or producing Big Data, which is largely produced by service provision. City202 has a very limited usage
in service analytics. Moreover, real-time big data is mostly used for service provision and seems not to be
published on the Urban Data platform with related analytics.

Finally, real-time big data is largely used in its own service provision, and it seems not to be used for analytics.

CHANGE MANAGEMENT

Change management refers to the capacity of publicadministrations to putin play a set of actions, norms, policies,
and tools either to proactively support innovation in digital service development and provision, or to increase its
capacity to detect and adopt innovation dynamics developed in different contexts. The notion implicitly acknowl-
edges that innovation can originate either within the institution or within specific service domains. Accordingly,
it relies upon the capacity of the organisation to adapt its procedures adjusting to internal and external circum-
stances, and to create spaces for other agents to engage in processes of governance innovation. Moreover, it is
relevant the capacity to include and implement innovative bottom-up initiatives in a strategic way, considering
and coordinating different levels of governance that nurtures new interactions and cycles of learning. Encourag-
ing a knowledge economy that spreads across university, industry, government, civic society, and environment,
favours the development of a rooted orientation to innovation.

In measuring the inclination or readiness of the public authority to evolve and alter its behaviour, vision, proce-
dures, and its preparedness to integrate and amplify innovations, three key features are examined:

®  (Context empowerment, as the capacity to apply logics of replication and dissemination, increasing
the quantity of people or communities impacted;

®  Replication and diffusion, as the capacity to impact relationships, cultural values and beliefs, since
change is deeply rooted in people, relationships, communities and cultures; and

®  Organisational readiness, as the capacity to change at the level of policy, rules and laws.

Looking at these three features together, it is possible to gain an understanding of the complex, complementary
and systemic nature of the strategies involved in advancing large and multi-level structural change. Strategies
which require flexibility, adaptiveness, and proneness to learning while being context-aware and context-sensi-
tive.

In general, City202 has an acceptable effectiveness in managing strategies implemented to ensure impacts
within the organisation, in the context, as well as towards and from other contexts. In the following the three
scaling mechanisms are explored, showing how together they provide relevant insights on the socio-technical
implication of digital innovation and transition, as well as on the multi-layered changes, transformations, learning
dynamics underlying its implementation.

CONTEXT EMPOWERMENT

Context empowerment refers to the ability of the public authority to instil cultural values oriented to innovation
and change and encourage the development of sustainable relationships among the actors of the local ecosys-
tem. In this regard, City202 is very effective in developing strategies able to trigger innovation within the local
context, both at a social and cultural level.

City202 is directly involved in ecosystems for innovation together with other actors of the quadruple helix,
namely academia, industry, public sector and civic society by involving a remarkable variety of organisations
among living labs, fab labs, civic and hackerspaces, maker spaces, incubators, and research and technology cen-
tres as spaces where interactions among different actors favour innovation, capacity building and also knowledge
transfer. Such ecosystems have the capacities to adopt and improve innovative solutions developed in, by, and
for other contexts, as well as to exporting solutions in logic of replication and diffusion.

Moreover, to various extents, City202 collaborates with the local ecosystem for widening the digital literacy by
providing education and training to local stakeholders and actors; promoting the ecosystem (creation of new
firms and support to industry growth); guaranteeing large adoption of digital public services; improving trust,
security and accountability; ultimately keeping the organisations embroiled in the innovation loop.
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In addition, City202 adopts a citizen-centric approach, ensuring the inclusion of citizens when planning new
services or updating existing ones. The attitude of engagement that is also mirrored by the adoption of multilin-
gual options in the service provision and delivery. The linguistic barrier is unquestionably one of the most critical
barriers to access to public services for migrants, resulting in an obstacle to exercise their rights and contributing
to social exclusion.

REPLICATION AND DIFFUSION

Replication and diffusion is related to the ability to replicate and disseminate innovation, succeeding in the attempt
toimpacta larger number of citizens or communities. This mechanism lies on the fact thatinnovations developed
by one public body can grow and be adopted by other public organisations, facilitating a digital innovation on a
broader scale. A digital innovation strategy can indeed be instructed with different governance policies, from a
strategy covering a single public administration, to a joint strategy serving multiple cities, also going beyond the
county borders. In this perspective, City202 is significantly effective in developing strategies that ensure repli-
cability in other contexts of solutions experimented locally.

Specific strategies can be putin place to manage digital innovation, also considering the possibility to cover more
administrations in the attempt of sharing solutions and benefitting from expertises otherwise not present within
the body. In this regard, the governance of the innovation strategy of City202 covers only one public administra-
tion. In this regard, the governance of the innovation strategy of City202 extends beyond the border of its ad-
ministration with a joint strategy for the entire Metropolitan area. In this regard, the governance of the innovation
strategy of City202 extends beyond the border of its administration with a joint strategy for multiple cities in the
Country. In particular, City202 greatly benefits from importing and adopting solutions developed by other public
authorities, and it takes large advantages from exporting and sharing digital solutions developed to other public
authorities. In addition, City202 makes great use of digital solutions designed and developed in cooperation
with other public authorities. These strategies can be aided by participation in larger networks, which encourage
exchange of resources and solutions. In this respect, City202 plays a leading role in networks of cities sharing
operational digital solutions or open source code(s) at a local, regional, national and/or international level. More-
over, City202 collaborates with the local ecosystem and formalises agreements with its different actors, creating
more connected and efficient ecosystems able to sustain mechanisms of scaling, encourage innovation and stim-
ulate cooperation among multi-level actors at the different scales of local, regional, and national. In terms of
development and maintenance, City202 applies the Standard for Public Code, which is a set of criteria that sup-
port public organisations providing policy makers, city administrators, developers and vendors with guidance for
enabling successful reuse of open source code(s) and software developed by other public administrations.

Moreover, to deliver better services, especially exploiting technological advancements, a further relevant dimen-
sion regards the ability to develop solutions in cooperation with other public authorities, transversally to its ser-
vices, which are seldom secured by combining the procurement actions of two or more contracting authorities.

City202 seems not to rely upon a Chief Digital Officer to better support the replication and dissemination of
innovation by leading the strategic management of digital policies.

City202 is engaged in ecosystems of innovation where knowledge and know-how are shared among the actors
of the so-called quadruple helix, namely academia, industry, public sector and civic society. Ecosystems of inno-
vation are loosely interconnected networks where various entities coexist creating an active flow of knowledge
and information, resources, technologies, and skills. Ecosystems of innovation such as digital innovation hubs
and EU policy labs allow for experimenting with innovative solutions originally developed in, by, and for other
contexts, as well as to export their solutions, in a logic of replicability and diffusion. The ecosystem of innovation
of City202 includes digital innovation hubs or policy labs.

In this framework, to various extents, City202 collaborates with the local ecosystem for formalising agreements
with other innovation ecosystem actors.

ORGANISATIONAL READINESS

Organisational readiness refers to the institutional capacity to change for better including and nurturing digital
innovation in the public sector, leading the way to greater impact that impacts on law and policy. It is based on
the fact that the digital transformation of the public services impacts the public authority and requires adapta-
tion, adjustment and renovation of its organisational structure. To support and manage innovative service de-
velopment and provision, public authorities need to master digitalisation and innovation governance processes.
As such, digital transformation is a driver of change that is bound to long-term organisational change within
public sector organisations. Considering this mechanism, City202 is fairly prone to facilitate digital innovation
through organisational changes and restructuring.
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In seeking to achieve digital service innovation, the public sector needs to embrace a holistic view of innovation
to effectively navigate the unceasing changing technological landscape. The presence of a digital innovation strat-
egy indicates the readiness of the public authority to face the challenge and better orient its efforts. In this regard,
City202 has already published a digital innovation strategy, but it needs renewal. Moreover, among the
most relevant aspects playing a crucial role in effectively driving and supporting innovation, there is the presence
and acquisition of adequate digital skills that underpins continuous learning and progress within the organisa-
tion, securing the ability to dynamically leverage and steadily include technological novelties and advances. To
support this and bring skills and expertise within the public administration, joint procurements can be used to
activate contracts among authorities, leading to sharing resources among different organisations. A practice that
City202is not yet exploiting. In such a direction, where overcoming a siloed mentality is a fundamental premise,
a relevantrole is played by policies and practices for managing, sharing, using and reusing data. City202 seems
not to encourage data sharing and reuse, ICT platform sharing, cooperation among teams from different service
areas, and collaborative service design with incentives.

City202 has the tendency to interact and synergize with the local ecosystem, already involving different actors
of the quadruple helix.

This proves that City202 already has motivation, general organisational capacity, and intervention-specific ca-
pacities for considering and involving the local ecosystem. Such an interaction allows better facing existing chal-
lenges for the benefit of the society - including the green, digital, and social transitions. Among the purposes for
collaboration: guaranteeing complementary education and training to public employees; affecting policy making
for innovation; getting support for innovation procurement; testing innovative solutions in the public authority;
co-creating city services and outcomes with business and citizens; the result is a cooperative attitude that con-
tributes to an effective change.

Further exploring this dimension, when planning new services or updating existing ones, City202 adopts a citi-
zen-centric approach. It allows the public authority to better understand and answer with its service provision to
the needs of citizens, identifying real needs as starting points for targeted and more effective service-delivery
improvements. The adoption of a citizen-centric approach, in fact, requires a relevant organisational and deci-
sion-making effort.

DIGITAL SERVICE INNOVATION MATURITY

Digital technologies are deeply affecting people's lives in general, and how people interact with public infrastruc-
tures in particular. These technologies, their growing availability and performances, the wide use of data, the
wide offer of services provided by a large variety of actors are reshaping the value supply chain of public service
and the associated concept of public good. Given this premise, Digital service innovation maturity focuses on the
degree of penetration and maturity of technical and organisational innovation in public service delivery, analys-
ing to what extent the creation and implementation of digital innovations can lead advancement in technological
infrastructuring, and bring changes in the structures, practices, values and culture of public administrations.
Therefore, Digital service innovation maturity analyses on the one side the dimensions of the Digital maturity of a
public administration, and on the other, its Level of service embedment.

City202 has an overall average degree of penetration and maturity of technical and organisational innovation
in public service delivery. In the following, the two dimensions of Digital maturity and Level of service embedment
are explored.

DIGITAL MATURITY

In this context, Digital maturity mainly attains to the extent to which public administrations embrace new digital
technologies and deliver innovative public services. It considers the distinction between mature and emerging
technologies, acknowledging that the latter play a relevant role in describing the extent to which the public au-
thority is challenged while developing new services. Digital maturity assesses the level of digitalisation of the
public authority, intended not only as a shift toward digital technologies, but also encompassing the related or-
ganisational change. In this regard, City202 has a medium level of digital maturity.
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Digital maturity is approached by looking at three specific but interdependent dimensions:

e  Dijgitisation focuses on the degree of converting information and pre-existing internal procedures
of either ancillary or directly related to public service delivery into a digital format;

®  Innovative technologies explores the degree of adoption of innovative technologies (Al, blockchain,
wearables, etc.);

®  Advanced methods and principles analyses the level of consistency of methods and principles used
to increase the digitalisation level of the public authority.

DIGITISATION

Among the most important barriers to digital transformation and innovation is the presence of unshared infor-
mation and knowledge about how to manage structural and cultural barriers. A siloed-mentality often stalls dig-
ital transformation and innovation by maintaining know-how and expertise within departments or units, limiting
or impeding collaboration, integration, and optimal exploitation of resources. Moreover, it causes gaps and inef-
ficiencies that have an impact on both governments and citizens. Data sharing can largely contribute to overcome
such an isolation attitude that nurtures legacy system sylos by opening up for broader and cross-sector applica-
tions. Digitalisation processes can support overcoming rigid organisational arrangements, favouring the sharing
of knowledge within the institution and steering its digital endeavours strategically.

Digitalising services helps governments and public authorities meet citizens’ expectations towards improved ef-
ficiency and resilience. The benefits lie in the fact that digital interactions diminish efforts for both citizens and
public authorities, being less time-consuming and reducing administrative burden. However, to create seamless
and satisfying experiences, public authorities need to undergo a challenging process of transformation. In light
of this reasoning, it is considered the degree of digitisation of pre-existing internal procedures either ancillary or
directly related to public service delivery. In this regard, City202 has a high level of digitisation.

Overall, the services provided by City202 across its service areas are largely digitalised. In particular:

® No service area seems to provide digital services, preventing citizens the possibility to in-
teract remotely and autonomously with the public authority;

e Acrossall service areas, digital services are provided for internal use only, requiring citizens
to physically reach the public authority for the fulfiliment of all services;

e Allservice areas provide digitized ancillary services (e.g., booking, payment, unique access
point), giving a complete possibility to fulfill them remotely;

® Some service areas deliver the majority of its service digitally, favouring accessibility by
allowing remote interaction.

In the following the service provision of City202 by service areas is compared with the value that occurs most
frequently (mode) in the overall population observed:

® |n the area of general services or administration, for City202 the majority of the service pro-
vided are fully delivered digitally; in the overall population the majority of the ancillary ser-
vices are digitized;

e |n the area of building and spatial planning services, for City202 the majority of the ancillary
services are digitized; in the overall population the majority of the services provided by the
sector is digital only internally to the public administration;

® |n the area of culture and leisure, for City202 the majority of the ancillary services are digit-
ized; in the overall population the majority of the ancillary services are digitized;

® |nthe area of education, for City202 the majority of the ancillary services are digitized; in the

overall population the majority of the services provided by the sector is digital only internally
to the public administration;

® Inthe area of healthcare, for City202 the majority of the ancillary services are digitized; in the
overall population the majority of the services provided by the sector is not digital;
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® Inthe area of order and safety, for City202 the majority of the ancillary services are digitized;

in the overall population the majority of the services provided by the sector is digital only
internally to the public administration;

® In the area of social and welfare services, for City202 the majority of the service provided are

fully delivered digitally; in the overall population the majority of the services provided by the
sector is digital only internally to the public administration;

® [nthe area of transport and mobility, for City202 the majority of the ancillary services are dig-
itized; in the overall population the majority of the ancillary services are digitized;

® In the area of utilities, for City202 the majority of the ancillary services are digitized; in the
overall population the majority of the ancillary services are digitized.

In the case of services provided both offline and online, almost all users opt for digital solutions. The following
reports for each service area the detail on how many users chose the digital option when available:

® A majority in the area of general services or administration of City202. “A majority” is the value
that occurs mostly in the overall population;

® A majority in the area of building and spatial planning of City202. “A majority” is the value that
occurs mostly in the overall population;

® A majority in the area of culture and leisure of City202. “A majority” is the value that occurs
mostly in the overall population;

e A majority in the area of education of City202. “A majority” is the value that occurs mostly in the
overall population;

e A majority in the area of healthcare of City202. “Not applicable” is the value that occurs mostly
in the overall population;

® A majority in the area of order and safety of City202. “Not applicable” is the value that occurs
mostly in the overall population;

® A majority in the area of social and welfare services of City202. “A minority” is the value that
occurs mostly in the overall population;

e A majority in the area of transport and mobility of City202. “A majority” is the value that occurs
mostly in the overall population;

® A majority in the area of utilities of City202. “A majority” is the value that occurs mostly in the
overall population.

A further element that increases the accessibility to services is their provision in multiple languages; a feature
that consents to overcome or mitigate the language barrier, supporting a wider audience. In this regard, City202
already provides automated translations in various languages relying on free, easy, and secure translation
tools, as for instance CEF eTranslation by the European Commission, consenting to overcome or mitigate the
language barrier. The level of digital maturity is indeed also proven by the ability to embed innovative technolo-
gies to provide better services.

INNOVATIVE TECHNOLOGIES

The introduction and effective adoption of innovative technologies such as Al, blockchain, wearables, and so on,
provide institutions with higher transformative potential. Most Countries are taking action to stimulate the use
of innovative technologies in their public services. In this regard, City202 has a narrow degree of adoption of
such technologies. Focusing on their planning or implementation in public services, City202 is limitedly consid-
ering Al technology, is moderately considering IoT, is limitedly considering blockchain, is very shortly consid-
ering wearable technology, and is limitedly considering robotics.
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When it comes to managing the digital transformation, another relevant innovative technology is data modelling,
as the process of examining datasets to derive conclusions from the information they contain.

Across its whole service areas, City202 slightly employs integrated data modelling functions, such as Local Dig-
ital Twins or similar, to visualise policy scenarios, and rarely uses it to predict policy impacts. Moreover, a limited
use of such technology is made to evaluate policy options. Finally, in respect of the monitoring of policy impacts,
the integrated data modelling function finds a high degree of adoption.

Based on the reasoning presented above, City202 has planned the integration of the Data Platform with data
modelling functions for real-world experience, such as Local Digital Twins or similar. By producing a virtual rep-
resentation of assets, processes and systems as models where entities are related to data as well as to their
context, data modelling functions require a supportive organisational culture, together with adequate institu-
tional capacities, such as data analytics and machine learning skills to govern the simulation models and turn
data into useful knowledge.

ADVANCED METHODS AND PRINCIPLES

Digital transformation is radically affecting service delivery practices, and advanced approaches raised citizens’
expectations regarding the access to information. In parallel, they are encouraging the public authority to pro-
gressively rely on standards and shared solutions for an open governance, in order to encourage an optimised
management and re-use of resources. This dimension analyses the consistency of the methods and principles
used to increase and better orient digitalisation in the public sector. City202 has a significant capacity to embed
and make use of methods and principles for sustaining its digital innovation. Concerning this, effective strategies
regard the sharing of digital solutions, services or products with other public authorities. City202 has a signifi-
cant propensity towards importing and adopting solutions developed from other public authorities, while it
largely exports and shares the digital solutions it develops. The tenders for procuring innovative solutions are
instructed considering open standard and open source requirements. Preferring open standards and open-
source solutions feeds forward-looking practices of data sharing and data re-usability. City202 may consider the
use of open standards and open source solutions, since it encourages data sharing and data re-usability, while
the use and contribution to develop open-source software can increase public trust in the software. Interopera-
bility as the ability of services to communicate among each other is crucial to make services more sustainable
and even seamless. However, a set of good practices need to be implemented: from the use of standards for
data and sharing collection, to the availability of information in multiple languages and procedural transparency.
In this regard, City202 is already adopting interoperable digital solutions or services.

To further streamline operations exploiting EU-wide services available on the market, public administrations
need to consider the provision of cross-border and cross-sectoral public services. Interoperability is a crucial
aspect of digital innovation, allowing to harmonise, share, and integrate solutions among different institutions.
To sustain and enhance interoperability at the EU level, the Commission dedicated spending programmes, such
as the ISA2 programme and the Connecting Europe Facility (CEF) Digital Building Blocks. Finally, when it comes to
the design and development of digital solutions, an added value derives from uptaking solutions developed by
other public authorities and including strategies to synergise with other initiatives. City202 mostly opts for suc-
cessful partnerships, namely cooperating with other public authorities, sharing intellectual capital and skills for
a common goal. As a result, interoperability contributes to reducing redundancy and better exploiting innovation
present in the EU landscape.

Moreover, City202 has a positive attitude towards the use of open source software, and it sustains its IT de-
partment in implementing alternatives. In addition, it already uses standards for public code, which can be con-
sidered as an investment in public infrastructure. The adoption of such standards for public code reflects the
capacity of the public authority to favour the development and maintenance of software and policy together,
towards higher quality services that are more cost effective, encourage reuse and sharing among public organi-
sations, with less risk and more control.

In addition to this, City202 applies the once-only principle in its services, which is an e-government concept
intended for ensuring citizens, institutions, and companies a one-time only provision of certain standard infor-
mation to the public authorities and administrations. This is another method for favouring re-use and exchange
of data, reducing the administrative burden on citizens and businesses.

LEVEL OF SERVICE EMBEDMENT

The Level of service embedment reflects the role played by the service in driving changes in public authorities. In
this context, three scaling mechanisms are relevant and return a specific view on how organisations can effec-
tively embed innovation in their service provision. In short:
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®  Scaling outindicates the public authorities' ability either in replicating successful service innovation
from different contexts or in exporting innovative solutions experimented locally;

®  Scaling deep reflects to what extent service innovation is widespread and ultimately able to foster
behavioural and operational changes in the local context;

®  Scaling up assesses the reach of public authorities' intrinsic innovative potential in terms of service
development.

City202 has a high capacity to embed innovation in its service provision.

SCALING OUT

Scaling out reflects the public authority’s capacity to replicate and transfer innovation, becoming a driver to the
adoption/replication/exportation of innovative solutions and services respectively by/in/to other public organi-
sations, either in case such solutions have been entirely and autonomously developed, or in case they are the
result of a process of continuous improvement. In this respect, specific and dedicated experiences of sharing
and collaborative networks play a crucial role, allowing public authorities to access a large variety of services and
related solutions opportunities.

City202's attitude towards such a mechanism is fair. The dimension of Scaling out is also related to the ability of
the public authority to effectively and actively support and incentivise data re-use, going beyond the exploitation
within the public organisation. This can occur at multiple levels by defining selected partnerships with other pub-
lic or private stakeholders. An attitude that City202 already presents, which is also reflected by the fact that it
does not seem to be sharing data which is then re-used to create new services or solutions. In the frame of
sharing digital solutions with other entities, City202 embraces the practice of exporting and sharing what devel-
ops to other public authorities, in a logic of knowledge sharing.

SCALING DEEP

Scaling deep concerns the extent to which digital innovation has been integrated into service development result-
ing in actual adoption by users. This orientation comes with a level of changes in practices and behaviours that
public authorities need to undergo in order to make service innovation effective in reaching the societal domain.
This dimension is therefore related to the concept of context readiness, meaning that the public administration
can effectively offer services able to answer context-related needs.

In this regard, City202 has a keen capacity to embed digital innovation in services in a pervasive way, which
generates changes in the local context, at the societal level. Relevant in this sense is the digital provision of ser-
vices. Transversally to its service areas, City202 provides the possibility to access services both offline and
online, and the digital option is fairly choice. This attests an average ability to digitally implement service
solutions.

The scaling deep mechanism especially manifests by sharing data as potential knowledge and new practices with
learning communities, facilitating and encouraging distributed learning through platforms and participatory ap-
proaches. City202 already presents such an attitude, which is expressed by actively encouraging stakeholders
to use available data, for example through the creation of open challenges, hackathons and other innovation
practices. Speaking of that, City202 is already engaging citizens in (open) data innovation initiatives, also
aimed at data production through, for example, crowdsourcing, crowdmapping, citizen science initia-
tives.

SCALING UP

Scaling up refers to how the embedment of digital innovation into services implies organisational change, requir-
ing organisational structures modifications, and revision of previous routines, practices, and even policies. To
reach and guarantee an autonomous supply and provision of such services, public administrations have to un-
dergo a process of adaptation and renewal. Scaling up reflects the degree and extent of completion of such a
process.

City202's attitude towards such a mechanism is excellent.

This mechanism implies that innovative solutions and approaches are codified in organisational policies and
institutions, hence impacting the institution at higher levels.

Over the years, the public sector enacted reforms to prioritise digitalisation aiming at enabling greater efficiency
and effectiveness, investing considerable resources to encourage the adoption of practices able to make services
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more responsive to citizens' needs. In this direction, the attempt to grant citizens with a wider accessibility to
services can be supported by the adoption of a multilingual service provision, which City202 averagely inte-
grates by presenting multilingual options in some of its service interfaces.

Moreover, citizens can be also empowered by having access to Open Data. This also includes the possibility to
ask governments to increment the public datasets, providing more accurate information. City202 shows to highly
consider citizens' demand for datasets in addition to the ones already provided, demonstrating a great level of
responsiveness towards requests from the context. In the changing data context, data are relevant means for
assessing and measuring performance in service areas as well as to drive their development. These data can be
provided directly by service users, often in real time, and they can be used for orienting the improvement of
service delivery. In this direction, City202 impressively collects data or end-users' evaluations about the use of
services aiming at using them for the design or improvement of the service, hence revealing its proneness to
exploit relevant data in the service development.

Opening up and engaging in collaborations with other service areas to favour innovation, however, requires or-
ganisational and administrative changes. City202 has largely been committed to this practice.

City202 has largely been engaged in this typology of change that already underwent through the redesign of
some administrative and/or organisational processes, which is now effective and being just maintained. Moreo-
ver, concerning the simplification of bureaucratic/administrative functions, changes have been implemented
and are currently being maintained. In particular, digital innovation to enhance better collaborations implies
changes that have been implemented as far as it concerns joining forces with other public service areas. Finally,
the collaboration is in progress concerning the cooperation with non-public ones.
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City75

DIGISER is an Espon Project that sets out to analyse the transformation of the public sector and its service provi-
sion through digital innovation by taking into consideration the diversity of the European territory in terms of
socio-economic, cultural and environmental endowments in different cities (espon.eu/DIGISER).

DIGISER develops the Digital Public Service Value Index (DPSVI) as one of its main outputs. It is a multi-level com-
posite index that investigates the multidimensional digital transition processes occurring in the public sector,
and aims at helping cities to improve their digitalisation effort. The project reached out to more than 230 cities
across Europe that provided their data by filling a survey built on the DPSVI model developed within the project
- and described in the deliverable available at the espon.eu/DIGISER page.

The Digital Public Service Value Index is conceptualised focussing on two main components: Proneness to change
and Digital service innovation maturity.

Proneness to change is described analysing the propension towards the two dimensions of /nnovation governance
and Change management. Digital service innovation maturity is described through the Digital maturity and the Level
of service embedment of the public authority.

Participating in the data collection, cities provided a relevant base of data and knowledge, on which to build for
supporting future development, fostering digital transformation and encouraging the scaling of digital innovation
at various levels. To support cities in situating their performances in the broader landscape, it has been devel-
oped a narrative approach that generates city profiles as semantic narratives. This city profile translates the
values of the indices, sub-indices, and answers to specific questions provided by the public authority into a de-
scriptive interpretation. It relies on the data provided by the cities for capturing and synthetically reporting on
their performance in terms of digital transition and on their ability to orient such transitions to create public
value. The public authority performances are mapped on ideal-typical behaviours defined a priori. Based on the
best possible behaviour as observed in the literature, the city performances are measured on indices with a scale
from 0 to 1, where 0 is the worst behaviour possible, and 1 is the best.

The following schema summarises the Digital Public Service Value Index and its multi-level components.

@ Co-creation

@ Societal engagement @ E-participation
@ Social media presence
. Innovation strategy

Innovation governance
& b @ Proneness to experiment

Proneness
to change

@ Institutional capacity

@ Procurement

@ Data management

@ Skills

@ Data Platform
@ Data Use

@ Data Strategy

@ Open Data

@ BigData
@ Context empowerment

Change management @ @ Replication and diffusion

DPSVI @ Organizational readiness

@ Digitization
Digital maturity @ @ Innovative technologies
Digital service @ Advanced metheds and principles

innovation maturity Scaling out

Level of service embedment Scaling deep
Scaling up

The values considered are computed following an ideal-typical analysis, where the focus favours an absolute
assessment of the performances rather than a relative comparison. Indeed, the coding and standardisation of
indices and answers are such that values 0 and 1 are attributed an absolute meaning, namely the lowest and
highest possible performance that a public authority may stage. Indices and sub-indices as aggregation of data
are produced through a standard weighted-averaging procedure. Consequently, the narrative feedback de-
scribes how City75 is situated in respect to the behaviours and performances of the other public authorities that
responded to the survey.

From a methodological perspective, data are associated with textual descriptions. When the data described is a
value in a discrete or analogue scale from 0 to 1, the narrative output associates score ranges with texts relying
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on a protocol that defines the segmentation of values. In general, low values are associated with cautiously neg-
ative adjectives; medium values with median to averagely positive adjectives; high values with positive adjectives.
Given this premise, the schema below shows the segments and attributes associated with each index and sub-
index.

@ Co-creation
@ Societal engagement S
@ E-participation

Innovation governance @ @ 5‘?‘“' media presence

@ Innovation strategy
@ Institutional capacity o
0 £ @ Proneness to experiment

@ Skills

@ Procurement
P¢neness WFM{'?E}’ @ Data Platform
@ DataUse
@ Datamanagement . N
T @ DataStrategy

@ Context empowerment @ OpenData

DPSVI Change management @ @ Replication and diffusion @ BigData

@ Organizational readiness

@ Digitization
Digital maturity @ @ Innovative technologies

Digital service @ Advanced methods and principles
innovation maturity = 5 =ane

Scaling out
Level of service embedment Scaling deep

Scaling up

Given this premise, City75 has an overall narrow digital transitional capacity.

In the following, the report provides narrative feedback about the constitutive elements analysed, mapped, and
computed to calculate the Digital Public Service Value Index.

PRONENESS TO CHANGE

Proneness to change relates to the capacity of public administrations to deal with change for engaging in digital
innovation and supporting innovation pathways through transitional dynamics. Nurtured by a transition man-
agement perspective, it encompasses different levels:

e the strategic level in terms of problem structuring and the definition of long-term goals related
to specific and urgent societal challenges;

e the tactical level, referring to agenda-setting, partnership development, and networking;

e the operational level, related to actual experimentation and implementation of innovative poli-
cies, practices, and tools.

City75 has an overall narrow proneness to change, stating its inclination or readiness to change and alter its
behaviour, vision, procedures, and its preparedness to integrate and amplify innovations. Proneness to change
contains two dimensions: Innovation governance and Change management, which are explored in the following.

INNOVATION GOVERNANCE

Innovation governance refers to the way in which the public authority uses transversal administrative processes
as leverages to promote cross-sectoral digital innovation. The dimension is looked through four lenses: societal
engagement, institutional capacity, public procurement, and data management, which are explored in the fol-
lowing.

City75 has an overall narrow level of innovation governance.
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SOCIETAL ENGAGEMENT

Societal engagement measures how the public authority entails and encourages the active participation of differ-
ent actors and stakeholders in public decision-making processes, and their partaking in co-design and co-crea-
tion activities to generate public value. It considers the public administration’s commitment to implement inno-
vative bottom-up initiatives encouraging the inclusion of society in developing innovation in a more transparent,
interactive, and responsive way. Consequently, it provides an overview of the intensity and level of digitalisation
of societal engagement initiatives, and their impact on public service design and innovation.

City75 has an overall limited commitment to involve and communicate with its citizens.

Co-creation

Co-creation refers to citizens' participation in devising public services with the purpose of tackling societal chal-
lenges, better aligning to the goals of the different actors involved and meeting social demands. As such, it con-
cerns the attitude and capacity of the public authority to effectively plan the active participation of citizens in
conceiving, designing, and developing services and innovative solutions. In this regard, City75 seems to not yet
involve citizens in co-creation activities, and seems to not yet provide opportunities to engage citizens in
(open) data initiatives. However, it does not adopt a citizen-centric approach when planning new services or
updating existing ones. The co-creation of services and outcomes with business and citizens is not yet one of the
reasons that spur City75 to collaborate with the local ecosystem. Finally, data about the use of the service seems
not yet to be exploited to design or improve the digital service offer.

E-participation

E-participation stands for electronic participation, and it refers to ICT-supported participation in processes which
involve citizens and government. Among the others, it denotes the inclusion of all stakeholders in democratic
decision-making processes. Particularly, e-participation entails engaging citizens at different levels by digitalising
processes such as co-creation, public consultations, debates, petitions, and voting. Moreover, it also considers
the outreach of participatory services such as crowdfunding, crowdsourcing, and crowdmapping.

City75 has a narrow level of involvement of the citizens reached by the municipality via digital channels. It seems
not to use any platforms to actively engage with citizens. Ultimately, City75 seems not to engage citizens in
producing data through initiatives such as crowdsourcing, crowdmapping, or citizen science activities.

Social media presence

Over time, social media and their platforms have evolved from being a means for regularly engaging with small
circles of close-by persons to one of the most common and primary forms of communication. Their inherent
features significantly encourage users to go beyond engagement, sharing their opinions on civic and political
issues.

Concerning its presence on social media, City75 manages its own official page or profile, and is present on
a limited number of channels. In its most successful institutional social media profile, it used one channel to
reach out to the population. This considered, the level of Social media presence is good.

INSTITUTIONAL CAPACITY

Institutional capacity is strongly related to transformation drivers, organisational ones included, influencing the
adoption and management of digital technologies. It entails both training and educational activities put in play
to enhance the digital skills of civil servants. Moreover, it affects the proneness of public administrations to en-
hance and mobilise their organisational and technological resources through the adoption of ICT technologies
or the modification of internal rules and procedures. Institutional capacity considers therefore dimensions as
Innovation strategies, Proneness to experiment, Skills and competences related to both digital management and
information, and communication technology. In this regard, City75 has an overall poor capacity to experiment
and consolidate digital innovation.

Innovation strategy

Digital innovation or digital transformation strategies are intended to encourage faster and better ways to per-
form, better exploiting technology for processing and computing, increasing accessibility to information, speed-
ing up procedures, making them automated and reducing errors. City75 has a low orientation to innovation.

City75 does not seem to have formally approved and published a digital innovation strategy.
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There is not a Chief Digital Officer coordinating the implementation of the digital innovation strategy, with no
dedicated budget assigned.

In terms of funding sources for digital innovation, the public authority reaches out to a proper amount of
funds. Moreover, City75 has a dedicated ICT team supporting one or more departments and services; it
does not seem to encourage the use of Free/Libre and Open Source Software (FLOSS).

Proneness to experiment

Being prone to innovate and experiment is a key factor of value creation for the public sector, contributing to
increasing public administrations' competitiveness and welfare. The predisposition and openness to experiment,
to conduct public research and development expenditure, and to invest in technological innovation impact on
the level of innovativeness of an organisation, determining its ability to reach more desirable outputs and out-
comes.

City75 has a low level of readiness to experiment new organisational settings and methods relevant for support-
ing digital innovation. City75 does not seem to support innovation by funding public procurement procedures
(Pre-Commercial Procurement or Public Procurement of Innovative Solutions) with internal resources.

Taking into account the propensity towards considering and implementing new technologies, transversally to the
service areas, there is a short attitude towards the application of Al technology, and a cautious tendency to
apply loT. Moreover, City75 has a small propensity towards the adoption of blockchain, is slightly prone to
apply wearable technology, and has a still small capacity to adopt robotics.

Afundamental role is then played by ecosystems of innovation, such as living labs, civic hackerspaces, and mak-
erspaces, as spaces where the encounter of actors with various competences and scholarship paves the way for
capacity building and knowledge transfer. Such ecosystems have the ability to engage and actively mobilise ac-
tors, assets, and relationships shaping a supportive and empowering space for innovation where communities
collaborate to generate, test and scale solutions to answer societal challenges. However, City75 does not seem
to have such environments where favourable conditions are set and enable proficuous interactions, boosting
innovation to various extents.

Ultimately, City75 does not seem to collaborate with the local ecosystem for testing innovative solutions, missing
an important occasion for experimentation with multiple actors.

Skills

Digital skills are central in the digital transformation of the public sector, playing a fundamental role in the man-
agement of digital innovation within the public authority. City75 has a low availability of skills key to the man-
agement of digital innovation.

The digitalization of the public sector puts growing attention on the acquisition of open-source software as well
as on the publishing of all the developed software in open source. Reusing software prevents duplication of
expenditures, encouraging the consolidation of more mature and shared solutions. The ability to advance exist-
ing shared software rather than aiding the diffusion of lock-in solutions or the purchase of licences helps a sus-
tainable common growth, reducing information asymmetries among public administrations. In this regard, the
IT set-up of City75 does not seem to offer the possibility to implement open source alternatives, and ICT training
to its employees seems not to be provided.

Advancing this reasoning, City75 does not have an in-house e-procurement platform, which shows the public
authority’s capacity to develop and/or manage a tool to autonomously support the sale and purchase of supplies,
commodities, technology or services, without the support of an outsourced service. Public procurement for pur-
chasing innovative digital services or goods needs to take into account and exploit the potentials of digital tech-
nologies. While instructing tenders, City75 does not include requirements related to open standards/APIs and
specific technical specifications, and the use of Free/Libre Open Source Software (FLOSS). However it may take
into account possible data sharing agreements. The inclusion of these requirements contributes to counter pro-
prietary software and the restrictive copyright licensing it entails, favouring accessibility, sharing and re-usability
of data.

PROCUREMENT

Procurement refers to techniques, structured methods, and means used to streamline an organisation's pro-
curement process and achieve desired results while saving cost, reducing time, and building win-win supplier
relationships. It is one of the main demand-side innovation policies to adopt innovative goods and services. In

38 ESPON // espon.eu



FINAL REPORT // DIGISER

this sense, City75 has little innovation proneness toward the development and application of public procure-
ment processes.

The municipality does not run Pre-Commercial Procurement (PCP), and it does not run Public Procurement of
Innovative Solutions (PPI). Then, City75 seems not to procure innovative digital services and goods together
with other public authorities, for example through Joint Procurement.

There are several arguments in favour of stipulating joint procedures, both horizontally with similar cities, and
vertically with higher-level institutions, such as: lowering prices, since combining purchasing activities leads to
economies of scale; reducing administrative expenses, since the work for the authorities involved in preparing
and carrying out one tender rather than several is substantially reduced; reaching out to skills and expertise
external to the administration, pooling them between the authorities. Moreover, they represent a very effective
way of encouraging the market for more environmentally sound products and services. Such procedures allow
public authorities to be compliant to solutions and standards adopted by other related public institutions.

Then, City75 instructs tenders including requirements of open standards/APIs and specific technical specifica-
tions, the use of Free/Libre Open Source Software.

For the development of innovative solutions, City75 cannot rely on an e-procurement platform, favouring stra-
tegic purchasing, ensuring higher control on procedures, increased flexibility and conformity to policies. The
presence of an e-procurement platform enables the public authority to autonomously find, buy and manage the
expenses for goods and services entirely online, supporting the management and definition of supplier policies
while offering a greater level of transparency in the system.

DATA MANAGEMENT

Data is one of the most valuable resources in today's societies, economies, and governments, levering multi-level
development. Coherently, effective data management strategy is becoming more and more an imperative to-
wards better public services. Data is a powerful asset to guide governments to better design and tailor their
processes of public service delivery. In this regard, City75 has poor data collection, management, and use capac-
ity.

The fast evolution of technologies continuously offers novel opportunities towards digital government, as well
as towards transparency and openness. The production and access to data, services, and contents play a relevant
role in digital transformation and maturity processes. They are enabled and facilitated, for example, by the pres-
ence of data platforms, the adoption of strategies for data use and reuse, and the presence of open data princi-
ples common to several governmental institutions. Accordingly, Data management is explored through five di-
mensions: Data platform, Data use, Data strategy, Open data, and Big data.

Data platform

A data platform is a software platform used to manage and publish on the web the data collected and generated
by public authorities or by different stakeholders of the city ecosystem, as for example public agencies, busi-
nesses, citizens or other organisations. The presence of a data platform mirrors an attention towards data shar-
ing on the one side, and data management on the other. Indeed, the data platform can have functions that allow
advanced data management, analysis, and visualisation. City75 has a limited capacity of managing and sharing
data among multiple stakeholders. It does not use a data platform to collect, manage, publish and share data.
City75 does not have a data platform, hindering the opportunity of data-related innovation. An open Integrated
data platform allows aggregation and pre-processing and offers to multiple stakeholders access to datasets. Go-
ing beyond data collection, it can favour at different levels the understanding of data, also across different service
areas.

Public administrations have the opportunity to promote innovation and economic progress by making their pub-
lic datasets available online. The development of data platform as an open and interoperable technological in-
frastructure for the distribution of data provides increased transparency, encouraging more aware decision mak-
ing processes. At various scales, it offers better possibilities for tackling local urban societal and environmental
challenges.

Data use

Data is recognised as a strategic asset that can be leveraged to pursue public value. From an operational per-
spective, data can be employed for purposes, among the others, of evaluation and monitoring, delivery, and
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anticipation and planning. Data use explores this dimension observing how data are used by the public admin-
istration. City75 has a narrow ability to exploit data in this direction.

City75 seems not to apply the once-only principle in its services, positively impacting the usability of services
with the possibility to ensure that citizens, institutions, and companies only have to provide certain standard
information once. With regard to data management, City75 seems not to encourage data re-use, and data does
not seem to be re-used to create new services or solutions. Ultimately, data about the use of the service is
gathered but it is not yet used to design or improve the digital service offer, and end-users' evaluations on
services seem not to be used to improve or update the services provided.

Data strategy

The use of data for public services can provide more efficient, effective and trustworthy service provision. Hence
the relevance of defining and embracing governance models setting appropriate and favourable conditions for
data-driven, data-informed, or data-aware decisions and services for creating public value. City75 has a narrow
ability to strategically plan the use and features of data.

It collects but does not regularly share data among its service areas. In the direction of increasing usability
and reusability of data, enhancing the ability of tools to automatically find and use data, in addition to supporting
its reuse by individuals it does not seem to be applying the FAIR principles, and has not yet developed and
seems not to plan an interoperability framework or strategy for advancing data sharing.

Finally, the recognition of the monetary value of data and big data pave the way to financial and economic ar-
rangements and agreements, and occasionally even allow capturing revenue streams. In this regard, City75 has
no business model that seems to be supported by the Data Platform.

Open data

The Open data dimension measures the ability of the public authority to adopt and operationalise principles and
framework for open data that are meant to improve performance and efficiency of government services in gen-
eral. In this regard, City75 has a cautious approach.

The term open data, or Open Government Data identifies the information collected, produced, or paid by the
public bodies and made freely available for re-use for any purpose, under licences which specify the terms of
use. By sharing their datasets under open licences, public institutions are improving the availability of datasets
for citizens, associations, innovators, and other stakeholders. City75 has a low accessibility level of data, and it
adopts non-commercial creative common licences, limiting the reuse of data published to non-commer-
cial purposes, independently from the possibility to create derived data.

Open data is ruled by principles and framework built on the fundamental pillars of transparency, reproducibility,
and reusability. The advantages of open data are numerous, ranging from greater public administration effi-
ciency to private sector economic growth to increased social welfare. To favour good data management and
stewardship for integration and reuse of published data by the community, and beyond it, to apply sharing prin-
ciples also to the algorithms, tools, workflows, and the overall pipelines that led to that data, City75 seems not
to apply FAIR principles, granting a low degree of accessibility.

City75 seems not yet to be adopting a data governance strategy that holistically manages the collection,
storing, and sharing of city-related data. Such a strategy would allow data to be automatically standard-
ised and validated, also promoting innovative data collection mechanisms such as crowdsourcing and
sensing for predictive modelling. Ultimately, it should provide multiple stakeholders with integrated ac-
cess.

Increased efficiency in public service operations and delivery can be gained through cross-sector data sharing.
Easier and improved access to information, resources, and expertise can favour the economical sustainability of
service provision, allowing for the development of innovative services and the introduction of new business mod-
els. In this regard, City75 seems to not or rarely exchange data among its service areas, departments, or units.
Moreover, various stakeholders can be actively encouraged to use and re-use available data to various extents.
From the creation of partnerships, challenges, hackathons and other open innovation practices, to forming se-
lected partnerships with other public or private stakeholders. A possibility that City75 seems not yet to pursue,
showing limited capacity to encourage data re-use.

Ultimately, more transparent and accessible information can favour social welfare. Encouraging the develop-
ment of an open, trustworthy data ecosystem can empower both people and the public sector to make better
decisions using data while managing possible harmful impacts. Collaboration, participation, and social innova-
tion are indeed all aided by open data, leading to the benefit of society. In this direction, City75 engages citizens
in open data initiatives.
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Big data

The potential of big data in the public sector is enormous. Governmental daily activities such as those related to
the management of social benefits, the collection of taxes, national health and education systems, traffic moni-
toring, and the issuing of official documents generate vast amounts of data. Furthermore, sensors can collect
massive amounts of data. Such data can be used for creating more efficient and effective policies, for prediction
of behaviours or events, such as crime or fires. Big data specifically observes the attitude of the public admin-
istration towards the use and production of big data, and their relation to service areas, and finally the presence
of agreements for their production or purchase from third parties. In this regard, City75 has a poor capacity to
generate, manage and use Big Data. It seems not yet to have access to big data through agreements with third
parties, and it seems not to be using or producing Big DataPublic authorities can produce Big Data by them-
selves, or/and have access to Big Data through agreements with third parties, gaining relevant advantages such
as analytics and forecasting capacities on urban dynamics and phenomena.

CHANGE MANAGEMENT

Change management refers to the capacity of publicadministrations to putin play a set of actions, norms, policies,
and tools either to proactively support innovation in digital service development and provision, or to increase its
capacity to detect and adopt innovation dynamics developed in different contexts. The notion implicitly acknowl-
edges that innovation can originate either within the institution or within specific service domains. Accordingly,
it relies upon the capacity of the organisation to adapt its procedures adjusting to internal and external circum-
stances, and to create spaces for other agents to engage in processes of governance innovation. Moreover, it is
relevant the capacity to include and implement innovative bottom-up initiatives in a strategic way, considering
and coordinating different levels of governance that nurtures new interactions and cycles of learning. Encourag-
ing a knowledge economy that spreads across university, industry, government, civic society, and environment,
favours the development of a rooted orientation to innovation.

In measuring the inclination or readiness of the public authority to evolve and alter its behaviour, vision, proce-
dures, and its preparedness to integrate and amplify innovations, three key features are examined:

e  (Context empowerment, as the capacity to apply logics of replication and dissemination, increasing
the quantity of people or communities impacted;

®  Replication and diffusion, as the capacity to impact relationships, cultural values and beliefs, since
change is deeply rooted in people, relationships, communities and cultures; and

®  Organisational readiness, as the capacity to change at the level of policy, rules and laws.

Looking at these three features together, it is possible to gain an understanding of the complex, complementary
and systemic nature of the strategies involved in advancing large and multi-level structural change. Strategies
which require flexibility, adaptiveness, and proneness to learning while being context-aware and context-sensi-
tive.

In general, City75 has a low effectiveness in managing strategies implemented to ensure impacts within the
organisation, in the context, as well as towards and from other contexts. In the following the three scaling mech-
anisms are explored, showing how together they provide relevant insights on the socio-technical implication of
digital innovation and transition, as well as on the multi-layered changes, transformations, learning dynamics
underlying its implementation.

CONTEXT EMPOWERMENT

Context empowerment refers to the ability of the public authority to instil cultural values oriented to innovation
and change and encourage the development of sustainable relationships among the actors of the local ecosys-
tem. In this regard, City75 is mildly effective in developing strategies able to trigger innovation within the local
context, both at a social and cultural level.

City75 seems not to be directly involved in ecosystems for innovation together with other actors of the quad-
ruple helix, namely academia, industry, public sector and civic society. Ecosystems of innovation can include living
labs, fab labs, civic and hackerspaces, maker spaces, incubators, and research and technology centres as spaces
where interactions among different actors favour innovation, capacity building and also knowledge transfer.
Such ecosystems have the capacities to adopt and improve innovative solutions developed in, by, and for other
contexts, as well as to exporting solutions in logic of replication and diffusion.
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In addition, City75 does not seem yet to adopt a citizen-centric approach; such an approach would ensure the
inclusion of citizens when planning new services or updating existing ones. As such it is worth being considered,
since it helps public administrations to develop and deliver services which better answer the needs of the com-
munity. The attitude of engagement that is also mirrored by the adoption of multilingual options in the service
provision and delivery. The linguistic barrier is unquestionably one of the most critical barriers to access to public
services for migrants, resulting in an obstacle to exercise their rights and contributing to social exclusion.

REPLICATION AND DIFFUSION

Replication and diffusion is related to the ability to replicate and disseminate innovation, succeeding in the attempt
toimpacta larger number of citizens or communities. This mechanism lies on the fact thatinnovations developed
by one public body can grow and be adopted by other public organisations, facilitating a digital innovation on a
broader scale. A digital innovation strategy can indeed be instructed with different governance policies, from a
strategy covering a single public administration, to a joint strategy serving multiple cities, also going beyond the
county borders. In this perspective, City75 is slightly effective in developing strategies that ensure replicability
in other contexts of solutions experimented locally.

Specific strategies can be putin place to manage digital innovation, also considering the possibility to cover more
administrations in the attempt of sharing solutions and benefitting from expertises otherwise not present within
the body. In particular, City75 marginally benefits from importing and adopting solutions developed by other
public authorities, and it takes few advantages from exporting and sharing digital solutions developed to other
public authorities. In addition, City75 seems not to make yet use of digital solutions designed and developed
in cooperation with other public authorities. These strategies can be aided by participation in larger networks,
which encourage exchange of resources and solutions. In this respect, City75 plays a limited role in networks
of cities sharing operational digital solutions or open source code(s) at a local, regional, national and/or interna-
tional level. However, City75 does not yet collaborate with the local ecosystem for formalising agreements with
its different actors. Such collaboration would support the creation of more connected and efficient ecosystems
able to sustain mechanisms of scaling, encouraging innovation and stimulating cooperation among multi-level
actors at the different scales of local, regional, and national.In terms of development and maintenance, City75
does not seem to apply the Standard for Public Code, which is a set of criteria that support public organisations
providing policy makers, city administrators, developers and vendors with guidance for enabling successful reuse
of open source code(s) and software developed by other public administrations.

Moreover, to deliver better services, especially exploiting technological advancements, a further relevant dimen-
sion regards the ability to develop solutions in cooperation with other public authorities, transversally to its ser-
vices, however, they do not seem to be secured by combining the procurement actions of two or more con-
tracting authorities.

City75 seems not to rely upon a Chief Digital Officer to better support the replication and dissemination of
innovation by leading the strategic management of digital policies.

City75 seems not to be engaged in ecosystems of innovation where knowledge and know-how are shared
among the actors of the so-called quadruple helix, namely academia, industry, public sector and civic society.
Ecosystems of innovation are loosely interconnected networks where various entities (e.g., companies, associa-
tions) coexist creating an active flow of knowledge and information, resources and technologies, capabilities and
skills. Ecosystems of innovation such as digital innovation hubs and EU policy labs allow for experimenting with
innovative solutions originally developed in, by, and for other contexts, as well as to export their solutions, in a
logic of replicability and diffusion.

In this framework, City75 may benefit from collaborating with the local ecosystem for formalising agreements
with other innovation ecosystem actors.

ORGANISATIONAL READINESS

Organisational readiness refers to the institutional capacity to change for better including and nurturing digital
innovation in the public sector, leading the way to greater impact that impacts on law and policy. It is based on
the fact that the digital transformation of the public services impacts the public authority and requires adapta-
tion, adjustment and renovation of its organisational structure. To support and manage innovative service de-
velopment and provision, public authorities need to master digitalisation and innovation governance processes.
As such, digital transformation is a driver of change that is bound to long-term organisational change within
public sector organisations. Considering this mechanism, City75 is marginally prone to facilitate digital innova-
tion through organisational changes and restructuring.
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In seeking to achieve digital service innovation, the public sector needs to embrace a holistic view of innovation
to effectively navigate the unceasing changing technological landscape. The presence of a digital innovation strat-
egy indicates the readiness of the public authority to face the challenge and better orient its efforts. In this regard,
City75 seems not to have yet formally approved and published a digital innovation strategy. Moreover,
among the most relevant aspects playing a crucial role in effectively driving and supporting innovation, there is
the presence and acquisition of adequate digital skills that underpins continuous learning and progress within
the organisation, securing the ability to dynamically leverage and steadily include technological novelties and
advances. To support this and bring skills and expertise within the public administration, joint procurements can
be used to activate contracts among authorities, leading to sharing resources among different organisations. A
practice that City75 is not yet exploiting. In such a direction, where overcoming a siloed mentality is a funda-
mental premise, a relevant role is played by policies and practices for managing, sharing, using and reusing data.
City75 seems not to encourage data sharing and reuse, ICT platform sharing, cooperation among teams from
different service areas, and collaborative service design with incentives.

City75 has the tendency to interact and synergize with the local ecosystem, not yet involving actors of the
quadruple helix, which may increase multi-level and multi-stakeholder collaboration.

City75, however, is not directly involved in ecosystems for innovation with other actors of the quadruple helix.
Although high motivation, general organisational capacity, and intervention-specific capacities are required for
involving the local ecosystem, such an interaction pays back with relevant knowledge and values, and can lead
to better face existing challenges for the benefit of the society - including the green, digital, and social transitions.

Further exploring this dimension, when planning new services or updating existing ones, City75 does not seem
to adopt a citizen-centric approach. Such an approach would make the public authority better able to under-
stand and answer with its service provision to the needs of citizens, identifying real needs as starting points for
targeted and more effective service-delivery improvements. The adoption of a citizen-centric approach, in fact,
requires a relevant organisational and decision-making effort.

DIGITAL SERVICE INNOVATION MATURITY

Digital technologies are deeply affecting people's lives in general, and how people interact with public infrastruc-
tures in particular. These technologies, their growing availability and performances, the wide use of data, the
wide offer of services provided by a large variety of actors are reshaping the value supply chain of public service
and the associated concept of public good. Given this premise, Digital service innovation maturity focuses on the
degree of penetration and maturity of technical and organisational innovation in public service delivery, analys-
ing to what extent the creation and implementation of digital innovations can lead advancement in technological
infrastructuring, and bring changes in the structures, practices, values and culture of public administrations.
Therefore, Digital service innovation maturity analyses on the one side the dimensions of the Digital maturity of a
public administration, and on the other, its Level of service embedment.

City75 has an overall narrow degree of penetration and maturity of technical and organisational innovation in
public service delivery. In the following, the two dimensions of Digital maturity and Level of service embedment are
explored.

DIGITAL MATURITY

In this context, Digital maturity mainly attains to the extent to which public administrations embrace new digital
technologies and deliver innovative public services. It considers the distinction between mature and emerging
technologies, acknowledging that the latter play a relevant role in describing the extent to which the public au-
thority is challenged while developing new services. Digital maturity assesses the level of digitalisation of the
public authority, intended not only as a shift toward digital technologies, but also encompassing the related or-
ganisational change. In this regard, City75 has a low level of digital maturity.

Digital maturity is approached by looking at three specific but interdependent dimensions:
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e  Dijgitisation focuses on the degree of converting information and pre-existing internal procedures
of either ancillary or directly related to public service delivery into a digital format;

®  Innovative technologies explores the degree of adoption of innovative technologies (Al, blockchain,
wearables, etc.);

®  Advanced methods and principles analyses the level of consistency of methods and principles used
to increase the digitalisation level of the public authority.

DIGITISATION

Among the most important barriers to digital transformation and innovation is the presence of unshared infor-
mation and knowledge about how to manage structural and cultural barriers. A siloed-mentality often stalls dig-
ital transformation and innovation by maintaining know-how and expertise within departments or units, limiting
or impeding collaboration, integration, and optimal exploitation of resources. Moreover, it causes gaps and inef-
ficiencies that have an impact on both governments and citizens. Data sharing can largely contribute to overcome
such an isolation attitude that nurtures legacy system sylos by opening up for broader and cross-sector applica-
tions. Digitalisation processes can support overcoming rigid organisational arrangements, favouring the sharing
of knowledge within the institution and steering its digital endeavours strategically.

Digitalising services helps governments and public authorities meet citizens’ expectations towards improved ef-
ficiency and resilience. The benefits lie in the fact that digital interactions diminish efforts for both citizens and
public authorities, being less time-consuming and reducing administrative burden. However, to create seamless
and satisfying experiences, public authorities need to undergo a challenging process of transformation. In light
of this reasoning, it is considered the degree of digitisation of pre-existing internal procedures either ancillary or
directly related to public service delivery. In this regard, City75 has a good level of digitisation.

Overall, the services provided by City75 across its service areas are slightly digitalised. In particular:

e Just few service areas seem not to provide digital services, granting fair remote interaction
with the public authority;

e Fewservice areas seem to provide digital access to services only for internal use, permitting
a reasonable remote fulfillment of such services;

® Noservice area seems to provide digitized ancillary services (e.g., booking, payment, unique
access point) limiting the possibility to fulfill them remotely;

®* No service area seems to deliver the majority of its service digitally.

In the following the service provision of City75 by service areas is compared with the value that occurs most
frequently (mode) in the overall population observed:

® |n the area of general services or administration, for City75 the majority of the services pro-

vided by the sector is digital only internally to the public administration; in the overall pop-
ulation the majority of the ancillary services are digitized;

® Inthe area of building and spatial planning services, for City75 the majority of the services pro-

vided by the sector is digital only internally to the public administration; in the overall pop-
ulation the majority of the services provided by the sector is digital only internally to the
public administration;

® |nthearea of culture and leisure, for City75 the majority of the services provided by the sector
is not digital; in the overall population the majority of the ancillary services are digitized;

® In the area of education, for City75 the majority of the services provided by the sector is not

digital; in the overall population the majority of the services provided by the sector is digital
only internally to the public administration;

® |nthe area of healthcare, for City75 the majority of the services provided by the sector is not
digital; in the overall population the majority of the services provided by the sector is not
digital;
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® In the area of order and safety, for City75 the majority of the services provided by the sector

is digital only internally to the public administration; in the overall population the majority
of the services provided by the sector is digital only internally to the public administration;

® In the area of social and welfare services, for City75 the majority of the services provided by

the sector is not digital; in the overall population the majority of the services provided by the
sector is digital only internally to the public administration;

® |n the area of transport and mobility, for City75 the majority of the services provided by the

sector is digital only internally to the public administration; in the overall population the ma-
jority of the ancillary services are digitized;

® Inthe area of utilities, for City75 the majority of the services provided by the sector is digital

only internally to the public administration; in the overall population the majority of the an-
cillary services are digitized.

In the case of services provided both offline and online, almost all users opt for digital solutions. The following
reports for each service area the detail on how many users chose the digital option when available:

® A minority in the area of general services or administration of City75. “A majority” is the value
that occurs mostly in the overall population;

e Not applicable in the area of building and spatial planning of City75. “A majority” is the value
that occurs mostly in the overall population;

® Not applicable in the area of culture and leisure of City75. “A majority” is the value that occurs
mostly in the overall population;

® Not applicable in the area of education of City75. “A majority” is the value that occurs mostly in
the overall population;

®* Not applicable in the area of healthcare of City75. “Not applicable” is the value that occurs
mostly in the overall population;

® Notapplicable in the area of order and safety of City75. “Not applicable” is the value that occurs
mostly in the overall population;

* Not applicable in the area of social and welfare services of City75. “A minority” is the value that
occurs mostly in the overall population;

® A minority in the area of transport and mobility of City75. “A majority” is the value that occurs
mostly in the overall population;

® A minority in the area of utilities of City75. “A majority” is the value that occurs mostly in the
overall population.

A further element that increases the accessibility to services is their provision in multiple languages; a feature
that consents to overcome or mitigate the language barrier, supporting a wider audience. In this regard, City75
is not yet providing automated translations to other languages. It may be relevant considering auto-
mated translations enabled by free, easy, and secure translation tools, as for instance CEF eTranslation by the
European Commission, consenting to overcome or mitigate the language barrier. The level of digital maturity is
indeed also proven by the ability to embed innovative technologies to provide better services.

INNOVATIVE TECHNOLOGIES

The introduction and effective adoption of innovative technologies such as Al, blockchain, wearables, and so on,
provide institutions with higher transformative potential. Most Countries are taking action to stimulate the use
of innovative technologies in their public services. In this regard, City75 has a narrow degree of adoption of such
technologies. Focusing on their planning or implementation in public services, City75 is not yet considering Al
technology, is very shortly considering 0T, is very shortly considering blockchain, is not yet considering wear-
able technology, and is not yet considering robotics.
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When it comes to managing the digital transformation, another relevant innovative technology is data modelling,
as the process of examining datasets to derive conclusions from the information they contain. However, City75
does not have a Data Urban Platform which can give access to integrated data modelling functions, such as Local
Digital Twins or similar, which can provide access to virtual representations of assets, processes and systems.
Integrating data modelling can define and order consistent, high quality, structured data for policy scenario vis-
ualisations, policy impact prediction and monitoring, or for evaluating policy options. When available, however,
the presence of data modelling functions requires a favouring organisational culture, together with data analytics
and machine learning skills to govern the simulation models and gain knowledge from it.

ADVANCED METHODS AND PRINCIPLES

Digital transformation is radically affecting service delivery practices, and advanced approaches raised citizens'
expectations regarding the access to information. In parallel, they are encouraging the public authority to pro-
gressively rely on standards and shared solutions for an open governance, in order to encourage an optimised
management and re-use of resources. This dimension analyses the consistency of the methods and principles
used to increase and better orient digitalisation in the public sector. City75 has a limited capacity to embed and
make use of methods and principles for sustaining its digital innovation. Concerning this, effective strategies
regard the sharing of digital solutions, services or products with other public authorities. City75 seems not to
have a propensity towards importing and adopting solutions developed from other public authorities, while it
seems not yet to export nor share the digital solutions it develops. The tenders for procuring innovative solu-
tions are instructed considering open standard and open source requirements. City75 may consider the use of
open standards and open source solutions, since it encourages data sharing and data re-usability, while the use
and contribution to develop open-source software can increase public trust in the software. Interoperability as
the ability of services to communicate among each other is crucial to make services more sustainable and even
seamless. However, a set of good practices need to be implemented: from the use of standards for data and
sharing collection, to the availability of information in multiple languages and procedural transparency. In this
regard, City75 is not yet adopting interoperable digital solutions or services.

To further streamline operations exploiting EU-wide services available on the market, public administrations
need to consider the provision of cross-border and cross-sectoral public services. Finally, when it comes to the
design and development of digital solutions, an added value derives from uptaking solutions developed by other
public authorities and including strategies to synergise with other initiatives. City75 does not seem to opt for
successful partnerships, namely cooperating with other public authorities, sharing intellectual capital and skills
for a common goal. As a result, interoperability contributes to reducing redundancy and better exploiting inno-
vation presentin the EU landscape.

Moreover, City75 has a limited attitude towards the use of open source software, and it seems not interested
in sustaining its IT department in implementing alternatives. In addition, it seems not yet planning to imple-
ment standards for public code, which can be considered as an investmentin public infrastructure. The adoption
of such standards for public code reflects the capacity of the public authority to favour the development and
maintenance of software and policy together, towards higher quality services that are more cost effective, en-
courage reuse and sharing among public organisations, with less risk and more control.

In addition to this, City75 does not seem to apply the once-only principle in its services, which is an e-govern-
ment concept intended for ensuring citizens, institutions, and companies a one-time only provision of certain
standard information to the public authorities and administrations. This is another method for favouring re-use
and exchange of data, reducing the administrative burden on citizens and businesses.

LEVEL OF SERVICE EMBEDMENT

The Level of service embedment reflects the role played by the service in driving changes in public authorities. In
this context, three scaling mechanisms are relevant and return a specific view on how organisations can effec-
tively embed innovation in their service provision. In short:

®  Scaling outindicates the public authorities' ability either in replicating successful service innovation
from different contexts or in exporting innovative solutions experimented locally;

®  Scaling deep reflects to what extent service innovation is widespread and ultimately able to foster
behavioural and operational changes in the local context;

®  Scaling up assesses the reach of public authorities' intrinsic innovative potential in terms of service
development.
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City75 has a low capacity to embed innovation in its service provision.

SCALING OUT

Scaling out reflects the public authority’s capacity to replicate and transfer innovation, becoming a driver to the
adoption/replication/exportation of innovative solutions and services respectively by/in/to other public organi-
sations, either in case such solutions have been entirely and autonomously developed, or in case they are the
result of a process of continuous improvement. In this respect, specific and dedicated experiences of sharing
and collaborative networks play a crucial role, allowing public authorities to access a large variety of services and
related solutions opportunities.

City75's attitude towards such a mechanism is narrow. The dimension of Scaling out is also related to the ability
of the public authority to effectively and actively support and incentivise data re-use, going beyond the exploita-
tion within the public organisation. This can occur at multiple levels by defining selected partnerships with other
public or private stakeholders. An attitude that City75 does not present yet, identifying possible room for
improvement, which is also reflected by the fact that it does not seem to be sharing data which is then re-used
to create new services or solutions. In the frame of sharing digital solutions with other entities, City75 does not
yetembrace the practice of exporting and sharing what develops to other public authorities, not exploiting mech-
anisms of knowledge sharing.

SCALING DEEP

Scaling deep concerns the extent to which digital innovation has been integrated into service development result-
ing in actual adoption by users. This orientation comes with a level of changes in practices and behaviours that
public authorities need to undergo in order to make service innovation effective in reaching the societal domain.
This dimension is therefore related to the concept of context readiness, meaning that the public administration
can effectively offer services able to answer context-related needs.

In this regard, City75 has a cautious capacity to embed digital innovation in services in a pervasive way, which
generates changes in the local context, at the societal level. Relevant in this sense is the digital provision of ser-
vices. Transversally to its service areas, City75 provides the possibility to access services both offline and
online. However the digital option is little choice, showing the need of further improvement.

The scaling deep mechanism especially manifests by sharing data as potential knowledge and new practices with
learning communities, facilitating and encouraging distributed learning through platforms and participatory ap-
proaches. City75 seems not yet to present such an attitude, which is expressed by actively encouraging stake-
holders to use available data, for example through the creation of open challenges, hackathons and other inno-
vation practices. Speaking of that, City75 seems not yet to engage citizens in (open) data initiatives.

SCALING UP

Scaling up refers to how the embedment of digital innovation into services implies organisational change, requir-
ing organisational structures modifications, and revision of previous routines, practices, and even policies. To
reach and guarantee an autonomous supply and provision of such services, public administrations have to un-
dergo a process of adaptation and renewal. Scaling up reflects the degree and extent of completion of such a
process.

City75's attitude towards such a mechanism is poor.

This mechanism implies that innovative solutions and approaches are codified in organisational policies and
institutions, hence impacting the institution at higher levels.

Over the years, the public sector enacted reforms to prioritise digitalisation aiming at enabling greater efficiency
and effectiveness, investing considerable resources to encourage the adoption of practices able to make services
more responsive to citizens' needs. In this direction, the attempt to grant citizens with a wider accessibility to
services can be supported by the adoption of a multilingual service provision, which City75 averagely integrates
by presenting multilingual options in some of its service interfaces.

Moreover, citizens can be also empowered by having access to Open Data. This also includes the possibility to
ask governments to increment the public datasets, providing more accurate information. City75 seems not yet
able to take citizens' demand for datasets in consideration, demonstrating an improvable level of responsiveness
towards requests from the context. In the changing data context, data are relevant means for assessing and
measuring performance in service areas as well as to drive their development. These data can be provided di-
rectly by service users, often in real time, and they can be used for orienting the improvement of service delivery.
In this direction, City75 does not collect data or end-users’ evaluations about the use of services aiming at using
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them for the design or improvement of the service, hence revealing its proneness to exploit relevant data in the
service development.

Opening up and engaging in collaborations with other service areas to favour innovation, however, requires
organisational and administrative changes. City75 has not been committed to this practice.

City75 has not been engaged in this typology of change.
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