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Abstract: This paper reports from a citizen sourcing project carried out in Sweden. 
It reveals and describes government 2.0 challenges discovered during the 
development of a mobile citizen sourcing solution called Munizapp. Munizapp is a 
fully integrated mobile complaint and problem reporting system that enables citizens 
to report issues to municipalities and municipalities to send back status updates and 
replies to citizens. It becomes clear that there are several challenges hindering 
municipalities in adopting and utilizing government 2.0. The challenges are related 
to earlier identified e-government challenges and it is thereby revealed that 
municipalities in Sweden are still struggling with challenges emphasised several 
years ago.  By highlighting challenges that need to be addressed to utilize the full 
potential of government 2.0 this paper contributes to both practice and research 
within e-government. 

1. Introduction 

E-government has been recognized as important for the public sector to become more 
effective and efficient and to increase the quality of service to citizens [1]. Moving focus 
from internal improvement towards openness, government 2.0 has become a worldwide 
trend in the public sector [2]. Government 2.0 promotes transparency, participation and 
collaboration [3- 4] together with responsiveness and accessibility [5]. Government 2.0 is 
enabled by information and communication technology (ICT) utilizing web 2.0 
technologies. Web 2.0 encourages collaboration by utilizing advanced technology for social 
computing [6]. Examples of what web 2.0 technologies enable are social media, 
networking, video sharing and collaborative web applications. Many of these technologies 
are built on collecting crowd wisdom i.e. crowdsourcing technology. Crowdsourcing can be 
defined as outsourcing a certain task to an unspecified group of people [7]. Crowdsourcing 
for the public sector is referred to as citizen sourcing which is to outsource governmental 
activities to citizens. A number of researchers have identified citizen sourcing as having 
great potential for turning e-government into government 2.0 e.g. [8-12]. Citizen sourcing 
projects has been initiated in governments worldwide e.g. Granicus, SeeClickFix and Peer-
to-Patent.  However citizen sourcing is still a relatively new and unexplored phenomenon 
and research is needed in order to increase knowledge [9, 12-14].  
 A research project in Sweden has developed and evaluated a citizen sourcing solution 
based on mobile technology for Swedish municipalities and their citizens [15]. This paper 
reports on Government 2.0 related challenges for municipalities to adopt and utilize the 
citizen sourcing solution. Many e-government initiatives have been taken but without much 
impact, initiatives often fail and implemented e-government services are often rudimentary 
[16]. Investigations of challenges that municipalities face are therefore important in order to 
highlight potential hinders that public sector needs to address to be able to further adopt and 
utilize e-government and government 2.0.  Also the paper complements earlier research on 
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citizen sourcing that has mainly been focused on technology as a facilitator for citizen 
empowerment [12, 3]. 

2. Objectives 

The objective of this paper is to reveal and describe government 2.0 challenges discovered 
during the development of a mobile citizen sourcing solution. The objective is guided 
through the following research question:  
 
What government 2.0 challenges do municipalities face when adopting and utilizing citizen 
sourcing solution? 
 
 This study informs researchers and practitioners about perceived challenges for 
municipalities in Sweden today.  It is also intended to be used by academia when deciding 
on what further research efforts are needed within the area of Government 2.0, in specific 
citizen sourcing. This study thereby strengthens the research area of citizen sourcing which 
is a new phenomenon were empirical studies on initiatives in real settings are scarce and 
sought for [8, 12, 17].  
 The identification of challenges is also of importance for municipalities in terms of 
developing a practical understanding of problems that might occur when adopting 
Government 2.0.  

3. E-government Challenges  

A thorough investigation of literature on e-government challenges has been made by [18] 
and the challenges was thereafter grouped into five categories as outlined in Table 1 below. 

Table 1:Categorization of e-government challenges  

E Government challenges categories

I f i d d

Information technology 

Organisational and managerial 

Legal and regulatory   

Institutional and environmental 

 
 Challenges related to information and data mainly concerns the quality of data and 
information which is an important aspect of e-government. Information technology 
challenges are also considered a core aspect of e-government. They relate to ease of use of 
technology as well as operability since the IT environment present at many governments is 
often old and complex [18]. The organizational and managerial challenges present within 
governments deal with the capability to manage e-government initiatives. Examples that 
jeopardize the e-government initiatives are resistance to change, different goals and lack of 
alignment [18]. Local governments are forced to adhere to a number of restrictive laws and 
regulations limiting the acting space available. Autonomy, privacy and political pressures 
together with environmental context create challenges grouped into institutional and 
environmental challenges [18]. In later years researchers have started to investigate 
challenges related to government 2.0. Examples include [3] and [19], who states difficulties 
in analyzing, sharing and management of data gathered from web 2.0 technology as a main 
challenge; [11] writes about strong regulations on information flows. [16], among others, 
have identified tensions between openness and protection of civic rights when governments 
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increase openness and transparency as a challenge for government 2.0. [10] states fear of 
losing control together with a fear of creating a heavier workload for government officials 
as government 2.0 related challenges while [20] reports on difficulties for government 
officials to put trust in external resources as a challenge in one of very few empirical studies 
found on government 2.0  

4. Methodology 

To answer the research question, an empirical study using a bottom up approach is used 
where a new mobile citizen sourcing solution is used as the platform for discussion. The 
empirical material has been gathered from people within several organizations in 
accordance with the case study methodology [21]. Challenges were identified and captured 
through the participants’ descriptions and the researcher’s findings from being active in 
workshops aimed at conducting process analysis, gaining approval and improve the mobile 
solution. 
 A total of ten workshops were carried out with five different municipalities. All of the 
workshops were performed at the municipalities’ facilities and with municipal officials 
participating. The number of municipal officials that participated during the workshops 
varied between 2 and 10 persons and the number of researchers participating varied 
between two and three. The municipal officials that participated had different roles such as 
administrators, registry clerks, CIOs and CFOs. Notes were taken by the researchers at all 
workshops and the municipalities’ processes for complaint and problem management were 
mapped and analyzed.   
 The researchers have also been active participants in the development, testing and 
evaluation of the complete solution. The solution is designed to support all aspects of 
government 2.0 by providing functionality that enables transparency, collaboration, 
participation, accessibility, and availability. These functions serve as the basis of analysis 
for identifying challenges through analysis of written material from the workshops, 
requirements specification for the solution, project meetings and research work performed 
[22]. To examine how local government has evolved in the last years the identified 
challenges are also related to e-government challenges identified by [18] in research 
literature up until 2005. 
 Both municipalities and citizens have been engaged in the development of the solution. 
Besides the aforementioned workshops several demonstrations, tests and evaluations of 
solution prototypes and of the final solution has been conducted with municipalities.  
Citizens have been engaged in prototype demonstration and evaluation as well as testing 
and evaluation of the first commercial version of the solution. 

5. Description of the Citizen Sourcing Solution  

A research project at Stockholm University has developed a fully integrated mobile 
complaint and problem reporting system [20]. Through an app on a mobile unit, citizens 
can submit comments and report problems to their municipality.  Examples are broken 
street lamps and overflowing garbage cans. The app also enables citizens to send in 
opinions, complaints or give positive feedback to a municipality. Via an e-platform, 
reported issues are automatically registered in case management systems (CMS) of the 
municipalities. The solution also enables municipal officials to provide answers and status 
updates on reported issues back to the app through the municipalities own CMS system. 
This means that a citizen who reports an issue on their phone can follow how the case is 
handled internally within the municipality. The response is automatically sent back to the 
unit from which the issue was reported. The built-in GPS functionality in mobile units also 
allows the coordinates and address of a position to be automatically sent with the report.  
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Using the built-in camera, pictures can also be sent with the report. Other included 
functions are view and vote on other reported issues. The app is free of charge for citizens 
and all municipalities are included in one app. To increase the fit for different needs within 
municipalities it is possible to customize the app through configuration possibilities that are 
built in to the solution.  
 There are a few solutions similar to the presented solution; examples are FixMyStreet, 
SeeClickFix, ComCom and Felanmälan. The solution differs from the existing solution in 
five essential ways: (i) It allows two-way communication through apps; (ii) It is a complete 
solution offering both front-end (app), middleware (e-platform) and back-end (integration 
towards CMS systems) (see figure 1); (iii) It provides municipalities with moderation 
functionality something that is important for citizen sourcing solutions according to [9, 12]; 
(iv) It utilizes the unique ID of smart devices wherefore users can remain anonymous and 
no registration prior to start using the solution is required. This is one of the key features for 
true mobile solutions according to [23]; (v) One app for all citizens but configurable on 
municipal level, which is a result of the solution being built in tight collaboration with 
municipalities. 
 Within the research project a business model for the solution has also been developed 
and the solution has recently been made available on the Swedish market. A commercial 
partner (A) has taken over all rights of the solution. A is an established IT vendor and was a 
co-sponsor and developer in the research project. A are responsible for the maintenance of 
the solution and to implement the developed business model. Also, A plans to launch the 
solution in Estonia, Latvia and on Island. The app is free of charge and downloadable from 
App Store and Google Play.   

 
Figure 1: Mobile Complaint and Problem Reporting System Architecture   

6. Results 

When adopting a government 2.0 solution a number of challenges can be of hindrance for 
local government. In this section government 2.0 challenges are presented and related to 
functionality in the solution that enables citizen sourcing. Also how the challenge can be a 
hindrance for the different of government 2.0 aspects (transparency, participation, 
collaboration, accessibility and availability) are described. The challenges found are 
labelled according to the categorization of e-government challenges complied by [18].  

Table 2: Challenges hindering transparency   

 

Transparency Challenge Category (Gil-Garcia) 

View issue 
replies from 
municipality 

No routines for answering citizen’s within municipalities. If no 
one within the municipality writes an answer it does not matter 
that the new system support answering on issues. 
 

Organisational and 
managerial 
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Protecting 
citizens’ 
privacy/ View 
others reported 
issues 

There is a difficult balance between being transparent with 
information and protecting citizen’s privacy. The solution requires 
municipal workers to view all issues before publishing them in 
order to protect the privacy of citizens. By creating a filter for 
information towards the public transparency is affected. 

Legal and regulatory, 
Institutional and 
environmental 

View issue 
status 

CMS systems do not support automatic replies of status updates 
or information about issues registered in the system. This need to 
be developed within municipality CMS systems. 

Information technology

 

Table 3: Challenges hindering participation   

Participation Challenge Category (Gil-Garcia) 

New 
additional 
channel 

The new channel should not exclude people without smartphones 
wherefore it is important that all traditional channels are kept and 
given as much importance. This gives the municipalities a new 
system without the possibility to shut down existing ones.  

Organisational and 
managerial 

Smartphones When more citizens and new groups of citizens (youngsters) 
participate in less controlled environment, more and unstructured 
information is sent into the municipal systems creating 
information flow that they “are not ready to handle” (Quote 
municipality). 

Information and data, 
Organisational and 
managerial 

Utilize social 
network 
technology 

Again there might be a conflict in protecting citizen’s privacy. 
The municipalities cannot publish issues on their Facebook wall 
because then the privacy issue appears. Therefore information 
about an issue can only be posted on the wall of the citizen 
sending the issue. This makes it more difficult for the 
municipality to moderate discussions and participate in 
discussions regarding the municipality. This could also have 
effect on transparency. 

Institutional and 
environmental 

 

Table 4: Challenges hindering collaboration   

Collaboration Challenge  

GPS and map 
functionality 

The new channel automatically includes GPS coordinates and 
pictures taken with the built in camera. However, municipal 
systems cannot handle this type of information naturally. Also, 
the municipality uses other maps.   

Information and data, 
Information technology

Categorization, 
type of issue 
and 
administrative 
unit 

Some municipalities want to make sure that issues get to the 
correct department, enforcing citizens to send issues to a specific 
department. This requirement makes it necessary for a citizen 
who wants to report an issue to be aware of how the municipality 
is organized. The usability of the app is thereby affected by 
incorporating several mandatory steps before the submission of 
an issue. Also, issues are routed to the wrong administrative unit 
when citizens choose the wrong unit. A case can “theoretically 
spin around a lot in the system between different administrative 
units” (Quote municipality). 

Institutional and 
environmental 

Agree on 
issues, Counter 
showing 

Municipal CMS systems cannot handle voting information and 
the municipality workers are unsure how to make use of the 
information.  

Information technology, 
Organizational and 
managerial 
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number of 
people who 
agrees on an 
issue 

 

Table 5: Challenges hindering accessibility   

Accessibility Challenge  

Mobile 
platform 

Municipalities face a problem with not educating and informing 
employees about newly acquired IT systems thereby it becomes 
a clear risk that new solutions won’t be used “the management 
commitment, the people and education are what are required for 
an IT system not to be a system on the shelf” (Quote 
municipality). 

Information and data, 
Organizational and 
managerial 

All Swedish 
municipalities 
in one app 
 

To make it easier for citizens, one app has been made. This 
however creates difficulties for municipalities to adopt new 
routines and rebuild systems to fit with the new channel. 
Although configuration possibilities exist, it is difficult for one 
municipality to get a 100% fit with their expectations. 

Organizational and 
managerial 

Intuitive Value adding functionalities for municipalities affecting the 
usability of the app.  

Information technology 

Smartphone 
technology 

Mobile technology erases the need for citizens to provide 
personal contact information in order to get an answer to issues. 
This creates an uncertainty within municipalities on how to 
reply on issues. Also a fear of getting many garbage issues when 
people can be anonymous has been detected. 

Institutional and 
environmental 

Free of charge 
for citizens 

Free of charge for citizens facilitate accessibility, however this 
creates a pressure on municipalities to incorporate the new 
channel although they “don’t feel ready”. Once they have 
adopted the new channel it becomes difficult to shut it down. 

Institutional and 
environmental 

Issue replies 
pushed 

The mobile communication channel creates a need for messages 
to be simple and shorter compared to mail conversations.  

Information and data 

 

Table 6: Challenges hindering responsiveness   

Responsiveness Challenge  

Integrated 
towards 
existing CMS 
systems. 

Within municipalities’ different units use different isolated 
systems and are only familiar with their own system, thus not 
wanting to change. This creates a need for integration towards 
several CMS systems within single municipalities, making it 
expensive and time consuming to adopt the solution. 

Information technology 

Agree (vote) 
on issues 

There are no routines to incorporate opinions from citizens in 
the internal quality management work within the 
municipalities. 

Information technology, 
Organizational and 
managerial 
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7. Business Benefits and Conclusions 

From the experience of the work performed within the research project it has become clear 
that it is possible to create excellent technological solutions for government 2.0 however, 
there are several challenges to realize the benefits offered due to challenges as described in 
the result section of this paper.  
 The result provides a clear view of challenges that municipalities, considering adopting 
the solution, need to address to fully utilize the potential in the government 2.0 solution. 
Challenges related to all category’s described by [18] was found. There are many 
similarities between government 2.0 challenges reported in this paper and e-government 
challenges described by [18]. This implies that although the research community as well as 
practitioners were already aware in 2005 of what challenges to overcome many of the same 
challenges still remain. The technical tools have evolved and citizens have become more 
technically mature. The municipalities involved in this research wants to engage in this 
development and be at the same level as their citizens but they need to overcome challenges 
hindering them.  
 Requirements on the solution from both citizens and municipalities were regarded as 
important in this project. The adoption of the solution is dependent on both citizens and 
municipalities regarding the solution as usable since municipalities are the paying 
customers and citizens are the customer’s customers.  For similar projects, to identify 
requirements and challenges, the authors therefore recommend to involve and engage both 
citizens and municipalities through the whole development cycle. For example citizens 
could be engaged by using focus groups where citizens are involved in testing and 
evaluation of prototypes. Since in this research challenges related to all e-government 
categories were found, similar projects should gather requirements and identify challenges 
that needs to be addressed by taking a holistic perspective were not only information 
technology aspects are considered but also organizational and managerial, institutional and 
environmental, information and data, legal and regulatory aspects. The authors recommend 
doing this in close collaboration with the organization by conducting in depth 
organizational and process analysis.  
 By providing information on potential hindrances the paper contributes in helping 
municipalities to make better informed decisions and requirement specifications when 
adopting government 2.0 solution. Municipalities considering adoption of the solution need 
to be aware of the need to address aspects outside of the technological solution in order to 
reap the benefits of the solution. Organizational change needs to supplement technological 
change to realize the full potential of government 2.0. In particular municipalities need to 
address identified challenges by improving and create awareness about routines and process 
management, improved education and readiness for change and attitudes towards inclusion 
of citizens in internal work. Also refining their IT environments by improving systems 
functionality and build integration between systems. These actions will work towards 
removing both technical and organizational silos present today.  
 In the future the authors will evaluate the adoption and benefits of the citizen sourcing 
solution when it has become established on the market.  Future research should also focus 
deeper on finding ways for municipalities to overcome identified challenges since it is 
obvious that the efforts made up until today have not been enough. Although municipalities 
face challenges in becoming government 2.0 compatible this research has also shown that 
there is a consciousness about not being ready and also a willingness to adopt new 
government 2.0 technologies. Furthermore, it was found successful to use technology to 
initiate a change dialogue and to highlight issues that need to be addressed by 
municipalities. This approach will be further investigated in future research. 
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