
The Citizen Engagement Exchange 

 
Having been involved in ICT in both public and private sectors and then electronic 
government since its inception, along with community ‘politics’, I was aware of a gap 
between what was being delivered and what was suggested. As a result I started 
researching, so that I myself might understand what had happened and why. 
 
From researching the literature and talking to colleagues I came up with a model of 
how matters might be improved. 
 

 

 

The model proposed reflects the ‘lean thinking’ opinion that only the citizen can 
define value or quality. Hence citizens are represented at the top of the illustration, 
since it is their satisfaction that is intended to be measured on a relatively 
straightforward basis, compared with many existing models for customer satisfaction 
which involve complex calculations on multiple variables.  



 
The model is a view of the end-to-end process involved in citizen engagement, with 
the citizen able to approach any service by any channel or mix of them. The User 
Layer and Performance Layer will not be entirely apparent to the citizen but the User 
Layer will permit the supply of and response to feedback regarding service. The 
Performance Layer stores and processes both satisfaction and longitudinal usage 
data about all channels. It is important to remember that a range of channels, or 
modern mechanisms of service delivery, including face-to-face, telephony, web or 
combination of them, are likely to be facilitating services. The numbering of channels 
from 1 through n in the model allows for the existing ten or more service channels 
and any future ones as they are developed. 
 
When the citizen views information or makes some service action, through 
whichever channel, they are able to supply satisfaction feedback, which along with 
usage information (channel and time) is captured at the User Layer and recorded in 
the Performance Layer. The User Layer also permits feedback from the service to 
the user, informing them of any changes carried out as a result of feedback, service 
issues and downtime, thus hopefully managing the promise gap. 
 
The Service Layer encompasses the back office including ICT applications, service 
processes, regulatory and legislative requirements, and policy. Thus, feedback may 
be supplied at the User Layer complaining about the presentation via the web, which 
will require action at the Channel Layer for the web channel to amend, whereas if the 
issue is about information being requested, this will require review in the Service 
Layer, which itself may be to do with the system process, policy or the ICT 
application in use and could need attention from any one of a range of people from 
ICT staff, service management or politicians. 
 
The need for a feedback loop has long been identified in the literature. In fact, the 
loops need to reflect all the relevant gaps, which include the policy (or internal 
communications) gap, the promise (or external communication) gap and the design 
(or performance measurement) gap.  
 
There are possible limitations to the use of such a parsimonious model in practice, in 
that citizens may not be fully aware of some of complexities behind how a service is 
presented when giving feedback, which means making use of the loops to present 
any rationale for not responding. Similarly, small amounts of feedback may need to 
be accounted for in relation to a larger user base, otherwise relatively ad-hoc 
changes may be driven by a statistical minority. 
 
The model proposed is just that, a model. Due to the diversity of systems and 
structures in use a standard application is not appropriate. The main requirement to 
implement the model is a corporate will for cultural change - the need to accept the 
variants on co-production as useful tools, an understanding that all channels should 
operate sympathetically, and the necessity for staff supporting different channels to 
cooperate. 
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