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Abstract

Information and Communication Technologies (IGiFs) becoming increasingelevantin
policy makingand governanceactivities However,the broad effects ofdigital governance
have not been adequately conceptualised; conftigtiassumptions vary from rather
optimistic accounts of empowered citizens to even completely dismissingdtential of

engagementhrough technical means

This researchattempts to repositionthe impact of ICTsro policy makingand political
communities Drawing from institutionaktudies an integrated perspective s/nthesised
to guide casenvestigations in three main directions: (1) the way influenéesn the
institutional environmentare understood and balancebbcally, (2) the co-evolution of
institutional and technological configurations and (3) thygnamicresponseof institutional
actorsto the challenge of online engagemerithe empirical part focuses on two different
contexts [ocal government authorities and a trade union federajitimat cower the hdistic

objective of this study.

The findings inform on the extent to which ICTs are actually merging with existing
governance structures. Both studies show that policy making is fundamenitiiyedt

from other activities atthe general interseton of Internet and politics Gtizens form
online communitiego organise ad hoc around single issue movemeHrtsvever, thigloes

not necessarily translate into sustainable and meaningful participaticiorimal politics.
Hence adaptinginstitutional structuresemerges as a complicated challenge beyond fitting

technical meanto existingengagement activities.

On this basisthe thesis questions the extent to which policy making mechanisms are able
to enact engagement from the grassroots, as for egkaencouraged by the social media
collaboration philosophylmplications for practice show how the alignment between new
tools and the existing norms has the potential to identify paths of least resistance, and then
exploit them to accomplish positives ainges whose beneficial effects should not be taken

for granted.
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Chapter 1 - Introduction and Motivation

1.1 Introduction

The concept of participatory decisignaking in public governance was historically
established in ancient Athens around 2500 years ago. It sought to enforce collective power
through predefined rights and obligations imposing direct anllectivedecisionmakingas

a citizen obligationpven in terms of being able to produce a quality opinion and cast a
justified vote. In fact, citizens who were not willing or able to participate were called
GLINR @I §S¢ OAGAT Sya Ay | yhedinfteidgdriiate loBsesyduryig/ S N&
LJdzof AO RSEftAOSNIiA2yad ¢KA& Aa K2g (GKS 62NR
O' 4L - " T LINX G (.%Basdrigirmally gskRabarbckriezsofmd@éias 2 § Y 0

either mentally ill or indifferent ® public concerns.

Modern public institutions have increasingly been considering the use of Information and
Communication Technologies (ICTs) to foster citizen engagearehtattempt to reach

citizens beyond their private worldit is becoming widely aepted that technology

initiatives are no longer exclusively implemented to achieve financial and operational gains,

but also to provide broader citizen engagement effedts.this effort, a plethora of

available tools have been applied in a wide rangeavegnance activitiege.g.Chee 2008)

tKSaS AYyAUAlIGAOBSa KIS 0SSy RNAOGSYy o0& GKS 0o
processes is sigigant but has yet to be reaksl (Chadwick, May 2003, Bekkers, Homburg

2007) Within this debate, the concept of technology mediated citizen participation or
eParticipation is a new research area and an important part of the eGovernment agenda

(e.g. Saebo et al. 2008, Rose, Sanford 2007, Macintosh.2006)

Online citizen engagement activitiegre viewedas part of the digital governance field;
complementary to participatin in policy making, citizen engagement is recognised as an
objective covering a broader range of activities such as collaborative service deggn
Chan, Pan 2008pDverall, gverning institutions use mine means to interact with citizens
and provide themwith added value elements in different ways from political involvement
to traditional service delivergnd electronic votingJanssen et al. 2008h this effat, ICTs

for public involvement are not simply a set of new services but an emerging agenda of

13



governanceactivities that seek to foster transparengyopenness and legitimacge.g.

Bingham et al. 2005, Bertot et al. 2010)

Thisthesis concerns theconnection between ICTs, people and th&rmal governance
activities.The working term eParticipatiois adopted and usephterchangeably with online
engagement.The research associateswith any efforts d& online engagementbeyond
improving internal processedotivated by the availability of new technologies and their
more widespread usehe main objectiveof this studyis to examine the integration and
impact of ICT# policy makingln a complementary aspecthis integration processdsas
beenreferred to as istitutionalisation or enactmente.g. Fountain 2001, Cordella, lawai

2010, Azad, Faraj 2009, Kim et al. 2009b)

The institutionalisation or enactmentiew generallyaims toexplain how public systems,
policies and actors both shape and are shaped by the environment within which they exist.
The outcome of this examitian can uncover how those ICifsdifferent contexts succeed

or not to have a positive impact on existing policy makigch an investigation can be
particularly useful as the digital governance concept is maturing from the
theoretical/experimental to tle implementation levelDespite rapidly growing work in the
field, a number of influential studies recommend that there is a lot more to learn about the
actual effects ofpolitical engagement ICTan policy makingstructures(e.g. Saebo et al.
2008, Macintosh 2004b, Macintosh et al. 2009, Dutton, Eynon 2009)

The currentthapterserves as agsearchintroduction andthesisroadmap. The next séon
presents a brief backgrourmhd summarisethe thesismotivation. Section 1.3outlinesthe
research approactwhich includes a introduction to methodologyand the empirical
context Section 1.4 statethe expected contributiorof this workand section1.5 presents

a thesis roadmap whicpreviewsupcoming chapters.

1.2 Limitations on thestudy of ICTs imgovernance

During the last decade, there are numerous examplekCa® in democratic processdsr
example petitiongSeaton 2005)consultationgTomkova 2009)deliberationgRose, Saebo
2010) planning applicationgConroy, Evan€owley 2006)and participatory budgeting

activities (Peixoto 2009) These areas have been supported by a large variety of common
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tools deployed in citizen engagement efforts. Such examples can include newsletters, alert
servicespolls, surveys, webcasts, podcasts and search engieamer 2007) Caddy et
al. (2007)review numerous examples of eParticipation projects in terms of stakeholders

involved,aims and scope, tools and methodologies used.

The increasing useof ICTs in public engagemehgas seen a combination of existing
practices pushed on the web due to the expectations generated by the availability of new
technologiegSaebo et al. 2008)-ollowingsomeyears of experimentations, mainly before
2004, such tools are now gaining maturiepnsolidatingmore comprehensivéessons on
their use.However, understanding theonditions under which they become part fofmal
policy makingis essential to eventually realise their potential from theory pgractice
(Saebo et al. 2008, Macintosh et al. 2Q09)

For example, in their review of Internaind politics, Anduiza et al(2009)inform us that
such a relationship is not in any case lindars rather uncriticalto assume that effective
use of Internet tools will necessarilycreasepublic participation andcontribute to better
policy makingRecent studies have discovered unpredictable patternsrdine political
behaviourwhich warnthat online citizerdriven political activitydoes not automatically
converge with formal policy makin@.g. Jungherr, Jirgens 2010, Lindner, Riehm 2010,
Carman 2010, Panagiotopoulos et al. 2011)

Similar indications have beamcoveredby studies which exame the integration of those
tools (e.g. Gronlund 2003, Miller 2009, Panagiotopoulos;Délbei 2010) In fact,
engagementefforts became even more complicatedth the emergence of the Web 2.0
paradigm and the opportunities it generatéor online interactions (e.g. Saebo et al. 2009,
Chadwick 2009)Although the eParticipation term first dered more traditional aspects of
public sector Information Systems, it was later recognised that Web &@dnsiderable
implications for engagement strategi€Mleijer, Thaens 2010)nstitutional actors such as
public authorities, political parties and universities have been challenged to reshape their
activities in order to enable, instead of constraining, bottam involvement efforts by
networked individuals(Dutton, Eynon2009) This naturally leads to e concept of
exploiting more spontaneous citizalriven political activity produced through everyday

Internet tools(e.g. Macintosh et al. 2009)
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Although there are some suaessful cases demonstrating positive results, citizen
engagement initiatives are often impeded by practical barriers such as low adoption,
reduced acceptance, coordination difficulties and a lacknpfactassessmen{Saebo et al.
2008, Macintosh et al. 2009l fact, projects pursuing citizen engagement have proved as
complex to implement as any other eGovernment servilegse, Grant 2013nd have
additional difficulties, including targeting stakeholders and integration within the policy

making lifecycldée.g. Macintosh 2004b, Andersen et al. 2007)

Indicatively, the challenges f@chieving meaningful engagemeintlude: (1)handling the
problem of massive scale, (2) building capacity and citizenship, (3) ensahegenceand
integration withinthe different stages of the policy making life cy¢l¥), understanding the
impact of engagement effortsand (5) achieving institutional commitment to adapt
structures and governance procesg®dacintosh 2004h)In particular among thesethe
challenge of how to cultivate citizen engagement thrbugstitutional mechanisms
remains mainly unsolved and results in poor sustainal{ilipwyndes et al. 2006\ccording

to Carman(2010) for such mechanisms to be sustaitetand meaningful, significant
attention needs to be devoted on public perceptions of procedural fairness and neutrality

with regards to the use of engagement tools.

Despite the aforementioned shortcomings, researchers and practitioners have been
enabled b report on notable cases on how political institutions could use technology to
reconnect with their public. However, moving beyond instrumental, technological and
application descriptions, we still need to better understand this connection at a conceptual
level and examine its implication for institutions themselves. The widespread use of
engagement tools, their challenges aocdntroversialimpact have opened a whole agenda

of theoretical issues which have not been adequately explgeed. Bingham et al. 2005,
Macintosh et al. 2009)For example, the models used so far to describe progress in
participatory applications are often biased over technological or political statements
(Gronlund 2009)most of them demonstrate a passage frominéorming (posting public
information online) to eConsulting (citizens are consulted online) and eventually-to e

Empowerment (citizens seize decisimaking agndas).

According toMacintosh et al(2009) efforts towards maturity of the field require research

that will realisestronger linksbetween theory and practice by positionid@Tswithin
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frameworks embeding cultural and ideological dynamics. Such dynamics shape the
eParticipation concept as a strategic issue for political institutions beyoptementation
decisionsand thus,are subject to interpretationdy online engagemenactors The next

sectionintroduces the institutional perspective in information systems research

1.3 ICTs andnistitutions: examining the mteractions

The study of ICTs andnstitutions comes at the forefront due to the fact that, during
adoption processes, ICTs for public engagement ugublkars wider concerns over
traditional policy making In many cases, technologies uncover underlying assumptions
which provide prima facia evidence thakisting structureswithin organisations could
explain, or even have predicted, emerging respondésre recently, the impact of ICTs on
public sector change has begun to be examined from the institutional theory perspective
This theoretical lengiews such initiatives as standing at the intersection between people,

institutions and efforts of technologynovation(e.g.Orlikowski, Barley 2001)

Studies of ICTand organisations have revealed how institutional factors can affect the use
of technologies in dissimilar, but equally significant w@yg. Mignerat, Rivard 2009, Currie
2009) Current work in digital governance research includes elements of institutional
thinking, but fails to comprehensively establish this connection acrossretiff contexts.

For example, studies have highlightagpects such as:

1 How institutionsshape the conceptualisation and conduct of ICTs for participation
at the policy framework levglChadwick, May 2003Dneof the examples used in
this studyis the UKLocal Democracy, Economic Development and Construction Act
(2009) which forced English local authoritieso implement online petitioning

facilities for their citizens

1 The opposing views reflected by diverse political actors and elected representatives
in particular (Mahrer, Krimmer 2005)It seems that the more radical the citizen
participation cancepts, the less the suppors expected fom politicians. Possible

interpretations are attributed to personal fear of change
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1 Dilemmas occurring within politicabrganisationson how systems shoulde
integratedadministratively and politicallyror exampleMiller (2009)reports on the
'Y tFNIAFYSydiQa RSoIFGS O2yOSNYyAy3a GKS Ay

would balance public expectations with institutional practices.

The abovework provides anmportant starting point for more holistic examinations which

can take into account previous Information Systems (IS) research on the stidy<oand

institutions. In common usage, the terrmstitution is often perceived as a large formal
organisation. Havever, from the theoretical perspective, institutions are not organisations,

odzi GKS y2N¥az &aGNHzZOGd2NB&aX aidl yRIFENRodaSR 0SH
ANI YGSRE @A 0KRA y(Powef, RDiIMAgGIdNRoA1a Scattk2B808) this sense,

institutions can exist as a social context without any formal organisation. Such structures

are not de facto sources of stability sincethey éad 2 6 K Syl 6t S | yR RA&Ll N

those seeking cha3 $cott 2008, p.220).

In ISresearch, a rising number of studiase adopting an institutional view to examine-IT
related phenomengMignerat, Rivard 2009, Weerakkody et al. 2009)ey lesson from
institutional studies is that ICT strategies, policies or systems face resistance when in
conflict with institutional dynamics, but are facilitated when aligned with them
(Christiaanse, Huigen 18P Not without their critics (e.g. Hasselbladh, Kallinikos 2000)
institutional studies offera conceptually rich perspective to explain howofiented forms

of organising may gain (or not) legitimaayd become part of organisationslignerat and
Rivard (2009) distinguish between studies focusing amstitutional effects and those
focusing on institutionalisation processes mainly from an organisationasppetive.
Weerakkody et al.(2009) explain that an institutional perspective provides a useful
conceptual basis for investigating issues of shaping change in public sector environments,

as well as an analytitkens to examine the political view of institutional processes.

Also esponding to the call fonew theoretical approachesn public sector ICTghe

institutional view has beengaining momentum (Yildiz 2007) Different scholars have

focused on the institutional aspectrdm the eGovernment enactment framework
developed byCordella and lannac010F (2 GKS O2y OSLJi 2AFada & A ( dz
and Faraj(2009)and the institutionalisation dimensions addressedKiyn et al.(2009b)
Nevertheless, el K2 dzZ3 K SD2@SNY YSy i a&newididfi®d Sngagihghe | f & 2
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citizen in the palical process (eParticipatiohjOng, Wang 2009)imited previous research
has focused onhow citizen engagement exercises impact upon and are affected by
governancenstitutions. Havingintroducedthis backgroundthe next sectiorsummarises

the research approach adopted in this thesis

1.4 Introduction to research @proach

Summarising the previous sect®nit seems that the availability of new technology
stimulates opportunities to develop new forms of digieaigagenent. Howevey previous
studies indicate that the rapid pragmatic evolution of online interactions fails to make clear
their underlying logic and sometimes resultslie potential of ICTbeing ignored. In other
occasionspolitical organisations rush t@xploit ICTs within the scope of their traditional
governance activities, but they fail to adequately prepare, understand and assess their
impact On this basisthe online engagemeniconceptmotivates this study to explore the

following simple, yet impognt question:

How dolCTdor public engagemeritnpacton institutional policy makingtructure®

1.4.1 Aimsand dojectives

Adopting aninstitutional approactes a theoretical basis, thstudyattempts to link the use

of ICTs for public engagement in differezdntexts and develop joint conclusionBhose

tools at the beginningemergad as part of eGovernmentresearch thus positioning
governmental agencies at local, national or transnational lev¢he centre of attention
Neverthelessgestablishing more gemalised conclusions is important sindeK S 02 y O S LJi ¢
relevance is not limited to civic function®ther formal policy making mechanisms based

on representative relationships include political parties, trade unions, or any otienc-

institutional contexts Such communities are affected lngagement technologieqm

various ways and in many cases need to reconceptualise their traditional political processes

and even their internal structure and organisatidrhis investigatiortan be broken down

into the following motivatingquestions

1 Howpolitical organisationgperceive institutional influences to exploit ICTs for public

engagementaind how does this reflect upon theirganisational environment
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1 How dolICTs for public engagement adapt to existing poli@king mechanisms

during their institutionalisation processes

1 How do different actors influence the adoption and use of ICTs for public

engagementand what is their effeabn processes of institutionalisatian

Addressing thosessueswithin the main researh question leads to the division of the

following objectiveswith their corresponding thesis chapters

1 Objective 1¢ Present a concise review of the institutional perspective in
organisational studies and IS research with particular focus on the inteyasct

with the institutional study of ICTia governancgchaptes?2 and 3).

1 Objectie 2 ¢ Demonstrate how the institutional perspective has the potential to

illustrate the use ofCTs irgovernance (chapters 3 and 4).

1 Objective 3¢ Uncover new insights thathis perspective can elicit on digital

governance initiatives led by governmental agencies (chapter 5).

1 Objective4 ¢ Uncover new insights that this perspective can elicit on digital

governance initiatives led hyon-governmentaktommunities(chapter 6).

1 Objective5 ¢ To holistically examine thempact of ICTscombine and evaluate
conclusions from the two case studie®n this basis, develop implications for

theory and practiceas well asuture research directionéchapters 7 and §.

1.4.2 Epistemology andnethodology

The issue of epistemology hdeng been debatel in such a diverse dld such as
Information Systems. Positivist, interpretivist and critical approaches all stand with their
supporters and criticge.g. McGrath 2005, Klein, Myers 1999, Walsham 2006, Dubé, Paré
2003, Lee 1991)-orthis study, interpretivisman provide the insights needed with respect

to the different perceptionson the impact of ICTs imolicy making This igdue tothe fact

that attempting to understand ways of arguing and acting aboatine engagement

naturally leads to an analytical study where close interaction with participants is inevitable.

20



The empirical part of thisresearch is based on a multiple case study methodology.
Researching into contemporary phenomena and addressing questions related to how and
why such phenomena occur within their rddé settings define the appropriateness of
casestudies(Yin 2009) When examining the design and impact of ICTs, a case study is
particularly relevant following the need to understand the organisational context in which
technologies are embedded and their ubiquitousteractions with associated social
processegDubé, Paré 2003)The political and sociorganisational complexity of public
organisations has established the case study methodology as the leading paradigm in

digitalgovernanceaesearch; see for examp(éleeks, Bailur 2007)

The nature of this research is exploratory since it attempts to enhanc&mawledge ofa
qguite novel phenomenon using well establishéboretical ideasfrom previous studies
The maindata sources in this study aregualitative. Interviews with selected participants
FONR&aa | ff &eéaidé&ricihsat ofiditd 8saddress thaieianR diskuey
are supported by a wide range of secondary docuragnimaterial and informal contacts
made within involved organisationQuantitative datawere also used assecondary
sources Combining differentdata sources ideally results in achievitigangulation of

findings(Yin D09} a ratter positivist concept, whichanalso be usefuhere.

Data analysis was developed in two phases: a wiathse analysis was followed by a cross
case synthesis. The former adopted the thematic analysis technique proposed by Braun
and Clarkg2006) This quite flexible and widely used technique to qualitative data analysis
is based on identifying common patterns within sets of dateure 11 illustrates the
research design for the material presentedthis thesis and identifies points of expected

contributions.
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Figurel.l: Research design

The research design evolves in three phases: the theoretical, the empirical and the

discussion and analysis

1 The theoretical phasdocuses on the first two objectives, aiming to establish the
technological and theoretical backgrountihe insights gains from the review of

institutional studies aims tgupportthe theoreticalcontributions of this research

1 The empincal phaseaddresses the objectives 2 and 3. Two case studies were

conducted in two distinct settings aiming to offer complementary insights.

1 Finally, thediscussion and analysis phasddresses objective 5 bgvaluating and
synthesisingnsightsfrom the two studies and developing them within the scope of

the main research question.
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1.4.3 Theempirical context

The fieldwork presented in this thesis was carried iothree different organisations in the
UKand GreeceThe first studywas conducted with twd.oncbn local authorities the Royal
Borough of Kingstoand theLondonBorough of Hillingdonfocusng on their ePetitioning
initiatives (the unit of analysis)Kingstorupon-Thames was the first council to experiment
with implementing online petitioningn 2004, aiming tocomplement traditional petitioning
channels to theauthority. Hillingdon introducd ePetitions in 2010 as a response tioe
legislation by the Labour governmefithe Hillingdorstudy draws useful comparisons with
the more developedingstonexperienceand particularlydemonstrates how in both cases
the new technology interacted with existing structurd$iose two studies arsupported
by the findings of an overview web content analygisveywhich investigated the adoption

of ePetitioning tods in the English local government in March 2011 (see Appendix 1).

The second studiraces the efforts of @arade unionfederationwhich, since 2009decided
to use social networking toolsto improve interactios with its members. The Greek
Federation ofBank Employe&inionsis anationallyinfluential political entity whiclunites
individual collectives from public and private ban&sentually representinghousands of
bank employeesin negotiations with employers and the stat€har ongoingexploitation
of ICTsis related to broader sociepolitical forces and is alsgreatly affected by the way
Greek trade unions operat&his casegrovides arinterestingcontext toinvestigate the use
of online engagement tools in formabolitics beyond governmental gencies. The
gualitative data collected over a period of two years awgported by a membership

survey whicHINE FAf Sa YSYOSNBRQ SELISOGIGAzZzyaod

1.5 Main findings andcontributions

Both studies derive important lessons tire relationshipbetweenICTsand policy making.

The internal and external institutional influences surrounding online engagement efforts
can be useful in explaining, or even predicting, emerging responses by the organisations
examined.The way local actors assessed the opportunities and riskeed to online

engagement shows how such toatserge with existingstructures inasymmetricalways:
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they do not necessarily foster more inclusive governance, but can have positive impact if

involved actors are motivated to perceive gains from those imnves.

Despite Internet toolsbeing now well establisheoh every aspect of sodidife, this study
does not indicatethat ICTs arénaving transformationakffect in policy making. Instead,
even for basic gains to be achieved, institutional adaptabilityutd not in any case be
takenfor-granted as it requires a whole set of political, organisational and eventually
technological variables to be configureBven so, the extent to which policy making
structures are able to enact engagement from the grastg@emains problematic. Formal
policy making should be seeas fundamentally different from campaigning or other

activities in the general intersection of Internet and polit{esg. Anduiza et al. 2009)te

fact that citizens use Web 2.0 tools to organise ad hoc around single issue movements does

not necessarily translate into sustainable and meaningful participation in public decisions
Those observations should not be limited to governmental initiatiiesesthey seem

relevant for all institutional communities such as trade unions and political parties.

From the theoretical perspective, the thesis contributes to our knowlemgéhe effects of

technology in political organising The studies particularlyesk@ 2 o NBI RSy (KS

perspectivewithin and beyondpublic authorities by focusing on concepts applicableatb
institutional communities In this direction, he multidisciplinary theoretical view
synthesised addresses the call for theorising thisesggmg field(Macintosh et al. 2009,
Saebo et al. 2008)he theoretical analysis identifieew and why ICTs do not necessarily
lead to democratisation by focusing on their more complicated iobjman formal politics

and its mechanisms for public participation.

Furthermore certain methodological contributions are developebout conducting
research which focuses not on the tools but on the people, processes and institutions that
interad with them. The material drawn together from different contexts combines the
longitudinal trade union study with the wellleveloped experiences of the English local
governmentauthorities This combination leads tan integrative understanding of digital
governane in its different forms and with spect to different stakeholder€n this basis,

the thesisreflects2 y A a&adzSa 2F RIFGIF O2ff SQaswelyaghe (1 KS
implications forinformation g/stemsresearchwhen it comesto studyinglCTsin political
organising
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From the practical perspective, the study seeks to contribute to the instrumental and
conceptual agenda of eParticipatidibaebo et al. 2008)To increase its relevance to
practice, the thes is consistent with the advice of reporting on excepéibcases of high
value forpractitioners (Dubé, Paré 2003, Benbasat, Zmud 1998k institutional analysis
provides useful suggestions &0 what makes online engagement efforts successful or not.
Policy makers can be motivated to look carefully at their institutional environment and
diagnose sources of potential resistance and emerging opportunities. Following this
analysis, they shouldhink first of adapting institutional mechanisms to new technologies
and then about their functional fit with current procedurege thesiselaborates on how

the conclusiongan be useful within and beyond the contexts and tools examined.

1.6 Thesisroadmap

The thesisstructure aimsto unfold the research in a reflective way, explainthg choice
made and the transition from theheoretical background to contributions facurrent

researchand practiceThe thesis is structured in eigbhapters as follows:
Chapter 1provides an overview of the thesis, the research questions and the motivation.

Chapter 2briefly reviewscurrent efforts in online engagemerand particularly focusesn
petitioning and social networkintpols. The literature describebe important dimensions

in the study and use of those tools. For example: technologies, actors, stages in policy
making, evaluation, focus aregmoposed benefits and decisianaking costsEPetitioning

tools are introduced as simple, popular and increasingly ubgdmany public authorities
internationally. Finally, an introduion of social networks explordswow they emerged as
spaces where citizens gather around specific interests and in many cases tatiemp

influence politicabgenda.

Chapter 3 reviews and sythesises the theoretical perspective based on institutional
theory. The literature is examined in a multidisciplinary and progressive way starting from
the definition of institutons as the norms, structurebghaviours or assuptions that are
takenfor-granted within and across organisations. Such structuesobservedas both
enabling and constraining individuals and organisations. The review exarie

perspective in organisational and IS studies and then with regards to public $€Gts.
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Useful concepts include institutionalisation processes, isomorphic influences,
entrepreneurs and institutional alignment of ICTs. Apart from drawing upon those concepts
to postion the work conducted in thethesis, the reviewalso identifies interesting

directions forfuture research in the field.

Chapter4 clarifies the thesis ontological and epistemological assumptions, as well as the
details of the research processes. The two case studies are introduced along with their data
collectionactivities Data collectn is mainly qualitative supplemented by two quantitative
studies. Alternative approaches to methodology and epistemology are also discussed to
exemplify the choices made. Furthermore, chapter 4 operationalises the useful theoretical
concepts reviewed inhapters 2 and 3 and explains how they directed the empirical
investigations in the form of a guiding framework for data collection and analysis. Finally,

the chapter explainbow the data analysipart was conducted

Chapter 5appliesthe institutional pespective on a digital governance iaiive led by a
public authority:the cases othe two London local authorities and their experiences with
ePetitioning toolsThe cases show how the English local governance context cultivated the
activity of ePetitiomng in a combination of formal and informal initiatives. Leadership by
inspired individuals, flexibility and institutional authority enabled those tools to generate
positive impact on local democratic processes. Nevertheless, the attempt to regulatory
enforce ePetitioning tools at the national level produced several not encouraging results
three months after the implementation deadlin€©n this basis, chapter 5 concludiesg
discussing what sort of impaoh democratic processes was achieved by local govermm

ePetitiors and whether this belongs to the sphere of institutional change or not.

Chapter6 applies the institutional perspective on a digital governance initiative led by a
non-governmental institutional community. This is the case of an influe@iaek trade
union federation studied for almost two years with respect to its eParticipation efforts. In
this political organisation, ideas of engaging with members online w&omglyconnected
to broader national and transnational forces. The alignmegtiveenthose influencesand
the local union culture resulted in internal debate around issues of organisational identity,
leadership, union modernisation and capacities to leverage the participatory potential of

ICTswithin current structures. Online eagementis examined agpart of a process of
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underdifficult national socieeconomic circumstances.

Chapter 7reflects on the empirical material presented and analys&tle discussion
focused on certain common topics that frame the impact of ICTs on democratic processes.
The first major theme is institutional adaptation to online engagement activities. It is
highlighted that, despite the widespread use of Internet toots Prganising social
movements, protesting and campaigning, sustainable citizen participation in formal policy
making involves a set of fundamentally different activities. This is why, with few
exceptions, enacting bottorap engagement in meaningful wayarcbe identified as th

key institutional challengeChapter 7 alsoconsiders howkey actors approach online
engagement in relevance to the research findingss suggested that politicians or other
traditional powerholders do not necessarily act as iipiting factors. Instead, awith all
involved actors, they attempt to benefit from those tools according to their perceived
interests; a responsavhich developsdynamicallyas the effects of online engagement
become more explicit from theory to practice.Finally, chapter 7 discussasertain

implications about evaluating online engagement.

Chapter 8summarises the research findings and provides a retrospective thesis overview.
On this basis, it discusses the thesis contributions for theory, methodolog\pautice.
The thesis concludes with limitations, future research directions, as well as an epilogue on

the future of digital governance.

Figurel.2 maps tle chapger structureto the research objectives.
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Chapter 2 - Background: ICTs in Governance

2.1 Introduction

Based on the concepts and aims introduced, chapter 2 elaborates on cuessdarchon
ICTs in governance. This review does not aim to reach the completeness of pregrus
focusing on this objectivéRose, Sanford 200%aebo et al. 2008put acts introductory to

the cases and the theoretical background presented in this thesis.

Section 2.2 defines in more detd#lle eParticipation concept and explains how interest in
such activities increased during the last few years. Section 2.3 presents a brief review of
current research. It provides examplesasfline participationtools, examines the benefits
proposed by sut initiatives and explores how they are perceived by involved actors.
Sections 2.4 and 2.5 focus respectively on the two main technological backgnosedis

this research: ePetitions and social networks. Finally, sectiors@amarises the main

points presented in this chapter.

2.2 Overview ofICTs irpublic engagement

EParticipation forms a muldisciplinary and quite diverse field. Researchers have tackled
eParticipation topicsfrom diverse perspectives. For example, studying I@Tgolitical
communicatbn processes(e.g. Bimber 2000,Anduiza et al. 2009)or operational
researchers examining the effects of decision support sysi@ngs Lourenco, Costa 2007,
Cartwright, Atkinson 2009According to Saebo et @008) online engagement is not new,

but has rather been stimulated by the evolution of many existing activiibch were
significantly pushed by advancements in Internet technologies. Saebo et al. provide a wide

definition of the concept as (p.400):

OEParticipation involves the extension and transformation of participation in
societal democratic and consultatipeocesses mediated by information and
communication technologies ICT), primarily the Internet. It aims to support
active citizenship with the latest technology developments, increasing access
to and availability of participation in order to promote faind efficient
a20AS0e YR 320SNYYSyloé
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The relationship between engagement in policy making and service provision to citizens is
interrelated in eGovernment research. Chadwick and KZ903)undertook a comparate

analysis of national eGovernment policies and concluded that the democratic potentials of

L/ ¢a 6SNB YINHAYLFItAASR 2y (GKS SEA&GSyOS 27
government interactions. However, particularly from the period 2Q006, thereis

evidence of increasing interest tstrengthenthe participatory potentials of ICTs. In a

popular OECD report produced to examine this aspect, Macin{@8@4b) predicts the

increase in online engaget efforts. This observation wasupported by many popular

initiatives which had managed to attract widespread attention.

The findings of the last two UN Global eGovernment Sur(@hAN 2008, 201@uggest

that especially following the popularity of Web 2.0 tools, online engagement is
progressiveljpecoming part of national agendas. The 2010 survey, nevertheless, points out
the difficulties in measuring formal eParticipation activities at such scales and shatvs
eParticipation exploitation levels remain rather low; less than 30% in the great majority of
countries. At the local government level, a few studies have attempted to assess the
diffusion of eParticipation activitie@e.g. Medaglia 2007b, van de Graft, Svensson 2006,
Scott 2006) Those studies implicitly warn that overvievesearch provides useful

information but deesnot reveal intentions and capacitiés open governance

Apart from the technological dnension there is a series of important decisions when
designing online engagement exercises. This for example relates to the different stages and
models of participation discussed by Gronl(@909) The next section elaborates on some

of those key dimensions which have been summarised by Macint@éfh4a)in the

following table

Dimension Description
Level of paitipation what levelof detail, orhow farto engage citizens
Stage in decision making when to engage
Actors who should be engaged and by whom
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Dimension Description

Technologies used how and with what to engage citizens
Rules of engagement what personal information will beeeded/collected
Duration &sustainability for what period of time
Accessibility how many citizens participated and from where

Resources and Promotion how much did it cost and how wide was it advertis

Evaluation and Outcomes methodological approachral results

political, legal, culturaleconomic, technological

Critical factordor success
factors

Tablel.1: Simmary of eParticipation keyirdensions by Macintos{2004a)

2.3 Current work n online engagement

Online engagement has been explored for a wide variety of governance activities. This brief

review explores the main focus areas, tools, benefits and stakeholders in the field.

2.3.1 Focusareas

The impaotant initial decisions concerthe choice of focus areas in terms of main activities
provided by eParticipation exercises, stages of the policy making lifecycle, and tools to be
explored over a wide available range. Typinatitutional focus areas with some examgle

include(Wimmer 2007, Andersen et al. 2007)

1 Petitions:signing online petitions to propose issues or questions to be considered
by governments or parliaments. Orarly example is the syste developed by the

Scottish parliamen{Macintosh et al. 20025eaton 2005)

1 Consultationsexchange of information and opinions concerning issues over public

policies involving various actof§omkova 2009)
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91 Deliberationsstructured discussions or debates over public decision making topics
(Rose, Saebo 20100hey might involve a random number of selected citizens or be

open for everyone.

{1 Spatial Planning:citizen participation in urban planning and environmental
decisions, usually with the assistance of geographical syst@gs Whyte,
Macintosh 2003, Conroy, Eva@awley 2006.

1 Participatory Budgetingcitizen participation in the process of allocating public
resources. Such an initiative took place for example in a Brazilian city and has also

been popular in Europ@Peixoto 209).

An organised email management system can also form a quite interesting activity
contributing to citizengovernment communication Ong and Wang2009) analyse the
popular case of the Taipei City Mayor's Mai, noting that such a system is difficult to

organise in a responsive way.

2.3.2 Internet tools in engagement projects

A wide range of tools have been deployed to make citizen engagement efforts feasible and
complete through everyday Internet practices. Nesttdrs, alert services, polls, surveys,
webcasts, podcasts and search engines are classic tools also useful for such projects
(Wimmer 2007) Chat rooms and forums are very common practices for governmental
initiatives, particularly for consultations and deliberations. Mobile government forms a
potential channel for establishing interactions with citizens and is expected to grow due to
the availability of smart phones and portable devices which can now perform almost as

normal desktop computerg.g. Ntaliani et al. 2008)

Following the emergence of the Web 2.0 paradigm, social media have been viewed by
many authorities as strategic means to engage in participatory psesesAn important

example is blogging by elected representatiaesl public officialsvhich isvery popular in

many countries such as Kor@ark, Kluver 2009 oleman(2005) argues that blogingis

2yS 2F GKS G22ta GKFG adaad 6Stf GKS RS&aANB

public. Section 2.8iscusses furthethe idea ofsocial median formal engagement.
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2.3.3 Benefits proposed and decision making costs

The baefits that can be communitad to citizens by participatiomitiatives are wide
rangingon the basis of the broad OA @A O S ¥ffedt BiicreSghdement effects lie in
empowering citizen groups teonnect with authorities participate in decisiormaking
processes, acquire quality information about public issues and form new groups around
common interestySaebo et al. 2008 Engagement tools offer openness for policy making
processes in terms of accountability,afisparency and responsiveness, making such

processes more authentic, visible and legitimate in the eyes of the p{Tlainkova 2009)

Furthermore, technologies as organising tools accelerate the shaping of online
communities(Anduiza et al. 2009, Garrett 200&hich tend to be more fragmented and
pluralisticin nature (ePetitions are typical example@imber 200 Equally important is

the issue of geographical reaclhere traditional barriers can bereduced or even
eliminated (Anduiza et al. 2009)Social and practical problems in relation to physical
political participaton canalsobe reduced Online environmentassist inovercoming social

discriminations when addressing large audien@astil 2000, Skoric et al. 2009)

Furthermore,citizensgain abilites to better understand and monitgublic processes, as

well as the activities of their representatives beyond eleddidrnerefore technologies can
support political relationships in terms of establishing representation as a continuously
deliberative pocess(Coleman 2005b)Such an example is the TheyWorkForYou.com
website where the activities and expenses of UK Parliament members are being recorded

and compared.

From the institutional point of viewapart from the communicative, legitimacy and
transparency benefits, the issue of decisimaking costs is also relevant. Although difficult

to approach from a cost/benefit approach, online engagement may even lead to financial
gains in terms of lowering decision madinostyKumar, Vragov 2009This mainly applies
when digitising long bureaucratic processes related to citizen engagement. For example, in
the participatory budgeting exercise reported by Peixd®009) the cost of public
participation was significantly reduced ropared to the offline practiceUsually,online
engagement does not requinmajor infrastructure costs. Human costs and administrative

redesign are sometimes monenportant for preparing information for consultations or
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manipulating public input in participatory processg@sg. setting up forums, maintaining
blogs or creating newsletters and mailing lig&hdersen et al2007) Especially in the UK,
following a period of public sector cuts and reconsideration of ICT investments, the

financial aspectequiresmore careful decisioa

2.3.4 Actors involved in public engagement

In all aspects of digital governance research, théeg of different stakeholders and
consistency amongst their interests and motivations have been emerging as significant
issueqe.g. Flak, Rose 2005, Fedorowicz et al. 2008 mportant to identify stakeholders
involved in public engagement initiatives and the ways in which they shape those
initiatives. Starting from themain actors identified by Saebo et a{2008) (citizens,
politicians,government institutions and voluntary organisationtf)e followingtypes can

be considered

1 Citizens:citizen engagement is a priori the fogusut dtizen participation motives
and the conditions under which they seekant to engage remain open. Whether
online participation favoursertaincitizen categories over othe(e.g. males or the
young) also remains significafé.g. Lindner, Riehm, 201Jitizens seem to prefer
producing political activity in informal means such as social networks instead of
taking part in formalised processes such as consultat{ergs Dutton, Eynon 2009,

Miller 2009,Rose, Saebo 2010)

1 Citizerlvoluntary organisations:there is a wide range ajrganisatiors involved in
participation activities, br example, NGOs, trade unions, special interest or
lobbying groups, socigrassroots movements, community and aldoc citizen
groupswhich are organisedround aspecific interest, e.gopposing anew policy.
Thoseorganisations are interesting not only for their participation and influence in
policy making but also because in many cases they develop their owsemh@bled

democraticstructures

1 Civil servicethe integration ofengagement activitieglways has imptations for
public administrators,thus it is important that they are actively engaged in

designing and implementing systerfBrewer et al. 2006)However,administrative
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and technical control of eParticipationrgyects by civil servants might lead to
limited involvement by politiciangGronlund 2003)or raise concerns over their

legitimacy to set political agendéRose, Saebo 2010)

1 Politicians and political parties:politicians have been quite controversial actors.
Their involvement can increasthe success and legitimacy of eParticipation
exercisegSaebo et al. 2008Howeverthey tend to view echnologies as means to
improve political communicationsisually notbeingeager to supporactivitiesthat
challenge their traditional power or might result in negative public relations.
Politicianshave been identified as inhibiting factors charactediseth the concept
2F GKS a&YARR{Mahfdr, Kémmed2005)A&ktigh some viewonline
engagement as unnecessary or threatening, others might not be able to support it
due to the lack of time or knowledggCallanan 2008) | 2 6 S@SNE hol YI C
campaign seems to have affected the views of politicians about theulmssfs of

ICTqe.g. Wattal et al. 2010)

1 Technology proiders: technology providers and associated consultants offer
hardware and software solutions. They may also provide installation, training,
hosting, maintenance or aftesale services. Furthermore, they can act as
consultants providing technical judgmen&md expertise regarding solutions and

their integration issues.

Many actors from the aboveategories can be involved igovernance initiative and

influence their design and development. Such relationships evolve dynamically: the
number of actors and heir associationsadjust over time, stimulated by changes in
technology, regulatory arrangements, market demands and so on. A useful concept to
RSAONAOGS &dzOK @g2NJAy3a NBfIl GA2Yy3aKAQBDebdeiyR GKS
Avison 201Q) Value networks havealso been examined in policy studie®arriers in
maintaining coordination, accountability and democratic legitimacy of such networks have

been identified as: mclear roles, diverse interests, ddiilty in motivating citizens,
marginaligng politicians, different orgaraétional cultures, lack of trusand inadequate

institutional frameworkgCallanan 2005, Nyholrhlaveri 2009, Dawes, Prefontaine 2003)
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2.4 Petitions and ePetitions

Petitions have traditionally been a process of official political participation in the form of
documents addressed to public authorities asking to consider a particular issue. A petition
isa formal request to a higher authority signed by one or more citizens. Most petitions are
received byparliaments or governments and concern issues related to legislation, public
policy change or requests for grants. In some cases, petitions need tcobs®pd by an
official representative or supported by a minimum required threshold of citizens. The

earliest petitions date from tb middle of the 13th century.

EPetitions, as the online transfer of this activity, are thought to accumulate particular
beneifits which can be quite promising for formal decision making processes. Typically, they
can increase responsiveness, foster simplicity, broaden geographical scope, allow citizens
to gather around common interests and enable authorities to formulate decisiaking
agendas according to the needs of their public. Petitions usually address the agenda setting
stage of the policy making lifecycle although they might concern rethinking or cancelling an

existing policy or decisiofMacintosh 2004)

EPetitioning i®ne of the first collective action practices that emerged from Internet users
through mailing lists or websites which act as hosting portals. In terms of technical
characteristics, ePetitioning websites mainly contain a digital space where users can sign o
initiative petitions, as well as track the progress of existing ones. Other tools to support the
petitioning process can also be integrated. Support services involve discussion forums,

commenting functionalities or agree/disagree options.

Lindner and Rhm (2009) compare the ePetitioning systems used by the Scottish
Parliament, the Parliament of Queensland, the German Bundestag and several Norwegian
Municipalities. They conclude that, although in all casesisggbolitical legitimacy was the
rationale for considering ePetitions, there is a close connection between technical design,
procedural standards and institutional contexts. In other words, ePetitions were
implemented in a way which highly reflected thaditional petitioning processf political
institutions. The two most important examples of ePetitioning websites are those
developed by the Scottish ParliamefMacintosh et al. 2002Seaton P05,) and the UK

government(Miller 2009) The Scottish system was the first such initiative by a national
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Parliament since 2@ ¢ KAt S GKS 'Y 3JI2@0SNyYyyYSydaQa aeaids

most popular eParticipatn project internationally (see the discussion in section 5.2.3).

EPetitions have providedmportant opportunities to investigatehe impact of technical

means in democratic processes. Jungherr and Jur201) analyse a large dataset of
signatures collected by petitions addressed to the German Parliament. Their findings
suggest that although most users signed petitions only occasionally, there is also an
extensive group of citizens who sign petitions on npldt unrelated topics; this group was

OKI N} OGSNRAaSR a al OiA@AaY O2yadzYSNERé® LyGasS
be dependent upon the success of petitions that happen to be active during the same
period. This finding certainly reveals atean of nontlinear online participation compared

to traditional petitioning.

Finally, suclobservationsare also uncovered by Panagiotopoulos et(2011) This study

used a specially developed computatal tool to analyse more than 500 Facebook groups
ONBFGSR G2 OFYLIAIY LISGAGA2Yya fTAY{SR 6A0K
were found to generate significant activity in the social networking sphere that did not
necessarily trarlate into pefition signatures.Facebook was noautomaticallyfound to

support the ePetitioning process and attempting to assess this connection was deemed as
unpredictable.Hence,even though Internet users generate ad hoc political expression in
online communities, his doesnot mean that they will demonstrate equal support for
formal political initiatives, even if they are concerned about them. This is an interesting
observationfor social media engagement in addition to online petitionifige next section

elaborates a this concept.

2.5 Web 2.0for public engagement

According to Kim et a(2009a) the Web 2.0 or social media concept is neither a tangible

object nor a planned product. It is a cultural phenomenon describingrtam elements of
G2RIFeQa LYUGSNYySG 6KAOK IINB aKAFGSR LI NI RAIY
and participation. A significant impact of Web 2.0 concerns the ways in which citizens are
empowered to acquire alternative sources of informatiamdaranscend the boundaries of

traditional governingauthorities (Dutton 2009) Following this opportunity and the usual
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shortcomings of toplown approaches, policy makers are advised to recognise and
strategicallyadapt to the practies taken by thoseetworkedcitizensand enable instead of

constrain their bottomup innovation effortdDutton, Eynon 2009)

Until a few years ago, maintaining a governmental agency profil@ avebsite such as

Cl 0S6221 62dAd R aSSY AyO2yaradSyid sAdK UGKS
nature. However, today it is generally accepted that web tools create remarkable
engagement opportunities for public involvement. A rapidly growing bemof studies

have attempted to demonstrate the impact of the Web 2.0 engagement philosophy in
different settings. Research with commercial organisations has focused on the Enterprise
2.0 concept which includes both internal and external business usé&¥eff 2.0 tools
(McAfee 2006, Seo, Rietsema 2Q16urthermore, especially following the 2008 USA
Presidential elections, Web 2.0 tools have been widely examined as mechanisms of
political commungation (Wattal et al. 2010hnd also with respect to their potential for

fostering civic engagemei(Valenzuela et al. 2009)

It has been argued that authorities cdmster citizen participation by engaging with them
where they are already onlinéChadwick 2009, Meijer, Thaens 2010) this context,
exploiting spontaneous citizedriven activityin Web 2.0tools such as social networks and
blogsis emergingas a real challenge for organisations seekinfpster engagemen{Rose,
Saebo 2010Web 2.0 tools foeParticipationmight not comeup to the higher ideals for a
deliberative public sphere, but do entail a diverse set of valuable mechanisms for online
interactions(Chadwick 2009)

Meijer and Thaeng2010)warn that Web 2.0 strategies fgoublic organisations require

F LILINR LINR F GS O2y T A 3 dzNitefitshl 2fyTaé  FHYLBLINRK QK O S/ yediy
the operationd level. They add that resear@nd limited practice has yet to capture rich
configurations of sustainable Web 2.0 tooBome particular suggestions, as part of a
framework for using Web 2.0 tools in governmerdglenciesnvolve interacting in virtual

worlds, social networks and blogShang, Kannan 2008)

A quite promising categorgf Web 2.0 tools for citizegovernment interactions are social
networks. Boyd and Ellisd2007)define social networks as wdilmsed services that allow

individuals to construct profiles, share connections witthest users and view other
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connections within the system. In IS research, social networking has developed its own
agendaaround issues such as the evolution of online communities, how individual and
collective behaviour is affected by network participationdainteractions between social
networks and organisationfOinasKukkonen et al. 2010)Social networikg analysis has
been more boadly used to understand socidynamics on digital spaces and the interplay
between collective action and fragmentation. An excellent exampltasstudy byPark

and Kluve(2009)on political blogging by Korean representatives.

Social networks are becoming more and more influentigha political sphere, especially
when it comes to campaigning and electioneering. According to a study by(ZFIB&)on

the role of the Internet in the 2008 USA presidential elections, around 10% of all Americans
used saial networks to engage in political activities, a figure increasing significantly among
young people and Obama supporters. Their potentiak participation beyond
electioreering remairs to a large extent an open issue. Valenzuela et (20D09)
investigated the use of Facebook by college students and discovered that Facebook groups
have a positive effect on civic participation. They advise that measuring theimaysch

social networking users might engagea type of political participatiomequires careful

considerations.

Saebo et al.(2009) discuss the role of sadi networkingand suggest thathey are
important in improving the institutional practice of ePartiation because they attract and
sustain massive numbers of active users producing spontaneous political activity.
Particularly important is their observation that social networks enable the dissemination of
ideas and issues when citizens, gathered aroyetHic interests, attempt to influence the
political agendesetting. However, the authors warn that there might be a potential
contradiction between social networks and the nature of governmaiitated

eParticipation.
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2.6 Summary and conclusions

This clapter provided a more detailed description of current work on the o§éCTsin
public engagement. The purpose of this introduction was not to provide an exhaustive
review of the topic which can be found in the work of Meda@h@07a) Rose and Sanford
(2007)and Saebo et a[2008) The information presented here is indicative of the eféect

of those technologies in policy makingctising on topics such as the role of different
stakeholders, the benefits they attempt to propose and the management sidéase
initiatives. Theuse of Web 2.0 tools for public engagement and the activity of online
petitioning were further presented sce they form the main technological background of

thisthesis
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Chapter 3 - Reviewi ng the Institutional Perspective

3.1 Motivating concepts

This chapter review institutional theory as the theoretical basis for this research. The
institutional perspective view efforts of technology innovation as standing at the
intersection between instittions and people(Orlikowski, Barley 2001)or this study,
institutional studies can offer a usefwiew to understandthe use of ICTsn public

engagement and examine their effects on existing governancetstres.

Institutional theory is a diverse set of knowledge motivated by the existence of powerful

social structures which define patterns of social action. The foundations of institutional
studies can be found in political sciences and economics, engh KL990) Within these

disciplines, institutionshave mainly been discussed with respect to (1) their effects on
AYRADGARdAzZEta 0S®3d | OG2NBQ 02dzy RSR NI GA2Y L 2
finanAk I £ YIN]J SGad ¢Kz2asS O2yiNRodziAzya 6SNB NB
the new institutionalismwhich considered the study of institutions in organisational fields.

Two major publicationsg ¢ KS bS¢g LyaildAiddziAiz2yl t AbiRowely h NBH|
and DiMaggiq1991)anda L y a G A ( dzii A 2 y & by SCRt(2008)&kt theigloundsA 2 v & ¢
for this new approach which, since then, has been demonstrating majpadts on our

understanding of institutions and organisations.

In common usage, the terrmnstitution is often perceived as a large formal organisation.

From the institutional theory perspective, institutions are not organisations, but the norms,
structure  AGF YRFNRAASR 0SKI @A 2 dzNBEfor-2 N} y BSRIZ LI A & |
and acrossorganisations (Powell, DiMaggio 1991, Scott 2008n other words, an

institution is a belief system thassigns meanings to activities and prescribes the roles of
individuals (Lounsbury, Crumley 20Q7)n policy studies, institutions have also been
RSTAYSR a4 a0KfYowblet ®E5) 2F (GKS 3L YSE

Resulting from this definition, institutions are not the same as organisations, since they can
exist as a social context without any formal organisation; nevertheless, institutions might
have significant effects on organisatioftsxamples ofnstitutions in modern societies are

the professions,marriage, contract and the army (Jepperson 1991)An apparent
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observation from such wide definitions of institutions is the fact that theynse®
encompass both formal and informal dimensions. The most systematic approach to the
institutional conceptattempts to unite the different definitions by viewing institutions as

supported by three interrelated pillars (Scott 2008):

Pillars of Institutions

Regulative Normative Culturalg Cognitive

Coercive poweas in explicit
Valuesas desired behaviour| The semiotic facets of
regulatory processes,
andnormsas how things embedded cultural forms
monitoring, inspection
should be done; assessed | based ortakenfor-granted
conformity and rewards
_ terms of stame or honour. shared understandings.
sanctions schemes.

Tablel.1: The three pillars of institutionadapted from Scott (2008, p.51).

One of the most imortant lessons from the new institutionalism is thétL y & A G dzi A 2
forces can liberate, as well as constrain. They can both enable and disarm the efforts of
GK2a$S asSs|(ScyttR008 .22A0)ATis statement has motivated scholars both to
examinehow institutions can be a major source of resistance to cha@geker 1991)as

well as to position the actions of those seeking change (known as institutional

entrepreneurs)e.g. Wang, Swanson 2007, Hwang, Powell 2005)

Finally, a key conceph the theoryis legitimacy. Seeking legitimacy even more than
efficiency is the reason why individuals and organisations might conform to institutional
structures (Tolbert, Zucker 1996)Legitimacy can arise from all the different pillars of
institutions in complementary ways (Scott 2008); for example: complying with particular
auditing processes to gain regulatotggitimacy or obeying to professional codes of

conduct to gain normative legitimacy.

As Meyer and Rowaf1991)note, individuals and organisations attempt to draw legitimacy
from within their environment in ordr to be sustained irrespectiyeor even at the

expense of ensuring their effective performance. Under institutional pressures,
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organisations will implement strategies in order to gain, maintain or repair their legitimacy.
Oliver (1991) distinguishes thse strategies as acquiescence, compromise, avoidance,
defiance and manipulation. The need to acquire and maintain legitimacy can explain the
apparentlynon-rational part of decisions and actions related to diffeteorganisational

functions; one of them potentially being ICTs.

Starting from this theoretical motivation, the chapter reviews and synthesises previous
work. The study of institutions is examindwth from the information systemsnd the

policy studies prspective. Combining insights from the two fielckn facilitate a holistic

view of how ICTs become institutionally embeddedj@avernancecontexts(e.g. Scavo, Shi
2000, Fountain 2001, Lips 20Q7)

Institutions in
Organisational
Studies

Key Institutional
Concepts

The Institutional

Study of Public ﬁ

Sector ICTs

The Institutional
Perspective
in IS Research

An Institutional
Perspective on ICTs
for Governance

Institutional Theory in
Policy Studies

Figure3.1: Chapter theoretical synthesis.

Figure 3.1 illustrates how the theoretigagrspective is developed in tlehapter. The initial

step is to review the institutiorlaapproach in organisational studies (section 3.2) and then
specialise this review for IS research (section 3.3). On this basis, section 3.4 focuses on the
institutional study of public sector ICTs also using literature from policy studies. The
synthesis bthe different institutional views is summarised in section 3.5 and concluded in
section 3.6. Following the theorieal review, chapter 4 connects the theory with the

empirical part of this study.

43



3.2 Institutional theoriesin organisational studies

The quesfor legitimacy implies that organisations are not omdlued for what they do but
also for what they aréBoin, Christensen 2008n the process of becoming an institution,
organisations negotiate existence condiis that combine both efficiency and legitimacy.
Organisations are constantly subject to a wide variety of institutional influences within
their environment. Such influences might originate from other organisations (e.g. central
government) or individualgée.g. customers) and they can be related to the local, national

or international environmerg(e.g.Avgerou 2001).

The interactions between environment as institutions and organisations as institutions
have beerextensively examinedAnd 2 NH | Y A af Rihe sétlof orgdnisabions which
constitute a distinct area of organisational life. Organisations within such a field in many
cases tend to demonstrate isomorphic characteristics, for example even related to their
website features(Srivastava et al. 2009What makes organisations within fields similar

without making them necessarily more efficient?

3.2.1 Institutional isomorphism

As an outcome of institutional influences, the way new practices, structuresicdaas
become diffused and adopted may lead to organisational homogeneity. DiMaggio and

Powell(1983)identify three main isomorphic change mechanisms:

1 Coercive isomorphismesults from formal and informal pssures on organisations
exercised through force or persuasion. Legal frameworks are the most important
examplesof coercive forces which are usually assesbgdexplicit legitimation

means(e.g. sanctions

1 Mimetic processegspecially under condition$ ancertainty, organisations tend to
emulate other organisations perceived as successful. Copying solutions to
ambiguous problems which tend to have unclear boundaries is one strategy for

organisations willing to demonstrate improvement.

1 Normative influmces are related to professional practices and networks.

Professional norms are articulated through education, training and affiliation with
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professional associations. Normative expectations also refer to ethical and societal

demands over particular orgasational missions and functions.

Institutional influences arise from many different levels, e.g. international laws or national
GoSaid LINF OGAOSas¢T GKSe |faz2 OKIFy3dS ReylYAO
ePetitioning in English local governmemas an idea being transferred mimetically from

leading councils and as a normative influence (societal expectation to enhance local
democracy).In 2009, this activity was enforcedby a central government regulation.
Institutional isomorphism may explaihe outcome of institutional influences, but does not

focus m its processes.

3.2.2 Institutionalisation processes

New institutionalism haswvidely explored structural isomorphism and to some extent
neglected the processes of institutionalisation in addition ® dgutcomes(Hasselbladh,

Kallinikos 2000) As Scott (2008) observesstitutionalism has been associated with
conservative accounts over the power of institutions to maintain stability dadfacto

resist chang. Although an important motivation hasdeed been to demonstrate how

powerful certain structures can be, research on institutional change has also registered
important contributions. For example, rbm the culturadO2 Iy A 0 A @S  LISNB LISOG A
(1991) experiments haveshown that the greater the degree of institutionalisation the

greater the resistance to changéf it seemsso difficult to change institutionalised

structures, how do structures become institonalised at the first place?

New ideas, structures or practices become takengranted as a result of
institutionalisation processes. Tolbert and Zuck&®96) decompose such processes as a
passage from thatage of theorisation to wider diffusion, then to institutionalisation and
then to an optional phase of dastitutionalisation. The theorisation stage is also
important in this process since it attempts to legitimise the new structures and align them
with existing norms. Structures can be considered institutionalised when they are-taken

for-granted(e.g. Mignerat and Rivar2009)

Institutional change has been conceptualised as a dialectical process whers adtor

articulate change try to gain legitimacy by convincing other acbimut the necessity and
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usefulness of those changgblargrave, van de Ver2006, Rodrigues 2006) w2 R NA 3 dzS a
(2006)long term study investigates conflitdwards achieving consensus over new ways of

working in a highly institutionalised organisation. Internal political forces continuously
interacted with external nstitutional parameters and resulted in various aspects of
changes, even cultural differentiation. Hargrave and van de (2666)attempt a formal

definition ofiinstitutional change as:

We define institutionbchange as a difference in form, quality, or state over
time in an institution. Change in an institutional arrangement can be
determined by observing the arrangement at two or more points in time on a
set of dimensions (e.g., frames, norms, or rules) @uash calculating the
differences over time in these dimensions. If there is a noticeable difference,

we can say that the institution has changed.

Hasselbladh and Kallinik¢2000)arguethat institutionalisaton is sustained when there is

a passage from intuition to formal social objects that define formsabrhood Those

forms become embedded in organisations by means of discourses and, hence, led to a view
of institutions with respect to how they defineeors and actions. Discussing about the role

of actors in relation to institutions leads to tle®ncept ofinstitutional entepreneurship

3.2.3 Institutional entrepreneurs

Institutional entrepreneurs are those individuals or organisations who attempt to promote

new practices through creative agency. Beck&&99)defines the entrepreneur as (p.786):

The analytically distinguished social type who has the capability to take a
reflective position towards institutionalide practices and can envision
alternative modes of getting things done. Entrepreneurs destroy established

takenfor-granted rules if they perceive such action to be profitable.

Institutional entrepreneurs can be actors endogenous or exogenous to orgamsati
(Lowndes 2005)They usually originate from those who have enough legitimacy to differ
from common standard¢Koene 2006, Gosain 20048uccessfuéntrepreneurs are more
likely to occupy positions within fields that give them: (1) legitimacy over diverse

stakeholders, (2) the capacity to bridge their interests and (3) the position to attach new
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ideas to existing normgMaguire et al. 2004)Entrepreneurial agency can be distributed
among community members with dissimilar interests and thus it might be difficult to

converge simultaneouskyVang, Swanson 20Q7)

Quccessful etrepreneurs tend to draw strategically on existing logics in order to justify the
change they seek to establighiVang, Swanson 2007, Leca, Naccache 200®yframe
their discourses and mobiliseganisational communities to give legitimacy to assumptions
about the appropriateness of new innovation@Vang, Swanson 20Q7)Successful
institution builders continuously adapt the organization without compromisingdisitity,
even in a trialand-error process(Boin, Christensen 2008Hence in the pursuit of
entrepreneurial opportunities, the process seems not to be deterministic, but rather
continuously reevaluateddynamicallyaccording to perceived opportunities and outcomes

(Wang, Swanson 20Q7)

Institutional theory, as reviewed in the next sectiomas motivated IS researchers to

examine the iteractions between institutionand IT artéacts.

3.3 The institutional approach in Information Systems (IS) research

The interaction between ICTs and their institutional context of use contributes to,
sometimes even conflicting, accounts of resistance and change. Avgerou (2001, p.46)

remarkably desébes the networks of institutions and people around ICTs as:

Technical artefacts such as hardware, software, data in paper or electronic

form, carry with them engineers with the conventions of their trade,
AYRdzZAGNR Sa GKFG aSft da SNEDI IgKE2  Idzg R S A&ziiILIY R
significance and interpret the way they should be put to action according to

their circumstances and consultants who convert them from symbol

YIEYALdz I GAYy3 YIEOKAYSa (2 WO2YLISUAGADS | R

There is an increasing number ofsi8dies whichfocus ondifferent aspects of institutional
theory. Examples of IS topics examined from an institutional perspective include:
healthcare(Noir, Walsham 2007, Currie 201@nterprie systemgGosain 2004, Boudreau,
Robey 2005)and digital governancgKim et al. 2009b, Robey, Holmstom 2Q0k) a
nutshell, the mainlesson from these studies is th8E strategies, policies or systems face
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resistance when in conflict with institutional dynamics, but are facilitated when aligned

with them (Christiaanse, Huigen 1997)

The ealiest effort to establish links between institutional models and systems
development is the one by Laudofi985) Later, King et al(1994) recognised that
institutions can be an important component in IT innovation efforts. Orlikowski and Barley
(2001) then underlined howinstitutional conceptscan enlighten processes of socio

technical change (p. 154):

G! y A yhal pekspedtivelviduld offer IT researchers a vantage point for
conceptualizing the digital economy as an emergent, evolving, embedded,
fragmented, and provisional social production that is shaped as much by
cultural and structural forces as by technicaRain SO2y 2 YA O 2y Saé

Currie (2009) notes that there is tendency to: (1) apply the theory at the organisational
level rather than the wider environment and (2) focus on institutional outcomes rather
than the processesTwo literature reviews have systematically analysed the use of
institutional theory in IS research. Weerakkody et(2009) conducted a review of 511
interdisciplinary articlesMany studies were found to gy the institutional perspective to
illustrate sociepolitical phenomena, while fewer have focused on the adoption of ICTs and
the impact of ITenabled change in organisations. In their review, Mignerat and Rivard
(2009) observe that the institutions under study have both been the organisations as
institutions and their institutional environment. They separate current work in the two
main avenues imported from organisational studies: institutional effects and
institutionalisation processesSection 3.3.1 focuses on institutional effects and section

3.3.2 on institutionalisation processes.

3.3.1 Institutional effects in IS @esearch

Institutional effects come from a variety of stakeholders and are also intended toatitfer
stakeholders or stakeholder groups. They might also be conflicting. For example,
organisations in the field of electronics metal exchange market, in their quest to be both
legitimate and efficient, were left with conflicting demands from the environtnetth

respect to their business modelCousins, Robey 2005Mignerat and Rivard2009)
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identified various sources of institutional effects and groups upon which iimpact. Some

examples illustrate the three categories of isomorphism as introduced in section 3.2.1:

1 Coercive pressur@sainlycome from governmentgegulatory agenciesustomers,
suppliers or parent firms. For example, Khalifa and David2006) found that
coercive pressures from customers were the important factor for adopting
electronic trading systems. Teo et #R003) identified conformity with parent

corporation strategies as the main reason for adopting interorganisational systems.

1 Normative pressuresrise from professional associations (business, trade and
others), but they might also come from governments and private organisations, as
well as from top managment, employees, customers and suppliers. Wong et al
(2009)identified institutional norms exerted on a Chinese container terminal from
customers, customs and competitors. In a study of IT outsourcing inotid |
governments, Miranda and KinfR006) found normative influences related to

I dzi K2 NR& (0 A $egCrouddil Malzyarsioed@éimayor formg.

f Mimetic pressuresome from competitions and are partituNI @ NBf -G SR {2
LIN} OGAOSa¢ | yR 0Sy OK vattiduhta ghtimal ScutoKsy/ td lj dzS a
problems(Gosain 2004, Tingling, Parent 2Q08)arting from the observation that
much innovél A @S 0 SKIF @A2dzNJ Ay 2NBIYyAAlGA2ya Aa
Ramiller (2004) synthesise attributes of mindfulness and mindlessness when
organisations judge whether to adopt popular practices or hoen analysis of 243
web sites from three different organisational fields, Srivastava ¢2@09)found

that institutional norms were reflected in similarities of web site features.

The above examples are igdtive of different types of institutional influences. Quite a few
studies on institutional effects pursue quantitative methods and attempt to measure the
influence of each type of factors on organisational decisions usually related to adopting
new ICTsOther studies have attempted to explore the effects of those factors through
gualitative case studies which allow reflection within a single or multiple organisational
unit of analysis. The next section focuses on studies that pursué€pth investigatios on

ICT institutionalisation.
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3.3.2 Institutionalisation in IS esearch

VadAGdziAzy It AaSR G22fa NB aAyvyLie (Kz2asS 0Kl
(Silva, Backhouse 2003ptudying the interaction betwee ICTs and organisational
integrationis a dynamic process not exclusively dependent upon the effects of exogenous
influences(Bellamy, Taylor 1996, Barley, Tolbert 199%)s argued thathe ways in which
organisations develop institutional characteristics significantly interfere with their IT

implementation efforts(e.g. Boudreau, Robey 2005, Mang#elly 2009, Butler 2003)

An interesting view comes from Avger¢2000)who observes that ICTs have become an
institution on their own since they seem to be sustained in some organisational agendas
not becaug of their convincing value, but because they capture the hopes and fears of
people in their professional lives. Hence, ICTs gain their own institutional characteristics as
'y Sy I cain8sNanyghihg aiiganizational actors could think as an improvenient

N
VPN o,

i KSA NI @aygfau 8aDa p.240).

| ASNR dzQa 20aSNBIFGA2Yy A& O2yaraidtSyid sAGK GK
technology brings modernisation, rationalisation and performafieir, Walsham 2007,

Currie 2004) Paradoxically, organisations might seek to increase legitimacy by deploying

new technologies while, at the same time, they attempt to hide the results from the
improved inspection capacities of technolog{®eyer, Rowan 1991, Noir, Walsham 2Q07)

The myth around ICTs can be so powerful that their adoption processes may evolve
irrespective of parallel processes of organisational change or intensivelsadhtevith

them. Mangan and Kellf2009) view this interaction as a dual process where existing

practices become danstitutionalised so that new ones become established.

When attempting to align systems with ongaations, technological characteristics are
assessed against underlying cultures and logics. According to G@S&i4) enterprise
ataisSvyaqQ dzzaSNBR KIFI@S fAYAUSR dzyRSNAGdtly RAY 3
perceive them in terms of their embedded norms. As a result, organisations respond to
institutional influences by selecting technology features which reduce the misalignment
between the logics of new systems and the dominant institutional logics rwithi
organisations. Bridging the institutional alignment mismatch allows ICTs to become parts of

organisations and avoid resistance.
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Consequently, the outcome of new technologies becemereflection of endogenous

initiatives at the organisational level respding to exogenous institutional modifications.

Thus, institutionally and technologyiggered changes interact in complementary
processes. For example, Davidson and Chig2@07)analysed a clinical systewhere it

was the cumulative influence of those changes that allowed the hospital to accomplish
important benefits. Therefore, it seems that despite planned implementations, technology
becomes reinvented and enacted in use rather than in technical fea{@@sdreau, Robey

2005 GKA& OFy 0SS LI NIAOdzZ I NY & 20aSNBSR gGAlf
constraints such ag&nterprise Resource Planning SysteRRps Silva and Backhouse

(2003) argue that achieving institutionalisatiorrequires practitioners to think how to

establish systems asbligatory passage points for users.

Beyond technology configurations, an important set of studies have discussed the
connectionbetween topdown and bottomup institutional processe¢Nicholson, Sahay
2009, Mekonnen, Sahay0@8, Madon et al. 2007, Rajao, Hayes 2009, Jensen et al. 2009,
Baptista 2009) Topdown refers to formal institutional influences or environmental effects
while bottomup refer to the institutionalised behaviours of organisational actors. Such

behavioursusually come from the culturadognitive pillar of institutions.

Baptista (2009) conceptualises institutionalisation as a bottewp process of gradual
development of organisational behaviour. Thi®cess igrimarily driven unconsciously at

the minds of individuals, rather than in social or organisational arrangements. Closely
related to this view, Jensen et dR009)studied the integration of an ERP in a medical
organisation. The macHevel structures that brought the ERP system were subject to
individual practicalinterpretations. Doctors using the system felt that it was challenging
their professional identity since(l) they were not consulted during the systen
development process an?) some of them believed it was @&igr insignificant to their

medical tasks or even an artefact of management control over jhdgements.

Therefore it is suggested that examination and knowledge of Ilgcathared
understandings can assist in bridging the gap between mawstitutional and micre
organisational expectations. It can thus lead to successful implementations which are
aware of potential sources of resistance and deal with them effectively. Mekonnen and

Sahay(2008) report that in their scaling and standardisation exercise in Ethidpia K S
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micro-level knowledge of the informal processes, practices and constraints coupled with the
top-level political support helped tansure that the gaps between the formal institutions
FYR AYT2NXIf O2yai{peBepyia 6SNB YAYAYAT SR

The interaction between macro and micro institutions is hardly straightforward. Studies
discussing this interaction have focused on the dialectical natireorganisational
persistence or change and linked this with attempts to institutionalise ICTs. Guided by the
observation that under pressures some institutions change while others remain, Nicholson
YR { I(2809)&t@i of Costa Rican software exports reveals how pressures for de
institutionalization, articulated for example by political tactics of dominant subcultures, can

create sufficient momentum to bring IT enabled change.

Nevertheless, processes @T institutionalisation should not assume that organisational
actors respond passively to themxdnining the source of new ICTs terms of the
creative effortsof institutional entrepreneurscan be illuminating to the conditions under

which some ICTs beme widespread while others fail to.

3.3.3 Entreprereurship, organising visions and legitimationrategies for ICTs

Motivated by the observation that IT innovations often emerge as promising buzzwords in
certain practitioner fields, Swanson and Ramil{@®97) introduced the notion of the
G2NBFyAakydy GARBRYEAAY I GAaA2Yy Aa | 02YYdzyA
which is interpreted, legitimised and mobilised within and across firms. The importdnce o

the concept lies in describing the collective understanding and organisational implications

for using these technologies. Organising visions are directly related to the work of
institutional entrepreneurship to introduce and establish new I/Fang, Swanson 20Q7)

They emerge as responses to real fielde business problems affected by the

LINF OGAGA2YSNBRQ Odzf (G dzNB @

New technology can stimulate organising visions or revive olds ones used to address a
similar problem.Currie(2004)analyses the case of the Application Service Provision (ASP)

organising vision. ASP became a significant contributor to business performance but
encountered scepticism as powerful actors in theldidid not manage to adequately

disseminate and sustain ASPs into the widemmunity. Nevertheless, since the business
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problem remained, the ASP organising vision tried temeerge as Web Services in what
could be characterised as an institutional syegls exercise. The same vision may also now
be evident in the move to Cloud Computing solutions. Hence, it seems that while certain
aspects of organising visions become institutionalised and others not, the need to

legitimise particular solutions to longstding problems remains.

The organising vision concepst based orthe quest for ICT legitimacy. Each of the three
pillars of institutions provides a different basis for legitimacy. Kaganer €Gil0)examine

the legitimation strategies used to enable organisations and their managergiickly
assess the potential of new ICTs for their own business problem. The authors devise
different types of legitimacy such asognitive(based on comprehensibility and takdor-
grantedness), pragmatic (based on actual anticipated valuehormative (based on
assessment against moral norms and values) i@uilative (regulatory compliance). On

this basis, they definesociopolitical legitimacy as a mettype which encompasses

pragmatic, normative and regulative forms.

A combined conclusion is that new ICTs gain legitimacy based on their comprehensibility
and their sociepolitical alignment with existing institutiondo complete the institutional
review in IS the next sectio tackles the connection between institutions and virtual
communities. This connection focuses on how institutionalised organisations develop

onlinecommunication and governanagructures.

3.3.4 Institutions and virtual @ mmunities

When traditional organisationare attempting to develop virtual communities, it is normal

to expect that offline norms will be more or less reflected online. In fact, whenttatace

groups migrate to online environments, they are required to systematise new
organisational rules wibh will mediate their online relationships; de Souza et(2004)

OKI NI OGSNRAS (GKAA LINRPOS&aa |a aO02YLdz a2NEBE Ay,

Starting from a similar argument, Herchg@009a, 2009bgxamines virtual communities
where parallel, yet contradictory governance structures, were found as a result of
institutional patterns. The contradictory structures were attributed to the fact that

although digital collectives needed to legitimate themselves as democratic social
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movements, leading actors were still dominating online decision making to avoid criticism.
The author raises an interesting issue for future research by stating that Intéooé,
given their particular technological characteristics, are configured with respect to

institutionalised social structures.

In her literature review, HercheyR011)concludes that studying institutiomanfluences in

a necessary step towards understanding how online and offline environments interact and
are shaped by each other. For example, online communities might reproduce existing
institutions, resist the influence of those institutions or createmsocial structures that
could even trigger social change in society. An institutional analysis of virtual communities
could therefore not only reveal connections between offline and online norms, but also
analyse the impact of digital governance actiatisvhere citizens are expected to

participate in online communities and interact in policy making topics.

Overall, it seems that the institutional perspective has been quite influential in IS research.
The next section reviews the study of institutions witkespect to public sector

organisations and their technology efforts.

3.4 The institutionalstudy of public sector ICTs

This sectionhas two aimsto present some key institutional ideas from policy studies and
then review the institutional study of publgector ICTs. The next section takes a view on
the institutional nature of public organisations without yet considering their interaction

with technological artefacts.

3.4.1 Institutions and pathdependencies

Institutions are the social structures that hold &ther public organisations and give them
legitimacy to govern. Gas¢@003)gives an excellent institutional definition of governance

assa 0 KS O2ftftSOGA2Yy 2F AyadAaAdddzii 2 yivesneeddd foNHzt S &
the constitution and functioning of interdependent networks of actors (government, private
aSO02NJ I YR ORA J(p.6). Ind@herAvdrids govedangeNid @nstitutional
framework which is applied and negotiated within and aroundganisations(Lowndes,

Wilson 2003) Public organisations interact and-egist with institutional frameworks, but
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they are notsimplyinstitutions themselvegLowndes 2005)One example of institutional
frameworks which define and guide public organisations is the English local governance

system (also see section 5.2(Pratchett, Leach 2003)

Institutional frameworks do not existxelusively at the regulatory pillar. Lowndg001)
explains this difference athe transition from governmentto governance when the
emphasis is shifted from formal government and its regulatory role toiatldade informal
institutions. A dynamic and informal view of institutions brings into the analysis structures
such as policy networks and pubjidvate partnershipsEspecially with respect to local
government, as Lowndes(2005) explains, topdown and bottomup influences
continuously interact to produce nesymmetrical patterns of diversity; such influences are

shaped by history, geography and local conventions.

Hence,jmportant institutions might not be as vide, although they do shape the actions of
governance actorsLowndes et al.(2006) examine the relationship between formal
mechanisms to stimulate citizen participation and their actual engagement outcomes. The
combination of formal and informal rules creates positions for actors and articulates norms
of appropriate or inappropriate behaviour. It also provides incentives and disincentives to
participate. For example, the ddg-day behaviour of government office might differ

from formal rules and reflect norms which are not explicit.

Following this view, Lowndes et §006)draw a very important conclusion. They position

the significance of institutions in the ways which they shape the environment within
GKAOK FO02NE YI 1S RSOA&A2Y A | 02dzi G(20G)A NI aide
study on emerging participatory processes in Ireland also emphatisgsnstitutional

alignments of governance structures enable or constexigagement in practicézor new

practices to become institutionalised, devoting considerable resources and time needs to

be combined with active support from the civil service.

The above tghlight how public institutions determine government and governance. It is
implied that, although their informal aspect may entail some flexibility, public institutions
are difficult to change. This begs the question: are public institutions indeed change

resistant and, if so, what explains the resistance?

55



Pierson(2000)identifies two broad reason® justify why political institutions are usually
designed to be changesistant. The first is that, in many casenstitutional designers
constrain themselves in order to achieve greater consensus during institutional building.
The second reason is that institutional designers may wish to bind their successors so that
institutions protect themselves from malicioumdividuals. One example is the USA
constitution which mandates the separation of three powers (legislative, executive and
judicial) so that they are always interdependent. Lowndes and Wi(2003) add that
political institutions are built to be resistant in a sense that they are expecteatlpt to
changing situations without beingamaged by them. Thinking about protecting and

maintaining institutions leads to the notion path-dependency

Starting from theobservation that history is generally significant, there seem to be both
GKEFNRE YR aaz2¥ié¢ d@ONISZDOSN 2KFS (6KEA2AT (O N BAISYNSEYAl:
institutional evolution is a historical process ifaated by individuals who continuously

adapt public organisations while being careful not to alter their ider{@gin, Christensen

2008 ¢ KS GaKIF NRé& @S NE A-@egendenty by &tdtiig that Sktilis G 2 LI
evolve in paths of continuity since past decisions always constrain current circumstances

(e.g. Gains et al. 2005As an effect, initial decisions on designing public institutions

robustly tend to gain aelfreinforcing nature and usually bear considerable change costs

How can then institutional change be achie@dtl seems that, even when institutional
changes are actually attempted, they are difficult to control or predict. Lowndes and
Wilson (2003) approach institutional change as a mixture of accident, evolution and

intention. They provide a definition of the concept as (p.Z80)

G2 KAES 2NHIFIYyAalGA2Y I € OKIFy3aS Yleée Ay@2f
reorganizah 2 y X AYAaGAGdzGA2Y I § OKI y3Ss NB lj dzA NB &
OSKI@A2dzNR I NB FFf 6GSNBR GKNRdIzZAK aLISOATFeA

incentives and sanctions. Rather than being a technical exercise, institutional

* This passage, although not written having public sector ICTs in mind, it could not be indeed more relevant to

their study The next sectior elaborateon this argument
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change is inevitably a valtladen, contested andontextdependent process,
GKAOK GeLMAOFffe OGKNRBRg&a dzZLd dzy I YGAOALN GSR

In this definition, the authors imply that good institutional designs are the ones that are
more based on environmental adaptability than instrumental institutional fit whictkesa
future changes even more difficult. Lowndé&005) agrees that institutional change is
rarely technical since it is met with resistance and when it does occur, it tends to be highly
context dependent and endgenous. This perspective brings back to the discussion the
creative work of institutional entrepreneurs. Such individuals, when facing new challenges,
make efforts to critically combine existing structures. In some cases, they might attempt to
borrow insttutional paths that are foregone or engage in institutional sharing exercises. An
example of institutional sharing occurs when public officers from different governmental

agencies collaborate with the aim totegratenew toolswithin their agendas.

Regadless of their strategies, who are those that seek to change public instit@ions
Lowndes(2005)responds that probably only thosearginalisedwithin and outside public
organisations have the real incentivesttonk about changes. Such actors might have the
incentives but lack the power to propose changes;example,jndependent politicians or
AYRADARdz € OAGAT Syao [26YRSEAQ @ASs ol a RSO
contrasts most technologicatipitiated efforts of institutional change which were

developed by policy makers themselves (see next section).

3.4.2 Publicsector ICTs from a mac#iastitutional perspective

Policy discussion on public sector ICTs evolves on how the solutions that ICTswan del

are broadly conceptualised and understo@deijer, Lofgren 2010)For example, around

GKS 0S3IAYYAY3I 2F wnnnQaszs GUKS ARSIFa 2F NBAYyO
more widespread as a result of the ergang Internet. Few studies warned that reinventing
government is a long combinatory process and not a mere outcome of expecting IT
RSLI NLOYSyGa G2 GRSt A @b, 200Dt Saé¢ 2y | RIATL

Creating polies for technologies is not only about choosing the right ICTs for a specific
problem, but also about how to strategically stimulate informed adoption and configure

the right values behind technological expectations. EGovernment @gdably also
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ePartigpation) has been a great concern, hope and ambition of governments and
politicians internationally. Governments have been attempting to guide eGovernment
adoption. One example such influences concerns Hueopeanisatiorframework which
created diverse mehanisms to promote ICTsn European administration (e.g.
benchmarking)Criado 2009) Examining the fundamental ideas underlying eGovernment
policies and their implementation efforts can be very illuminatingaag/hy ICT#night fail

to become institutionalised.

Our grasp of the dominant assumptions behind eGovernment policies come from the
influential work of Chadwick and Md2003)and Bekkers and Hombu(g007) Chadwick

and May(2003)explain that in order to understand how eGovernment policies come into
existence, it is necessary to reveal théormulating ideas with respect tahe existing
historical and ideological constrasiof public institutions that created and disseminated
the policies. Chadwick and May analyse the eGovernment concept as officially approached
by three institutions: the United Statethe United Kingdonand the European Union. The
analysis illustrates the dominance of an executive driven managerial model of €itizen

government interaction which marginalises the participatory potential of ICTs.

Is this conclusion still applicable a few years after? Althdhgle is evidence of increasing

use of ICTs for participatiorfsee chapter 3> A G &aSSya GKIGO [/ KIFRg
observations can be viewed in connection with path dependencies. The authors do not
attempt this explanation but it seems that, since ICTs fayagement were marginalised in

initial eGovernment decisianit is difficult to reverse this trend due to pattependencies.
Interestingly, Medaglig2007b)alsonotes that due to pathdependenciesesearch at he

early stages of policy implementations can result in more effective interventions.

Following a similar rationale, Bekkers and Homb{@07) highlight the core myths and
rhetoric behind national eGovernment ficies which tend to presume the coming of a
new, better and more democratic government consisting of empowered citizens. Their
analysis of the national policies #lustralia, Canada, the United Kingdom, Denmark, and
the Netherlands demonstrates that theneisaged utopian goals and assumptions differ
from existing realities: institutional innovation and redesign are articulated as a result of

techno-mania whichno serious government should be able to resist
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Bekkers and Hombur¢2007) further note that IC¥reconstructed government ignores
backoffice integration problems. It also lacks deep considerations on feasible institutional
desigrs that will take into account the stakeholders involved and their interests. ICTs are
seen as an exogenous preconditionr fanstitutional changes outside governance
mechanisms. Thus, the authors wrap up the fundamental myth of eGovernment in viewing

the domnipotent technology as the enabler of transformation and institutional change.

Along similar lingsCordella(2007)analyses the institutional power of eGovernment with
respect to the New Public Management (NPM) agenatording to the NPM rhetoric,
ICTs are seen as instruments to radicallpmganise public administration outle existing
activities; a view which seems to contraditstdemocratic principles. Hence, eGovernment
policies should prioritise improving internal administration processes without

compromising valuable institutional identities such as citizen equalityisupartiality.

Moving from the policy to the regulatory level, assessing the impact of interventions to
stimulate ICTs reveals much about how policies succeed in practice or not. An analysis of
seven Danish eGovernment initiatives indicates tgaterrments need to be active in
terms of encouraging early adoption of ICT directiidsenriksen, Damsgaard 2007he
Danish examples show that mechanisms to improve eGovernment diffusion need to
combine measures ugh as wrmative interventions ¢ommon standards), economic
interventions (rewarding and punishing) and pedagogical interventions (campaigning to
influence adoption). According to Henriksen and Damsgé2007), the real challenge for
adopting public sector ICTs is poovoke voluntary changes instead of changes driven by

economic interests. What kind of institutional factors will favour this adoption?

3.4.3 Institutional characteristics andCT aoption

Current work associates institutional characteristics with eGovernment outcomes by
examining variables that could explain adoption. It seems that governmental organisations
are indeed building theionline interactions depending on some of those featu®oon
2002) Studies based on the hierarchical and geographically fragmented environment of

USA have provided some interesting overview suggestions:
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1 Moon (2002) conducted a survey foUSA cities suggesting that largemes with

professional administrators tend to be early adopters of Web technologies.

1 Scott (2006) assessed the participatory features of the 100 largest U.S.
municipalities. l# found that most opportunities for public engagement were

offered by medium sized cities.

1 Tolbert et al. (2008) discovered that US states with higher revenues and
conservative ideology are more likely to déye IT infrastructures. Thus,
institutional capacity in addition to modernisation ideologies (usually republicans in
the American politics) matter when it comes to considering ICTsefiaciency.
Surprisingly, the authoralso found that states with largealigital divides are more

likely to innovate through ICTs!

European scholars attempted to assess eParticipation developments by local authorities in
Italy (Medaglia 2007band the Netherlandgvan de Graft, Svensson 200@&pth studies

were apparently affected by the Italian and Dutch local government context respectively.
Van de Graft and Svenss(i2006)found politicd orientation not having a significant effect.

In most cases, developed initiatives were a result of pressures to innovate in anything the

Dutch central government monitoring wanted to measure.

In contrast, Medaglig2007b)identified three influential institutional background factors:
scale, local politics and soeswonomic conditions. Larger authorities were considered
more supportive of eParticipation initiatives due to: (1) the larger geographical diversity
and (2)effectivenesdrom a cost/benefit perspective due to the scale. Ceréa# parties
were found to favour administrative reforms and eParticipation. From the sectimomic

perspective, wealthier cities were more eager to experiment with ePartipabhitiatives.

Those studies show that institutional characteristics can have an effect on public sector
informatisation. In their editorial of a special issue, Bellamy and Té&/4®4)gave an early
warningthat such processes are directly connected with wider cultural, organisational and
political factors. They also made a distinction between the technological artefact and the
social artefact of communicated (institutionalised) information which they ardnoeilsl be

the focus of academic research. Following this advice, the next section presents studies on

ICT institutionalisation in public sector organisations.
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3.4.4 Institutionalisation and institutional dfects of public ctor ICTs

A common shortcoming ofdigital governance research seems to bethe poor
understanding of the institutional environment in which people, ICTs and organisations
interact (e.g. Barca, Cordella 2004,jps D07, Meijer, Lofgren 203® ¢ 2 d£8087) [ A LJ&A Q
words (p. 247)A SYLIA NA OFf NBaSINOK FAYRAy3Ia 2y L/ ¢3
largely decontextualised fromthe institat2 y I £ aSGdAy3a Ay 3IF20SNYYS

A first observationis that eGovernment seems to be adding more technological and
organisational complexity resulting from stakeholder pressures (e.g. citizens and
politicians). GiGarcia and Martinekoyano (2007)warn that controlling ICT adoption in

the public sector often leaglto adding countesproductive bureaucracy to innovation
processes. This has been the case in many UK eGovernment initiatives where local
authorities were expected to implement particular functionalities to be able to receive the

relevant fundgPratchett, Leach 2003)

Robey and Holmston2001)explain that global prssures and local cultures coexist and

might conflict each other. Dialectically comprehending opposing forces for persistence and
change can lead to more realistic ICT solutions which accommodate opposing opinions.
Following this view, Barca and Cordg®04)describe the institutionalisation process of

an eProcurement system in a London local authority. They found that institutional forces
create implementation uncertainties which make it quite hard for publigamisations to
understand what eGovernment really means for them. Departmentalism (also known as
Garftz2 YSyualtadeéo gla ARSYOGATASR a Ly Ayad

the system. More integrated ways of working needed to be ingtinhally encouraged.

The most straightforward use of institutional theory in digital governance research is the
analysis by Kim et a2009b)of the Korean antcorruption project OPEN. Kim et gbint

out certan mechanisms implicated during the evolution of this system and its
AYyaaAGdziaz2ylFtAalriAz2y e ¢KSANI FylFfeara aKz2ga
motivated the initial idea, but the regulatory mechanism was the decisive factor for its
institutA 2y F t Aal GA2yd | OGABS € SIFIRSNAKALI | YR &dzLJ

strategic vision of IG&nabled anticorruption. Mimetic influences were exercised from the
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OPEN system to subsequent natwide initiatives which perceived OPEN as a leading

example.

In their analysis, Kim et a(2009b) clearly shift the emphasis on institutionalisation
processes as explainers of outcomehisis in accordance with Azad and Fg@2(09)who
combine institutional and actenetwork theory to analyse the adoption of eGovernment
assituated practicesThis theoretical perspective views institutionalisation as an emergent
process and its outcomasdirectly related to this unpredictdb process. The authors posit
that the situated character of adopted practices can help us understand why some aspects

of public systems become institutionalised while others fail to.

Dovifat et al.(2007)agreethat public sector ICT implementation is not mainly a technical
problem. They explain that public administrators are not able to assess the implications of
new ICTs for their daily operations which are then enacted in unexpected ways. In fact,
before tecnology even attempts to become institutionalised, policy actors interpret it and
assess its symbolic institutional value in parallel to its perceived usefulAiéissugh for

some actors one technology might be a political solution, for others the santmadémgyy

might be a problem(Meijer, Lofgren 2010) Effectively, technologies gain political
significance as they translate into economic or political advantage. Bellamy and Taylor
(1996) understand this significance in terms of how ICTs reinforce or challenge existing
conventionsin beinga I OG A @St & AYLI AOFGSR Ay GKS RSTFAYA
LRt AGAOKf (pBgaldAldziA2yadé

ICTs are widely recognised as mdhan instrumental solutionsand connected with
processes of transformational change. It is often assumed that rapid changes in ICTs will
bring equally rapid changes in institutional structures; arguably this might be happening to
some extent or not at allSchlaeger(2010) explains that ICTs can affect processes of
institutional change as one factor, but real changes can only be driven by a combination of

elements composing policy systems: ideas, institutionsthedemerging technologies.

O'Neill (2009) arguesthat institutional change from eGovernment initiatives tends to be
instrumental rather than systemic; this creates an illusion of a new approach, but in fact it

id lo2dzi aR2AYy3 (KAy3Ia RAFTFSNByGfteé |yR ayz
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services more efficiently has little impact on the nature of those services at all; it just

implies good ICT solutions to business problems. \(&&44)directly questions (p.15):

GLa OKIFy3aS NIdGA2ylt YR RAODsfiocBiR Ay 1Se@
it a political process characterized by snasalale shifts constrained by
0dzZRIASGFNE YR AyaldAGdziazylt LINRPOS&aaSakKé

His research with USA federal government and state websites shows that change is rather
incremental than transformational. Gasq@003) attributes this to path-dependencies
After warning that instrumentalism does not guent moving incrementally to wrong
directions, he explains that pattiependency is the reason why we cannot ignore the role

of ICTs with respect to institutional change.

However, the examination of what kind of transformations using ICTs can be called
institutional changeremains vagueGascq2003)states thatinstitutional changeequires
thinking about transformationbeyond the level obrganisational change. He attempts to
develop several propositions that msumarise the relationship between ICTs and

institutional change (p. 11, 13):

1 ICTs do not necessarily alter the status quo of organisations leading to greater

institutional efficiency, transparency or cultural change.

1 ICTs can open the way for institutionaiange if new skills and learning motivate
actors to change their perceptions on potential gains from the new situations. This
implies that institutional change comes when the whole set of technological,

managerial, and political variables can be configure

1 Determining the directions of institutional change implicated by new ICTs is
difficult. Dovifat et al.(2007) agree that organisational change a process of

continuous improvement during which unplanned olge should not be avoided.

Another important contribution comes from Li2007) Motivated by the observation that
fundamental concepts of public administration are not part of eGovernment debshbes,
states thatindeed we need to look at how institutional contexts change (or not) as a result
of thinking about ICTs. High level political support on the transformational potential of

ICTs, mixed with implementation difficulties, suggest that there is evolutionary
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transformation which merges the old and the new in interesting ways. Lips summarises the
principal changes in government due to eGovernment initiativemstgutionally enabled

(or disabledyather thantechnologicallydriven.

Ly O2yySOiA 2 y0@)siat&ment ha SN @ decome an institution on

their own, looking at ICTs in public sector organisations can be a study of how two different
institutions interact with each other. The point that ICTs hheeome institutions of their

own in parallel to bureaucracies themselves has been recogrieltbert et al. 2008,

Meijer, Bannister 2009, Maj 2007, Wiredu 2010)The norns of ICTs promisefficiency
oraWdzad tA1S L¢x (GKS AyadAaAddziazy 2F 0dzNBI dzON
20y Y2N¥Ya 2F 3JI22R LINI OlG(WikSu 2019, p.9%. FOMNIHh 2 NHI
perspective, ICT integtion becomes an issue of aligning twistitutions technologyand
bureaucracy The simplistiapproach of computerising problematic structurés make

them more efficient hinders successful alignmefwsredu 2@.0).

Previous studiesxplain that ICT institutionalisation can be more impeded by existing
institutional arrangements rather than implementation problems. Day&&08)conducts a
historical analysis of thdigital governance idea in USA focusing on the progress of citizen
engagement, improved management and service delivery. @agr conclusions that,

with the potential exception of emerging Web 2.0 tools, institutional imperatives limit the
use of ICTsotthose actually fitting the existing frameworks of public governance. Fountain
(2008)questionswhether formal and informal institutions have been adequate to support
eGovernment. Given that institutional contis are structured for stability, she argues that

bureaucratic inertia needs to be approached institutionally.

Going back to the observations by Dovifat et (2007)and Wiredu(2010) when ICTs
undergo an institutionalisation process, they are enacted as an outcome of this process.
The enactment perspective, in the form of the technology enactment frame@eokintain
2001) has been developed as complementary to the idea of institutionalisation and is

presented at the next section.
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3.4.5 The (eGovernment) enactmentdmework

C 2 dzy (0 (RODI)technology enactment framework (figure 3.8pscribe the effect of
institutional arrangements and organisational structures on how public organisatiosst
technologies. The framework draws from institutionajovernance and bureaucracy
theories It distinguishes between thé 2 6 2 S t@dhrfol@$ &echnical systemisand the

& Sy I QdatHhdtagy which is the outcome of ICT implementations. In her book, Fountain
applies the framework in a set of American case studies. The framanaykporatesfour

types of institutional arrangements: cognitiveliaviours, cultural beliefs, social structures,
and governmental rule systems. Its principal motivation is to explain how technologies are
perceived and enacted according to the cultural and organisational features in which they

are embedded.

Objective IT

'

Organizational Forms
Bureaucracy
Networks

Pt

Institutional T
Arrangements

Enacted Technology Outcomes

Figure3.2Y C2dzy il AyQa o6Hnnm0 ¢SOKy2f 238

Theenactmentframework has been recognised as important to our understanding of how
public institutions shape technologies and it stands with its supporéeic critics(Yildiz
2007) Danzigef2004)understands the framework with respect to how actors, given their
embeddedness in organisational roles and networks, forteul@erceptions and make
choices about using ICTs in their organisations. In contrast, N@@@s3)clearly criticises
the framework as ahistorical and adds that the empirical case®al little about the

particular IT characteristics that were enacted. Norris believes that the enactment view is
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not significantly different from the concept of institutionalisation. A further criticism comes
from Danzigern(2004)who believes that the framework does not take into account the
ways in which actors may resist changes and produce large scale unintended effects from

ICT innovations.

I Yl 22N SEGSyarzy 2F Cz2dzyilAyQa 62N] A&
Cordella andlannacci (2010) Recognising the objective nature of technology as a
shortcoming of the initial framework, the authors explain that technologies are not
objective, but carry policy aims which are reflected maetment. Following an empirical
investigation of a UK criminal justice system, the authors propose the enhanced framework
(figure 3.4), which incorporates the eGovernment policy encapsulated in ICTs. Cordella and
lannacci (2010) argue that their extension also encloses the political negotiation
surrounding technologies. Therefore, instead of objective technology, they focus on
examining the overall process that enacts eGovernment policies; this is shown & 3igur

within the dotted box.

eGovernment Policy

“

IcT :
—> —>
Enacted Technology Outcomes
<4

NN Ml

Organizational Forms
Bureaucracy
Networks

Figure3.3: The eGovernment Enactment Framew@krdella, lannacci 2010)

The (eGovernment) enactment framework complements the ingthal study of public
sector ICTs. The next section summarises this chapterleadbs to section 3.6 which

develops future research directions.
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3.5 So, what about institutions and their theories

The broad umbrella of the institutional perspectie@ablesa holistic andcritical look at
institutions and their effects on ICTs, people and governance activities. An important
implication is that, even though we might know a lotvdiat is actually happening in digital
governance research, ignoring the institutal perspective leads to limited understanding

of why things are happenin@Heeks, Bailur 2007§0ing back to figure 1 (section .the
starting point is thatinstitutional analysiscan assist in bridgingolicy sudies and
information systems researciMeijer (2007)explainsthat the synergy between those two
established fields can guide -positioning 1Ts not as the determinant, buine of the

many variables that are iplicated in processes of public sector change

A number of authors have advocated the usefulness of institutional studies and recognised
that it has yet to achieve its potential in digital governance resedect. Currie 2009,
Weerakkody et al. 2009, Montazemi et al. 201Bgfore examining somef their basic

arguments, it isusefulto group keythemesfrom this review:

1 The institutional nature of public organisationd?ublic organisations exist as part
of institutional frameworks which are applied and negotiated within and around
them. Governancgin comparison tagovernment is not only about bureaucratic
structures, but also about the formal and informal institutions that shape public
processes. Institutional frameworks profile the environment within which actors
make decisions about their style and choice of engagement with governance
processegLowndes et al. 2006)Public organisations are usually designed to be
changeresistant and it is impossible to consider them outside the concept of-path
dependencies which states that they tend to move in paths of historicdiraaty,

(e.g. Lowndes 2005)

1 The institutional nature of ICTSICTs gain their own institutional characteristics
since they are takefor-granted as an enableraf I f Y2ad | yeidKAy3a 2N
actors cof R GKAY1 Fa Fy AYLINPAGSYUSAWD, pR40) G KSA I
Independent of particular technologies, artefacts always come with involved people
and their interests on them. They create their own myths and acquire a self

sustaining nature beyond theactual anticipated value. In this respect, technology
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can be considered as an institutional structure in society and thus be treated as

other political and legal structurg$/eijer, Lofgren 2010)

Endogenous and exgenous institutional influencesinstitutional influences arise

within (endogenous) or outside organisations as environmental effects (exogenous).
Coercive pressures come from a variety of stakeholders, mainly governments and
society. Normative pressuresome from the patterns that define appropriate
LINEFSadaA2ylf 0SKIFEG@A2dzZN aAYSGiAO LINBKAaEdzNI
successful organisations. Institutions are disseminated globally, but interpreted
locally at different level§Robey, Holmstom 2001Mnstitutional influences can both

enable and constrain actors and their actio(@&cott 2008) they might also be

conflicting especially in highly institutionalised environments.

ICT mstitutionalisation. Institutionalised tools and practices are those that are
simply takenrfor-granted. Institutionalisation is a process of institutional alignment
taking the form of assessing technological characteristics against local cultures.
Bridging the institutional alignment is how ICTs avoid resistadteempting to
institutionalise new systems in many cases requires thendgtutionalisation of
existing practisege.g. Mangan, Kelly 2009%xamination andknowledge of local
practices explains differences between micro and macro institutional expectations
(Mekonnen, Sahay 2008Pespite planned implementations, ICTs tend to become

more emergent aneénacted in use.

ICTs as institutionally enabled. Institutional characteristics affect ICT
implementations. Public organisations are more likely to implement anything
auditing is likely to measurgzan de Graf Svensson 2006)CTs should be assessed
on how they are used not in terms of their capabilitiésips 2007) ICT
institutionalisation can be more impeded by existing institutional arrangements
rather than implemendtion problems.nstitutional redesign through ICTs is largely
believed to be something no serious government should be able to r@&sag&ikers,

Homburg 2007)

Institutional resistance and change=rom an instituional perspective: (1) more

institutionalised environments are more resistant to change and (2) ICTs face
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resistance when in conflict with institutional dynamics. ICTs are one factor affecting
processes of institutional change but real changes can onlydideen by a
combination of institutional elements: managerial, political and technological. Thus,
institutional change is a highly conteaépendent, usually endogenous and not
simply technical exercise. Determining the outcome of institutional change is
difficult; change should be seen more as a process of continuous improvement
during which unplanned change should not be avoided. Institutional changes tend

to be instrumental and incremental rather than systemic and transformational.

Institutions, ICTs at people. Before ICTs attempt to become institutionalised,
policy actors interpret them; although for some of them one technology might be a
political solution, for others the same technology might be a problgvieijer,
Lofgren 201Q)During the introduction of new ICTs, involved actors continuously re
evaluate their usefulness dte-fly according to perceived opportunities. Hence,
explaining ICT outcomes should be more about comprehending dialectical forces for

perdstence and chang@Robey, Holmstom 2001)

Institutional entrepreneurs. Entrepreneurs are actors who seek to establish
institutional change; they usually draw strategically from existing institutions to
justify their propositions. In the business world, they tend to be those who have
legitimacy over diverse stakeholders and key positions in fi@ldang, Swanson
2007) In public governance, they are arguably thasarginalisedwithin and
outside public organisationd.owndes 2005)New ICTs gain legitimacy based on

their comprehensibility and socipolitical alignment with existing institutions.

3.6 Concluding remarks

Following this summary, theesearch avenues which the institutional perspective seems to

open become more explicit. An institutional analysis is technology independent and helps

establish better links between theory and practice since its analytical force tackles the

integration (o not) of ICT¢Heeks, Bailur 2007According to Weerakkody et #2009) the

theory offers a theoretical lens for studying public sector transformations and futurefuse

institutional theory can focus on (p. 365):
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G¢KS AYyTFtdsSyOS 2F SEGSNYLt LINB&aadaNBa Ay
enabled change, in particular in the public sector in the context of
implementing transformational government and/or electronic goweent

initiativesé

Currie(2009)views the usefulness of institutional forces also in relation with the actions of
stakeholder groups that respond to those institutional pressuidserefore as Mignerat

and Rvard (2009) state, organisational institutionalism addresses the political view of
AyailAabdziazytrtAaalidAazy LINRPOS&ZasSa 6KSNB LJ2gSNJ
choices. They add that one of the rmdits of the institutional perspective is that it
facilitates the examination of different levels of analysis, e.g. organisationasysibms,

groups or departments. Nicholson and Salf2909)advocate the istitutional perspective

as a practical tool for systematic diagnosis and action. An institutional analysis can identify
points of improvement both as an analyicand a prescriptive frameworkt can help

answer questions such as: how do new governaneetpres become institutionalised and

what needs to be done to facilitate th{Bingham et al. 2003)

Furthermore, as emphasised in this review,-80@led institutional changshould always

be seen withinpath-dependenciesa concept which &s not been adequately explored

digital governance research. Padlependency opens a new direction to examine how

public systems come into existence as it helps approaching the mechanisms of
institutionalisation historicayl and evolutionary(Kim et al. 2009b)Pathdependency is

consistent with the suggestion by Mignerat and Rivé2809)to study institutions as a

process of historical designy R S @2t dziA2y ® ¢KS (KS2NEBQA LINB3
is preferable to overcome change even before it is encountered; understanding logics of
opposition leads to more realistic solutions within transformational agen¢Rsbey,

Holmstom 2001)Complementary, it can help improve the regulatory agp institutions,

which determinedigital governance implementation.

The latter is also facilitated by the view of institutional adjustment which highlittas
technology is emerging ason-determinant institutional compromiséWiredu 2010) In
this view ICTs are less seen as technical success or failure and more as a reflection of

endogenous initiatives and institatal modifications. Effectively, technology success can
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be seen in relevance to potential beneficial changes it might institutionally enable and not

as the core of those changes.

The aim of this thesis is to develop and apply an institutional perspectiM€®sn public
engagement. An important step towards this direction is to understand how the theory has
so far motivated scholars in organisational studies, information systems, policy studies and
public administration. Following the chapter process matl in figure3.1 (p.42), this
perspective was progressively narrowed in order to identify interesting concepts and
directions that can guide future digital governance resear€m the basis ofthis
background, the next chapter explains thesearch apprach adopted in thethesis. By
doing so, it eemplifies how the institutional analysis guided the investigation in terms of
data collection and analysis. After the presentation of the main empirical work in chapters

5 and 6, the implications of this workeahighlighted in chapter 7.
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Chapter 4 - Research Approach

4.1 Overview

Following the background chapters 2 andtldis chapter explains the research approach
adoptedin this study. Apart from clarifying the research process itself, it is important to
position its epistemological assumptions within the Information Systems (IS) discipline. The
IS research community recognises a pluralisnitsmesearch philosophies anahethods
Positivist, interpretivist and critical approaches stand with supporters andcsii#.g.
McGrath 2005, Dubé, Paré 2003, Walsham 1995, Paré 2004)

As we shall see, the nature of this research and the issues it attempts to addests to

an interpretive fieldwork case study as the most appropriate methodoldgperpretive
research has examined a variety of 4€lhated organisational phenomena, particularly
those which are strongly embedded their social context of usée.g. Klein, Myers 1999,
Walsham 2006)In digital governance research, interpretive studies have been increasingly
used to better understand the emergent relationships between ICTs, peopte an

governance processés.g. Azad, Faraj 2009, Kim et al. 2009b)

Section 4.2 first provides an overview of IS research paradigms before focusing on
interpretivism as the philosophical stance adopiadhis research. Section 4@&itlinesthe

details of IS interpretive studies leading to section 4.4 where the case study methodology is
introduced. Section 4.5 links the institutional perspective as thediggi theory and
establishes the connection with chapters 2 and 3. Section 4.6 introduces the empirical
context and explains the research process details, for example in terms of selecting cases
and approaching interview participants. Section 4.6 explaiogv tdata analysis was
conducted within and across cases. Issues of generalisability and alternative approaches
are also briefly discussed in section 4.7. Finally, section 4.8 summarises and concludes this

methodological chapter.
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4.2 Conducting Information Sstemsresearch

Although certain researchers in the community still tend to feel quite strongly about their
F LILINRF OKSasz AG A& y2¢ NBO23IAYAASR GKIF4 GKSN
related phenomengWalsham 2006, Mingers 2001, 2003)

4.2.1 Diversity in IS research

A broad view could describe the IS discipline as a communityathiat & | LJ2 ¢ S NJF dzt
tell about the transformational impact of information technobbgAgarwal, Lucas 2005, p.

381) In thisstory, prescriptive research on how to best design or configure IT artefacts has

been complemented by more analytical studies on the use of ICTs by organisatidns
individuals. IS has evolved as a synthesis of contributions from many different disciplines
adzOK a {20A2f23&ex taeoKz2ftz23& |yR /[ 2YLdziSNJ
led to the recognition that an omdiJ2 G Sy & NXB & S| NOK st HiwaNa th8K R2 S
has also facilitated a split into subcultures based on different countries, journals or even
methods(Mingers 2003, Weber 2004)

Robey (1996) characterises the IS field as existing withitidR A &8 OA LJX A Y SR YSiK:
LJ dzNJ dnd findseindisputable the fact that IS research will continue to diversify.
Benbasat and Webe(1996) see IS divesity in terms of: (1) problems addressed, (2)
theoretical foundations and (3) methods used to collect, analyse and interpret data. Back in

1991, the analysis of Orlikowski and Baro{idi91)identified and aiticised the dominance

of the positivist perspective as the only acceptable in IS research. Orlikowski and Baroudi

were some of the first to defend pluralism in IS research by stating that (p.1):

We believe that a single research perspective for studymfigrmation
systems phenomena is unnecessarily restrictive, and argue that there exist
other philosophical assumptions that can inform studies of the relationships

between information technology, people, and organizations.

Their statement could be seen #se start of a more widespread use of interpretive and
critical studies. Indeed, a few years later, Walsh@®95) discusses evident signs of the
interpretive philosophy gaining attention, but still generatingalissions over its legitimacy

compared to positivist studies. Thinking retrospectively about this observation about a
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decade later, Walshan2006) expresses his confidence that interpretivism managed to
become awell-established part of the field. Although diversity was being increasingly
welcomed in IS research, others argued that it should have been something thought of

more careful as it embraces identity rigfgenbasatWeber 1996)

The next section elaborates on the different IS research paradigms and explains their
principal differences. By doing so, it lays the ground for justifying the choice of interpretive

research for the scope of this thesis.

4.2.2 Research paradigs

{SESOGAY3T Fy FLLINRBLNAIFGS LI NFYRAIY Aa | NBaSs
selection and application of research methods. Orlikowski and Bar(iffl) advise
researchers to remain operotthe selection of an appropriate paradigm prioritising their

own beliefs. Following this suggestion, it is evident why researchers need to have good
understanding of the whole spectrum of IS research approaches in terms of their

fundamental beliefs and gigestions on how to plan and conduct research.

Orlikowski and Baroudi1991)R NI ¢ T N (Y986 ckaskificatin framework on the
assumptions that outline resech philosophical stances. In brief, the definition of what
constitutes a research paradigm has to do with issues of ontology (the nature of the
empirical world observed), epistemology (the criteria which constitute valid knowledge),
research methodologynd the relationship between the empirical world and knowledge.
Based on this, they explore the underlying assumptions of the three major paradigms in IS

researchwhichcould be summarised as folloSrlikowsk, Baroudi 1991)

1 Positivist researcltassumes the existence of an objective world which can be
described through quantifiable nomothetit statements that test particular
hypotheses. Positivists attempt @ O LJG dzNB | LILINREA Y| GA2ya 2°
mye 2F gKAOK NB AyidaSttSOQdz(Straub ethl a 2 OA |
2004, p.381)Positivist studies assume that human action is rational and intentional
and that inquiries about it are vaddfree. Such enquiries result in udirectional

causeeffect relationships which can be explicitly identified and tested.

74



 Interpretive researcladopts the position thatt 2 dzNJ { y26f SR3IS 2F NBI
O2yaiNHz2OGA2Y 0 @ValsKadzY19956, pl3tB)Hendeh iterpretivists
O2yaARSNJ NBItAGe Fa &adoweSOGAGS |yR AGa
personal beliefs which interact with human study participants. Interpretive studies
cannot be valudree since they are continuously negotiated. Interpretive
researchers cannot pose poefined boundaries to phenomena, but allow

participants to draw upon thir own beliefs and experiences

1 Critical researclthallenges the assumption that ICTs are essiytagesirable and
result in the benefit of afMcGrath 2005)For critical researchers, social reality is in
principle historically constructed and continuously produced and reproduced by
social entities. As a relipthe critical philosophy posits that social systems are
under constant change. Their historical and social examination should not only seek

interpretation, but also inform social practice through emancipation.

Table4.1 summarises the three main pargdas in IS research with respect to those basic
beliefs. Design Science could arguably be classified as a separate paradigm. It focuses on
the development of artefacts which capture different world stafeg. Hevner et al. 2004)
Al-Debei(2010)discusses Design Science as a paradigm of IS research and compares its

basic beliefs to the other three major paradigms.

Complementing the discussion about paradigmecker and Niehave@007)develop a
framework aiming to systematically analyse and illuminate the epistemological
assumptions behind different research approaches. They suggest that, when evaluating
research, egitemology should always be made explicit. Their analysis tends to converge to
the view of pluralism in IS research. However, most IS researchers tend to think that the
three major paradigms are incommensurable and their conceptual dichotomies impossible
to bridge. According to Webef2004) such opinions tend to be intense within the IS

community leading toesearch methods beingounded byheir corresponding paradigms.
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Paradigm

Positivist

Interpretivist

Critical

Basic Belits
L Reality is subjective
Reality is single and Y ) e .
. . as constructed by | Reality is socially an
Ontology exists objectively and _ _ o
. human beings in historically
independently of . ,
. different social constructed.
human beings.
contexts.
Interpretations L
o - Longterm historical
Scientific method about subjective .
. : . and ethnaraphic
which tests particulal meanings are madsg studies uncover
Epistemology hypothesis and by the researcher o
. . knowledge within its
assesses them as| through interacting . :
. i social practices and
either true or false. with study
. values.
participants.
A process of shapin
: L : L and reshamg values
Mainly quantitative, | Mainly qualitative . Mo
experimental and | and dialectical using and beliefs. Arguabl
Methodology RETNE NN interpretive
statistically e.g. hermeneutics o
methods arethe
evaluated. ethnography. .
mostsuitable, see
McGrath(2005)
Researchers not onl
interfere with the
Researchers observ
. Researchers phenomena under
Synergy of phenomena which

Knowledge and

Practice

they cannot alter; no

moral judgements or

subjective opinions
are implicated.

interfere with the

phenomena under
study; their inquiries
cannot be value free

study but also seek
to alter current
social status quo
through
emancipatoy
actions.

Table4.1: Summarising the three main IS research paradigms.
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Nevertheless, others have advocated the use of different paradigms and explained that

their fundamental differences do not pose hard constrains on condgcstudies that

integrate them. The argument that interpretivism and positivism can be mutually
supportive was first expressed by LE®91)concerning the whole scope of organisational

studies. Gablé1994)LINE A RSa || 3I22R SEIFYLIX S 2F | LILX @Ay
terms of combining case study and survey methodology research. Furthermore, Weber
(2004)suggests that thelifferences between positivism and interpretivism, if indeed they

exist, are not deep and mainly have to do with choosing research methods. The strongest
advocate of mixednethods in IS research seems to be Ming&®801, 2003, 2004)He

justifies his approach by stating that (Mingers 2001, p.243):

GLG Aa LIRaaArotsS G2 RSOFOK NBXAaSEHNODK YSiGK2
from a paradigm and use them, critically darknowledgeably, within a
O2y GSEG GKIG YF1S48 RAFTFSNBYG | dadzyYLiA2ya.

The next section justifies the selection of interpretivism for this study.

4.2.3 Selecting the interpretive research approach

The above debate summarises the main points related to the diitel& research
paradigms and their implications for choosing research methods. As highlighted by
Orlikowski and BaroudiL991) knowledge of those paradigms and informed selection is an

initial step for an$ study. This thesis has focused on the following question:
How do ICTs for public engagement impact on institutional policy making structures?
The investigation was further broken down to the following motivating questions:

1 How political organisations peeive institutional influences to exploit ICTs for public

engagement and how does this reflect upon their organisational environment?

1 How do ICTs for public engagement adapt to existing policy making mechanisms

during their institutionalisation processgs

1 How do different actors influence the adoption and use of ICTs for public

engagement and what is their effect on processes of institutionalisation?
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Seeking to empirically gather and examine findings about the impact of ICTs in governance
naturally leadsto an analytical study. The investigation is inevitably connected with the
sociapolitical context that frames and enacts institutional policy making. In this context,
linking elements of institutional resistance or promotion of digital governance iméatio
existing structures requires careful examination of how ICTs are interpreted within those
structures To achieve this, institutional influences at different levels should principally be
viewed with respect to the actors that generate, reproduce gpefceive them; for
example it is quite recognised that politicians and members of the civil service assess the
potential of ICTs in different way#n interpretive study can contribute to revealing the
nature of institutional resistance that occurs whert@s attempt to balance their will to

improve policy making withheeir traditional power over it.

Institutional influences especially implicit culturatognitive ones are usually subject to
interpretation in new situations even when their meaning is eBtlled in routine
practices. They are subject to interpretation since they contain a n@tional, non
deterministic elementcomingfrom the fact that they exist on the basis of legitimacy and
their connection with efficiency might be disputable. For epdan public sector
organisations are developing online services not only to increase their efficiency, but also

as a response to societal demands for modernisation and more transparent governance.

As a result, it is not possible to conduct this study withestablishing a close interaction

with participants and attempting to understand their ways of@ng and acting about ICTs

in engagement activities. This statement is not limited to assessing their opinions on the
usefulness of such technologies. Itfses more on uncovering the rationale behind their
engagement decisions as a process of adapting existing institutions to fit those aims. Such a
close involvement with participda within their actual decisionmaking situations

inevitably permits and to ame extent dictates the researcher to contribute to the

LI NOAOALI yGAQ dzyRSNRAGIYRAY3I gAGK KAa 26y 1Y

Therefore, for the scope of this research, an interpretive approach can be considered as
the best fitting option. The interpretive padigm allows the production of deep

explanations of why and how phenomena occur by exploiting theoretical perspectives to
illuminate their different aspects. Such a research approach is particularly recommended

since, as Macintosh et 2009) have identified, research ofCTsin public engagement
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needs to be better grounded in theory that will enhance our knowledge of the institutional
effects and processes behind the actual use of technologies. Hence, apratitez study
can advance the methodologicahd theoreticalagenda of digital governance which in

many cases iEmited to descriptions of whictools work welland how(Saebo et al. 2008)

The above discussion justi§ the selection of interpretivism and eliminates positivism for
two main reasons: close involvement with study participants and the dialectical nature of
the enquiry which is not possible to be adequately captureadayotheticalstatements. A
positivistinstitutional analysis fieldwork could focus more on identification and systematic
analysis of factors, but would certainly reduce the deep understanding on their impact that
this research seeks to bring forward. For similar reasons, institutional andigsi been
mostly adopted by interpretive researchers in other contefsg. Kim et al. 2009b,

Davidson, Chismar 2007, Jensen et al. 2009,i8a2009)

LT GKA& NBaSIFNOK Of SIFNIe& [ AYho théirealedh®xt,SOG 2
why O I it Belicharacterised as critical? The ambiguous nature of being critical can provide

some answers about this. McGrafB005) explains that being critical in IS research has
0SSy &adzwa2SO0G (2 RAFFSNBYy(U 2LAYA2YyE 2y I OKAS
adopting some of the principle of interpretive research can lead to better critical
contributions, while Avgeroy2005)seems to disagree. Although this thesis does entail
a2YS aLlsSoia 2F ONRGAOFE GKAYy1Ay3azZ Al OF yQi
at social critique nor it adats an emancipatory view of the technology under investigation
(Orlikowski, Baroudi 1991Furthermore, the theoretical background does not belong to

the sphere ofcritical theories and is possibly too consative to allow for critical

contributions, although Sco{008)doesargue against this vievor institutional theory

A wellrespected example of critical fieldwk can illuminate the aims afritical IS studies
and make morexplicitwhy this research cannot be critical in the narrow sense. skhdy

of the major Greek social security organisatl&iby Avgerou and McGrat(2007)draws

on theoretical concepts developday Foucault to develop a radical sogiolitical view of
power to analyse how it consistently obstructed ICT innovation in the organisatiothis
study, criticality is related tancoveringthe sociepolitical conditions implicated in what
people percéve as logical within their organisational context. Institutional theory does not

focus on issues of power, although power can be related to the different pillars of

79



institutions. In fact, Hasselbladh and Kallinik@®00)believe that institutions need to be
viewed more critically in this direction. The next section discusses an alternative approach

which can make research choices even more explicit.

4.2.4 Alternative approach to epistemology

An emerging philosophthat could inform this study isritical realism Critical realism has
been advocated as amS philosophy which could help overcome the limitations of
positivism and interpretivism while also highlighting the contributions that research
methods from thesdwo philosophies can achiee.g. Mingers 200@004,Dobson 2001,
Smith 2006) Critical realist studies aim particularly at producithgep explanations of
phenomena through identifying their generative mechanisms. This is achivaadalysing
events produced at the domain of the actual and observed at domain of the empirical.
Bygstad(2010)and Easton(2010)are examples of case study research which adopted this

philosophical stance.

Critical realism has been suggested as useful for digital governance regidaets, Bailur
2007)and has also been combined with institutional thegwry 2009) When combined

with institutional theory, critical realism can address the causal mechanisms that lead to
organisational action asnaeffect of actors drawing upon institutional influenc@a/ry
2009) Such an approach could be useful for this research, but would require changing the
research question tgossiblyy & 2 K I (i gehexkBve nieéhé&nisns that lead to the
institutionalisation (or not) of ICTiBLJdz0 t A O Sy 3l ISYSyYy (G Ké

Although according to Walsham (2006) critical realism can be pursued as an underpinning
philosophy of interpretivism, it would also have required a different data analysis
technique which could potentially constrain the study to a causal mechanism analysis,
while a broad interpretive study allows better flexibility in data interpretation. The next
section elaborates on the nature of interpretive IS research and explains hewahadigm

guided the work carried out in this thesis.
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4.3 Conducting Information Sysims interpretive research

Tracking the emergence of interpretivism in IS reseamdWalsham(1995) it seems that a

more dialectical approach to the studypf ICTs was appreciated when the community
NEIFIftAaSR GKFd L/¢a GSyR G2 0SS tfSaa RSGSNYA
understandings on their use. It is now widely accepted that interpretive studies tend to
produce quite deep analytical insights in IS phenomena in terms of, for example, their

development, management and evaluation.

Interpretivism has been conceptually developed in various disciplines such as psychology,
anthropology and sociology. Its fundamentahilpsophical foundations are social
phenomenology and hermeneuti¢€ole, Avison 2007he most systematic approach to
conducting IS interpretive fieldwork studies comes from the seven principles developed by
Klein al Mayers(1999) Taking into account that personal judgement and context should
always be the basic principles behind interpretive research, the authors offer those
suggestions to provide a more solid basis. @bthors themselves offer a healthy warning
about uncritical application of those principles in such an idiographic research as

interpretive. The seven principles could be summarised as follows:

1 The Fundamental Principle of the Hermeneutic Cir€l@s geneal principle
postulates that human understanding is generated through a continuous cycle of

iteration between interdependent meaning of parts and the whole that they form.

1 The Principle of Contextualizatiofhe social background of the study site ne&als
be critically reflected and communicated by the researcher. The emergence of the
study conditions need to be approached historically so that social entities involved

are seen as producers and not as products of history.

1 The Principle of Interaction bet®n the Researchers and the Subjedibe
interaction between the researcher and the participants is a significant part of the
study that needs to be made explicit and justifidéhrticipants not only interact

with researchers, but they are also interpreteand analysts themselves.

1 The Principle of Abstraction and Generalisati@ata interpretation should be

guided by some form of abstract theoretical concept$ie use of theory as a
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connection between the idiographic interpretive study and generalised claims.

1 The Principle of Dialogical Reasonifitne researcher needs to make his own
worldviews transparent and explain how they inform the fieldwork process. In turn,
he may needto change his own preconceptions during the course of the study
including a potential contradiction between the theoretical framework used and

the study findings.

1 The Principle of Multiple Interpretation¥he interpretive researcher has to deal
with the multiple world views expressed by study participants, including his own

understanding of them.

1 The Principle of Suspiciofihe researcher should always be sensitive for possible
GoAl aSaé A ywithiRstudylpartioigahts. B le§uRes the reseacho go
beyond the world presente@nd seek to understand the embeddedness of social

actors in power structures and with respect to their interests.

An important implication of those principles is that certain degree of involvement with the
phenomena undestudy seems to be preferable especially in terms of getting better access
to organisations(Walsham 2006)Neverthelessclose involvement does not dictate the
researcher to change those phenomena; this could e abjective of an action research

study which has its own principles and conditigesy. Davison et al. 20Q4)

Furthermore, an important aspect of interpretive studies relates to the use of theory.

Gregor (2006) uncovers the nature of theory in IS research by identifying the structural

components of theories and their different types. She explains that the use of theory in
interpretive studies is a way of undganding empirical data by enlightening them through

a particular lens. In this way, theory aims to offer rich explanations of how and why things
are happening in actual situations. Respectively, the contribution to knowledge from using
theory to analyseand explain is assessed in terms of the insights gained. In contrast with
positivist studies, theoretical perspectives acquire a more emergent nature in
interpretivism. Starting with a theoretical framework to guide the investigation, the

researcher mightengage with his theory imlynamic ways (Walsham 2006)This is an
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aspect that the researcher needs to communicate to his audience including an explanation

of why a theory was chosen at the first place.

Theory is dectly related to the notion of generalisation, an important and usually
confusing aspect of interpretive studies. Research carried out within a single setting is
common in interpretive studies, a fact which contrasts for exantipéenotion of statistical
generalisation. Interpretivists seek to generalise with the help of theory and in line with the

principle of abstraction and generalisation.

Stating that researchers should always make claims about the generalisation of their
studies, Lee and Baskervi(l2003)develop four types of generalisation in IS research: from
data to description, from description to theory, from theory to description and from
concepts to theory. Interpretive studies usually generalise frempirical statements to
theory which could be characterised asalytical generalisabilityLee and Baskerville

emphasise that this practice is well established or to use their own words (p. 237):

In summary, the notion of the generalizability of empiridascriptions to
theory is well developed. Hence, criticisms that case studies and qualitative
studies are not generalizable would be incorrectly ruling out the
generalizability of empirical descriptions to theory. Furthermore, such
criticism could be irmrectly presuming that statistical generalizability is the

only form of generalizability.

Reference to statistical generalisability brings up the issue of qualitative data which are
usually the single data collection source of interpretive studies. (aiakt research can be

L2 AAGAGAEAGT AYUSNIINBIOGAGAAG 2NJ ONROGAOIFE RSLIS
(Myers 1997) Walsham (2006) underlines that interpré A S NB &SI NOK R2S:
gualitative and that quantitative data might offer useful additional sources, especially

when it comes to survey methodology data. Ming€2601, 2003)iscusse in detail the

concept of mixeemethods research.

This section introduced the basic principles of IS interpretive research. It underlined that
GKSNBE Aa y2 | LILIX A O pNI2G/M A208 A 1EINJGY20 A dll SNl yAIND Sa
high quality outcomeThe researchn this thesis is based oacase study methodology

which is not the only possibleone; other interpretive research strategies include
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ethnography, grounded theory or action researgh,g. Denzin, Lincoln 2000)The next

section explains the relevance of the case study methodology and its use in this research.

4.4 Selecting thecase study methodology

Researching into contemporary phenomena and addressing questions related to how and
why suchphenomena occur within their redife settings define the appropriateness of a
case study methodologf¥in 2009) When examining the design and impact of ICTs, as in
this study, a case study is particularly relevamteixamine the organisational context in
which technologies are embedded and their interactions with associated social processes
(Darke et al. 1998)Case studies can also help improve the relationship between theory

and practice when this is not adequately establistiPdibé, Paré 2003)

In digital governance research, the case study methodology has been established as the
leading paradignte.g. Heeks, Bailur 200However, as Heeks and Bailur note, a case study
research should provide deep explanations of the phenomena under investigation and not
limit to mere descriptions of specific technologies. The importance of conducting

meanindul case studies has been underlined by (#307, p.250)

Qualitative case studies demonstrating fundamental changes in public
administration as a result of using technical artefacts are very useful to
stimulate further public administration research and provoke wider public
debate.

A case study investigation can be based on various epistemological grounds, depending on
0KS NX&aSI NOKS NI A(e.dIKIgirf, Byerd L9RY Ddrke et &lii 19983 Df
course has implications on the case study design and objectives. For example, a positivist
researcher would seek to act as a neutral observer while the same is not relevant for an
interpretive or critical researcher. In IS research, case study investigations are well explored
(Dubé, Paré 2003, Paré 2004, Darkeakt1998, Benbasat, Goldstein 1987, Lee 1989)
Although most of those guidelines imply a positivist epistemology, they can be quite useful
for a broad range of case study issues such as data collection and analysis. The empirical

phase of this researcls based on the objectives 2 and 3 as stated in chapter 1:
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Objective 3¢ Uncover new insights that this perspective can elicit on digital

governance initiatives led by governmental agencies (chapter 5).

Objective 4¢ Uncover new insights that this perspeet can elicit on digital

governance initiatives led by n@overnmental communities (chapter 6).

Each objective calls for amdependentcase study investigation. Combining the two studies

aims to provide an integrated answer to objective 5:

Objective 5¢ To holistically examine the impact of ICTs, combine and evaluate
conclusions from the two case studies. On this basis, develop implications for theory

and practice and future research directions (chapieand 8.

The two case studies were informed aftferent stages by the main institutional theoretical
perspective. Before describing the cases and the research process details, it is necessary to
establish the relationship between the case study investigations andirtkitutional

theoretical perspectie.

4.5 A guiding institutional framework

Chapter 2 presented the technological background of this study. Chapter 3 reviewed the
institutional perspectivevhose analyticatonceptsare operationalised here with the help

of a guiding framework portrayed in fige 4.1. The aim of the framework is to systematise

the concepts introduced in chapter 3 and further discussed below. Following the
interpretive tradition, the framework does not seek to develop or test a particular
theoretical view, but to assist in demsimating the practical use of theheoreticd
perspective. It acts mainly as a sensitising device that facilitates and guides data analysis
and interpretation (principle of abstraction and generalisation). Theoretical flexibility at the
beginningof a casestudy investigation isa recommendationbelieved to reduce bias

towards the conduct of the study and its findingSsenhardt 1989)

Considering the points analysed in chapter 3 and the three motivating ipmssfrom
chapter 1, there are three main groups of elements to guide the investigation: (1) the way
institutional influences are understood and balanced according to their types and level of
context (DiMaggio, Powell 1983, Robey, Holmstom 2001, Avgerou 20@)) the
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relationship between current
configurations (e.g. Davidson, Chismar 2007, Baptista 2009, Gasco 20@B)(3) the

institutional

structures and technologictilygered

involvement of key actors and the strategic initiatives that they might take, which in turn

shape the ICT outcome with respect to the other twoups of conceptge.g. Kim et al.

2009b, Lowndes 2005, Wang, Swanson 2007)

/ Exogenous \

Coercive

Local

Normative

National

Regulatory

e

International

' 4

f Endogenous \

Governance structures
Capacities and characteristics

Politics, norms and culture

& J

[ Actor responses and outcomes ]

Figure4.1: A guiding institutionalramework.

Looking at this framework with the lens of policy studies theory, it was suggested that the

institutional design of technologies should not only be based on the specific functions (or

the technical problems) with which they are expected to fit, bit &l

2y UKS

Ayada

environmental adaptabilityLowndes, Wilson 2003 chapters 1 and 2, it was argued that

our knowledge of the organisational use of I@Tpublic engagement is limited due to the

lack of g/stematic understanding ofhe institutional adaptability aspect. Therefore, it

seems reasonable to focus the empirical investigation on synthesising the elements that

will guide the examinationof the impact of ICTs impolicy making based on their

institutional adaptability.

As a starting point for the investigations, this framework is generic enough to be applicable

in all engagement toolandin different formal policy making contexts. Due to this holistic
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characteristic, the framework can be suitable fmovering both the objectives 2 and 3 of
this study (see section 4.2.3). The framework systematises the institutional background as
the group ofenvironmentalrisks and opportunities associated with the use of ICTs by
involved actorg/Avgerou 2001)It mainly distinguishes between the two main groups of
institutional elements, exogenous and endogenous to organisations, and views them with

respect to involved actors:

1 Exogenous influencesan be separated in coercivenimetic and normative forces
and can also be seen with respect to their level of context souamal(l national,
international).Perceptions on macrmstitutional influences oronline engagement
can contribute to understandingractical conditions (e.g. Kim et al. 2009b)
Organisations managimanline engagement need to balance exogenous influences,
initially in terms of assessing their meaning. For example, the need to build new
public participation institubns might result as a pressure from eGovernment
programmes mixed with the needs of ICT companies to promote their technical
solutions. At the same time, engagement efforts are in many cases a political
response to citizens who want to see a growing celtaf public transparency and

opennesqe.g. Bertot et al. 2010)

1 Endogenous characteristiese those which reflect the institutionalised behaviours
of actors and structures in organisations. Politicagasrisations incorporate
particular localised characteristics, norms, capacities, histoagh-dependencies
formal and informal institutions. The combination of those structures defines
organisational setting which accommodate technological initiativesSuch
organisational features are not exclusively formal, but also related to the cultural
cognitive pillar of institutiongScott 2008) At the organisational level, it is possible
to focus on how institutional antkchnological changes interaend complement
each other(Davidson, Chismar 2001)ocal understandings create the differences
between micro and macro institutional expectations which do not always converge
(Mekonnen, Sahay 2008, Jensen et al. 2009)D N2 y2D0®)¢aReCstudies of local
government eDemocracy implementations in Sweden are indicafitkeostruggle
between the institutional topdown and the bottorup perspective, namely

institutional agendas and the actual use of I@ilEublic engagement.
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1 Institutional actors can be seen either as internal or external to organisations.
When ICTs arebeing used, individuals continuously assess their usefulness
according to perceived opportunities and risks; this has been for example the case
with politicians or civil servani&.g.Gronlund 2003, Mahrer, Krimmer 20Q5)\ctors
interpret new technologies and might perceive them as solutions or as less
important to their engagement context (see section 3.3). The role of organisational
individuals becomes especially important for explagnithe different forces for
persistence and change when influences are interpreted according to localised
situations and interests(Robey, Holmstom 2001)A stakeholder approach is
particularly advised in digital goveance researcle.g. Flak, Rose 2005, Murray et

al. 2004, Scholl 2008nd can also be useftdr institutional analysis.

Having established the research approach, sectd® discusses thstudy design details.
Especially coming fromme interpretive traditian, it is important to exemplifghe research

processand justify emerging choices by the researcher.

4.6 Casestudy research design

There are different types of case studnvestigations: descriptive, exploratory (theory
building), explanatory (theory testing) and othe(¥in 2009) Exploratory research is
particularly useful in underexplored areas where the relationship between theow
practie is not adequately establishgfin 2009, Darke et al. 199&xploratory research is
more relevant to studies defining new research questions or proposing constructs or
theories (Dubé, Paré 2003)This study is exploratory because it addresses a particular set
of new questions in empirical investigatioris.seeksto examine the impact of ICTs in
public engagement and expand the scope of this armlysi formal policy making

organisations across different settings.

The research is designed as a multiple case study which follows theoretical replication logic
(Yin 2009) It is not a priori hypothesised that contratiry findingswill occur from the

case investigations. The two cases aim to uncover different aspects of the online
engagement problem and examine similarities and differences. Both justify a single case

study on their own as unique and revelatory forfeient reasonsanalysedn the following
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two sections.As explained in chapter 1 (figure 12p), the two case studies form the
empirical part of this research (objectives 3 and 4) which follows the theoretical part
(objectives 1 and 2). The combinationdeevaluation of conclusions from both case studies
forms the analysis and discussion part (objective 5). The next two sections provide an

overview of the case studies.

4.6.1 Research in the Englidbcalgovernment

The first part of the empirical research wasnducted with two London local authorities,

the Royal Borough of Kingston and the Borough of Hillingdon, and focused on the
ePetitioninginitiatives which were the unit of analysigYin 2009) The two case studies
were complemented by a national assessment of local government ePetitioning websites

which is introduced in section 4.6.1.3.

46.1.1 YAy3alz2yQa St SiAGAzya

Kingstonupon-Thames is a smalloroughin the southwest part of Greater London with a
population of about 16M00. Kingston is a perceived prosperous area and benefits from
GKS KAIKSald SYLX2eyYSyd NI GS Ay [2YR2yd ¢KS
digital engagementomesfrom certain social characteristics: high Internet usage (around

90%) and youtlpresence within the borough. Since 2004, Kingstod Bristolwere the

first councis to experiment with an online petitioning service througfieir involvement

with the Local BDemocracy National ProjeqR005) The ain of this exercise was to

supporttraditional petitioning channels to the council and examine public responses.

YAy3JaldzyQa OIFaS Aa dzyAljdzS FTNRBY || KA&aG2NROI €
local authority inthe UK and probably in Europe to develop an ePetitioning website. The
aeaidsSyQa 2LINIGAZ2Y F2N Y2NB (KIy &aAE &SI Na
the usually more limited experiencadence the case has the potential to reveal important

insigniia Fo2dzi GKS AYLI OG 27F St SiA (ePartcipation YA Y I &
example and can be important for authorities considering such activities. Additionally, it
serves as an informative guide for most English local authorities which, awngduadthe

Local Democracy, Economic Development and Constructio2800) were expected to
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provided I  FFOAfAGE F2NJ YI1AY3I LIKENFit®efdetailby St S

are provided in chapter 5).

The qualitative data from this case were collected between January and September 2010.
They included a choice of sources outlined by (2009)with interviews, achival records

and documentation being equally importamippendix 1 provides the details of the data
collection processFollowing the documentary analysignsi-structured interviews were
conducted with key informants whaere selected with respect ttheir role and influence

Ay GKS aeaidsdyQa dzas FyR FR2LIGAZ2Y O

Ingenerall YR JIAGBSY (G(KS O2dzyOAf Qa O2yliAydzzdza Ay @2
public participation initiatives, the study was welcomed by most participants who wanted

to reflect on ther experiences and understand broader issues of online engagement
especiallyconcerningresearch in the ePetitioningppic. Feedback was provided to the
organistion during and after the research interviews summarising the main findings and

also making sugestions for improvements; key interview participantsahad the chance

to comment on academic papers producess Walshanf2006)notes, providing feedback

through personal communication instead of a writtenpogt enables researchers and
practitionersto constructS F OK 2 i KSNR& (y2¢6f SRISD

4.6.1.2 | Aff AYy3aR2Yy Q&a StSiAlGAZ2Yya

The followup study with the London Borough of Hillingdon started in June 2010. It was
completed in March 2011 following the first months of the colrfcQa St SGAGA 2y A
use since December 2010. Hillingdon is a large borough in the west part of London with a
population of about 250,000. It is home to Heathrow airport and host to an international
community. Paper petitioning was an established chanto the council before the
introduction of the online component which was decided in summer 2010 as a response to

the statutory requirement introduced by the 2009 legislation.

The authority was in the process of instaling a new intranet which, withllsma
modifications, could offer the ePetitioning functionalityilingdon was selected to
complement the Kingston study in an average case authority where petitioning was an

existing activity and ePetitioning was considerece do the regulatory arrangementA
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documentary analysis and interview schedule were also devised (for details see Appendix
1). Most participants were interested to refleoh their experiences with paper petitioning

and discuss issueground the online component both at local and natianlevel This
discussion also included other aspects of online engagement especially in a period where

cuts to public budgets required careful decisions by local authorities.

Compared to the Kingston case, this study provided the opportunity to exanmgeirgy

O2y FAAdzNF GA2ya G2 GKS ySg (SOKyz2fz238& |yR R@
the new regulation. In fact, it was noted that an increasing average of 250 petitions per

year was being received by the authority since 2006. Most petitiomgaroed issues of

parking, planning applications and parks. Feedback to study participants was provided

through research material of immediate interest which was available throughout the study.

4.6.1.3 The March 2011 national assessment

The 2009 Act presented anigue occasionto assess anational eParticipation policy
examine theresponses of local authorities and complement the twalapth case studies
with overview dataMotivated by thisopportunity, an overview web content analysis was
conductedin March 2@.1. All the 353 English local government websites were visited and
coded with respect to a specifically developed framework whigxamined the
implementation and use of ePetitionsor the scope of this thesishé quantitative data
collected contribute tounderstanding the connection between the two cases and the
national environment.As Walsham(2006) explains, quantitative data can be a valid
secondary input for interpretive studies. The details of wtady are presented in the

Appendix 3and discussed in chapter 5 following the analysis otweecase studies

4.6.2 Research with the trade union organisation

The Greek Federation of Bafkmployee! Yy A2y a OKSNBI FG§SNI NBEFSNNE
dzy A2y £ 0 A & ftrade iBoRSrédresetiagyabodt 60,000 employees from about

20-25 different public and private banks. Following the two general unions of Greek
employees in the private and public sector, it is believed to be the most powerful syndicate

in the country interms of size, available resources and political influence. It is also probably

the only one continuously investing in new technologies, such as developing its website
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AAYOS Mpppd® ¢KS dzyAz2yQa Ay@2ft gSYSyild BHRIGK (K
following the wider dissemination of digital governance concepts in the Greek society, as

well as international influences which were becoming increasingly promising. Since then,

the idea of using online tools for member engagement has taken varioussf@nd
OGNAIISNBR RSoOIFGS FY2y3a (GKS dzyAz2yQa 2FFAOALI T

The author first engaged with therganisationin 2008 as a research assistant in a
European funded project aiming to develop a roadmap for social dialogue in the European
banking sectoINEOTOE 2009 | A a Ay @2t gSYSyid F20dzaSR 2V
methodology which touched upon all the different union functions related to negotiations

with employers, obtaining feedback from its members and so on. Thisgbrpjevided an

excellent opportunityto understand the existence of those organisations within the
European context and come across ithbroader challenges(particularly following the
oFyl1Ay3a &aSO02N) FAYFIYOAlIf ONRard WebRy toolsimy 0 @ ¢
2009 led to the author being established as external associatecomplementary to

acquiring data collection permission for the scope of this research.

The data collection period for this study spans over 21 months, as shown in4i@ufeom

May 2009 to January 2011. Starting mainly from summer 2009, the effort to operationalise

dzy A2y Q&8 RSOA&AZ2ya (2 SELX2A0 &20ALt YSRAL &
Adadz$S 2F GUKS dzyA2yQa ySgaf SilncpNdagsimreoNded (G KS 2
FYR fAY1SR $6AGK GKS dzyAz2zyQa O2yGSEG FyR OF L
established and took many forms unttile end of the study. During thos&l montts, the

author closely monitored progress in the organisatard had the chance to benefit from
YydzYSNRdza @ArAaAirita (G2 GKS addzRée aArAdSe ¢KAAa Aa
within their everyday working environment and concerns. Additionally, he was able to visit
affiliated unions and observe unideadersin their offices in banks. Data collection for this

study also included a wide range of documentary material and more than 20 interviews

with key stakeholdersThe data collection details are explained in Appendix 1.

h@SNI ff 3 {KS volvarménk RitNIDe org@risgtianSacilitated gathering a very
rich set of material over almost two years, but also inevitably biased him to a certain
degree. This is because the researcher also drew, reflected and was constrained upon his

own experience fro this type of organisations in the Greek context. Furthermore, his
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familiarity with the organisation and professional relationship with certain participants
beyond the research scope allowed him to build upon a satisfactory level of confidence
wherethe y A 2y Q& OdzNNBy G FyR LI &ad FOGA2ya 6SNB 2
cases. This helped reduce the artificiality of interviews and the potential lack of trust to

someone who is completely outside the organisatibtyers, Newman 2007)

Case study Initial Main Additional Follow-up
starts interviews interviews interviews interviews
e O o—9 O @ *o—0—>
May Jan March April July Sept Dec Jan
2009 2010 2010 2010 2010 2010 2010 2011
| || | | I
Preparation Stage (10M) Main Data Follow-up Stage (5M)

Collection Stage (6M)

Figure4.2: Data collection over a period of 21 months.

As Bygstad and MunkvolR011) explairs A y F 2 NI | V dit &lQresdaiBEages O]
increases the study validity. Here, effort was placed not only to involve interviewees with
secondary study material, but also to engage them in the dissemination phase which
included a series of presentations, articles and reports to union dfficks part of the
LINE2SOG> GKS FdziK2NJ ¢gla AYy@AGSR (2 O2yiNAROd
on informatics topics. In this way, feedback to the organisation was provided constantly
through the project and to participants who wanted to et to their experiences. While
conducting the interviews, it wasbwious that actors had diversaterpretations, views

and interests over the topics discussed. For example, many of them estimated that to
achieve the potential of social computing, a chanig the organisational culture was

necessary, although this was something they had difficulties specifying in practice.

This longitudinal study can be characterised as unique and revel&¥ony 2009) It is
unique inthe sense that no previous literature has reported on trade unions as the unit of
analysis in digital governance research. The trade uwglwice, according to the thesis
objectives, spans the research debate into institutional policy making organisatathen

the broad public sector. A trade union community seems to be an appropriate choice since
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union organisations are traditionally important stakeholders in issues of technology
development and dissemination, especially in the saethnical design #adition
(Mumford 2006) Furthermore, the case is revelatory in the sense that few previous studies
have managed to expose issues related to the question addressed: the long term nature of
the study, as advised by Mimtosh et al(2009) facilitates an irdepth analysis of how the

A

2NBI yAAl A2y Qa RSOA&A2Yya (G2 dzaS 2S00 wodn G222

4.6.3 Dataanalysis

Having collected various materials from the case studies,preparatory step before the
analysis was to organise them in the form of an individual case study daté¥es2009)

The database included interviews notes, transcripts, archival records and additional
material comected with the case contexts. Data analysis was developed in two stages: a
within-case analysis was followed by a croase synthesis. Data analysis within cases was
based on the guiding institutional framework (section 4.5). The framework-ttheary lnk
initially guided each analysis, but care was taken not to get lookedtegories that could

constrain the interpretatior(Walsham 2006)

Based on the initial theoretical perspective, the principle analytieahhique used was
thematic analysis Thematic analysis is a flexible and widely used qualitative analysis
technique which is based on identifying common themes or patterns within sets of data
(Boyatzis 1998)Iit can be applied either deductively when the themes are somehow pre
established (as in this research) or inductively when themes rather emerge from data
themselves; the latter is close to a grounded theory approach. Although thematic analysis
is widely used, here is little methodological guidance and in many cases its application
tends to be idiosyncrati¢Braun, Clarke 2006)lo systematise thematic analysis in this
study, the sixstep methodology proposed by Braun anthrke (2006) was used as a
guiding principle. Although the authors come from the discipline of psychologyr th
technique is relevanfor the whole range ofjualitative research; examples in $&idies

include Jesen et al(2009)and Constantiou et a(2009)

Thetechnique recognises that the number of thematic instances within a set of data is not
important on its avn. What really matters about the importance of a theme is its

contribution on capturing something essential in relation to the research question. This
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rule is fully consistent with the principle of the hermeneutic cycle which highlights the
iterative conrection between interdependent meaning of parts (themes) and the whole
that they form (research question). The-step thematic analysis methodology was used

in the following wayBraun, Clarke 2006)

1. Familiarising wih data. The initial step is reading all material. It shHdunot be
taken for granted adess important since it involves interpretive skills so that,
through active reading, the researcher searches for patterns, inconsistencies,

meanings, relaons, contadictions and so on.

2. Generating initial codesAfter familiarising with the data, an initial coding process
takes place. A code at this stage is a data feature that appears interesting as a basic
element of the phenomenon under exanimation. After repeatihig for the whole
data set, each code segmenitscollated together. Data extracts might belong to

more than onecategory

3. Searching for themesAfter the initial coding process, codes need to be sorted and
collated into potential themes. At this step,i$ advised to use some form of visual
representation to help organise and understand the significance of individual
themes and sulthemes.Appendix 2 includes examples of thematic maps which are

used to support the discussion in chapters 5 and 6.

4. Reviewng themes.This review step needs to establish that the extracted themes
are revised so that they are consistently meaningful and distinct. Theme review
should be performed within themes and then with respect to the whole data set.
Given that this stage imght keep identifying new themes continuously, the
researcher decides on a codefitting balance where further refinement is

reasonably unnecessary.

5. Defining and naming themesThis step begins with a satisfactory overall thematic
map which defines andefines the essence of each theme. Themes should not be
too diverse or too complex; each individual theme should have a particular story to
GiStftée AGK NBALISOH (2 GKS NBaASHNOK ljdzSa
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6. Producing the research outcomedavirg completed the thematic analysis, the
writing part should illustrate the story beyond data description and translate the
thematic findings into arguments which address the study research question. Here,

the thematic analysisutcomes arechapters 5 and 6.

The thematic analysis in each individual case summarises the key institutional features and
establishes certain common ground for the cresse composition. The cresase
synthesis is a flexible technique which can be applied whether the individuad tase

been conducted independently or as a priori part of the same s{¥aty 2009) When there

are a large number of cases or a significant amount of findings, their aggregation might
require some quantitative or quiédhtive analysis on its own. This was not relevant here,
since the synthesis was conducted at the conclusions stage and involrehageable

amount of individuatase findings.

Another part of the data analysis process involved interim and final feedtmackudy
participants. Especially in the trade union case, the research was of immediate interest to
the organisatiof Eadershipand feedback was ongoing throughout the whole study. The
interim analysis also guided part of the research process for exampierms of seeking
participants with particular profiles. In the cases of the English local authorities, the initial
interviews with the civil service acted as a guide for the rest of the research and provided

the initial list of potential study partipants.

Finally, it should be noted that computerised data analysis was not chosen for three main
reasons. First, as Walsha(2006) notes, computerised analysis might constrain the
interpretation, especially sincan initial datatheory link hasalready been established.
Second, the advantages offered by this method, such as counting the occurrence of themes
did not offer any particular benefit related to their actual significance. Third, an important
part of the nterview data and complementary material were available in Greek and/or in
non-electronic form in both cases (notes, union newspapers and other). Transforming them
into computerised form would require substantial effort which could be instead allocated

in performing a deeper manual analysis or even collecting additional data.
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Appendix 2 contains seven figures which are derived from the latest reviewing parts of the
thematic analysis process. Thelepict complementaryinformation to the analysis in
chapters5 and 6.

4.6.4 Alternative approaches to methodology

The two case investigations were selected to enlighten the research from two diatidct
supplementaryperspectives. As with epistemology, discussing alternative approaches to
methodology can make researchaices even more explicit. An alternative approach to
data collection for the case studies is itel to quantitative data which wuld provide a
better overview of the research context. Although the research question could not be
addressed in equal depthsing a survey methodology, quantitative data could help better
SEFYAYS AyatAalddzZiazylt FFOG2NA NBfIFGISR G2 &ae
focus ofprevious work presented in section 3.4.3. Such an approach for this study could be
a mixedmethods research, for example, by focusing on the national evaluation of local
government ePetitioning in England and combining the overview assessment with the two
case investigations. This approach wordduce the significance diie holistic perspecti&

of ICTs irpublic engagement that this thesis seeks to develop.

A prospective alternative to case study without major changes in the research aim could be
action research. Action research is another potential qualitative interpretive methodology
which enphasises the synergy between academic theory and practice. Action research is
established upon certain guiding principles which make it different than consultancy in
academic termge.g. Davison et al. 2@Q) The main problem with pursuing an action
research project has to do with the organisational context in which this research was
carried out: the nature of public sector organisations, compared to the private sector, has
limited the conduct of action mearch studies which seemwery difficult to organise.
Furthermore, action research would have limited the empirical context to a single case

study, thus removing the dual objective tbis thesis

As Walsham (2006) notes, case study research can ¢iteelp improve practice through
feedback to the organisations under study. For this research, especially with the trade
union case, the researcher was in close involvement withaitlganisation However, this

project could not be formed into an action rdssdNOK 2y S® ¢ KS dmodl@ey Qa Y
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not guarantee the translation of academic advice to action for such a novel and to some

extent immature concept for the scope of their traditional activities.

4.7 Summary ancconclusions

This chapter introduced the reasch approach and acts as the connecting glue between
the theoretical background and the empirical part. First, it was explained that IS research is
a diverse community where different paradigms and philosophiesxist. After presenting

the main attribues of the most important philosophies, interpretivism was selected due to
the nature of the study and the analytical insights thaseeks tooffer. A synthesis of the
main principles that guide interpretive research highlighted the role of the reseamntbr

the way heéshe actively interacts with study participants while treating them as
interpreters of information. Followindjterature suggestions and the limited extent that
previous studies have analysedline engagement, it was argued that such an eg@ch

could illuminate the impact of those tools on policy making institutions.

This is addressed in the thesis empirical part in two different contexts: the English local
government and the Greek trade union organisation. The research process detais alo
with the choices and opportunities encountered by the researcher were deschbesl

and in Appendix 1For the data analysis part, a withtase hematic analysis was followed

by a crossase synthesisThe theoretical perspective reviewed in chaptergBides the
interpretation while also leaving the researcher with flexibility. Its purpose in the form of a
guiding framework is to systematise the important concepts that can be useful in
examining the impact of ICTs in policy making. Alternative metlogikd and philosophies

to the chosen approach were also discussed.
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Chapter 5 - Public Participation through ePetitioning

5.1 Overview

Public participation in local affairs can arguably be less challenging since the distance
between the public and the authorities significantly reduced compared to the national
government (Gelders et al. 2010). Since scale seems to be one of the major engagement
challenges, increased opportunities for establishing sustainable interactions with citizens
can be cultivated locally (M@atosh 2004). Furthermore, as noted by Gronlu2903)
enhancing local democratic processes becomes even more desibagi@use central

planning authorities around Europe seem to be increasingblloeated Ieally.

This chapter presents the cases of the two English local authorities. As explained in the
previous chapter, the London Borough of Hillingdon (LBH) case acted as aupl&udy

to the London Royal Borough of Kingston (LBK) one in an attempde brow conclusions

from the LBK initiative were transferred at national level through the introduction of the
2009 Local Democracy, Economic Development and Construction Act. The institutional
analysis presented in this chaptésection 5.5)is based onhe framework outlined in
chapter 3. The analysis shows how institutional influences were balanced at the local level
and interacted with technological configurations. The next section presents the study
background prior to the two case descriptions in s&tt5.3 and 5.4 respectively. Section

5.6 comments on the results of the national web survey evaluation (details in appendix 3).
Section 5.7 summarises auliscusses thehaptercontent, whose implications are further

discussedn chapter 7.

5.2 Background

EPditions and their benefits as part of formal policy making were discussed in chapter 2.
Before presenting the cases, it is important to examine the institutienalronment which
affected the initiatives and led to one of the most important digital goveumce
experiments: the 2009 legislation byhe British Labour governmentA detailed

0F O13NBdzyRE LI NI FNBY O2yGNROGdziAy3d G2 GKS

interpretive principle of contextualisatiofKlein, Myers 1999)
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5.2.1 The Englishdcalgovernancecontext

Scholars from policy studies have examined the particular characteristics of UK local
governance; a quite unique system in the way it balances centralised control and local
autonomy. A brief lookat the history of the British local government can be useful
(Lowndes 200) { Ay OS GKS wmMohpynQas GKS . NAGAaAK 20!l
when nonelected agencies developed into public sector collaborgtdhis shaped a

transition from localgovernmentto local governance.The institutional frameworks of
governance were put at the forefront, for example, by introducing netwsigite
arrangements to account for new partnerships. This institutional chargmaced a
governance system where councils were in absolute control of local democratic processes
(Lowndes 200%) C2ff 2¢gAy3 GK2aS FNNIYy3aSySyda Ay @K
radical change was the 200Docal Government Act which produced English local
governance in its current form. Gains et @005)describe the most important change this

Act introduced as (p.26):

A system in which formal decistomaking powerrested with the whole
council gave way to one where, within a broad policy and budget framework
agreed by all councillors, the executive of the council may make decisions,
although these are subject to challenge and scrutiny by-ex@tutive

councillors.

In other words, decisiormaking powers of the full council were transferred into specialised
executive committees backeap by formal scrutiny processes. Pratchett and Lg2€l93)
inform us that, although itpurpose in theory, the scrutiny element of this new structure

did notactuallyincrease transparency for the majority of authorities.

English local governance is led by the Department of Communities and Local Government
which seized many of the dutiesahused to belong to the Office of the Deputy Prime
Minister. This highly institutionalised, centralised and bureaucratically controlled
environment is uncommon to the rest of Europe, especially with respect to its targein
characteristic(Medaglia 2007hb) Although it is based on the principle of control and
homogeneity, it also allows local authorities to decide upon their particular response to

new requirements whenever they are introduced. The system conefstn interesting
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mixture of rules which guide local authorities by granting them autonomy to interpret

central government regulations within their local political and organisational context.

Pratchett and Leach(2003) characterise English local governance as a mixture of
intentional diversityto account for localised settings and a set of auditing processes for
rewarding or punishing local performance selectivelgl¢ctivity as a means to distribute
funding and differentiate. One example of what this system means is practice can be
viewed with respect to eGovernment efforts escalated in 2005 with the introduction of the
Transformational Governmerpolicy (Cabinet Cffice 2009) Despite the existence of a
centralised eGovernment strategy, important patterns of selectivity and diversity occurred
amongst local authority implementation®ratchett, Leach 2003)he outcome of tbse
patterns was visible for many years in council websites which varied with respect to their

quality and information presented.

Another characteristic of English local governance is the diversity of actors that it hosts.
Lowndes(2005)provides some examples of such actors in terms of organisations (political
parties, private contractors and voluntary organisations) and individuals (politicians, service
professionals, community activists and business peopléh Yeéspect to the role of those
actorsit seems that due to the 2000 change, according to Lown@e85) councillors
became more incentivised to seekdditional forms of legitimacy since other local
organisatims increased their role. Having established the basic rules characterising English
local governance, the next section introduces the Local eDemocracy National project which

was one of the most extensive of its kind internationally in 2004.

5.2.2 The local eDemoracy national poject

The Local ©©emocracy National Project, starting in 2003, was funded with £4m by the
Office of the Deputy Prime Minister to take advantage of emerging technologies for local
democratic processes. It was part of an £80m national @ogne focusing on the multi
perspective exploitatiorof ICTs in the UK public sector. The project piloted a variety of
about 20 eDemocracy local applications around England and produced considerable
practical and theoretical results. A series of report®inf us on the outcome of the pilot
applications and the conclusions that they generafé¢hyte et al. 2005b, Macintosh et al.
2005, Whyte et al. 2005a)
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Bristol and the LBK Wt NBX ALYy aAiotS F2NJ t SFRAYy3I Ylye
Hilton (2005) describes how the project developed as a synergy between academic
research and practice. It helped tperationalisethe notion ofeDemocracywhen dfferent
aspects of the project focused on information sharing practices, council website
restructuring, webcasts and others. Arguably for the first time in such scale, there was a

comprehensive evaluation of potential tools that could bseful for online engagement

o

aLJ O0Sasx odzi Frftaz2z FAG AOGK OGKS FdziK2ANRGASEQ

Macintosh, Whyte 2008)

In 2004, ePetitioning was not at all unknown at tmetional level. The Scottish Parliament
had long since been using thePEtitioner tool which was developed by researchers from
Napier UniversityMacintosh et al. 2002)The idea of experimentinwith ePetitions élt
natural for the two authorities which had established pagsased process for handling
incoming petitions to the council. The LBK, later joined by Bristol, were the first authorities
to pilot this activity. This part of the project was led by a LBKhadar who recalls this
experience as probably the earliest international attempt to introduce ePetitioning at the
local level. The Petitioner tool went live for the first time in LBK in September 2004. It
was rather obvious from the beginning that theentral government was particularly
interested in this aspect of the national project. Indeed, in 2006 Tony Blair introduced a
ASNASAa 2F LlzotAO Sy3FL3ASYSyd AyAGAlFGAOSa

ePetitioning was as one of them.

5.2.3 The no.10 ePeationing website

¢CKS 'Y 32@8SNYYSyidiQa StSiOAlGA2YyAy3a 6So0ards
controversial eParticipation initiative so fég.g. Chadwick 2009, Dutton 2009he iea of
petitioning the UK government was not novel; it was another case of how existing practices
acquired an online form pushed by the availability of new technolo@egbo et al. 2008)
According to the British Nati@al Archives(2009) the earliest petitions date from the
middle of the 1% century. At the national levepaper petitions are also received by the

Westminster Parliament.

Petitions are historicallembedded in the UK political culture and the Oxford Internet

Survey has demonstrated that signing a petition is the most frequent form of online
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political participation(Dutton et al. 2009)No0.10 ePetitions had tlreown contribution to

this outcome. The website was run by mySociety, a charity partisan organisation well
known for its innovative grassroots eParticipation websites such as FixMyStreet.com and
TheyWorkForYou.com. The success of the no.10 website irstefrparticipation volume

has been unquestionablgnySociety 2007)

The No 10 Petitions website is now perhaps the largestpadisan
democracy site by volume of users ever, with over 8m signatures from over
5m urique email addresses, representing something like 10% of the entire UK

population.

Il 1Se StSYSyid 2F (GKA&a LRLMzZ FNARGE 61 & F wnnT
plans which attracted an astonishing number of 1.8m signatures! Tony @@d8)

responded on the Guardian that this petition demonstrated how the web can be healthy

for democracy. Despite millions of signatures in thousand different topics, the website
raised vast controversy even within the@& Ny YSy G & | yS3F GA GBS & Lldzo f

was one of the gentlest comments expressed by sceptical ministers.

CNRY (GKS Lzt AOQa LISNBELSOGAYSS fiK2dza3K GKS
were concerns that citizens found the process feefive. According to Mille(2009) the

answer for many petitions has been a stronger link to governmental policy but in only few

cases did the government respond positively to suggestions. In fact, there wasaeven

petition to free petitions from government meddling by moving the system to a-non
governmental website(Kolsaker, Le&elley 2008) Apart from particular petitioning

outcomes which were in many cases not conwigecthe main shortcoming had to do with

the fact that the response process was organised in an uncertain and perhaps confusing
gred ¢KAa O2yGNIRAOGA /FNX¥IFYyQa O6HnmnL aitdzRe
it is emphasised that great care shdude taken so that citizens who decide to engage with

authorities perceivehe processas politically neutral and fair.

The new coalition government elected in May 2010 hadgmaounced plans to stop using
the no.10 ePetitioning website in this form. Afteommitting to respond to petitions
having more than 80 signaturesthe new government announced its decision to move the

system into Directgov, the main governmental portal, in 2011. Tlecording to the
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website itselfa Ly f Ay S 6 A (i Kn thekPBogradrén¥ friQoweidnfeintipublished
in May 2010, epetitions that receive 100,000 signatures or more will be eligible for debate
Ay t I NIThi$ dedsjoi #righered extensive discussion about the fact that tbely
most popular requestswould reat formal policy making. Critics focused on the German
parliament case where very few petitions had actually reached a thresbibl80,000

(Jungherr, Jurgens 2010, Lindner, Riehm 2010)

The Leale5 SY2 ONJ O& bl GA2ylf LINRP2SO0 YR GKS 'Y
on the benefits (e.qg. visibility, geographical reach, ease of use) and barriers associated with

St SGAGAZ2YAYT 6Sd3d KA I KandHE WO ElF (RSay2ENI 108D D
demonstrated that, despite downsides, it can be a sustainable activity at different levels.

9t SGAGAZ2YyAYy3 06SOFYS 2yS 2F GKS [F062dz2NJ 320S|
government democracy. It motivatgohrt of the Local Democracy, Econanidevelopment

and Construction Act enacted in November 2009.

5.2.4 The 2009 Act and the Localism Bill

The Local Democracy, Economic Development and Constructid@088 was the Labour
A2OSNYYSyYyGQa dz GAYIFGS STFF2NIL G2 Y2RSNYyAasS
provisions aiming to improve democratic processes and promote economic growth. An
important part of Act was petitioning and ePetitioning which were batlade mandatory

for local authorities. Not only authorities had a duty to respong#&perpetitions based on

a coherent process that they had to design, but also they were expect&dtdNP GA RS |
facility for making petitions in electronic form to the aubh® .(T&i$ online component
established the 2009 Act as possibly the most prominent attempt of institutional change of

this kind internationally.

The Act was followed by the consultation on how the duty to respond and the online

facility had to be implemeted (Communities and Local Government 2002)r example, it

gla d GKS FdziK2NAGASAQ RAAONBiIGAZ2Y G2 NBOS,
their own facility (e.g. organised in ath websites). Authorities were also expected to

decide on potential thresholds over the number of signatures that constituted a valid
petition and the eligibility of citizens to sign. In an effort to enhance local transparency,

other additional types of p#ions were introduced: petitions requiring a full council
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debate over a topic and petitions holding council employees accountable. Those petitions
were advised to be set on higher signature limits around 1% and 0.5% of the local

population respectively.

What did this arguably grourbreaking Act mean in practice? Before the Act, less than 50
of the 353 English local authorities were making plans to provide an ePetitioning facility or
were doing so already. Others had a somehow established process fwinec paper
petitions, but were far from considering the online route. Finally, the remaining authorities
(possibly the majority) were neither systematically accepting petitions nor had they
clarified how response processes could be triggered. Effectittedy2009 legislation was

not difficult to implement in some cases, but in others it constituted innovation in local
democratic processes. How would citizens react to this participation opportunity? What
would happen to the volume of petitions? How longwid it take to organise and manage
the new activity by the authorities? Would petitions become a matter of controversy in

local affairs?

The solution to some of those evolving issues will remain unanswered. As part of the new
coalition 32 @S NY Y S ¥ tdr@ducd publ® MIpenses, it was decided to withhold
central government funding to the authorities for implementation of the Act. The
statutory guidance on the duty to respond to petitions and the accompanying consultation
were removed in September 201 This decision created ambiguity about what authorities
had to do. The ambiguity was expected to be dissolved at later stages, but since most
petitioning schemes had already been agreed by full council debates, many authorities felt
they had an obligatio to implement it unless clearly told otherwise. Others found the
opportunity to escape from this mandate and take their time to consider an engagement

strategy or abandon such efforts completely.

In December 2010, the new government formally introduceel tlocalism Bi{2010)which

was an extensive piece of legislation aiming to change the functioning of local government.
The focus on localism was implemented through a series of actions suctSag LJ2 ¢ S NA y 3
comvdzy AGASa& (2 R2AIthbigh ticdldcalink Bilimaintaginedtideddea that a
petition signed by 5% of the population could trigger a local Referendum, it clearly
repealed the duty to respond to petitions as mandated by the previous legislafioa.

reason was that, due to the emphasised decentralisation aspect, the new legislation sought
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to allow local authorities ma autonomy on organising thedtemocratic processes. In this
way, although petitions are still considered an integral part of ldemhocracy, it seemed
that the new government was against tappwn efforts to impose local ePetitiamy in

particulardirections.

53 CasestudyY YAy 3Jalz2yQa StSGAlAz2ya

EPetitions in the LBK were expected to strengthen local democratic processes while
providing an opportunity to examine thémpact for different community groups. Kingston
residents traditionally had the opportunity to petition the authority either individually or
through support by elected representatives. Civil servants and politicians intessliagree

that ePetitions were viewed as another, yet important way to connect citizens with formal
decision making processes and increase participation. From the beginning, emphasis was
placed on supporting the existing petitioning practice in terms ofvjgiag an additional
channel to submit petitions to the council. In 2004, engagement numbers were grasped as
the main benefit since the barrier to entry in this political process were loweogdpared

to paper petitioning.An additional motivation was Inteet usage within the borough

which is one of the highest in the country.

5.3.1 Facts and indicative examples

Since its inception, the LBK ePetitioning website has handled more than 70 petitions in
addition to the more than 110 petitions received in parallelaingh traditional channels.

Each ePetition received an average of 70 signatures and many were directly organised or
ALRYAaA2NBR o0& 20t NBLINBaSyidlrdAgSad ¢2 AyON
to consider its use, an advertisement effort svalso launched at the beginning. During the

period 20042009, the petitioning volume has remained fairly stable.

It should be underlined that in the LBK there is no minimum number of signatures required

for a petition to be considered. Varieties in thember of signatures are understandable
AAYyO0S (2LA0OCaA NIAASR o0& LISIAGA2ya O2yOSNY
responsibilities. They might be more or less localised, e.g. issues might concern only a few
streets or the whole borough. In generalpne localised topics are still addressed through

paper petitions and ePetitions tend to concern topics of wider interest affecting all
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borough residents. This explains to a large extent why the majority of petitions are still
submitted through the traditioal route. Indicative petitioning topics include planning
applications, traffic arrangements, energy efficiency, recycling bus stops. Although
locally focused petitions are normally signed by about-3D citizens, there have been
cases of petitions maging to attract hundreds or even thousands of signatuiMere
petitions are usually received around pegection periods, although certain restrictions

might apply on topics that have to be decidaftier the elections.

An illustrative example during ¢éhtime of our study concerns a popular petition triggered

by a local residents association seeking to prevent the opening of a nightclub in their area.

The ePetition received nearly 500 online and around 300 paper signatures and, after the
formal hearingi KS F LILINB LINARF GS L FyyAy3 o62Reé gl a yz2
Another example concerns two opposing petitions running in parallel about a traffic
application issue. In response to this sign of controversy, the council decided to collect

more data on the issue before reaching a formal decision. In this case, the joint discussion

of those two petitions in a public hearing prevented longstanding tensions between

residents and clarified future actions to resolve the issue.

Finally, a remarkable casvas a petition organised to prevent a local library closure. The
petition was led by a councillor of the opposition party and it managed to prevent the
closing of the library. It collected more than 700 online and 1800 paper signatures in about
three weeks, surprising the council by the level of response. Tdaling councillor

SYLKI aAaSR (KS ySSR (2 AyONBlIaS StSaraidArzyaqQ

an even more central aspect tife local political life.

5.3.2 The website

An ePetiton can S RATFTFSNByYy G adGFGdzaSa &ddzOK Fa ac
ddz0 YA&dAaAA2YE 2N) addzoYAGGUSR G2 GKS O2dzyOAf é o
of the petitioner(s) and success to some degree is affected by the number of signatures
obtained. Havever, petitions are treated equally by the authority regardless of their
popularity. When petitioner demands seem straightforward and easily applicable or when
signatures are very limited, a more informal response might be generated by an

appropriate offcer. EPetitions aim to provide an -athcompassing channel instead of
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facilitating targeted involvement. Initially, it was thought that younger citizens would be
more receptive and indeed there were some petitions initiated by them, even by school
pupils. At later stages, the scope was expanded, although petitions from or about the

elderly were not as frequent as expected.

Support for ePetitionss provided through assistance to draft petitions, mailing services to

receive updates and links to appropriateadkground information on various petition

topics. Furthermore, when paper petitioning campaigns run in advance of online ones,
paper signatures can be visible online if desired. During the first months of operation, an
online discussion forum was also dahle; it was suspended since moderation proved to

be labourA Yy 1 Sy aA @Sd ¢KS 0O2dzyOAfQa AyaSyidazy Aa
engagement context where more spontaneous activity by citizens is encouraged. In this
sense, the authority has also beenllimg to consider ePetitions from other sources apart

from the official website. The underlying concept is that all activities which can help people

connect with the council in a manageable manner are desirable.

It was noted that although additional furionalities might enhance the experience of some
users, others might find the process more complicated. Keeping the process as simple as
possible maintains its main advantage. As one of our interviewees stated, if the system
involved complicated extensionke might ha decided to use a paper petition instead.
Issues of digital divide also remain relevant to eParticipation exercises in this aspect; such
initiatives are not solely addressed to savvy Internet users and should not favour the

technological and glitical elite(Macintosh et al. 2009)

The current systens provided and hosted by Publican organisation with high expertise
in local democracy applications. Collaborations between the civil service anddiaelgr
have been established through continuous partnerships in different projects. These

collaborations involve: (1) officers from Democratic Serviceso receive trainingand

® Democratic Services is a team in every UK local authority responsible for pgoaatiistance in all decision
making activities of the authorityfor example by preparing and publishing information abothte council
and committee meetings, organising public consultations, managing petitiadministrating election
processesand fadiitating contacts with councillors and other council departmerid@mocratic Serviceare

FLILE NBydte GAdrt G2 Iy [diK2NRGe@Qa G(N}yaLl NByOe FyR

108



updates about the system use and its new features and (2) the IT departwigoh is
NBalLlRyaAroftS F2NJI AYGSAINIGAy3I (GKS 2dziaz2dzNOSR
system is based on open code principles and updates are applied centrallfhie about

35 authorities operating this service. Apart from customisingpinics, the system also has

other embedded features which can be optionally offerddr example commenting

facilities or, in the future, connection with popular social networking sites.

Although the website is the space where all ePetitioning activipp@sdinated and made
visible to the public, it is not the only part of the petitioning process. The effect of the

website on supporting the petitioning process is explained in the next section.

5.3.3 The (e)Petitioning process

The petitioning process is the ntosnportant part of this activity as it prescribes how
petitions will be processed and the ways in which decisions will be achieved and
communicated to the public. Democratic Services are responsible for handling paper and
online petitions. In both cased, is not an easy task for responsible officers as it requires
holistic knowledge of policy topics and authorities; certain petitions might also require

legal adviceThe ability to coordinate internal and external actors is also important.

Figure 5.1 preides an overview of the ePetitioning process and shows the role of the main
actors involved: officers from Democratic Services who coordinate the process and
administrate the website, petitioners who start petitions, citizens who sign and view them
and ekcted representatives who act as decision makers. Officers emphasise that early
intervention to petitioning topics and appropriate preparation of formal decision processes
can significantly contribute to the success of the initiative. Compared to papéropest

the website enables them to review petitions in advance and make appropriate
arrangements for public meetings. They are also able to include background information on

topics and finalise details while the ePetition is open for collecting signatures
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Figure5.1: An overview of the ePetitioning process.

Figure 5.2epictsthe petitioning lifecycle. At the drafting stage and also while the petition

is open for collecting online signatures (usuallyddew weeks or months), officers handle

the petition topic by: (1) collecting and posting previous related background information,
(2) consulting other council departments (e.g. Legal Services or Planning Applications) and
(3) notifying involved membersf éhe council about the petition and the response process
details. After the petition closure, officers extract signatures and other associated

information for the public meeting (in case the petition is presented in one).

Other local organisations, suchs the police, might also be consulted or asked to
participate in the process. After the petition hearing, feedbas provided to petitiones

and published; the petition status and the different stages are also visible online. Updates
to the petition outme might be made if required, e.g. following a public consultation or a
later council meeting. Paper petitions, after being received, are handled in a similar way.
The response process for papamly petitions takes longer since there is usually no
advaned warning about their existence. The drafting stage for ePetitions, compared to
paperonly petitions, can also preveninecessaryitizen efforts because it ensures that

the topicisvh i KAY G(KS O2dzy OAf Q& |+ dzi K2NR G @ o
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