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Preface

The idea behind the bookwas born out of our conversations and joint research and the
resulting recognition that in the otherwise rich debate on smart cities several topics
require a more thorough insight. Another set of considerations that we had derived
from the recognition that all too frequently the ideas that researchers and academics
have and frame through their publications do not reach the decisionmakers. Clearly,
a gap in communication exists between the communities of researchers and decision
makers. This book sought to address this issue by making research on smart cities
handy and understandable to decisionmakers. The reference to effectivemanagement
employed in the title of the book is meant to highlight the centrality of management
and managerial skills in the context of boosting collaboration, entrepreneurship,
employment, participation, inclusion, and co-creation in the smart city. In other
words, while technology is crucial, it is the ability to apply it consciously and effi-
ciently, e.g. through efficient management techniques, that drives the transformation
of cities to smart cities in a manner conducive to their sustainability and resilience.

This book would not be possible without the Publisher and the Publishing team,
who, once again, proved to be one of the kindest and the most professional on the
market. In this context, our personal ‘thank you’ is extended to Dr. Hisako Niko. We
are indebted to her. We would also like to express our gratitude to the reviewers who
offered very useful insights into how the book’s content could be improved. Finally,
we would like to thank the contributing authors for their hard work and patience
throughout the lengthy process of editing this volume.

Warsaw, Poland
Fisciano, Italy

Anna Visvizi
Orlando Troisi

Acknowledgments Research reported in this book has been conducted in partial implementation
of the National Science Center (NCN), Poland, Grant Number 2020/39/B/HS4/00579, titled: Smart
cities: Modelling, Indexing and Querying Smart City Competitiveness.
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Social Accountability of Local
Governments in Smart Cities: A Multiple
Case Study

Francesca Loia and Gennaro Maione

Abstract Over the years, the international standards for promoting SA-oriented
behaviors have been undergoing continuous changes and updates to ensure an appro-
priate adaptation to the turbulences caused by the emergence of new social events
and happenings. This trend, emerging at the level of operating practice, is confirmed
by the growing interest in SA expressed by Public Accounting and Management
scholars. However, the analysis of the literature highlights the poor attention paid in
the study of the SA of LGs involved in smart city projects, although the latter are
revolutionizing the way of life of citizens in many countries all over the world. Based
on these considerations, the work aims to provide answers to two Research Ques-
tions: RQ1: “How ICT-enhanced services and applications for smart cities allow the
local governments to be more socially accountable?”; RQ2: “How ICT-enhanced
services and applications for smart cities allow the local governments to track the
accountability of the stakeholders involved in the administration/management of
smart cities?”. The study is based on the analysis of the answers provided by a
sample of 56 managers employed in some Italian municipalities involved in smart
city projects. The questions were prepared in the form of semi-structured interviews,
developed by listing the key variables related to the SA from the Public Manage-
ment literature: participation; transparency; and monitoring. The results of the anal-
ysis suggest that, in addition to the three variables identified in the literature, it is
necessary to invest in the stakeholders’ involvement through the implementation of
strategies oriented towards Open Data Governance.
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1 Introduction

Social Accountability (SA) represents one of the most important requirements
through which Local Governments (LGs) can show stakeholders their commitment
to respect precise ethical constraints and responsibility for the goals pursued, the
policies adopted, and the decisions taken (Brinkerhoff & Wetterberg, 2016). Over
the years, the international standards for promoting social accountability-oriented
behaviors have been undergoing continuous changes and updates to ensure an appro-
priate adaptation to the turbulences caused by the emergence of new social events and
happenings (Joshi &Houtzager, 2012). This trend, emerging at the level of operating
practice, is confirmed by the growing interest in SA expressed by Public Accounting
andManagement scholars. However, the analysis of the literature highlights the poor
attention paid in the study of the social accountability of LGs involved in smart city
projects, although the latter are revolutionizing the way of life of citizens (Ciasullo
et al., 2020; Visvizi et al., 2018) in many countries all over the world (Lytras &
Visvizi, 2018; Lytras et al., 2019; Willems et al., 2017). This literature gap under-
lines the research problem of this study, suggestingmoving away from the traditional
domain of public administration at the local level, that is “administering city”, to the
need—and opportunity—to identify and exploit possible synergies and solutions that
the ICT-enhanced services and applications specifically focused on the “smart city
management”. In light of these considerations, the work aims to provide answers to
the following two Research Questions:

RQ1: How ICT-enhanced services and applications for smart cities allow the local
governments to be more socially accountable?

RQ2: How ICT-enhanced services and applications for smart cities allow the local
governments to track the accountability of the stakeholders involved in the administra-
tion/management of smart cities?

Tomeet this knowledge requirement, this study follows a qualitative investigation
approach (Dumay&DeVilliers, 2019), based on the analysis of the answers provided
by a sample of 56 managers employed in some Italian municipalities involved in
smart city projects. The questions were prepared in the form of semi-structured
interviews, developed by listing the key variables related to the social accountability
from the Public Management literature: participation; transparency; and monitoring.
The results of the analysis suggest that, in addition to the three variables identified
in the literature, it is necessary to invest in the stakeholders’ involvement through
the implementation of strategies oriented towards Open Data Governance (Troisi,
2016; Troisi et al., 2020), capable of highlighting the actual benefits deriving from
the synergic collaboration among LGs and stakeholders. In this sense, the study
provides several insights, potentially capable of generating useful implications for
both researchers and professionals in the public sector.

The stated objectivewas pursued by structuring thework into the following further
sections: (2) theoretical background, focused on the analysis of previous studies
dedicated to Social Accountability for Local Governments, with a deepening about
smart cities; (3) research design, related to themethodology used for the construction
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and administration of the interviews, sampling and data collection; (4) discussion
of the results arising from the analysis of the answers obtained; (5) Theoretical-
managerial implications and conclusive considerations about the limits of the work
and the ideas for future research.

2 Theoretical Background

2.1 Social Accountability for Local Governments and City
Management

SA represents one of the first and most important requirements through which LGs
can demonstrate their social commitment (Clune & O’Dwyer, 2020). The issue of
accountability arises and takes root in various sectors of civil society, thusmeeting the
protection needs that our time requires (O’Dwyer &Unerman, 2007). The concept of
“accountability” is often compared to that of responsibility, although the two terms
are not synonymous. In fact, accountability has a broader meaning, which refers to
two distinct elements: the desire to give account to stakeholders in an exhaustive and
understandable way about the correct use of resources and the production of results
in line with institutional purposes; the need to introduce logic and mechanisms for
greater internal accountability of local authorities in relation to the use of these
resources and the production of related results.

Although at the end of the previous century, the social accountability was already
a well-known and widely debated topic (Gray et al., 1988; Parker, 1991), it obtained
its first official recognition in 2012, when it was established as an element of privacy
and data protection, to the point of becoming a relevant aspect of Regulation proposal
put forward by the European Commission; in 2016, EU Regulation 2016/679 finally
was enacted and, with reference to accountability, Article 24 established that the
data controller is required to adopt policies and implement adequate measures to
guarantee and be able to demonstrate that the processing of personal data has occurred
in compliance with the Regulation itself (Boyce & Davids, 2009).

Over the years, the concept of SA has expanded and evolved, assuming, in the last
decade, a central role in the economy of public administrations and, more specifi-
cally, of LGs and city management (O’Sullivan & O’Dwyer, 2015). This diffusion
derives from the consideration according to which, every time “non-own” resources
are used to carry out certain activities, it is necessary to report to third parties for the
choicesmade (Dunleav&Hood, 1994; Laufer, 2003). However, despite the centrality
of accountability, this issue has not yet been studied sufficiently from a theoretical
and practical point of view; it is at the center of the studies and reform strategies
of public city management at an international level (Parker, 2011; Ciasullo et al.,
2017; Polese et al., 2018, 2017; Mele et al., 2012) and today, in most countries,
accountability systems oriented towards a performance logic are being developed,
according to which the social accountability contributes to improving effectiveness
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of city management and the efficiency of public administrations (Joshi & Houtzager,
2012). Starting from the centrality of citizens and their right to obtain immediate
access to information that allows evaluating the work of the Public Administration,
SA responds to the need to ensure greater quality and appropriateness of admin-
istrative action for city management (Lytras & Visvizi, 2020), in order to avoid
climate of undifferentiated controversy towards politics or institutions and the simple
regulatory or bureaucratic reorganization (Brinkerhoff & Wetterberg, 2016). Social
accountability consists of at least three elements, the so-called “pillars”: transparency,
participation, and monitoring.

Transparency translates into complete accessibility to information for citizens and,
more generally, all stakeholders, even as users of the service. Transparency includes
the provision of tools aimed at making decisions, actions, performance, and results of
administrations in terms of city management more visible, as well as the expansion
of the governance of local public bodies and services to the inclusion of citizens’ and
consumer organizations (Lytras et al., 2020a, 2020b; Read & Atinc, 2017; Visvizi
et al., 2017). Transparency is a fundamental indicator for assessing public utility
services and the degree of efficiency of any body that is committed to providing
them (Cassano, 2017;Ciasullo&Troisi, 2013;Malena et al., 2004). The effectiveness
of a service and its evaluation necessarily passes through the transparency of city
management processes, that is the information provided to citizens who use that
service, the transparency of the procedures for accessing it and the information
provided at all stages of the procedure (Schmidt & Wood, 2019).

Participation indicates the institution’s predisposition to open city management
processes to dialogue with the community, accounting for choices, behaviors and
actions and responding in a timely and timely manner to the issues raised by
stakeholders (Tisdall, 2017). This means that institutions must respond in a public,
coherent and demonstrable way to the requests of citizens-consumers, verify the
traceability of the administrative action, evaluate it from a civic point of view and
guarantee the ability of the population to influence the methods of managing public
services (Pereira & Roder Figueira, 2020). By placing the citizen at the center of
administrative processes, it is possible to establish in advance the content of his right
to participation, i.e. the right of each citizen-consumer to have clear, understandable
and transparent information at every stage of his relationship with the provider of
the service. Considering this, the right to participation to city management processes
becomes fundamental in the public sector, in which, unlike what happens in the
private sector in which, in the absence of information provided by an operator, one
can contact another, the citizen has no alternatives (Tardivo et al., 2017).

Monitoring is expressed in the attitude of enforcing the rules, both in the sense of
maintaining public action in the path traced by the laws, and in the sense of enforcing
the norms of conduct to the operators of the Public Administration (Laguecir et al.,
2020).Monitoring, therefore, refers to compliance with the rules and is intended both
as a guarantee of the legitimacy of the action and as an adjustment of the action itself
to the quality and appropriateness standards defined by the laws and regulations or
by the commitments undertaken voluntarily by means of ethical guidelines or codes
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of conduct (Alawattage & Azure, 2019). Therefore, in this respect, the SA could be
defined as “the obligation to explain and justify one’s behavior”.

In a scenario characterized by high complexity and turbulence, as the public
sector over the last years, LGs are called upon to adapt to the increasingly felt need
of citizens to be kept informed of how their interests are regulated and how operate
thosewho are responsible for carrying out their respective institutional tasks (Clune&
O’Dwyer, 2020). It is necessary that the actions of the LGs are aimed at improving
the effectiveness and efficiency of city management processes as well as satisfying
their stakeholders and respecting the current regulatory framework, having among
the main purposes that of being “accountable” for their interlocutors (Read & Atinc,
2017). This means that each body of which the Public Administration is composed
has the duty to “inform all interested parties on how the responsibilities towards them
have been fulfilled”.

2.2 Social Accountability and Smart Cities

In recent years, the concept of “smart city” has influenced the current urban devel-
opment and the future perspectives in this sector (Hollands, 2008). Smart city, in
general, refers to a broad and all-embracing view of the urban landscape which is
able tomerge knowledge, sustainable approach and digital interface in only one theo-
retical and practical perspective (De Jong et al., 2015; Pellicano et al., 2018). As a
broadly discusses by the consolidated literature, the strong and deep interconnection
between city, governance, technologies, and citizens has opened up new possibili-
ties for the well-being of the urban context. Smart technology, in fact, is considered
a key lever for community well-being that should be associated with human and
management skills to foster the emergence of sustainable growth (Barile et al., 2017;
Ciasullo et al., 2020). In this regard, the emerging technologies such as Internet of
things (or IoT) and Big Data, together with cognitive computing, advanced analytics
and business intelligence, 5G networks, blockchain, anticipatory and context-aware
computing and advanced distributed datawarehouse platforms, allow to reach several
advantages (Arasteh et al., 2016; Sicilia & Visvizi, 2019; Visvizi et al., 2018). As a
valuable example, new technological platforms enable the improvement of the oper-
ations and services efficiency and real-time analysis of urban context, by providing
raw material for envisioning and enacting more efficient, sustainable, competitive,
productive, open and transparent cities (Kitchin, 2014; Peris-Ortiz et al., 2017).
Accordingly, the goal is to integrate different infrastructures and services through
the central role of the technology and strengthen the human network in order to
improve the engagement between local governments and citizens.

Therefore, among the various dimensions of a smart city, the governance processes
fulfil a central role. Technological platforms link and possibly integrate public,
private, civil, and various stakeholders, at the same time ensuring transparency and
removing the obstacles to innovative development posed by bureaucratization. Inno-
vative approaches based on ICTs, if fromone hand could ensure amorefluid use of the
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services offered to citizens (eGovernment), on the other hand encourage their active
participation in the administrative life of the city (e-Democracy) (Anthopoulos &
Vakali, 2012). Also, the ICT-based platforms offer a wide range of information and
data on the city in relation to different areas, such as mobility, infrastructure, energy,
environment, territory, climate, etc., and citizens can participate directly in the devel-
opment and co-production of high value-added services (Piro et al., 2014; Visvizi
et al., 2017). The initiatives can regard the creation of the digital identity (unified
digital document, unified registry office, digital home), which would allow citizens
to quickly access various public areas such as mobility, health, and justice. Further-
more, the administration should be digitized through the publication of open data
and the development of networked applications that can stimulate active participa-
tion. Transparency and speed can be guaranteed through the digitization of public
procurement procedures (Neirotti et al., 2014).

In such a direction, the adoption of smart city initiatives can push towards the
overcoming of the lack of involvement between citizens and local governments,
emphasizing the need of a change orientation in favor of new forms of social
accountability. Thereby, ICT infrastructures and innovative regulatory framework
can encourage a renewal of public administrations’ approaches in favor to more
social accountable oriented practices in order to strengthen community-based initia-
tives and improve transparency and liability by guaranteeing access to information
by holding stakeholders (Gaventa&McGee, 2010; Lytras &Visvizi, 2020; Visvizi &
Lytras, 2020). Smart urban infrastructure connects citizens and communities in the
development of smart governance in order to make shared decisions (Adhikari et al.,
2018). Emerging technologies along with the participation, involvement, dialogue,
and above all interaction between citizens and administrations help in planning and
development, setting budgets, tracking expenditure, monitoring the performance of
the implemented projects. In this way, community members and public administra-
tion are responsible to local agreements. Smart city thus becomes a co-designed city,
result of a participatory process in which individuals rediscover the awareness that
they can be co-authors of public policies (Lytras et al., 2020b). In particular, the
transparent and dynamic network becomes a collective space where it is possible to
implement the sense of social responsibility and to collaborate with local govern-
ments for encouraging ethical and concrete solutions. In this way, the citizens are
capable to express their views, demanding their basic rights and complaining, where
necessary, to those who are responsible. This may occur especially because most of
citizens are willing to use smart city services that promote trusted news from local
communities, access to learning and training resources plus services that sustain inno-
vation and entrepreneurship at a global scale (Lytras et al., 2019). On the other hand,
the willing to follow social accountable approaches can also strength the dialogue
between ICT solutions and human users by improving the awareness and ability of
citizens to use smart city services (Lytras & Visvizi, 2018).

However, despite the evidence of social accountable oriented behaviors in a
context of urban smartness, little attention has been paid to the evaluation of the
social accountability of the stakeholders involved in the smart cities initiatives.While
certainly the role of smart governance processes and technological approaches have
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been deeply investigated by the established literature, the contribute of ICT-enhanced
services and applications of smart cities’ initiatives tomore socially accountable local
governments is still continuing to be an open question.

3 Research Design

3.1 Approach

To answer the twoRQs specified above—and, therefore, highlight how ICT-enhanced
services and applications for smart cities allow the local governments to be more
socially accountable (RQ1) as well as to track the accountability of the stakeholders
involved in the administration/management of smart cities (RQ2)—, this work is
carried out by following a qualitative survey, based on the collection, analysis, and
interpretation of unstructured and non-numerical data (Hennink et al., 2020). Given
its flexibility, this approach iswidely employed in the social sciences and,morepartic-
ularly, by accounting scholars since it allows observing and treating even complex
phenomena (Silverman, 2016), investigating gnoseological paradigms ranging from
positivism to post-positivism, from the critical theories to constructivism (Guba &
Lincoln, 2005). Through qualitative research, the researcher aims to understand not
only what the unit of analysis (e.g. individual, private company, public body, etc.)
thinks, believes, or guesses but also the motivations underlying the relative opinion
(Qu & Dumay, 2011).

The qualitative approach is followed through the administration of semi-structured
interviews. The choice to use this data collection technique (instead of open or
structured interviews) is justified by the consideration according to which, although
presenting a fixed track, the further development of the interview varies according
to the answers progressively provided. In fact, by administering semi-structured
interviews, the researcher can deepen some topics that spontaneously emerge and
that could be useful for understanding the phenomenon investigated (Cohen et al.,
2002).

The basic scheme of the interviews administered has been defined by enucle-
ating and adapting the key concepts related to the SA from the Public Management
literature: participation; transparency; and monitoring. Based on the consideration
emerged within the theoretical background, to identify the factors that LGs should
consider to properly implement the SA and the differentiating elements in imple-
menting the SA for smart cities, a semi-structured interview has been developed,
consisting of open-ended questions, one for each attribute, as indicated below: (1)
“What are the benefits that come or could derive from the implementation of SA?”
(2) “Are there differences with respect to the approach that LGs employ to imple-
ment the SA in smart cities?” (3) “How do you assess the degree of stakeholders’
participation in SA processes for smart cities?” (4) “How do you rate the level of
transparency of the SA implementation processes in smart city projects?” (5) “How
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do you evaluate the monitoring activities implemented in the SA implementation
processes for smart cities?”.

3.2 Data Collection and Analysis

Once the interview was structured, the next step was to collect data. To this end,
the sampling procedure began with the sending of an email presenting the research
project—context, objective, research questions—, and a request for membership to
the heads of the administrative offices of all the municipalities of the province of
Naples. A total of 412 emails were sent since, although the municipalities identified
were less, the administrative offices of some of them have multiple email addresses.
The managers of the offices of 119 municipalities responded to the first email, most
of whom asked to receive the interview before expressing their willingness to join.
A second email was sent containing a file with the interview to be administered and
88 municipalities agreed to take part in the project by responding to the interview.
However, only 56 of them returned the updated file with their responses. Table 1
synthesizes data related to the respondents’ socio-demographic profile. Overall, the
data collection phase lasted about six months, from November 2019 to April 2020.
Subsequently, the collected data were analyzed by the two authors, who, at first, to
avoid a possible mutual influence, acted separately, interpreting the answers based on
their knowledge and experience background. Subsequently, the comparison between
the authors became necessary, as well as appropriate, to better target the conceptu-
alization of the factors that LGs should consider to properly implement the SA and
the differentiating elements in implementing the SA for smart cities. However, the

Table 1 Respondents’
socio-demographic profile

Category Feature People Percentage

Age 18–25 1 1.8

26–35 5 8.9

36–45 10 17.9

46–65 28 50.0

66+ 12 21.4

Gender Male 35 62.5

Female 21 37.5

Education Middle school graduation 0 0.0

High school graduation 7 12.5

three-year degree 16 28.6

Master’s degree 30 53.6

Ph.D 2 3.6

Other 1 1.8
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comparison revealed uniformity in the interpretation of the information extrapolated
from the interviews and this aspect highlight the coherence of the research design
concerning the link between the objective pursued and the results obtained.

4 Results and Discussion

In this section, the authors present evidence to answer the research questions basing
on the evaluation of the interviews carried out. Several highlights are emerged in rela-
tion to the smart city solutions and social accountable practices, as also highlighted
in the Table 2.

About the first question—(1) “What are the benefits that come or could derive
from the implementation of SA?”—among the important initiatives carried out by
local governments in reference to social accountable practices, emerge the willing-
ness to create constructive engagement between stakeholders, marked by a strong
spirit of collaboration and not hostility (Ackerman, 2005). During the interviews,
some governance mechanisms could be identified, such as, regulatory frameworks
aimed at recognizing and sustaining good practices and on identifying problem
areas for further improvement (Ahmad, 2008). According to the interviews, there
is the widespread opinion that involving other types of stakeholders—such as the
private sector, industry experts, public service providers, and the media—increases
the impact of more social accountable initiatives.

Furthermore, the results highlight a homogeneity of thought of the respondents.
In fact, all of them, as can be seen from the excerpts from the interviews shown
below, declare that they have high confidence in the advantages that could arise
in the coming years for those who deal with social accountable oriented practices,
especially regarding the possibility to create partnership with all the stakeholders
(O’Dwyer & Unerman, 2007).

“Social accountable approach sustains the stakeholder’s meaningful participation in
decision-making that affects their most immediate needs, especially in health, education
and community infrastructure. While not always a requirement, engagement mechanisms
such as the use of memorandum of understanding and similar instruments have proven
useful in many settings”.

“Social accountability increases quality of government policy development and imple-
mentation processes, and thus becomes the principal method for solving governance issues
that hinder improvement of quality of life of citizens.”

“Social accountable initiatives aim to increase the transparency of governance in many
areas thanks to ICT oriented approach, ranging from local service delivery to national
processes of development policy formulation. In doing so, the government receives the propo-
sitions from their citizens and defines critical issues, explores their root causes and imple-
ments possible solutions. Governments and its contracted service providers must agree on
immediate and clear next steps to address issues raised by citizens and other stakeholders.
For instance, the predisposition of transparency portals such as budget websites can support
the process of budget related to social accountable works.”
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Table 2 Results overview

Social accountable practices in smart cities
context

Findings

Benefits • Definition of regulatory frameworks;
• Constructive engagement between
stakeholders;

• Stakeholders’ participation in decision-making
process (e.g. use of memorandum of
understanding);

• Improvement of quality of government policy
development and implementation processes;

• Transparency of governance thanks to ICT
oriented approach;

• Socio-cultural openness

Characteristics • Proactive use of the city’s ICT infrastructure;
• Open and inclusive public administrations;
• Implementation of personalized, user-friendly,
end-to-end digital public services

Assessment of the degree of stakeholders’
participation

• Social platform participation;
• Social app engagement;
• Living labs involvement

Rating the level of transparency • Information sharing in the government
channels;

• Government operations accessible to people;
• Implementation of advanced ICTs;
• Predisposition of transparency portals such as
budget websites;

• Open data approach

Monitoring activities • Implementation of smart technological tools
and emerging methodologies based on big data
approach;

• Application on monitoring of expenditure (e.g.
regarding medicines);

• Application on monitoring of public services
delivery from online discussion

Source Authors’ elaboration from data analysis

However, younger respondents,which belong to the age range 26–35, highlight the
importance of the socio-cultural openness in order to implement social accountable
oriented approach (Gilbert & Rasche, 2007; Skelton, 2010).

“Social accountable practices are largely determined by existing contextual and cultural
conditions. To a large extent, SA- practices must respond to and operate within the larger
context and framework of a sector, nation, or region. The appropriateness of the social
accountable approach—including tools, techniques and other mechanisms—are determined
against political, socio-cultural, legal and institutional factors and depends on eco-political
realities”.

“To ignore context and culture is to risk alienating local stakeholders which could be
unfriendly towards social accountable oriented practices”.
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Even with respect to the second question—(2) “Are there differences with respect
to the approach that LGs employ to implement the SA in smart cities?”—the
respondents’ opinions appear to converge:

“In the smart city perspective, the participation is a key aspect for fostering a more social
accountable vision. However, respect to the traditional approach, smart city vision can
proactively use the city’s ICT infrastructure for facilitating stakeholder’s involvement in the
democratic process and for cocreating the smart city projects”.

“The perspective of smart city is very broad and include the social accountable oriented
practices. Especially, in our project vision, public administrations and public institutions
should be open, efficient and inclusive, providing borderless, personalized, user-friendly,
end-to-end digital public services to all citizens […] Innovative approaches should be consid-
ered as pillar to design and deliver better services in line with the needs and demand of
citizens and businesses”.

In this regard, the interviews analyzed referring to question 1 and 2 present sugges-
tions to address RQ1. Starting from the concepts developed by the consolidated
literature of the social accountability, the ICT-enhanced services and applications
for smart cities allow the local governments to be more socially accountable by
exploiting the opportunity offered by the new digital environment to facilitate their
interactions with stakeholders and with each other in order to make more socially
responsible the governance process (Axelsson et al., 2010). Compared to traditional
public administration initiatives, the growth of smart cities initiatives is assisting the
rise of government employment of ITCs to enhance political participation, enforce
public schemes or supply public sphere services. In such a direction, local govern-
ments involved in the implementation of smart city projects are consistently spending
on ICT in order to help with the challenges in maintaining the democratic system
of checks and balances as well as the division of powers in a highly interconnected
world (Anthopoulos, 2017; Visvizi & Lytras, 2020).

Unlike the first and the second questions, the answers provided to the third
question—(3) “How do you assess the degree of stakeholders’ participation in SA
processes for smart cities?”—show a lack of homogeneity of thought.

In general, from the majority of people surveyed emerge the strategical aspect of
the social platform for improving the engagement in relation to social accountable
oriented practices.

“Personally, I found useful to assess the degree of stakeholders’ engagement thanks to social
platforms. For instance, in our project, we engage citizens in the creation and implementation
of policies aimed at promoting sustainable local mobility thanks a social app which shows
the citizens which was contributed to the mobility questions. So, thanks to the smart social
interface we consider the perspective of a wide level of stakeholders”.

This evidence, along to other works listed in the reference literature, outlines a
strategy incorporating both social media and social platform approaches in order to
increase the degree of social participation (Bakardjieva et al., 2012).

On the other hand, by analyzing the answers provided by the interviewed with
higher level of education it emerges that “I consider the Living Labs extremely suit-
able for evaluate the level of citizens engagement. Living Labs is a concept used as
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part of the stakeholder engagement process in our project in order to test in a real
life setting new products or services. The main goal of our initiatives is to coordinate
end-user and stakeholder involvement in the Living Lab activities as a process of
engaging stakeholders in a systematic way”.

“Living lab consist of open innovation ecosystems based on systematic user co-creation
approach, integrating research and innovation processes in real life communities and
settings. In this way, we consider the users engagement by evaluating the interest of citizens,
research organizations, companies, cities and regions in joint value co-creation”.

The answers given to the fourth question—(4) “How do you rate the level of
transparency of the SA implementation processes in smart city project”—show a
commonality of thought among the members of the selected sample, as can be seen
from the excerpts of interviews shown below.

“One of the main aspects to make a city smarter is the use of data and information in the
government channels in in order to make government operations accessible to people. In
this way, the emerging technologies can help the online transparency within smart cities
and among smart cities throughout the world and to reinforce social accountable oriented
practices”.

“Social accountability increases transparency and quality of government policy devel-
opment and implementation processes, and thus becomes the principal method for solving
governance issues that hinder improvement of quality of life of citizens. So, social account-
able initiatives aim to increase the transparency of governance in many areas thanks to
advanced ICTs, especially considered in the smart city model, ranging from local service
delivery to national processes of development policy formulation. In doing so, the govern-
ment receives the propositions from their citizens and defines critical issues, explores their
root causes and implements possible solutions”.

“Governments must agree on immediate and clear next steps to address issues raised by
citizens and other stakeholders. As a specifical example, the predisposition of transparency
portals suchas budgetwebsites andanopendata approach—typical of smart city vision—can
support the social accountability.”

Several elements emerge from the answers to the fifth question—(5) “How do you
evaluate the monitoring activities implemented in the SA implementation processes
for smart cities?”.

In particular:

“The monitoring variable is a key aspect of the social accountable oriented practices and
refers to set of smart technological tools and emerging methodologies typically agreed on
by all involved which can deal with perception or satisfaction data (e.g., citizen feedback
on clinical services) or to the more technical aspects of service delivery (e.g., monitoring
expenditure on medicines). For instance, referring to the monitoring of public services and
good, LGs in the context of smart city can benefit from online discussion”.

“By analyzing the online discussion and forum it is possible to create a classification of
the problem general perceived by the community”.

Therefore, the interviews analyzed referring to Question 3,4, and 5 present
evidence to answer RQ2. Accordingly, ICT-enhanced services and applications for
smart cities allow to track the accountability of the stakeholders involved in the
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administration/management of smart cities thanks to new forms of dynamic interac-
tions between local governments and citizens which are increasing the transparency
and the monitoring of the information flow (Matheus et al., 2018). Besides this, it is
necessary to invest in the stakeholders’ involvement through the implementation of
strategies oriented towards Open Data Governance (Troisi, 2016), capable of high-
lighting the potential of the reuse of data owned by the public administration for
enabling new forms of participation in which citizens in a proactive way participate
in the governance process.

5 Implications and Final Remarks

The modern technological environment appears able to deeply change the world
in which we all live every day, with reference to the urban landscape which has
become global, digital, and interconnected. The broad and all-embracing concept of
smart city encourages a rethinking of local governments approaches in favor of more
socially accountable practices which can, in a dynamic and proactive way, strength
the dialogue and a relationship with all its stakeholders by promoting a sustainable
development and a social wellbeing (Visvizi & Lytras, 2020).

Collaboration, participation, and above all interaction between local governments
and citizens seem to be new keywords on which to base a paradigmatic shift for
urban governance. In this way, smart city becomes a co-designed city, result of a
participatory process in which individuals rediscover the awareness that they can be
co-authors of public policies. The transparent network, composed by the consistent
information flow and advanced social platforms development, becomes a collective
space where it is possible to implement responsible behaviors and to collaborate with
public administrations for encouraging ethical and concrete solutions.

From a managerial point of view, the results of the analysis suggest that it is
necessary to invest in the stakeholders’ involvement through the implementation
of strategies oriented towards Open Data Governance (Troisi, 2016), capable of
highlighting the actual benefits deriving from the synergic collaboration among local
governments and stakeholders. In fact, the transparency, thanks to the reuse of data
owned by the public administration (open data), enables new forms of participation
in which citizens in an increasingly horizontal and proactive way became essential
part of the governance process. Thus, smart city policies should set an expectation
of public disclosure of the types of data being collected, as well as methods of data
storage and transfer. This can be facilitated through the creation of a data inventory,
to record basic information about data collected from ICT enhanced services (Kourtit
et al., 2017; Visvizi et al., 2018). In such a direction, appears evident the necessity
to define action framework able to define the multifaceted aspects which should be
taken into account in the implementation of an efficient and accountable smart cities
initiatives. The regulatory framework should be publicly available, easily accessible,
and subject to public comment (Castelnovo et al., 2016; Lytras et al., 2020a).
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On the other hand, from a theoretical point of view, the strong and deep connec-
tion between citizens and emerging technologies is highlighted. In fact, only thanks
to the human propension to use smart city services is possible to reinforce social
accountable practices at a global scale (Lytras et al., 2019). On the other hand,
the possibility of implementing socially responsible practices can also enhance the
dialogue between ICT solutions and human users by encouraging citizens to learn
digital services in favor of greater involvement in governance processes to use smart
city services (Lytras & Visvizi, 2018). Along these lines, smart cities policies should
push public officials to clear transparency and public accountability standards around
emerging technologies implementation. To this end, there should be a public discus-
sion regarding the implementation of new ICT services even before the procurement
process begins. In fact, it is necessary that all the innovative and smart solutions
adopted are accepted by all the stakeholders involved in the process (Sepasgozar
et al., 2019).

By concluding, urban context which are striving to increase data collection and
real-time analysis for improved social wellbeing recognize that data transparency is
integral to an efficient and accountable perspective of smart city. As a result, smart
cities should open data andmanage information as a public good. Cities that prioritize
open data thanks to open data portals and open data infrastructure allow for more
creative uses of data and provide new opportunities for public engagement, citizen
empowerment, and social accountable oriented practices. To these ends, the adoption
of smart cities initiatives will require prioritizing digital inclusion and tackling the
digital divide (Lytras et al., 2020a, b; Neves et al., 2020).
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