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WHAT DO WE MEAN 
BY CITIZEN ENGAGEMENT?



INFORM CONSULT ENGAGE COLLABORATE EMPOWER

Provide the public with 
balanced and objective 
information to assist 
them in understanding 
the problem, alternatives, 
opportunities and/or 
solutions.

Obtain public feedback 
on analysis, alternatives, 
and/or decisions

Work directly with the 
public throughout the 
process to ensure 
that public concerns 
and aspirations are 
consistently understood 
and considered.

Partner with the public 
in each aspect of the 
decision including 
the development of 
alternatives and the 
identification of the 
preferred solution.

Place final decision-
making authority in the 
hands of citizens.
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Source: IBM Center for The Business of Government www.businessofgovernment.org 



WHY DO CITIZEN ENGAGEMENT?

CITIZEN PARTICIPATION IN POLICY FORMULATION, DECISION MAKING, AND MONITORING

�� Can reduce conflict

�� Can lead to better, longer lasting and wiser policy choices

�� Builds citizen competence

�� Cultivates mutual understanding; 

�� Builds bonds of trust among citizens, decision makers, and governing 
institutions; and can effect changes in political attitudes and behavior.



THE USE OF TECHNOLOGY IN CITIZEN ENGAGEMENT



USE OF TECHNOLOGY



THE THREE "PILLARS OF ENGAGEMENT" OF ODTA
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RESULTS
DRC PARTICIPATORY BUDGETING



CITIZEN ENGAGEMENT IN A PROJECT CYCLE
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RESULTS
BRAZIL | THE GOVERNOR ASKS



IF THE PB VOTING SYSTEM WASN’T AVAILABLE THROUGH THE 
INTERNET, WOULD YOU STILL HAVE VOTED?



55% 45%



USE OF ICT IN CRISES



POST-ELECTION MAPPING IN KENYA



POST-EARTHQUAKE MAPPING IN HAITI







�� COST EFFICIENCY
�� REAL TIME RESPONSE
�� CONVENIENT
�� HIGHER LEVEL OF PARTICIPATION
�� INCLUSIVENESS

ADVANTAGES OF ICT BASED CITIZEN ENGAGEMENT



��SURVEY HAS TO BE CONCISE

��QUESTIONS HAVE TO BE RELEVANT AND WELL-ARTICULATED AND MOSTLY CLOSED

��PURPOSE OF THE QUESTIONS HAS TO BE CLEAR

�� USE OF MULTIPLE CHANNELS HAS TO BE EXPLORED

�� ALL ASPECTS OF THE PROJECT HAS TO BE COMMUNICATED WELL

�� SUSTAINABILITY ISSUES (COSTS, TECHNICAL KNOW-HOW, TIMELY RESPONSES) 
HAVE TO BE CONSIDERED

CAVEATS



��AN AGENCY WHO WILL BEAR THE COST

��AGREEMENT WITH THE NETWORK PROVIDER

��GETTING A SHORT CODE

��BULK SMS

��VAS  PROVIDERS

��SEQUENCING, NUMBER, AND TIME OF SMS SENT

FOR SMS SURVEYS / FEEDBACK



�� DO YOU HAVE BUY-IN FROM THE CITIZEN/STAKEHOLDERS/TARGET GROUP?

�� DO YOU HAVE BUY-IN FROM THE POLICY MAKERS?

�� HAVE YOU IDENTIFIED A RESPONSIBLE AND CAPABLE AGENCY TO OVERSEE THE PROCESS?

�� IS THE AGENCY READY TO ACT ON THE RESPONSES RECEIVED?

�� ARE YOU CLEAR ON YOUR GOALS (WHAT YOU WANT FROM THE PROCESS)?

�� HAVE YOU COMMUNICATED WITH THE CITIZENS/STAKEHOLDERS/TARGET GROUPS?

�� HAVE YOU IDENTIFIED THE PROPER TOOLS AND APPROACHES?

�� IS THERE GOING TO BE SUSTAINED ENGAGEMENT?

ARE YOU READY FOR ICT-ENHANCED CITIZEN ENGAGEMENT?





THANK YOU

Utpal Misra
umisra@worldbank.org


