
E-COOP STUDY VISIT 
Citizens, e-challenges and e-solutions 

Jyväskylä Welcomes you!  



Orientation to Jyväskylä 

• 132 000 inhabitants 

• 112 inhabitants/km²  

• 7500 employees in the city organisation 

• Taxation right: municipal tax 20 %   

• City of Jyväskylä + marjority-owned 

companies = Jyväskylä City Group: 23 Ltds, 6 

foundations 2 joint municipal ventures (owned by a 

group of municipalities): 

 - JAMK University of Applied Sciences Ltd. (90 %) 

 -  JYKES Regional Development Agency Ltd  (80,1 %)  

-  Education Facilities Ltd (100%) 

-  Jyväskylä Energy: district heating, electricity (100%) 

-  Jyväskylä Rental Hausing) (100%) 

    etc. 

 

 

 



What do the cities do in Finland?  

• responsible for the provision of primary care, specialist care and dental care, 

 

• provide childrens’ day-care, welfare for the aged and the disabled, and a 
wide range of other social services,   

 

• run the country’s comprehensive and upper secondary schools, vocational 
institutes and universities of applied sciences,  

   

• provide adult education, art classes, cultural and recreational services, and 
run libraries 

 

• are responsible for water and energy supply, waste management, street 
and road maintenance and the protection of the environment,   

 

• promote business, commerce and employment in their area,  

  

• supervise land use and construction, and  

  

• promote a healthy living environment. 



Today morning at your service: City of Jyväskylä 

           

 

 

Tuija  
from Competitiveness and Urban Development 

Services: international projects, generalist … 

 

tuija.h.hamalainen@jkl.fi 

 

Kirsti  
from Communication Services:  

webdesigner, network communication….  

 

kirsti.pehkonen@jkl.fi 

 

Laura  
from Competitiveness and Urban 

Development Services: E-COOP project 

manager, EU,  innovation policy… 

 

laura.ahonen@jkl.fi 

 

Library Services, quests speakers, …. 

Päivi  
from Competitiveness and Urban Development 

Services: customer service development … 

 

paivi.haapajoki@jkl.fi 

 

Laura 
from Competitiveness and Urban Development 

Services: innovation and service development,  

generalist … 

laura.hokkanen@jkl.fi 

 

 

Juha 
from IT services: information 

systems, SAP, e-Invoicing.. 

Juha.hakkarainen@jkl.fi 
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Challenge 1: Simplification  

 

 Towards comprehensive architecture of the 

electronic services 

Photo: Juhana Konttinen 



Jungle of 150 or more 

applications… 



 

 

 EMERGING ARCHITECTURE 

(behind e-services) 
 

• Public sector’s ICT-initiatives should not be developed in silos with 
no regard to other parts of the government. 

 

• EA is a tool for strategic and operational management  

 

• It should help in unifying public administration process development 
and the use of ICT in the City of Jyväskylä.  

 

• Emerging benefits:  
– Reduce costs related to IT, shorten procurement times & improve return 

on IT investment.  

 

 





ACTIONS: Finding solutions, 

drafting e-service models 
 

1. Questions to ourselves: 
 

• What e-services we need? 

• Which of them can be produced together?  

• Which of the present e-services can be part of the new 
comprehensive service model ? 

 

2. 2011-2012 

– Description of current e-service situation 

– Description of the the e-services of the future 

 

3. Process modeling of the services, including e-services 

    

4. Drafting an e-service roadmap 

 

5. First action in e-service roadmap: e-Feedback system 2012   

  -  One sectoral good practice to the use of the whole city 
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sChallenge 2: User-centric approach 

Photo: Juhana Konttinen Photo: Juhana Konttinen 



Current needs for development 

• User-centric services, including e-services  
nationally sicnificant and popular development 
themes 
 

• Needs for improvement in Jyväskylä 
• improvement of the e-platforms (e-document management, e-

citizens service platform, better integration of various platforms 
and services…) 

• e-communication tools with the citizens  

• more interactive website 

• improvement of the mobile services 

• improvements to the electronic invoicing 

• e-cumstomer service system 

• etc. 



How Jyväskylä has invested in user-centric 

approach in e-service development? 

 
 Citizens’ Jyry on services 
  

 Citizens’ Jury is a method of participation of local citizens. It also offers 
decision makers an opportunity to hear a thoughtful citizens’ input. A 
political organ gives a formal response on the recommendations of the 
Citizens’ Jury.  

 
         Jury’s recommendations to the decision makers: more e-services needed. 

 

 

- Customer surveys in all service sectors include e-services 

 

- City of Jyväskylä website usability surveys 



How does the City of Jyväskylä invest in 

user-centric e-services? 

 

• We are constantly exploring new ways of improving our 
e-services and making them more user-friendly and 
interactive, in good co-operation with the users  

 

• Benefits of e-services 
– 24/7 

– Accessibility 

– Cost savings 

– Ease of use 

– Work efficiency … 

 

• Coming: Common e-service platform on the website.  



 

CHALLENGE 3:   

national wind of changes 
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”Finland  has fallen from its  

e-government and e-society goals” ? 

 

Photo: Antti Aarnio 



First common national strategy to address 

challenges in public sector ICT utilisation 2013 

Service innovation 

ecosystems 

Open information and 

joint use of information 

 

The ability to utilise ICT 

 

Clear information 

management structures 

 

A reliable and cost-

effective ICT 

infrastructure 



Better use of nationally available tools… 

 

National eServices  

and a Democracy 

Acceleration 

Programme  

(SADe programme)  

 

 

Promising tools for  

local use?  

Picture: vm.fi 



Good tools, not enough users? 

• For example: Initiative channel for the youth –  

an online democracy tool for the young people 

  

http://www.aloitekanava.fi/jyvaskyla/ 



Prospects of internet, SOME and 

behaviour of citizens… 

• Savings can push forward e-services and e-

government of the city? 

• Crises of democracy promote e-democracy in 

the future? 

• ”SOME is in the centre of the e-democracy. Next 

big step is the transformation of light activism to 

push democratic processes forward online” 

• National trends create local pressure (legislation, 

recommendations -> action) 



Snapshots of Practices 

 

Photo: Kari Häkkinen 



Testing new participative 

ways of engaging citizens  

better in city planning  

Challenges 
Process needs a lots of resources. How 
to include participative methods in every 
process? 
 

Possibilities 

E-tools are useful as tools: uservoice, 
twitter, facebook, online feedback forms  
 
Best results are achieved by mixing e-
tools with other participation methods: 
digital storytelling, graphic facilitation, 
personal reports etc. 
 
 
 

 

 

 

 

PRACTICE 1  



Better feedback with location data and 

better administration of feedback by 

analyzing it 

New Possibilities: 
 

- Better awareness of problems, when the 

       citizens can use location functions 

 

- Better allocation of resources to the matters 
and locations which have received feedback 
and caused questions. 

 

- Easier to analyze staff time and feedback 
responce times 
 

Challenges: 
 

All feedback needs are not similar  

(for example some don’t need map, some sector 

needs individual feedback outlook….).   

PRACTICE 2  

The city does have online feedback forums, blogs, facebook etc. 

- > This particular e-feedback system has been used in the city planning and since  

beginning of December in all sectors.  

https://s-asiointi.jkl.fi/eFeedback/ 

https://s-asiointi.jkl.fi/eFeedback/
https://s-asiointi.jkl.fi/eFeedback/
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        Testing the City of Jyväskylä 

app ”Mobile Municipality” 

Slimmer version of www-pages 

and services of the city  

 

Possibilities: 

 
Good feedback from the first 
year, testing continues 

 

 Mobility of the feedback: 
picture of broken street lights 
etc… 
 

Challenges:   
  

     More marketing of the app 
needed …coming soon.  

PRACTICE 3  

Further information: Mike 



 

 

 
 POSSIBILITIES 

 
• No more papers to fill in by the 

parents. All information 
electronically. 

 
– Timecard system for kids: 

changes in care times, holidays…  

– To follow daycare programmes, 
photo databank etc. 

 

• Two-way communication tool for 
homes & daycare 
 

• Staft time record information from 
the mobile phone directly to the 
payroll and staff time planning e-
systems 

CHALLENGES 
 

• Similar systems in schools are 
common. Jyväskylä is the first 
municipality in Finland to use 
comprehensive e-tool both in 
family daycare and day nurseries 

 

• Technical challenges: to combine 
the tool with the other e-services 
of the city 
 

 

 

PRACTICE 4  Daisy: e-tool for daycare and their    

customers in 2013 



Reform of the citizen 

participation website … 

1. Co-creation workshop with 
citizens 

2. New outlook and functionalities  
needed! 

3. Lack of actual participation 
tools 
- Analyses of national 
participation tools: opportunities 

         - Possible piloting of some other 
citizen participation tools 

PRACTICE 5 

ECOOP 

Platform 

development 

work 

Further information: Laura H. 



Open Data of the City 

Starting point: 
-  Basic website, already open data of the city in 
one place 
- Ask from the users what they need! 
 

Possibilities: 
- Active Open Data Jyväskylä  group of different 
stakeholders 
- Most wanted data at the moment: 

– Location data, financial data, current events and 
news data.  

 

Challenges: 
- How to open more data (legal issues, 
responsibilities, openess of the formats, costs, 
technical issues)? 

 - Structured approach? Strategy for the opening 
of the data resources. 

PRACTICE 6  

ECOOP 

Platform 

development 

work 


