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Abstract. Currently, Swedish municipalities are moving towards citizen-centred service design. It
means they aim to be more transparent, accessible, and responsive. However, many developments
in the public sector have failed due to the lack of understanding of their citizen’s needs.
Understanding citizens' needs is critical in social work, such as unemployment support, where
citizens have direct contact with public services. This paper focuses on digital service design for
the unemployment support department in a municipality, aiming to support citizens with job-seeking.
The development of the digital service from a citizen-centred perspective here is an essential step
toward significant improvements for better service delivery.

The study aims to explore the current situation in a field and identify citizens’ needs, which could
inform the design of a new citizen-centred service. For that, | conducted semi-structured interviews
with 8 civil servants working with the unemployed and 7 citizens currently in the job-seeking
process. Thematic analysis was used for data analysis. The findings resulted in five themes of
citizens’ needs 1) informational needs, 2) educational needs, 3) communicational needs, 4) fairness
needs, and 5) independence needs. | discuss the implications of these findings and their importance
for further citizen-centred service design.

Keywords: unemployment support, citizen-centred service design, digital transformation, citizens’
needs



1 Introduction

Public services must be defined as technologically oriented with the aim to give citizens a choice
through personalized services designed around citizens’ needs, not the service provider's needs
(Faro et al., 2021; King and Cotterill, 2007). This goal achievement needs a new way of working
with stakeholders and improving service delivery to achieve citizens' satisfaction (Faro et al., 2021).
Thus, service design in a public sector moves toward a citizen-centred approach, where the citizens’
needs come first, and the "agency centric" model is replaced with a "citizen-centric" model (Yong,
2004).

The public sector in Sweden follows this trend as well, step by step, to benefit citizens, business
partners, and employees, thus meeting the time's requirements (Allansson, 2018). The Swedish
government's ambition is to make municipalities be the best at using the opportunities of
digitalization for the efficient public sector, which makes simpler everyday life for citizens and
companies, creates more jobs, and increases welfare (Allansson, 2018; Regeringens Arbete Med
Coronapandemin. Regeringskansliet. (n.d.), 2022, April 16). The use of a citizen-centred approach
can help to achieve these ambitions and lift public services to a new level of service delivery
(Enciso-Santocildes et al., 2021) to become more open to citizens, thus getting their trust towards
transparency, usability, and accountability (Garcia-Garcia et al., 2014).

Previously citizens' needs have not played a central role in the e-government subjects and analyses
(Garcia-Garcia et al., 2014), and citizens’ involvement in municipal service design has been
virtually non-existent (Garcia-Garcia et al., 2014). That caused citizens’ dissatisfaction and led most
of those services to fail (Giesbrecht et al., 2016). The low utilization of government digital services
such as websites is a worldwide problem (Wang, 2014). Thus, understanding citizens' needs plays
a critical role in successful service design. When it comes to services related to social work, such
as unemployment support, where citizens are highly dependent on the quality of this service,
understanding the needs of citizens is even more critical (Larsson & Skjelsvik, 2021).

Therefore, this paper focuses on digital service design for unemployment support planned for a
municipality in Sweden as a citizen-centred service. Following the definition where the citizen-
centred approach is an understanding of citizens’ needs (Yong, 2004), it could be concluded that
identification and analysis of unemployed needs connected to the job-seeking process are critical
here. However, Kopackova (2019) states that citizens’ needs do not well explained due to citizens’
diversity (Osman et al.,2014). That is why they should be given the opportunity to express their
needs through active participation in a cervices design (Kopackova, 2019).

Accordingly, this study aims to explore and analyze the unemployed citizens’ needs. Thus, answer
a question: How can digital unemployment support service be designed to be citizen-centred?

To address this research question, I adopted a qualitative research study by conducting semi-
structured interviews with two groups of stakeholders: citizens and municipality employees. The
employee’s involvement here helped to understand the situation better, get clarifications, and avoid
bias. Thus, I got an in-depth overview of the problem with unemployment support services in a
particular municipality department in Sweden. This study contributes with disclosure of the topic
of unemployed citizens’ needs and its structurization presented in the form of a table. This
knowledge can be used to inform the design of the unemployment digital service.

The rest of the paper is organized as follows: Section 2, a literature overview of digital
transformation of the public sector, citizen-centred service design, unemployment support as a
citizen-centred service and a summary of citizens’ needs according to citizen-centred service



design. Section 3 is a method description that includes the research approach, literature overview
method, the interview study, and the thematic analysis. Section 4 presents the empirical findings.
Section 5 is for discussion. Section 6 the conclusions and limitations.

2 Literature overview

The literature overview supports this study with the knowledge that helps to investigate the problem
area and the background. It starts with the digital transformation in the public sector, continues with
the citizen-centred approach in service design, the literature on current unemployment support
services that aim to meet citizen-centred requirements, and is finalized with a summary of citizens’
needs according to citizen-centred service design.

2.1 Digital transformation in the public sector

Although the public sector has constantly transformed with the help of technologies since the 1950s,
it is still behind the private sector in technology adaptation issues (Faro et al., 2019). Digital
transformation in the public sector is a new way of working with stakeholders that aims to improve
service delivery to achieve citizens' satisfaction (Faro et al., 2021; Janssen et al., 2013) by the
implementation of digital innovations such as high-value, real-time digital services (Meijer, 2015;
Mergel et al., 2018; Weerakkody & Dhillon, 2008). This could be achieved by changes,
replacements, or complementing existing rules, thus fulfilling citizens' needs (Kamaruddin &
MdNoor, 2017). Therefore, this definition is based on two key ingredients: digital technologies and
significant changes (Gong et al., 2020) such as organizational, processual, and cultural (Fischer et
al., 2021; Andersson et al., 2022).

Some noticeable improvements that digital transformation allows are the smooth communications
between stakeholders and opportunities to automatise work processes, enabled by the electronic
handling of cases (Jonathan et al., 2021). A single point of contact is needed when citizens and
businesses can access all government services through one entrance to the web portal and should
be personalized (Dais et al., 2012; Faro et al., 2021).

These new ways of working require an entirely new way of thinking and understanding public
government and service delivery (Reinwald & Kraemmergaard, 2012) and different management
skills (Fischer et al., 2021). Such a transformation is labelled under the term ‘transformational
government’, which aims to complete the redesign of existing processes and structures (Tangi et
al., 2021). Using of digital technologies, in their turn, stimulate citizens’ participation in public
value co-production and co-creation of digital transformation (Dobrolyubova, 2021) and enables
public value creation (Scupola & Mergel, 2022).

However, public services have historically been bureaucratic in digital technology adoption (Faro
et al., 2021). Several authors write about specific needs that must be solved in a way to changes
such as structural and technological, organizational, human resources, digital skills, capacities of
managers, and citizen’s trust (Faro et al., 2019; Meijer, 2015; Wilson & Mergel, 2022). The biggest
service failure reason is ignoring these needs, which leads to the inability to deliver functionality
(Janssen et al., 2013).

The lack of employees’ digital skills and understanding of the complexity of digital transformation
and the relationships among technologies and information use is another big problem that creates
new needs (Gong et al., 2020; Omar et al., 2020; Pittaway & Montazemi, 2020). But despite that,



not much literature discusses the employee’s needs in a digital transformation process and ignores
the role of their digital skills (Kozanoglu & Abedin, 2020). The way for re-imagining the
employees’ experience and bringing their digital literacy up to date is another problem for
organizations that must be solved (Kozanoglu & Abedin, 2020).

Thus, it could be concluded that digital innovations are essential for good quality service delivery
that leads to many benefits but requires significant organisational changes. It stimulates citizens’
participation and allows the new way of service delivery to satisfy citizens’ needs, but
simultaneously creates even more needs that need to be considered.

2.2 Citizen-centred service design

Digital transformation is an essential component in public sector development that enables citizen-
centred service design. Several of the studied papers pay a lot of attention to the importance of using
new technologies in a service design to satisfy citizens’ needs. (Ceballos & Larios, 2016; Chen,
2010; Garcia-Garcia et al., 2014; Holgersson & Karlsson, 2014; Kamaruddin & MdNoor, 2017;
Kyakulumbye et al., 2019). They state that technologies have changed the way citizens
communicate with organizations. Citizens start to perceive themselves more as customers to the
government, which has affected their satisfaction with service delivery and service quality
(Giesbrecht et al., 2016).

The citizen-centred approach in service design moves the municipalities to service delivery where
the citizens’ needs come first rather than the organisational problems (Mohd et al., 2020). In other
words, it is replacing the "agency centric" model with a "citizen-centric" model (Yong, 2004).
Citizen-centred principles are about designing public services that aim to meet the needs of citizens,
give easy access to information, and provide consistency in service delivery (Cai & Wang, 2006).
Thus, three main points could be highlighted here: citizens and their needs are at the center;
transformation of service delivery; improvements in government’s workflow. The truly citizen-
centred approach must include three aspects: (1) organizational processes and the transformation of
the back office, (2) the multiple services offered to citizens, and (2) the needs, capabilities, and
conditions of citizens (Garcia-Garcia et al., 2014).

Several studies deal with the failures of e-government services provided by government agencies
(see, e.g., Chen, 2010; Kamaruddin & MdNoor, 2017; Soufi & Maguire, 2007; van Velsen et al.,
2009; Van de Walle, 2016). The low utilization of government digital services such as websites is
a worldwide problem (Van de Walle, 2016). Most citizens still prefer traditional channels to
communicate with municipalities. Wang (2014) highlighted some reasons for that, such as utility,
familiarity, and usability. Ignoring those reasons leads to citizens’ dissatisfaction (Garcia-Garcia et
al., 2014; van Velsen et al., 2009). Services perceive as complicated and bring many
misunderstandings to citizens and waiting times as a result (Giesbrecht et al., 2016). That is because
citizens’ needs have not played a central role in the e-government subjects and analyses (Garcia-
Garcia et al., 2014). Citizens’ involvement in municipalities' service design has been virtually non-
existent (Garcia-Garcia et al., 2014; van Velsen et al., 2009). Probably the most valuable resource
of a local government is its citizens, which needs must be respected, but despite that, some
initiatives are still launched without the citizens’ involvement (Ceballos & Larios, 2016;
Kopackova, 2019; Kumar, 2019). However, some studied sources complain that the definition
“citizen’s needs” does not offer a clear explanation. That is why citizens should be given the
opportunity to express their needs through active participation in a service design (Kopackova,
2019).



However, both internal and external stakeholders and their needs are essential during the design of
public e-services. But the citizen’s group is more and more significant because it is a heterogeneous
group (Holgersson & Karlsson, 2014; Osman et al.,2014) and a final evaluator of outputs (Mohd et
al., 2020). Involvement of citizens leads to better usability and usefulness of the final service (Mao
etal., 2005) and increases system acceptance (van Velsen et al., 2009). Usability is one of the central
needs for users and must be in focus during the entire designing process. It is also crucial because
citizens using services have varying levels of technical knowledge (Venkatesh et al., 2011). Other
needs identified in the literature as citizen-centric principles of service design: openness,
transparency, citizen participation, and responsiveness (Garcia-Garcia et al., 2014; Gulliksen et al.,
2003; Mohd Wahid et al., 2020; Yong, 2004).

Thus, it could be summarized that public services started to pay more attention to citizens' needs-
the critical ingredients for citizen-centred service design, where the citizens’ needs come first.
Therefore, those needs must be precisely determined for a better result in design. Ignoring needs
most often leads to failure.

2.3 Unemployment support as a citizen-centred service

Digital solutions for job seeking and unemployment support service design can bring many benefits,
especially in the public sector. It does a job seeking process faster, easier, and more comfortable,
thus leading to municipality development, increasing inclusion and equality (Enciso-Santocildes et
al., 2021). Digital services have more capacities besides traditional services, such as distance and
remoteness, overcoming and providing more accurate labour market information and better service
delivery (Lindsay, 2005).

Accordingly, municipalities are moving away from “simple, one-way communication on webpages
to more interactive solutions” (Larsson & Skjelsvik, 2021), where collaboration with citizens
according to the citizen-centred design approach is needed.

Larsson and Skjelsvik (2021) defined 4 types of possible digital services for unemployment support
in the public sector:
e Automated services. The government’s welfare services self must identify and verify
citizens’ needs through the government’s database.
o Registry-based services (simplification by adding data). Services use registry data about
citizens’ situations collected by the government when citizens apply for benefits.
o Dialogue services (tailoring by altering interaction). Internet chats and other dialogue
interfaces enable quick methods of exchanging information.
o Self-servicing services (tailoring by adding data). Citizens can use a digital tool that helps
them plan their leave and seek processes provided by the government to do some
organizational and administrative work previously done by their caseworkers.

At present, the self-servicing services are in focus.

Table 1 below shows the main insights identified from studied literature that can be considered
during the design process for job-seeking and unemployment supportive services. Those insights
outline the general tendency of the service design for unemployed citizens and some direction to
move on.



Principle Outcome Source

Unification of different
departments through one
service. One-stop portals.

Bring the unemployed out of
isolation.

Collaborative job-seeking work and
support.

Enciso-Santocildes et al. (2021)

Take experiences from
private sector

A partnership that pushes the
governmental performance
forwards

Al-Hassan et al. (2009)

Citizen-centred orientation

Brings forward usability

Al-Hassan et al. (2009); Dillahunt et
al. (2016); Dillahunt and Lu (2019)

Co-production value

Leads to transparency

Larsson and Skjoelsvik (2021);
Dillahunt and Hsiao (2020)

Usability value in focus

User-friendly interface

Goh et al. (2015)

Importance of internet and
[oT in a service delivery

10T boost the services for the
development

Dillahunt et al. (2021); Lindsay
(2005); Wheeler and Dillahunt
(2018)

Take into account digital
literacy to increase the social

Some unemployments are not
familiar with digital technologies or

Dillahunt et.al. (2021); Lindsay
(2005); Dillahunt et.al., (2018);

exclusion face difficulties using them. Dillahunt et al. (2016); Dillahunt
and Hsiao (2020); Dillahunt and Lu
(2019); Wheeler and Dillahunt

(2018)

Table 1. Insights found in the literature for unemployment support digital service design in the public sector

As table 1 shows, several authors explore citizen-centred orientation and its features, such as
usability, unification, co-production value and technology value. Taking experiences from the
private sector is essential because many technologies have already been tested here and have some
results to consider. However, despite all benefits, some presented authors compline about digital
literacy needs and the possible social exclusion that digital transformation brings. Job-seeking
through digital services requires some level of digital literacy (Dillahunt et al., 2021). Those risks
leave behind citizens with no access or skills required (Lindsay, 2005). Thus, social resources,
support, feedback, mentorship, assistance, and emotional support are needed (Dillahunt et al.,
2018). Most unemployed people are individuals who have limited education or are in difficult life
situations and have no access to existing digital employment tools (Dillahunt & Hsiao, 2020). Those
services must be designed as a complex multifunctional application with better support for the
unemployed needs. Otherwise, these technologies will not benefit all unemployed citizens equally
(Dillahunt & Lu, 2019).

It can be concluded that most of the authors presented in the table concentrate on meeting the needs
of citizens and even generally mention some of those needs. Understanding the citizens’ needs gives
more chances for successful service design. However, it is difficult to find a detailed study of the
citizens' needs for unemployment service design; thus, a more detailed study of unemployed needs
is necessary.

2.4 Summary of citizens' needs according to citizen-centred
service design



Table 2 presents a short outcome of the studied sources with citizens’ needs that were extracted
from the literature. Presented needs are required for citizen-centred service design generally.

Citizens’ needs Source

Employee’s digital skills and literacy are Faro et al. (2021); Gong et al. (2020); Janssen et a.
needed for better service delivery (2013); Kozanoglu & Abedin (2020); Omar et al.
(2020); Pittaway & Montazemi (2020); Reinwald &
Kraemmergaard, (2012)

Citizens’ digital skills need to be able to use Dillahunt et al. (2021); Faro et al. (2019); Meijer

services (2015); Wilson & Mergel (2022)

Communication channels and interactive Giesbrecht et al. (2016); Jonathan et al. (2021); Larsson
solutions need for better communication & Skjelsvik (2021)

Getting more accurate labour market Lindsay (2005)

information needs to be updated

Access to information, transparency need for | Cai & Wang (2006); Garcia-Garcia et al. (2014);

trust Gulliksen et al. (2003); Lindsay (2005); Mohd Wahid et
al. (2020); Wang (2014); Yong (2004)

Trust needed to feel safe Faro et al. (2019); Meijer (2015); Wilson & Mergel
(2022)

Personalization is needed to communication Dais et al. (2012)
improvement

Stimulation of citizens’ participation needed | Dobrolyubova (2021); Garcia-Garcia et al. (2014); van

for trust and usability increasing Velsen et al. (2009)

Support, feedback, mentorship, assistance, Dillahunt et al. (2018)

and emotional support

Increasing inclusion and equality Dillahunt & Lu (2019); Enciso-Santocildes et al. (2021)

Table 2. Summary of citizen’s needs extracted from the literature

3 Methodology

This study adopted a qualitative research approach. I chose this approach because it is suitable for
investigating real-world situations connected to socio-technological phenomena (William et al.,
2012). Also, according to Kaplan and Maxwell (2005), the main goal of qualitative research is to
understand not well-known situations by investigating stakeholders’ perspectives in-depth.
Therefore, this method is suitable for studying unemployed citizens' perspectives and thus
extracting their needs. For data collection, I conducted semi-structured interviews with two groups:
citizens and employees. I chose an interview study because it helped me get deeper into the current
situation of unemployed citizens.

The method used during this study is described below and summarized as: a literature overview
focusing on citizen-centred services design and unemployment support services and identifying
citizens’ needs as a significant part of the citizen-centred service design that must be explored. For



empirical work, I involved data collection by conducting semi-structured interviews with citizens
and employees. I used the thematic analysis approach described by Braun and Clark (2006) to
analyse the empirical material.

3.1 Literature overview method

To go deeper into the subject and identify the problem area, I conducted a literature overview that
supported me with theory and helped to build my further work. The literature search process was
based on the research question: How can digital unemployment support service be designed to be
citizen-centred? In a literature search process, I followed Webster and Watson’s (2000) approach.
As an outcome of this step, I got a literature overview that describes the digital transformation
process in a public sector connected with the citizen-centred service design and unemployment
supportive service design insights. Also, | extracted some general citizens' needs required for
citizen-centred service design and summarized them in table 2 above.

As the main databases, [ used Scopus and ScienceDirect, both reliable and easily verifiable sources
that provide a good preview and the ability to create good lists of literature. As an additional help
source, | used Google Scholar and Halmstad university library, which provided access to some
closed articles. To guide the search and limit the number of found papers, 1 identified the following
keywords: citizen-centred, service design, public sector digital transformation, job-seeking, and
unemployment support service. Those keywords were used in different combinations during
searching.

In the first searching round, I identified relevant articles by title and abstract. In a second round, I
read breathily the introduction of those articles that seemed usable for study. Irrelevant and
duplicated articles were removed. After that, I read each article more carefully and judged the
content by relevance. Exclusion criteria were papers that do not belong to the design area and papers
about the private sector. In the last round, the reference lists of each relevant article were scanned
to identify more usable literature. The final list of articles was sorted into 3 groups by content and
analyzed in the literature overview section above.

3.2 The Interview study

The empirical material of the study was collected with semi-structured interviews as a data-
gathering method, as described by Myers & Newman (2007). It let me become more aware of the
potential problem through the study of the subjective responses from interview participants
regarding a particular situation they have experienced. I chose semi-structured interviews to give
my participants the freedom to answer the open-ended questions using as much time as they wished
and to be able to ask follow-up questions to generate an in-depth situation overview and extract as
much knowledge as possible. The interview guide is presented in appendix 1.

Selection of Participants

I conducted semi-structured interviews with citizens and employees. I included employees in the
empirical study to get additional information that citizens did not mention for some reason, for
example, because of the high sensitivity of the issue. Also, employees’ additional information did
not let resalts be biased because it allowed me to look at the problem from another point of view as
well.



From the employee's side, I wanted to get to know more about their overview of citizens’ needs and
to know how municipal officials who work with support for the unemployed citizens perceive
citizen-centred phenomenon and digitalization as a potential tool. From the citizen’s side, I wanted
to investigate what needs they have and what problems they face during the contact with supportive
services and how the digitalization of public services can help them avoid those problems and
satisfy their needs.

Table 2 below presents two groups of participants that were selected for interviews. Both
employees’ and citizens’ groups are from the same municipality. Selected employees work in the
same department. The selected citizens are currently in the job-seeking process and participating in
a municipality program to get help and material support.

Gender |Years of (Current occupation Interview
t;perience duration (min)
E1l Female 20+ Labor market investigator 45
(Arbetsmarknadsutredare)
E2 Female 20+ Supervisor (Forestdndare /Arbetsledare ) 50
E3 Female 20+ Occupational therapist (Arbetsterapeut) 47
E4 Female 15 Supervisor (Arbetsledare) 45
ES Female 1,9 Social secretary (Socialsekreterare) 50
Eé6 Female 7 Coach 45
E7 Male - Social secretary (Socialsekreterare) 50
ES8 Female 15 Curator (Kurator) 35
Citizens
Gender Age  [Education ork experience Interview
duration (min)
C1 Male 58 IN/A - 20
C2 Female 60 Cook Cook 20
C3 Male 32 IN/A Selling, Physical work 37
C4 Male 42 Economy (not finished) |Cook, Pizza bakery 35
C5 Female 48 IN/A Baker 40
C6 Male 47 Electrician Electrification, Industry, 25
Cc7 Male 42 IN/A 'Warehouse work, 60
Restaurant

Table 3. Interview participants

Interview Procedure

To prepare for the interview, I compiled an interview guide based on three main themes:
digitalization, citizen-centred service, and the role of user needs in a service design process. My
main goal was to let the participants talk and reflect on the given questions. The interview guide
was designed for 45 minutes and continued if the participants were willing to discuss the topic
further. Interviews were conducted online using Zoom's teleconferencing system and recorded with



informed consent. To make this process as productive as possible, I followed Turner's (2010)
qualitative interview guide with the main principles to support the researcher in building a good
interview environment.

e The preparation for the interviews had a few steps. First, I contacted the department that
aimed to support unemployed citizens in the municipality. I contacted the manager first to
get access to a list of employees and citizens who could answer my questions. After that,
emails with invitations to all available participants were sanded, and interview dates were
scheduled. Some information was sanded before the interview day with 1. The purpose of
the interview 2. Terms of confidentiality 3. Explanation of the interview format 4. How
long the interview usually takes 5. Sand a list with questions if the participant asked for
that.

e During the interview, [ started with preparing a comfortable environment for the
participant through self-presentation, subject and aim description repetition. Each
participant was informed about the purpose of using materials and privacy guarantee, and
the freedom of choice not to answer those questions they don’t want to for some reason. If
they had any questions before the interview started, they were free to ask them.

e After the interview, each participant was given time to add some information that was not
included in a guide or ask additional questions. I also explained how to get in touch with
me later if they wanted to.

3.3 Thematic analysis

Data analysis was carried out to identify citizens' needs that can be helpful in citizen-centred service
design for unemployment support. The collected empirical material was analyzed using the thematic
analysis method described by Braun and Clark (2006). I found this method suitable for identifying
and organizing significant moments (themes) in the large body of empirical material. Each
identified theme represents a citizen’s need related to the situation around unemployment support
services. | identified themes inductively with the help of empirical material, moving from specific
patterns to general themes without using a theory. To organize my empirical material visually, I
used the Miro board, an online platform with convenient digital tools. The analysis was
systematically carried out and documented.

The analysis was carried out in six main steps:

First, I familiarized myself with empirical material, listening to recordings and transcribing them.
Then I read the text and highlighted essential points that are relevant to my research question.

Second, I analyzed those highlighted points and gave them codes. To do that, [ used the Miro board,
which helped me to work with my code identification more visually using sticky notes. Each usable
sentence or phrase was placed on a separate sticky note and marked with a letter and number (e.g.,
C1, E1) for participant identification. The coding was essential to identify the feature of each phrase.

Third, I sorted sticky notes into relevant categories dealing with the same issue. Thus, I got a list
with 46 categories.

Fourth, I grouped categories related to each other in themes. The process of encoding and grouping
is shown in Figure 1. This process was iterative, so I moved back and forward between steps,
making adjustments and replacements where it was needed to achieve the best code matching.

10



Firth step was for defining and naming themes. Each theme was analyzed by content (what each
theme is about and what data point captures) and then given names. In doing so, I also checked the
validity of the themes, their meaning, and their importance according to the research question. If
the theme was considered unsuitable, it was removed, renamed, or restructured. As a result, I got 5
themes. At this step, the data collected in Swedish were translated into English. I left the translation
to the last step to preserve the meaning of the statements as much as possible, which allowed me to
define the themes more accurately. To present the results systematically, I divided all identified
needs into three functional, emotional, and social levels.

Step six is a reporting presented in chapter 4, Empirical findings.

Data extract Relevant categories Theme

It takes a long time, I myself choose
that T had a direct number and could
call and ask that I need contact with
the unit, askinf what are their
reception numbers. Or "hi, I need to
get in touch with this person, how can
T reach her", it could be easicr. (E4)

The priority of the direct
telephone contact

Need for
Direct JR—
communication
Sometimes it is complicated that you c ication complexity
can not call and get directions. Then e et ooy
the road has become longer. (C3) without a direct pa
Communicational
There are many different contacts
around one ciizen. It would be easier  Communication needs
for allk of us if we know that we all standardization
work in the same way. (E4)
Need to
There are many barriers between Simplify

employees and citizens which is a great communication
pity and it creates frustration on the

client's side. (E5)

Existence of
communication barriers

Figure 1. Data extract, with codes applied and example of grouping categories into themes process

3.4 Ethical considerations

The following ethical considerations to protect human subjects through appropriate ethical
principles are important in any research study, especially in qualitative research, due to the in-depth
nature of the study process. Conducting face to face interviews with a vulnerable group of
participants makes following ethical principles even more critical (Arifin, 2018). In my case, I had
contact with two groups of people: employees, for whom it is important to remain anonymous and
to be sure that the information will not be used for purposes that are undesirable for them and will
not go out of the project; and unemployed citizens that considered a sensitive group of people for
which the question of anonymity is also very important since most of them do not want anyone to
know about their position.

To make the process as comfortable as possible for everyone, I used the following principles by
Arifin (2018):

Adequate interview guide. Questions should correspond to the stated topic and not cause any harm
or inconvenience to the participant.

11



Informed consent and voluntary participation. Participants were adequately informed about the
research and its aim and had the freedom of choice whether to participate or decline.

Anonymity and confidentiality. It was reached by not revealing participants’ names and identities
during the whole process of data collection, analysis, and reporting of findings. All participants got
their codes instead of real names.

Comfortable environment. Each interview was conducted individually through a Zoom
conference that gave the participants freedom to choose how to organize their space during the
event. From my side, I was closed in a private and quiet room so no one could hear our dialogue.
Each interview was audio-recorded after the verbal consent of the participants. I am the only one
who can match the identity of the participants and voice recordings. To avoid recordings being
heard by other people, I transcribed the recordings in a private room using earphones.

4 Empirical findings

The thematic analysis identified five themes in the empirical material: Informational needs,
Educational needs, Communicational needs, Fairness needs, and Independence needs. Those
themes are divided into three levels: Functional, Emotional and Social for better structure.
Represented below quotes are coded to C (citizen) and E (employee). Each code also includes the
participant number.

4.1 Informational needs

To describe the informational needs, many interview participants took as an example existing
municipalities’ digital service, a website. Since they all have an experience using it, this example
made it easier for them to express their thoughts and ideas on why informational needs exist.

Functional level

Almost all interview participants focused on the importance of the Clear service content. Unclear
content lets citizens stop using a service and search alternative sources instead, or back to traditional
ones, such as physical contacts.
There is too little information, and it is not adapted to their (citizens) needs [...] If you want to find
specific information, it is difficult. Because it does not go so deep, but it just gives an overview, then

you can not find what you need and go to visit the office instead. (E2)

Content of such pages is often complicated, so I just use Google instead of government web services.
(Co)

Citizens mentioned the problem of too many page-to-page transitions that add to the complexity of
the content.

Not everything exists on the same website; it makes you jump from page to page to find the information

you need. Then you may find yourself on a different website at the end. (C7)
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Clear instructions in service play a significant role for both employees and citizens. Unclarity leads
to insecurity and fear of making mistakes and lets citizens switch to alternative information sources,
such as telephone calls.

I do not like it myself (website); too complicated to be useful. If there is something important, I call

immediately so that you get it confirmed orally that you had not missed anything. (E7)

They (counsellors) send me sometimes to the website to read more or fill in some form, and when they
tell me that, I feel it will be easy. But when I try to use it, I can't. It's very complicated. Then I call
them again. I think I just west my time using the web because every time I make a mistake, I get into
trouble with my application. (C6)
Citizens and employees, who use municipality sites, note that the information there is often not
valid anymore. They note that Actual information is very important for them since they need to be
updated so as not to waste their time with wrong information.
I have been on our own website, for example, and there is a lot of information that has not been
relevant for a long time. If you have such a service, then it must be updated in time and relevant so

that people do not get the wrong information. (ES)

The problem is that they never update the website information. Even if I find something good that is
perfect for me and go to the organization, I find that the company already got the people they need
long ago. Every time I go for nothing. (C5)
Information that is easy to find is one of the critical points for both employees and citizens. The
searching complicity makes citizens feel uncomfortable, but also, employees spend time helping
citizens find what they need.
The municipality page is so. If my participants can't find information, we go in there and search

together. Sometimes it works, but sometimes it is not possible. It should not be so complicated. (ES)
Too many pages and clicks make my searching impossible, so sometimes I need to call to get support
to find anything there (on the website). (C6)

Employees mention Information storage as a need that can help them to save time by guiding their
participants to the database with some recordings.

We also need some form of internal database where we can gather good knowledge and working
materials that we all can benefit from in our work with the participants. (E2)
Also, C6 mentioned the need to keep information in one place to skip searching it in different
sSources.
I really need everything being saved somewhere, so I do not need to search for it somewhere as, like
Youtube or Google.

All interviewed employees stated the need for Effective information spread. 1t affects the service
quality very much because citizens risk not getting needed information or being late to get it.

It would be great to have gathered information somewhere that you know that here you can go in and
see what is current right now, what is there, what is interesting to me and that you can book. Then feel

that it became natural to feel that you own your process. (E4)
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It would be better if the information will be collected and shown in one place, and it is not so that some
person books a meeting and then he says it to his boss who will then tell it to his boss, who will then
tell it to me and then I will tell it to my participants, the information might be deformed at the end.
(E3)

Emotional level

Citizens and employees talk about the need to Feeling transparency in a process. It brings both
Trust and Rest to the service through correctly given information, which is also needed to continue
using this service.

No, my participants have little understanding of the practices, which leads to misunderstandings and

so on. We definitely need to be more transparent: information and much more, clarity and guidance

in the processes are required to be able to understand... (ES)

I do not understand why things happen. I never, even when I ask... and they just inform me about the
result, but in my opinion, there is no reason for them to say "no" to my application, as they do and let
me feel upset. (C7)

I don’t know how things happened, they decide everything (assistants), they tried to find me any job
and tell me what to do, so I just follow it... not like I trust it, just don’t know how to do it by myself.
(C5)

Social level

Digital literacy need is critical because that can help people understand that there is another
convenient way to get support in digital forms, which also could be different. The interview
participants talked about the unwellness of trying digital services because they consider them
complicated or simply do not understand why they should use them if there are other straightforward
ways of communication.

Sometimes it feels bad with digitization that you have to adapt to the system...(E3)
A physical meeting makes it better anyway. (E2)

I do not know if I'm old school, I do not really have that hard to search (job) with digital services, but
I do not like to use them. I don't know why I should if I have my phone and can call. (C7)
However, some employees found digitalization very beneficial for them and their citizens. They
note how much it can make their life simple and flexible.
I like development. I was one of the oldest in working groups that used Teams, but I like things like
that. Of course, you need to learn, but then it just will be helpful to all. (E8)

Advantages are that everything goes faster, faster to make investigations and make decisions. We also
have a system that helped reduce working hours very much for us and clients. They do not have to
submit invoices and account statements which are similar every month. And we do not have to examine
them- which takes time. So in this way, it goes much faster. (ES)

Digital literacy is considered as a social need because it affects the possibility of getting and

exchanging information with different participants through an understanding of digital technologies
and considers them as benefits.
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4.2 Educational needs

Functional level

Being supported with lessons that could help increase digital and process knowledge is one of the
needs that interviewed employees find important. However, only two of seven interviewed citizens
mentioned this need.
I know that there are many different actors who work on it, couches on the job or competencies every
week and inform how to fil a digital application. (ES)

Many of the participants we know may need help and support to caress different digital tasks... if we
talk about the social insurance office and the employment service. So that's where they usually need
some knowledge. (E1)

I never use it (digital technologies) in my country. When I came to Sweden, I started work directly.

Now when I am unemployed, I got my counsellor, and he is teaching me how to do it. (C5)

You need some knowledge, and many do not have it, then it's good to have this opportunity to learn,

at least to know more about how things work. (C3)

The need to Increase digital skills is relevant for both employees and citizens. Employees as active
participants of service delivery need to have good digital skills to support citizens. However, the
interview results show that employees are often unsure “how to do”.
It takes a little longer time for me to get into certain things than for my younger colleagues because
they understand it a little faster than I do... I can sometimes do something new (use digital services).

I just press here and here, and then something comes. (E1)

Today, it is a "must" to be on the web and be able to handle digital services. I try to adjust, but I am
not a technology person. (E2)

When I can not understand how to do (to use service), I let my colligs fix it or help me. (E4)

Employees consider the low level of digital skills of citizens as a problem because many of those
citizens can not use web sources, and it could be challenging for them to learn new things due to
age, special issues (mental) or financial situation.
A “small disadvantage” in our situation is that our participants do not have, due to often financial
situation or ability to sustain their lives, so they may not have as high digital skills. That must be solved
somehow. (E3)

But even if many have a mobile bank ID, not many people with special issues know how to use it. You
can open your bank ID but then how to act on different pages. (E1)

I found it so complicated to use (computer) and don't want to continue with all this digital stuff since
that. Sometimes my son helps me if I need it. (C1)

Employees see the low level of citizens’ digital skills as one of the risks for them to be excluded
from the digital service in the future.
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I see a significant risk of exclusion here because not everyone has the needed digital skills, so those
people will need a lot of support then. (E4)
Competent assistance: Interview results showed that many employees have very little knowledge
about their existed digital services (such as website) content. They often recommend it to their
clients to get more information or fill out a digital application, but they are unsure about its content.
Therefore, it leads to misunderstandings from the citizen’s side.
This is beyond my knowledge (municipality website content). It usually has a text about how it works
and how to apply it. I do not go there and never read. But I show the way there to my customers
anyway[...] [ did not find out what it looks like for the client (digital support) until now. So it is difficult
for me to explain to the client how he can find something on the page if I do not know myself how it
looks. (ES)

I am poorly involved in what is on our website and have a poor idea of who is responsible for it. I do
not have much experience with the content of the system that my participants are using. (E3)

4.3 Communicational needs

Functional level

Both interviewed employees and citizens talked about Direct connection needs. The citizen's group
put this need in the centre of their conversation as one of the most significant issues in
communication with the municipality. Employees understand this need and state it as something
that needs more attention because citizens could have very different conditions and capabilities,
making them unable to spend time searching for information themselves.

And it is the direct contact information needed, but instead, you go around all the time and then you

get tired, especially when you feel a little bad mentally and do not have the energy to look for. (E1)
They (citizens) want direct contact instead of searching for themselves. (E5)

If I could just click and come straight forward... easy direct routes. This is the most important, direct
contact. So I do not have to search and search on Google or somewhere. It makes me feel so bad! (C7)

Another moment that makes communication more complicated is the differences in departments'
systems that citizens need to have contact with. That's why some systems Standardization is
needed.

There are many different contacts around one citizen. It will be easier for all of us if we know that we

all work in the same way. (E4)

It will make my life easier if all the services I need to use are built the same way or could be joined
together somehow(...] each time I contact a new department, I feel that I need to learn everything from
the beginning. (C5)

Keeping alternative ways of connections for those who need it is a critical need that can help not
to exclude people who can’t follow digitalization for different reasons.

Digitization must be as a supplement, not a replacement. We must always keep in mind those who will

not be able to learn to use digital services because of different reasons. (E1)
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We need to have different alternatives because citizens have different conditions, not to run only on
one option. We can have the main alternative that you should use here, like an app or email, but we

must still be able to call or have a visiting time or have an option to do so. (E3)

Simple internal and external connections for citizens are a significant need. The municipality has
a big and complicated organization that affects the communication process negatively. Often it is
hard to find the right person or department that lets citizens and employees spend time.

There are many barriers between employees and citizens which is a great pity, and it creates frustration

on the client's side. (ES)

It is difficult to find the right person via switchboard. You call and wait 2 hours in line, then you get
it, and it's the wrong person. He sands you to another line, and then you start to wait again and so

many times. (C5)

The simplicity of external connection also depends on the opening of the organization to citizens.
They relate hidden calls to the unwillingness of organizations to cooperate straightly.

But what I do not think is good is what they call hidden. It makes me feel insecure; I have no idea who

calls and what they want to show me doing so. (C7)

Getting and leaving feedback is something that both interviewed employees and citizens do not
pay much attention to. Employees admit that it needs to be improved.

I do not know exactly how it works; I believe through mail or something. (E3)
The feedback system is not that good, but we need to work on how to manage it more effectively. (E5)

Citizens never think about feedback's importance because they do not have enough information
about its role. Some do not even know that they have this option.

Sure, I want to leave feedback, but to whom? Anyway, I never received a request to do that. (C7)
Somebody told me before that it's time-wasting, but now I feel... I need to do it. (C6)

Language skills solutions are needed for people with difficulties or new arrivals.
We have many who have difficulty with language, even Swedish people. (E3)

You cannot use digital services if you cannot read at least, and it is a huge problem here. (E1)

I can’t understand Swedish, that is why it is difficult for me to use such things. (C5)

Emotional level
The need to Be connected helps citizens to feel not forgotten.

I wish for a more and better connection with my assistant because I feel nobody cares about me. (C3)

I really feel it needs some better connection to not feel lost. (C7)
To Be supported helps citizens to stay motivated for the result.

Our participants need someone to talk to them and ask questions, like how we can help and what they

need to succeed. Then suddenly, a little light comes on. (E4)

The right support is good and can make sense. (C7)
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Social level

Need to be asked exists among both employees and citizens. Interviewed employees talked about
different cases when innovations did not bring results since no one asked them about how
they needed it to be.

Strange, right? That you do something, and then it does not work. That you spend time on something,
and it crashes. But everything you need to do is to ask us. (E2)
I want someone to come into our department and ask: what you need for efficiency, what are your
problems. (ES)

Citizens also show a desire to cooperate if they are just asked.

If I could sit with some professional, I can help with information on how to make it simple; just ask
me. (C6)

4.4 Fairness needs

Functional level

Individualization in a digital service design is needed. Employees talk about different cases and
different citizen’s conditions, which affects the quality of support. If it is not individualized, it could
easily lead to exclusion.

We must work with each citizen individually because all cases are different. (E8)

Our digital service (website) now is too general, and not everyone can use it. (E3)

To be fair to all citizens, it must be considered that there are different Levels of digital skills that
are difficult to affect because everyone has different conditions (age, physical or mental disorders).
It's a huge concern because I meet people who usually come from other countries and maybe have

very little or no education at all, illiterate; it's very difficult for them to learn about this as adults. (E1)

But I know many who have well-being problems - which makes it difficult for them to handle digital
tools. (E3)

Social level

Reducing costs that mostly mean expensive equipment and internet connection costs to avoid
exclusion risk. Since the unemployed are often people with a difficult economic situation, the cost
issue can play a huge role. Although they try not to comment on it, employees raise this issue as a
very critical moment.

But both mobile and data have a high cost. You may not have a computer or internet access and often

run out of phone cards and such... (E2)
Society must encounter such things so that not everyone has data or a mobile phone. So it will not be
really fair for all... or at least those who need it the most. (E6)

Citizens talk about the problem as a human issue and discrimination. Along with communication
problems, they put this issue in focus. The quality of the service often depends on whether you got
the right person or not.
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Support based on digitization or without it does not matter. It's wrong with people, not the computer

I'm sitting in front of. That is the fault of society and discrimination stuff. (C7)

Not everyone who works there is interested in explaining to you things well. It is luck to get a good

counsellor; sometimes, I feel they just want to finish from me. (C6)

4.5 Independence needs

Functional level

Both citizens and employees talking about the Self-planning system need as a good solution to let
the user be more active in the process and self-sufficient.

It feels positive about the self-planning system, especially from the participant's perspective. They can
be active and know how and what was booked. (E3)

The participants choose how they want their process to look so that it can work. (E4)

I think it is good with a digital service, to plan self and avoid contacting unemployed center and waste
time. (C4)

Give me that digital service that will let me never connect with my counsellor, and I'll be happy. [ am

tired of depending on him. (C7)

Emotional level

Stay motivated is an important need which affects the emotional state of the unemployed. Loss of
motivation can be felt strongly if a person has been in search for a long time and even forgot his/her
real goals. Thus, the service should motivate a person to go towards the goal.

Many are very tired, i.e. government tired, they have been pushed around by different authorities and

feel - tell me what to do, I’1l do it. And it does break motivation. (E4)

I really try hard, but they (assistants) every time press me- find a job, find a job, so I feel I want any
job just to make them happy. (C6)
I got nowhere with my job search; there is no hope, even if I am very motivated myself. (C7)

Some people who have been in the unemployed support program for a long time do not want to
leave it, being unmotivated to look for a job.

My goal is to stay here (in a support program). I hope I can stay and I really need it. (C1)

Self-importance/own the process is a critical need. Employees are talking a lot about willingness
to let citizens own their process because it leads to motivation building and a better understanding
of the process.

Many who come from the beginning do not feel like owning the process or do not understand what it

means. You feel you are doing what it takes to get your money. But it is the wrong direction. (ES)

The employment service, they are the ones who really force you, you have no other way, you are

unemployed, you have to follow. (C7)

Social level
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Being responsible is one of the needs that employees are very sure about, but citizens prefer not
to discuss it. However, I believe owning the process and self-planning are highly connected to
self-responsibility too.

You must work with yourself, find your goals and know what you want and find energy and strength

also, know when you have a studio and there comes that profession. (E2)

It is important to start working with the understanding that it is actually you, who will own the process,

and we are here to help you. (E4)

4.6 Data analysis outcome

The thematic analysis was carried out from the empirical material collected through interviews with
15 participants (8 employees and 7 unemployed citizens). Employees describe their experiences
working with citizens, and citizens describe their situations with job seeking. Both employees and
citizens discuss needs around unemployment support connected to digitalization. I have identified
five themes of citizens’ needs from the collected empirical material, which I also classified under
three levels: functional (more tangible needs than others), emotional (internal relations: how citizens
need to feel), and social (external: relation with society). The classification was carried out for better
ordering of the results.

It must be noted that the needs presented below belong to one municipality's citizens and do not
pretend to cover all the scope of unemployed needs. However, the identified needs can inform
service design that aims to support unemployed citizens by applying them to citizen-centred service
design strategies. The outcome of data analyses is summarized in table 4 below.

Citizens’ needs Functional level Emotional level Social level
Informational e  C(Clear service content o Feel transparency | ® Digital literacy
needs are e  Clear instructions e Rest to service
responsible for e  Actual information e Trust
content clarity, e Information that easy to
actuality, and find
accessibility e Information storage

e  Effective information

spread

Educational e Supported with lessons N/A N/A
needs are e Increase digital skills
responsible for e Competent assistance
knowledge
support on how to
use digital
technologies
Communicational | ¢  Direct connections e Be connected e Need to be asked
needs are e Standardization e Be supported
responsible for e Keeping alternative ways
barriers reducing of connection for those
between citizens who need it
and service e Simple connections
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e  Getting and leaving
feedback

e Language skills solutions
Fairness needs e Individualization N/A e Reduce costs
are responsible for | o  Level of digital skills e Reduce human issue
inequality and discrimination
Independence e  Self-planning and e Ownimportance | e Beresponsible
needs are making own choices e Stay motivated
responsible for
self-sufficiency

Table 4. Classification of unemployed citizens’ needs

As the empirical findings show, the citizens have an experience of using digital services that the
municipality can offer them and face problems using those services. These issues shape the needs
which can be considered to design more citizen-centred services. Informational needs are some
such issues that are connected to a previous negative experience. The functional level here includes
clear service content, clear instructions, actual information, information that is easy to find,
information storage, and effective information spread. On the emotional level, citizens facing the
need to feel transparency, rest to service and trust. The social level includes digital literacy needs.
Following those needs can help citizens to reduce time vesting and misunderstandings in
communication with municipalities.

The introduction in the life of digital technologies brings forward educational needs, which at the
functional level include the need to be supported with lessons on how to deal with new tendencies,
the need to increase digital skills and the need to get competent assistance. Those needs are very
closely connected and could be applied to both employees and citizens. Since digital technologies
do not cancel human participation in the process, employees also need to improve their digital
knowledge and skills to deliver qualified support. Needs on emotional and social levels were not
identified.

Unemployed citizens have communicational needs. 1t is the biggest group of needs identified. On
the functional level, there are direct connections needs, standardization, keeping alternative ways
of connections need (for those who need it), simple connections need, getting and leaving feedback
and need for language skills solutions. On the emotional level, citizens need to be connected and to
be supported. The social level includes the need to be asked. These needs were also identified due
to the negative citizens’ and employees' experience of using municipality digital services. All
mentioned functional needs were named directly by participants. Emotional and social needs have
been interpreted based on participants’ claims that they have rarely been asked by municipalities’
employees for their opinions. They wish to express their needs to design a good service to support
good communication between all stakeholders.

Unemployed citizens have fairness needs that affect their general and emotional state, as well as
their attitude to services. On the functional level, there are individualization needs and considering
of levels of digital skills need. On the emotional level, needs were not identified. On the social level,
there are needs for cost-reducing (equipment dependence) and reducing human issue and
discrimination. All these needs speak to equality - support according to financial and civilian
abilities.

The findings showed that the idea of a digital service that can help citizens to be more independent
of municipalities’ employees frequently recurs in citizen's discourses. That helped to identify
Independence needs. On a functional level, they need to have a self-planning system and making
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own choices. On an emotional level, they need to feel the own importance and need to stay
motivated. And finally, on a social level, citizens need to learn to be more responsible. It must be
noted that the need for independence is very tricky. Since some participants still do not want to
take responsibility for their own processes and results, preferring to rely on services, but do not
mind having an opportunity to make their own decisions.

5 Discussion

In this study, I explored and analyzed the unemployed citizens' needs to address a research question:
How can digital unemployment support service be designed to be citizen-centred? For that, 1
adopted a qualitative research approach. The data was analyzed through thematic analyses, which
identified five themes of citizens’ needs. Those themes summarize and present the important
background with a better understanding of the citizen's perspective and can inform service design
that aims to support unemployed citizens by applying them to design strategies. The themes of
citizens’ needs were informational needs, educational needs, communicational needs, fairness
needs, and independence needs.

Holgersson and Karlsson (2014) describe citizens as a heterogeneous group with different priorities
whose opinions should play a significant role in the design. The study confirms that even a group
of people assembled according to specific criteria is not equally homogeneous. However, the study
shows that the participants' diversity made it possible to identify a good number of citizens' needs,
which can still be called conditional since they may not apply to everyone. This is clearly shown in
the example of the need to improve digital skills, which most often refers to middle-aged people
and older, but younger participants almost do not see this need. The language solution needs were
declared mainly by immigrants. They also raised the issue of discrimination and inequality, whereas
participants of Swedish origin see no problem or need here.

This study suggests that it is important to include employees in a design process since they are a
necessary part of the service delivery and may provide good information. This claim is consistent
with the statement by Kozanoglu and Abedin (2020) about employee’s points of view considering.
Employees who participated in the empirical study talked about the needs of the citizens according
to their own work experiences contributing additional information. Citizens may not mention some
specific needs themselves because of their sensitivity, for example, affordability according to costs.
People often do not like to talk about their financial difficulties or mental and physical issues and
the needs connected to them.

Usability must be in focus during the entire designing process (Venkatesh et al., 2011); it is one of
the central needs of citizens (Goh et al., 2015; Venkatesh et al., 2011). The results of this study
represented in table 4 show the domination of needs on the functional level over the psychological
(emotional and social). Thus, citizens pay more attention to the service's functionality because it
affects the usability. Emotional and social aspects are often secondary.

Most of the needs were identified by citizens because of negative experiences with existing services;
this ussie was highlighted in research by van Velsen et al. (2009). Existing services were considered
complicated, bringing many misunderstandings to citizens, which corresponds to Giesbrecht et al.
(2016) research. Identified informational group of needs in this study shows that citizens want to
back to "traditional" ways of contacting and communicating with public services. Most citizens are
still preferring the traditional channels of communication with municipalities (Van de Walle, 2016).
Wang (2014) describes this problem from the service perspective and highlights the utility category
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that includes information delivery as one of the reasons for service failure. Thus, the information,
the way it is presented, and its accessibility have a very strong influence on the desire of citizens to
continue using the service or not, which must be counted in a design process.

The study also shows that citizens’ capacity and their condition as one of the main aspects to be
included in a real citizen-centred design. Dillahunt and Hsiao (2020) state that most unemployed
are individuals with many struggles. One of them is limited education, including digital knowledge.
This study confirms this statement to some extent. Participants talked about the important need for
education in a job-seeking process. Six out of seven interviewed citizens have problems with digital
skills and knowledge. Two interviewed citizens have never tried to use digital services and have no
digital experience, which made it complicated to discuss the topic of digitalization with them. They
gave a clear prime of the influence of citizens’ conditions on digital skills, such as age, as one of
the important aspects to consider in the design.

However, the study also confirmed the need for digital skills improvement among employees. Gong
et al. (2020) and Omar et al. (2020) slightly mentioned this issue. Kozanoglu and Abedin (2020)
claim that not much literature discusses the employee's situation. Since this issue was raised in the
interviews by employees and was also identified as one that affects the quality of support, this need
was included and covered in the results part as well.

Identified in the results communication group of needs are ones whose satisfaction allows for
reducing barriers between stakeholders. However, the studied literature mentioned communication
as an activity that mainly benefits from digitalization (Jonathan et al., 2021) and increasing
inclusion and equality (Enciso-Santocildes et al., 2021). The study participants generally questioned
that idea since the presentation of problems with digital skills cannot lead to inclusiveness. Thus,
the digital solution cannot become a replacement but an addition that helps to solve communication
needs. According to Cai and Wang (2006), citizen-centred principles are about giving easy access
to information, not making it more complicated.

The empirical findings bring forward some ethical issues as well. They mainly deal with equality.
However, some sources present digitalization as an opportunity to increase inclusiveness (Dillahunt
& Lu, 2019; Enciso-Santocildes et al., 2021) and some compline about digital literacy needs and
the possible social exclusion (Dillahunt et al., 2021; Lindsay, 2005). The possible exclusion is what
worries citizens and the employees working with them. However, it is not only the lack of necessary
skills that bring exclusion, but also the financial situation, the ability to buy the necessary
equipment, such as a computer or smartphone, and an internet connection. Empirical results show
that this problem is not uncommon among unemployed citizens. Another important issue that
citizens raised is a human factor in public services and discrimination issues. The studied literature
describes needs mostly from a service perspective, which could be one of the reasons why
discrimination moment not discussed wall. The discrimination issue is a personal moment that can
be extracted from a citizen's perspective, listening to their personal experience stories. I concluded
this because even the employees didn't cover this issue during interviews.

Results identified independency needs that covered moments of self-acting and taking
responsibilities. The studied literature does not fully cover this issue. Literature often explains the
importance of citizen participation in a process (Ceballos & Larios, 2016; Kopackova, 2019;
Kumar, 2019). However, I could not find specific examples of this participation in the literature,
except for involvement in the design and citizen empowerment through interactive
communications. Again, considering this issue from the citizens' point of view, based on their
personal stories, I tried to formulate a term that is more specific and closed to citizens. Many of
them spoke about the need to make their own decisions and a wish to reduce dependence on

23



municipal services with the help of digital solutions, and then the need for independence was
articulated.

Kopackova (2019) claims that citizens should be given the opportunity to express their needs
through active participation in a cervices design because the definition of "citizen's needs" and what
must be included here is unclear. Thus, the study results made it possible to formulate more specific
needs of unemployed citizens based on their own stories. This study was conducted from the
citizens' perspective, with the involvement of the direct stakeholders, to contribute to the
understanding of the situation with unemployed citizens and use the results for further strategy
development for citizen-centred digital service design.

6 Conclusions and Limitations

The reviewed literature often describes the need for citizens as one of the necessary aspects of
citizen-centred service design that must be considered. However, the term "citizens' needs" is often
not directly disclosed, especially when it comes to a more specific service, like support for the
unemployed. Literature often describes the needs of citizens in general terms without going into
detail. For example, “transparency”, “responsiveness”’, and “support” etc., but what exactly is
behind all these terms, which functions and more specific needs. This empirical study was directed
to let citizens share their stories to understand better their attitude towards supportive public services
and possible digital solutions. Thus, the study identified a set of needs for unemployed citizens
precisely so that in the future, formulate strategies for designing a citizen-centred service that will

bring their satisfaction.

This study reports an interview study with 8 employees working with unemployed support in a
public sector and 7citizens who are currently unemployed. It expands previous research by
delivering insights from unemployed citizens' perspectives and contributes to a better understanding
of the situation with support for the unemployed through public services and their needs, which can
help in future citizen-centred service design. The importance of both citizens' and employees'
participation in identifying unemployed citizens' needs was revealed. They complement each other
with information from two sides for a more unbiased and complete picture of the situation.

My findings were informational needs, educational needs, communicational needs, fairness needs,
and independency needs. My findings show that implementing the new technology that aimed to be
a good solution for many citizens raises even more needs. Both employees and citizens face
difficulty with digitalization and digital transformation, which races the need to improve digital
skills to be able to use those services. In the same way, technology that is expected to promote
inclusiveness could bring exclusivity instead. Therefore, many people with special needs must be
not forgotten in the pursuit of innovation. Findings also show that citizens are getting problems with
contacting public services and hope for improvements here with the help of technology
implementation. They hope to reduce human factors as well as discrimination issues. Also, they
hope that the new digital service will let them be more independent from public services officers
with the help of some automated functions. All those needs, in their turn, show that citizens are
rather sceptical about public services; they mostly do not trust them due to a lack of transparency.
One of the ways to make improvements is to let citizens participate in the design and satisfy their
needs of self-expression and needs “to be asked”.

The conditionality of needs was also noted. The set of specific needs may depend on the service
location and characteristics of the citizens. Thus, it should be noted that the study's outcome may
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differ if it was carried out in another municipality. Future studies could explore how accurate is this
statement by investigating the needs of unemployed citizens in other municipalities and comparing
the results.
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Appensix 1

Interview guide

Research question: How can digital unemployment support service be designed to be citizen-
centred?

Semi-structured interview with employees

Introduction-questions:

Present yourself

e How old are you?
e How long have you worked in municipality? In this department?
e What are your main tasks?

Main questions:

e What does a typical working day look like for you? What do you do?
e  What kind of IT support do you have in your work (systems, programs, etc.)

e Today, municipalities and companies invest heavily in digitization. How do you see that
development in your work?

e Ifyou look back - what has happened - what has gotten better or worse?

e s there anything special you would like or expect regarding the digitization of your
services?

e When [ say 'citizen-centred services', how do you understand this definition? (give an
explanation of the definition after that)
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What can this definition mean to you in your work?

How do you see involving participants in the work of developing new digital services?
(Advantages, disadvantages, etc.)

Do you understand what your participants needs when they contact your department?
What do you think of existing municipality digital services, such as the website? Does it
work well?
- Can you describe it as a service based on the participant's perspective? Why
yes/no?

- Ifnot, what should be changed there then?

Do you have anything else you can / want to say we did not discuss today?

Semi-structured interview with citizens

Introduction-questions:

Present yourself

Introduction-questions:

Present yourself

How old are you?

Your education and area of interests

Main questions:

Can you describe a typical day when you have to contact your caseworker?

What or which services do you use today to contact municipal services/administrators?
What do you think about it?

How do you manage to find contact with municipal services and your administrators? (if
by phone, have you tried to do it digitally)

Do you feel that you own or have control over your affairs and contacts with the
municipality?

How do you experience digital support in relation to direct contact with administrators?

Have you used other digital services (private or municipal) to look for a job?
If you have tried both, can you compare them?

Can you describe the process from the first time you contacted the service until now? What
was your first impression?
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Do you think that your case management is transparent now? Do you understand why it is
handled this way and how the decision is made?

Are you an active mobile user? What do you think about using a mobile application to
participate in work support activities?

If such a service existed, how would you like it to work? What features should it contain?
Why?

Which features are most important to you? Why?
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