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Background and focus

The web is nowadays a dominant media for communication between public agencies and
citizens. Governmental information is published on websites to be read and used by different
citizens. Such websites may also contain e-services to be used by citizens for their
communication to government, e.g. application for permits and allowances. There are many
examples of websites with one-way communication from government to citizens (Ancarani,
2005). There is, however, a growing number of websites that contain two-way communication
between government and citizens (ibid; Goldkuhl, 2007). People can initiate and follow cases
(requests, applications, etc.) through the web. There exist different degrees of sophistication in
the web interaction between government and citizen. This has been described in different
taxonomies and stage models; see e.g. Layne & Lee (2001), Siau & Long (2005), Andersen &
Henriksen (2006), Goldkuhl & Persson, 2006, and Kim & Grant (2010). Many of these
frameworks describe an evolutionary process of e-government from simple one-way
communication to complex and integrated services. Later frameworks and development efforts
also include wider citizen participation and uses of web 2.0 principles (Chun et al, 2010).
Recent development also includes enhanced personalisation of services to users (Millard, 2011).

Many governmental websites contain an immense volume of information and it might be very
hard for citizens to find what is desired. Governmental information can be structured in many
ways and there is a great challenge to find principles that make navigation in large websites
easy (Tan & Benbasat, 2009). There exist websites for single agencies, but there also exist
websites that integrate information and services over agency borders (Janssen & van Venstra,
2005; Siau & Long, 2005). Such portals/websites are challenging to build and they can be
either facilitating for citizens to use or confusing to use (Wimmer, 2002; Gouscos et al, 2007).

Quality of governmental e-services has been conceptualised and investigated taking different
perspectives. Inspiration has been obtained from general service quality frameworks (Zeithaml
et al, 2002; Barnes & Vidgen, 2003; Halaris et al, 2007; Alhyari et al, 2012). There are other
arguments for establishing quality criteria especially adapted for the e-government context
(Tan & Benbasat, 2009; Tate & Everman, 2010). The focus in these quality assessments is on
the citizen as a user. When taking a two-way communication perspective it is also necessary to
consider effects on the governmental agencies and their staff. To receive information from the
citizens through the web often entails changes in business processes (Scholl, 2003; Chourabi et
al, 2009; Corradini et al, 2010) and information systems interoperability (Janssen & Cresswell,
2005; Klischewski & Scholl, 2006).



E-government policies and all kinds of laws and other statutes regulate website communication
with citizens (Alpar & Olbrich, 2005; Allouache & Khadraoui, 2011; Goldkuhl, 2011). Besides
classical issues of user — system interaction, the regulative nature of governmental
communication adds more complexity to the design of governmental websites.

A communication perspective on governmental websites implies a clarification of

e the communicators (governmental agencies and citizens) and their intentions and actions

e the website as media, content and communicative actions

Investigations of governmental websites may get lost in structural and technical issues. This
Special Issue emphasises the web as relational media with communicative purposes and with
governmental and citizen users. Information and communication are fore-grounded (Goldkuhl
& Persson, 2006; Axelsson et al, 2007; Goldkuhl 2007).

Systems, Signs & Actions (www.sysiac.org) is an open access journal focused on information
technology, work and communication. We now invite scholars to submit papers on
governmental websites as means for communication between government and citizens.
Government should be understood as all kind of governmental bodies that have contacts with
citizens. Citizens include both private individuals and representatives for business companies.

Papers for this Special Issue should deal with websites and e-services as means for
communication between government and citizens. Different aspects of websites and e-services
can be treated as long as communication is acknowledged.

Topics
Proposed topics to address; other related topics are welcome as well:

Different types of governmental websites

Different types of governmental e-services

Information services vs. transaction services

Governmental portals

Integration in websites between agencies

Principles for structuring large information sets in governmental websites
Citizens’ searches on governmental websites

Legal transparency in governmental websites

Website communication vs. other contact channels

Website communication and the arrangement of business processes
Quality criteria for user-interfaces of governmental websites
Governmental websites and citizen behaviour

User identification and authentication on governmental websites

Use of social media for government — citizen communication
E-government policies and web communication

Design of websites and e-services

Citizens’ influence on the design of governmental websites
Stakeholder perspective on design of governmental websites
Public-private partnership for development of websites and e-services
Evaluation of websites and e-services

Consequences for citizens and co-workers using governmental websites
Competing websites for governmental contents and citizens’ choice
Websites with mixed public and private contents



e Communication theories and governmental websites
Editors for this Special Issue

e Karin Axelsson, Department of Management and Engineering, LinkOping University
(karin.axelsson@liu.se)

e Goran Goldkuhl, Department of Management and Engineering, Linkdping University
(goran.goldkuhl@liu.se)

Submission and dates

e Research papers between 5 000 - 10 000 words are welcome. Original research papers or
developed papers from conference or workshop papers. The papers will go through a
regular peer-review process.

e Submit to submission@sysiac.org.

e Extended submission date: December 10, 2012

e Planned publishing: 2013
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