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The Story 

The 41 municipalities of the Metropolitan City of Bari, representing more than 1 million citizens, 
joined their efforts to develop an eGovernment framework for application cooperation of Public 
Administrations.  

The initiative resulted in the overall improvement of the digital level of the municipalities’ 
services through the simplification and digitalization of the administrative procedures.  

The triggers of this project were two-fold. The authorities of the City of Bari wanted to overcome 
the inability of the traditional and bureaucratic public administrations to effectively meet citizens’ 
and businesses’ needs while offering more efficient, qualitative and effective public services. 
The initiative resulted in the development of an eGovernment web platform and an Urban 
Control Center.  

Through the eGovernment platform, users can now access more than 55 eGovernment services 
while avoiding long-winded, time-consuming and frustrating procedures. The Urban Control 
Center is a digitized monitoring system that processes and models large amount of data and 
whose objective is to provide decision makers with relevant information able to support them in 
the decision-making process and prove current, historic and predictive views on urban 
governance and territorial dynamics. 

This eGovernment initiative impacts positively the following life events: losing and finding a job; 
family life events; moving. 

 

The Challenges 

One of the critical challenges to be addressed for the success of this project was the ability to 
collect all the information gathered by the different levels of public authorities with regards to 
urban context and territorial dynamics such as energy, environment, urban security, mobility-
related data together with data gathered by video surveillance systems, social networks, 
building energy consumption monitoring, along with other data sources.  

Another key challenge was to ensure involvement and buy-in of all stakeholders, i.e., the 41 
municipalities of the Metropolitan City of Bari while getting the adequate allocation of internal 
resources to manage the whole life-cycle of the project realization, from requirement analysis to 
infrastructure design, software development, roll-out and maintenance. The highest resistance 
to change was faced in the middle management layer, mostly due to their limited knowledge 
and understanding of the needs for organizational change. 

 

 



The Approach 

The project was inspired by the EU-related process of transforming government services 
through digitalization with the two-fold aims to modernize local governance and enhance 
accountability of public sector. 

The approach followed within this project covered two separate channels with different 
objectives: 

 The first objective was to develop a unique and multi-channel web access point 
(www.egov.ba.it) for all citizens and local businesses of the municipalities of the 
Metropolitan City of Bari to access a comprehensive set of public services. This portal, 
built as a ‘One Stop Shop’, provides users with shared online services such as Civil 
Registry, Local Taxes, Urban function certification based on Territorial information 
systems (SIT) or e-payments. This portal allows a complete new approach to public 
shared services by reducing the number of procedural actions involved in the process 
and by changing the way services are provided. 

 The second objective was to collect data from different eGovernment platforms and 
other heterogeneous data sources from cities and citizens, and from internal and 
external organizations, and integrate them into the Urban Control Center system. This 
innovative web dashboard provides a monitoring system which is able to transform the 
raw data into analytical and aggregated indicators. It generates and makes available to 
public decision makers new information able to support them in the decision-making 
process and provide current, historic and predictive views of the urban governance.  

The project also includes the development of a problem-solving mobile app to receive warnings 
and notifications from users about territory as well as an Open data portal to share data and 
information with the citizens. 

The methodology used for the solution realization was iterative and agile by design. 
Relationships with stakeholders were short iterations of work allowing frequent assessment and 
adaptation of plans in order to reach quality and transparency of the results. The methodology 
followed promoted the sharing of standards, technological infrastructures and digital services as 
the basic requirements for developing these new added-value services. From a technological 
point of view, the project architecture is based on a cloud infrastructure of virtual machines, all 
deployed according to open standards, so easily transferable and replicable from a cloud 
environment to another. 

Strong management support was needed given the project need for the buy-in of different 
stakeholders. Additionally, the project required to compose an ICT technical team of people 
skilled in a large number of technologies: Application Cooperation, Service Oriented 
Architecture, Big Data, Open Data and Internet of Thing, composed of both municipalities’ 
internal employees and external contractors. 

The budget of that initiative reached about €7 million, funded by two different European projects/ 
funds.  

 

The Surprises 

This initiative faced more than expected difficulties in term of stakeholders’ buy-in. While the 
success of the project was heavily dependent on the engagement of public authorities, it 
required a lot of coordination, patience and time. 



Moreover, the success of that project was also heavily relying on the quality of the allocated 
resources with the adequate skills and decision power to manage the whole project life-cycle. 
By working agile, it was possible to gradually show results and onboard different stakeholders. 
Nevertheless, more open and clear communication and sharing about the project challenges 
would have enhanced the buy-in. 

Besides that, the existence of legacy information systems and old custom-built applications 
brought challenges that were difficult to overcome. Unexpectedly, the biggest difficulties were 
not in terms of technological integration but more in terms of incentives to use the newly 
developed eServices, mainly by the middle ICT management layer of the municipalities. 

Aside from the need for stakeholder buy-in to ensure actions were taken on the provided 
recommendations, no additional unexpected challenges were encountered. 

 

The Benefits 

The benefits of the project were multiple: 

 Citizens and business get access to a large set of new eGovernment services while 
avoiding time-consuming and frustrating procedures. 

 This project gives the possibility for public decision makers, energy managers, 
politicians, to control and monitor the urban context with simple dashboards in a user-
friendly manner. It serves also as a flexible support system for strategic planning and 
decision-making providing more accurate data and information, leading ultimately to 
more adequate decisions. 

For the public sector self-organization and evolution, this project brings additional benefits: 

 Internal benefits: the approach helped to use existing raw data more efficiently and it 
accelerated digitization within the cities. Additionally it generated cost savings and more 
efficient internal processes. 

 External benefits: positive results and feedbacks of the project launched the basis for 
sustainable evolution towards more eGovernment services. Building on that successful 
initiative, the development of several other eGovernment services has been envisioned 
in the near future. 

From a technological point of view, the project architecture is based on open standards, 
adopting totally Open Source platforms and interoperable standards, technology infrastructures 
and digital services, so it is easily transferable and reusable by other vendors and other Public 
Administrations. The following technologies were used: Application Cooperation, Service 
Oriented Architecture, Big Data, Open Data and Internet of Thing. 

In terms of KPIs used to measure the success of the platform: 

 Number of online public digital services. 

 Number of municipalities using the platform and number of citizen users. 

 % of positive feedback received from the citizens. 

 Number of base registries connected to the platform. 

 

 



The Learnings 

One of the major learnings is that there is an important demand by citizens and businesses for 
more public eServices that are transversal to several public authorities. Moreover, ensuring 
stakeholder buy-in and adequate staffing with required technical knowledge and sufficient 
dedication was key.  

It would be better to onboard them earlier on in the process, instead of the used iterative 
approach with a gradual onboarding. It is also necessary to share openly with the stakeholders 
about the critical aspects which may arise in the course of such technology development.  

The developed methodology of sharing standards and technological infrastructures can also 
easily be re-used for developing future eGovernment services.  

 
The Case for Replication 

The project demonstrates the following replicable features: 

 As public administrations see themselves handling increasing amount of data, the 
project features a solution for the effective processing of such large data volume. 

 The project concerns several common life events. 

 The use of an Open Source platform makes the technological dimension of the project 
easily replicable. 


