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Abstract 

Making cities smarter places is the challenge of the present era. Although the lively debate among 

policy makers, researchers and business leaders, the risk often encountered by smart city’s projects 

is the incapability of effectively satisfying the needs of its ultimate stakeholder (i.e. the citizens), and 

moving towards the development of a smart community.  

The purpose of this thesis is to investigate the smart community concept in real-life situations, by 

adopting a stakeholder perspective that allows the identification of the main actors and drivers of 

smart community’s projects and the analysis of the critical issues that must be taken into consideration 

when launching such initiatives.   

The research, inspired in its endeavour by a constructivist paradigm, is based on a case-study 

investigation, and more precisely, on the empirical analysis of My Neighbourhood My City, a 

European Commission’s project implemented in Quarto Oggiaro (Milan) during the 2013-2015 

triennium.  

Findings revealed that among the stakeholders usually included in a smart community’s project (i.e. 

the government, the academic world, the ICT-business sector and the local community as the 

service’s final user), particular attention must be paid on the last one, that should be divided into three 

further sub-groups of constituents: project’s mediators, promoters and enablers. Indeed, due to the 

legitimacy and influential power they exercise over the community, they can have a substantial impact 

on the success of the initiative and on the effective satisfaction of citizens’ needs. Thus, since 

stakeholder’s relationships do not occur in a vacuum of dyadic ties, but rather in a network of 

influences, the relevance and the role of each stakeholder must be assessed considering the set of 

relationships they are remarked of.  

To conclude, the participative and inclusive approach claimed by some cities when developing smart 

community’s initiatives should be adopted not only in the services’ design phase but from the very 

beginning of the project in order to generate an awareness-making process whereby the citizens 

themselves understand the potentialities of the proposed project and realise how they can contribute. 
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Chapter 1: Introduction 

The current chapter intends to provide a general overview of the topics that will be further investigated 

throughout the research. After a brief introduction of the socio-economic context in which today’s 

cities are placed and the rise of the smart city’s concept, the attention will be focused on its perceived 

main limitations, which represent the starting point of the thesis and the general ground of the research 

problem. A description of the research philosophy and approach will be provided as well in order to 

establish the quality and the structure of the study. 

1. Research Background  

Over the last decades, the question regarding how can we live in a city in a smart way has become a 

crucial issue in the agenda of policymakers and the private sector.  

Large investments are being deployed in research programs and pioneer projects in order to contribute 

to the creation of well-functioning intelligent cities. But why is there such a strong attention to smart 

cities? 

Nowadays, people living in cities represent the 53% of the global population and this percentage is 

expected to increase to 70% by 2050, showing that a rapid urbanization process is taking place on a 

global scale (Copenhagen Cleantech Cluster, 2012). From one hand, this phenomenon is making 

cities hubs for the world’s economy and principal incubator of social, political and cultural 

innovations. On the other hand, it is broadening the array of challenges that cities have to face, in 

terms, for instance, of population growth, traffic congestion, water usage intensification, larger 

electricity demand and socio-economic inequalities and divisions (Barber, 2013; Nahrstedt et al., 

2016). 

This is why making metropolises smart ecosystems focused on a sustainable development is not just 

a challenge, but a priority. A smart city can be briefly described as a city that, guided by a strategic 

vision and a systematic approach, employs information and communication technologies (ICTs) as 

innovative supports for managing its services and enhancing the city’s liveability (Osservatorio Smart 

City, 2013). The concept will be further elaborated in Chapter 2.  

2. Problem Definition 

Limiting investments on ICTs does not guarantee the smart evolution of cities. Their planning must 

be simultaneously focused on infrastructures and people (D’Aloisi et al., 2013) in order to encourage 
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the creation of both smart cities and smart communities. This idea has emerged in particular in recent 

years and it has been discussed in various fields of research, getting the attention of big enterprises 

(e.g Intel, IBM and Cisco) and showing a shift of interest from technology itself to the people who 

interact with them. 

But why is it important to re-think Smart City in terms of Smart Community? And what is a Smart 

Community? 

Although the terminology usually adopted by the insiders of the field is “smart cities and connected 

communities”, a number of scholars and practitioners claim that the approach most often used, when 

developing smart cities, is based on market’s logics, rather than on the effective satisfaction of 

citizens’ needs, generally considered as mere final consumers of public and private services.  

Moreover, cities are seen as source of data, collected and analysed to make areas more efficient and 

well-functioning, but what is the relation with their citizens?   

The main value of a smart city “resides in its capacity to stimulate, also through the use of technology, 

a lifestyle’s change and, therefore, a profound reflection on the economic and social critical issues 

that are frequent in the urban areas” (Morandi & Di Vita, 2016). Thus, ICT should not be perceived 

as the ultimate purpose, but rather as a mean to enhance the quality of life of the city’s population. 

Indeed, defining a city only in terms of technology innovation applied to infrastructures ignores the 

reason why cities exist: to allow people to live, work, communicate and interact with each other. 

Thus, the creation of smart cities entails the development of smart communities as well.  Nevertheless, 

technological innovation should not be focused on increasing ICT’s capacity of allegedly creating 

smart communities, but on boosting its adaptability in order to be used in a way that empower and 

educate individuals and let them directly be involved in the social, political and cultural life of their 

city. As stated by Coe et al. (2001) “Smart community initiatives should become an integrated 

approach enabling entire communities to go on-line and connect local governments, schools, 

businesses, citizens, and health and social services in order to create specific services able to address 

local objectives and to help advance collective skills and capacities.”  

Experts and researchers have been debating on the effectiveness of smart city’s initiatives in 

identifying and answering citizens’ needs and alternative models towards a city’s smart development 

have been formulated (e.g. Human Smart City, Senseable City, etc.). Smart community’s definitions 

have been proposed by a number of different experts and practitioners, highlighting the importance 
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of fostering collective intelligence (Coe et al., 2001), social learning and the construction of networks 

of trust and reciprocity between citizens and the public administration (Carley et al., 2001). 

Moreover, plethora of theories have been advanced, over the past years, regarding the importance of 

community’s involvement in the development of an area. From one hand, it has been supported the 

shift from a Triple-Helix approach in the development of city’s services (based on the collaboration 

between city’s government, academic world and business sector) to a Quadruple-Helix one (that 

entails the involvement of a firth component: the service’s final user). On the other hand, co-design 

techniques have been gradually implemented in order to facilitate the active participation of citizens 

in the city’s administration and support the creation of bottom-up initiatives, as it will be explained 

in Chapter 2.  

At the same time, it is fundamental to keep in mind the fact that cities are complex systems (Batty et 

al., 2012) strongly affected by the connections and interdependencies among a diverse array of 

individuals, infrastructures, businesses and technologies. Consistently, experts define urban problems 

as wicked problems (Rittel and Webber, 1973), meaning that it is difficult to define and solve them 

because they are remarked by constantly-changing conditions (Osservatorio Smart City, 2013). Thus, 

when studying methods and approaches toward the enhancement of smart communities, it is essential 

to maintain a holistic perspective able to identify all the fundamental actors, without overlooking the 

dynamics and issues that multi-stakeholder projects entail and the socio-economic conditions of the 

urban context. 

Although there is a consistent theoretical background regarding citizen-led smart cities’ initiatives, it 

can be noticed a lack of empirically grounded studies on the implications and challenges that must be 

faced when promoting smart community’s projects: what socio-economic and relational dynamics 

should be taken into consideration in citizen-led smart city’s initiatives? Who are the key stakeholders 

that must be involved in their planning, launch and development? How is it possible to guarantee a 

project long-term sustainability when the focus is not on making profits but on providing answers to 

the needs of the local community?   

3. Purpose of the Study 

Given the aforementioned, the purpose of this study is to go beyond the abstract level of smart 

community’s definitions and investigate such concept in real-life situations, identifying the main 

stakeholders of a smart community’s project and its implications in terms of stakeholders’ 
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involvement, role and effective satisfaction of their needs. Thus, the contribution of this thesis lies in 

the attempt of filling a void in the existing smart community’s literature between the general 

theoretical characteristics of a smart community and the mechanisms and processes that have to be 

activated, in order to make a community smart.    

In order to do that, a specific project has been selected: the initiative called My Neighbourhood My 

City, launched in 2013 in Quarto Oggiaro (i.e. Milan’s neighbourhood) and founded by the European 

Commission through the Information and Communication Technologies Policy Support Programme. 

The distinctive feature of the project was its explicit intention of developing ICT-led services with a 

strong focus on people, their neighbourhood and its peculiarities, in order to enhance people’s feeling 

of belonging to a community. More information about the case study can be found in Chapter 4.  

Since the selected project brought together a large variety of actors it provides a fertile ground to 

explore the stakeholders’ dynamics and the structural and organizational concerns that characterize 

community-based smart city’s projects.  

4. Research Questions 

In exploring the problem briefly described above, the thesis will be focused on the following research 

question: 

 

RQ1 Concerning the Smart City discourse, which approaches can help bridge the 

gap between Smart City and Smart Community? 

 

In order to answer the overall research question, the following sub-questions have been formulated 

and applied to My Neighbourhood My City: 

 

SQ1 Which stakeholders are involved in a community-based smart city project? And 

what is their role? 

SQ2 Taking into consideration the intricated multifaceted nature of community-based 

smart city projects, which were the main challenges encountered during the project’s 

implementation and how were they tackled in order to converge towards a smart 

solution? 
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5. Scope and Delimitations 

The idea of community that it will be taken into consideration during the study will be mainly focused 

on its socio-spatial connotation, referring to those groups of people that have frequent personal 

interactions and gradually build a common-perceived system of values and beliefs, due in part to their 

spatial proximity (Azzopardi & Grench, 2012).  

Moreover, because of the strong focus of the present thesis on the stakeholder dimension in the 

attempt to define more specifically what is a smart community, the economic and managerial aspects 

of community-based smart city projects will be analysed in a more marginal way, while more 

attention will be focused on the analysis of the roles, dynamics and relations among the identified 

stakeholders.  

Moreover, although My Neighbourhood My City has been implemented in four different cities (i.e. 

Aalborg, Denmark; Birmingham, UK; Lisbon, Portugal; Milan, Italy), the thesis will be limited in 

scope to the city of Milan, and in particular to the area of Quarto Oggiaro. The reason of this choice 

is explained, from one hand, by the fact that each city (but also each neighbourhood within the same 

city) has its own historical, social and cultural heritage. Thus, the study’s findings obtained in relation 

to a specific territory might not be valid to another one and their potential generalization might lead 

to misleading conclusions. This observation is particularly indicated to the area of Quarto Oggiaro 

characterised by a peculiar cultural and socio-economic situation, as it will be explained more in 

depth in Chapter 4.  

Nevertheless, the analysis of the case study will be enriched with reminds to other projects as well, 

in order to better highlight the strengths and weaknesses of the main case study and come up with 

more informed findings. 

On the other hand, the proximity of the researcher to the area of Quarto Oggiaro makes easier the 

collection of data, the interaction with the several stakeholders who have taken part to the project and 

the observation of the services still in function, facilitating, therefore, the elaboration of a complete 

and informed research.  

The research is limited to the findings derived from the interviews, the focus groups and the 

observations conducted, together with the collection of secondary data (e.g. reports, academic papers 

and public presentations of the selected project). The data analysis is determined by the researcher’s 

ability to comprehend the perceptions and experiences of the participants. 
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6. Research Philosophy  

As stated by Saunders et al. (2009), when conducting a study in the organisational and managerial 

field, the knowledge-construction process can be framed by three different philosophical schools: (1) 

positivism; (2) realism; (3) interpretivism. 

Choosing one of them is of critical importance before starting a research, since each school is 

characterised by a different view of reality that, inevitably, influences the researchers’ activity and its 

attitude towards the studied matter. As over-arching term, the research philosophy entails ontological 

and epistemological considerations (Guba, 1990), the former referring to the nature of reality, while 

the latter to what constitutes acceptable knowledge in a field of study (Saunders et al., 2009).  

Based on the assumption that researchers can always obtain a true answer (Kvale and Brinkmann, 

2009), the Positivist School aims to formulate general laws from a seemingly complex set of 

information (Saunders et al., 2009), in order to obtain scientific results that are quantifiable, objective, 

unequivocal and reproducible (Kvale and Brinkmann, 2009). The researcher’s view of nature of 

reality is external, objective and independent of social actors (Saunders et al., 2009). Due to its 

inherent characteristics, such research philosophy is often applied to statistical studies and 

quantitative researches. 

Similar to some extent to the positivist school is the Realism one, according to which reality is not 

influenced by human mind and it corresponds to what senses are able to observe. It therefore avoids 

any subjectivity, but it accepts the idea that external factors might affect researchers in their activity 

regardless their awareness (Saunders et al., 2009). 

In contrast, Interpretivism relies on the concept that social phenomena are affected by the perceptions 

and consequent actions of social actors (Remenyi et al., 1998). This view of reality is often associated 

with the social constructionism paradigm, that is based on the idea that social phenomena cannot be 

objectively described, but they are constructed through historical and social processes (Rasborg, 

2009). From an ontological point of view, adopting this perspective means following the assumption 

that reality is given by multiple, intangible, mental constructions, experientially based and specific in 

nature (Guba and Lincoln, 1994). Moreover, the philosophy’s epistemological position is based on 

the idea that "scientific theories’ content is affected by the social factors surrounding the research 

process" (ibid.). Due to its characteristics, such philosophy is largely related to qualitative research. 

Since the current thesis adopts a stakeholders’ perspective, taking into consideration the needs and 

interests of the involved actors and the dynamics and relations among them, the interpretivist 
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philosophy and the social constructionist paradigm are considered as the most suitable ones in order 

to investigate the subject matter. Indeed, as explained by Geertz (1973), Interpretivism is appropriate 

for those studies that deal with the complex and multiple webs of meaning that people interacting in 

groups rely on to make sense of their world and act purposefully in it. 

Conducting a study following the interpretivist-constructivist perspective implies a series of practical 

implications. Indeed, in order to understand reality, researchers should explore the “subjective 

meanings motivating the action of social actors” (Saunders et al., 2009). This entails that, not only 

social phenomena, but knowledge as well is socially constructed by the parties involved in the 

meaning-making process (e.g. the interviewer and the respondent) and consequently it cannot be 

taken as one univocal truth, but as the result of different interpretations.  

As a consequence, one might argue that such philosophy lacks the empirical reliability and wide 

scientific acceptance typically associated to positivism. Nevertheless, it is important to keep in mind 

the nature of the subject matter of the current study: urban contexts that are dynamic, heterogeneous 

and characterized by a unique mix of infrastructures and social and relational capital, changing over 

time and place. Embracing the positivist philosophy that aims at objective, unequivocal, quantifiable 

and reproducible scientific postulates (Kvale and Brinkmann, 2009) might result inappropriate in the 

current research since it is focused on open systems that are highly evolving in such a way that not 

all relevant variables and relationships are knowable and therefore observable through quantitative 

analyses (Saunders et al., 2009).  

This view is also in line with the ultimate purpose of this thesis which is based on a case study 

methodology that rather than providing univocal scientific postulates, aims to explore a complex 

social phenomenon (Yin, 2009), and gain a rich understanding of the context of the research and the 

processes being enacted (Morris & Wood, 1991). 

7. Research Approach and Overall Work Process 

Due to the exploratory nature of the current study, data collection and interpretation will be conducted 

using an iterative approach, whereby the gathering, analysis and process of a constant re-examination 

of the information will determine the research findings. Such approach is also in line with the idea 

expressed by Guba and Lincoln (1994), who claim that researchers are able to elaborate more 

informed and conscientious insights regarding the studied topic when the inquiry process is replicated 

over time, since they gradually become more aware of the context and dynamics investigated. 
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In line with the aforementioned considerations, the current thesis will be inspired and influenced by 

a work-cycle structure, characterized by both empirical and theoretical activities that will stimulate 

reflections and preparatory studies for the next cycle (see Figure 1). Indeed, such approach stresses 

the correlative and interdependent relations among each cycle and therefore facilitates a cause-effect 

understanding of the studied matter.  

 

 

 

 

 

 

 

 

 

The work-cycles characterizing this thesis are here explained: 

Work Cycle 1 – Knowledge of the field and research questions 

It implies a first exploration of the research problem through an initial theoretical overview of the 

literature concerning the studied topic. Moreover, in order to develop an informed and accurate 

perception of the context and implications of the topic under investigation, exploratory interviews to 

experts and practitioners of the field are conducted. This first step sets the foundations of the research 

and facilitates the choice of the thesis’ case study, according to its consistency with the research 

problem and resources’ access and availability. The need for a more in-depth clarification and 

understanding of the studied matter prompts the start of the second work cycle. 

Work Cycle 2 – Literature review 

An extensive and in-depth literature review is conducted within the current cycle, first of all, with the 

aim of contextualizing the smart community’s idea within the smart city’s discourse, and 

consequently explaining what are the smart city’s major concerns and challenges that experts have 

identified so far. The purpose of this cycle is to provide the researcher with a solid background 

Figure 1 Work Process 
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knowledge of the studied topic and guide her in the collection and analysis of the information 

regarding the chosen case study.  

Work Cycle 3 – Case study’s exploration 

In this phase, the inquiry is mainly characterized by the empirical exploration of the studied matter, 

with the collection of the material regarding the case study. To guarantee the objectivity and validity 

of data, a triangulation approach is adopted (Saunders et al, 2009). One of the main advantages of 

using a case study is the focus on details and real-life situations (Yin, 2009), allowing in the current 

research the observation of the dynamics and relations characterizing a community and the attempts 

made to turn it into a smart one. Based on the information collected during work cycle 1 and 2, the 

project My Neighbourhood My City is selected. Moreover, in order to fully answer the research 

questions, it is decided to enrich the analysis of the project with reminds to other similar initiatives. 

Further information regarding the case study’s choice, data collection and analysis can be found in 

Chapter 4. 

Work Cycle 4 – Analysis and discussion 

It deals with the analysis and discussion of the information gathered in the previous work cycles. In 

particular, the case’s study material is firstly ordered and interpreted with coding techniques and then 

discussed and questioned through reminds to both empirical and theoretical insights. In particular, in 

order to answer the first research sub-question, the case study is analysed through a theoretical 

framework, described more in-depth in Chapter 3. 

The structure of the current study reflects the work cycles just explained. A general overview of each 

chapter and sub-paragraphs can be found in Appendix 1. 

Chapter 2: Literature Review  

The aim of this section is to present a comprehensive review of the literature regarding the smart city 

concept in all of its main aspects. The broad perspective is justified by the intention to provide the 

reader with all the necessary information to understand in which context the idea of smart community 

has taken birth. Thus, after a presentation of smart cities, the smart community concept will be 

introduced, followed by the description of the main issues and practical challenges that encountered 

when launching smart city’s initiatives. To conclude, a taxonomy of new models that try to reinterpret 
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the concept of a smart city in terms of a smart community is elaborated, in order to provide the reader 

with a first idea of the direction in which the smart community discourse is going. 

1. The Foundations of the Smart City  

The technological and digital revolution of the last decades is remarkably transforming our society 

(Batty et al., 2012). Information and Communication Technologies (ICTs) have not only become 

common among people through the use of wi-fi networks, fibre optic channels and wireless hotspots, 

but they are also playing a key role in almost every aspect of people’s life (Howard-Jones, 2011).  

Modern cities are urban hubs of the occurring technological shift: digital tools are either integrated in 

the city’s infrastructures (e.g. CCTV, sensors, etc.), or constantly moving around the city on buses, 

cars and people walking in the streets (Copenhagen Cleantech Cluster, 2012).  

The central characteristic of ICTs is the fact of collecting, storing and making available to everyone 

an unprecedented and constantly growing amount of real-time data regarding their surroundings 

(Morandi & Di Vita, 2016). If well integrated and interpreted, these data are able to generate new 

insights and information that allow cities not only to design efficient and informed solutions to urban 

challenges, but also to rapidly adapt themselves in response to the new knowledge created (ibid.).  

The large availability of data and the rise of the so-called information society (Castells, 2000) 

represents the ground in which the Smart City idea has emerged.  

2. Smart City  

2.1 What is a Smart City 

Although the popularity of the term, Smart City is still perceived as a vague and elusive concept, 

mostly due to the fact that there is not a univocal definition that can be systematically applied to any 

urban context. Indeed, each city represents a complex system (Batty et al., 2012) characterized by a 

peculiar socio-economic and urban identity, that often changes within the same city, moving from 

one area to another. City’s urban fabric is characterized by a multitude of networks of individuals, 

technologies, businesses and infrastructures, whose dependencies and interdependencies affect and 

ultimately determine the built environment (Falconer & Mitchell, 2012). Thus, since each city is 

unique in its essence, so its transition towards a smart development is (Copenhagen Cleantech Cluster, 

2012). 
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Taking into consideration the various definitions elaborated by the scholars, Figure 2 tries to visually 

represents and encloses the essence of a smart city, which is given by the combination of three 

dimensions (i.e. technological, institutional and human) applied to the different city’s focus areas (i.e. 

economy, environment, mobility, governance, people and living).  The following paragraphs will 

briefly dwell on the description of such smart city’s components.  

 

 

 

 

 

 

 

2.1.1 Smart City’s Dimensions 

Technological dimension - what is fundamental in the development of a Smart City is the 

implementation and use of Information and Communication Technologies (ICTs) with the purpose 

of developing a more sustainable city (Copenhagen Cleantech Cluster, 2012). More precisely, 

according to Batty et al. (2012), a smart city strives to combine and integrate new digital technologies 

with traditional infrastructures, in order to create a synergetic system able to deliver to its citizens 

optimal performances and more liveable conditions (Dirks & Keeling 2009; Toppeta 2010). 

Human dimension - BSI (2014) highlights the importance of soft infrastructures as well, meaning the 

social system that enables the creation of an attractive, dynamic and economically sustainable area 

(i.e. the activities of service providers, businesses and community organizations). In line with that, 

Shapiro (2006) stresses the fact that urban performance depends not only on the physical capital of 

the city, but also on its intellectual and human one, such as the availability of specialized knowledge 

(Glaeser & Berry, 2006) and creativity (Florida, 2004). Maintaining a broader perspective, other 

Figure 2: Smart City’s Dimensions and Focus Areas. Source: author’s elaboration based on Giffinger 

et al. 2007; Nam & Pardo, 2011. 
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scholars suggest that all citizens’ groups can contribute to the development of a smart city (Huber & 

Mayer, 2012), for instance, as source of data, through participatory mechanisms that facilitate the 

dialogue between locals and public authorities and through bottom-up approaches in which citizens 

are the promoters and developers of city’s projects (ITU, 2015). These forms of community’s 

involvement are claimed to promote more creative solutions and strengthen citizens’ identification 

with their city (Sadoway & Shekhar, 2014).  

Institutional dimension - in order to design and implement initiatives of smart city it is necessary the 

involvement of public institutions as well, at both national and local level in order to establish a 

supportive administrative architecture for the creation of a common vision and long-term strategic 

plan that guide the city from the status quo to a smart development (Mauher & Smokvina, 2006). 

2.1.2 Smart City’s Focus Areas 

In practical terms, the Smart City’s concept has emerged as a strategic tool to work on urban 

challenges and contain modern urban production factors in a comprehensive framework towards more 

sustainable and well-functioning cities. Accordingly, Giffinger et al. (2007) have formulated a 

taxonomy of a smart city’s components, that can act as outline for the implementation of urban 

projects (Figure 3). The focus areas identified are (1) economy, (2) governance, (3) mobility, (4) 

environment, (5) living and (6) people.  

One of the benefits of defining a Smart City by identifying specific components is that the complex 

system of a city is unfolded into several sub-categories that can be analysed individually: a useful 

Figure 3: Smart City’s Focus Areas (Giffinger et al. 2007) 
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advantage especially in cities’ strategic planning (Giffinger et al., 2007). On the other hand, within 

each sub-group it is important to maintain a holistic approach, due to the interconnected relations 

among each component of the urban fabric (Moss & Litow 2009). 

Consistently with the research problem of the present study, the attention will be mainly focused on 

smart people and living, thus on the human, social and relational capital of a smart city. Now that the 

main characteristics of a smart city have been unfolded, the next paragraph will introduce the pillars 

behind a smart community. 

3. Smart Community 

Smart city and community are concepts strictly related to each other and one is part of the other. 

Indeed, the former provides the infrastructural and conceptual tools for the proper development of 

the latter (Meloni et al., 2017).  

The first definition of smart community has been provided by the Smart Communities Guidebook, 

developed by the State University of San Diego (1997): “A ‘smart community’ is a community in 

which members of local government, business, education and the general public understand the 

potential of information technology, and form successful alliances to work together to use technology 

to transform their community in significant and positive ways”. 

Thus, it firstly emerges that drivers of the smart development of a community are a variety of different 

stakeholders that belong to four main macro categories: the government, the business sector, the 

academic world and the local citizens. As a matter of fact, the collaboration among the first three 

actors is typical of smart city’s projects; in particular it has been registered a gradually-increasing 

involvement of big ICT-companies (e.g. IBM and Cisco) in the smart development of urban areas, 

through the implementation of ICT services in collaboration with the local municipalities and 

universities. On the other hand, the involvement of the local community in similar projects has been 

encouraged in more recent times, as will be more in-depth explained in paragraph 5.1.  

The Panel on Smart Communities, Industry in Canada (1998), gave its contribution as well in the 

definition of a smart community: 

“A "community" should be defined as a group of people sharing a similar interest, which includes 

some or all of the common elements: geography, history, interests, goals, culture, economic and 

social fabric. 
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[…] A "Smart Community" should be defined as a community ranging from a neighbourhood to a 

nation-wide community of common or shared interest, whose members, organizations and governing 

institutions are working in partnership to use information and communication technologies to 

transform their circumstances in significant ways.” 

From the above definitions, it emerges that key ingredients of a smart community are (1) the use of 

ICTs as enabler of the development of such community; (2) the interaction and collaboration among 

a variety of different stakeholders; (3) the intention to seize the first two components in order to 

change a city’s status quo towards better conditions.  

Such definitions have been lately confirmed and enriched by scholars, stressing one characteristic or 

the other. According to part of the literature, without a real involvement and willingness to collaborate 

of public institutions, private businesses, civil society and citizens there is no smart city (Lindskog, 

2004; Hollands, 2008). As a matter of fact, a number of scholars agrees with the idea that the critical 

factor in any successful city is its community and how its constituents relate to each other (Nam & 

Pardo, 2011; Sadoway & Shekhar, 2014), since they are the “creative change agents that jointly 

shape urban transformation” (Huber & Mayer, 2012). The importance of a multi-stakeholders, 

collaborative and participative approach conceals again the relevance of holding a holistic approach, 

whereby a variety of different actors can contribute to the innovative development of a community, 

without necessarily entailing well-defined institutional or territorial boundaries, as mentioned in the 

Canadian Panel on Smart Communities (1998). This also linked to the idea of network systems 

(Granovetter, 1973) that can be created between governments, the locals and the academic and 

business sector in order to facilitate the transfer of knowledge and information and foster the socio-

economic growth of a specific area.  

Moreover, technology is seen as the medium and not the end of a community’s smart development. 

Thus, a smart community is a dynamic and connected community that leverages on information 

sharing in order to prompt social learning system and collective intelligent (Paini, 2012), that can be 

exploited to pursue the enhancement of the quality of life of such community. The core idea is that 

the information sharing and interaction among its members is remarkably enhanced by the great 

capacity of connection and data elaboration offered by ICT tools (ibid.). 

Now that the concepts of smart city and smart community have been broadly explained, the attention 

will be focused on the main issues identified by researchers and practitioners regarding the actual 
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implementation of a smart city, and that directly and indirectly impact on the smart development of 

a community. 

4. Challenges and Crucial Issues of Smart Cities 

Although the large popularity gained in the last decades, the smart city’s idea is creating few concerns 

over the challenges and risks that its applications and services might implicate: 

1. Theoretical concerns over: 

a. The actual beneficiaries of Smart City’s initiative: is the 

conception of the Smart City inclusive? 

b. Wicked problems. 

2. Practical concerns over the 

project's planning and 

implementation: 

a. Managerial challenges. 

b. Financial challenges. 

c. External - environment challenges. 

Table 1: Challenges and Crucial Issues of Smart Cities (Source: Author’s compilation) 

4.1 Is the Conception of the Smart City Inclusive?  

Within the current cities’ race towards ensuring urban competitiveness, Hollands (2008) defines 

smart city as an urban labelling phenomenon with a poorly-defined sense and hidden assumptions. It 

is argued that smart city’s practitioners tend to adopt a promotional language regarding Smart City, 

mostly with the aim of attracting capital, businesses and young professionals in the city and 

strengthening its reputation (Hollands, 2008; Purcell, 2009; Greenfield, 2013; Sadoway & Shekhar, 

2014). Although the evident advantages in terms of resources converged to the city, it is claimed that 

the smart city’s initiatives promoted by governments tend to prioritise the interests of the business 

sector over the needs of others key city’s stakeholders (D’Aloisi et al., 2013). This can result in 

widening the existing social and economic inequalities within the city, incentivizing the dispossession 

of land and livelihoods, and facilitating technocratic and corporate forms of governance (Townsend, 

2013; Kitchin, 2014). For instance, the attraction of highly-educated, IT experts and middle-class 

professionals in specific areas facilitates the creation of gentrified neighbourhoods and the consequent 
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exclusion from the area of low-income residents, as it happened in Mission District, San Francisco 

(Hollands, 2008).  

At the same time, those cities that claim to adopt a citizen-centric approach in the use of ICT, meaning 

that they aim at enhancing the liveability of their region and the relation among citizens and the public 

authorities, risk to give for granted a general consensus and involvement of the community in the 

transition towards ICT services, and that such a change is inherently positive (Hollands, 2008; 

Vanolo, 2016).  

Consistently, Glasmeier & Christopherson (2015) have raised the question about how many smart 

city researches have already been conducted on those citizens’ groups unlikely enabled to use 

relatively sophisticated digital devices (e.g. the elderly, the disabled, the economically and socially 

isolated). For instance, Offenhuber’s maps of Boston regarding the use of citizens-feedback systems 

through digital devices1, show the absence of cell phone signalling from the city’s lower income 

neighbourhoods. This attests a lack of engagement of specific citizens’ groups in civic-tech 

innovations, proving also the fact that knowing the targeted audience is an important consideration in 

designing and implementing smart city’s services (ibid). 

4.2 Technological Challenges: The Issue of Wicked Problems  

A number of authors remarks the tendency of some smart city promoters of adopting a utopian and 

techno-deterministic view towards ICT (Hollands, 2008; Greenfield, 2013; Luque et al., 2014; 

Sadoway & Shekhar, 2014). This means that innovation technologies tend to be seen as indisputable 

provider of flexible and responsive means to address the challenges of urban growth and urban 

renewal, with little attention on its social and economic implications (Luque et al., 2014). The risk is 

that technology per se becomes the ultimate purpose of smart city’s initiatives, rather than being used 

as a mean to satisfy the needs and interests of city’s stakeholders (Dara, 2017). 

In lights of these considerations, few scholars have questioned the use of ICTs and their limitative 

ability to tackle the so-called wicked problems. Formulated in the early 1970s as a critique of 

cybernetics, they refer to urban issues, addressing the fact that they cannot be confined to the 

technical, physical or material world (Dawes et al., 2009), since they are intrinsically related to their 

context and involve a certain level of value judgments (Rittel and Webber, 1973). This is also the 

                                                                 
1 The so-called 311 systems, named after the three-digit US telephone short-code reserved for citizen feedback systems. 

Offenhuber D. (2015). Infrastructure legibility – a comparative analysis of open311-based citizen feedback systems, 

Cambridge Journal of Regions, Economy and Society, 8, 93–112. 
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reason why it is counterproductive to tackle them through exclusively engineering and technology-

related solutions (Goodspeed, 2015). This idea refers again to the fact that cities are multifaceted 

systems, characterized by a variety of different stakeholders, high-level of interdependences and 

social and political complexity that must be taken into consideration in the design and implementation 

of urban policies and projects (Weber & Khademian, 2008). Since each city has its own structure and 

identity, Smart City’s projects have necessarily a certain level of context-dependency that cannot be 

ignored (ITU, 2015).  

It is also argued the fact that wicked problems are simultaneously social, political and organizational 

in nature. Thus, smart city strategies must result from considerations regarding not only the use of 

cutting-edge ICTs, but also management and policy matters. However, while scholars and 

practitioners have generally emphasized the innovation and technological side of a smart city 

approach, smaller attention has been focused on its policy and organizational concerns (Nam & Pardo, 

2011). For instance, it has been demonstrated that 85% of IT projects tends to fail due to the 

incapability of facing non-technical challenges (Nam & Pardo, 2011). The main reasons found are 

related to poor project planning, lack of leadership and top management support, lack of professional 

skills, misalignment between organizational goals and project objectives and too strong technology-

driven enthusiasm (Brown & Brudney 1998; Whittaker B. 1999; Heeks, 2002).  

As mentioned above, besides the two main concerns raised towards the Smart City approach, scholars 

have identified a number of challenges that might arise during the actual planning and implementation 

of Smart City’s projects (Chourabi et al., 2012; Luque 2014; Buck & While, 2015). These issues 

coherently derive from the peculiar urban, social and economic features of cities. Indeed, as Falconer 

and Mitchell remark, a crucial issue in developing Smart City’s initiatives is the complexity of how 

cities are regulated, financed, planned and operated.  

4.3 Managerial Challenges  

It is argued that due to the lack of attention on how develop Smart City infrastructures and services, 

city’s stakeholders struggle to find an agreed methodology, a common language and a structured 

approach for strategic implementation plans (Cohen, 2012; Buck & While, 2015).  

Moreover, Gil-Garcia and Pardo (2005) specify that the project size and complexity, the time 

availability, and the lack of alignment of organizational goals with the project’s implementation, can 

negative impact on the development of a smart city’s project.  
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Among the organisational challenges, particular attention should be focused on the following one, 

due to its crucial role in influencing the project’s success: 

Stakeholders relation management - Several cities perceive the need of a more effective 

governance of smart city’s projects, since they usually involve multiple stakeholders (Chourabi et al., 

2012). Through a study of e-governance key projects, Scholl et al. (2009) found that stakeholders’ 

relations are one of the critical factors to determine success or failure of such projects. In particular, 

they identified three main issues: the ability to cooperate among stakeholders, support of leadership, 

and structure of alliances. 

The multi-stakeholder nature of such projects poses problems also in terms of value-creation. Indeed, 

the different needs, interests and forma mentis of the involved actors need to be wisely managed in 

order to converge towards effective project’s results. Borrowing an expression from John Hagel and 

Brown’s studies about open innovation (Hagel III & Brown, 2005), it is necessary that the potential 

conflicts and misalignments among stakeholders become “positive frictions” able to trigger 

innovation results. In order to do that, it is important to establish framework conditions that facilitate 

people’s understanding of the practices emerging from the collaboration between each other and their 

positive impact (ibid.). In line with that, few cities are working in strict relation with ICT experts and 

consultants, and key civic society’s players in order to set up precise protocols and evaluation tools 

for a Smart City development. For example, Barcelona, through the support of Cisco, is the initiator 

of City Protocol Society2: a non-profit international association that aims at creating common systems 

and guide lines for the implementation of Smart City’s initiatives. The society includes a variety of 

different actors from all over the world (i.e. cities’ councils, private corporations, NGOs and 

universities), that through regular meetings discuss about specific issues, such as cost-effective 

solutions, leadership concerns and communication strategies.  

Moreover, concerns regard also the identification, attraction, involvement and retainment of the key 

stakeholders, taking into consideration the fact that they are characterized by different and sometimes 

discordant interests (Copenhagen Cleantech Cluster, 2012). Thus, it is fundamental to identify and 

understand which are the factors that motivate each actor, in order to create a coherent incentives 

system that ensure stakeholders’ engagement (Kotter, 1996; ITU, 2015).  

 

                                                                 
2 http://cityprotocol.org 
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4.4 Financial Challenges  

The lack of funding for city projects has become one of the main issues in the development of Smart 

City’s projects (ITU, 2015). With regards to developed countries, the financial crisis started in 2008 

has dramatically restrained their capacity in investing in Smart City’s initiatives (Obani & Gupta, 

2013). Moreover, the absence of business models that ensure investments’ returns disincentives funds 

from business corporations and financial institutions (ITU, 2015). Because of the uncertainty of long 

term socio-economic benefits, large-scale Smart City projects may be perceived as less attractive for 

private financiers, especially regarding highly-innovative-technological solutions (European 

Commission, 2013).  

New funding mechanisms have been introduced in order to balance the lack of public funds, such as 

public-private partnerships (PPP), project financing and crowdfunding.  

Especially with regards to public-private partnerships, challenges might arise in the case of 

asymmetry among the interests of the parts involved. As mentioned above, it is hard to guarantee PPP 

success when ‘both sectors do not speak the same language’, in terms of priorities, strategies and 

working methods (Falconer & Mitchell, 2012). Moreover, Hollands (2008) claims that PPP and 

private funds for projects that might even promote social inclusion, urban regeneration and 

everyone’s access to urban information technology, cannot ensure long-term sustainability, taking in 

consideration the risk that private investments might flow to other cities where more advantageous 

conditions are offered.  

4.5 External Environment’s Challenges 

Finally, it is important to note that not all challenges are caused by financial barriers. Regulatory 

barriers should be considered as well. It is up to public authorities to guarantee a favourable regulatory 

framework (European Commission, 2013). The long-term sustainability of the projects can also be 

jeopardised by the political instability that might characterize a city, due to the normal political 

turnover or possible crisis within the municipal council (Copenhagen Cleantech Cluster, 2012). 

In light of what explained until now, the present research will analyse the challenges encountered in 

My Neighbourhood My City, in order to identify which are the most crucial one taking into 

consideration the great relevance given to the local community and its needs. Do the challenges of a 

community-based smart city correspond to the one related to a general smart city’s initiative that does 

not have a strong focus on the community? 
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Before moving to the next chapter, a taxonomy of new models that try to reinterpret the concept of a 

smart city in terms of a smart community has been formulated, in order to provide the reader with a 

first idea of the direction in which the smart community discourse is going.  

5. Alternative Models towards a City’s Smart Development 

New approaches towards ICT and its implementations in the urban environments have emerged over 

the last years, sharing the idea that novel principles and approaches able to act as guide lines for 

finding effective solutions to complex city’s problems are needed. The ones that have gained more 

attention by city’s experts and practitioners are the following: 

Human Smart City – the approach has been formalized in 2013, at the Forum for Public 

Administrations held in Rome, as the conceptual result of the European Union project Periphéria 

which aimed at building up new services for smart cities through a bottom-up approach. As it emerges 

from its Manifesto, published by Professor Àlvaro Duarte de Oliveira from Aalto University 

(Helsinki), Human Smart City strives to prioritize the human component over the technological one, 

in order to avoid the risk of pursuing city’s projects in which technology becomes the ultimate 

purpose, rather than the satisfaction of stakeholders’ needs. In particular, strong attention is focused 

on specific neighbourhoods, the needs of the citizens within their residential areas and the use of 

frugal technology to enhance the areas’ liveability.  

Senseable City – the term has been coined by Carlo Ratti, director of the MIT Senseable City Lab in 

Boston. The purpose of the model is the development of a more inclusive Smart City, able to meet 

the needs of those people, such as the disable, not usually considered in Smart City’s projects. The 

idea is the promotion of a city that manages to break down physical barriers and include the disabled 

in every aspect of urban life. The model is not confined to public spaces, but includes the private 

sphere as well, offering support to people in the work environment, in the social one and in the 

relational one. The final beneficiaries of the model are also involved in the design and planning faces 

of the services, being active part in the process. 

Social Smart City – unlike the Human Smart City, Social Smart City does not have a uniform 

conceptual framework generally agreed by scholars. Nevertheless, the term has gradually become 

common among both Smart City’s experts and practitioners (e.g. Effing & Groot, 2016; Kwast, 2016; 
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Smart Social City, 20143; MediaCity Conference4, 2015). The main idea is to investigate the complex 

interactions between social actors and technological transformations of the city. In doing that, Social 

Smart City tries to identify an array of approaches and corresponding design responses able to meet 

the challenges of social, citizen-centred smart cities and communities. 

Similar to these models, but without a claimed direct connection with Smart Cities, is the Urban 

Living Labs’s concept. Living Labs are a recent field of research with the intent of investigating new 

approaches towards innovation process management (Bergvall-Kareborn et al., 2009). The concept 

has been experimented for the first time, in the field of smart homes, by William J. Mitchell, Professor 

at the Massachusetts Institute of Technology, who decided to move innovation research from in vitro 

to in vivo settings, thanks to the new opportunities unlocked by information technology and modern 

computing. Indeed, the combination of the words living and lab remarks the fact of conducting 

experiments in real-life situations, instead of using the aseptic space of a laboratory.  

Although there is not a univocal definition of Living Labs, the description given by ENoLL (i.e. 

European Network of Living Labs) effectively sums up their main characteristics: ‘user-centred, open 

innovation ecosystems based on a systematic user co-creation approach integrating research and 

innovation processes in real life communities and settings.’ (EnoLL, 2016). Thus, besides real-life 

settings, others two important Living Labs’s components are open innovation, and user innovation. 

The former emphasizes the free and seamless exchange of knowledge among the actors involved, 

while the latter refers to the active involvement of the end-user in the innovation development process 

(EnoLL, 2016). Thus, people’s experiences, daily needs and knowledges are considered as the starting 

point for innovation of products and services (Bergvall-Kareborn et al., 2009).  

In an Urban Living Lab, users are typically city residents and other community stakeholders (e.g. 

local associations, neighbourhoods’ councils, etc.), while the tackled issues, characterized by a 

varying level of complexity and different nature, are usually related to neighbourhoods’ development 

policies and public service delivery (Juujärvi and Pesso, 2013).  

Besides their own specific features, the aforementioned models are all characterised by the adoption 

of a two fundamental elements worthy to be examined more in depth, since applied in My 

Neighbourhood My City as well:  

                                                                 
3 Smart Social City is a Spanish research center and consultancy agency based in Madrid, which promotes the concept 

of Social Smart City as its pillar of its activities. 
4 MediaCity is an annual conference held in the city of Plymouth, UK. The 2015 edition has been focused on the 

concept of Social Smart City, http://mediacities.i-dat.org/home/  
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• Quadruple - helix approach; 

• Co-creation of the service. 

5.1 Quadruple - Helix Approach 

As shown above, strong attention is reserved to the services’ final users, that in an urban environment 

are represented by citizens. Although citizens’ needs and interests are taken into consideration also 

in self-defined Smart City’s initiatives, in the aforementioned models citizens takes a more active 

role in the services’ development. 

The larger involvement of the final user in the project’s planning and implementation, can be 

interpreted as a shift from the so-called triple-helix system to a quadruple helix one, as claimed by 

few authors (Lombardi et al., 2012). The former emphasizes the collaboration between three main 

actors, considered as the pillars of innovation processes (Etzkowitz, 1998), in order to cooperatively 

create new innovative knowledge that can be applied in the urban context: university, businesses and 

government. The latter, on the other hand, includes in the system a fourth component, defined as a 

broadly understood user (Füzi, 2013). Indeed, depending on the context, users can be considered as 

civil society associations, NGOs, professional users, ordinary or amateur users and citizens as well 

(Füzi, 2013). It is claimed that a more direct involvement of users provides a wider spectrum of 

sources of knowledge, a greater comprehension of their latent needs and, thus, the development of 

more effective and efficient services (Arnkil et al., 2010). Moreover, it is stated that the creation of a 

collective intelligence, resulting from an array of various inputs coming from all the four helices, 

enable the city to face the challenges of highly changing and complex urban environment (Lombardi 

et al., 2012): from a city’s community to a smart city’s community. 

5.2 Co-Creation of the Service 

The more direct involvement of final users in the service’s development entails a distinctive shift 

from a creating process to a co-creating one. The latter is a very wide concept with applications 

ranging from the physical to the metaphysical domain. Sanders and Stappers (2008) refer it to ‘any 

act of collective creativity, i.e. creativity that is shared by two or more people’. When developing 

ICT tools, the purpose of the co-creation process is to shift the attention from what technology 

innovations can do towards what stakeholders need (Rizzo, 2009).  
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Four different roles that citizens can play in the co-creation process have been identified (Nambisan 

& Nambisan, 2013): explorer, ideator, designer, and diffuser. Each of them corresponds to a specific 

stage of the innovation process:  

1. Identifying, discovering, or defining an emerging or existing problem (Explorer);  

2. Conceptualizing a solution to a defined problem (Ideator);  

3. Designing and developing solutions to the problem (Designer);  

4. Directly supporting the diffusion and adoption of public service solutions among citizens 

(Diffuser). 

Among them, co-design is the one that has gained the greatest attention in the last decades (Rizzo, 

2009).  

The analysis of My Neighbourhood My City will also dwell on how the quadruple-helix structure and 

co-design techniques have been implemented and whether they have been fundamental in the attempt 

of creating a smart community. 

Chapter 3: Methodology 

In the first chapter of the present study, the research philosophy and approach have been introduced 

in order to define the conceptual and logical relationships within the different sub-systems and work-

cycles that characterized the research. Now, this section aims to outline the methodology underneath 

the research process, its purpose and implementation. The chapter is presented in first person as all 

the methodological activities are based on the researcher’s personal choices. 

1. Research Strategy: Case Study  

Since the beginning of the study I decided to investigate the research problem adopting an empirical 

perspective, through on-field investigations of ICT-led projects that voluntarily or involuntarily aim 

to contribute to the development of a community. Indeed, as explained before, if the literature has 

devoted great effort in the identification of the general characteristics of such communities and their 

crucial role in a city’s sustainable growth, smaller attention has been paid on the drivers, mechanisms 

and set of activities necessary to trigger their sustainable but constant development through the 

support of ICT services. Indeed, the intention of my study is to pursue the approach formulated by 
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Flyvbjerg (2006) of constant proximity to the observed phenomenon and feedback from those under 

studies to avoid a stultified learning process and untested research. 

In order to fulfil the thesis’ objectives, I decided to opt for a case study strategy. Despite the ongoing 

debate regarding case studies’ weaknesses in comparison to other methods, such research strategy is 

progressively getting accepted and used by researchers (Thomas, 2011). 

A case study aims to investigate and illustrate a setting with the purpose of advancing understanding 

of it (Cousin, 2005), and it does it through the exploration of real-life situations and the analysis of a 

finite number of conditions and the relations among them (Yin, 1984). Indeed, one of the main 

advantages of a case study strategy, as claimed by a number of scholars, is its ability to capture the 

complexity of the observed phenomenon (Yin, 1994; Stake, 1995, Hodkinson & Hodkinson, 2001), 

allowing the creation of detailed and in-depth comprehension of the studied topic (Cousin, 2005): a 

purpose that is obtained through the combination of various research methods, in order to illuminate 

the case from different angles (Johansson, 2003).  

Thus, I considered the logic behind such approach suitable to the intricate and multifaceted nature of 

the topic I am investigating, facilitating the identification of the interrelations among stakeholders, 

not only with each other, but also with the varying surroundings. Indeed, another important aspect of 

a case study is its attention to a real-life phenomenon not only in terms of its inherent characteristics, 

but of its contextual conditions as well, that are not ignored as in the aseptic environment of a research 

laboratory, but acknowledged and investigated in terms of their pertinence and repercussion on the 

studied phenomenon.  

Although the final decision of adopting such research strategy, during the investigation process I 

raised doubts about the possibility of replacing it with an history research strategy. Indeed, a 

prerequisite that scholars always associate with a case study is the fact of studying contemporary 

events (Yin, 1984; Johansson, 2003; Saunders et al., 2009), which is in contrast with the project I 

decided to analyse, since it formally ended at the end of 2015. Nevertheless, my choice lies on the 

fact that, although officially concluded, part of the services and initiatives of the project are still in 

function, allowing the “direct observation of the events being studied” and, most of all, the 

“interviews of the persons involved in the events” (Yin, 1984), which is a typical procedure of the 

case study strategy. Moreover, my decision has been further confirmed by the generally agreed idea 

among experts that the difference between a case study and a history tends to diminish when the past 

that is investigated is not a “dead past” (Collingwood, 1978; Yin, 1984, Johansson, 2003), that is 
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“when no relevant persons are alive to report, even retrospectively, what occurred and when an 

investigator must rely on primary documents, secondary documents, and cultural and physical 

artefacts as the main sources of evidence” (Yin, 1984). In my case, both a direct observation of the 

services of the project and multiple interactions with its members have been easily conducted.  

2. Case Study Selection 

As outlined by a number of scholars, a fundamental step, after having chosen the research strategy, 

is the definition of a rigorous methodology that can structure the data collection and analysis. Among 

the decisions the researcher has to take in this phase there is the selection of the typology of case 

study. Indeed, the quality and peculiarities of the case-selection influence the result of the research. 

An important reference that helped me with the choice of the case study has been the work of Cousin 

“Case Study Research” (2005) that describes three different typologies of case studies: 

1. Intrinsic case study: the researcher’s focus is simply on comprehending the situation in hand, 

in a specific period of time and place. This type of research strategy is usually suitable for 

evaluative purposes of a specific activity, project or person and it aims to generalize within 

rather than from the case, resulting in a research that is usually case-driven rather than 

problem-driven. 

2. Instrumental case study: the case is investigated as an example of a class with the aim of 

shedding the light on a problem regarding that class. Thus, instrumental case study attempts 

to generalize from a case study, rather than within the case study.  

3. Collective case study: similar to the second one, this typology selects more than one case 

within a class, in order to achieve some kind of representation of that class.  

I decided to adopt an instrumental case study strategy, first and foremost, because of the problem-

driven nature of my research. Indeed, my intention is to investigate an issue that is generally 

encountered by smart city projects, although the socio-economic and cultural characteristics of such 

projects inevitably influence and shape the issue in a way that makes it unique and intrinsically related 

to each single situation, reducing the distance between the problem and the case itself.  

I also believe that it is important to briefly explain my decision of concentrating the attention on a 

single-case study and enriching its analysis with comparisons to few other referent projects, instead 

of opting for a collective case study. My choice has been firstly motivated by the current thesis’ 

purpose of exploring a phenomenon, not with the intention of necessarily reaching a representative 
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sample of the investigated problem, but with the aim of developing an in-depth knowledge of that 

problem (Cousin, 2005). 

Accordingly, as explained by Eysenck (1976) affirms “sometimes we simply have to keep our eyes 

open and look carefully at individual cases—not in the hope of proving anything, but rather in the 

hope of learning something”. Furthermore, defining multiple-case studies as more appropriate to 

single-case studies due to the apparent larger availability and greater variety of data is misguided, 

since even single case studies “are multiple in most research efforts because ideas and evidence may 

be linked in many different ways” (Ragin, 1992). 

Moreover, as already explained above, studying phenomena related to a community, a specific area 

or a group of people necessarily implies taking into consideration the context in which such 

individuals act and interact, since their behaviours, habits and ways of thinking are, at least in part, 

influenced by their surroundings (Gehl, 2010). Therefore, due to the context-dependency of the 

studied matter I preferred to explore it focusing on a single area and its peculiarities. Indeed, I came 

up with the conclusion that forcing a comparison between two or more case studies would have risked 

simplifying the relations between each subject studied and its surroundings and therefore jeopardizing 

the effectiveness of the research (Gustafsson, 2012).   

Similarly, for the sake of accuracy of the current research, avoiding a multiple case study strategy 

appears to be the best choice once I realized the difficulty in accessing all the necessary information 

in more than one projects. As Yin (2003) has specified, a multiple case study strategy is recommended 

only in the case data can be analysed both within each situation and across situations. Indeed, one 

important issue that the researchers must keep in mind is their capability to depict and comprehend 

the context of the situation in question in a way that the context can be in turn understood by the 

reader and to produce theory in relationship to that context (Gustafsson, 2012).  

Therefore, the access to information, together with the willingness to collaborate, have inevitably 

influenced the scope and quality of my research. The location as well has played a key role in the 

case-selection process. Indeed, being originally from Milan, I decided to base my study in this city, 

to also have the possibility to personally observe the project in its real-life context, more than one 

time. Furthermore, as it will be explained more in-depth in the following chapter, Milan is pursuing 

a rich program towards the creation of a smart city. Such city’s mission, linked to my research 

questions, has further contribute to my final decision.  
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To conclude, as specified in Chapter 1, the My Neighbourhood My City project, held in 2013-2015 

triennium in Quarto Oggiaro, Milan has been chosen as the object of my case study. 

3. Data Collection Methods 

When describing a case study research strategy, Robson (2002) highlights the importance of “using 

multiple sources of evidence”, which facilitates a better understanding of the context of the study and 

the processes being enacted (Morris & Wood, 1991). A useful tool in order to enlarge and enrich the 

data-gathering process is the triangulation, which can be defined as the adoption of a variety of data 

collection techniques within one study (Saunders et al., 2009). Such approach helps unfolding the 

complexity of layers characterizing a phenomenon and its context, especially when the former is 

largely enmeshed in the latter (Holtzhausen, 2001). Furthermore, in line with the exploratory nature 

of this research, triangulation is generally used to enlarge the array of aspects the researcher is trying 

to address, rather than solely reinforcing particular findings (Maxwell, 1996).  

In the current thesis, I applied the triangulation process in the following ways: 

1. Using various methods of data collection:  

• Primary data: interviews, focus groups and observations.  

• Secondary data: documentary data (e.g. reports, newspapers’ articles), survey-based data 

(e.g. questionnaires), academic papers. 

2. Interviewing people directly or indirectly connected to My Neighbourhood My City. 

Focus groups, observations and academic papers have played a smaller role since they have been 

mainly used in order to assess the services’ effectiveness in satisfying the final user’s needs. 

The combination of primary and secondary data has been chosen in order to facilitate the comparison 

of my findings with more general and contextual ones and ultimately lead to unforeseen discoveries 

(Saunders et al., 2009). 

3.1 Primary Data 

For the sake of clarity, I will now briefly describe the sources of primary data I used in my research. 

All of them represent qualitative data techniques. 
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3.1.1 Interviews 

During the data gathering process, exploratory and then in-depth interviews have been conducted 

with different purposes. 

After having enlarged my knowledge about the research problem through an initial review of the 

literature on the desired topic and a first examination of secondary data for the choice of potential 

case studies, I continued my investigation through exploratory interviews. More specifically, since I 

was gradually turning my attention the city of Milan, due to its vast program toward smart cities 

through various projects carried out by the municipality, I decided to interview some of the people 

working in the municipality or in collaboration with it, in order to gain more informed and practical 

knowledge about Milan Smart City’s program. Such exploratory interviews also helped me in the 

selection of the actual case study according to its consistency with my research problem and the 

availability of resources. 

Name Expertise Date & Duration 

Alessandro 

Manfredonia 

Project Manager at Smart City Office, Milan 

Municipality  
Feb 2nd, 2017 (41’ 47’’) 

Piero Pelizzaro 

Project Manager at City Planning Office, Milan 

Municipality. Expert in climate change policies 

and smart city and adaptation planning 

Feb 2nd, 2017 (41’ 47’’) 

Anna Cristina 

Siragusa 

External Relations Manager at Smart City Office, 

Milan Municipality  
Feb 20th, 2017 (46’ 09’’) 

Paolo Maneo 

Urban Planner at KCity, Milan, consulting 

company focused on smart development and urban 

regeneration projects in Milan and its metropolitan 

area 

Feb 26th, 2017 (58’ 32’’) 

Andrea De Guio 

Junior Project Manager at FoodPartners, Milan 

consulting company working in the agri-food 

sector in collaboration with the Milan municipality 

March 3rd, 2017 (21’ 

39’’) 

Table 2: Exploratory interviews  

Having made the case study’s choice, I later proceeded with in-depth interviews as a fundamental 

step to answer to my research questions. Indeed, such type of interviews, conducted between a single 

respondent and the interviewer, helps the latter unfold “underlying motivations, beliefs, attitudes and 

feelings on the topic” (Malhotra, 2010).  
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For both the exploratory and in-depth interviews I decided to adopt a semi-structured format, whereby 

I had a list of themes I wanted to cover during the interviews. In particular the semi structure of the 

in-depth interviews reflected the content of my research sub-questions. Such format is suitable to 

exploratory and descriptive researches since they allow interviewers to lead the conversation without 

forcing the respondents’ answers and letting them openly and freely talk (Christensen & Jensen, 

2012). Additionally, through semi-structured interviews it is easier to broader the research topic’s 

boundaries and explore themes not necessarily taken into consideration by the researcher at first 

(Fylan, 2005). Similarly, the way of thinking and the meanings that participants ascribe to various 

phenomena emerge through the open-ended structure of such interviews (Saunders et al., 2009), 

which is again appropriate for exploratory researches that adopt an interpretivist philosophy. Indeed, 

due to the high level of flexibility of the answers, it is possible to address topics and issues that have 

different importance for the interviewees. The semi-structured interviews also helped me smoothing 

the research questions which have been rethought after the contributions and inspirations 

spontaneously provided by the informants. They also allowed me to gain a more comprehensive and 

contextual overview of the problem, since all informants’ standpoints were taken into consideration, 

reducing, as a consequence, the risk of a biased representation of the topic investigated.  

Similar to the selection of the case study, the choice of the informants for the in-depth interviews has 

been made using a purposeful sampling, thus, opting for those people that directly and indirectly have 

taken part in the project. Part of the exploratory interviews has contributed to the identification and 

selection of the informants as well.  
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Name Background Date & Duration 

Anna Cristina 

Siragusa 

External Relations Manager at Smart City Office, 

Milan Municipality 

March 2nd, 2017 

 (47’ 32’’) 

Grazia Concilio 
Professor at Polytechnic University of Milan,  

Dept. of Architecture and Urban Studies 

March 13th, 2017 

(43’ 24’’) 

Giampietro Berti 
CEO at Archeometra S. r. l., Castelfranco Veneto,  

ICT company 

March 23rd, 2017  

(37’ 08’’) 

Fabio Galesi President of Council 8, Milan Municipality 
June 16th, 2017 

 (15’ 35’’) 

Aaron Paradiso President of Scheibler Villa, Quarto Oggiaro, Milan 
June 22nd, 2017  

(56’ 54’’) 

Don Roberto Villa 
Parish Priest at S. Lucia Church, Quarto Oggiaro, 

Milan 

June 23rd, 2017  

(22’ 31’’) 

Luciano Accalai 
President of Auser 20, Senior Club, Quarto Oggiaro, 

Milan 

June 25th, 2017  

(18’ 09’’) 

Table 3: Semi-structured in-depth interviews 

3.1.2 Focus Groups 

A focus group can be defined as group interview that concerns a specific issue, product, service or 

topic and entails the stimulation of the interactive discussion among its participants – 6 to 8 

respondents and one moderator who leads the conversation (Carson et al., 2001). The interaction is 

both encouraged and kept under control by the moderator in order to maintain the focus on the topic 

that he/she wants to investigate (Saunders et al., 2009). 

I decided to adopt this technique with those individuals, members of the local community, who have 

taken part to the implementation of the project and in particular to the designed services activated, in 

order to collect their genuine opinion on the initiative and compare it with the information of the 

official report.  

My decision of using a focus group is related to the target of people addressed by the project’s 

services, meaning high school students and the elderly of the neighbourhood. Thus, in order to make 

them feel comfortable and free to express their opinion, I decided to group them with people they 

already knew, from their class or senior centre. Indeed, proceeding with individual interviews might 
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have intimidated the interviewees and consequently jeopardized the richness and truthfulness of their 

answers (Polaine et al., 2013). 

 
N of 

Participants 
Background M F 

Focus Group 1  

June 29th, 2017 
6 

2 members of Auser 20, Quarto Oggiaro, 

Milan 

3 members of S. Lucia Church, Quarto 

Oggiaro, Milan 

1 member of ACLI Circle, Quarto Oggiaro, 

Milan 

1 5 

Focus Group 2  

July 10th, 2017 
6 

Students of High School Pareto, Quarto 

Oggiaro, Milan 
3 3 

Table 4: Focus Groups 

3.1.3 Observations 

I decided to adopt this technique in order to enrich my research data and potentially unfold aspects 

and behaviours not easily deducible through verbal communication or secondary data, especially due 

to the fact that, unlike the aforementioned data collection’s activities, information is not filtered in 

this case, but it is perceived directly through the researcher’s senses (Yin, 2010) and in the naturally 

occurring context of the studied matter (Silverman, 1993).  

The observation has been limited to those services activated through the My Neighbourhood My City 

project and still in function during the research period. Like the focus groups, the observations have 

been conducted mainly for crosschecking the information provided in the official report. Indeed, 

diversifying the data-collection techniques is fundamental in order to increase the credibility of the 

research (Yin, 1993) and gain a more comprehensive understanding of the studied matter. 

Nevertheless, since the My Neighbourhood My City services still active in Quarto Oggiaro represent 

a marginal part of the whole project, a greater amount of information has been gathered through the 

other techniques I listed above.  

3.2 Secondary Data 

I decided to leverage on secondary data as well due to their large availability in relation to the selected 

case study. Indeed, such type of data can generally lead to additional or different knowledge and 
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interpretations of the studied phenomenon, thus enriching its analysis (Bulmer et al., 2009). The use 

of secondary data helps saving resources as well, in particular in terms of time and money (Vartanian, 

2011), which is a factor to not overlook especially when writing a Master Thesis that has time 

constrains. Another reason that made me adopting secondary data is their high reliability and validity, 

as they may be peer reviewed and published in academic journals (Ghauri and Grønhaug, 2005).  

Nevertheless, I would like to briefly dwell on the limitations about the available material. Indeed, I 

have been cautious in the selection and analysis of such data, since the majority of them were 

produced for a different purpose than the one of the present study and therefore they could have been 

potentially misleading or not able to answer my research questions. Moreover, I did not fully rely on 

them due to the lack of an overall project’s final report, elaborated by a super partes organisation, 

that would have been useful for a detailed assessment of the results of the initiative. Only one official 

report has been written, but it presents only a limited description of the designed services and their 

general results. Additionally, the large majority of the published articles refer to the design and co-

design phase of the project and they have been mostly elaborated by the academic partners of the 

project (i.e. Politecnico of Milan and Aalborg University), thus their consistency with the present 

study is only marginal.  

I will now proceed with the description of the techniques used to analyse and interpret the collected 

data.  

4. Data Analysis  

4.1 Content Analysis 

In order to organize the information collected through the primary data and proceed with the answer 

to the research questions, I decided to adopt a thematic approach, that allows data sources to be 

interpreted in terms of principal themes (Fox, 2004), through the construction of categories, 

representing each of them a specific topic, issue or meaning. This method, also known as content 

analysis, is a typical form of interpretation of qualitative data and it is particularly suitable to support 

the analysis of case studies and semi- or unstructured interviews (Bryman & Bell, 2011). Indeed, it 

facilitates both the mental and visual translation of information obtained through verbal 

communication, supporting the researcher in the creation of a mental order in response to the large 

amount of data collected (Polaine et al., 2013). 



37 
 

Content analysis can be conducted both through an inductive or deductive approach. In my case, I 

decided to proceed with an inductive one, in order to avoid the risk of interfering with the respondents-

generated contents through pre-defined categories. From a practical point of view, I re-elaborated the 

information collected through the empirical data adopting a tool that is typical of service design 

practices, called affinity diagram (ServiceDesignTools.org) (Appendix 2). Such technique suggests 

writing on stickers excerpts of the conversations and thoughts generated from the observations, and 

subsequently grouping them according to the content of the information. It therefore helps visualize 

correlations among data, identify macro categories of patterns and formulate general considerations 

through the thematic coding.  

Content analysis is sometimes condemned for being too descriptive, taking lots of time and energy 

and being subject to researcher biases as well. It also lacks the possibility of generalization, which in 

turn causes problems of validity and reliability. On the other hand, it is worth saying that its 

drawbacks do not depend on the methodology itself, but rather on superficial analyses or poor 

research questions (Hayes, 2000; Hollardson, 2009). 

The coding activity has been mainly applied to the second research sub-question in order to organize 

in sub-groups the challenges and critical issues encountered during the project. On the other hand, in 

order to structure the information collected for the first sub-question, which is more discursive than 

the second one, I preferred to use the following theoretical framework. This also demonstrates the 

fact that the research has been characterized both by an inductive and a deductive approach. 

5. Theoretical Framework  

I decided to apply such strategy to the first research sub-question in order to avoid the risk of a mere 

description of the phenomenon observed and rather favouring its critical interpretation. Indeed, as 

claimed by Jarvis (1999), a theoretical framework helps highlighting “which key variables influence 

a phenomenon of interest and stimulates the need to examine how those key variables might differ 

and under what circumstances”. More precisely, the Stakeholder Salience Theory by Mitchell et. al. 

(1997) has been chosen for this purpose.  

Before entering the details of the above-mentioned model, it is worth specifying the definition of 

stakeholder, since “The decision about how to define stakeholders […] is consequential, as it affects 

who and what counts” (Mitchell et al. 1997).  
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Eden and Ackermann (1998) claim that stakeholders are “People or small groups with the power to 

respond to, negotiate with, and change the strategic future of the organization”; while Freeman 

(1984) defines a stakeholder as “any group or individual who can affect or is affected by the 

achievement of the organization's objectives”.  

For the current thesis, I decided to use the second definition, focusing not only on the formal structure 

of the analysed project, but having a look to informal and indirect relationships as well. The process 

of stakeholders’ identification has been carried out through the interviews conducted and the analysis 

of the secondary data.  

A stakeholder analysis aims to “develop a strategic view of the human and institutional landscape, 

and the relationships between the different stakeholders and the issues they care about most” 

(Freeman, 1984). Thus, it allows the identification of attributes such as: stakeholders’ role, their 

involvement in the project, the group or class they belong to and how they are connected with each 

other. Unlike other stakeholder analysis, the Stakeholder Salience Theory is based on the assessment 

of the following factors for each stakeholder: 

• Power to influence the firm;  

• Legitimacy of the stakeholders’ relationships with the firm;  

• Urgency of the stakeholders’ claim on the firm.  

Such theory has been chosen among the others, since the fact that the majority of the stakeholder’s 

definitions ignore a fundamental element, meaning the urgency of stakeholders’ claims, as explained 

by Mitchell et al. (1997).  

Moreover, the analysis is usually conducted during a project’s preliminary phase by its managers, 

according to their own subjective perceptions of the potential stakeholders, in order to identify the 

most crucial actors (i.e. the salient ones) to take into consideration during the project’s development. 

In the present study, the analysis has been done ex-post, based on the researcher’s elaboration and 

interpretation of the collected data, in order to answer questions such as: which groups of stakeholders 

are more critical than others; to which degree they must be involved in the planning and 

implementation of a project? 

As it will be more specifically explained in Chapter 5, the most salient stakeholders identified in the 

studied project, meaning those remarked by power, legitimacy and urgency, are the municipality of 
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Milan, the research partner (i.e. Poleitecnico of Milan), the technical partner (i.e. Archeometra S.r.l.), 

the project’s coordinator (i.e. Alfamicro) and the local association Villa Aperta.  

6. Trustworthiness of the Research 

I will now briefly explain how trustworthiness has been ensured within the current research. While 

for quantitative studies, trustworthiness is referred to as validity and reliability, for qualitative 

researches, as the present one, it consists in four criteria (Guba, 1990): credibility (internal validity), 

transferability (external validity), dependability (reliability) and confirmability (objectivity). 

• Credibility, which answers the question “How do you know that your findings are true and 

accurate?”, was obtained through the triangulation of the collected data, which has been 

previously explained in detail. 

• Transferability, on the other hand, has been considered with caution, in primis, due to the 

nature of this research which is based on a case-study, usually not characterized by a high 

degree of generalizability of its findings to other situations. Regarding that, Guba and Lincoln 

(1994) claim that transferability should not be the goal of a qualitative researcher and it is 

responsibility of the readers assessing to which extent they can project the presented result to 

other situations. In order to do that, scrupulous information has been produced with the aim 

of bounding the study and highlighting its delimitations. 

• Dependability refers to the likelihood the study can be repeated by other researchers in the 

same context, with the same methods and same informants and that the findings would be 

consistent. Again, Guba and Lincoln (1994) state that demonstrating the credibility of the 

study ensure its dependability as well.  

• Confirmability is the level of neutrality in the research’s findings, which therefore must base 

on participants’ responses and not on any possible biases or personal motivations of the 

researcher. To ensure this criterion, a detailed explanation regarding the choice of specific 

methods and techniques used during the research process has been provided.  
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Chapter 4: Case Study  

The present chapter aims at providing an informed and in-depth overview of the case study selected, 

through the data collected during the third work cycle. The ultimate purpose is to help the reader 

grasp the reasons behind the choice of the present case study. In particular, a funnel-shaped path will 

be adopted throughout the chapter, starting from a brief and general description of Milan Smart City 

program, to continue with a context analysis of the neighbourhood of Quarto Oggiaro and to conclude 

with the description of My Neighbourhood My City and in particular with the pilot launched in Quarto 

Oggiaro. 

1. Why Milan? 

Despite the fact that Milan is not among the first Italian cities that have started investing in Smart 

City’s initiatives5, the capital of Lombardy is now at the top of the ICity rate (2016), which assesses 

the degree of smartness of Italian 

cities based on 7 criteria (i.e. 

economy; living; environment; 

mobility; people; governance; 

legality) (Figure 4).  

Indeed, since 2011 the 

municipality, in collaboration 

with the Chamber of Commerce, 

has promoted an intense Smart 

City program, further encouraged 

by the 2015 Universal Exposition 

held in Milan. It is interesting to 

mention that the gradual 

conversion toward a smart city has started with a public hearing initiative promoted by the city’s 

municipality, during which an array of different city’s stakeholders (e.g. universities, citizens, third 

sector and businesses) have been called to express their opinion on the subject. The same people have 

later got involved in public clusters in order to identify the most critical issues and potentialities for 

                                                                 
5 According to Cittalia – Fondazione ANCI Ricerche, 2015 the first cities that started investing in Smart City’s projects 

were Turin, Genoa, Piacenza and Florence. 

Figure 4: ICity Rate, 2016 
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the smart development of Milan. By engaging in the process the potential contributors of the city’s 

urban and socio-economic development, the municipality of Milan has demonstrated a shift from its 

past governance and modus operandi: a more inclusive and collaborative approach that promotes the 

involvement of diverse stakeholders in order to increase their awareness on the smart city’s concept 

and benefit from their contribution, but also with the intention to facilitate the creation of a trusty 

relationship among them and the municipality (Manfredonia, interview). Moreover, the municipality 

program has proved to be remarked by a heterogeneity of several small-medium size projects mostly 

supported by public funds (Monaci, 2017) and scattered around the city, concerning in particular 

smart economy, smart living and smart people (ICity rate, 2016). 

Milan has, therefore, proved to represent an appropriate reference context from which starting the 

present research and the analysis of the issues previously presented in Chapters 1 and 2. The 

municipality’s participatory approach, its attention towards small and localized communities, their 

involvement in all the phases of a smart project with a clear intention to keep an open dialogue with 

those who are supposed to benefit from such projects are all signals of the willingness to create smart 

communities in which results are obtained through a collective intelligent and a social learning 

process.  

2. Why Quarto Oggiaro? 

In order to study and discuss about a specific smart community and the dynamics that remark its 

development, it is fundamental to briefly dwell on the context where such community is located. The 

reason why is relevant to do that relies on the idea that between a community and its geographical, 

social and cultural context there is a biunivocal relation, whereby the former influences the latter, and 

vice-versa (Cellamare & Cognetti, 2007).  

Thus, this section aims to provide a comprehensive description of the neighbourhood of Quarto 

Oggiaro, where one of the pilot of My Neighbourhood My City has taken place. Part of the material 

collected on Quarto Oggiaro derives from the interviews conducted during the research, while the 

rest of the information comes from the reading of secondary data. 

 

 

 



42 
 

2.1 Quarto Oggiaro’s Urban and Socio-Economic Characteristics  

Quarto Oggiaro is a commuter neighbourhood of Milan, positioned in the peripheral north-west area 

of the city, as part of the municipal 8 (Appendix 3) with a population of about 31,000 inhabitants6. 

Unlike other peripheric areas of Milan (e.g. Corvetto and San Siro) badly-conceived and built from 

scratch, Quarto Oggiaro was originally part of the town of Musocco and absorbed in the Milan’s 

territory in 1923. Nevertheless, the neighbourhood has always maintained its own identity for several 

reasons: 

first of all, the area is remarked by a spatial and logistic separation from the rest of the city. The heavy 

architectural and infrastructural barriers that surround Quarto Oggiaro contribute to obstacle, also 

from a symbolic point of view, the entrance and exit flows in the area, its porosity and integration 

with other neighbourhoods. Indeed, the area is delimited by two highways (i.e. Turin-Milan A4 and 

Varese-Milan A8) and both the national and regional railways, while few are the bus and tram lines 

that guarantee the access to the neighbourhood.  

Secondly, starting from the late 1940s Quarto Oggiaro has become the destination of an intense flow 

of immigrants coming, firstly, from the region of Veneto and the South of the Italian peninsula (with 

a second influx of people from north Africa during the 1990s and 2000s). The status of migrant that 

remarks the large majority of its population has always fostered a sense of solidarity among its citizens 

(Paradiso, interview).  

The neighbourhood has also been renamed as the Bronx of Milan, increasing its outskirt status not 

only because of its geographical position, but also due to its critical socio-economic condition.  

Such stigma has then remarked the neighbourhood for long time, even when improvements have 

started occurring, due to the general disinformation and media doggedness (Galesi, interview) in 

showing mostly bad news (Baratta & Rinaldi, 2011).  

Indeed, starting from the 80s it has been registered an increase in the number of associations run by 

the local community with the intent of enhancing the life’s quality the area (Colombani & Monti, 

2014). The high concentration of local organisation belonging to the civil society demonstrates a 

strong desire for sociability and participation of the local people and makes Quarto Oggiaro one of 

the liveliest neighbourhoods of Milan (Uribe, 2013). Moreover, the municipality has launched few 

                                                                 
6 Source: dati.comune.milano.it 
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projects in order to contribute to the neighbourhood’s requalification; the most important in terms of 

positive impact on the population is the following one: 

• Urban II Milan, as part of the funds the European Commission has provided during the period 

2000 - 2006 for the requalification of the “urban areas in difficulty” spread around the 

continent. It has been one of the few projects in Milan that has involved the entire 

neighbourhood in several ways: through interventions towards the re-urbanization of the area, 

the increase of the occupancy rate and the introduction of smart public transports. As Aaron 

Paradiso claimed, this is the project that mostly affected the local people in a positive way, 

triggering a “Renaissance phase” (Paradiso, interview) for Quarto Oggiaro, especially with 

the requalification of Scheibler Villa and the birth of a thick network of local association 

guided by Villa Aperta, an association of second level (i.e. association of associations) based 

in Scheibler Villa. 

Focusing on the people and organisations that characterise Quarto Oggiaro, it emerged that its local 

community is remarked by the following critical issues: a high unemployment rate equal to 14.09% 

which doubles the one of the overall city (i.e. 7.1%); a school dropout rate of 21%, the number of 

immigrants coming from non-EU countries amount to 20%; the elderly population amounts to 32.7 %, 

with a 7% of the whole neighbourhood population that is older than 75 years7.  

Thus, due to its inherent characteristics that facilitated the creation of a community distinguished by 

the rest of the population of Milan, for both positive and negative reasons, Quarto Oggiaro appeared 

to be a fertile ground in which focus the study of the present research. Moreover, as explained by one 

of the interviewees (i.e. Anna Cristina Siragusa), a sort of critical mass has been gradually created in 

the neighbourhood through the recent non-stop launching of different projects, as briefly specified 

above. In this way, it is easier to explore and study the dynamics that might have emerged during 

such projects and the relationships created among the neighbourhood’s internal and external 

stakeholders, since they have been probably consolidated over time and thus reached a more defined 

and less instable status. 

 

 

                                                                 
7 Source: dati.comune.milano.it 
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3. Why My Neighbourhood My City? 

The My Neighbourhood My City project has been undertaken during the triennium 2013-2015 and it 

has involved the following peripheric areas scattered around Europe: 

• Ladywood, Birmingham, UK; 

• Mouraria, Lisbon, Portugal; 

• Nørresundby, Aalborg, Denmark; 

• Quarto Oggiaro, Milan, Italy; 

It has been part of the Competitiveness and Innovation Framework Programme promoted by the 

European Commission, which aimed at a first implementation of ICT-based innovative services 

addressing the needs of citizens, governments and businesses. The project belonged to the category 

Pilot Type B which entailed a duration of 24 or 36 months within which undertaking an operation 

phase of at least 6 months. The details of the project’s phases and their duration can be found in the 

Gantt chart in Appendix 4. 

3.1 Project’s Mission and Objectives 

The project was guided by the following mission: 

 

“My Neighbourhood aims to create a new and smarter conception of the “Smart City” that focuses 

on people and their well-being rather than just ICT infrastructures and dashboards alone. In doing 

so, My Neighbourhood will use new technologies and user data to help recreate a lost sense of 

neighbourhood that is rooted in local place, common ties and personal interaction.” 

The mission has been subsequently translated in the following objectives: 

1. To translate virtual world communities into the physical world and vice versa to help rebuild 

and support neighbourhoods; 

2. To co-design and implement methodologies to increase feeling of well-being and community  

satisfaction at the neighbourhood level; 

3. To demonstrate the practical and achievable ways ICT and user data can engage people to 

solve neighbourhood challenges; 

4. To develop a sustainable business model that will provide a wide range of opportunities for 

new, higher quality sustainable services for citizens and businesses after the EC funding ends; 



45 
 

5. To maximize the impact of MyNeighbourhood through the facilitation of the adoption of the 

project results by other neighbourhoods in the participating cities and other cities in Europe 

and beyond. 

Due to its declared intention of exploring the idea of a smart city with a stronger attention to the 

people that are supposed to inhabit such city, My Neighbourhood My City has been chosen as a case 

study to empirically investigate the question regarding how is it possible to reduce the gap between 

the Smart City concept and the Smart Community one. Moreover, the fact of being already officially 

concluded allowed the study of the project as a whole, investigating each of its phases and the 

challenges and critical issues they entailed, as well as the current status of the designed services and 

therefore their long-term sustainability and their effectiveness in answering the needs of the involved 

stakeholders.  

3.2 Project’s Methods and Techniques 

In order to foster the sense of community within each neighbourhood and its involvement, the project 

has combined the use of digital technologies with techniques related to the co-design field, the Living 

Lab methodology and the social gaming.  

In particular, 1) co-design techniques have been applied in order to involve local citizens in the 

creation of the services, making them not only the final users of such services but their active 

producers as well; 2) the project has adopted a Living Lab approach, thus a user-centred one and 

based in real life situations (as explained more in depth in the Literature Review chapter); 3) a My 

Neighbourhood digital platform has been designed and launched in order to connect people locally 

both on- and offline; 4) gamification techniques have helped encourage the local people to get 

involved in the project and its services and engage their family and friends to do the same. 

3.3 Project’s Outputs  

Focusing the attention on Quarto Oggiaro, the project has resulted in the following outputs:  

1. A participative co-production of services culminated with the creation of two main activities 

managed by the local community: 
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• Quarto Food Club: a catering service offered by the students of the two hospitality management 

schools of Quarto Oggiaro, G. L. Lagrange and A. Greppi High 

Schools, to the elderly citizens of neighbourhood at an affordable 

price (i.e. € 8). It is offered in the restaurant’s hall of the schools twice 

per week, and it aims to provide food to those senior citizens who 

struggle in preparing meals on a daily base, to let them consume the 

meal in a sociable environment and thus to reduce the sense of loneliness observed in this target of 

the local community8. The service also aims to tackle another issue, meaning the high unemployment 

rate among the local youth, providing the students of the two schools with an internship program in 

the catering field (pictures of the service can be found in Appendix 5).  

 

• Quarto Gardening: similar to Quarto Food Club, the students of Quarto Oggiaro agricultural school, 

the V. F. Pareto High School, take care of some of the green areas 

of the neighbourhood as part of their internship program. Again, the 

need of having a clean, well-maintained and respectable 

neighbourhood is combined to the one of the local students 

interesting in gaining working experience before entering the job 

market (pictures of the service can be found in Appendix 6). 

 

2. The integration of a pre-existent neighbourhood’s communication service, the website called 

Quarto Web with the My Neighbourhood ones, in order to provide 

the community with an interactive platform whereby the information 

is not passively and univocally communicated to the website’s 

visitors, but where the platform’s users themselves can geo-reference 

their activities, services and initiatives and invite other users to 

collaborate to projects of mutual interests (pictures of the service can 

be found in Appendix 7). 

3.4 Project’s Outcomes  

The project’s outcomes, in terms of value-creation for each stakeholder, have been based on the 

information collected through the in-depth interviews and the focus groups. Moreover, the 

                                                                 
8 Source: Anna Cristina Siragusa, External Relations Manager at the Smart City Office, Milan Municipality. 
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questionnaires compiled by the final users have been consulted and observations in the 

neighbourhood have been conducted in order to check the veracity of the project’s reports’ statements 

regarding the satisfaction of the locals’ needs. As it will be explained more in depth in Chapter 5, the 

main stakeholders of the project are the following ones: 

1. Local community: as mentioned in the previous paragraph, the project provided the local students 

and the elder citizens with two ad hoc services (Quarto Food and Gardening) aiming at enhancing 

their life conditions. Both of the services are still in function, while the digital platform does not exist 

anymore9. The whole community still indirectly benefits from Quarto Gardening, thanks to the 

renovation of the green areas of the neighbourhood. Quarto Food was also supported by the digital 

platform that was able to optimize its procedures thanks to the online booking system of both the 

meals and of the bus that transports the clients from their home to the schools. Thus, the digital tool 

has been largely used by the students involved in the two projects and by the elderly in order to book 

the meals and the bus seats, even if with the help of people more familiar with technological devices.  

Yet, the digital platform has been less used for the second service10, and mainly for posting pictures 

of the green areas and keeping the community updated on the renovation process. Thus, although the 

effectiveness of the offline services in satisfying locals’ needs, the platform contributed only partially 

in creating a sense of belonging within the community. The lack of involvement of the local 

stakeholders in all the project’s services is analysed more in depth in Chapter 5.   

Regarding the other project’s main stakeholders, the obtained benefits have mostly an intangible 

connotation and a long-term perspective, and they are related to the experimental nature of the project: 

Milan’s Municipality: the project acted as a springboard for the launch of other smart city’s projects 

(e.g. Milan Sharing Economy11; Milan Participatory Budgeting12) and as experiment to test the 

management of local services with a higher efficiency thanks to ICT support. The international 

connotation of the initiative has also increased the municipality’s institutional network, while sharing 

best practices has allowed a professional growth of its personnel. Both the city’s and the council’s 

reputation has been enhanced as well.  

                                                                 
9 The digital platform does not exist anymore due to the fact that Alfamicro, the project’s coordinator and the one in 

charge of the platform’ hosting costs, went bankruptcy and suddenly disappeared.   
10 Source: Quarto Food and Quarto Gardening’s questionnaires compiled by the services’ final users. 
11 http://www.milanosmartcity.org/joomla/sharing-economy 
12 https://www.bilanciopartecipativomilano.it/ 



48 
 

Politecnico of Milan (i.e. project’s research partner): through the project, the university continued its 

exploration and experimentation activities started with a previous European project (i.e. Periphéria13) 

about practices related to service design, co-design and smart city. It also enhanced its relationship 

with the municipality for future collaboration and its professional network at an international level. 

Archeometra S.r.l. (i.e. project’s technical partner): it got the opportunity to increase its know-how 

through the formal and informal collaboration with the academic field and with the service’s final 

user, thus exceeding the company’s boundaries and benefiting from forms of open innovation. It also 

enhanced its reputation taking part to a European project with a strong social mission.  

3.5 Project’s Costs 

The cost of the whole project was equal to € 4’848’000, and it had been funded by the EU Community 

for the 50% of the total amount including personnel, subcontracting, other specific direct costs of the 

pilots’ implementation and indirect costs (My Neighbourhood My City - Description of Work Part 

B, 2012). 

Turning the attention to the Quarto Oggiaro’s pilot, the actual implementation of the designed services 

(i.e. Quarto Food Club and Quarto Gardening) had been realized through the combination of diverse 

resources, but without deploying financial funds neither public or private, as confirmed during the 

conducted interviews. While the cost of the digital platform was for one half comprised in the EU 

funds, the remaining part was divided among the project’s partners (i.e. Alfamicro -  Sistemas de 

Computadores LdA; DRI -  consultoria informatica LdA; Stiftelsen Sintef). In Appendix 8 it is 

possible to see a more detailed representation of Quarto Gardening and Quarto Food’s resources. 

Chapter 5: Analysis and Discussion 

1. Introduction and Chapter’s Structure 

The current chapter, corresponding to the work conducted during the fourth work cycle, is divided in 

two main sections in accordance with the two sub-questions previously elaborated and presented in 

Chapter 1: 

SQ1: “Which stakeholders are involved in a community-based smart city project? And what is their 

role?”: in order to answer this question a stakeholder analysis has been conducted, which has been 

                                                                 
13 http://cordis.europa.eu/project/rcn/191899_it.html 
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divided in two parts: a descriptive one that has identified the main characteristics of the stakeholders 

directly and indirectly involved in the project; and a critical one that has examined the 

abovementioned stakeholders drawing upon the Stakeholder Salience model by Mitchell et al. (1997), 

briefly described in Chapter 3, as the theoretical framework of the present question. The information 

obtained through the analysis have be then re-elaborated in a discussion paragraph, enriched by 

references to the literature review. To conduct the analysis the data enclosed in the in-depth interviews 

and in the project’s report have been consulted. Moreover, material not strictly related to My 

Neighbourhood My City has been considered, in particular newspapers’ articles concerning both the 

neighbourhood and previous projects launched in the area. Such decision has been guided not only 

by the willingness to conduct a reliable and complete analysis not biased by the use of a univocal 

source of information, as explained in Chapter 3, but also by the intention to understand the broader 

system of economic and socio-cultural dynamics that affect and shape the project’s location (Weber 

& Khademian, 2008). 

SQ2: “Taking into consideration the intricated multi-stakeholder nature of community-based smart 

city projects, which were the main challenges encountered during the project’s implementation and 

how were they tackled in order to converge towards a smart solution?”: unlike SQ1, that required a 

more discursive analysis due to the nature of the subject inquired, the analysis of SQ2 has been 

conducted through the coding process applied to the in-depth interviews and focus groups, described 

in Chapter 3; its results have been summarised in two tables (Table 6 and 7) reported in the current 

chapter in the paragraph 3.1 Summary of the Results. Findings have been then re-elaborated in a 

discussion section with insights from the literature and comparisons with other projects. 
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2. Research Sub-question #1 

2.1 Stakeholder Analysis: Descriptive Section 

Table 5 lists the stakeholders of the pilot of My Neighbourhood My City launched in Quarto Oggiaro: 

For the sake of clarity, the results unfolded by the descriptive analysis has been synthesized and 

grouped in the following macro topics:  

2.1.1 Stakeholders’ Widespread and Distributed Configuration   

Although the present research is focused on the pilot launched in Quarto Oggiaro, a broader 

perspective has been adopted in the analysis, since the collected data has revealed that the 

neighbourhood’s implemented services were the result of a collaboration with a variety of different 

actors, that cannot be limited to the ones physically present and involved in Quarto Oggiaro. This is 

in line with the opinion of a numbers of experts who suggest maintaining a holistic approach during 

Table 5: My Neighbourhhod My City (Quarto Oggiaro)’s stakeholders. Source: author’s compilation 

Stakeholder Category Type Location Role

Milan Municipality Government Internal Milan Project's supporter and promoter

Politecnico of Milan Academic world Internal MIlan Research partner: design & co-design expertise 

Aalborg University Academic world Internal Aalborg Research partner: co-design expertise

Metropolia University Academic world Internal Helsinki Research partner: pilots supervisor 

Alfamicro Business Sector Internal Lisbon MyN project's coordinator

Archeometra Srl Business Sector Internal Vicenza Technical partner: ICT-supplier

DRI Informatica LdA Business Sector Internal Lisbon Technical partner: technology integrator

Euractiv.com PLC Business Sector Internal Brussels Technical partner: communication consultancy

EU Network of Living Labs Non-profit association Internal Brussels Research partner: Living Lab expertise

Villa Aperta Local Community Intermediate Quarto Oggiaro Project's mediator

President of Zone-8 Council Local Community Intermediate Quarto Oggiaro Project's mediator

High Schools Local Community Intermediate Quarto Oggiaro Project's enabler

Spazio Agorà Local Community Intermediate Quarto Oggiaro Project's enabler

Local Church Local Community Intermediate Quarto Oggiaro Project's promoter

Auser 20 Local Community Intermediate Quarto Oggiaro Project's promoter

Students and the elderly Local Community External Quarto Oggiaro Services' final users

European Commission Government External Brussels Proposal of the project's call and funder

Syngenta AG Business Sector External Milan In-kind sponsor 

Media // External // Project's advertiser

Concurrent projects // External Quarto Oggiaro //
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the study of smart city projects, in order to be able to grasp the heterogeneity and complexity of 

stakeholders directly and indirectly involved (Moss & Litow 2009; Batty et al., 2012). 

2.1.2 Adoption of the Quadruple - Helix Structure 

As explained in the Literature Review Chapter, smart city projects, that aim to obtain a great 

involvement of the local community, as the final user of the implemented ICT services, tend to assume 

a quadruple - helix structure, that includes the government, the academy world, the business sector 

and the service’s final user. Looking at Table 5, it can be noticed that the majority of the stakeholders 

of the present project is comprised among the components of the quadruple-helix structure.  

In particular, the members to the consortium created to apply for the European Commission’s call are 

divided into research partners, technical partners and smart city pilot sites. Each of them represents 

respectively the academic world, the business sector and the government. As specified in the project’s 

report, the decision of the project’s coordinator (i.e. Alfamicro) to involve in the consortium such 

stakeholders was guided by the intention to include in the project’s internal structure the full value 

chain to enable the proper implementation of the service and a real validation of it (My 

Neighbourhood My City - Description of Work Part B, 2012).  

The attention is now turned toward the fourth component of the structure, generally defined by the 

experts as the service’s broadly understood user14. In the case of community-based smart city project, 

as My Neighbourhood My City, such stakeholder is assimilated with the local community. Yet, who 

are the components of such community? And which of them are critical stakeholders that must be 

involved in the project?  

2.1.3 Local Community’s Subgroups of Stakeholders  

The analysis of My Neighbourhood My City has shown that, within the community it is possible to 

identify an array of sub-groups of stakeholders remarked by a different position inside the 

neighbourhood, that has determined their influence on the project. Indeed, as mentioned in Chapter 

2, when considering projects based in urban contexts it is fundamental to consider the wider socio-

cultural system in which they are based, since it has an impact on the development and result of such 

project (Weber & Khademian, 2008). 

The sub-groups of identified stakeholders are the following ones: 

                                                                 
14 The present concept has been more deeply outlined in Chapter 2. 
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Service’ final user 

In the Quarto Oggiaro’s pilot, such category has been represented by the following targets: 

• Students of the local high schools aged between 16 and 19; 

• The elderly population above 65 years old. 

These targets, indeed, represent the beneficiaries of the services eventually launched with the project, 

namely Quarto Food and Quarto Gardening. Moreover, the local residents, although they are not the 

service’s final users, indirectly benefit from the Quarto Gardening service through the regeneration 

of the green areas of the neighbourhood: “[…] the people who live in the area or attend the Sunday’s 

service are delighted by the new flowerbeds and they also stop by to give a help when they see the 

young students of the local schools taking care of the plants.” (Don Roberto Villa, interview).  

Furthermore, in order to facilitate the relation between the potential final users of the service and the 

organisers and providers of such services (i.e. the first three helices of the Quadruple-helix structure), 

a number of personalities and organisations among the local residents have played specific roles 

during the project, even though they are nott officially formalised in its organisational structure.  

Mediators 

Some people and institutions within the local community were asked by the Politecnico of Milan and 

the city’s municipality to take part to the project, in order to facilitate the contact and the 

communication between the project’s organisers and the local community (Siragusa, interview). 

Such role has been held by the following entities: 

• Villa Aperta: a second level association that coordinates 12 volunteering associations in Quarto 

Oggiaro. In particular, a central role has been played by its president Aaron Paradiso, contacted 

by the Politecnico of Milan, thanks to a previous collaboration during the project Urban II; 

• Fabio Galesi: born and raised in Quarto Oggiaro, he is a politician and the President of the Council 

of Zone 8 of Milan, that includes Quarto Oggiaro.  

Both of them are well-known and esteemed people in the neighbourhood, due to the social and 

political commitment they reserved to the area15.  

                                                                 
15 Fabio Galesi’s commitment to the area has been mentioned during the interviews to Anna Cristina Siragusa, Aaron 

Paradiso, Luciano Accalai and Don Roberto Villa. Such information has been confirmed also in 

http://www.ilfattoquotidiano.it/2014/11/27/fabio-galesi-la-faccia-pulita-di-quarto-oggiaro/1236321/.  
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Local Promoters 

A slightly different role than the mediators, was held by the project’s local promoters. Unlike 

mediators, they were not involved in the project’s planning phase, but they were asked to support the 

project, promoting it in their network. Such role was played by the following entities: 

• S. Lucia Parish, represented by Priest Don Roberto Villa (Siragusa, interview); 

• Auser 20 represented by Luciano Accalai: it is the local volunteering association for retired people, 

which is in contact not only with the elderly of Quarto Oggiaro, but also with the several other 

volunteering associations of the neighbourhood that provide services to such target of the 

population (Siragusa, interview). 

Both mediators and promoters can be defined as local champions, meaning those groups or 

individuals who drive the process of change in the neighbourhood through their activities (Tsemberis, 

2010). Moreover, some of them (e.g. Fabio Galesi, Aaron Paradiso and Don Roberto Villa) can also 

be defined as local advocates. Indeed, through respectively their political, social and religious 

influence, they help the people of their community or local network to access information and 

services, speak out about issues that matter to them and express people’s views and concerns. As 

explained by Aaron Paradiso, president of Villa Aperta: “The association acts as a tool to intercept 

the needs of the local society and talk about them on the work tables organised with private and 

public entities […]”. 

Engaging with these players facilitates the involvement of the community, since they benefit from 

the trust and esteem of the local population, who know them, their ideas and beliefs and what they do 

in and for the community. 

Enablers 

In order to guarantee the service delivery (of Quarto Food and Quarto Gardening), specific 

institutions of the areas have been asked to participate to the project, providing resources:  

• G.L. Lagrange and A. Greppi, hospitality management high schools and V. F. Pareto agricultural 

high school, that provided material resources in terms of physical space, equipment and raw 

materials (Siragusa, interview). 

                                                                 
Similarly, the importance of Villa Aperta has been remarked in 

https://www.comune.milano.it/dseserver/webcity/comunicati.nsf/weball/F62D36DBEFDB047AC12577BE004277AF; 

https://newsfood.com/fondazione-carlo-perini-in-collaborazione-villa-aperta-city-angels-giornata-legalita-

oggiaro/; http://www.vita.it/it/article/2014/01/29/we-love-quarto-oggiaro/125927/. 
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• Spazio Agorà association, that provided the bus to guarantee the transport service for the Quarto 

Food club (Accalai, interview). 

2.1.4 Internal versus External Stakeholders  

In order to better define stakeholders’ organisational role in relation to the project, they have been 

divided into internal and external ones. The former refers to those people and institutions included in 

the project organisational structure, that in the Quarto Oggiaro’s project are part of the official 

consortium members (Appendix 9 details all the consortium’s members). 

The latter refers to those people and organisations that affected or have been affected by the project 

without being part of the temporal organisation. For the sake of accuracy, it is important to mention, 

among the external stakeholders, the Policy Advisory Board, not listed in Table 5 because not 

belonging to any of the categories identified. Such body was formed by 10 experts in community 

innovation, ICT and sustainability of public services, coming from the academic and the business 

field. Its task was to validate the project vision and concept and provide policy guidance (My 

Neighbourhood My City - Description of Work Part B, 2012). 

As it can be seen from Figure 5, the local community holds an intermediate position. This is due to 
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and external 
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compilation 



55 
 

the presence in such general stakeholder of bridging figures (Borgatti & Halgin, 2011) who connect 

the project’s official organisers (internal stakeholders) with the potential beneficiaries of the project’s 

services (external stakeholders). Such expression has been borrowed by the network theory that 

defines bridges as “ties between A and B that, if removed, would leave a very long path (if any at all) 

connecting A to B. A bridge, then, is a shortcut […]” (Granovetter, 1973). Thus, bridging figures are 

fundamental in order to connect an individual or an organisation to someone who is not already 

connected to their circle of acquaintances. In Quarto Oggiaro, this role has been played by the so-

defined local mediators and the promoters, who linked all the project’s back office personnel (i.e. 

Politecnico of Milan, Milan municipality and the technical partners) to the members of the local 

community. As stated by Granovetter (1973) bridging ties are fundamental in an organisation, a 

project or a network, since they allow the access to novel information, and therefore provide new 

resources and inputs to add to the existing ones.  

The bridging concept is also related to another topic that has emerged from the stakeholder analysis, 

meaning the types of relations characterising specific groups of stakeholders. 

2.1.5 Set of Stakeholders’ Relations 

The attention is now focused on the relational dynamics among the projects stakeholders, since the 

dependencies and interdependencies that arise among the various actors might affect and ultimately 

determine the built environment (Falconer & Mitchell, 2012). 

In particular, two aspects worth of being mentioned have emerged:  

• Among the volunteering associations of the neighbourhood it is possible to identify network 

dynamics, based on event-type social ties (Granovetter, 1973), since they are forms of connections 

built on previous initiatives organised together (e.g. local festivals and the annual carnival).  

Such network has been gradually promoted after the founding of Villa Aperta in 2008 and the web 

portal, Quarto-Web16, used by the second level association to communicate salient information to 

its members and the residents. Moreover, the subsequent opening by the municipality of the House 

of the Associations17 in Villa Scheibler in 2014 has further increased the sense of networking 

                                                                 
16 http://www.quartoweb.it/ 
17 Such public institution falls within the category of second level associations (i.e. association of associations), since it 

comprises all the volunteering associations in the area 8 of Milan. Its purpose is to provide tangible (e.g. a physical 

space) and intangible resources (e.g. technical competencies) to the associations in loco, and ultimately reduce the gap 

between the municipality and its community. 
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among the associations, making available common material and financial resources, and a physical 

space for meetings and events. Thus, Villa Aperta and its network of organisations represent a 

precious resource in the neighbourhood: “This is also why My Neighbourhood My City has got in 

contact with Villa Aperta, because of its combination of various entities with different catchment 

areas, such as the elderly, the kids, the youth […]” (Fabio Galesi, interview).  

On the other hands, in recent times: “the generational turnover within the associations, their 

inability to attract and retain volunteers, but also the Villa Aperta’s lack of a compelling mission 

have started jeopardizing the network and the ability to work together”, as explained by Aaron 

Paradiso. Eventually, such phenomenon had a negative impact on My Neighbourhood My City, 

since only a small number of associations has eventually taken part to the project, although the 

active involvement of Villa Aperta18.  
 

• Among the back-office personnel of the project, and in particular between Politecnico of Milan, 

its Municipality, Alfamicro and Archeometra, forms of collaboration were previously built during 

past projects. As specified by Grazia Concilio: “Leveraging on previous connections has definitely 

facilitated the launch of the program, due to the easy access to resources already existing, either 

tangible and intangible ones, as spirit of cooperation, easier communication and simple empathy.” 

The importance of seizing previous experiences is highlighted also in the official proposal of the 

project, in which is specified that My Neighbourhood built upon and enhanced the knowledge, 

methodologies, expertise and innovation generated by preceding projects rather than simply 

reinventing the wheel (My Neighbourhood My City, Description of Work Part B, 2012). 

2.2 Stakeholder Analysis: Stakeholder Salience Model 

Now that the main stakeholders have been identified, their influence and importance will be assessed 

in order to reflect on questions such as: which groups of stakeholders are more critical than others? 

To what degree they must be involved in the planning and implementation of the project? 

In particular their importance has been evaluated drawing upon the Stakeholder Salience Theory by 

Mitchell et al. (1997), which allows the analysis of each stakeholder, based on three variables:  

 

                                                                 
18 Regarding that it is important to specify that the associations comprised in Villa Aperta maintain their decision-

making autonomy regardless the willingness of the second level association. This is also why Villa Aperta has joined 

My Neighbourhood My City without being able to bring in the project all the other associations as well.  
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1. Power to influence the organisation.  

2. Legitimacy of the stakeholders’ relationships with the organisation.  

3. The urgency of the stakeholders’ claim on the organisation. 

Further information regarding the model can be found in Chapter 3. 

Figure 6 visually represents the various categories of stakeholders and their attributes: 

 

Without dwelling on the description of each sub-groups, critical aspects that emerged from the 

analysis are the following ones: 

Definitive Stakeholders  

Together with the official institutional (i.e. the Municipality of Milan), academic (i.e. Politecnico of 

Milan) and technical partners of the project (i.e. Alfamicro and Archeometra), there is also a specific 

stakeholder within the local community, meaning the so-defined mediators, that, among the definitive 

stakeholders, is one the most salient since they are characterized by all the three attributes. Indeed, 

their importance appeared to be equal to the main official partners of the project, since they are 

characterized by influential power over the local community because of the esteem they benefit from: 

“Everybody knows Fabio [Galesi] because he’s always talking to the people of the neighbourhood, 

in the streets or at the bars; he tries to listen to any claim to stay updated on the local problems and 

Figure 6: 

Stakeholder 

Salience 

Theory 

(Mitchell et 

al., 1997). 

Source: 

author’s 

compilation 
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be able to give a help” (Accalai, interview); their urgency is given by the fact of being integral part 

of the local community who is supposed to be the final beneficiary of the project. Similarly, the 

legitimacy of their relationships is guaranteed again by their peers and the system of norms, values 

and beliefs they share: “Fabio and Aaron are born and raised here in Quarto Oggiaro and they have 

always taken part to the activities of the area through their social or political commitment” (Accalai, 

interview). Regarding this last attribute, it is important to notice that such form of legitimacy differs 

from the one owned by the official partners, which is guaranteed by the other official members of the 

consortium but it is not so easily achievable over the local society: “When they presented the project 

for the first time, the general mood of the local people was of strong scepticism and incapability of 

understanding their proposal” (Paradiso, interview), such statement highlights a lack of alignment in 

the beliefs, priorities and interests among the projects’ organisers and the potential beneficiaries. 

Among the definitive stakeholders, some considerations have emerged regarding the technical partner 

that personally followed the entire project (i.e. Archeometra) and its relationship with the members 

of the local community. In particular, it has been observed that Archeometra has managed to gain a 

form of legitimacy that exceeded the formal boundaries of the project and reached the members of 

the local community, thanks to the ability of its personnel to line up with the values and interests of 

such people: “Archeometra and its collaborators were present to all the meetings and work tables 

that have been organised, and they were able to create with us a strong connection from the 

beginning, because they previously participated to similar projects that involved the local 

associations of their area. They could therefore easily understand our concerns and supports our 

ideas” (Paradiso, interview). “I positively remember the meetings with Ricardo [Stocchi, 

collaborators of Archeometra], because he immediately made us feel as his peers, giving value to our 

proposals and offering us simple but effective advices regarding how to exploit the digital platform” 

(Participant A, Focus Group 1). Thus, this collaboration reduced the risk to give for granted a general 

consensus and involvement of the community in the acceptance of ICT services, and that such 

services are inherently positive (Hollands, 2008; Vanolo, 2016). 

Dominant Stakeholders 

The analysis has shown that the dominant stakeholder sub-group is remarked by institutions 

characterised by different types of power and legitimacy: the Policy Advisory, the European 

Commission and the local parish.  

The Policy Advisory Board based its power and legitimacy on its expertise and technical 

competencies and its deliberately nominated to exercise such attributes as forms of external control 
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and safeguard over the project and its objectives. The form of power and legitimacy of the other 

above-mentioned stakeholders are more sophisticated: the European Commission has discretional 

and financial power and legitimacy as a political institution. Accordingly, its dominant position is 

given by the fact that, although it is not an active participant of the project, it remarkably influences 

its development, potential success and impact, due to its authority to define and impose specific 

requirements that have to be respect and fulfil during the project. Such requirements that undoubtedly 

act as guidelines for the project’s implementation, can also risk reducing the flexibility of the initiative 

and its adaptability to the needs of the potential service final user: “The My Neighbourhood My City 

platform seemed to be developed in order to answer to the specific objectives of the European 

Commission, without a real assessment of its utility for the local population” (Berti, interview).  

Moreover, the local parish holds societal legitimacy based on its historic, cultural and religious role 

played in the local community. Similar to the local mediators, its influential power is derived from 

its credibility in the community: “Don Roberto Villa is considered as one of the protagonist of the 

neighbourhood thanks to the several activities and services organised for the community, both 

religious and not.” (Participant C, Focus Group 2). 

Dangerous stakeholders  

They are characterized by urgency and power. Some of them are fundamental for the realisation of 

the project because providers of essential resources (in this case they are represented by the local 

schools and the in-kind sponsor). Indeed, without their commitment, the delivery of the project’s 

services and their long-term sustainability are jeopardized, as shown, for instance, by one episode 

happened during the project: “After several meetings with the headmaster and the professors, we were 

sure to have assured the involvement in Quarto Food of the Frisi School [in Quarto Oggiaro] as well. 

But when the service was ready to be launched, the headmaster decided to abandon the project, due 

to some formalities related to the meal’s payment” (Siragusa, interview).  

Dormant Stakeholders 

Although not essential for the development of the project, the dormant stakeholders represent those 

external entities that can impact on the success of the project, in terms for instance of their indirect 

power on the initiative’s development and resources’ provision. In fact, one of the schools that agreed 

to participate to the project, eventually stopped the collaboration because “lured by another project, 

proposed by a Milan’s bank foundation, that was providing economic resources, which were not 

guaranteed by My Neighbourhood My City” (Siragusa, interview). Likewise, the media as well had 
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an impact on the project, not only in a positive way, but also negatively. Regarding this it has been 

indicative an episode in which “a misleading in the taking care of a single flowerbed had caused the 

discontent of some people with consequent article on a local newspaper, escalating in claims about 

the negative effects of projects imposed by the European Commission” (Siragusa, interview).  

Dependent Stakeholders 

Such group is represented in the project by the services’ final user, namely the elderly and the students 

of the local schools. It is interesting to notice that, although without the power to significantly impact 

on the project, they could enforce their stake thanks to the advocacy of their interests by dominant 

(i.e. the local parish) and definitive stakeholders (i.e. Villa Aperta and the President of Council 8, 

Fabio Galesi). Indeed, since they are the ultimate stakeholder of a community-based smart city, their 

involvement in the initiative is advisable in order to facilitate the acceptance and the success of the 

initiative in the population.  

2.3 Discussion of Stakeholder Analysis’ Results 

As stated by the definition given by the State University of San Diego (1997), smart community’s 

critical components are “government, industry, educators, and the citizenry”, that correspond to the 

four main groups of stakeholders identified in My Neighbourhood My City: the so-called definitive 

stakeholders (Mitchell et al., 1997) because of the power, urgency and legitimacy they wield over the 

project. As salient stakeholders, their involvement in the project is recommended from its planning 

phase, according to their resources and field of competence. Consistently, it has been noticed in the 

project in question that the richness and variety of backgrounds of the involved stakeholders has 

facilitated among them the exchange of best practices and mutual learning processes, which are 

considered fundamental factors for the creation of collective intelligence, deemed one of the main 

characteristics of a smart community (Coe et al., 2001). Critical role is also played by the service’s 

final users, who are not comprised among the definitive stakeholders, due to their lack of power. 

Nevertheless, their strong legitimacy towards the project highlights the importance of taking into 

consideration their needs, local knowledge and insights.   

In order to seize in toto the strengthens of the definitive stakeholders, the importance of fostering 

forms of cooperation, dialogue and synergies among such smart community’s players is highlighted 

by a number of experts (Lindskog, 2004; Hollands, 2008; Sadoway & Shekhar, 2014) that identifies 

at the base of a city smart development the creation and nurturing of social capital, as the construction 

of social relations and networks of trust and reciprocity among the community’s members (Carley et 
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al., 2001). In line with these considerations, besides internal and external stakeholders the current 

analysis has unveiled the importance of a third typology of stakeholders in a community-based smart 

city project. This typology is composed by individuals and organisations that are drivers of change 

within a community and can act as intermediaries between the local residents and the project’s 

organisers: bridging figures (Borgatti & Halgin, 2011) that are able not only to connect essential 

stakeholders, but also to unfold new sources of information and resources in terms of material, social 

and relational capital (Granovetter, 1973).  

These stakeholders appear even more important, when smart city projects are proposed by local 

administrations. Indeed, as claimed by Brown (2017): “[…] policymakers and their constituents are 

confronted with a fresh conundrum: while their cities have become the lynchpins for innovation and 

growth, their inhabitants increasingly express distrust in their local government.” Thus, managing to 

involve, from the very beginning of smart city projects, representatives of the local residents who 

have esteem and respect among the city dwellers, would facilitate the cultivation of civic trust and 

participation as drivers for sustainable innovation and growth. Indeed, as specified in the analysis, 

such stakeholders benefit among their peers from a form of legitimacy that goes beyond the formal 

boundaries of the project, and is based on the sharing of societal values and beliefs. This fact acquires 

great importance also at a project level, since legitimacy helps fostering the stability and the 

comprehensibility of organizational activities (Suchman, 1995). Indeed, it has been noticed that 

people are more likely to grant resources to organizations that appear desirable, proper, or appropriate, 

and, at the same time, they perceive legitimate organisation as more meaningful, predictable and 

trustworthy (ibid.). 

In this regard, a big absentee in My Neighbourhood My City has been the consolidated network of 

local associations that represent the hard core of Quarto Oggiaro’s civil society. Since rooted in the 

local territory, and promoter and organiser of a plurality of basic services and participative initiatives, 

it would have the potentiality to trigger collective action and intensive neighbourhood-level 

engagement. As specified by Aaron Paradiso: “In My Neighbourhood My City did not take the 

intermediate step of engaging the local associations, without that it is even harder to get the attention 

and interest of citizens”.  

The present analysis has also remarked the peculiar role played by technical partners within 

community-based smart city projects. Similar to what has emerged in relation to the intermediate 

stakeholders, ICT’s experts and businesses are required to nurture and develop among the potential’s 

final user of their services a certain sensitivity that aligns their interests and perspectives concerning 
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technology to the one of the local dwellers. Indeed, in order to be effective, ICTs need to be perceived 

by the local community as solutions able to respond to their needs and rooted in their urban daily 

contexts (Hollands, 2008). Thus, such projects require forms of collaboration among ICT-providers, 

public authorities and citizens that exceed the mere buyer-seller relationship (Brown, 2017). In the 

pilot of Quarto Oggiaro, the fact that the technical partner (i.e. Archeometra) had previously worked 

in similar situations, with local associations and residents, has positively affected the relationship 

with the final users, as confirmed by Aaron Paradiso and the students of Lagrange school. Indeed, 

they proved to know the target audience of their ICT services, reducing the risk of developing 

solutions without potential future market’s exploitation because not able to answer the target’s needs 

(Glasmeier & Christopherson, 2015). Moreover, the creation of a strict relation and sort of empathy 

between the technical partner and the potential service’s final user helped tackling the latter’s needs 

and issues not through exclusively engineering and technology-related solutions, but taking into 

consideration the social and cultural dynamics behind each specific need.  

By leveraging on an empirical case study, the present stakeholder analysis has tried to unveil the most 

important stakeholders of a community-based smart city project, analysing their peculiarities and 

their consequential importance in the planning, launch and development of the initiative. Now, the 

attention will be focused on the challenges that such projects entail due to their multi-stakeholder 

nature, and the complex socio-cultural and economic urban context in which are placed.  

3. Research Sub-question #2 

3.1 Summary of the Results 

The following tables synthesize the main themes emerged through the coding activity applied to the 

collected in-depth interviews and focus groups. In particular, three main categories of challenges have 

been identified (Table 6), together with a set of various actual and potential solutions (Table 7). In 

this last table, green dots (•refer to solutions actually implemented in the project, while the yellow 

ones (•) concern either those solutions proposed but not implemented or solutions implemented in 

projects similar to My Neighbourhood My City.  

Appendix 2 shows the picture of the affinity diagram (i.e. the brainstorming scheme created by the 

researcher in order to reorganise the collected information, as more specifically explained in Chapter 

3). Additionally, in Appendices 11 and 12, which report the transcripts of each interview and focus 
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group, it is possible to see underlined the quotations referring to the abovementioned challenges and 

solutions together with their reference code. 

Category  Challenge  Code 

Social Sphere (SS) 

Difficulties in managing community's internal dynamics  SS.1 

Scepticism and lack of trust of the locals towards external actors SS.2 

Dearth of clear and consistent communication at a local level  SS.3 

Technological Sphere 

(TS)   
Risk of developing ICT's tools as an end in themselves  TS.1 

Managerial Sphere 

(MS) 

Misalignment between institutional compliances and context’s 

peculiarities   
MS.1 

Lack of long-term sustainability of the designed services MS.2 

Table 6: Project’s Challenges. Source: author’s compilation 

Code SS.1 SS.2 SS.3 

Solution 

• focus on soft skills  

• social facilitators 

•local project’s manager 

• local champions 

•system of incentives 

•clear communication 

•government as guarantor 

of listening 

•participative worktables 

Table 7.1: Challenges’ Solutions. Source: author’s compilation 

Code TS.1 MS.1 MS.2 

Solution 

• focus on soft skills  

• locals’ frame of references  

•practical scenarios 

•mix of top-down and       

bottom-up approach 

•co-design techniques 

• flexible structure 

• iterative approach 

•modular activities 

•inclusion of community’s 

spokesmen in the planning 

phase  

•awareness-raising 

mechanisms  

•social-leadership processes 

•social loyalty 

 

Table 7.2: Challenges’ Solutions. Source: author’s compilation 

It has been noticed that the problems comprised in the identified categories are interconnected to each 

other, in the sense that the each of them had an impact of the management of the others. Indeed, at 

the time of real putting into practices the principles of an inclusive approach that encourages the 

actual involvement of the local community as the ultimate project’s beneficiary, various difficulties 

might occur of managerial and operational nature, but also of social and relational one: from the 
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contradictions in interests, needs and system of reference of the involved stakeholders, to the services’ 

long-term sustainability to the achievement of mutually-perceived value creation.  

3.2 Discussion of the Results 

3.2.1 Social Sphere (SP) 

As briefly pointed out by one of the interviewees, Grazia Concilio: “In general, the main challenges 

encountered during the implementation of My Neighbourhood My City concerned the relation with 

the local community, the communication with its members and the realization of effective services”. 

Such statement, agreed by other project’s participants, remarks the relevance that the community and 

its sub-groups of stakeholders had on the project and its outcomes, and it is confirmed by the 2017 

European Commission’s report on 300 Smart City case studies19 that defines the exclusion of the 

socio-cultural sphere in the strategic plan of the projects as the first reason of failure of such 

initiatives.  

In particular, in relation to the social sphere, the following themes have emerged from the analysis of 

the collected data:  

SS.1 Difficulties in Managing Community's Internal Dynamics 

As explained by Giampietro Berti (i.e. technical partner): “Working with local communities is a real 

job”, confirmed by Grazia Concilio as well, who stressed the fact that it demands “great competency, 

patience, flexibility and the willingness to work after hours”. Conflict and risk management becomes 

fundamental and a flexible contingency plan, subject to constant adjustments, is required, since time 

dimension tends to expand: “The identification and involvement of the community and local 

stakeholders have been hard and time-consuming. It took about 2 years […]” (Siragusa, interview) 

and unexpected events might occur “[…] we involved the Frisi High School that initially declared 

fully availability to provide the service, but eventually decided to give up due to some practical issues 

related to the payment of the service” (ibid.).  

As emerged by the words of the interviewees, the project’s organisers have leveraged on their soft 

skills to tackle such problematic, but the CEO of Archeometra, Giampietro Berti, has also stressed 

the need to include in the organisation a project manager for each pilot, alongside the one in charge 

of the whole project, in order to guarantee the coordination and monitoring of the single pilots. 

                                                                 
19 Available at: https://ec.europa.eu/energy/sites/ener/files/documents/d2_final_report_v3.0_no_annex_iv.pdf 



65 
 

Moreover, both Grazia Concilio and Aaron Paradiso have reported the lack of professionals in the 

project’s structure who could act as facilitators, smoothing the management of the relation between 

the locals involved in the project and its organisers. A similar solution has been implemented in the 

project called City 2.020, launched in 2016 in L’Aquila (Abruzzo, Italy) and with a strong focus on 

the involvement of the local community as in My Neighbourhood My City. Indeed, alongside the 

academic and technical partners, experts in anthropology, social mobilization and cognitive social 

learning have been asked to mediate and help turning into fruitful resources the potential frictions 

among the local stakeholders. Such example shows the fact that “an associational body of local 

stakeholders with a mandate to foster collective action across government, industry and education” 

(Coe et al., 2001) is not sufficient when dealing with community-based smart city projects, but 

specific know-how and competencies on community behaviours and dynamics are required in order 

to be able as project’s manager and coordinator to encourage debates and open discussions, seek 

solutions in which all parties come out winning, without risking to adopt behaviours that can appear 

manipulative or in favour of specific stakeholders only (Fasolino & Izzo, 2014). 

SS.2 Scepticism and Lack of Trust of the Locals Towards External Actors 

An obstacle perceived from the first meetings was the neighbourhood’s mistrust towards the project’s 

proposers, mainly represented in the eyes of the locals by the city’s municipality, followed by its 

partners. Such problematic has been highlighted by the majority of the interviewees who have led 

back its origin on the unstable and changing relation with the municipality. Indeed, from one hand, 

the absence of government and public institutions in the area, reflected in the lack of basic-need 

services until the early 2000s21 has created among the local community “a feeling of abandon and 

neglection” (Paradiso, interview). On the other hand, the “perceived sceptical curiosity” (Siragusa, 

interview) was also “due to the fact that Quarto Oggiaro is frequently object of projects from different 

departments of the municipality, [thus] local citizens have the impression to be trial cases for 

experimentations.” (Galesi, interview). If the lack of trust is rooted in the history of the 

neighbourhood and its turbulent relationship with a perceived-distant municipality, and therefore it 

resides in the peculiar project’s context, the absence of civic trust towards public authority is a 

recognised issue critically addressed by disciplinary research (Musco 2006; Fasolino & Izzo, 2014), 

                                                                 
20 http://www.enea.it/it/Stampa/news/smart-city-al-via-all-aquila-il-primo-esperimento-di-smart-urban-network-d-italia/ 
21 For more information see Chapter 4. 
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thus, it requires special attention when dealing with participatory processes undertaken in the 

institutional field, as mentioned in the analysis of the first research question as well. 

In order to solve this issue and create a collaborative environment with all the involved stakeholders, 

local champions have been identified and subsequently engaged in the project: “The first people we 

contacted were the president of Villa Aperta, Aaron Paradiso and a well-known young politician, 

Fabio Galesi, as key actors of the neighbourhood with the intention to create a connection with the 

territory and get the attention of the locals” (Siragusa, interview). Indeed, as mentioned above, 

connecting with the local drivers and those people generally estimated by the community facilitates 

the legitimation process of the initiatives proposed by external actors (Suchman, 1995). Nevertheless, 

the Milan municipality and the Politecnico, who were the principal interlocutors of the residents in 

Quarto Oggiaro, did not manage to obtain the commitment of another key actor of the local 

community, represented by the thick substratum of local associations. As reported by Luciano 

Accalai, President of Auser 20: “My Neighbourhood My City failed in not making the intermediate 

step of engaging the local associations. Without that it was almost impossible to get the attention and 

interest of the citizens.” Indeed, the local organisations as well could act as bridging figures 

(Granovetter, 1973) able to connect the project’s organisers to the residents, due to the esteem and 

the consequent influential power they can exercise on the population, as explained in relation to sub-

question #1. 

One of the reasons for the incapability of establishing a long-lasting and trustful relationship with the 

local associations is enclosed in the words of Aaron Paradiso: “The problem is that it is hard for some 

people to understand and accept a form of returns that are not financial or material”. And My 

Neighbourhood My City did not contemplate the provision of economic or other material resources 

to the involved communities, but the more intangible enhancement of a “sense of belonging within 

the neighbourhood” (My Neighbourhood My City - Description of Work Part B, 2012). Thus, the 

lack of tangible benefits in the short-term and the inability to demonstrate the value behind immaterial 

rewards have played a crucial role in the failed involvement of part of the local stakeholders. 

Consistently, as explained by Hagel and Brown (2005), a system of incentives is fundamental in order 

to build trust between the project’s participants, and boost their motivation. In particular, a 

combination of tangible and intangible benefits in the short and long-term would facilitate the 

commitment’s process (Lorne & Dilling, 2011), but to do that a deep understanding of the drivers 

and aspirations of each participant is required Hagel and Brown (2005). Before showing the solution 

that another project has implemented to such issue, it is important to firstly dwell on a further 
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problematic encountered during My Neighbourhood My City because strictly related to the scepticism 

and lack of trust of the locals: 

SS.3 Dearth of Clear and Consistent Communication at a Local Level   

The present issue has been reported in particular by Luciano Accalai: “Honestly, I was not familiar 

with the technical language adopted during the first meeting by the project’s proposers, this is why I 

initially struggled in understanding their intentions”, confirmed by Aaron Paradiso: “A big barrier 

has been the language sometimes adopted during the worktables: very technical and specific, thus it 

was hard for the people who were hearing about the project for the first time to wholly understand 

its mission.” Similarly, the initial confusion in the mission and objectives of the project has been 

stressed by Giampietro Berti: “[…] our tasks at the beginning were not that clear. Only during the 

planning and design phase of the services we got an idea of what we could be our role and how we 

could help, even if there was still lack of clarity regarding the project’s objectives.” Encouraging a 

consistent and transparent communication among each participant is the basis to build shared 

expectations and understanding of the project, and it is fundamental also to obtain that stakeholders’ 

trust that the present project lacked (Hagel & Brown, 2005).  

A previous project implemented in Quarto Oggiaro in 2000-2006, Urban II,22 considered by Aaron 

Paradiso as a “virtuous example” of community-based urban project, managed to guarantee the trust 

and involvement of the local stakeholders in the long term thanks to a “precise and well-defined 

explanations of the project’s objectives” (Paradiso, interview), followed by a set of participative 

worktables and on-field surveys aimed to identify the local needs, whereby the government has acted 

as guarantor of listening (Geddes, 1915) of the residents voices. Additionally, a system of both 

intangible and tangible benefits has been created: training workshops and benchmarking activities 

with the local dwellers have been conducted in the first year of the project, and they “gradually 

increased the know-how of the involved people but also their awareness of the potentiality of their 

territory and of the project.” (Paradiso, interview). The project has then ended in 2006 with the 

inauguration of the just renewed Villa Scheibler, symbol of Quarto Oggiaro, as a physical space 

available to the local associations for their meetings and activities and as the headquarter of part of 

the municipality’s offices that could in this way guarantee its present in the neighbourhood.  

                                                                 
22 For more information see Chapter 4 or 

https://www.comune.milano.it/dseserver/webcity/comunicati.nsf/weball/B3D61863D2E17C3BC1256DD5005365D0 
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Such examples demonstrate that the quality of community-based smart city project requires a careful 

reconnaissance of the recipients, their needs and internal dynamics and consistently the design of a 

mixed system of incentives in order to obtain the commitment and trust of the local stakeholders. This 

can be obtained through the adoption of communicative and mediating skills, that acquire equal 

importance as the more traditional managerial competencies, in order to create a collaborative and 

productive work environment and spark a mutually-perceived value creation process. 

In light of that, it is now useful to analyse how technology can support such value-creation process 

and enable the smart development of the community. In particular, the perceived ICT-related 

challenge encountered during My Neighbourhood My City will be taken into consideration, together 

with the solutions implemented to tackle it.  

3.2.2 Technological Sphere (TS) 

Regarding this sphere, the main shortcoming My Neighbourhood My City wanted to avoid was the 

development of a technology as an end in itself, without being able to address the needs and interests 

of city’s stakeholders, which is a risk that part of the literature leads back to smart city projects 

(Hollands, 2008; Bencardino & Greco, 2014; Dara, 2017). 

TS.1 Risk of Developing ICT's Tools as an End in Themselves 

As claimed by Grazia Concilio: “When you deal with communities […] with simple needs and 

problems you need simple technology, otherwise they will use those devices that they already know 

and they are familiar with (such as WhatsApp and Facebook groups)”. As explained in the 

stakeholder analysis, the fact that the pilot’s technical partner, Archemoetra, had previously worked 

in similar community-based project, helped creating an interpersonal dialogue and empathy with the 

locals, leveraging again on the soft skills previously mentioned, but also on the use of a simple 

language, citizens’ “frame of references” and “practical scenarios” (Siragusa, interview), as also 

specified. Moreover, in order to avoid the risk of giving for granted a general consensus and 

involvement of the community in the transition towards ICT services (Vanolo, 2016), a combination 

of a top-down and bottom-up approach has been adopted. Indeed, the development of the My 

Neighbourhood digital platform has been chosen and conducted by the international technical 

partners and was characterized by the same layout for all the four pilots, choosing a “simple interface 

and a territorial structure, meaning one web-page for each neighbourhood, in order to leverage on 

the strong geographical identity of each neighbourhood” (Concilio, interview). On the other hand, 
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the specific features and the purposes of the platform have been chosen using a participative approach 

and co-design techniques applied during the work tables that involved each key stakeholder: the 

municipality, the research and technical partner and spokesmen of the local community (i.e. mainly 

Aaron Paradiso). Similarly, Archeometra has been engaged in taking workshops to the local students 

and potential users of the platform, in order to change and enhance the functionalities of the digital 

tool through a mutual learning process between the professionals and the final users. Involving the 

latter in the design of additional features of the platform has facilitated the appropriation process 

(Concilio, interview) of the tool by the final user, as claimed by few students during the focus group 

“I appreciated the workshops with Archeometra, since they let us contribute to its creation” 

(Participant T, Focus Group 2), “They also helped us using it as a support for Quarto Food, through 

the creation of an online booking system” (Participant C, Focus Group 2). Thus, the implementation 

of a hybrid top-down and bottom-up approach acted as an incentive for the members of the 

community for exploiting the platform in order to tackle local issues. Moreover, its interactive 

features (i.e. a chat system and the possibility to post information, similar to a social network), unlike 

a traditional website, gave the opportunity to store, send and share information about the 

neighbourhood, with the purpose in the long-term of fostering the creation of a local civic knowledge 

and making citizens and the civil society drivers for ICT linked applications and praxis.  

Nevertheless, in order benefit from the long-term advantages of the platform in terms of satisfaction 

of local needs through the use of ICT devices, creation of a collective intelligence and a closer 

relationship between the municipality and its citizens, a third set of difficulties linked to the 

managerial sphere had to be taken into consideration during the project’s implementation: 

3.2.3 Managerial Sphere (MS) 

MS.1 Institutional Compliances and Context’s Peculiarities   

As explained in Chapter 2 the lack of funding for city projects has become one of the main issues in 

the development of Smart City’s projects (ITU, 2015). Among the alternative funding mechanisms 

to public resources (e.g. public-private partnerships and project financing), the Italian policy maker 

has introduced in its Constitution the principle of the horizontal subsidiary (Art. 118)23 “in order to 

stimulate grassroot initiatives of individual citizens of associations to carry out activities of public 

                                                                 
23 Art. 118 Italian Constitution: “[…] Stato, Regioni, Città metropolitane, Province e Comuni favoriscono l'autonoma 

iniziativa dei cittadini, singoli e associati, per lo svolgimento di attività di interesse generale, sulla base del principio di 

sussidiarietà”. 
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interests” (Pelizzaro, interview). However, as Piero Pelizzaro kept explaining: “It is often necessary 

a further push by the local governments to encourage the citizens to launch such initiatives. A useful 

tool to facilitate such process is taking part to the calls proposed by the European Commission that 

makes available funds and strategic guidelines to start projects that entail the involvement of the 

local community. This is what we have done with My Neighbourhood My City”.  

A consequential issue that might arise in this case, as it happened in the present project, is the “need 

to combine the European Commission’s call’s requirements with the context’s peculiarities, 

especially when the project is simultaneously implemented in four different cities” (Concilio, 

interview).  

Such issue has been partially solved in the project through the implementation of a flexible structure 

and an iterative approach, whereby the “vision of the project evolves as the work is carried out, taking 

into account the lessons learned from the pilots” (My Neighbourhood My City - Internal Progress 

Report, 2013). The work was also structured in modular activities according to the type of tasks (e.g. 

mission and objectives’ definition, digital platform development, pilot implementation and testing). 

The project’s participants could voluntarily give their contribution supported by the overall project’s 

guidelines, and a set of monthly inter-module workshops could guarantee the coordination among the 

activities and the respect of the pre-defined objectives (ibid.). Such structure which encourages 

productive frictions between stakeholders remarked by different competencies (Hagel & Brown, 

2005) has been appreciated by the technical and academic partners and the municipality, as explained 

by Anna Cristina Siragusa: “the mutual sharing of best practices and know-how, the respect of 

specific deadlines and objectives, was extremely useful for the project’s implementation, but also for 

our professional growth”. On the other hand, the freedom to express opinions and give valuable 

contributions to the project has been less perceived by the locals, who claimed “lots of projects have 

been proposed in the last decades in this area, presenting themselves as participative, but due to the 

requirements and parameters they have to follow, they end up being too restrictive” (Paradiso, 

interview). Thus, the inclusion of the community’s spokesmen in the flexible structure of the project, 

and not only in the definition of the digital platform’s content, would have favoured an easier 

involvement and acceptance of the project’s objectives by the locals, who would have also felt free 

to give their contribution in terms of knowledge of the context and its problems.  
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MS.2 Lack of Long-term Sustainability of the Implemented Services  

Another important issue encountered and dealt with during the project, as also part of the official 

objectives of My Neighbourhood My City, was guaranteeing the long-term sustainability of the 

designed services. “Quarto Food and Quarto Web […] have obtained a positive feedback by the 

students and the senior citizens. That has facilitated the repetition of the services in the subsequent 

school year” (Siragusa, interview). In particular, after the workshops organised with the technical 

partner, Archeometra, in order to help students maximize the potentialities of the digital platform as 

a logistic support to the Quarto Food and Quarto Gardening, the management and delivery of the 

services has been directly given to the schools (Siragusa, interview). It has also emerged that, “[…] 

the acknowledgement by the two schools of the values of the initiatives as training activities for their 

students has positively impacted on their continuity” (ibid.). Thus, creating the conditions for 

awareness-raising mechanisms, social-leadership and learning processes facilitate the transfer of the 

management and governance of the designed services from the project’s temporal dimension to the 

permanent real-life one and help guarantee the continuity of the services (Meloni et al, 2017). On the 

other hand, the management of the digital platform, that has been designed with cloud services in 

order to reduce the hosting costs and the system administration one, was planned to be transferred 

from Alfamicro, the project’s coordinator, to Villa Aperta. Nevertheless, the transfer never happened 

due to the unexpected bankruptcy of Alfamicro and its sudden disappearance. Regardless this 

unfortunate event, there was still no specific plan about the payment of the platform’s hosting costs 

for the future period. A possible solution could have been a larger involvement of the business sector, 

through for instance a public-private partnership with an ICT’s company in order to cover the costs 

of the platform. It would have been necessary a system of incentives to attract the business sector, 

allowing, for instance, the involved company to experiment their ICT products and services in real-

life situations with the local citizens and showcasing them. A different solution has been proposed by 

Giampietro Berti, leveraging on the creation of social loyalty among the local community: the idea 

entails that once recognised the benefits of the digital platform by the locals in terms of community 

life, they would have chorally contributed to the costs of the platform. It is clear that such solution 

requires seriatim the maintenance of the interests and commitment of the locals in the use of the 

platform and the acknowledgement of its value. In order to do that the project Brescia Smart Living 

(Brescia, Italy) that aims at raising local awareness about environmental sustainability issues, has 

decided to adopt an integrated system of interventions both online and offline. Indeed, the 

development of a digital platform similar to the one of My Neighbourhhod My City has been combined 
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with the installation of interactive totems in the streets and the organization of public events in order 

to stimulate the attention of the community and encourage people to share opinions on the 

improvement of the living conditions in their area.   

Chapter 6: Conclusions 

As explained in Chapter 1, in order to answer the research question “Concerning the Smart City 

discourse, which approaches can help bridge the gap between Smart City and Smart Community?”, 

two sub-questions have been formulated and elaborated on the basis of the investigation conducted 

on My Neighbourhood My City, a European Commission smart city’s project, officially completed in 

2015, but still not systematically evaluated. The following paragraphs aims at summarising the 

analysis presented in Chapter 5 and providing an answer to the abovementioned questions.  

1. Answer to Research Sub-Question #1 

Which stakeholders are involved in a community-based smart city project? And what is their role? 

The analysis conducted on My Neighbourhood My City has confirmed that the main stakeholders and 

drivers of a community-based smart city project belong to the academic world, the ICT-business 

sector, the government, and the local community. Indeed, contributions to the project by each of them 

are required, due to the complexity that initiatives launched in an urban context entails in terms of 

socio-cultural dynamics, and economic, managerial and logistic implications (Meloni et al, 2017). 

Drawing upon the Stakeholder Salience theory by Mitchell et al. (1997), the central role in the 

project’s implementation of the first three stakeholders (i.e. academic world, business sector, 

government) is based respectively on their theoretical know-how, technical assets and political 

influence which give them power and legitimacy towards the project, as explained more in-depth in 

Chapter 5. On the other hand, regarding the fourth component (i.e. the local community), the 

stakeholder analysis has identified various sub-groups, all remarked by a specific role in the 

community and consequently in the project: besides the service’s final users, the community is 

characterized by mediators, project’s promoters and enablers. These three actors, and in particular the 

mediators, can be defined as smart community’s local drivers, since they are fundamental in the 

launching and developing phase of the project due to the influential power and legitimacy they hold 

among the community that esteems and respects them. Thus, involving them in the project reduces 

the gap between the project’s organisers and the locals, and increase the legitimacy of the projects in 
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the eyes of the latter, as the ultimate stakeholder of a community-based smart city initiative. 

Moreover, stakeholder relationships do not occur in a vacuum of dyadic ties, but rather in a network 

of influences (Rowley, 1997), thus the relevance and role of each stakeholders must be assessed on 

the bases of the set of relationships they are remarked of.  

2. Answer to Research Sub-Question #2 

Taking into consideration the intricated multi-stakeholder nature of community-based smart city 

projects, which were the main challenges encountered during the project’s implementation and how 

were they tackled in order to converge towards a smart solution? 

As resulted by the analysis of My Neighbourhood My City, three categories of issues should be 

considered when launching a community-based smart city project. Such problematics, if not handled, 

generate a bad impact on the initiative’s output, but in particular on its ultimate stakeholder, the local 

community, and on its perception of the project’s value and benefits.  

On one hand, the local government, the academic world and the business sector have proved to gain 

advantages of different nature from the present projects. Indeed, the municipality has benefited from 

the international composition of the projects’ partner, in terms of professional growth and 

competencies’ enhancement, together with the enlargement of its network and city’s reputation. The 

project has also proved to act as a springboard for the launch of smart services in other areas of the 

city, showing its long-term benefits. The technical and academic partners have gained advantage from 

the flexible organisational structure that has facilitated the innovation process, through an iterative 

top-down/bottom-up approach. Furthermore, they could experiment new practices in real-life 

settings, collecting insights from the final user through the implementation of co-design techniques.  

On the other hand, if the well-organised project’s structure has proved to bring value to its back-office 

personnel, few issues have been encountered concerning the interaction with the citizens. Indeed, 

claiming the adoption of a participative approach in order to involve them in the services’ 

development is not sufficient. 

The main issues regard the social sphere, in terms of trust-gaining and clear communication between 

the project’s organisers and the locals regarding the project’s mission and its potential outputs. As 

mentioned above, it is fundamental to include from the first phases of the project local representatives 

estimated by the population, in order to enhance the legitimacy of the initiative and reduce the gap 

between the project’s organisers and the citizens. Moreover, besides managerial and organisational 
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skills, competencies on how dealing with community’s internal dynamics are required. Experts in 

cultural and social mediation would facilitate the relation with the locals and a system of tangible and 

intangible benefits should be created to uncover the value of the initiatives and obtain the engagement 

and commitment of the citizens. 

In order to facilitate the social acceptance and appropriation of the proposed ICT-based services by 

the community, a mixed top/down-bottom/up approach in the co-design phase is advisable, whereby 

the ICT experts can provide the guidelines and general structure of the service, and the final users can 

contribute to its optimization with their insight and local wisdom. The use by the ICT experts of 

citizens’ frame of references and the depiction of practical scenarios facilitate the all appropriation 

process.  

Moreover, it is fundamental to guarantee the continuity of the designed services after the project’s 

official hands. A solution proposed by My Neighbourhood My City leverages again on the service’s 

appropriation process by the community, through the development of social-leadership and learning 

processes and awareness-raising mechanisms of the services’ benefits, in order to create a form of 

social loyalty that leads the community to chorally contribute to the services’ long-term sustainability.  

3. Final Remarks  

On the basis of the analysis of the two sub-questions it is now possible to answer the main research 

question. In order to bridge the gap between Smart City and Smart Community and re-think the 

former in terms of the latter a strong attention has to be focused on people and how the use of ICT 

devices can enhance their standard of living, their social interactions and ultimate the quality of life 

within their community in meaningful ways. The concept at the basis of a smart community is the 

interaction among people that generates knowledge and cultural diffusion through the support of ICTs 

(Meloni et al., 2017). In order to guarantee a fruitful interaction that produces collective intelligent 

and social learning processes, besides adopting a holistic approach in the planning and 

implementation of smart city’s projects due to the wicked nature of urban problems (Rittel and 

Webber, 1973), a non-silos perspective has to be maintained in relation to the involved stakeholders 

as well, since they are all remarked by different mentality, frame of reference and system of values 

that might not necessarily lead to a common vision among them regarding the project’s mission, 

potentialities and output.  
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This is also why dealing with projects that aim to smart communities’ development requires a 

combination of technical, managerial but also social and relational competences in order to properly 

adopt a participative approach able to successfully involve the citizens and guarantee the creation of 

long-term sustainable ICT-led services and the effective satisfaction of the community’s needs. 

Indeed, the smart development of a community is an integrated one, in which each decision has an 

impact beyond its immediate sphere.   

Moreover, the studied project confirms the scholars’ idea that it does not exist a universal recipe for 

the creation of a smart community: although the importance of maintaining a strategic vision at a 

city’s level, it is fundamental to tailor the strategy for each single area of the city, since they are 

characterized by peculiar socio-economic and cultural features, that indirectly influence the way the 

locals relate to projects and ICT devices proposed by external actors. In order to do that, the 

participative line claimed by some cities, including Milan, should be adopted not only in the services’ 

design phase, but from the very beginning of the project, in order to allow the community to claim its 

needs, but also to generate an awareness-making process whereby citizens themselves understand the 

potentialities of the proposed project and realise how they can contribute. 

4. Limitations and Future Research 

This thesis has been conducted with exploratory purposes on a single case study located in a suburban 

area of Milan, without a systematic comparison to other case studies. Thus, the contingent aspect of 

the research, not enriched by juxtapositions with other areas or cities, has inevitably influenced the 

considerations elaborated during the analysis. Time restrictions and the limited availability of material 

have impacted on the research’s result as well.  

Additionally, if strong attention has been focused on the stakeholder dimension of community-based 

smart city projects, and in particular on the local community, its internal composition and diversified 

role, more marginal analysis has been conducted on the other stakeholders. Furthermore, the case 

study covered a limited part of the overall discourse concerning smart cities and communities, 

addressing the project level only without dwelling on strategic considerations at a city level.  

Building on the present thesis, and in particular on the methodology adopted in order to identify the 

salient stakeholders of a smart community, future research may adopt a broader perspective, and 

conduct a comparative analysis of two or more case studies in different areas of the same city. This 

would allow, first of all, the assessment of the context-dependency of community-based smart city’s 
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projects in terms of drivers and key stakeholders, and the social, technological and managerial issues 

that must be tackled. On the other hand, it would allow the analysis of the institutional dynamics and 

policy implications of orchestrating a plurality of projects that aim at boosting the smart development 

of the city’s sub-communities. 
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Appendix 2: Affinity Diagram 
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Appendix 3: Milan City Map  

As it can be seen in the 

map legend, the red-

stripe area represents 

Quarto Oggiaro.  

 

 

 

Source: adapted 

from Colombiani 

and Monti, 2014 
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Appendix 4: My Neighbourhood My City’s Gantt Chart 

Key:  

PoliMi = Politecnico of Milan; SPI = Sociedade Portuguesa De Inovacao; SINTEF = Stiftelsen Sintef; DRI = Dri - Consultoria Informatica 

Lda; METRO = Metropolia University; ARCH = Archeometra Srl; AAU = Aalborg University. 

RESP 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30

A. Project's Vision, Concept and Methodology

1. Project's Vision PoliMI

2. My Neighbourhood Concept PoliMI

3. Living Lab Methodologies SPI

4. Gamification Methodologies SINTEF

B. Living Lab Scenarios and Co-design Activities

1. Living Lab Community Engagement PoliMI

2. Neighbourhood Models Co-design PoliMI

C. My Neighbourhood Platform

1. Platform Architecture DRI

2. Co-creation of Community Engagement  SINTEF

3. My Neighbourhood Platform DRI

D. Pilot Implementation

1. Internal Workshop for Pilot Implementation METRO

2. Milan Pilot Implementation ARCH

E. Pilot Testing and Evaluation

1. Internal Transfer Workshops PoliMI

2. Testing and Evaluation of the Milan Pilot PoliMI

F. Sustainability and Business Model

1. Market Analysis SPI

2. Business Modelling AAU

3. Sustainability and Exploitation plans FEAP

4. My Neighbourhood Scalabity PoliMI

5. Policy Reccomendations SPI

G. Project Management

1. Project Execution, Monitoring and Control Alfamicro

2. Risk Management Alfamicro

3. Project Communication Alfamicro

2013 2014 2015



98 
 

Appendix 5: Quarto Food 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

Service page on My Neighbourhood digital platform 

Lagrange High School’s restaurant hall 



99 
 

Appendix 6: Quarto Gardening   
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Local parish’s flowerbed, February 2014 

Local parish’s flowerbed, June 2017 
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Appendix 7: My Neighbourhood My City Digital Platform 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

 

Platform front page 

Booking page for the Quarto Food service 
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Appendix 8: Quarto Food & Quarto Gardening’s Costs of the Service  
 

 

 

Quarto Food Club:                    

 

 

 

 

 

 

  

• Cost of labour: the meals are cooked by the students of G.L. Lagrange and A. Greppi 

schools as part of the internship period they are required to complete before getting the 

diploma. The students’ insurance policies are guaranteed by the school. 

• Cost of the food: it is guaranteed by the resources of the school as part of the regular school 

program. 

• Cost of transportation: the bus of Spazio Agorà is used to pick up those people who cannot 

reach the school’s restaurant by themselves. The oil’s cost was comprised in the meal’s 

price.  

• Price of the service (€ 8 per meal): for those who could not afford the meal’s price, a 

voucher’s system is guaranteed by the municipal Welfare Department. 

 

• Cost of labour: similarly, to Quarto Food, the students of V. F. Pareto school guarantee 

the delivery of the service, as part of the internship program they have to complete. The 

students’ insurance policies are guaranteed by the school. 

• Cost of composter and bins: such resources are provided by the school, as part of its 

scholastic equipment material. 

• Cost of the gardening equipment (i.e. garden hoses, scoops, trowels; wheelbarrows.): the 

private company Syngenta provides such resources as technical sponsorship, as part of 

their Social Corporate Responsibility program. 

 

Quarto Gardening:  
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Appendix 9: My Neighbourhood My City Consortium 

 

  
Member Country 

Alfamicro - Sistemas de Computadores  Portugal 

Municipality of Lisbon Portugal 

Dri - Consultoria Informatica LdA Portugal 

Sociedade Portuguesa de Inovacao S.A. Portugal 

Stiftelsen Sintef Norway 

Municipality of Birmingham United Kingdom 

Cen Group Ltd United Kingdom 

Municipality of Milan Italy 

Politecnico of Milan Italy 

Archeometra Srl Italy 

Aalborg University Denmark 

Sekoia Aps Denmark 

Municipality of Aalborg Denmark 

Metropolia University Finland 

Euractiv.com United Kingdom 

European Network of Living Labs Belgium 
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Appendix 10: Exploratory Interviews  

As explained in Chapter 3, the exploratory interviews have been conducted in order to gain more 

informed and practical knowledge about Milan Smart City’s program and to choose a case study that 

would be consistent with the present research. Thus, it has been chosen to not report the complete 

transcript of each interview, but only the salient points.  

10.1 Notes from the interview with Alessandro Manfredonia e Piero Pelizzaro 

Date and Place: Feb 2nd, 2017, Milan 

Duration: 41’ 47’’ 

Alessandro Manfredonia: Project Manager at the Smart City Office, Milan Municipality. 

Piero Pelizzaro: Project Manager at the City Planning Office, Milan Municipality. 

The interview has been mainly focused on the overall Milan Smart City’s program remarked by the 

following characteristics: 

An inclusive and collaborative approach that promotes the involvement of diverse stakeholders in 

order to increase their awareness of the smart city’s concept and benefit from their contribution. 

A heterogeneity of several small-medium size projects mostly supported by public funds and scattered 

around the city, concerning in particular smart governance, smart mobility and smart people.  

A focus on the outskirts in order to encourage their urban regeneration, reduce their isolation from 

the central parts of Milan and boost a sense of community at both a city and neighbourhood level. 

The municipality as enabler and coordinator of such projects and initiatives in order to pursue a 

metropolitan and strategic vision able to imbue consistency to the city’s smart agenda.  

10.2 Notes from the interview with Anna Cristina Siragusa 

Date and Place: Feb 20th, 2017, Skype Call 

Duration: 46’ 09’’ 

Role: External Relations Manager at Smart City Office, Milan Municipality.  

The interview has been focused on the smart city’s projects launched in Milan that have been 

remarked by a strong participative approach: 

• My Neighbourhood My City, 2015 
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• Participatory Budgeting, 2016 

• Milan Sharing Economy, 2017 

• Civic Crowdfunding, 2017 

10.3 Notes from the interview with Paolo Maneo 

Date and Place: Feb 26th, 2017, Skype Call 

Duration: 58’ 32’’ 

Role: Urban Planner at KCity, Milan, consulting company focused on smart development and urban 

regeneration projects in Milan and its metropolitan area. 

Maneo has been contacted because of KCity’s past collaborations with the municipality of Milan and 

of the other towns around the city.  It has been discussed the modus operandi of the current urban 

projects concerning urban regeneration and social inclusion, highlighting the importance of using a 

participative and inclusive approach that starts with a profound analysis of the territory. It also been 

stressed the importance of creating a network of different stakeholders with whom develop the 

project.  

10.4 Notes from the interview with Andrea de Guio 

Date and Place: March 3rd, 2017, Milan  

Duration: 21’ 39’’ 

Role: Junior Project Manager at FoodPartners. 

Andrea has been contacted in order to gain information about a new smart city’s project launched in 

Milan, in the area of Porto di Mare, called OpenAgri, that could be a potential case study for the 

present research. However, during the interview it has emerged the fact that the project was at its 

preliminary phase, thus a limited amount of information was available about it.  
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Appendix 11: Semi-structured-in-depth Interviews  

As specified in Chapter 5, the project’s challenges and related solutions, quoted in the analysis of 

sub-question #2, have been underlined in the following transcripts in order to facilitate the reader in 

the comprehension of the collected material. Each underlined quotation is also combined with one of 

the codes created for each typology of challenges, as shown in Table 6 and 7. 

11.1 Interview with Anna Cristina Siragusa 

Role: External Relations Manager at Smart City Office, Milan Municipality 

Category: Government  

Date and Place: March 2nd, 2017, Milan 

Duration: 47’ 32’’ 

R: Researcher 

A: Anna Cristina Siragusa 

 

[Brief explanation of the purpose of the present research] 

 

R: First of all, I would like to have few information about Quarto Oggiaro and in particular why it 

has been chosen as the project’s pilot area? 

A: The municipality usually tries to spread its projects in each of the area of Milan. Quarto Oggiaro 

has already been part of a previous big project in 2002-2006 called Urban II that has resulted in the 

restructuration of Scheibler Villa and has generated a positive impact on the community. So, we’ve 

already had some contacts with the locals. Indeed, the first people we contacted were the president of 

Villa Aperta, Aaron Paradiso and a well-known young politician, Fabio Galesi, as key actors of the 

neighbourhood with the intention to create a connection with the territory and get the attention of the 

locals (SS.2). 

Moreover, Bacchetta, director of the Smart City council at that time, decided to take part to the project 

and he chose Quarto Oggiaro because of the problems and challenges still characterizing the area, but 

also with the intention of create a critical mass of different projects: indeed, the fact of developing 

more than one project in the same area it facilitates then the collaboration and synergy among those 

different projects (Urban II, Tira su la Claire, etc.). 
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R: Why the municipality decided to take part to the project and what were its expectations? 

A: We believe in the work usually pursued by Politecnico because our previous positive 

collaborations. The project was also in line with the Smart City’s program of Milan. It was also the 

first project with this strong co-design connotation, so we wanted to experiment it and see if it was 

possible to use it in other projects as well.  

R: What was your role in the project? 

A: Each pilot was remarked but three different partners: the research department that was in charge 

of the coordination of the project and of the co-design part, the Politencico of Milan. The municipality 

that represented the area where the services were experimented. So, my role was to represent the 

municipality in the project, in the presentations of the project to the locals and the international 

partners, during the worktables. But I also personally contacted some locals, such as the Don Roberto, 

the priest of the local parish and I participated to the meetings with the schools.  

In the project, there was also a technical partner with the aim of developing the platform in each 

neighbourhood, a platform that should have been developed using different tools such as gamification 

and edutament. Such tools have been previously thought and chosen as part of the community 

involvement strategy by the coordinator of the project who was a ICT provider company called 

Alfamicro and based in Lisbon. Our technical partner was Archeometra from Bassano del Grappa.  

R: Why did you chose a technical partner from Bassano del Grappa, and not Milan? 

A: Because the Politecnico of Milan who proposed the project to the municipality had already 

collaborated with Archeometra in the past. Archeometra was always available to come here to Milan, 

they also organized workshops in the two schools in order to engage the students to use the platform.  

They previously worked in other similar projects with a strong social mission and I think this 

facilitated their work and their dialogue with the locals.  

R: If you have to think about any crucial issue or challenge encountered during the project which 

are the ones that come first to your mind? 

A: Well, I would say creating the connection with the locals. The identification and involvement of 

the community and local stakeholders have been hard and time-consuming. It took about two years 

and it was in part planned by the project because of the fact of proposing something new to the 

neighbourhood (SS.1). On the other hand, it has been pretty difficult. There are internal issues and 

dynamics within the community to deal with, going from sense of collaboration to great 
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competitiveness and jealousy about their own work, to friendship. So, lots of patience, flexibility and 

listening skills were necessary (SS.1) 

Also, the fact of working with other sectors of the public administrations was not so easy; there’s a 

strong silos mentality (e.g. departments involved: mobility, environment). The other departments 

always collaborated pretty well with us, but at the beginning we struggled in trying to convince and 

clearly communicate to their director what we were doing and what were the mission of the project. 

What I’ve learnt is that, as employee of the municipality, I cannot personally communicate and 

explain to my colleagues how to work and what approach adopt to implement the project, it is 

necessary to firstly make some institutional steps and respect the hierarchical positions. In this way, 

EU projects are an occasion for us, public officers, to experiment and learn how to relate to each 

other, how to organise the work within our department. Also thanks to the confrontation with other 

cities. Especially when you have to deal with people who are not used to work with EU projects. The 

mutual sharing of best practices and know-how, the respect of specific deadlines and objectives, was 

extremely useful for the project’s implementation, but also for our professional growth (MS.1). 

R: Besides being an advantage in terms of knowledge sharing, was the presence of a large variety of 

actors an issue? 

A: Well, time issues were related to the difficulty of coordinating several stakeholders involved also 

in the final services we created, meaning Quarto Food and Quarto Gardening. Indeed, we had to verify 

the feasibility of the proposes, convince the directors of the two schools, engage the students to take 

part to the services, but also engage the local people to use the service and also the My Neighbourhood 

platform for any communication regarding the services and for the booking system.  

For example, we struggled a lot with the launching of the Quarto Food service because we firstly 

involved the Frisi High School that initially declared fully availability to provide the service, but 

eventually decided to give up due to some practical issues related to the payment of the service by 

the clients (SS.1). Basically, after several meetings with the headmaster and the professors, we were 

sure to have assured their involvement as well. But when the service was ready to be launched, the 

headmaster decided to abandon the project, due to some formalities related to the meal’s payment. It 

had been decided to not allow the credit card payment because not so used by the elderly, and while 

the Lagrange School’s director was happy with the cash payment because it would let the students of 

the accounting high school practice with calculations and cash payments at the reception and with the 

digital platform, on the other hand the director of the Frisi School was completely against the idea of 
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letting the students manage the money. Because of that eventually the Frisi school did not take part 

to the project, although they were fully equipped for the project (kitchen, food, simulation of the 

service). For us it was more a fact of having spent lots of energy and time in getting in contact with 

the director, convincing him and the professors, diplomacy and bureaucracy one, and because of a 

little practical issue, the service was not launched in that school. The only way for the director was 

through credit card payment that however was not favourable for the final clients and it would have 

than provided a not user-centred service.   

We had problems also with the Amoretti School regarding Quarto Food. Indeed, due to the temporal 

working positions of its professor, the continuity of the service could not be guaranteed. Also, the 

professors of the first year of the project were interested in the initiative, unlike the ones of the year 

later who were lured by another project, proposed by a Milan’s bank foundation, that was providing 

economic resources, which were not guaranteed by My Neighbourhood My City. 

We also had to face very practical and silly problems that could actually have a negative impact on 

the development of the project, such as paying a surveillance staff to keep the location of the meetings 

(i.e. Schleiber Villa) opens late afternoon. It sounds like a very simple task but it actually implied lots 

of bureaucratic procedures. 

Again, in relation to another school, an elementary one, Via Val Lagarina, problems raised in the 

management of the flowerbeds and the respect of the flowers and in general of the stuff of the school. 

The professor of the Lagrange High School has decided, after a first analysis, of the areas of the 

elementary school to remove some plants, as part of a shared project between the two schools. Once 

removed that, one of the teachers of the school wrote to Corriere della Sera newspaper (to Lina Sotis) 

about the fact, saying how much that plant was important for her students and showing a fake picture 

as well. It eventually became a political case. Lina Sotis’s answer leveraged on the fact exaggerating 

and talking about how EU projects destroy the local resources and the memories of kids. What the 

people got was the fact that they removed a beautiful and ancient plant (as it could be seen from the 

fake picture) part of the heritage of the school, while the reality was that they just removed a plant 

the expert has assessed as sick. So, basically a misleading in the taking care of a single flowerbed had 

caused the discontent of people with the consequent article on the local newspaper, escalating in 

claims about the negative effects of projects imposed by the European Commission, which is 

somehow absurd.  
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R: So, a large part of the critical issues was related to the management of the local community. 

A: Yes, some peculiarities or issues could not be learnt and predicted in advance, for instance how 

many people you would actually be able to involve in specific meetings or in the use of My 

Neighbourhood platform, thus it was a constant learning-by-doing, that resulted in the creation of a 

working fabric and environment, gradually created through multiple meetings and a constant 

exchange of ideas also in a more human way. 

R: What do you mean with this last statement? 

A: I mean that people need to understand or at least perceive how much passion and commitment you 

have in the implementation of the project, especially the local people. It is important to deliver the 

message that we consider the project and its activities not just a mere working task, but as something 

we believe in and care about (SS.1), because of course such project would potentially personally 

affect them. This is also why we ended up more than one time at working after the normal working 

hours and in more informal occasions, such as a pizza parties (SS.1). Eventually time was not any 

more a problem for us, because of the commitment we gradually developed for the project and for 

obtaining a good result. Thus, challenging but also with great satisfaction when we could involve lots 

of people (e.g. during the meetings).  

The greatest challenge has been proposing to the local people a project that would have provided not 

material, and more specifically, economic resources but a different form of support: the know-how 

of service design and ICT experts, leaving to citizens the freedom (perceived by someone as a burden) 

to decide how to use such intangible resources. Citizens felt at the beginning disoriented and free to 

express any opinion regarding any type of issues concerning the neighbourhood, also those that could 

not be solved with the resources of My Neighbourhood or simply those problems not related to the 

project’s objectives. It seems that citizens perceive the municipality as a single entity, without 

distinguishing each department. Moreover, another problem has been being able to maintain the 

interest of the civil society and the population, once they realized we would have not provided them 

with economic resources. It has been hard for them to comprehend and recognize the value and the 

benefits that such project could give. 

R: How did you manage this issue?  

A: We tried to communicate with them using their language and their frame of references (TS.1). In 

other words, we tried to understand and incorporate their mindset in order to reach the same wave’s 
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length. To be honest, such task has been well performed by members of Politecnico and Archeometra 

who were able to talk to the people with a proper tone, language and clarity, showing practical 

scenarios and picturing detailed situations in which the project’ tools could be useful (TS.1). I 

remember Ricardo Stocchi of Archeometra saying for instance: “It would not be nice if the moms of 

the area could have more free time if we organise […]”, or “Have you ever thought […]”. He was 

able to give them stimulus to think about problems but never solutions, because the idea was to co-

design the potential solutions with the citizens themselves, even if it would have been by far easier 

present them already specific improvements and solutions.  

Such approach has been appreciated by people, even if we struggled a lot in reaching it, especially 

because of the lack of immediate benefits. People were saying: “Why are you asking me to do 

something, such as making the neighbourhood safer and livelier, that is actually a duty of the 

municipality?”. The game changes when people start getting engaged. Still, this is a typical Italian 

problem. Indeed, citizens in Italy are not used to be involved in the design of services that should 

answer their needs. This fact also explains why at the beginning we perceived a general sceptical 

curiosity by the locals (SS.2). I remember one citizen told me “What do you want from us again? 

Every time you come here and turn upside-down the neighbourhood” (SS.2). And I understood we 

were dealing with very sensitive people who did not want to feel as animals in a circus, and it was 

extremely important understand them and their social needs.  

R: How did you manage to get people’s attention?  

A: We firstly contacted key players of the neighbourhood, such as the church’s priest and some of 

the associations of the area, such as Auser 20, in order to promote the project. We tried then to seize 

the digital platform and its features to engage the local people. For instance, one of the page of the 

platform was called MarketPlace developed for the retailers of the area, it actually did not work 

eventually due to legal requirements. Nevertheless, that was the trigger point for the starting of 

another project promoted by the municipality called Sharing Economy. We also tried to develop on 

the platform a sort of local Groupon, that actually has not been implemented perhaps due to the lack 

of interests of the users. 

R: How would you define the outcomes of the project? Was it a successful project? 

A: It has been the first participative smart city’s project we undertaken, so I can say we feel satisfied 

with its result, even if the platform could have been used in a more engaging way. Anyway, Quarto 

Food and Quarto Gardening had a great success and the acknowledgement by the two schools of the 
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values of the initiatives as training activities for their students has positively impacted on their 

continuity (MS.2). Indeed, they were also providing all the necessary resources for the delivery of the 

services, that in the end were entirely managed by the two schools (MS.2). We also have obtained a 

positive feedback by the students and the senior citizens. That has facilitated the repetition of the 

services in the subsequent school year (MS.2). 

It was also a pilot project, so its experimental nature has definitely had an impact on its final result. 

Anyway, we learnt a lot from it, for instance in terms of potential other projects and practices that we 

could use in other contexts, such as the co-design practices.  

At the beginning my concerns were related to my skills and competencies and how I could help and 

contribute to the realization of the project. Thanks to the great collaboration with the scientific partner 

and the technical one, and thanks to the overall collaboration with the project coordinator and through 

the coordination with the other pilots on the BaseCamp platform, we could understand and stayed 

updated on the improvements of the other players and learn from best practices. So, for instance, the 

people of English pilot in Birmingham were always the first one in posting something of BaseCamp, 

also due to their greater simplicity in writing reports, and we could learn from them.  
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11.2 Interview with Grazia Concilio 

Role: Professor at Milan Politecnico, Department of Architecture and Urban Studies 

Category: Academic field 

Date and Place: March 13th, 2017, Milan 

Duration: 43’ 24’’ 

R: Researcher 

G: Grazia Concilio 

 

[Brief explanation of the purpose of the present research] 

 

R: Talking to Anna Cristina, I understood that it was the Politecnico that proposed this project to the 

municipality of Milan. I would like to know then how did My Neigbourhood My City start and who 

was the main proposer of the initiative? 

G: My Neighbourhood My City started at the end of 2012 and it is connected to a previous project 

called Periphéria, that required some important clarifications regarding smart cities and the 

exploitation of ICT devices. We wanted to experiment in a real-life situation the use of such 

technology to effectively enhance its services and its citizens’ life conditions, since it is usually given 

for granted.  

We did the application for a call proposed by the European Commission together with Alfamicro, 

that became the project’s coordinator and other partners from different cities. We then involved in 

the projects other few public and private actors, specialized in different field from the technological 

one, to the communication one. 

R: So, what were the drivers that encouraged the Politecnico to undertake this initiative? 

G: As researchers and professors of city planning and service design we felt the need to explore more 

in depth the smart city concept, especially because of the fact that city planners have always tended 

to ignore the use of technology to enhance a city’s services and infrastructures. On the other hand, 

multinational ICT’s companies have already started experimenting the use of technology in the urban 

fabric, becoming more experts of the field than urban planners. The problem is that they usually have 

only commercial purposes, thus they are guided mainly by market’s logics. Yet, the city cannot be 

seen only through market logics, since it is a complex entity based on pluralities and fluid systems. 
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Thus, My Neighbourhood My City was based on the idea that the characteristics of a place could 

suggest improvements to the place itself and to the habits of the people living in that place, through 

a co-design process implemented together with the local citizens. 

We then wanted to explore the creation of services at a neighbourhood level instead of a city one, as 

a response to the general de-spatialization that current cities are facing due to several reasons, such 

as the rise of social media and digital devices. Thus, we started asking ourselves what people need in 

to enhance the quality of life in their specific neighbourhood.  

R: What do you think about Quarto Oggiaro and the decision of locating the project in that area? 

G: The decision has been taken by the municipality of Milan. The fact that we have already worked 

in the area and we knew its key actors has contributed to the final decision. Quarto Oggiaro is a very 

particular area of the city. It doesn’t have a good reputation and it is usually isolated by the rest of the 

city. Its status of isolation is also worthened by its position, because it is physically restricted within 

a triangle formed by two highways and a train station. Thus, people pass through Quarto Oggiaro, 

only if they are intentionally going there. Yet, it is actually one of the most active neighbourhoods of 

Milan.  

I think it is also important to say that the various associations that work on the territory tend to be 

very jealous of their activity and they struggle to cooperate with external actors (SS.1). This is due to 

the fact that projects’ proposers usually choose Quarto Oggiaro only because of its bad reputation, 

with the purpose of exploiting its popularity. There is also a very strong resistance against people that 

are not part of the neighbourhood, because the local organisations perceive them as a threaten to their 

own activities. I have been dissuaded by the possibility of proposing a second project in Quarto 

Oggiaro, after the end of My Neighbourhood My City, due to the extreme resistance perceived from 

the locals. This is fault of the municipality, that in the past has extremely limited its services in Quarto 

Oggiaro.   

R: What was your role in the project? 

G: Politecnico was officially in charge of coordinating all the activities concerning the design and 

co-design phase of the project. Two departments were involved: the one of Service Design and the 

one of Urbanism.  In practice, we also had to deal with tasks related to the involvement of the local 

community in the project’s implementation and in the use of the digital platform. So, our tasks were 
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not just limited to our field of competence but we had to deal with situations and dynamics for which 

we didn’t have specific skills. 

R: Did this issue impact on the project’s implementation and results? 

G: Well we had to struggle a bit to involve the community, but eventually we did it.  

R: How did you manage to do that? 

G: With a lot of patience and efforts. Great competency, patience, flexibility and the willingness to 

work after hours were required too (SS.1). 

R: Okay, so if you have to think about any crucial issue or challenge encountered during the project 

which are the ones that come first to your mind? 

G: Well, first of all, projects like this one, that are funded by the European Commission, are meant 

to experiment and explore new solutions, thus it is normal to face several and sometimes unexpected 

problems. Also, you need to combine the European Commission’s call’s requirements with the 

context’s peculiarities, especially when the project is simultaneously implemented in four different 

cities (MS.1). 

More in general, the main challenges encountered during the implementation of My Neighbourhood 

My City concerned the relation with the local community, the communication with its members and 

the realization of effective services (SP). Working with local communities requires lots of patience. 

In other countries, there are professionals who work as intermediators that facilitate the interrelation 

between the promoters of the project and the local community. In Italy, such professional figures are 

not usually involved in smart community’s initiatives (SS.1).  

Moreover, the local communities have gradually lost a sense of trust in public institutions and external 

actors. Thus, another problem is gaining people trust and commitment (SS.2). I think it is important 

to notice that the more recent attention of the municipality and other actors on the area, instead of re-

build the relationship with the locals, has furthered deteriorated it due to the discontinuity of such 

projects, all with a temporary duration and with no long-term approach.  

Thus, the difficulties in managing the relationship with the local communities is typical of this area 

and it is strictly related to its past history. If we do a similar project in another area, such as the one 

around Politecnico, we would probably not have such problems. 
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Other concerns were related to the local community and to the ability of creating a connection with 

its members. As I said, it requires great flexibility, the willingness to work after hours and in the 

weekend because, of course, people are free only in those moments (SS.1). Even if we are all aware 

of issues related to community’s involvement, we still tend to not involve community’s experts in the 

project’s implementation, mainly due to economic reasons and the incapability of acknowledging 

their importance. In My Neighbourhood My City the Politecnico had to take care of these issues. 

Indeed, although the municipality of Milan claims its strong mission towards a participative and 

inclusive smart city, it does not have the resources to actually implement such vision. The 

organisations able to do that in Milan are small institutions, such as Avanzi, which, however, are 

called by the municipality only when it cannot find anyone else who could do that for free.  

R: Did you encounter any problem in the services’ design phase? 

G: Well, when you deal with communities, you need to be careful regarding the development of the 

ICT tools as well. People have usually simple needs and problems, so you need to think about simple 

technology, otherwise they will use those devices that they already know and they are familiar with 

(such as WhatsApp and Facebook groups) (TS.1). In fact, such tools, especially whatsApp, have 

already succeeded within neighbourhood’s communities because of the fact that are situated, 

localised, easy to use and involve a finite number of people.    

Our platform tried to simplify as much as possible, it had a simple interface and a territorial structured, 

meaning one web-page for each neighbourhood, in order to leverage on the strong geographical 

identity of each neighbourhood (TS.1). 

People do not need to revolutionize their routine and life style with extravagant technologies, such as 

virtual realities, augmented realities, they are fine with frugal form of technology. Yet, ICT 

companies still struggle in keeping in mind the importance of developing software and platforms with 

simple and basic functions, and evaluate only subsequently the possibility of installing additional 

features that might make the devices more complex. They prefer to design and develop the final 

product without a real confrontation with the final user. This makes the appropriation process of the 

ICT device by the final user very complex and usually unsuccessful. It is more a mindset issue, rather 

than an ICT-related one: people think about technology in a very simple way, they cannot imagine 

the level of complexities that only an insider of the field can think about. 
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R:  Taking into consideration the large number of stakeholders involved, did you face any other 

problem? 

G: The project was structured in a way that helped handling the large variety of involved stakeholders. 

Indeed, there was front office personnel and back office personnel. The former dealt with the local 

communities, the latter with organising all the required activities. Moreover, leveraging on previous 

connections has definitely facilitated the launch of the program, due to the easy access to resources 

already existing, either material, such as the archetype of the digital platform, and intangible ones, as 

spirit of cooperation, easier communication and simple empathy. 

R: Do you think that all the encountered difficulties have slowed down the project’s implementation 

and jeopardize the effectiveness of its final result? 

 

G: Not really. Good results have been obtained anyway. The designed services were able to 

effectively answer specific needs felt by the population. Moreover, we managed to broaden our 

knowledge on service design and co-design practices and get new insights on how using these 

techniques in a urban context.  
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11.3 Interview with Giampietro Berti 

Role: CEO at Archeometra S. r. l., Castelfranco Veneto 

Category: ICT company, project’s technical partner  

Date and Place: March 23rd, 2017, Skype Call 

Duration: 37’ 08’’ 

R: Researcher 

G: Giampietro Berti 

 

[Brief explanation of the purpose of the present research] 

 

R: How did Archeometra get involved in the project?  

G: We’ve been contacted by Grazia Concilio of Politecnico of Milan, because of previous 

collaborations during other projects.  

R: And what were the reasons and incentives that pushed the company to take part to the project? 

G: We decided to take part to the project because we got interested in the idea at the basis of My 

Neighbourhood to change and enhance people’s habits through the use of technology and innovative 

devices, which I think is something particular ambitious, and that’s why it was particular interesting 

for us. Thus, our idea was to get involved in an experimental project carried out by universities and 

have the possibility to give our technologic contribution in order to investigate its potential 

advantages and market exploitation. We usually benefit from our relations with universities and their 

research department and we wanted to experiment in practice specific measurable objectives.   

R: What was your role in the project? 

G: Our tasks at the beginning were not that clear. Only during the planning and design phase of the 

services we got an idea of what we could be our role and how we could help, even if there was still 

lack of clarity regarding the project’s objectives (SS.3).  

R: Do you mean a lack of clarity regarding how to plan and implement the project? 

G: No, well, I mean in general. My impression is that projects, like My Neighbourhood My City, are 

launched merely for speculative reasons, without producing a real added value to the involved cities 

and its community. I think that this phenomenon is more common in Europe rather than other 

countries. EU projects tend to be overwhelmed by an excessive bureaucracy, or they end up providing 

benefits only to few stakeholders, such as universities and their partnered companies. My 
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Neighbourhood My City is a clear example of it, and of course such situations are particularly 

frustrating to all the others who take part to the projects. For example, the My Neighbourhood My 

City platform seemed to be developed in order to answer to the specific objectives of the European 

Commission, without a real assessment of its utility for the local population. 

Anyway, going back to your previous question about our role, we were the technical partner of the 

pilot in Quarto Oggiaro; our initial purpose was the creation of an ICT data map that could connect 

people and objects with their geographic location, but we ended up by creating a booking system for 

Quarto Food and a series of consulting meetings with the students of the local schools to help them 

use and exploit the functionalities of My Neighbourhood platform at their best advantage. We worked 

very well with the students thanks to their high interests and energy in gaining new skills and 

competencies. 

R: What do you think about Quarto Oggiaro and the decision of locating the project in that area? 

G: I think there are great potentialities in Quarto Oggiaro. Key targets of Quarto Oggiaro are both the 

elderly, who are confined in a status of isolation, and the young generation who tries to emancipate 

itself. Such polarisation between the two targets opens two interesting technologic scenarios, one 

regarding technology-led services that can enhance the health system and medical care for the elderly, 

the other related to the opportunity of increasing the visibility of the youth, who suffer from a sense 

of claustrophobia in a suburban area that does not offer them so much.  

R: If you have to think about any crucial issues or challenges encountered during the project, which 

are the ones that come first to your mind? 

G: I have the impression that the services developed as the results of the project are insignificant in 

comparison to the amount of resources invested. But I also understand there were specific EU 

requirements to respect and they inevitably reduced the project’s scope of action, also in terms of the 

private partners that could have been involved.  

Moreover, we did not get a real feedback of what we have done, which is something particular unusual 

for us, especially because we are a software company, thus we need to assess and evaluate critical 

phases such as the testing and roll out of what we develop. I think that it is necessary to involve, first 

of all, a local project’s manager in order to improve the overall coordination of the project (SS.1), 

and maybe a third actor: a sort of super partes actor, able to assess the effectiveness and feasibility of 

a business plan and of the general service-development plan.  
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R: I got the chance to read the report of the project’s first year and it presents also the income 

statement and balance sheet of the first year, together with an assessment of the fulfilment of the 

project’s objectives. 

G: Honestly, I don’t think I had the opportunity to read it.  

R: Can you think about any other problem faced during the project? 

G: I think there was a lack of communication between the project’s organisers and the local people. 

What we perceived from the local community was the need of a direct and constant support by the 

municipality, instead of a temporal project with uncertain results.   

R: Did the fact of working with the local community influence your working approach? 

G: Well working with local communities is a real job (SS.1). We leveraged on the experience gained 

during previous projects undertaken with other local communities. Indeed, we managed to build an 

open and fruitful dialogue with the citizens involved in the project. 

R: How would you define the outcomes of the project? Was it a successful project? 

G: We ended up by reflecting on social loyalty (MS.2). Thus, we did have an enrichment and some 

sort of benefits from this project. Social loyalty is based on the idea that for any action you undertake, 

you eventually get a prize. For instance, when I go to get gas for my car, part of it is put aside in order 

to be used for public transportations, or children bus, creating a system of tangible benefits for the 

local community. I personally believe that is an idea with strong potentiality.  
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11.4 Interview with Fabio Galesi 

Role: President of Council 8, Milan Municipality 

Category: Local Community 

Date and Place: June 16th, 2017, Quarto Oggiaro 

Duration: 15’ 35’’ 

R: Researcher 

F: Fabio Galesi  

[Brief explanation of the purpose of the present research] 

R: What do you think about the fact that Quarto Oggiaro has been recently subjected to several 

projects by the municipality, the EU commission, etc.? 

F: I think it’s important that the neighbourhood re-gains the attention of the public institutions. This 

brings new resources to the area, it questions its status quo and it re-activates the local population. 

Too often the area has been considered as a ghetto, due to disinformation and the media’s tendency 

of showing only the bad aspects of the area. Moreover, due to the fact that Quarto Oggiaro is 

frequently object of projects from different departments of the municipality, local citizens have the 

impression to be trial cases for experimentations (SS.2). Thus, it is important to keep a certain level 

of consistency among the proposed projects and let the locals “metabolise” them. I know that in order 

to facilitate this process, when My Neighbourhood My City has been launched in the area, the 

municipality contacted me and Aaron Paradiso. Aaron is the President of Villa Aperta, which is a 

second level association of Quarto Oggiaro that comprises and coordinate a large number of the local 

associations. This is also why My Neighbourhood My City has got in contact with Villa Aperta, 

because of its combination of various entities with different catchment areas, such as the elderly, the 

kids, the youth, fragile families, schools and kindergartens. 

R: How did you get involved in the project? 

F: As I said, the municipality contacted me. But to be honest, I was not involved that much. I didn’t 

take part to worktables or other workshops. I think they contacted me in order to have my general 

support to the initiative.  Moreover, in that period I was working to other projects as well, so I didn’t 

have that much time to spend on this initiative.  
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R: Okay, so you just played a marginal role in the project. How would you define it? 

F: Well I don’t know how can I define it. I was a sort of link between the municipality, who knows 

me since I’m part of the municipal council n8, and the local community. I don’t want to sound 

exaggerate, but because of the fact that I have always taken part to the initiatives of the neighbourhood 

and I was part of Spazio Baluardo, one of the most active associations in the area, I can say that I 

know a fair amount of people here.  

R: If you have to think about any crucial issue or challenge encountered during the project which 

are the ones that come first to your mind? 

F: Due to my marginal role in the project, I don’t feel like I can answer this question, I’m sorry. 

R: It’s totally fine.  How would you define the outcomes of the project? Was it a successful project? 

F: Again, I didn’t follow the project in all of its phases so I can’t really answer the question. I know 

that the senior citizens of the area were happy with the meal’s service and the gardening one, but 

that’s all I know.  
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11.5 Interview with Aaron Paradiso 

Role: President of Scheibler Villa, Quarto Oggiaro, Milan  

Category: Local Community 

Date and Place: June 22nd, 2017, Quarto Oggiaro 

Duration: 56’ 54’’ 

R: Researcher 

A: Aaron Paradiso 

 

[Brief explanation of the purpose of the present research] 

 

R: What do you think about the fact that Quarto Oggiaro has been recently subjected to several 

projects by the municipality, the EU commission, etc.? 

A: First of all, not all the projects launched in the area had a real effect on the neighbourhood. You 

have to keep in mind that Quarto Oggiaro has specific socio-demographic characteristics. The 

majority of its population is coming from other parts of Italy or outside Italy. A sense of solidarity 

and collaboration has always characterized the area, but this does not mean that people are ready to 

accept any project presented in the area. Lots of projects have been presented as participative, but due 

to the requirements and parameters they had to follow, they ended up being too restrictive (MS.1). 

Thus, every time it is necessary to find a compromise with such parameters and not all the locals are 

willing to do that. I also think that the increased number of initiatives in Quarto Oggiaro is justified 

by the intention of the municipality to reduce the feeling of abandon and neglection that people here 

feel for the public authorities (SS.2). 

The project that really had a great positive impact on the neighbourhood and started a Renaissance 

phase of the area has been Urban II, because it was focused on boosting the association fabric of the 

area in a very well-defined and precise way. I considered it as a virtuous example. For example, the 

precise and well-defined explanations of the project’s objectives helped getting the attention and trust 

of the locals (SS.3), something that it was lacking in My Neighbourhood My City.  

Regarding the other projects, most of the time we felt they were imposed by other people and were 

not able to answer the local community’s needs. 
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R: How did you get involved in the project?  

A: As president of Villa Aperta, I have been contacted by the municipality. They firstly asked Villa 

Aperta and the other local associations to participate to a meeting in which the municipality, and 

Politecnico present the project.  

R: Why did you decide to take part to the project and what were you expecting from it? 

A:  Although the lack of clarity in explaining the project’s objectives and the technical language they 

adopted, I saw the potential of the project in terms of strengthening the sense of belonging to a 

community. I was really interested in the idea of a smart community and the possibility they were 

giving us to come up with solutions to specific needs of the community through the support of ICT-

devices. Moreover, the fact that they were allowing us to express our opinion and propose our 

solutions through a co-design process was very stimulating. 

R: What was your role in the project? 

A: As Villa Aperta, we were supposed to represent the local community and its interests. Moreover, 

I think they asked us to join the project because of previous collaboration. In general, Villa Aperta 

acts as a tool to intercept the needs of the local society and talk about them on the work tables 

organised with private and public entities. Indeed, the creation of Villa Aperta in 2008 after the 

requalification of Villa Scheibler and subsequently the opening of the Houses of the Associations 824 

in 2014 both based in Villa Scheibler have contributed to the enhancement of a network of 

associations in the area, due to the opening of a physical space for the community and its organisation 

and the coordination of the events and activities within the neighbourhood. Now Villa Aperta is facing 

a new problem: the strong mission is not perceived by the associations anymore and the associations 

themselves are getting old. Thus, the generational turnover within the associations, their inability to 

attract and retain volunteers, but also the Villa Aperta’s lack of a compelling mission have started 

jeopardizing the network and the ability to work together.  

 

 

                                                                 
24 The Houses of the Associations are second level associations (i.e. “associations of associations” in the 

Italian legislation). They are part of a project promoted by Milan municipality and CIesseVi (i.e. a third level 

association that provides consulting services to second level associations). 
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R: If you have to think about any crucial issue or challenge encountered during the project which 

are the ones that come first to your mind? 

A: A big barrier was the language sometimes adopted during the worktables: very technical and 

specific (SS.3). I remember that when they presented the project for the first time, the general mood 

of the local people was of strong scepticism and incapability of understanding their proposal. 

A consequential problem was the big misunderstanding of the project’s objectives by the local 

associations who were expecting something similar to Urban II: large economic and material 

resources to enhance their own program of activities. This badly impacted on the involvement in the 

initiative of the local associations. The problem is that it is hard for some people to understand and 

accept a form of returns that are not financial or material (SS.2). 

We subsequently started working with the members of Archeometra, who were very competent, easy 

to get along with because they could understand the community dynamics, since they had already 

worked in similar situations. They were present to all the meetings and work tables that have been 

organised, and they were able to create with us a strong connection from the beginning, because they 

previously participated to similar projects that involved the local associations of their area. They could 

therefore easily understand our concerns and supports our ideas. We started working together on the 

digital platform, that I personally liked because it was different from Quarto Web, the local website. 

The latter indeed is a showcase for information and communication to the residents, the former was 

more interactive and facilitated the communication among the residents. But, again, the work was 

proceeding slowly due to the difficulty perceived by the other involved associations in accepting the 

proposals of the organisers and trusting them. That’s the problem of projects imposed by external 

actors. I think that there should always be a preliminary phase whereby questioning the area and its 

inhabitants and understanding the actors and the potential collaborators that could help the project’s 

organisers. These activities should also be undertaken with the support of specific professional figures 

able to mediate and facilitate the dialogue between the local community and the project’s organisers.  

Urban II was a great success in Quarto Oggiaro thanks to the preliminary work undertaken before the 

actual design of the activities. Indeed, we did a lot of meetings, workshops and benchmark activities 

in other cities that gradually increased the know-how of the involved people and their awareness of 

the potentiality of their territory and of the project (SS.3). 

On the other hand, the services organised with the two schools were well-thought because they 

addressed real needs of the population, also through the involvement of the associations Agorà and 
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Auser 20. I had the chance to talk to part of the students of the two schools, and all of them were 

satisfied and enthusiast about the project, which is something that must not be given for granted, since 

it is hard to get it.  

But I think that although the great potentialities of the project, I don’t think that My Neighbourhood 

My City has been able to effectively enhance the sense of community in Quarto Oggiaro, with the 

only exception of Quarto Food and Gardening. I work as educator in various organisations, and I 

think that projects such as My Neighbourhood My City lack of specific professionals who know how 

to deal with communities remarked by specific social dynamics, values and beliefs (SS.1). 
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11.6 Interview with Don Roberto Villa 

Role: Parish Priest at S. Lucia Church, Quarto Oggiaro, Milan 

Category: Local Community 

Date and Place: June 23rd, 2017, Quarto Oggiaro 

Duration: 22’ 31’’ 

R: Researcher 

D: Don Roberto Villa 

[Brief explanation of the purpose of the present research] 

R: What do you think about the fact that Quarto Oggiaro has been recently subjected to several 

projects by the municipality, the EU commission, etc.? 

D: Well, I think it’s a good thing that the neighbourhood is having the opportunity to get renovated 

through public or private funds, but I don’t think that all the initiatives are able to suit people’s needs. 

I can talk about the members of my community, and for instance the elder population is remarked by 

very basic and pragmatic needs. I have sometimes the impression that launching the so-called smart 

initiatives and forcing people to try technological devices that they are not familiar with eventually 

creates more disadvantages than advantages.  

R: How did you get involved in the project?  

D: I took part to the project only in its final phase during the implementation of the services. Indeed, 

I’ve been contacted by Anna Cristina Siragusa who came here to the parish. She really wanted to go 

on with the project. She also briefly mentioned about one of the services, Quarto Gardening. 

R: What was your role in the project? 

D: Well I’ve been mainly involved in Quarto Gardening. Indeed, I proposed Anna Siragusa to seize 

the abandoned flowerbeds here in front of the parish. They are also positioned in a central area of the 

neighbourhood where lots of people pass by and stop on the benches: the elderly, moms with their 

kids and caregivers. I remember she actually had to solve a bureaucratic issue and she struggled a 

little bit in comprising such green areas in the project because she first had to ask the permission to 

the municipality, and more specifically to the department of the environment. Once solved this task, 

the control and taking care of the flowerbeds passed to the Pareto High School. The students started 

coming here, so I decided to organise a sort of snack time with also some members of the church to 

thank the students for helping regenerate the area. We then started a sort of collaboration with one of 
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the professors of the school: every time the guys were coming to take care to the flowerbeds, there 

were some members of my community who were available to give a help. Indeed, it was also a nice 

community’s occasion of sharing and communication between the students and the residents who 

were happy with the new flowerbeds and the possibility to use their herbs. The area is without any 

doubt regenerated and valorised and the people who live in the area or attend the Sunday’s service 

are delighted by the new flowerbeds and they also stop by to give a help when they see the young 

students of the local schools taking care of the plants.  

R: If you have to think about any crucial issue or challenge encountered during the project which 

are the ones that come first to your mind? 

D: Well, the designed service is undoubtedly positive, because it gave immediate benefits in term of 

regeneration and image of the area, and it’s still going on now. I am not sure though that it is properly 

communicated to the local population. I mean I try to promote it among the members of my 

community, but I also think that if there was some sort of official communication about the specific 

days in which the students take care of the green areas of the neighbourhood, more people would 

have the chance to give a help. I hope it is not just a temporary service because it is actually useful 

for both the locals and the students. 

Regarding the other service, Quarto Food, I know that part of our community took part to the service, 

since I encouraged them to book some meals at the school, but I am not sure is still in function now.  

Some of the elder citizens said it was very well-managed, but a little bit hard in terms of the booking 

system.  

R: What do you think of the project’s digital platform? Did you use it? Did your community use it? 

D: I have never used it and I was sceptical about it from the beginning. As far as my community 

concerned, large part of it is formed by senior citizens who has not a lot of familiarity with technology. 

Indeed, they told me they tried to use the online booking system, but they did not manage to use it 

unless with the help of their grandkids or sons. I think the personal relation or still the offline 

communication is better than the technological tool.  

R: How would you define the outcomes of the project? Was it a successful project? 

D: Quarto Food and Quarto Gardening has obtained lots of positive feedback from the community, 

at least mine. I am not sure about the utility of the digital platform.  
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11.7 Interview with Luciano Accalai 

Role: President of Auser 20, Senior Club, Quarto Oggiaro, Milan 

Category: Local Community 

Date and Place: June 25th, 2017, Quarto Oggiaro  

Duration: 18’ 09’’ 

R: Researcher 

L: Luciano Accalai 

[Brief explanation of the purpose of the present research] 

R: What do you think about the fact that Quarto Oggiaro has been recently subjected to several 

projects by the municipality, the EU commission, etc.? 

L: The project that has been able to renovate the area for real was Urban II, launched in 2002. We 

received a great help from the municipality and you can still see its results: Villa Scheibler, all the 

paintings around the neighbourhood together with the renovation of part of the public transportation’s 

system. Besides the project proposed by the municipality or other institutions, Quarto Oggiaro is one 

of the liveliest neighbourhood of Milan, not only because of the grassroots initiatives from the various 

organisations, but also thanks to exemplar local citizens, such as Aaron Paradiso and Fabio Galesi. 

Fabio and Aaron are born and raised here in Quarto Oggiaro and they have always taken part to the 

activities of the area through their social or political commitment. In particular, everybody knows 

Fabio because he’s always talking to the people of the neighbourhood, in the streets or at the bars; he 

tries to listen to any claim to stay updated on the local problems and be able to give a help. 

R: How did you get involved in the project?  

L: I was invited by the municipality at the first presentation of the project. I remember there was the 

municipality, the Politecnico of Milan and some other partners. Honestly, I was not familiar with the 

technical language adopted during the first meeting by the project’s proposers, this is why I initially 

struggled in understanding their intentions (SS.3).  

R: What was your role in the project? 

L: Well I was basically representing the senior citizens of the neighbourhood, I participated to some 

of the project’s worktables. I also got the opportunity to have some meals to the local high school and 

I tried to involve as many as other people I could convince.  
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R: If you have to think about any crucial issue or challenge encountered during the project which 

are the ones that come first to your mind? 

L: As I said before, definitely the language usually adopted was a bit too much technical. Moreover, 

the project did not manage to involve so many associations, unlike Urban II. And I think because 

people were not entirely interested or convinced by the project’s purpose.  

I think that the main problem was the fact that My Neighbourhood My City failed in not making the 

intermediate step of engaging the local associations (SS.2). Without that it was almost impossible to 

get the attention and interest of the citizens. Here, the local associations play a crucial role in 

providing small services to the population and because of that they are respected and supported by 

the locals. But I also know that sometimes it is hard to get the attentions of the local organisations 

because they tend to be sceptical towards projects proposed by the municipality, due to the lack of a 

fruitful dialogue among them.  

R: How would you define the outcomes of the project? Was it a successful project? 

L: Well I definitely enjoyed the meal service at the local high school. It was well organised, we could 

use the bus of the Spazio Agorà Association to go the school. The students were always very kind 

and the food was delicious. We could eat very high-quality food for a cheap price. I am a lucky person 

since, although I cannot cook, my wife is a very good cook. So, it was not that fundamental for me 

having lunch at the school, but it was still a very enjoyable experience. For some of the other clients 

it was actually a very important service, especially for those people who are not able to cook for 

themselves or do not want to eat every day alone at their place with no company. Only the booking 

system was a little bit difficult to use, because it was everything online and for me and my wife it 

would have been easier doing everything in person.  
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Appendix 12: Focus Groups 

12.1 Focus Group #1 

The first focus group has been conducted together with some of the elderly citizens of Quarto Oggiaro 

who have taken part to Quarto Food.  

As explained in Chapter 3, since no one of them have been involved in the planning and 

implementation’s phase of the project, the purpose of the focus group was to assess the services’ 

effectiveness in satisfying the final user’s needs and crosscheck the information provided by the 

official report.  

Date and Place: June 29th, 2017, Quarto Oggiaro 

Duration: 23’ 09’’ 

Researcher: R | A, F, G, L, P, S 

[Brief explanation of the purpose of the present research] 

R: Where did you hear about Quarto Food? 

A: Don Roberto told me about it. 

G: The same thing happened to me. 

S: To me too.  

F: My husband and I heard about it through the association Agorà. I remember it was necessary to 

go there to book the meal. 

P: I think through a friend of mine. 

L: I remember Don Roberto talking about after the Sunday’s service. 

R: Did you have any expectations about it and why did you decide to go? 

F: Well, it was definitely something new. I’ve never participated to something similar, so I didn’t 

know what to expect from it.  

P: I was very curious about it. My grandkid studies in that school and he was so excited about it, so 

I decided to go.  

L: I’m not such a good cook and I have been told it is a professional cooking school, so I wanted to 

go and try high-quality food for a cheap price.  

S: I wasn’t expecting anything in particular, just the possibility to eat with someone else. 
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L: Exactly! You know sometimes it is not that nice to eat at home alone with no one who can talk to 

you. 

G: And you also have to cook! I’m too old to do it. 

R: So, did you enjoy the meal and the service? 

G: It’s been very nice. The students were very gentle and everything was organised very well. 

We could eat food that I would usually pay at least 40 euros, for such a small price. 

A: I was very impressed too by the caring and preparation of the students, but also by the quality of 

the food. 

L: Yes, for me too it has been a nice opportunity. I didn’t know I could go there and enjoy a meal. It 

was also nice interrelate with such young students. 

F: Very positive. I always pass by the school but never thought I could enter and be welcomed and 

treated like a guest. There is a whole world to discover here, students are doing a great job and we 

can surely give support to each other for a better understanding and living.  

P: I really liked both the meal and the service, but also the whole atmosphere in the restaurant hall.  

R: How many times did you go there? 

F: Once and that time was everything super organised since it was the first time. The second time 

was a little bit less organised. 

A: I’ve been there’s once too. 

L: I’ve been there twice. And the second time was during the last day of schools of the students, so 

it was a sort of exam for them.  

P: I think once but I’m not sure, maybe twice. 

G: I was there that time that two friends of mine were celebrated their wedding anniversary. It’s been 

very nice. 

P: Oh yes, I remember that time I was there too. Very nice! 

R: Did you notice any difference between the first and second time? 

F: The first time no one explained us anything.  

S: Yes, it looked a little bit disorganised, but not too much.  

F: Basically, they also proposed us to do some gymnastic pre-lunch saying that it was good for our 

health. I don’t know, I did not really understand what they meant with that. 

P: I didn’t like the gym part, I didn’t understand why we had to do that.  
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L: The second time maybe it was a little bit simpler. 

R: How did you book the meal? 

S: I know we were supposed that through an online platform, but it was too difficult for me, so I went 

personally to Agorà. 

F: Well, I used the booking system of the platform. I have no problem with technology.  

L: Paola, you are an exception. Most of the people here still have difficulties in using technological 

devices. I went directly to Agorà as well, I didn’t even try on the platform.  

P: My grandkid helped me with that. He’s definitely more familiar than me with technology.  

A: I actually don’t remember. I think it I asked Luciano Accalai, the president of my senior club, to 

book the meal for me as well.  

G: I asked Don Roberto to do it for me.  

R: Do you think Quarto Food is able to answer a specific need of the elderly population of Quarto 

Oggiaro? 

L: Well if it didn’t have to take the bus every time to go to the school I would have probably use the 

service three or four times per week, because I can eat very good food for a reasonable price without 

need to cook. 

S: I think the same. It would be nice to have someone that can cook for you on a regular base. 

G: Maybe if the students could come directly to our home it would be even better.  

A: It’s not a problem for me taking the bus, I think it is a good initiative that helps us socialise with 

other people but at the same time have a good meal for a reasonable price.  

P: Yes, it should be included among the domestic-care services. But in general, I think it’s a good 

service able to provide us good food. 

F: And it is also a nice opportunity for the students to practice their skills. 

R: How often would use the service? 

L: As I said, I would go three or four times per week. 

F: I think I would go once or two per week. 

P: I don’t know, I think it would depend by the specific week. Maybe once per week. 

G: I would go on a regular basis, once or twice per week. 

A: I would go on a regular basis as well, probably twice per week. 

S: I think so too.  
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12.2 Focus Group #2 

The first focus group has been conducted together with some of the students of Pareto High School 

who have taken part to Quarto Gardening.  

Since they have been partially involved in the development of the project’s digital platform, the 

purpose of the focus group was both to assess the services’ effectiveness in satisfying the final user’s 

needs, and get insights regarding the participative approach adopted during the project. 

Date and Place: July 10th, 2017, Quarto Oggiaro  

Duration: 29’ 09’’ 

Researcher: R | A, C, G, N, S, T 

[Brief explanation of the purpose of the present research] 

 

R: I know that you have participated to the design phase of the digital platform that for few months 

have supported Quarto Gardening, the service you still deliver to the local community. How would 

like to start asking you: how did you get involved in the design phase of the platform? 

N: Well, we did some workshops with the project’s organiser and in particular with the people of 

Archeometra. The name of the guy that was conducting the workshops were Ricardo. 

C: The structure of the platform was already done, but we gave a help refining it with some features 

according to our opinion. 

A: Yes, I positively remember the meetings with Ricardo because he immediately made us feel as his 

peers, giving value to our proposals and offering us simple but effective advices regarding how to 

exploit the digital platform.  

S: They also let us do some sort of exercises with the platform, I guess to assess its usability. 

T: I appreciated the workshops with Archeometra, since they let us contribute to its creation (TS.1). 

C: They also helped us using it as a support for Quarto Food, through the creation of an online 

booking system (TS.1). 

R: Did you enjoy taking part to the workshops? And do you think they helped developing a user-

friendly platform? 

T: Well it was fun taking part to these workshops because they were different than the ordinary 

classes. I’m not sure they helped creating a more user-friendly platform. It was definitely not difficult 
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to use it because it was similar to Facebook, but except from us and the project’s organisers, I am not 

sure if other people used it.  

N: Yes, the workshops were definitely a fun way to learn something new. But I agree with Tommaso, 

I don’t think that the people of Quarto Oggiaro used the platform so much. I mean they probably used 

it in a more passive way to look at the news and general information about the neighbourhood or 

Quarto Gardening. 

C: Well, my grandparents used it to book the meals of Quarto Food. I think we liked taking part to 

the workshops because they were not the classic passive lectures. We could express our opinion and 

learn stuff in a more practical way. 

S: Yes, it was more like an open dialogue rather than a passive lecture.  

A: In my opinion, the best thing was the possibility to create something and then use it in real-life 

situations, because we used the platform for Quarto Gardening.  

T: Yes, basically we used the platform to communicate to the people of the neighbourhood which 

green areas we would have taken care of each specific day. In this way, the residents could come and 

see us working, having a chat or giving a help.  

R: Do you think Quarto Gardening is useful for your education?  

C: Yes, I do. I think the best way to learn something is actually doing that. The school is sometimes 

able to provide to its students only very theoretical and passive lectures. 

G: And boring! 

A: I think it also improves our teamwork skills and ability to collaborate with other people. 

T: I agree with Alessandra. It’s not just about enhancing our gardening skills. There is also the idea 

of taking care of something that belongs to the community. 

S: I think that it increased my motivation to get up every morning and go to school.  

R: Do you think the digital platform was able to improve the service of Quarto Gardening? 

T: Yes, I do. It was a way to promote the service. 

A: I would say that It was a way to create a connection with the people of Quarto Oggiaro.  

S: I agree with Alessandra. 

C: I think it helped a lot, but I also think that what really helped involving the residents was getting 

in contact with Don Roberto. I’m part of his community and I remember him talking about Quarto 

Gardening with the other people of the parish as well in order to encourage them to give a help. Don 
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Roberto is considered as one of the protagonist of the neighbourhood thanks to the several activities 

and services organised for the community, both religious and not.  

G: There was that time that we went taking care of the flowerbeds in front of the church and Don 

Roberto and some other people offered us some snacks to thank us for what we were doing. I think it 

was a very nice thing to do.  

R: Did you use the digital platform for purposes other than Quarto Gardening? 

A: I sometimes used it to chat or to see what was going on in Quarto Oggiaro, which were the events 

or initiatives of the weekend. 

T: Yes, me too. I also participated to a photo contest they launched on the platform. 

C: Me too. 

N: Oh yes me too. You could post on the platform a picture of Quarto Oggiaro and the one that could 

get the highest number of likes would have won a price. 

S: I think we all used the platform during that period, because everyone at our school was using it. It 

was as if the fact that our friends were using it encouraged us to use it as well.  

G: Well I didn’t use it that much, just for Quarto Gardening.  

R: How would you improve the platform to make it more attractive? 

S: I’m not sure. That’s hard to say. 

G: I would have added more attractive content, something that could get the attention of people. 

N: Maybe it would have been useful to do other contests, such as the photo contest.  

C: Yes! Maybe involving the other schools as well.  

T: I agree with what they said.  

A: If it was useful for Quarto Food and Quarto Gardening, it could have been useful for other local 

services as well. They could have created different groups, such as the one that you can find on 

Facebook, like the kindergarten group, a babysitter or a dog-sitter group or something similar.  
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Appendix 13: Informed Consent for Case Study Participation 

 
Consent Form for Participation in a Research Study 

 
Smart Community Design and Management 

An Exploratory Case Study Research in the Suburban Area of Milan 

 

Researcher: Nora Giussani 

The purpose of this thesis is to investigate the smart community concept in real-life situations, by 

adopting a stakeholder perspective through which it is possible to analyse who are the main actors 

and drivers of smart community’s projects and what are the critical issues that must be taken into 

consideration when launching such initiatives.   

The participant(s): 

are aware of the purpose of the research study  

are aware that their participation in the study is absolutely voluntary  

are aware that their responses will be recorded  

agree to participate under the following conditions: 

• Their participation in this study is confidential and no sensitive material will be used in the 

further reports or publications from this study; 

• They may decline to answer any questions; 

• They can leave the interview setting whenever it is in their intention; 

• The recordings will be transcribed by the researcher who has signed below; 

• The transcripts and this consent form will be kept securely for 3 months and then destroyed. 

 

 

Your signature below indicates that you have decided to volunteer as a research participant for this 

study, and that you have read and understood the information provided above. 

 

 

Participant Signature                                                        Researcher Signature 

 

               ___________________________                                                       ____________________________ 


