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Executive Summary 
 

This report constitutes Deliverable no. 1.10 (First set of citizen-centred methods and tools) 
of the SynchroniCity project. The report has been prepared by Francesca Spagnoli (imec), 
with the support of Mia Kruse Rasmussen (AI) and Paul Thurston (FCC). 
 
This document aims to provide a clear picture of the needs of the reference zones in terms 
of co-creation and guidance on the methodologies and tools to apply in order to successfully 
perform pilots with citizens and stakeholders, by involving them in the whole lifecycle of 
service and/or product development. The objective is not to define a new methodology, 
which is out of scope of this deliverable. On the contrary, by building on existing citizen-
centred models and tools, successfully applied in different contexts, we aim to establish first 
a solid framework on co-creation approaches within the smart cities environment; secondly, 
to provide guidance to the reference zones so as to concretely and easily identify which co-
creation methodologies should be implemented within the use cases exploited by the cities. 
This process, is strictly connected both to the engagement of citizens and stakeholders in 
defining the services that have to be developed within SynchroniCity for the data 
marketplace and consequent platforms’ deployment and operations (in WP2 and in WP3). 
Co-creation methodologies should also be put in place for validating the services piloted in 
the reference zones, both at users, stakeholders, SMEs and citizens’ level (as in WP4).  
 
This document is intended to be the first version of the citizen-centred methods and tools 
for reference zones and it will be updated in M12 in order to constantly capture during the 
first year of the SynchroniCity project, the current and future needs of the cities and 
stakeholders. Both this version of the deliverable and the next one, will implement a concrete 
bottom-up approach by engaging the reference zones in exchanging inputs for finalising the 
co-creation methodology for SynchroniCity. 
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Abbreviations: 

IoT = Internet of Things 

LSP = Large-scale Pilot  

WP = Work Package 

vs.= versus 
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1 INTRODUCTION 
 
The document is deliberately divided into two main parts. The first part sets out the 
framework for co-creation and the main guiding principles on methodologies to follow within 
the context of SynchroniCity (strictly linked to smart cities and IoT), in order to fully exploit 
the potentialities of this model. Indeed, in the literature many definitions occurred, in some 
cases conflicting. For this reason, it is required to clearly define a unique process and the 
steps that both reference zones and the partners of the project should pursue. As a result 
of the literature review, ten methodologies have been selected to be presented to and 
applied by the Reference Zones (e.g. the cities involved in SynchroniCity). The second part 
of the deliverable, building on the real needs of the cities in terms of co-creation, detected 
through an online questionnaire and in-depth interviews, provides suggestions on 
methodologies and tools to be used by the cities, taking into account specific objectives 
within their use cases for SynchroniCity. 
 
Chapter 2 describes central concepts on co-creation, such as the differences between co-
creation, co-design and participatory design, the steps needed to successfully implement 
this process, the similarities between engagement and co-creation practices that should not 
be misleading and the potential of the “citizen-sourcing” practice.  
 
Chapter 3 presents co-creation guiding principles. Chapter 4 clearly explains the objectives, 
tasks, tools, rewarding systems and success factors to put in place by applying the selected 
co-creation methodologies. Moreover, a set of requirements on how to implement them and 
a specific description of the steps to follow, time required and level of difficulty involved is 
included.  
 
Chapter 5, by linking the factsheets on co-creation methodologies and by taking into account 
the results from the online questionnaire and in-depth interviews with the cities, shows the 
current co-creation status of each reference zone in terms of objectives, methodologies and 
tools implemented. Furthermore, in this Chapter, several cards for each city are included, in 
order to visualise which categories of stakeholders to involve by implementing each 
methodology currently in use by them and what tools can best support the reference zones 
to achieve the expected goals, together with a short explanation of the methodology. 



D	1.10	 	 	 SynchroniCity	732240	

Page 10 of 125 

Suggestions on other methodologies and tools to put in place by the cities for their use cases 
are also presented, by exploiting the potential benefits for each specific context.  
 
In Appendix 1 and 2, both the text of the online questionnaire and the questions guiding the 
in-depth interviews are included. In Appendix 3, a link is included to a shared folder, and 
files can be downloaded by the cities from the SynchroniCity website, so as to enable the 
reference zones to access two sets of cards as pdf files to be printed for promotional 
purposes. These cards visualise the current use of co-creation methodologies by each city 
and suggestions on potential other methodologies to apply. This has been explicitly 
requested by some of them, during the in-depth interviews, to be used as a tool in parallel 
to the deliverable, constituting the guide for co-creation approaches to actively apply in their 
cities. 
 

1.1 CO-CREATION GUIDING PRINCIPLES IN SYNCHRONICITY 
	

We provide below specific definitions of concepts used in this document to be implemented 
in a Smart City (IoT) environment and that are required to serve as a baseline of the co-
creation approach identified within the SynchroniCity framework. The concepts presented 
here are crucial to clarify the main differences between co-creation and participatory design 
(and all related definitions), which is still a relevant topic in the literature, especially to identify 
the user engagement approach to follow for service design (cfr. Voorberg et al., 2014; 
Günter, 2016; Sanders & Stappers, 2008; Alves, 2013). A special focus is also assigned to 
the “open innovation” and “living labs” concepts, as all the Smart Cities involved in 
SynchroniCity are taking advantage of working with open data for generating novel ideas 
(as a result from the questionnaire and interviews with the cities). 

Topic Definition 

Co-creation An effective process to generate ideas by sharing knowledge and 
experiences, connecting products and services to the real users. A 
co-creation process requires these steps to be implemented: 
definition of the objectives, co-design of services and products, co-
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production phase for refining the outcomes and identifying 
requirements, co-evaluation of the solutions, co-implementation for 
an actual use of the products and services and for generating the first 
results. 

Participatory 
design 

An approach focused on defining a service idea together with all the 
stakeholders, acting as testers of the product or service developed 
during the design phase, but not involved in the entire process. 

Engagement  The process of involving citizens in governmental practices, mainly 
for providing feedback to the governments about services and 
products and to influence policy making decisions. 

Empowerment The process of concretely enabling citizens to act as first actors of 
the smart cities by sharing their data with city governments for the 
explicit purpose to improve governmental infrastructures and 
services, thus collaborating in the whole co-creation lifecycle and 
producing a relevant impact on driving smart cities’ sustainability. 

Citizensourcing  An approach to smart cities outsourcing governmental practices to 
citizens in order to suggest solutions for solving the local problems in 
an efficient and timely way. Citizensourcing requires a high level of 
accountability of governmental practices.  

Open 
innovation 

A process in which ideas can come both from citizens, municipalities, 
companies and other third parties to develop services ready for the 
market through the use of open data and open source 
software.              

Living lab An open and trusted environment for implementing real-life 
experimentation processes where stakeholders co-create innovative 
products and services. 

Stakeholder  Any individual or group who has an interest in the outcome of an 
action provided by an organisation or a company. 
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2  DEFINITION OF CENTRAL CONCEPTS 
	

In this chapter we provide a short description of the framework and baseline concepts for 
implementing co-creation activities within a Smart City, and more specifically in an IoT-
based context. What follows is a description of what co-creation entails here, the different 
phases of a co-creation process that will guide the Reference Zones to implement such 
approaches within their cities. We also discuss the differences between participatory design 
and co-creation, the concept of user engagement vs. user empowerment. Indeed, in 
applying co-creation processes, end-users have to not be only engaged, but empowered to 
play an active role in the activities and adding value to the products and services co-
developed. Finally, the central concepts of Smart citizenship and “citizensourcing” for policy 
making are described, relevant to be implemented within Smart Cities. 

2.1 CO-CREATION FOR THE SMART CITIES	
 
In the literature, there are many different definitions of co-creation and several disciplines 
often are involved within this approach, especially co-design, participatory design and open 
innovation. Co-creation has been linked with many applications, without a coherent 
framework to follow (Schrage, 1995; Payne et al., 2007; Roser et al. 2009). Originally co-
creation has been defined as the participation of end-users in the process of developing a 
product or a service (Von Hippel, 1987). In the private sector end-users are customers. In 
the public sector they are citizens.  

De Koning et al. (2016), have provided an analysis of 50 co-creation methods and 
definitions, presenting a first comprehensive framework of this concept. According to the 
authors, in literature the co-creation term has been approached by following four different 
models, which are: the co-creation spectrum, the co-creation types, the co-creation steps 
and the joint space of co-creation. The latest category provides a simplistic view of co-
creation, where two entities share value inputs and outputs through a bidirectional process. 
The spectrum of co-creation approach shows the similarities with other theories and 
methodologies, such as open innovation and participatory design, but it assigns a lower level 
of collaboration to the users and their involvement it is not relevant for the development of 
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the final output. The types of co-creation category defines the process by identifying three 
criteria: when the co-creation happens, the amount of direct benefit or change produced and 
the level of collaboration among the parties. Within this approach, five models have been 
detected to depict the different co-creation types: personal offering, real-time self-service, 
mass-customization, co-design and community design. The steps of co-creation category 
defines the phases to follow in implementing this approach. Generally, co-creation is seen 
both as an innovation approach and as a design workshop following a never ending process 
based on sharing ideas, combining and selecting them, and starting again with the process.  

According to De Koning et al. (2016), what seems to be clear and commonly agreed upon 
in the analysis of the literature, is that co-creation tends to refer to the active involvement of 
end-users sharing ideas with firms at various stages of the production process (this is also 
reflected in Prahalad & Ramaswamy, 2000; Vargo & Lusch, 2004). The core principle of co-
creation is engaging people to create valuable experiences together, while enhancing 
network economics (Ramaswamy & Gouillart, 2010). A central element of the transition to 
co-creation is the ability to develop and manage effectively two-way communications and 
information systems (Leavy, 2012). In literature, authors have been provided three different 
definitions of the co-creation term according to the perspective of involving citizens in the 
process (Voorberg et al., 2014): 

● Citizens as co-implementers of public services: they only perform some 
implementation tasks.	

● Citizens as co-designers: they decide how a service should be designed.	
● Citizens as initiators: they trigger themselves an initiative and the government follows 

their approach.	
 
Within the context of Smart Cities and IoT projects, we support that these definitions are not 
representing the active role we are aiming to assign to the citizens and the complex set of 
stakeholders that will be involved in the Reference Zones, especially within SynchroniCity. 
To this end, we apply the following definition of co-creation provided by Leading Cities 
(2012): “the active flow of information and ideas among five sectors of society: government, 
academia, business, non-profits and citizens - the Quintuple Helix - which allows for 
participation, engagement, and empowerment in, developing policy, creating programs, 
improving services and tackling systemic change with each dimension of society 
represented from the beginning”. 

As suggested by the Frontier Strategy (2009), there are three types of co-creation 
approaches that can be implemented:  
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● The ‘‘Club of Experts” style of co-creation is best suitable for very specific, time-
pressured challenges that demand expertise 	and breakthrough ideas. Contributors 
meet certain specific participation criteria and are generally found through an active 
selection process. 	

● Crowd of People: anyone can join. For any given challenge, there might be a person 
with a brilliant idea to be taken into account.	

● Coalition of parties: each of the parties brings a specific asset or skill to the party. 	
● Community of kindred spirits: groups of people with similar interests and goals come 

together and create. 	
 
Co-design is a specific instance of co-creation. It refers to the collaborative creativity of 
experts and non-experts working together within the design development process. Co-
production occurs when more than one person is involved in making ‘something happen’ 
after the design process. Working out what to do, is a design work; doing it, is production. 
Co-creation is a new process including both co-design and co-production. Co-creation 
provides additional value to existing technologies (Correia et al., Citizen City Initiative, 
2016).   

What does co-creation is not? 

In Smart Cities projects, citizens should be engaged since the beginning, in a continuous 
process to effectively transform ideas into action and contribute to the co-creation activities. 
Within SynchroniCity, involving a number of cities (and more will join after the Open Call for 
SMEs that will be partners of cities in real consortia), it would be relevant to have a list of 
the different tasks, as comprehensive as possible, in which citizens will be involved for co-
designing services and products, throughout the whole lifecycle of the project. Taking into 
account the different forms of citizen participation already applied to Smart Cities projects in 
Europe provided by Günter (2016), we can divide the citizens in 6 groups depending on their 
degree of involvement, as from Figure 1. 
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Figure 1 Systematisation of Smart Cities Types 

According to the author, only the last two categories: citizens as idea generators and 
budgeters; and citizens as collaborators and project partners, really enable to implement co-
creation processes by playing an active role within the innovation process (von Hippel, 
2005). Indeed, the others tend to assign a passive role to citizens with the only aim to inform 
and educate them, gather information or at maximum raise issues (this category is crossing 
the boundaries of the two categories namely design with and design by citizens). In this 
perspective, the product or service is not developed personally by citizens, but for the 
citizens or with the citizens, acting as testers of prototypes. Indeed, the main benefit of 
implementing co-creation practices is an increase of trust in governmental institutions 
(Richard et al., 2004), as the citizens are more informed about the public activities (Hilgers 
and Ihl, 2010). According to Auh et al. (2007), co-creation enables also companies and 
public governments to effectively increase the access to market, reduce timing and risks, 
and consequently improve customer loyalty.  

It should be considered also that co-design and co-production are two specific phases within 
the co-creation process and should not be seen as completely different activities. 
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By taking into account these approaches and the specificities of Smart Cities projects, which 
main objectives are to inform citizens, create together and then execute the proposals, we 
can define the following steps as complementary for the effective implementation of co-
creation practices: 

● Step 1: Co-Analysis	
The first step aims to define the objectives to be achieved by implementing a co-creation 
process. This includes taking into account the approach to select the group that should be 
involved in the co-creation activity and also the tools we plan to put in place. This last 
process is strictly related to the stakeholders’ needs we want to address and to the 
specificities of the citizens that will be engaged. Already during this phase, it is required to 
be clear about the expectations, roles and responsibilities of citizens.  

● Step 2: Co-design	
Citizens are asked to share their vision, generate new ideas that can be selected for being 
further exploited during the co-production step and for initial specifications. The co-design 
approach can be applied also to services that need to be reshaped or improved. Within the 
Smart Cities context, co-design can be horizontal, engaging for example different 
municipalities in a same city or different regions in several cities. Vertical co-design can also 
be applied when stakeholders are involved in both way from up and down the service 
delivery chain including top management, departments, citizens, etc. The co-design phase 
requires to implement data collection processes providing suggestions and discussing them 
among citizens.   

● Step 4: Co-evaluation	
The fourth step aims to assess the efficacy and effectiveness of the proposed solutions. 
Citizens support cities to evaluate the potential impacts of products/services on the society, 
by taking into account mainly social issues. However, also pricing strategies and the 
applicability of potential business models can be further exploited through this approach. 
This phase includes also testing products and services with stakeholders (e.g. utilities, 
suppliers and customers), which have the specific background information and knowledge 
required for evaluating such results.  

● Step 5: Co-implementation	
During this phase, the project takes its final shape and real results are occurring. This step 
should be aligned with the co-design and co-production ones, in order to meet the 
requirements identified in step 2. By co-evaluating the products/services with current 
stakeholders, before the co-implementation phase, it is necessary to ensure the real usage 
and impact of the solutions developed. This is even more true in the smart cities context, 
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where products and services are designed for and with the society, which is playing an active 
role throughout the entire open innovation process.   

The previously explained co-creation lifecycle is already implemented also by the U4IoT 
CSA (www.u4iot.eu) aiming to support the LSPS projects funded in the same call of 
SynchroniCity (http://stembertdesign.com/cocreation-and-the-iot.html).  

2.2 PARTICIPATORY DESIGN VS. CO-CREATION 
 
Participatory design is a process focused on the definition of a service idea implemented 
together with stakeholders to provide a service ready to be used. In more traditional view on 
participatory design, stakeholders tend to be involved in the process only as testers in the 
prototype phase. This process has been evolved since 80’s, as shown by the following 
figure, from customers to users in 90’s, from participants to co-creators until today (Sanders, 
2005).   

 
Figure 2 Changes in the way we think about people within the design process 

 
The participatory design theory has then advanced thanks to the Scandinavian School, 
supporting the idea that through a participatory design approach we do not design things as 
objects, but socio-material assemblies, real things (Ehn, 2008; Bjögvinsson, Ehn & Hillgren 
2010; Emilson, Serravalli & Hillgren 2011). Co-creation has emerged for sure in connection 
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with the participatory design and human-centred design approaches, where the attention 
was focused on empowering people for decision making processes and working practices. 
In participatory design, people are contributing to the design processes, for this reason the 
connection with co-creation is strong and sometimes misleading. However, within the 
participatory design approach, co-creation is only seen as one of the strategies that can be 
applied in this context in order to increase effectiveness, especially within social innovation 
contexts (Cantù et al., 2013), rather than an autonomous process. Moreover, often in the 
participatory approach, co-creation is subordinated to co-design, to which a more relevant 
role is assigned, representing the collaboration process. Undoubtedly, co-creation differs 
from participatory design and public participation, and is especially relevant when 
governments require public involvement. By applying co-creative techniques, the focus 
should be on people as proactive citizens, rather than as consumers of services. The 
process is more related to the engagement of different communities, rather than only to 
some users in a group (Leading cities, 2012). In this context, co-creation is seen as the only 
effective way to support governments to be more responsive to citizens’ needs and to 
increase effectiveness and efficiency of cities (Percy, 1984). In contrast, participatory design 
is managed by design experts acting as facilitators, rather than empowering citizens to make 
decisions for governments in the first place and be active contributors in the service 
development process (Langley, 2016).      

2.3 ENGAGEMENT VS. EMPOWERMENT 
 
Using digital tools to gather feedback from citizens requires more actions to them and also 
to change the usual engagement perspective provided by governments in the past twenty 
years. Indeed, according to the survey submitted by the Intelligence Unit of The Economist 
on “empowering cities” (2016), to 1,950 citizens and 615 business executives in 12 cities 
around the world (Barcelona, Berlin, Buenos Aires, Chicago, London, Los Angeles, Mexico 
City, New York City, Rio de Janeiro, Shanghai, Singapore and Toronto), the majority of 
citizens (51%) requires a wider access to digital platforms enabling them to communicate 
with governments, but only a small part of them (32%) is actively providing feedback on local 
issues. Business is more prompt to activate this process, especially within the context of 
improving urban infrastructures (41% of business executives and companies). What citizens 
and business both share is the need to find new communication channels and processes to 
enable them to participate in smart city initiatives. Transparency and trust are generally still 
considered to be the main concerns slowing the engagement process. Within the smart city 
context, is clear that empowering citizens can contribute to concretely solve this issue. 
Undoubtedly, enabling them to adequately play an active role in shaping the cities of the 
future, has a huge impact also on citizens’ behavior, transforming the relationship between 
cities and governments. Within this process, citizens should not be seen only as real time 
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data providers, on the contrary they can really extract and provide added value from data to 
be used for improving decision making processes and governmental digital services. One 
example of this approach cited by the authors is related to the alternative transportation 
services in Singapore. The Beeline app (https://www.beeline.sg/) enables citizens to book 
seats on private buses in zones of the city where public transportation is not available, but 
they also suggest routes. The app developed by the Infocomm Development Authority of 
Singapore is currently being used to predict buses demand and improve schedules. This 
example shows the differences between the “engagement” and the “empowerment” 
approach. In the first case the citizens are mainly involved in governmental practices to 
share feedback, instead, by implementing the second process, citizens are the first actors 
of a smart city in generating economic and social impacts for the benefit of the society. 
Businesses have recognised the relevance of the new role played by citizens in smart cities, 
also in terms of attracting and retaining top talents (53% of business executives support 
that), this is especially relevant for enabling governments to nurture economic vitality within 
and for the cities.  

2.4 SMART CITIZENSHIP AND “CITIZENSOURCING” FOR POLICY MAKING  
 
The concept of Smart Citizenship assigns the capability of smart cities to support the citizens 
to recognise their position not only in a community (as in the traditional framework), but also 
in a network. This process requires the citizens to provide feedback and establish different 
connections in this complex context (Martelli, 2017). However, in order to enable them to 
activate this bidirectional approach and create new services, cities should yield them all the 
necessary tools. The smart citizenship approach focuses on the power of citizens, rather 
than on the impact of technologies, which are then seen only as an instrument for allowing 
them to shape new urban environments, defining policy and development processes, to take 
positive actions for an effective change of the society. 
 
According to the smart citizens’ manifesto, the most relevant role of citizens is in supporting 
cities to improve their quality of life by refusing to be mere consumers or informers to 
decision makers (Hemment and Townsend, 2013). This document is the first attempt for 
smart citizens to claim for a prominent role in taking responsibility for their cities and adding 
value to technology by working together with governments. The manifesto recognises the 
usual skepticism of citizens to implement collaborative and co-creation practices with 
municipalities. In contrast, the Director of the Waag Society and the first promoter of the 
manifesto, supports the need to implement this change: “citizens have to redefine what 
“government” actually means. We ARE our government” (Kresin, 2013)1. The manifesto 
																																																													
1	http://waag.org/en/blog/manifesto-smart-citizens  	
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upholds a previous study introducing the “citizensourcing” concept defined as a process 
originally performed by a public agent and now outsourced to large groups of people through 
open calls within the whole lifecycle of an initiative (Hilgers and Ihl, 2010). Citizens are acting 
as policy makers, often providing ideas that really improve the governmental policies (Newig, 
2007), thus enhancing their adoption, since they include an analysis of users’ needs (Reed 
et al., 2007). Citizensourcing has been also seen in the literature as a process called e-
participation and enabled by the new technologies for improving deliberative democracy and 
increasing government transparency (Prest, 2012). One example of a “citizensourcing” 
approach has been implemented by FixMyStreet (https://www.fixmystreet.com), through 
which citizens are invited to report problems to the government, which is assigned to answer 
them in a short time frame. This successful model is currently used by several cities 
throughout Europe.  
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3  GENERAL PRINCIPLES OF CO-CREATING WITH USERS 
 
 
This chapter provides an overview of the central concepts related to co-creating innovation 
within a Smart Cities IoT-based context. We describe here the philosophy of open 
innovation, open source and open sensors, the role of Living Labs in the innovation process 
and why including a stakeholder engagement analysis before implementing co-creation 
processes is so relevant within the SynchroniCity framework. 
 

3.1 PHILOSOPHY OF OPEN INNOVATION 
 
Open innovation is a widely accepted concept both in academic and in business contexts. 
This is confirmed by the fact that searching the term in Google Scholar it shows 1.490.000 
results. The topic has been one of the most discussed, especially within the innovation 
management literature in relation to economics, psychology, sociology and culture 
(Huizingh, 2011). The first definition of open innovation has been provided by Chesbrough 
(2003): “Open innovation means that valuable ideas can come from inside or outside the 
company and can go to market from inside or outside the company as well. This approach 
places external ideas and external paths to market on the same level of importance as that 
reserved for internal ideas and paths to market during the Closed Innovation Era”. However, 
the concept is not totally new, it is derived from literature mostly in 70s on customer and 
user-driven innovation, open systems and open paradigms (Von Hippel, 2005; Selden and 
MacMillan, 2006).  
    
Usually open innovation is referred to the business world and it is often related to companies 
and technological markets. Indeed, the open innovation concept has been applied to smart 
cities projects only recently (Schaffers et al. 2011) to be closely linked to innovation systems 
at national and regional level (Savitskaya and Torkkeli, 2011), as an application to open 
innovation platforms (Frey, Lüthje and Haag, 2011) and in public policies (De Jong, Kalvet 
and Vanhaverbeke, 2010). From this first analysis, Open Innovation has been continuously 
investigated also referred to the capability of generating new public policies for governments 
around the world and implementing open source software. More concretely, open data and 
open government processes have been implemented in Europe as a strategy in cities to 
create socio-economic value for citizens. Linked to this concept, is the open sensor networks 
ones, especially applied to different frameworks, such as energy, environment, mobility and 
healthcare. The sensors are usually distributed as autonomous nodes collecting data and 
monitoring environmental conditions (temperature, humidity, light, air quality, etc). By 
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implementing sensors and analysing data gathered, it is possible to advance the 
collaborative process with users, developers and citizens to create new efficient systems 
(Römer and Mattern, 2004). However, implementing open data policies requires to adopt 
also transparency and accountability ones, in order to effectively share knowledge with 
citizens and support the public sector and social innovation approaches through a bottom-
up approach. Indeed, according to the European Commission (2016), within smart cities, 
open innovation can only be realised if the prerequisites of innovation are taken into account, 
as from the figure 3. Open innovation at all levels can only be exploited if within smart cities 
initiatives both open knowledge, data, access and connectivity are implemented. 
Collaboration should be activated by following the ‘quadruple helix structure’ including 
citizens, industry, knowledge institutions and municipalities (Arnkil et al., 2010). Within this 
framework, the IoT infrastructure enables citizens to gain ownership on their data, to 
consequently promote smart cities’ innovation. 
   
 

 
Figure 3 Prerequisites of innovation 
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3.2 THE ROLE OF LIVING LABS IN THE INNOVATION PROCESS 
      
The Living Lab term emerged in the beginning of 2000 (Markopoulos and Rauterberg 2000). 
Originally the concept of Living Labs has been arisen in USA within the artificial lab context 
to describe a research facility implemented as a real home with the objective to provide 
observations of individuals (Intille et al. 2005).   
 
In Europe, the concept of Living Labs is often connected to both open innovation and user 
innovation (Schuurman and De Marez, 2012). The dynamics of the everyday life are part of 
the innovation experiment to co-create new products and services (Eriksson et al., 2005; 
Ballon et al., 2007; Schuurman et al., 2013). Indeed, according to Prof. Ballon, a living lab 
is: “a real-life test and experimentation environment where users and co-producers create 
innovations in a trusted, open ecosystem that enables business innovation” (Ballon, 2015). 
Living Labs usually exploit a four steps approach based on contextualisation, concretisation, 
implementation and feedback gathering. The first phase aims to describe the framework and 
identify the group of users to involve in the analysis. The concretisation step is defined by 
the users’ perception and their behavior. During the implementation phase, the users are 
involved in the co-creation process. In the last step, users are requested to provide their 
opinions on the experience in order to evaluate the change of attitudes and perceptions in 
relation to the products and services developed. 
 
Within smart cities and IoT projects, Living Lab strategies can be implemented to enable 
users to deploy real-life experiments involving large scale panels, including both the public 
and private sector. This approach has a huge impact in terms of acceptance and adoption 
of the solutions proposed and consequently aims to stimulate a more accurate market 
potential by exploiting the full potential of local innovation opportunities. Five key principles 
guide Living Labs: continuity, openness, realism, empowerment of users and spontaneity 
(CoreLabs, 2007). Empowerment of users is confirmed to be one of the most relevant, 
together with realism, as the main objective of Living Labs is to involve its users to participate 
in a real process of adding value to existing technologies or exploiting new products and 
services. This is mostly important in the context of smart cities, as explained in section 2.3 
and is strictly connected to participatory design (as in section 2.2). Effective results of the 
collaboration between smart cities and living labs have been achieved already, for example 
by SmartSantander, which has created a huge amount of common assets made available 
to communities through an online catalogue (Schaffer et al., 2011). User involvement is 
stimulated in parallel with open innovation through specific agreements relying on clear IPRs 
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and ownership agreements. By exploiting living lab methodologies, different cooperation 
models have been applied to SmartSantander to improve the effectiveness of services and 
technologies developed or tested.  
    

3.3 STAKEHOLDERS’ ENGAGEMENT STRATEGIES 
 
Stakeholders’ engagement is a priority when considering to involve citizens in co-creation 
processes. The stakeholder engagement strategy should consider the entire set of actors 
that could be potentially interested in contributing to improve or develop new services for 
governmental departments of cities. Stakeholder is any individual or group who has an 
interest in the outcome of an action provided by an organisation or a company. According 
to Hitt et al. (2001), the term emerged in 60s’ as a result of a study developed at Stanford 
Research Institute, investigating the need to “to understand the concerns of shareholders, 
employees, lenders and suppliers, in order to develop objectives that stakeholders could 
support”.  
 
Taking into account the smart cities framework, this includes both internal stakeholders and 
external stakeholders. The first category is made by citizens directly affected by the actions 
and who can play a relevant role in supporting the cities to implement changes or exploiting 
new services. The second category considers all the partners that are not directly affected 
by the changing strategies, but that is indirectly impacted, such as interest groups, private 
sectors, funders and clients.  
 
First Botan and Hazleton (1989), and then Grunig (1992), they have revealed the importance 
of exploiting a two-way symmetrical communication approach to involve stakeholders in 
playing an active role in decision making practices for organisations. Usually, stakeholder 
engagement is also employed by institutions companies to define and trigger organisational 
changes at strategy level, this is the case of the “systematic approach” Eden and Ackerman, 
1998). The main benefits of stakeholder engagement are: the ability to develop more 
effective policies and programs, reduce the time needed to deliver a service and increase 
its applicability in real use cases, consequently this has a huge impact also at 
communication and economic level. Greater collaboration among internal and external 
stakeholders increases also the level of trust of citizens for institutional services and 
enhance community confidence in governmental processes.  
 
The first step to draft a stakeholder engagement strategy is to identify the level of 
stakeholder engagement for governments, business or institutions within their organisational 
strategy. According to the Western and Pacific Child Welfare Implementation Center (2013), 



D	1.10	 	 	 SynchroniCity	732240	

Page 25 of 125 

which is developing and applying tools for stakeholder engagement, there are mainly four 
levels of stakeholders’ participation: 

● Inform: is a one-way mean of communication to provide data to stakeholders from 
top down and to report decisions.	

● Consult: stakeholders provide feedback on proposals or actions, but it is not required 
these data will be taken into account in the final decision making process.	

● Involve: stakeholders propose actions that have a real implementation in the 
decision making process, but they are not part of the entire process, the organisation 
do not share their entire vision with stakeholders.	

● Collaborate/empower: stakeholders are part of the whole complex process and 
have all the necessary information to actively collaborate with the organisation to 
implement new processes, develop new actions and the goals are shared with them 
since the beginning of their involvement. 	

 
Starting from the analysis of the engagement level to apply to each project, it is possible to 
exploit the different phases of the stakeholder engagement strategy, which are:  

1. Plan and design: consisting of identifying goals and outcomes to deploy and create 
a work plan considering the entire engagement process, drafting a timeline and 
identifying the resources required. This process includes to conduct a stakeholder 
analysis to identify key stakeholders, assess their interest and potential contribution 
in terms of collaboration, define the level/s of stakeholders engagement desired. 

2. Internal engagement and capacity building: organise a team, a task force or a 
working group for helping stakeholders in running the activities and assess if they are 
achieving the goals drafted in the previous step (this activity is developed by a specific 
implementation team). 

3. Listen and engage: this phase is focused on increasing the level of trust in public 
services and is developed by running meetings among stakeholders and 
governments. Facilitating these meetings correctly is the most important objective of 
this phase. It is also relevant to identify the relationships it is needed to be 
implemented among stakeholders and the facilitator.  

4. Synthesize and strategize: this step request to gather a huge amount of information 
acquired during the previous phases and to define a set of recommendations for 
future implementation of stakeholders engagement processes. This should include 
also an analysis on how to improve the approach and to better support stakeholders 
in collaborating with organisations and/or administrations.  

5. Reflect and affirm: this is the process for feedback gathering in order to align the 
strategies according to the opinions of the stakeholders. This process is also aimed 
to identify which of the previously identified recommendations are relevant for them 
and should be better exploited or considered. 
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6. Finalize the strategy: the main objective of this step is to identify the actions to put 
forward as a result of the consultation with the stakeholders defining goals, needs 
and the expected time-frame of the results. This step actively engages stakeholders 
in designing a common action plan together with organisations and governments.  

7. Adopt and launch: once the strategy is shared and delineated together with 
stakeholders, the action points have to be communicated with the general public and 
an implementation plan should be drafted, including a sustainability strategy.  

8. Evaluate and improve: this step involves stakeholders in the assessment of the 
results achieved through the engagement strategy and measures effective and real 
impacts produced.   

 
This stakeholder engagement methodology is aligned with the smart cities context, since it 
has been successfully applied to large scale pilots in cities’ and governmental environments. 
The steps previously described constitute a baseline for implementing co-creation 
processes.  
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4  CO-CREATION METHODS AND TOOLS IN A SMART CITY  
 

Starting from the analysis of the literature on co-creation in a smart city context, previously 
described in both Chapter 1 and Chapter 2, we have identified a set of methodologies that 
can be specifically applied to smart cities projects, since the analysis of this particular 
environment is still rather scarce in the literature. This analysis has been developed taking 
into account the characteristics of the services and products that can be generated by 
implementing IoT infrastructures, considering also the specificities of the SynchroniCity 
project. We provide below a series of ‘factsheets’ guiding the reader to identify the approach 
implemented by each methodology, the context, reasons to apply it and the process to 
follow. The guiding principles have been selected and presented to the Reference Zones 
involved in SynchroniCity through an online questionnaire and in-depth interviews, which 
results are included in Chapter 6, and constitute the baseline for presenting to each city the 
methodologies and tools to apply to its specific context. 
 
It is relevant to clearly define what is a methodology and what is a tool in the co-creation 
process for the SynchroniCity project. Indeed, a methodology is the systematic and 
theoretical framework guiding the whole co-creation approach. A tool is the instrument used 
to practically exploit the co-creation process within different phases. 
 
In order to better identify the tools to apply, we provide also a short description of each tool 
applied to the methodologies selected, as relevant for a Smart City (IoT) context. 

● Social media: within the co-creation process, these are relevant for gathering 
feedback from the stakeholders during the co-evaluation and co-implementation 
phase. Social media also contribute to generate public values about services that 
have been yet defined and are entering the market.	

● Mobile contribution (apps): they enable citizens and stakeholders to collaboratively 
share open data and create innovative products/services, by incubating innovation 
capacity. Apps involve a large number of citizens and enable them to actively 
participate, especially in the co-analysis phase.	

● Visual collaboration maps and mind maps: it supports the users to visualise 
information, especially during brainstorming processes with large groups of actors, 
and quickly exploit a topic.	
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● Toolkits (sensors, pictures and sharing results, etc.): on the market there are 
different co-creation toolkits providing data, presenting images and concepts relevant 
for the brainstorming process and the co-design phase, via a website that can be 
easily accessible by the stakeholders.	

● Crowdmapping: it aggregates crowd-generated contents in a social media platform, 
by analysing the text messages and feeds. It is useful to provide information on real-
time data and connections on a social network.	

● Rating and voting: this system enables to evaluate actual or potential 
services/products designed in the co-analysis and co-design phase.	

● Mock-ups: a model or replica of a technology or a product/service, providing mainly 
information on its structure, used for instructional or experimental purposes.	

● Issue cards: a physical instrument showing an insight, a picture or a description of 
the current situation, to support the users involved to express their different 
viewpoints and provide solutions to the problems.	

● Affinity Diagram: it is a brainstorming tool presenting a series of facts, ideas, or data 
on a certain general theme and organizing it into clusters based on their natural 
relationship or affinity. It is the first step of a cause-effect analysis.	

● Character profiles: it is an instrument for describing the personality and 
characteristics of a character that could potentially be the user of the services and 
products developed through co-creation practices. This tool lists also the activities, 
potential fears in adopting such products and services, and why this issue can be 
raised. 	

● Storyboard: it is a graphic representation of the final product/service, supporting the 
user to express and share the vision behind the final result of the co-design process. 
It aims to setting up plans to be used in the co-implementation phase.	

● Motivation Matrix: this tool enables to focus on the different motivations of the users 
or clusters of customers when making a purchasing decision. It requires a clear 
understanding of the market.	

 

4.1 PERSONAS 
 

Methodology  Personas 

Short 
description 

This method is focused on using the everyday experiences of the 
users and their needs as a starting point when developing new 
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products. This does not include real users but instead their 
representations. This leads to inclusion of the users' perspective in 
all aspects of the design process  

Objectives ● Engage stakeholders (incl. citizens)	
● Create new services	
● Create new products	
● Generate public values	
● Transfer and sustainable conservation of implicit knowledge	

Typologies of 
stakeholders 

● Citizens	
● Industry	
● Public sector	
● Utilities 	
● Suppliers	

Level of 
engagement 
(phase) 

Co-analysis and co-design 

Tasks Brainstorming processes, selection and evaluation of concepts, 
implementations, identifying future strategies 

Tools Issue cards, affinity diagram, character profiles 

Reward 
systems 

None 

Success 
factors 

● Improved services/products adoption measures	
● Increased efficiency	
● Improved effectiveness	
● Repeated use of co-created services and products	
● Improved quality of data collected	

References Browne et al., 2008; Nielsen, 2011 
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4.2 LEGO SERIOUS PLAY™ 
 

Methodology  Lego serious Play™ 

Short 
description 

It is a methodology aimed at identifying the positioning of a new service 
offer within a specific team. It enables to start a dialogue within a group 
on the potential exploitation of a service at early stages of development 

Objectives ● Identify stakeholders needs	
● create new services	
● create new products	
● generate public values	
● support communities of practice	
● transfer and sustainable conservation of implicit knowledge	
● improve communication processes	

Typologies of 
stakeholders 

● Citizens	
● service providers	
● utilies 	
● industry	
● public sector	
● suppliers	

Level of 
engagement 
(phase) 

Co-analysis and co-design 

Tasks             Identifying new processes in the service/product development phase,                    
id   new organisational practices, generating ideas on novel products and     
o    on brainstorming processes 

Tools Issue cards, character profiles, affinity diagram 

Reward systems None 
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Success factors ● Improved innovation capabilities	
● increased efficiency	
● increased effectiveness	
● improved sustainability of solutions	
● repeated use of co-created services	

References Cantoni et al., 2009 

 

4.3 GAMIFICATION 
 

Methodology  Gamification 

Short 
description 

A process of enhancing a service through gameful experiences 
supporting users’ overall value creation bringing implicit knowledge 
and maintaining users’ engagement over time 

Objectives ● Create new services	
● Create new products	
● Increase efficiency of services	
● Increase effectiveness of services	
● Create a sense of ownership with stakeholders (incl. 

citizens)	

Typologies of 
stakeholders 

● Citizens	
● Customers	

Level of 
engagement 
(phase) 

Co-design  

Tasks Identifying new processes in the service/product development 
phase, generating ideas on novel products/services, evaluation of 
concepts, implementations, transferring implicit and/or 
organisational knowledge 
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Tools Social media, issue cards, apps, affinity diagram 

Reward systems Monetary prizes and professional recognition 

Success factors ● Increased numbers of people participating in cities’ co-
creation processes	

● improved user satisfaction measures	
● improved services/products adoption measures	
● improved innovation capabilities	
● increased efficiency	
● improved effectiveness	
● increased provision of cost-efficient solutions	

References Adams, 2009; Cofini et al., 2012; Deterding et al., 2011; Huotari 
and Hamari, 2012; Kumar, 2013;  

 

4.4 BODYSTORMING 
 

Methodology  Bodystorming  

Short description It is a technique to physically experience a situation and deriving 
new ideas. It requires setting up an experience and physically 
implementing it, by providing feedback 

Objectives ● Identify stakeholder needs 	
● Engage stakeholders (incl. citizens)	
● Create new services	
● Create new products	
● Transfer and sustainable conservation of implicit 

knowledge	

Typologies of 
stakeholders 

● Citizens	
● Public sector	
● Research	
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● Service providers	

Level of 
engagement 
(phase) 

Co-analysis and co-design 

Tasks Generating ideas on novel products/services, selection of 
concepts, providing comments on potential services/products, 
identifying future strategies 

Tools Character profiles, storyboard, issue cards 

Reward systems Monetary prizes 

Success factors ● Increased numbers of people participating in cities co-
creation processes	

● improved innovation capabilities	
● improved quality of data collected	

References Oulasvirta et al., 2003; Klein et al., 2006; Simsarian, 2003 

 

4.5 APPRAISAL INTERVIEWS 
 

Methodology  Appraisal interviews 

Short 
description 

This method aims to evaluate past performances of an activity 
developed within a group and identify areas of further improvement. 
Usually it is exploited as a formal discussion process between an 
employee and his/her manager. This approach can be transferred 
through a reversed process among citizens and public 
bodies/industry 
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Objectives ● Advance available services	
● Increase efficiency of services	
● Increase effectiveness of services	
● Provide financial and economic sustainability	

Typologies of 
stakeholders 

● Citizens 	
● Service providers	
● Industry	
● Utilities	
● Public sector	

Level of 
engagement 
(phase) 

Co-evaluation and co-implementation 

Tasks             Establishing performance evaluation standards 

Tools Social Media, visual collaboration maps and mind maps, toolkits 

Reward 
systems 

Create jobs, professional recognition, monetary prizes 

Success 
factors 

● Improved collaboration among different departments in a city	
● improved user satisfaction measures	
● improved services/products adoption measures and 

innovation capabilities	
● increased efficiency and effectiveness	
● increased provision of cost-efficient solutions	
● improved sustainability of solutions	

References Grote et al., 1996; Nonaka and Takeuchi, 1997; Probst et al., 2000 
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4.6 BASIS SWOT WORKSHOPS 
 

Methodology  Basis SWOT workshops 

Short 
description 

This is a methodology used in bottom-up strategy development 
processes with different and heterogeneous stakeholder groups, 
especially in contexts involving regional or municipality strategy 
development. It helps to collect and visualise data that describe the 
actual situation of a group 

Objectives ● Identify stakeholder needs and engage them	
● Increase trust on governmental services	
● Generate public values	
● Increase efficiency and effectiveness of services	
● Provide financial and economical sustainability of services	

Typologies of 
stakeholders 

● Citizens	
● Public sector	
● Customers	

Level of 
engagement 
(phase) 

Co-evaluation and co-implementation 

Tasks Governance: making sure the eco-system is reliable, trustworthy, 
and protects citizens, identifying future strategies and evaluating 
implementations of products/services   

Tools Toolkits, mock-ups, issue cards, motivation matrix 

Reward 
systems 

Community and professional recognition 

Success 
factors 

● Increased collaboration across cities and/or among different 
departments in a city	

● increased numbers of people participating in cities co-
creation processes	
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● improved user satisfaction measures	
● improved service/product adoption measures	
● increased efficiency and improved effectiveness	
● improved innovation capabilities	

References Schweikert S. et al., 2007    

 

4.7 STRATEGIC ROADMAPS 
 

Methodology  Strategic roadmaps 

Short 
description 

This method is focused on gathering and visualising insights of 
participants on which knowledge management processes may imply 
for the stakeholders and on how some knowledge indicators may be 
explained and used to increase their benefits. It provides also the 
pathways to achieve a desired state from a current state 

Objectives ● Identify stakeholder needs	
● Raise the level of awareness on different topics	
● Generate public values 	
● Increase efficiency and effectiveness of services	
● Provide financial and economical sustainability	

Typologies of 
stakeholders 

● Citizens 	
● Customers	
● Industry	
● Research	
● Service providers	
● Public sector	

Level of 
engagement 
(phase) 

Co-analysis, co-evaluation and co-implementation 
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Tasks ·          Evaluation and selection of concepts, implementations 

Tools Visual collaboration maps and mindmaps, issue cards, affinity 
diagram, motivation matrix 

Reward 
systems 

None 

Success 
factors 

● Increased efficiency	
● improved effectiveness	
● increased provision of cost-efficient solutions	
● improved sustainability of solutions            	

References CABA, 2002; FIATECH, 2004; IMTI, 2000; Ribak and Schaggers, 
2003; Strategis, 2007; Kazi, Hannus and Zarli, 2003, ROADCON, 
2003 

 

4.8 SOCIAL NETWORK ANALYSIS  
 

Methodology  Social network analysis 

Short 
description 

This method aims to identify, examine and support processes of 
knowledge sharing in social networks and provides suggestions for 
practical interventions to influence network actors, their relationships, 
and network structure to improve knowledge sharing between 
individuals, groups, and organisations 

Objectives ● Support communities of practice	
● Transfer and sustainable conservation of implicit knowledge	
● Improve communication processes	

Typologies of 
stakeholders 

● Citizens 	
● Customers	
● Industry	
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Level of 
engagement 
(phase) 

Co-evaluation and co-implementation 

Tasks Supporting communities of practice, transferring implicit and/or 
organisational knowledge 

Tools Social media and crowdmapping 

Reward 
systems 

Community recognition 

Success 
factors 

● Improved user satisfaction measures 	
● improved quality of data collected	

References Scott, 1991; Wasserman and Faust, 1994; Wellman and Berkowitz, 
1988; Müller-Prothmann, 2005 and 2006  

 

4.9 ROLE PLAY 
 

Methodology  Role Play 

Short 
description 

This methodology aims to involve customers and/or designers to 
perform a hypothetic service experience and then build a potential 
journey through some of its future functionalities and main 
characteristics 

Objectives ● Engage stakeholders (incl.citizens)	
● advance available services/products	
● transfer and sustainable conservation of implicit knowledge	
● increase efficiency of services	
● increase effectiveness of services	
● provide financial and economical sustainability of services 	



D	1.10	 	 	 SynchroniCity	732240	

Page 39 of 125 

Typologies of 
stakeholders 

● Citizens	
● customers	
● competitors	

Level of 
engagement 
(phase) 

Co-evaluation and co-implementation 

Tasks Evaluation of concepts and their implementations, establishing 
performance evaluation standards, transferring implicit and/or 
organisational knowledge 

Tools Character profiles, storyboard, issue cards 

Reward systems Monetary prizes 

Success factors ● Improved user satisfaction measures	
● improved services/products adoption measures	
● increased efficiency	
● improved effectiveness	
● increased provision of cost-efficient solutions	
● improved sustainability of solutions	

References Buchenau & Fulton Suri, 2000; Simsarian, 2003; Svanaes & Seland, 
2004; Arvola & artman, 2006 

 

	

	

	

	

4.10 LIVING LAB 
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Methodology  Living Lab 

Short 
description 

It is a methodology to implement real-life experimentation processes 
where stakeholders co-design innovative products and services. In 
this process can be involved both the public and private sector, also 
to use effective products/services and evaluate the results of the 
innovation activities developed 

Objectives ● Identify stakeholder needs	
● Engage stakeholders	
● Integrate available services/products	
● Advance available services/products	
● Increase efficiency of services	
● Increase effectiveness of services	
● Provide economic sustainability	
● Raise the level of awareness on different topics	
● Generate public values	

Typologies of 
stakeholders 

● Citizens	
● industry	
● customers	
● public sector	
● utilities 	
● researchers	

Level of 
engagement 
(phase) 

Co-analysis, co-design and co-evaluation 

Tasks Providing comments on services/products, Identifying new 
processes in the service/product development phase, generating 
ideas on novel products/services, brainstorming processes, 
establishing performance evaluation standards 

Tools Visual collaboration maps and mind maps, mock-ups, issue cards, 
motivation matrix 

Reward 
systems 

Community recognition, monetary prizes 
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Success 
factors 

● Increased numbers of people participating in cities co-
creation processes	

● improved user satisfaction measures	
● improved services/products adoption measures	
● improved innovation capabilities	
● increased efficiency and effectiveness	
● repeated use of co-created services and products	

References Markopoulos and Rauterberg, 2000; Intille et al., 2005, Schuurman 
and De Marez, 2012; Eriksson et al., 2005; Ballon et al., 2007; Ballon 
2015; Schuurman et al., 2013 
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5  EMPOWERMENT PROFILES OF THE REFERENCE ZONES 
			

This chapter aims to support the Reference Zones involved in SynchroniCity to have a clear 
picture of the methodologies and tools used by the cities to implement co-creation activities 
within their specific environment. For each Reference Zone, a set of infographic cards are 
included, in order to visualise the methodologies that have been applied by the cities, and 
to suggest them to use the related tools, according to specific phases of the co-creation 
lifecycle. The cards are the result of data gathered through an online questionnaire and one-
to-one interviews with each of the reference zones, regarding their experience of using co-
creation.  
 
The questionnaire is available in Appendix 1 and investigates the same categories 
previously presented in the factsheets in Chapter 4, as guiding principles for supporting the 
cities to implement effective co-creation approaches. These include: 

● Objectives to achieve.	
● Types of stakeholders involved or to involve.	
● Level of engagement (phase).	
● Methodologies already in place.	
● Tasks to assign to the stakeholders.	
● Tools yet adopted or not.	
● Any potential rewarding system.	
● Success factors to evaluate the results of the co-creation process	

 
The final objective of the Chapter is to provide guidelines to the Reference Zones in order 
to best apply co-creation methodologies and tools, taking into account their specificities. 
 

5.1 RESULTS FROM THE QUESTIONNAIRE AND THE INTERVIEWS 
	

The questionnaire is short and required only an introductory level of information to not 
overwhelm the Reference Zones with unnecessary information, also considering that some 
cities may not have yet put in place co-creation processes at this time.  
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The questionnaire has been available online for the Reference Zones of SynchroniCity at 
the following link https://www.surveymonkey.com/r/5D2T3V3 from May 2, 2017 until June 6 
and was sent to 8 Cities’ Leads. 
The questionnaire is based on 11 open and closed questions. The first set of questions has 
been provided to understand previous experiences with co-creation. The second part is 
focused on the set of baseline topics derived from the co-creation factsheets and also to 
provide the possibility for the cities to add more information on other methodologies, tools 
and topics that have not been included yet. This approach has helped us to better refine the 
co-creation factsheets for the Reference Zones and to identify the relevant topics to better 
investigate within the in-depth interviews. In total all of the 8 cities have replied to the 
questionnaire, by providing relevant information in terms of previous involvement in co-
creation practices and methodologies used.  
 
The results from the online questionnaire have been useful for better understanding at what 
stage of the project cities are using co-creation and what methodologies are already in place, 
their main objectives, the tools and the rewarding systems used, and the current phases of 
development. However, several cities have declared to use some methodologies that in the 
literature do not apply to a specific phase (e.g. Appraisal interviews during co-analysis, 
which indeed should be applied during co-evaluation and co-implementation) or have not 
considered other ones that can best serve their co-creation needs. Through these in depth 
interviews, we have discussed with the Reference Zones their replies to the questionnaire 
and proposed to the cities the application of other methodologies. 

Co-creation experience 
The results from the questionnaire have clearly shown a medium to high level of 
experience of the reference zones within this context. All the cities have already put in place 
at least one co-creation activity. Indeed, also through the interviews, it emerged clearly that 
cities have very different experiences and knowledge about co-creation and this should be 
carefully taken into account to provide the right support to everyone. Specifically, 
Antwerpen, Eindhoven, Porto, Milan and Santander use co-creation often, not only for 
involving the citizens, but also all the stakeholders involved in the process, such as public 
and private companies, academia, suppliers, utilities, service providers and so on. Helsinki 
implements co-creation approaches all the time for developing digital services and for urban 
planning. Carouge and Manchester have less experience but are very interested in 
exploiting more co-creation methodologies for their use cases within the SynchroniCity 
project. 
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Use of co-creation 
All the cities have declared to use co-creation mainly to engage their stakeholders, 
including citizens. Seven out of the eight cities have declared co-creation is important also 
for creating new services and increasing the efficiency of already existing products.  
 
Timing 
Co-creation is mostly implemented for the co-design phase and this reflects the need of the 
reference zones to implement such processes for service and product development. 
 
Stakeholders involved 
Citizens and industry are always engaged in co-creation activities organised by the 
reference zones, but also utilities are often the main stakeholders, especially in terms of 
urban planning.  
 
Activities in which the citizens take part  
All the cities use co-creation for brainstorming processes and six out of the eight projects 
implement these approaches to generate ideas on novel solutions, evaluate new concepts 
and to improve the governance framework within their municipalities. 
 
Rewarding systems  
Cities favor community recognition to reward their stakeholders to participate in co-
creation activities, together with virtual prizes. Offering new jobs is not very applied as a 
rewarding system. 
 
Co-creation methodologies used  
It is impressive to detect that all the cities are currently using Living labs as the main 
methodology for co-creation activities. Five cities are also implementing Personas, 
Gamification, Appraisal interviews, Basis SWOT workshops and Strategic roadmaps.  
 
Co-creation tools 
Even if Social Network Analysis as a co-creation methodology is applied only by one city, 
almost all the reference zones (seven out of eight) have declared to use social media as a 
main tool for co-creating with the users. Apps and specific toolkits implemented by the 
cities (including sensors) are also used. 
 
Success factors 
The main metrics to evaluate the success of the co-creation activities are related to increase 
the number of people participating and improve innovation capabilities. Six cities have 



D	1.10	 	 	 SynchroniCity	732240	

Page 45 of 125 

also declared to assess the impacts of co-creation approaches against improving 
sustainability of new and already existing products and services. 
	

5.2 PROFILES AND CO-CREATION GUIDANCE FOR THE REFERENCE ZONES 
	

We provide below a description and a visualisation of the results gathered from the co-
creation questionnaire and the interviews with each Reference Zone. The following cards 
visualise the co-creation methodologies and tools already implemented by the cities. These 
are intended to support the cities to better focus their objectives and easily identify which 
tools to apply and stakeholders to engage when implementing the different co-creation 
methodologies.  

 

5.2.1 ANTWERPEN	
	
The city of Antwerpen has a relevant experience in implementing co-creation methodologies 
within its municipality. The city implements co-creation processes usually trying to involve 
people as much as possible, however the level of engagement depends on the different 
activities to organise and on the level of innovation to achieve (e.g. incremental or disruptive 
innovation starting from an analysis of users’ needs). Most of the creation is spontaneously 
driven in the city directly by the stakeholders and the municipality facilitates the co-creation 
activities (involving different units, departments and companies) in a number of ways and 
on various levels: 

● Via the city lab 2050 (http://stadslab2050.be/), an urban innovation lab on prototyping 
for sustainable innovation in the city.	

● Via living labs on specific topics (this is implemented all the time).	
● Via its smart city initiatives.	
● Via hackathons (Apps for Antwerp, Blockchain for Antwerp, …).	
● Through innovative lean and mean IT procurement procedures (buy from Startups,  

PCP, etc...)	
The main objectives of Antwerpen to apply co-creation methodologies are to: 
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● Generate public values.	
● Support communities of practice.	
● Identify stakeholder needs.	
● Engage stakeholders (incl. citizens).	
● Create new services.	
● Create new products.	
● Advance available services/products.	
● Raise the level of awareness on different topics.	
● Increase efficiency of services.	
● Increase effectiveness of services.	
● Create a sense of ownership with stakeholders (incl. citizens)	

They use co-creation methodologies within the whole co-creation lifecycle, including also 
their innovative procurement procedures. The main stakeholders of Antwerpen are: 

● Citizens.	
● Industry.	
● Public sector (federal or local government departments).	
● Utilities.	
● Research.	
● Suppliers.	
● Competitors.	
● Customers.	
● Service providers.	
● SMEs and startup businesses	

 

They are engaged within co-creation processes for identifying new organisational practices 
and processes in service development, for improving governance processes, during 
brainstorming process for generating novel ideas and supporting communities of practice, 
for evaluating concepts and providing comments on existing products, in transferring implicit 
knowledge and for establishing performance evaluation standards. Stakeholders are 
rewarded for participating actively in co-creation processes both through monetary and 
virtual prizes, through professional and community recognition, by offering them new jobs 
and through actual assignments and business contracts (especially for startups). The co-
creation methodologies implemented by Antwerpen are: 



D	1.10	 	 	 SynchroniCity	732240	

Page 47 of 125 

● Living labs.	
● Personas.	
● Basis SWOT Workshops.	
● Appraisal Interviews.	
● Strategic Roadmaps.	
● Foresight techniques	
	

In order to achieve the objectives previously mentioned, the city of Antwerpen is applying 
several tools for developing co-creation processes, such as social media, visual 
collaboration maps and mind maps, toolkits, crowdmapping, mockups, storyboards and 
elevator pitches (cfr. buy from startups). The success of the co-creation practices is 
evaluated by Antwerpen in terms of improving collaboration among different departments in 
a city and the innovation capabilities across cities, increasing the efficiency and 
effectiveness of the services developed, the number of people participating in co-creation 
processed and the provision of cost-efficient solutions, improving the sustainability of 
solutions, also by increasing the number of business contracts and the repeated use of co-
created services and products.  

From the analysis of the information provided in the co-creation questionnaire, and by 
matching them with the guiding co-creation toolset included in Chapter 4, we have identified 
that the municipality could take advantage of also implementing the following co-creation 
methodologies: Lego serious play™ and Role play.  

The first methodology should be used within the co-analysis and co-design phases in order 
to evaluate the positioning of a new offer, especially when co-creating new services and 
products. Indeed, Lego serious play™ perfectly responds to the needs of the city of 
Antwerpen to generate public values and support communities of practice by implementing 
brainstorming processes and identifying new organisational practices. By applying this 
methodology, Antwerpen, will likely be able to improve its innovation capabilities, increase 
the efficiency of its services, improve the sustainability of its solutions and increase the use 
of co-created services and products.  

In terms of co-creation methodologies to be used within the co-evaluation step, Antwerpen 
could benefit from applying the Role Play approach. It will help the municipality to perform 
an hypothetic service experience and to investigate its future functionalities by engaging all 
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the stakeholders effectively interested in the process, advancing the existing services and 
products, thus establishing performance standards. This approach will increase the 
efficiency and also improve the sustainability of the service offer provided. The tools to be 
used within both the methodologies proposed have never been implemented before 
by the city of Antwerpen and this is for sure the major challenge we envisage to be 
supported by the Reference Zone coordinator. Indeed, the Lego serious play™ applies 
issue cards, character profiles and affinity diagrams; whether in addiction, Role play takes 
advantage also of storyboards. Below, we provide a visualisation of the co-creation 
methodologies currently in use by the city of Antwerpen. 
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Figure 4 Antwerpen co-creation card: Living Labs 
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Figure 5 Antwerpen co-creation card: Basis SWOT Workshops 
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Figure 6 Antwerpen co-creation card: Personas 
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Figure 7 Antwerpen co-creation card: Appraisal interviews  
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Figure 8 Antwerpen co-creation card: Strategic Roadmaps 
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5.2.2 CAROUGE 
	
Carouge believes that co-creation is like a social network, if nobody participates, it won’t 
survive. At present, and mainly due to staffing issues, the city of Carouge uses co-creation 
occasionally and is focused on using it to create with citizens, SMEs and startups. In 
Carouge the city has a mixture of both state and city based programmes for co-creation. 
The city often works with the Geneva Lab, a co-creation lab founded by the state and 
working across the cities, academia and SMEs. For example, Carouge does not currently 
have open data available to use for co-creation purposes. However, in response to this, the 
city has established a pilot project with Geneva. The main objectives of implementing co-
creation approaches for Carouge are to: 

● Identify stakeholder needs.	
● Engage stakeholders (incl. citizens).	
● Create new services.	
● Create new products.	
● Integrate available services/products.	
● Advance available services/products.	
● Increase trust on governmental services.	
● Generate public values.	
● Support communities of practice.	
● Transfer and sustainable conservation of implicit knowledge.	
● Improve communication processes.	
● Increase efficiency of services.	
● Increase effectiveness of services.	
● Provide financial and economical sustainability of services.	
● Create a sense of ownership with stakeholders (incl. citizens)	

Carouge uses co-creation processes in the whole co-creation lifecycle. First the city 
identifies problems and then reach a database of enterprises, citizens or SMEs where they 
look for a technological solution to the problem. The city supports that compared with other 
Swiss cities, Carouge is more advanced, so they are a showcase. The main stakeholders 
of Carouge are:  
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● Citizens.	
● Industry.	
● Utilities.	
● Research.	

In Carouge, the citizens mainly take part in co-creation activities for generating ideas on 
novel products within brainstorming processes, for evaluating and selecting concepts, in 
supporting communities of practice and for establishing performance evaluation standards. 
Community recognition is the mean used to reward citizens participating in co-creation 
processes in Carouge. The methodologies used are: 

● SMEs and start-up database (with value chain of the enterprise). 	
● Living labs.	
● Personas.	
● Gamification 	

The tools implemented in co-creation activities from Carouge are mainly used by the 
different structures of the State of Geneva (Office Industrial Promotion, Economic 
Development, the IT development or the contact the city already created with its citizens). 
The success of such processes is evaluated in terms of increasing the collaboration across 
cities and the number of people participating in cities co-creation processes, thus improving 
the sustainability of solutions provided to the citizens.  

From the analysis of the questionnaire, it emerged that even if Carouge declared to use co-
creation also within the co-implementation phase, in reality there are no methodologies 
already included in the list that can support them within this particular process. To better 
exploit the benefits provided by co-creation, we suggest Carouge to apply also Basis SWOT 
workshops and Appraisal interviews within the co-implementation phase. Especially the 
first methodology, can be relevant in identifying stakeholders needs, increasing trust on 
governmental services and generate public values, increasing the efficiency and 
effectiveness of the services. In order to implement these methodologies, toolkits, mock-
ups, issue cards and the motivation matrix should be put in place. The final result of 
implementing such a methodology can be an increase of collaboration across cities and the 
number of people participating in cities co-creation processes. The Appraisal interviews are 
useful in establishing performance and evaluation standards by applying social media, visual 
collaboration maps and toolkits with the aim of advancing available services, increasing the 
efficiency and effectiveness of already existing ones and providing financial and economic 
sustainability. 
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Figure 9 Carouge co-creation card: Living Labs 
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Figure 10 Carouge co-creation card: Gamification 
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Figure 11 Carouge co-creation card: Personas 
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5.2.3 EINDHOVEN 
 

The city of Eindhoven uses co-creation all the time to involve residents, entrepreneurs and 
institutions in developing policies and projects. Co-creation is indeed very important for the 
city, it is a prerequisite for a well-accepted implementation and functioning of its smart 
services, especially in terms of improving quality of life of the citizens. In this sense, co-
creation helps to get a better insight in the needs of the citizens. The main objectives of this 
co-creation activity are to:  

● Identify stakeholder needs.	
● Engage stakeholders (incl. citizens).	
● Raise the level of awareness on different topics.	
● Generate public values.	
● Improve communication processes.	
● Increase efficiency of services.	
● Create a sense of ownership with stakeholders (incl. citizens)	

The whole co-creation lifecycle is involved in Eindhoven. The stakeholders engaged are: 

● Citizens.	
● Industry.	
● Public sector (federal or local government departments).	
● Utilities.	
● Suppliers.	
● Competitors.	
● Customers.	
● Service providers	

The stakeholders are involved mainly to provide comments on services and product, during 
the brainstorming phase to generate novel ideas, select and evaluate concepts, to identify 
new processes in the service/product development phase. The city of Eindhoven also 
applies co-creation for implementing new governance process and improve the ones already 
in place. The city rewards its citizens for participating in co-creation activities through 
community recognition. The co-creation methodologies applied are: 
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● Living labs.	
● Personas.	
● Gamification.	
● Strategic roadmaps.	
● Social Network Analysis	

The tools used for applying co-creation processes by Eindhoven are mainly social media, 
visual collaboration maps and mind maps, toolkits, crowdmapping, character profiles and 
motivational matrix. The success of the co-creation processes implemented is evaluated in 
terms of increasing the number of people involved, improving collaboration among different 
departments in a city, the quality of data collected, services adoption’s measures and the 
sustainability of the solutions developed. The repeated use of co-created services and 
products is also assessed.   

We suggest to Eindhoven to use also the Basis SWOT Workshops methodology, which 
could best support the city to improve the quality of data collected, since it allows to engage 
with different and heterogeneous stakeholder groups, and provide more insights on the 
quality of life of citizens, which is a primary scope for the city. Considering that Eindhoven 
aims to involve very different categories of stakeholders, i.e. almost all groups from the list 
in the questionnaire, with the only exception of researchers, this methodology is perfectly 
aligned with the need of the city to increase collaboration across cities and/or among 
different departments in a city and the number of people participating in cities co-creation 
processes, thus increasing the efficiency of the services developed.  
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Figure 12 Eindhoven co-creation card: Living labs 
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Figure 13 Eindhoven co-creation card: Gamification 
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Figure 14 Eindhoven co-creation card: Personas 
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Figure 15 Eindhoven co-creation card: Social Network Analysis 
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Figure 16 Eindhoven co-creation card: Strategic roadmaps 
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5.2.4 HELSINKI 	
	
The city of Helsinki uses co-creation all the time for digital service development, opening up 
data and APIs, as well as on urban planning activities. Co-design of services is the main 
objective of Helsinki for taking the citizens and the whole ecosystem on board. Both in 
relation to existing services, to get feedback or develop services further, and to get new 
ideas for potential services/solutions. More in detail, Helsinki implements co-creation 
processes to: 

● Identify stakeholder needs.	
● Engage stakeholders (incl. citizens).	
● Create new services.	
● Create new products.	
● Advance available services/products.	
● Raise the level of awareness on different topics.	
● Increase trust on governmental services.	
● Generate public values.	
● Support communities of practice.	
● Transfer and sustainable conservation of implicit knowledge.	
● Improve communication processes.	
● Increase efficiency of services.	
● Increase effectiveness of services.	
● Provide financial and economical sustainability of services.	
● Create a sense of ownership with stakeholders (incl. citizens)	

Helsinki uses co-creation also in co-evaluation and co-implementation phases. The 
categories of stakeholders involved within these processes are: 

● Citizens.	
● Industry.	
● Public sector (federal or local government departments).	
● Suppliers.	
● Customers.	
● Service providers	
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Stakeholders in Helsinki are involved in co-creation for providing comments on products, 
within brainstorming processes for selecting and evaluating concepts, for transferring implicit 
knowledge and generating novel ideas on products and services. Stakeholders are also 
supporting the city in improving governance processes by identifying new organisational 
practices and processes in the service/product development phase. Monetary and virtual 
prizes, as well as community recognition is implemented to reward the stakeholders for their 
engagement in co-creation activities. The methodologies implemented by Helsinki for co-
creation are: 

● Living labs.	
● Personas.	
● Gamification.	
● Strategic Roadmaps.	
● Hackathons 	

The tools used for applying co-creation processes by Helsinki are mainly Social media, 
apps, visual collaboration maps and mind maps, toolkits, crowdmapping, mock-ups, issue 
cards and character profiles. The success of the co-creation practices put in place by the 
city is evaluated in terms of increasing the collaboration across cities and the number of 
people participating in cities co-creation processes, improving user satisfaction and service 
adoption measures. The contribution of the co-creation activities for improving innovation 
capabilities and the quality of data collected, as well as increasing the efficiency of the 
services and products developed is investigated by Helsinki. 

From the analysis of the results of the questionnaire, it emerged that Helsinki is 
implementing some methodologies that usually can support the co-analysis phase, such as 
Strategic roadmaps, Personas and Living labs, even if they have declared to not organise 
activities usually addressing this step. 

It is clear the effort spent by the city of Helsinki in applying co-creation methodologies within 
the co-design phase for sharing ideas and creating new products and services. In terms of 
methodologies to be implemented for co-evaluation and co-implementation phase, Helsinki 
has already put in place Strategic Roadmaps. However, we suggest that Appraisal 
interviews can also be very useful in establishing performance and evaluation standards 
by applying social media, visual collaboration maps and toolkits. The final aim is to advance 
available services, increase the efficiency and effectiveness of already existing service and 
provide financial and economic sustainability.	  



D	1.10	 	 	 SynchroniCity	732240	

Page 68 of 125 

 

Figure 17 Helsinki co-creation card: Living Labs 
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Figure 18 Helsinki co-creation card: Personas 
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Figure 19 Helsinki co-creation card: Gamification 
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Figure 20 Helsinki co-creation card: Strategic roadmaps 
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5.2.5 MANCHESTER 
	

To this day, Manchester has occasionally implemented co-creation processes. However, in 
Manchester there is a thriving digital and innovation community and co-creation has been 
key to a wide range of initiatives to involve stakeholders throughout the service design 
process. Co-creation is important for Manchester as it is a strong approach to unlock civic 
potential and social capital. Three distinct groups are engaged by the city of Manchester in 
this process: active citizens (broad vision), service users (come in later for delivery design) 
and intermediaries (civil servants, public sector stakeholders). Hence, stakeholders are both 
citizens and professional users. The city applies co-creation processes mainly to achieve 
the following objectives: 

● Identify stakeholder needs	
● Engage stakeholders (incl. citizens)	
● Create new services	
● Create new products	
● Support communities of practice	
● Increase efficiency of services	

The whole co-creation lifecycle is involved in Manchester. The stakeholders engaged are: 	

● Citizens	
● Industry	
● Public sector (federal or local government departments)	
● Research	
● Customers	

The stakeholders are mainly involved by the city for brainstorming activities in order to select 
concept, transfer implicit knowledge and provide their suggestions to improve the 
governance processes. Stakeholders are rewarded to participate in co-creation processes 
by having access to new services, or a chance to be an early adopter, as part of active 
citizenship. Occasionally there will be also incentives, but is mostly around personal 
fulfilment. 

The co-creation methodologies already put in place by Manchester are: 
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● Living labs	
● Gamification	
● Appraisal interviews	
● Basis SWOT Workshops	
● Questionnaires and consultations with community of researchers (e.g. focus groups)	

The tools used in co-creation processes by Manchester are visual collaboration maps and 
mind maps, social media, apps and toolkits. The success of such co-creation approach is 
evaluated in terms of improving service adoption measures and innovation capabilities, to 
improve the quality of data collected and to increase the use of co-created services and 
products. However, Manchester wants to develop also curated hackathon, as this works 
better with communities that aren't naturally used to develop “innovation”. Since Manchester 
is working with data within SynchroniCity, the main objective of the co-creation approach is 
to encourage data literacy and implement responsive systems to respond to the emerging 
questions of the citizens. 

By considering that Manchester has not yet using any co-creation methodology aimed to 
support community of practices, as this is one of the main objective of the City, we suggest 
to implement the Lego serious play™ approach. Indeed, this methodology can be really 
useful for Manchester within the service design process, as it helps to identify stakeholder 
needs, create new services and products, thus increasing the efficiency of services and 
improving the innovation capabilities. 
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Figure 21 Manchester co-creation card: Living labs 
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Figure 22 Manchester co-creation card: Gamification 
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Figure 23 Manchester co-creation card: Appraisal interviews 
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Figure 24 Manchester co-creation card: Basis SWOT workshops 
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5.2.6 MILAN	
	

A lot of different departments in the city use co-creation (or stakeholder engagement) in their 
work. They also implement different types of engagement processes on a variety of different 
projects in the city. For Milan co-creation means involving other stakeholders, to understand 
their perspectives, but also to draw on their competencies and ideas in finding solutions for 
some of the challenges the city faces. This process enables to generate more  (better) ideas 
and to qualify solutions. For the municipality, to implement such co-creation approaches, it 
is relevant to understand the needs of its stakeholders and how to involve more people in 
the development process. 

The city has used co-creation to achieve the following objectives: 
●           Engage stakeholders (incl. citizens) 

●           Create new services 

●           Integrate available services/products 

●           Advance available services/products 

●           Generate public values 

●           Support communities of practice 

●           Improve communication processes 

●           Increase effectiveness of services 

●           Provide financial and economical sustainability of services 

●           Create a sense of ownership with stakeholders (incl. citizens) 

Milan is interested in implementing co-creation strategies mainly during the co-design and 
co-implementation phases. The main stakeholders involved in these approaches are: 
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●           Citizens 

●           Industry 

●           Public sector (federal or local government departments) 

●           Utilities 

●           Service providers 

The stakeholders are involved by the city of Milan in co-creation processes to identify new 
processes in the service/product development phase and in brainstorming processes to 
evaluate concepts and support communities of practice. Moreover, the stakeholders in Milan 
contribute to improve governance approaches, by participating to co-creation activities to 
make sure the eco-system is reliable, trustworthy and protects citizens. The city rewards its 
stakeholders for participating in such processes through virtual prizes, professional and 
community recognition. The co-creation methods currently used by the city of Milan are: 

●           Gamification 

●           Appraisal interviews 

●           Basis SWOT Workshops 

●           Strategic roadmaps 

●           Role Play 

The tools used by the city to apply such methodologies are manly social media, apps, mock-
ups, character profiles and storyboards. The success of the co-creation activities exploited 
is evaluated in terms of increasing the number of people participating in such processes, 
improving the collaboration among different departments of the city and quality of data 
collected, improving innovation capabilities, increasing effectiveness, sustainability and 
adoption measures of the solutions adopted, improving services and products’ adoption 
measures and increasing the use of co-creation activities. 

The city of Milan has declared to use co-creation methodologies mainly during co-design 
and co-implementation phases, however, there are several methodologies they currently 
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use that can be useful also in the co-evaluation phase, which is a relevant step before the 
co-implementation one, these are Appraisal interviews, Basis SWOT workshops, Role play 
and Strategic roadmaps (this one is also important for the co-analysis phase). 

Furthermore, there are several tools not yet in use by the city to take advantage of, indeed 
issue cards can be used in both Gamification, Basis SWOT workshops, Strategic roadmaps 
and Role Play to visualise the current situation and different viewpoints. Affinity diagram 
should be applied Gamification and Basis SWOT workshops, such as the Motivation matrix 
to the Strategic Roadmaps and Basis SWOT workshops for organising facts on clusters and 
to focus on their different motivations. Mind maps and toolkits are also useful in Appraisal 
interviews, Strategic roadmaps and Basis SWOT workshops to support the users to 
visualise information, especially during brainstorming. 

According to the information included by the city of Milan within the questionnaire and the 
discussion emerged from the interview, we suggest to the municipality to implement also the 
Living labs and Lego Serious Play™’ co-creation methodologies, which are both very 
useful in the co-design phase.  

Living labs are relevant for implementing real-life experimentation processes to effectively 
engage stakeholders, integrate and advance available services and products by 
consequently increase its efficiency, generate public values and provide economic 
sustainability. This methodology is effective to improve both services/products’ adoption 
measures, their use and innovation capabilities.   

With reference to the second methodology, it can be applied both during co-analysis and 
co-design phases to support the communities of practice involved in Milan to generate public 
values and to create new services. Moreover, Lego serious Play™ is really useful to improve 
communication processes and innovation capabilities, thus enhancing efficiency and 
sustainability of solutions.  
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Figure 25 Milan co-creation card: Gamification 
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Figure 26 Milan co-creation card: Appraisal interviews  
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Figure 27 Milan co-creation card: Basis SWOT workshops 



D	1.10	 	 	 SynchroniCity	732240	

Page 84 of 125 

 

Figure 28 Milan co-creation card: Strategic Roadmaps 
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Figure 29 Milan co-creation card: Role play  
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5.2.7 PORTO	
	
Porto uses co-creation processes to design solutions and strategies with citizens and 
partners. They practice it regularly as part of the design process with citizens, public and 
private entities, such as companies, startups and academia. For example, over the past 2 
years Porto has been involving people and partners in the strategy of the municipality. The 
city activates co-creation activities as they believe that the city shouldn’t be developing 
everything, and isn't necessarily best suited to solve every issue.  

The city uses co-creation to achieve the following objectives: 

● Identify stakeholder needs	
● Engage stakeholders (incl. citizens)	
● Create new services	
● Integrate available services/products	
● Raise the level of awareness on different topics	
● Increase trust on governmental services	
● Transfer and sustainable conservation of implicit knowledge	
● Improve communication processes	
● Increase efficiency of services	
● Increase effectiveness of services	

The whole co-creation lifecycle is included in such co-creation process involving the 
following categories of stakeholders: 

● Citizens	
● Industry	
● Public sector (federal or local government departments)	
● Utilities	
● Research	
● Suppliers	
● Customers	
● Service providers	

Stakeholders in Porto are mainly involved in co-creation in order to provide comments on 
services/products, generate novel ideas and evaluate concepts during brainstorming 
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processes, or for improving governance practices. Additionally, co-creation is also used in 
strategic planning. Porto has a specific project on this - in the Porto innovation hub project 
they have been developing several activities with city stakeholders. These include 
workshops, concept development (co-design) and focus groups. Porto is using 25 informal 
talks (by city councillors, specialists and members of the ecosystem). They then collect all 
information from the 25 talks and turn this into a report. Local groups will then use the report 
to define a new strategy for the city. 

The city rewards its stakeholders for participating in such co-creation processes through 
virtual prizes and community recognition.  

Challenge Porto is an interesting project that brings these stakeholders together, inviting 
citizens to tell the city what their needs are, which are then explored and challenge briefs 
are co-created. With this challenge, the city goes out to local entrepreneurs and creates 
solutions using an open call, winning solutions then worked up with citizens and deployed 
within the city. There is a ‘deployment’ budget not a cash prize because they want to see 
impact within the Porto. 

The co-creation methodologies already in place in the city of Porto are: 

● Living labs	
● Personas	
● Appraisal interviews	
● Basis SWOT workshops	
● Strategic roadmaps	
● Lego serious play™	

The tools used to implement these methodologies are mainly apps, visual collaboration 
maps and mind maps, toolkits, crowdmapping and storyboards. The success of such co-
creation activities developed by Porto are evaluated against the capability of the city to 
increase collaboration across cities and the number of people participating in cities co-
creation processes in order to consequently improve collaboration among different 
departments in a city. All cities work within a political environment, but in Porto co-creation 
has enabled the Smart Cities Unit to work in an open way and helped to avoid issues with 
politics (this is helped by the independent candidate that is currently Mayor of Porto). 

The main objectives of Porto to apply co-creation methodologies are economic, indeed, by 
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using co-creation you can support start-ups to grow and allow the city to develop innovative 
solutions to challenges with concepts designed by citizens. This is also relevant to improve 
user satisfaction measures, innovation capabilities, the quality of data collected and the 
sustainability of the solutions proposed, by consequently increasing the efficiency and the 
provision of cost-efficient services and products provided.  

Below a visualisation of the methodologies already in use in the city of Porto and a 
suggestion for the tools to be applied to such methodologies to better achieve the objectives 
declared by the city in the questionnaire. 

The city of Porto has already implemented several co-creation methodologies that perfectly 
respond to its need of engaging the stakeholders in the user-centred development process. 
The whole co-creation lifecycle is included in the approach and the methodologies put in 
place cover the entire process. Hence, we do not have suggestions to Porto to implement 
other methodologies.  

However, there are several tools involved in the different methodologies that have not been 
considered to be applied by Porto yet and that can be very beneficial for the city to better 
improve the results achieved by implementing co-creation approaches. Indeed, within Living 
Labs, it would be beneficial to use also motivation matrix, issue cards and mock-ups 
especially within the co-design phase for developing new services, such as in organising the 
Basis SWOT Workshops for the evaluation and implementation of the services.  

With reference to Personas and Lego serious play™, the tools usually applied in these 
methodologies are the affinity diagram, character profiles and issue cards indeed it is not 
clear which kind of tools are now being used by the city of Porto for exploiting these 
methodologies. In terms of implementing Strategic roadmaps also motivation matrix, issue 
cards and affinity diagram more than mind maps can best support the application of such 
methodology. 
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Figure 30 Porto co-creation card: Basis SWOT workshops 
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Figure 31 Porto co-creation card: Personas 
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Figure 32 Porto co-creation card: Lego serious play™ 
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5.2.8 SANTANDER  
	

Co-creation is important for Santander as it is the way to guarantee an inclusive approach 
to this smart city paradigm. One of the main drawbacks in building the smart city, is the fact 
that at the very the beginning citizens feel really far from what is happening around them. 
So, the only way to overcome such barrier is fostering activities in which they participate in 
one or another way. The first step in mobilising the co-creation paradigm is supported by the 
municipality and the university. The municipality makes an important effort in attracting the 
attention of people potentially interested, based on the experience they got in the past from 
similar events. The university and SMEs provide the technical background that the citizens 
and other third parties may use for co-creating. Third parties, not only citizens, but also 
SMEs and other activists that might be interested in developing applications are involved in 
co-creation processes by the city. Santander implements co-creation activities to achieve 
the following objectives: 

● Raise the level of awareness on different topics	
● Improve communication processes	
● Increase efficiency of services	
● Increase effectiveness of services	

They use co-creation during the co-analysis and co-design phase. The main stakeholders 
of Santander are: 

● Citizens	
● Industry	
● Utilities	

Citizens are involved in co-creation processes by Santander especially for providing 
comments on products and services or generating novel ideas and for supporting 
communities of practice. Citizens participating in co-creation processes are mainly rewarded 
by the city of Santander through monetary prizes, professional and community recognition. 
The city organises open calls linked to projects, but also workshops every two months, or 
they can also be even more spontaneously organised. It depends on the interest of the own 
Municipality which triggers the actions, supported by the university from the technical point 
of view. Usually SMEs collaborates in this process. The methodologies applied are: 

● Living labs	
● Appraisal interviews	

The city of Santander has developed a specific platform which contains several tools for 
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developing co-creation activities together with their stakeholders. The success of such 
processes is evaluated in terms of increasing the number of people participating in co-
creation processes, thus improving innovation capabilities and user satisfaction measures. 
With the following cards developed for Santander, we aim to support the city to better exploit 
the potentialities of each methodology. Indeed, with reference to the Living labs 
methodology, we show a full set of tools that can be implemented. With reference to the 
Appraisal interviews methodology, usually this is mainly applied during the co-evaluation 
and co-implementation phase, which the city has stated to not include these steps within its 
co-creation processes. Indeed, this methodology is best implemented to evaluate past 
performances of services and there are other methodologies that can best help the city to 
implement co-creation processes within the co-analysis and co-design phase, especially 
considering the main objective of the city of Santander is to guide citizens in providing novel 
ideas on services and products. 

Indeed, the co-creation methodologies that can best support the city of Santander to 
implement co-creation activities for generating novel ideas and communicate with its 
stakeholders are Gamification and Bodystorming. The first one is usually applied within 
the co-design phase to both involving users in brainstorming processes on products and 
services, and for increasing users’ engagement within the whole co-creation lifecycle. This 
process can enable the city to improve the efficiency and effectiveness of products and 
services, supporting communities of practice to work together and to improve innovation 
capabilities. The tools used in gamification processes are mainly social media, issue cards, 
apps and affinity diagram, which should easily been able to be integrated in every platform 
already in use by the city of Santander. The bodystorming methodology is used both in the 
co-analysis and co-design phases to physically setting up an experience and allow the 
stakeholders to provide feedback. This methodology is very useful for creating new services 
and products, to transfer implicit knowledge and improve communication processes, which 
is also one of the main objective of Santander in implementing co-creation practices. 
Bodystorming enables also to generate novel ideas, select them and identify future 
strategies. The main tools used within this methodology are character profiles, storyboards 
and issue cards. As a result, Bodystorming will have a huge impact in increasing the number 
of people participating in co-creation and improving innovation capabilities. 	
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Figure 33 Santander co-creation card: Living labs 
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Figure 34 Santander co-creation card: Appraisal interviews 
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5.3 GUIDELINES TO IMPLEMENT CO-CREATION METHODOLOGIES  	
	

5.3.1 PERSONAS 
 

Suggested time 

3 to 9 days (one person engaged) 

Level of difficulty 

Moderate 

Number of participants 

From 100 to 300 (involved in both questionnaires and personas workshops) 

Steps 

1. Finding the users: the first phase aims to profile the end-users of the services or 
products co-created by implementing the personas methodology. Information can be 
gathered through interviews, observations, questionnaires, reports, companies and 
markets’ data. 

2. Building a hypothesis: since the methodology is focused on how the users will act in 
a specific context, hence is relevant the hypothesis takes into account specific 
characteristics of the users and their needs. This baseline information can be 
extracted through interviews with potential users. 

3. Verification: this step is focused on finding data to support the initial hypothesis in 
order to support the personas’ description and the scenario portrayed. This analysis 
requires to investigate also the values and attitudes of the users. 

4. Finding patterns: this phase aims to make sense of the data collected to finally depict 
the profile of the end users often through qualitative analysis. 

5. Constructing personas: it is the process of describing personas without stereotypes, 
but real users that are easy to engage in the co-creation process and can provide 
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effective results. The description should include: a photo of the person, description of 
attitudes, the social background, emotions toward technologies and personal traits. 

6. Defining situations: this phase drafts real scenarios starting from the previous 
personas’ descriptions. It includes an analysis of the context in which the user will 
use the products or service. 

7. Validation and buy-in: this process collects the opinions of the participants about the 
personas’ descriptions.  

8. Dissemination of knowledge: personas’ descriptions and all the information about the 
co-creation process should be shared and promoted as much as possible with people 
involved in the approach and exchanged with potential newcomers. 

9. Creating scenarios: a scenario it is a main character that should act to achieve a 
specific objective. Potential issues in achieving the goal identified within the scenario 
should be also considered in order to have an effective and real scenario. 

10. Ongoing development: the information about personas should be up to date in order 
to be used within different co-creation lifecycles 

Requirements 

- User involvement: personas are not roles which people play, but for best representing 
the final real user of the system, it is needed to know well their needs. It is an 
infrastructure for engagement and a mean for communicating data collected by using 
other user research methods.	

- Service and infrastructure development: personas helps to keep the assumptions and 
decision-making criteria explicit within the service and infrastructure development 
process. Personas enable to focus the attention to a specific target audience and 
different categories of users at the same time. 	

- Innovation outcomes: potential usage of real services and products is investigated 
through personas. Indeed, this methodology is used to inspire and inform service 
innovation by exploring customers typologies and their needs. Personas’ 
methodology provides a qualitative representation of the market and is focused on 
an in depth understanding of its customers 	
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5.3.2 LEGO SERIOUS PLAY™ 
 

Suggested time 

From 3 to 5 hours 

Level of difficulty 

High 

Number of participants 

4 to 10, max 12 participants per group (a facilitator for each group is needed) 

Steps 

1. The challenge/s: the first phase aims to identify the challenge to solve. Potential 
challenges could be used to build a model for future success and combine models to 
get support from the team, understand who you are on a team or how you perceive 
the team and which are its aspirations. Strengths and weaknesses of the model can 
also be investigated, together with retrospectives.  

2. Build the model: to define a metaphor to analyse the applicability of the model/s 
previously identified within the challenge step.   

3. Sharing, give meaning, tell your story: this phase is focused on describing the 
processes needed to effectively put in place the model and processes required to 
achieve the expected results. A learning processes is involved, which enables the 
participants to be more committed in the approach and enjoy the activity.  

4. Questions and reflections: the facilitator during this phase will ask for clarifying 
questions to the team, also required to support people to express themselves and 
implement an effective participatory approach to co-creation.  

Requirements 

- User involvement: within this methodology, the user involvement is very high, since 
it is focused on exploring the relationships and connections between people and their 
world, analyse the dynamics and various hypothetical scenarios. Story making is also 
implemented to better involve users to work together in drafting several scenarios 
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and share the same understanding.	
- Service and infrastructure development: this technique improves problem solving, it 

enables to explore various hypothetical scenarios and increase the awareness of the 
service development possibilities. Different infrastructural and service scenarios are 
exploited to deepen the understanding of the whole development process.  	

- Innovation outcomes: the main innovation goal of this technique is to enhance the 
business performance by reducing the time needed to create a new service or 
product and increase its future adoption. It is also an effective communication tool, 
able to provide innovative insights 	

	

5.3.3 GAMIFICATION 
 

Suggested time 

From 10 days to months 

Level of difficulty 

Very high 

Number of participants 

From 5 to maximum 30 

Steps 

1. Learning outcomes: identify which are the objectives you aims to achieve through the 
approach learning by doing. These outcomes should be quantifiable.  

2. Choose the idea: define a theme and a challenge to accomplish. 
3. Select the process: create a storyboard of the game. 
4. Identify the learning activities: choose which are the steps needed to realize the 

learning outcomes. 
5. Define the team: the social part of learning is very relevant, for this reason the group 

participating in the game has to be formed by taking into account the expertise and 
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characteristics of each player. 
6. Apply dynamics: consider motivation, rewarding systems and challenges, but also 

leave some space for individual interpretation of the game. 
 
Requirements 

- User involvement: gamification is essential to facilitate various target audience to be 
part of the co-creation process and for decision making. Is important to have a clear 
idea of the user groups that have to be involved since the beginning of the activities 
to increase the likelihood of adoption of products/services.	

- Service and infrastructure development: gamification is very useful to identify user 
requirements which constitute the baseline for service and infrastructure 
development. Gamification processes implemented should take into account the 
individual differences and preferences of users to increase their satisfaction. 	

- Innovation outcomes: to develop a game from the scratch is very time consuming 
and expensive. This is the reason why gamification can only be effective for 
innovating products and services only if you provide the right environment for 
increasing collaboration rather than competition. To stimulate different groups to join 
forces amongst different groups is the perfect way to boost the potentialities of this 
methodology.	

	

5.3.4 BODYSTORMING 
 

Suggested time 

1 to 2 hours 

Level of difficulty 

Easy 

Number of participants 

3 to 6 participants 
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Steps 

1. Identify the users who can play the bodystorming process. 
2. Assign roles to the participants in the project team, previously defined through a 

journey map.  
3. Ask to the participants to perform their activities as usual. 
4. Identify several touch points and analyse how the people achieves their usual 

goals. 
5. Review the whole exercise with the team and document the results/challenges 

experienced 
Requirements 

- User involvement: the method is useful for generating empathy among users and 
provides clues about the impact of the environment on the user experience. It can 
also involve teams or groups working together for achieving the same objectives. In 
this sense, bodystorming is very useful for gaining more knowledge and 
understanding of user experiences.	

- Service and infrastructure development: bodystorming can be implemented within the 
whole service development process. It is especially useful in gathering information 
about the use of a potential product  and is also a very cheap and fast methodology 
for infrastructure development.  	

- Innovation outcomes: the methodology should be one of the first steps taken in the 
problem definition stage within the innovation process, used also for communicating 
ideas around an envisioned scenario and for defining recommendations	

	

5.3.5 APPRAISAL INTERVIEWS 
 

Suggested time 

1 to 2 hours 

Level of difficulty 

Moderate 
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Number of participants 

One per interview 

Steps 

1. Establish performance standards and criteria for evaluation. In order to do this 
process, the activities developed by each actor within the organisation should be 
described. This approach allows to identify the tasks that are more relevant for 
achieving the goals expected. 

2. Establish performance evaluation policies and the steps necessary for the process, 
e.g. how, when and how often the activities performed should be evaluated.  

3. Prepare interview guidelines and evaluation criteria by identifying the introductory text 
and the set of questions to be asked to the participants. The main objective is to 
evaluate the past activities carried out and to set the goals for the through with a 
specific action plan. 

4. Schedule the interviews. 
5. Conduct the face to face meeting by first introducing the topic, explaining the process, 

set the objectives of the discussion together. Share your view about the performance 
and discuss potential improvements. Find mutual agreements on the results of the 
performance assessment and delineate together the next steps to improve it. 

6. Summarise the results, agree on the action plan and on milestones 
 Requirements 

- User involvement: it is a relevant prerequisite of the process, since if the participants 
do not feel comfortable to share their opinions, no result will be achieved. Moreover, 
it can be necessary to schedule other meetings with the participants in order to better 
exploit some topics, so a long term engagement is sometimes required.	

- Service and infrastructure development: this technique is mostly used in the co-
evaluation and co-implementation phases, hence this is not strictly related to the 
designing step, but can be useful for providing feedback on an actual performance of 
a service or an infrastructure for further developments. 	

- Innovation outcomes: the result of the appraisal interviews is to define strategic plans 
for future innovation development approaches and for improving innovation 
capabilities of stakeholders involved. By analysing performances, the approach 
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enables the actors directly engaged in service or product development to align it with 
the KPIs to increase also the efficiency and effectiveness of innovation outcomes	

 

5.3.6 BASIS SWOT WORKSHOPS 
 

Suggested time 

2.5 to 3 hours 

Level of difficulty 

Easy 

Number of participants 

5 to 10 people 

Steps 

1. Identify a homogeneous group and select what kind of people are going to participate 
in the workshop. 

2. Prepare several slides showing the different roles concerning knowledge transfer in 
the innovation system, one per participant. 

3. Provide an introduction about the context and describe the characteristic of the 
participants and their relation to the whole innovation system. 

4. Describe the strategy development process and the role of the SWOT analysis inside 
this process. 

5. Present the methodology and the agenda. 
6. Collect strengths, weaknesses, opportunities and threats. 
7. Select the most important SWOT categories. 
8. Set the objectives for the innovation strategy.  
9. Select and present actions to be implemented by voting them and effectively put into 

place within the innovation strategy 
Requirements 



D	1.10	 	 	 SynchroniCity	732240	

Page 104 of 125 

- User involvement: create templates for the documentation of answers can be very 
useful to convince the users to provide more information during the workshops. 
However, the discussion should always be guided and not much brainstorming.	

- Service and infrastructure development: this methodology is not aiming to develop 
services and infrastructures. It can be applied for identifying and building an 
innovation strategy, which is a prior phase required for infrastructure development.	

- Innovation outcomes: the final outcome is an innovation strategy accurately defined 
with a set of actions to be implemented, directly decided by a group of actors within 
the city, taking into account regional and national peculiarities, and the needs within 
the innovation value chain 	

 

5.3.7 STRATEGIC ROADMAPS 
 

Suggested time 

2 to 3 hours, usually several workshops are held in 1 or two days 

Level of difficulty 

Moderate 

Number of participants 

Different groups of 4 to 6 participants at maximum 

Steps 

1. Set priorities: participants are asked to provide ideas to identify innovation 
requirements. They should be provided with background information and the 
facilitator should know well the interest and expertise of the participants. This step 
aims to analyse the current situation and identify actions to be put in place for 
achieving future results.  

2. Develop roadmaps: actors are split in different groups to discuss the priorities and 
each group has to draft a roadmap that should consider the current state, and both 
medium to long term time frame.  
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3. Identify the implementation actions: after the definition of the roadmaps, a series of 
actions and/or project ideas will be identified by providing also a description of 
expected results, an exploitation plan and an analysis of potential impacts 

Requirements 

- User involvement: trust and creativity should be ensured throughout the whole 
process, it is important that users feel involved within the whole development lifecycle 
to be able to take care of the implementation actions.	

- Service and infrastructure development: the actions defined through the strategic 
roadmap approach are useful for improving the service/infrastructure development 
process. 	

- Innovation outcomes: the approach is relevant for achieving effective results in terms 
of innovation, since the strategy drafted guides the participants to identify tangible 
results to be achieved in terms of applications/tools, methods, etc.	

	
5.3.8 SOCIAL NETWORK ANALYSIS	
 

Suggested time 

2 to 3 days 

Level of difficulty 

Moderate 

Number of participants 

From small groups of 10 or 20 people to large networks consisting of several thousands 
actors 

Steps 

1. Clarify the objectives and define the scope of the analysis (knowledge domain). 
2. Develop the methodology. 
3. Identify the network members. 
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4. Collect the data and gather further information from other resources. 
5. Analyse the data through formal methods of social network analysis. 
6. Interpret the results from the analysis. 
7. Design interventions and identify the following actions 

 
Requirements 

- User involvement: social network analysis aims at interpreting data and relationships 
among nodes in a network, without any interview or survey process. Hence, this 
methodology analyses info already available on the web and it not involves directly 
users in the process.  	

- Service and infrastructure development: this methodology does not aim to engage 
the users in any development, however it analyses network structures and positions 
to improve knowledge sharing, which can be indirectly useful for service and 
infrastructure development.	

- Innovation outcomes: the social network analysis provides information for influencing 
actors and their relationships through follow up activities, and as a consequence, also 
the innovation strategies for new service implementations  	

	

5.3.9 ROLE PLAY 
 

Suggested time 

1 to 2 days 

Level of difficulty 

Moderate 

Number of participants 

1 to 6  

Steps 
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1. Present the problem, by providing examples, to predict what might happen. 
2. Select participants and assign the roles. 
3. Define a line of action to restate the final roles. 
4. Assign tasks to the group for involving it within the whole duration of the activity. 
5. Play the roles in a spontaneously “live” situation. 
6. Review and discuss the action played. 
7. Share new interpretations of roles and investigate potential causes and effects. 
8. Discuss and evaluate the actions played. 
9. Share the experiences 

Requirements 

- User involvement: it is very important as every participant increases the awareness 
of results achieved by sharing the activities performed. To achieve this objective, the 
actors should have the power to discuss directly and freely their opinions. 	

- Service and infrastructure development: Role play is best serving the need of 
developing strategies and building empathy among people. Service and 
infrastructure development can be also involved if a journey experience is prepared 
with the aim to evaluate actual and potential features of a product or service. 	

- Innovation outcomes: by analysing and reviewing the current and potential future 
performance of a service/product, the participants solve issues relevant for speeding 
up the innovation process and go to the next phase of the lifecycle. To achieve this 
goal, it is important the organiser focuses the activities on a real product/service 
experience 	

 

5.3.10 LIVING LABS 
	

Suggested time 

2 days minimum 

Level of difficulty 

High 

Number of participants 
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8 to 10 participants 

Steps 

1. Idea: define a vision and turn it into a concept. This phase includes to analyse needs 
and gaps of the stakeholders, in order to investigate potential benefits of the solution 
proposed. 

2. Prototype: is the step required for developing a product o/service and put it into action 
by testing it several times. 

3. Evaluation: it aims to validate the product/service with end-users in a real life 
environment to detect the real interest of the stakeholders. It also investigates the 
application of business models and defines the necessary principles for the next step. 

4. Market launch: to implement the business-driven approach previously identified by 
defining competitors, willingness to pay of users and value of the network, for the 
successful introduction of the solution proposed into the market 

Requirements 

- User involvement: end-users are involved within the whole co-creation process, legal 
requirements are clear and shared with all the stakeholders, open data are 
automatically collected and available online for all the citizens. Community building 
methods have been implemented.	

- Service and infrastructure development: value-added services are implemented and 
the infrastructure is interoperable.	

- Innovation outcomes: stakeholders’ needs are taken into account, the target market 
is specified and IPR principles are established. The development of patents is 
investigated. SMEs potentially relevant for the co-creation process are engaged and 
business models are identified.	 	
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6  CONCLUSIONS AND NEXT STEPS 
 

This document has presented four main tools to the Reference Zones involved in 
SynchroniCity: 

1. A first set of 10 methodologies to be used in user-centred co-creation approaches, 
with specific information on objectives, tools to apply, categories of stakeholders to 
be involved, tasks to assign, rewarding systems to put in place and success factors 
to assess. 

2. A picture of the current needs, implementation and use of co-creation 
methodologies and tools for each reference zone. 

3. A guideline and a set of requirements on how to best apply such approaches and 
tools. 

4. A set of cards, included in Appendix 3, to be used by the reference zones for sharing 
and promoting their expertise with other cities and stakeholders involved in their co-
creation activities 

The exercise implemented in this deliverable has been very useful to identify what are the 
main challenges the reference zones are experiencing in applying co-creation, and how 
SynchroniCity can play a role in supporting the cities to further developing co-creation 
activities.  

In general, all the reference zones have already used co-creation methodologies, especially 
for engaging their stakeholders in service development processes. The online questionnaire 
and the in-depth interviews have shown the 10 methodologies listed and presented in this 
document have been effectively used by them. However, it has been also detected the 
importance of hackathons as a co-creation methodology: already used by Helsinki, to be 
implemented later on by Manchester. This methodology should be then included in the 
second version of the deliverable.  

The main challenges for the reference zones in terms of co-creation are:  
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● Engage the stakeholders in the first place and organise co-creation activities with 
new actors in the city. 

● Effectively deliver what is designed or agreed with them. 
● Have a platform which really incentives the third parties to be involved in the co-

creation activities. 
● Select the right tools to be used by the different categories of stakeholders involved 

every time in a co-creation approach. 
● Build a co-creation community and constantly engage the actors in the process. 
● Cope with ‘big players’ proposing a set of co-creation tools that are cheap, or 

consultancy services in case of SMEs, that are not aligned with the real needs of the 
cities. 

● Get the right methods to reach and keep the different groups of stakeholders 
interested over time and to address their needs.  

● Make clear to the different stakeholders what is in it for them, considering the different 
level of knowledge. 

● Change the culture of municipalities for implementing co-creation approaches by 
implementing a bottom up approach 

 
SynchroniCity can play a role to support the cities in applying co-creation more by:  

● Exploring participatory engagement further. 
● Enabling the reference zones to learn from other cities and identifying concrete links 

amongst them. 
● Increasing synergies with existing projects and the potential target audience of each 

city. 
● Supporting the cities to implement a co-creation ecology to test community policy 

suites. 
● Having a wider view on how the co-creation activities should be carried out. 
● Finding ways to get clusters working better together.  
● Improving the knowledge of the cities on co-creation to help them to apply such 

approaches by themselves. 
● Providing some insights on how new co-creation methodologies can be used, an 

explanation of tools and what kind of results they can achieve with co-creation.   
● Taking engagement and co-creation activities into the IoT domain. 
● Connecting possible users and co-creators involved in each reference zones’ 

activities through the Living Labs part of the project 
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As from the requests of several reference zones, the second version of the deliverable will 
be focused on better analysing what are the main results and issues faced by the cities in 
applying the co-creation methodologies here proposed and it will provide a final set of them 
to be used throughout the whole lifecycle of the SynchroniCity project, by discussing these 
directly with the cities already in the consortium, and with the new ones that will join us in 
the upcoming six months.	  
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APPENDIX 1 QUESTIONNAIRE TO THE REFERENCE ZONES 
                                 
 
     Q1) Select the statement that best reflects your city’s use of co-creation in designing products 

and services: 
- We have never used co-creation	
- We have used co-creation once 	
- We use co-creation occasionally	
- We use co-creation all the time	
- We are not interested to use co-creation 	
- OTHER	

 
     Q2) Please describe your city’s experience of using co-creation and thoughts for the future    
 
     Q3) Please explain why your city does not use co-creation in designing products and or 

services  
  
     Q4) Why does your city use co-creation? [Select all that apply] 

- Identify stakeholder needs	
- Engage stakeholders (incl. citizens)	
- Create new services	
- Create new products	
- Integrate available services/products	
- Advance available services/products	
- Raise the level of awareness on different topics	
- Increase trust on governmental services	
- Generate public values	
- Support communities of practice	
- Transfer and sustainable conservation of implicit knowledge	
- Improve communication processes	
- Increase efficiency of services	
- Increase effectiveness of services	
- Provide financial and economical sustainability of services 	
- Create a sense of ownership with stakeholders (incl. citizens)	
- OTHER	

 
     Q5) When do you use co-creation? [Select all that apply] 

- Co-analysis	
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- Co-design	
- Co-evaluation	
- Co-implementation	
- OTHER	

 
     Q6) Which stakeholders does your city normally involve in your co-creation? [Select all that 

apply] 
- Citizens	
- Industry	
- Public sector (federal or local government departments)	
- Utilities	
- Research	
- Suppliers	
- Competitors 	
- Customers	
- Service providers	
- OTHER	

  
     Q7) In your city, in which co-creation activities do citizens take part? [Select all that apply] 

- Providing comments on services/products	
- Governance: making sure the eco-system is reliable, trustworthy, and 

protects citizens	
- Identifying new processes in the service/product development phase	
- Identifying new organisational practices	
- Generating ideas on novel products/services	
- Brainstorming processes	
- Evaluation of concepts, implementations etc.	
- Selection of concepts, implementations etc.	
- Supporting communities of practice	
- Establishing performance evaluation standards	
- Transferring implicit and/or organisational knowledge	
- OTHER	

 

     Q8) How does the city reward citizens for participating in co-creation? [Select all that apply] 
- Monetary prizes	
- Professional recognition	
- Virtual prizes	
- Community recognition	
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- Create jobs	
- OTHER	

 

     Q9) Which of the following methods does your city use when co-creating? (definitions in 
chapter 3 of D1.4.1 [Select all that apply] 

- Living labs	
- Personas	
- Gamification	
- Bodystorming (acting out scenarios as a predefined stakeholder/character)	
- Appraisal Interviews 	
- Basis SWOT Workshops	
- Strategic roadmaps	
- Social Network Analysis	
- Role Play 	
- Legos serious play™	
- OTHER	

 

       Q10 Which tools does your city use in co-creation processes? [Select all that apply] 
- Social media	
- Mobile contribution (apps)	
- Visual collaboration maps and mind maps	
- Toolkits (sensors, pictures and sharing results, etc.)	
- Crowdmapping	
- Mock-ups	
- Issue cards	
- Affinity Diagram	
- Character profiles	
- Storyboard	
- Motivation Matrix	
- OTHER	

 

     Q11) How does your city measure the success of co-created products and services? [Select 
all that apply] 

- Increased collaboration across cities	
- Increased numbers of people participating in cities co-creation processes	
- Improved collaboration among different departments in a city	
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- Improved user satisfaction measures	
- Improved services/products adoption measures	
- Improved innovation capabilities	
- Increased efficiency	
- Improved effectiveness	
- Increased provision of cost-efficient solutions	
- Improved sustainability of solutions	
- Repeated use of co-created services and products	
- Improved quality of data collected	
- OTHER	
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APPENDIX 2 SET OF QUESTIONS FOR THE INTERVIEWS TO 
THE REFERENCE ZONES   
	
	
The main objective of the interviews is to gather specific information from each Reference 
Zone involved in SynchroniCity to identify the best way to support the cities in applying co-
creation methodologies. Indeed, each Reference Zone has different objectives in 
implementing co-creation activities and is approaching several phases of developing 
products and services for its stakeholders.  
 
The results from the online questionnaire have been very useful for better understanding the 
starting points of reflections about co-creation methodologies already in place in each city, 
their main objectives, the tools and the rewarding systems used, and the current phases of 
development. However, several cities have declared to use some methodologies that in the 
literature do not apply to a specific phase (e.g. Appraisal interviews during co-analysis, 
which indeed should be applied during co-evaluation and co-implementation) or have not 
considered other ones that can best serve their co-creation needs.  
 
Through these in depth interviews, we aim to discuss to better explore with the Reference 
Zones the current co-creation activities developed and the future strategies in implementing 
also other methodologies in the next future (e.g. until the end of the SynchroniCity project). 
The goal is also to understand how to best support them starting from this first document 
and providing a second version of the deliverable at the end of the first year of the project. 
The information gathered through the in depth interviews will be included in specific cards 
that can be used by each city to present co-creation activities applied so far and future 
perspectives to the other reference zones. These cards can also be used to present the 
reference zone co-creation approach during workshops and for facilitations’ scopes. 
 
 
Overall questions to explore cities current co-creation activities 
 

● How do you understand the term co-creation? What does it mean?	
● What does co-creation mean for you in your work as a Smart City?	
● Who (from the city) is involved in this work?	
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● How do you use co-creation? 	
○ what do you do?	
○ who is involved	
○ in what ways	
○ how often?	

 
 
Refer back to the specific answers they have provided in the questionnaire and explore in 
more detail how they use the different activities/methods/tools  

● Why is co-creation important (objectives)?	
● What are the main challenges you experience in your work with co-creation	
● What could support you in further developing your co-creation activities?	
● How can the SynchroniCity project play a role in that work?	
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APPENDIX 3 REFERENCE ZONES’ CO-CREATION CARDS   
	

City	Cards	

A	 set	 of	 city	 cards	 that	 outlines	 the	 IoT	 programme	 of	 each	 city	 has	 been	 developed	 to	 summarise	 the	
information	 about	 each	 city.	 These	 will	 be	 used	 by	 the	 reference	 zone	 coordinator	 in	 workshops	 and	
engagements	with	the	cities	throughout	the	project.	These	cards	are	available	to	be	accessed	by	all	partners	
at	the	following	shared	folder	and	via	the	SynchroniCity	website	to	enable	the	Reference	Zones	to	download	
them:	https://drive.google.com/open?id=0B1HRLPGKYZ2FUkxIRm5pcmF1eVk	
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Method	Cards	

	
To	share	experiences	across	the	cities,	a	set	of	‘Method	Cards’	have	been	created	by	using	the	data	collected	
from	 the	 co-creation	 questionnaire	 and	 the	 interviews.	 These	 cards	 are	 available	 to	 be	 accessed	 by	 all	
partners	using	the	following	shared	folder	and	via	the	SynchroniCity	website:		

https://drive.google.com/open?id=0B1HRLPGKYZ2FeFZyYkh3a25OaUU	

	


