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In terms of solution applicability at the institutional level, some 
issues take into account citizens' perception, for example their 
motivation to engage in an online environment by generating 
field requests. A simple presentation of the application will not 
automatically lead citizens to use it unconditionally. Project 
results prove valuable for a much wider range of users who use 
the internet daily, hold a high quantity of local information and 
are willing to communicate with responsible institution 
(whether we are talking about a company or public authority). 
Practical purpose of the application is more than to provide for 
citizens, located in urban areas, or for the municipal water 
company the opportunity to interact and to request information 
in case of field breakdown.  

 
Question: Answers: 

....................................................................... 
6. How do you want to get involved in the future decision 
process? 
1. Using classical tools such as 
phone/fax/printed mail. 

yes | no | I can’t 
decide 

2. Directly at the public authority head-
quarter thought a printed form. 

yes | no | I can’t 
decide 

3. Using web application with online 
forms. 

yes | no | I can’t 
decide 

4. Using web application, online maps 
and graphical tools that contain street, 
zip and cadastral number reference. 

yes | no | I can’t 
decide 

5. Using web-mobile application. yes | no | I can’t 
decide 

Location 
Postal code .............................................. 
Age category?* .............................................. 

 
Table 2. Field questionnaire for Buzau Study Case (selection) 

 
 

3. CONCLUSIONS 

 
By increasing public participation in reporting problems process 
identified in the water distribution network, community interest 
will increase related to work carried out by municipal compa-
nies, where requests will be solved in short time and lower 
costs. If companies or local authorities will not develop solu-
tions that improves institutional transparency the amount of in-
formation collected will be lower due to lack of public confi-
dence. In addition to problems requested by the citizens, the 
application should contain technical information of general in-
terest, for example the possible source of water losses. 
 
New applications for citizens, implemented at the water compa-
ny level, should have a similar structure and interface to appli-
cations already used by people, regardless of their internet con-
nection speed 
 

 
Analyzing municipal companies in Romania at department level 
can draw some important conclusions. For companies serving 
small and medium urban areas ITC technologies use is not a 
priority due to internal financial policy and monopole. For this 
type of company is more important the field network develop-
ment or breakdown limitation. Therefore, dissatisfied citizens 
are forced to keep their current provider in absence of other al-

ternatives. For companies serving large sized urban areas, 
where the citizens’ mobility is high and access to ICT technolo-
gies is growing, customer relations departments have a higher 
degree of development. From the perspective of the customer 
relations department modern technologies are used to a mini-
mum and limited to simple complaints. Prolonged or incom-
plete response time leads to loss of public confidence in the 
company. Filling out simple online forms does not automatical-
ly lead to department’s development.  
 
Visual image of the water distribution company can be 
improved by eliminating aspects that characterize them now, 
namely inefficiency and focus strictly on the financial aspect. 
Such image is not positive for customer relations and for the 
citizens generally. Timely solution implementation with lower 
costs will create a positive and a modern image to the main 
beneficiary from urban areas: the citizen. In the regionalization 
or reorganization context the water supply, company that 
worked so far only locally, must adapt to new customers 
requirements that include access to information more quickly. 
 
The company must be known to customers and to update 
relations with other urban operators. This requires public 
relations campaigns and customer information adapted to local 
aspects. A larger company leads to increased professionalism 
with better service with the risk of excessive secrecy related to 
some public information.  For a company to attract the interest 
of the main beneficiaries, in a possible involvement of data 
collection, must take place prior various information campaigns 
such as: customer letters, brochures, websites, media 
advertisements (print, audio or video), posters in public places 
(front desks or water company headquarters), promotion trough 
their personnel (own staff need to be well trained before the 
campaign), active and exposure at public events (fairs or water 
days), sponsoring local and regional events , water open days, 
etc. 
 
So that the solution can work, identity of the beneficiary must 
be unique. Errors that may occur must be avoided due to 
duplication of postal codes or the use of mistaken contract 
numbers and names. Customer identification indicates 
preferably the direct geographical location of the customer, 
prior to other types of information. Maintaining contact with the 
public and with commercial beneficiaries of the service is of 
vital importance for Water Supply Company. This means 
listening and inviting citizens to make suggestions and requests 
measured by different indicators. 
 
 

4. FUTURE DEVELOPMENT 

 
This web-GIS application will inspire the local government to 
make applications for environmental protection, urban traffic 
management and local tourism development. At the same time, 
it represents the beginning of development similar applications 
in other public utilities companies. To facilitate public 
participation in the process of collecting information is 
necessary for spatial databases managed by public 
administration, connected to other utility operators’ databases. 
 
All services provided to citizens currently require a review and 
a regroup in a single contact point, in order to request municipal 
services and report breakdowns in the provision of these 
services. As described in paper’s chapters, providing services 
to/from central dispatcher can be traditional (over the front desk 
or by phone) or electronically (via a web portal).  
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Another element that will require attention is represented by the 
fact that database and all application will be secured against 
theft of confidential information or overloading the system with 
false claims. Finally it should be noted that the research is 
interdisciplinary and complex enabling the development of 
future studies according to technological developments. 
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