
Experiences of using digital 
technology to co-create a 
better City of Helsinki 

Marjatta Peltonen, Project Manager

Unit for Participation and Citizen Information

City Executive Office



Helsinki strives for being the most functioning city in the world. 
We need to make the best use of digitalization.
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Digital technology

for participation
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access harder-to-

reach groups

Marketing and 

communications to  
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and to manage
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understand the
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process and 
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Training staff to 

facilitate the

participatory

process
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The citizens want to have a say to the development of the 1000+ 
services of the city.
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The digital feedback 
system helps the city to 
co-create functional and 
equal services together
with the citizens.
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The citizens send 55 000 service feedbacks per year spontaneously to 

the digital feedback system. 
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Giving feedback is made as easy as possible in multiple channels.
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We meet the citizens in 
social media channels.

Twitterbot will allow sending
a tweet to the city’s feedback 
system.  

It helps communication
specialist to forward
complicated questions.
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Offline groups’ needs can be

met for example by using

cardboard boxes for 

feedback.
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The customers of home care gave 144 000 quick feedbacks in 8 
months through ready-made tools. 
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Text analytics help the city to 
make use of the citizens’ 
feedback.

Topics can be categorized
and sentiments analyzed
automatically.

This reduces administrative
burden.
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Trained staff enables succesfull dialogue on digital platforms.
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Helsinki boosts the actualization of citizens’ ideas through
participatory budgeting. 
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Feedback data is published as open data using the standardized
Open311 interface. 
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Functioning city is more of a park than a factory.

Tommi Laitio (@tommilaitio)

Helsinki City Museum
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Let’s co-create
functioning and equal
cities. 
Marjatta Peltonen

@marjattap

marjatta.peltonen (a) hel.fi

www.hel.fi/feedback


