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Abstract.It has been on the political agenda for the lo@alegnments how to
satisfy their citizens to enhance their commitmant contribution to the
communities. Especially in this ageing populatiora evith tight fiscal
conditions, it is essential for the government tmw the prioritised policy
menu in realising citizen satisfaction. This staims to explore an applicable
system based on citizen survey result. In our sttalpwing literature review,
we conducted focus group discussions to explorizedis’ willingness to
participatein local policy design, which leads wsbe convinced that some
activated citizens are supportive to the local gowental policy decision.
Based on this qualitative result, we tried to makeognitive map which
indicated which policy fields are prioritised bytizéns. Throughout this
procedure, we validate the feasible practice topstplocal governmental
decision making based on the result of citizen eyrv

Keywords: local government, citizen perception, citizen syrvext mining,
cognitive map

1 Introduction

1.1 Background

Japan has been suffering from various politicabfgms merged from depopulation,
imbalanced bipolarisation, old deterioration of iabénfrastructure, aggravation of
regional financial difficulties and other factodd.[Especially the social infrastructure
maintenance and other long-term social policy neghiuge amount of budget and its
period of gestation is longer, hence the local govents should put priorities in
policy agenda.
Ministry of Land, Infrastructure, Transport and Tiem [2] provided some

suggestions for the local governments and relegtakeholders to combine their



resources to check the policy framework so thay #ten maintain sustainability in
designing their communities, by enhancing citiz@asticipation and contribution,
responding to this, many governments have beengrg gather citizens voices via
surveys to re-design their community manageriabsws. But still they seem to have
difficulties in finding the antecedent factors iatérmining citizen satisfaction which
could lead to their participation and contributtonthe communities. This means that
the budget expended to conduct citizen survey fautitised which has been on the
policy agenda for a while [3, 4].

The discussion which policies and public activitysthe local governments are
appreciated by the citizens and leads to the aitsagisfaction is missing [4, 5, 6, 7, 8].
Indeed quite a few local councils re interestedanducting citizen survey, however
the best practice how to reflect its result intbal policy making phase are still under
experiment [4, 5, 9, 10, 11]. This is the backgtor this study. Hence, it has been
maneuvered to support governmental decision mattingugh data mining, which
indicates more effort in realising its favourabtel@ffective outcome [12, 13, 14, 15,
16, 17, 18].

1.2Aim and Objectives of this Study

The aim of this study is to find the feasible prbae for the local governmental
decision making in prioritising policy menu basedaitizen survey data. Hence, we,
in the first place, investigate the citizens’ williness to support their local
government as active participants by conductingudogroup discussion (FGD) to
depict essential views from citizen’s intentiongarticipate and contribute to their

cognitive map from the data of citizen survey tdidate potential pathway in
prioritising policy menu. A cognitive map is builising a commercial text mining
system which is affordable for the public sectahea than implementing a gigantic
data analytical software. We expect from this reabty designed two steps of data
analysis to propose a realistic action plan forltizal government to utilise the result
of citizen survey, which means that the budget thee survey itself could be
effectively valued which is another aspect for ¢fomd practice of local government
[20, 21].

Hence, our objectives are:

a) to explore the citizen’s perceptions towardal@government activities,

b) to attain a cognitive map based on commercidlrtening system,

c) to evaluate the effectiveness of the b) as @ daining to support local
governments’ decision making,

d) to present good practical implication for thedbgovernments who have been
seeking the best way in decision making of priseiti policy menu.



2Literature Review

2.10verall discussion

Crowley and Coffey [22] pointed out that BridgmardaDavis [23] have argued that
‘ideally government will have a well developed amddely distributed policy
framework, setting out economic, social and envitental objectives’, hence local
governments should aim at reconnecting with comtyypriorities and at redirecting
macro-policy setting away from a preoccupation widtonomic priorities,
respectively. Irimia [24] analyses the politicahfniework and citizens satisfaction
based on a socio-cultural perspective and foundamecome closer to the intangible
aspects and hidden antecedent factors realizirig dhgsfaction. Then next question
should be how to prioritise policy menu among vasiaimensions of those. Also
how to support the best decision making to satiffigens in maintain them loyal to
the government has been on the agenda up toda$91.2,

2.2Satisfied citizens and positive support towardshe local governments

There are also discussions about citizens’ psydfdb aspects also for the debate of
their satisfaction. Cordes et.al. [25]investigdte application of contingent valuation
in social capital, attachment value and rural dgwelent. Crawford et.al.[26]debate
the need for the value of community participatién 25, 26, 27, 28, 29, 30, 31].

Robison and Flora [33] resent a social capital gigra that includes social capital,

socio-emotional goods, attachment values, netwarissitutions and powers. Julian

and Ross [34] explore infrastructure and functidmsserve as a foundation for

collaborative community problem solving. Yoshitaked Deguchi[35]analyse a

Japanese case of the town planning in the depdépulara to indicate that the

residents’ community attachment and human encaynteutual understanding and
discreet leadership could be essential. They eimldhis aspect of citizens’

perception as a positive inclination and suppon@ss towards their own local

government [17, 36].

Regarding citizen participation and their satistactBedford et.al. [37] debate the
extent to which collaborative approaches to plagrind decision making are capable
of giving precedence to the concerns of the publiof promoting trust in local
institutions, indicating that the possibility of wmeparticipation practices associated
with the development control process to determiitizens satisfaction level.
NoworéI[38] contribute to an understanding of théluence of social capital on the
contemporary community management, also Olssondi3gliss why and how to lead
local citizens and their values into account inambmanagement and planning.
Similarly, Martin and Morehead [40] discuss the artance of civic governance and
civic infrastructure, implying that civic engagerherinclusiveness, leadership,
participation, community vision, diversity and netking as elements are
fundamentals for the civic governance in realistitigens satisfaction. Perhaps we
could name this ‘civic infrastructure’.



2.3Health and welfare policies and satisfaction ithe ageing era

Warburton et.al.[41]debate that effective policyspenses to the ageing of the
population are a priority area for government aod-government agencies, Williams
and Pocock[42] also debate how to cope with pojulgiortfolio changes which had
a major impact especially social policies such aalth and welfare matters. It is
inevitable for us to discuss health and welfaregms and citizen satisfaction in this
ageing era [43, 44, 45]. Caldwell et.al.[44]indeathe concept of the ageing
population is one that has generated much debatelignussion at global, national
and local levels. Julian and Ross [34] also deledearchers should focus on problem
solving in the health, education, and social sewiarenas. Mitchell and Shortell[46]
introduce the concept ‘community health partnershgs voluntary collaborations of
diverse community organisations in order to puraughared interest in improving
community health. Here again we can see the areehvditizens’ views should be
reflected to collaborate in choosing a good padlieynework [7, 47, 48].

2.4Social infrastructure improvement and its decigin making

Social infrastructure issues should be anotheofaofluencing citizens’ satisfactory
level. Work, Patrick and Roseland[49]analyse thepartance of developing
community in the residential areas, indicating tlsaecific physical and social
infrastructure in the residential area and the piade should be prioritised on the
political agenda. Dabinett[50]analyse urban arelsreswe should pursue a range of
regeneration policies. Marshall [51]shows how didive the UK context has become
since the 1990s, with the new legislation emerdnogn the political economy of
powerful infrastructure industries, interacting lwithe particular configuration of
interests represented by the New Labour governn&ntilarly also in Australia, as
McShane [36] debated the importance of a manageafezsdmmunity infrastructure
by local governments, coping with a shortfall toimt@in ageing physical assets.
However, the policy seems to rely on a model ofalogovernment as a service
provider only that is inattentive to new interests community building and
governance and takes limited account of the widmrias value of community
facilities [29, 36, 45, 52]. This means that thsuis how and to what extent local
governments should implement its infrastructureun@éhment is on the policy
agenda. Decision support procedure is requiredqap,

2.5Environmental beautification

The improvement of rural or city environment haweeib oriented toward raising the
level of living standard for the citizens, since70% in Japan especially in Japan for
local towns and cities after the high economic dghoyb4]. The economic growth

caused some issues such as the surplus of farmqispdhe air and water pollutions,
heavy traffics on roads, and nature destructionarial areas [54, 55]. The movement
for beautification of city environment has risencg 1980, affected by the German
movement to ‘make our village beautiful’ [54]. Thexext question should be the



factor of ‘beautification’ could enhance citizerdtachment or loyalty to their local
area or not [56, 57]. Fransico[57] proves that ingl to pay (WTP) for an
improvement in urban aesthetic values are sigmifioaven he indicates that WTP for
urban aesthetic improvements increases more thapogionally as income rises,
which implies that improving city aesthetics ardueal by citizens. This debate is
compatible with Shigeoka [54]'s argument that comityuaesthetics has developed
to bring up the love for their own homeland.

2.6City vibrancy

Age-friendly city components are presented by Kelyr{&8], whereas he emphasises
the importance of re-imagining city with aging-ifepe communities should be
vibrant enough to attract young people, while welty older people to stay in their
same community for a lifetime.Ghahramanpouri étl@htify contributing factors for
urban social sustainability, indicating that towibrancy could be the basis in the
aging era. Similarly scholars debate the impacityfbuzz and vibrancy as one of the
factors to attract people to vitlise the relevamimunities which could contribute to
the sustainability of the area [60, 61, 62].

There are several research and case studies trexattors which could enhance
the city attractiveness, some scholars depict itapoe of city vibrancy as an origin
for the sustainability with loyal citizens to theea [62, 63, 64, 65, 66, 67, 68].
Moreover social entrepreneurs formally or informalgenerate community
associations and networking that could producesueable social outcomes [69].

2.7Trust for local government

Trust can relieve the tension between manageriakibility and political
accountability in the modern administrative stat@0]] whereas there is an
accumulation of researches analysing that trugbirernment will lead to support for
central and local governmental actions, furtherizet commitment to the
governments would enhance public involvement [70, 72, 73]. Moreover quite a
few scholars have explored the impact of trust as an antecedetdr to influence
citizen satisfaction towards their governments [24,,75].

2.8Research questions

Following the literature review above, the researzhdesigned to find out how
citizens evaluate and perceive governmental patieking in their local government
and to provide explanations of why they regard ipaldr issues important in the
context of their citizenship. To answer this quastiwe explore the citizens’
willingness to participate and support their logglvernmental policy designing,
which is going to be followed by the evaluationtb& cognitive map attained from
the citizen survey result.



3  Methodology

This research is conducted based on two phasdsab®tualitative approaches; FGD
and cognitive mapping.

The academic interest in the decision-making pseEes$s concerned with human
behaviours. In this context, to understand whdtaigpening, it is important to focus
on meanings [76]. Focus groups were chosen as laingppropriate methods of
eliciting meanings [77]. The method is also effitiebeing capable of obtaining a
good set of citizens’ views in an efficient waydurctive approaches were taken so
that the views attained from FGD were those ofcitizens who are willing to present
their opinions in a supportive way, which are netedmined by the prescriptive
approaches that are conducted in positivist rebda@.

Cognitive mapping is a qualitative technique destjto identify cause and effect
as well as to explain causal links [77].It is usedtructure, analyse and make sense
of problems [77]. There are a small number of caimpprograms that can be used to
conduct this type of work. As our aim is to evatuttte applicability of supportive
decision making software, so as a material for gldinwe conduct text mining based
on a relevant commercialised software to attaingnitive map of informants.

3.1FGD and data gathering

18 citizens aged 35 and over volunteered to ppétiei in our FGDs, they were
divided into three groups and facilitated by ondhaf authors for active collaborative
discussions. [77]presents the importance that relsegs notion of what a focus
group is will influence the quality and therefoilee tutility of responses received,
categorising in three types of focus groups whidh ghenomenological interaction-
centred focus groups, clinical focus groups andaafory research. An exploratory
research being most common to examine a topic iakd at low cost before
conducting follow-up survey [77].

Participants to our FGD are diverse with regardéamographic characteristics, and
they are asked to respond to three general question

-Are you willing to contribute to and support thelipy making of your local
government?

-What do you perceive the barriers to implemergai¥e public participation?

-How can you evaluate the current citizen partitgipa in prioritising the best
portfolio of policy menu?

Followed by free conversation and discussion antbhagarticipants facilitated by
the authors with a guidance from a perspectives taosupport decision making with
active citizens’ supportive participation.

The discussions lasted for about two hours eachipgend were recorded and
transcribed. In the first stage of the analysis,caded the transcribed interviews and
discussions individually, using a qualitative forofi content analysis which was
suggested by Corbin and Strauss [78]. In the sestagk of analysis, we will put the
data into the text mining system to obtain a cagmitmapping to create visualised
categorical themes which should indicate citizepstceptions for the prioritised
policy menu.



3.2Cognitive mapping of the citizens’ perception

During the FGDs, the interviews were facilitatedd aguided by the researcher and
invited to discuss freely issues relating to thealogovernmental activities. As our
aim is to explore the possibility to support logalvernmental decision making, we
will create the map to be able to focus on the npoklritised areas to decide the
holistic policy menu which could make their citizersatisfied with their local
governments. Cognitive map has been utilised byaretiers as one of the idealistic
method to visualise the perceptions of interviewse®xplore the best option in
responding to the research questions [14, 77].

4  Analysis and findings

4.1FGDs exploring citizens’ willingness to particigte in policy designing

From three FGDs with a variety of participants,réhare quite a divers comments
were collected.

Disappointment for the lack of the opportunities toparticipate in governmental
decision making

The first category of the comments could be sunsedrithat citizens are ready to
contribute to their local governments but stillytrere not satisfied because of lacking
of the opportunities to do so.

A: ‘We would like to see more public policies aedlecting our views, however we

are not feeling that our views are used by locakgoments which is a shame’ (male,
50s).

B: ‘The local government seems to have tried adodttract citizens to have more
interest in their activities but still we are naire how to contribute to our own

government’ (male, 40s).

C: ‘It is nice for us to be contributors to the dabgovernments, but being a citizen
committee members are too difficult for our agevashave so many other thing to do
such as growing our small kids’ (female, 30s).

The utilisation of the result of citizen survey

The second category could be summarised as thi¢ oésitizen survey.

D: ‘The local government has conducted severataiitisurveys, what happened to
the result, we are not sure....” (male, 40s).

E: ‘It is common for the public sectors to condsoime kinds of surveys, but the

conduct itself is now their aim, what happenedht result of those? We seldom hear
about it. Strange!’ (male, 30s).



F’How could they make the most of the data of thevey? The bureaucratic
organisations usually fail to make the most of(itfiale, 60s).

The self-awareness as tax payers

G: 'Of course it is their duty and responsibilityrnake it accountable how and what
they decide based on our survey data, as everytsgaid by our tax’ (male, 50s).
H: ‘As a tax payer, it is our responsibility to ¢ohute in decision making of the local
government, but it is not clear by which occasiod procedure we can do so....’
(female, 30s).

The barriers preventing citizens’ support in decisbn making of local government

Final category could be summarised as ‘their paigef the barriers for the citizens
to support governmental decision.

I: ‘Silent majority. Not all of us would like to edribute to our own local government.
The majority of the citizens are just sitting theae free riders’ (male, 50s)

J: ‘The structure of the organization. It seemseodifficult for the government to

share the views and opinions from us’ (female, 60s)

K: ‘The lack of communication between us. Some I titizens are active and
willing to support the government, however, the dyqupe between us and the
government is not robust enough to encourage deraction towards the good
collaboration to realise good policy menu’ (malésy

The outcome of FGDs

As overviewed in the previous sections, citizensnsdo have a doubt that their
precious views through citizen survey is not uiisenough, although they are
sincerely willing to contribute in supporting thewggernmental decision. Moreover, the
result of the survey is not visualised clearly dedd backed to the citizens, which
might affect their motivation in being active topgurt their government.

The outcome of the FGDs indicate that it is esaéfr the local government to
feed back the result of the relevant survey toditizens and in doing so, citizens’
motivation to contribute to the local governmerdativities could be enhanced and
through this path the trust between citizens angguonents could be nurtured which
could build the good basis as a platform on whithofthe stakeholders of the
government could collaborate in designing ideaigyainenu.

4.2Building a cognitive map based on text mining

Following the FGDs, we now are going to the nezgpsetto build a cognitive map
using the result of citizen survey. To make theiltegsualised could be effective for
enhancing the understanding level of the surveyltresnong citizens, at the same
time, it could be useful to evaluate the holistiews which policy activities are



prioritised by citizens which could be a good mialefior the governmental decision
making.

Procedure

To attain a cognitive map, we implement SPSS teatydics for survey version 4.0.1.
There are several software available, but as asrarpntal basis, we decided to use
this as we usually analyse the data quantitativebed on SPSS systems.

Figure 1 shows the process of data preparationhin system. We use 1204
comments from survey participants.
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Fig.1. Text mining procedure

Setting categories

Before starting text mining, we are required to Gaegories to analyse the dataset.
Chart 2 shows the screenshot of the setting. haase, we analyse all of the ‘nouns’,
then categorise ‘good/bad’, ‘satisfied/unsatisfied ‘bad/worrying/anxiety’,
‘please/ask’, ‘proposition/warn’ and ‘trouble/immement’. SPSS text analytical
protocol is eligible for the unique Japanese listjoicharacteristics, hence we also
check our analysis will consider Japanese langoagtext as well.
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Fig. 3. Grid and categorization

4.3Grid and categorisation

Following this preparation, we attain grid layodtitioe key words and Figure 3 shows
our categorisations with red circles. Grid layoudicates which words are close and
which are frequently appeared in the comments@tthrvey participants.



Based on the information of this grid layout, wategorise five groups as the
policy menu which citizens perceive important tglement; ‘security on the street at
night’, ‘water and flooding prevention’, ‘road cdnsction’, ‘collect the rubbish’ and
‘parking lots in the station’.

5 Discussion and Conclusion

5.1Discussion

From our analyses of the first phase as FGDs afiaetl participants, there are
several key words were depicted. Among those, wedcestimate those who are
willing to contribute to the local government hawaticed some barriers in doing so
because of the bureaucraticoraganisation, and #isy perceive the lack of
instruments by which their views are reflected mligy selection by their local
government. Moreover they appreciate governmeittizides to implement citizens’
views via conducting citizen survey, however, tlesem to be frustrated with the
vague outcome what and how those views were ulilimehe governmental actions.
Hence our first phase of research can conclude ithit required for the local
government to introduce some solid procedure tdctlesssence from the survey
result and enhance communication with conductor padicipants for the citizen
survey.

Bearing this in mind, we built a cognitive magicating which categories of
policy actions are perceived by citizens as piied fields of policy menu which is
shown as the figure 3. As it shows, there are dirgas which citizens prioritised, all
of those are quite daily-life based issues, quitéergnt scenery was attained
compared to the outcome of previous literature wdision which is an interesting
finding. In our section 2, we surveyed the releviéatature review to present some
essential fields such as indicate some health amdfare policies and city
beautification, however we found out other elemenish as security on the streets at
night, improvement of roads and parking lots ofistes and prevention of flooding.
In other words, citizens seem to perceivemore itamee on the public activities in
the basic security related fields.

Indeed, social capital implication which prevailed Cabinet Office Initiatives,
Japan [79], nurturing community bonding and comreittrhas been discussing quite
a long time since then as social capital could bkpfhl for building sustainable
communities, however, perhaps this kind of ‘socegpital’ debate is applicable only
when basic infrastructure is solid to enable citizdeel secured in the community.
Moreover, even elderly people would prefer to ptiee social infrastructure
improvement rather than health and welfare poldyich could imply that we should
once again re-consider the layout of policy ageimdthe local community[25, 26,
34].To be able to present this ironical gap withdtetical discussion and reality of
citizens’ perception could be discovered by buiddicognitive map based on the
citizen survey result, which indicates its usefskeand applicability in supporting
local governmental decision making.



5.2Limitations and recommendations

The content of this study could contribute in pding the feasible supporting system
for the local governmental decision making. Esgbcieonsidering the tight budget

circumstances, it is essential for them to implemeffiective system to conduct
reasonable policy selection. However, this reseasicbuld be deepened with a
specific scope how the local governments plan amdigct effective citizen survey in

the first place. Otherwise, we can obtain the rolouigin for our cognitive mapping

to depict their perceptions useful for them to gsaland explore their real views in
the community governance context. In addition, Hovanalyse the relations among
policy menu and achievable political goals ‘how¢alise citizen satisfaction’ is still

on our research agenda.

In reality, when implementingthe policy menu, thedbet limitations and other
political issues exist always there, which shoudddiscussed at the same time.In this
study, only several policy fields are discussedhwilevant literature, however many
other issues are also interrelated with the reditypactions holistically, hence it
should be our social researchers’ responsibility stqpport local governmental
practices with provision of feasible decision suppsystems with trial and error
experiments based on the cooperation and collaboratith stakeholders which
could contribute to the local communities in thel efihrough these actions, the real
sustainable relationships among local governmedtcitivens could be achieved via
enhancing citizen satisfaction and their commitmehy finding antecedent
factorsrealisingtheir satisfaction and trust tovgatiteir local government [5, 20, 21].
The authors would like to continue the relevantgtso that we could produce more
robust proposal in supporting the governmentalsiecimaking in choosing the best
combination of prioritised policy menu.

As another limitation, in this project, we couldtmmhance our research scope to
policy makers perceptions of whose opinions anevsiare critical in integrating in
the holistic proposal of this data analysis. Wenaeidedge this limitation as essential
to be mitigated as they are responsible for pohiegking in most representative
democracies.

Moreover, the informants of this dataset are onlgra30+ years of age, which
might have caused an imbalance of the data variaHeace when we build a
proposal of this procedure to the practices inréadity, we should conduct another
data collection and test of the usefulness of flufware based on a broader and
better balanced age bands of respondents.
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