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Good practice:

"Fix the city" (Tvarkau miestą) - city
problem registry platform & application
Vilnius has created a platform and mobile applications for reporting infrastructure problems thus empowering
citizens to participate in making the city better.
A few problems were addressed with this solution:
1. Lack of citizen involvement and knowledge of how the city municipality works;
2. Di culty to report a problem and to follow how it is being solved.
The municipality of the city of Vilnius has created a platform and applications for iOS and Android for reporting
infrastructure problems around the city – e.g. broken pavements, misplaced street furniture, illegally parked cars, etc.
Before “Tvarkau Vilnių” citizens got answers from municipal o cers similar to automatic reply. The initiated practice was
expected to provide shorter and less bureaucratic replies and encourage more action in problem-solving with the set
date when the problem has to be solved. All replies and solved problems appear on the website where everyone can see
and track them, and this gives transparency for all decisions made by city municipality and its employees.
A problem on the platform could be registered either from a veri ed user or anonymously, which attracts more people
to use it and get involved in the city’s life. It is quite simple and has just a few elds that have to be lled: problem
description and address (you can also select on the map), selecting the type of problem and uploading pictures (not
necessary). Di erent types of problems can be registered including cycling infrastructure, street maintenance, public
spaces (and street) lighting, and many others.

Resources needed
Human resources and funding for programming, external expertise, system maintenance, and support.

Evidence of success
More than 9000 unique users and almost 82.000 registered problems since 2012. The numbers of registered problems
grow each year which shows that the platform is becoming more popular and citizens feel more involved. The growing
numbers are challenging, but does increase the e ciency in the work process. Average problem-solving time in Vilnius
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decreased to approx 14 days.
The platform has also recently been adopted by three other cities in Lithuania

Difﬁculties encountered
The platform makes it much easier to see and act on reported problems, but some replies that look like automated
replies are still being sent. Sometimes it happens because the system is big, complicated and some problems go through
many other municipal enterprises and end up at the wrong department.

Potential for learning or transfer
The same platform was recently adopted in three other Lithuanian cities: Alytus, Panevėžys and Šiauliai.
This practice is considered good because it saves citizens and municipal o cers’ time, increases e ciency, citizen
involvement and municipal transparency. The platform helps to see the most important problems for the citizens and to
verify if the priority problems seen by the city municipalities are the same. “Tvarkau Vilnių” platform in Vilnius city
municipality was the rst step towards more optimised and e cient problem-solving, it helps to take a systemic view of
the processes and make the needed changes.
Not all reported problems are solved the same year because some of them are of larger scale, however having this
information the city can make more informed decisions, budgeting and change work priorities in the long term. This
helps to see the city and its biggest problems from the citizen’s perspective and helps to plan and budget accordingly.
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