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Abstract

Social networks were originally designed for socializing and entertainment, but nowadays they have a wider usage. Number of Facebook, Twitter, Google+ and users of other social networks increases every day. Many organizations use social networks in order to communicate with their customers, to present their products and services or to follow competition activities. Government and its entities also follow the rapid development of IT sector. In order with that, presence of government entities on social networks is not a surprise. The situation with Serbian government isn’t any different. Therefore, the focus of this paper is to further investigate the social network relations between regional government entities and citizens in the Republic of Serbia. The main goal is to determine the extent to which citizens use Serbian regional government social networks services, and how citizens experience those services. Accomplishment of this goal will create possibilities for improvement of mentioned relation. Beside theoretical basis and literature review, this paper contains statistical analysis of the results obtained through research. The research results are used to propose a model and guidelines for improving Serbian regional government entities social networks appearance. Information gathering was done implicitly, through analyzing the social network pages of regional government entities, and explicitly, through a survey on user’s activities and preferences on regional government social network pages.
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1. Introduction
Since e-government was introduced, it was only matter of time for social networks to involve into this concept. A number of agencies are using social media tools such as wiki platforms (e.g. Wikipedia), social networks (e.g. Facebook, Twitter, Flickr), microblogging (e.g. Twitter), blogs, YouTube and other applications based on Web 2.0 technologies for diverse purposes, reflecting agency mission and goals (J C Bertot, Jaeger, Munson, & Glaisyer, 2010). Situation is almost the same with Serbia and regional government entities. Some of those entities have, more or less, introduced themselves on social network sites (Hereinafter: SNS).
Reason for going online and for introducing government on SNS, lies in fact that Internet potentially allows for the replacement of what has traditionally been labelled street-level bureaucracies with system-level bureaucracies. Theoretically, with a simple personal computer and Internet connection, citizens can contact government anytime and anyplace, without going through a street-level bureaucrat (CG Reddick, 2005).

Some regard e-government as a powerful tool for improving the internal efficiency of government and the quality of service delivery as well as enhancing public participation (Parent, Vandebeek, & Gemino, 2005). Therefore, we conclude that main principles of e-government are transparency and availability of information for citizens. By appearing on SNS certain government entities, make it easier for citizens to inform themselves about certain issues and also, to have a better insight in entities business. 

According to previous, the subject of this paper is an investigation of social networks relations between regional government entities and citizens in the Republic of Serbia. Primary goal is to determine the extent to which citizens use Serbian regional government social network services, and how citizens experience those services. Secondary goal is to suggest actions that could improve G2C relations based on SNS.
2. Literature review

One of main issues for government-To-Citizens relationship is trust. For every government entity it is important to gain citizens trust through transparent and effective activities. A variety of strategies for dealing with distrust, however have been investigated. Among the most popular is that the deficit in trust can be made up by greater public participation in decisions (Welch & Hinnant, 2003). Encouraging citizens to exercise their “voice” clearly aims to reinstate confidence in the overhead democracy, to rebuild the political efficacy of citizens (Parent et al., 2005).

Three means of producing trust in government could be emphasised at this point. Firstly, characteristic based mean is produced through expectations associated with the demographic characteristics of a person. Secondly, institutions may create trust either directly through adoption of professional standards or codes of ethics, or indirectly through the observance or administration of laws and regulations. Third, process-based trust results from expectations of reciprocity in which the giver obligates the receiver to return goods or services of equivalent “intrinsic or economic value” (Thomas, 1998).

Northrup and Thorson summarize three positive claims – increased efficiency, increased transparency, and transformation – that have been used to support e-government initiatives (Northrup & Thorson, 2003). Welch and Hinnant relate transparency and interactivity to citizen trust.  However, they concluded that Internet use and familiarity with e-government is only positively related to transparency. Thus, the negative relation to interactivity is an artefact of the predominance of one-way e-government (Welch & Hinnant, 2003).
Speaking about government transparency, we have to mention Open Government Partnership. The Open Government Partnership is a global effort to make governments better. We all want more transparent, effective and accountable governments -- with institutions that empower citizens and are responsive to their aspirations. But this work is never easy ( www.opengovpartnership.org) . Speaking of Republic of Serbia, it is currently in developing commitment phase, and it is expected to fully commit at April 2013  (www.opengovpartnership.org).
Open government has been backed by several authors, who emphasize that Open government holds the promise of transparent, responsive, accessible and interactive government operations (Obama, 2008; Reddick & Ganapati, 2011).
Open government Initiative, presented by president Obama’s administration emphasises three themes, or pillars of e-government: 

· Transparency - it promotes accountability and provides information for citizens about what their Government is doing. Executive departments and agencies should harness new technologies to put information about their operations and decisions online and readily available to the public. Executive departments and agencies should also solicit public feedback to identify information of greatest use to the public;

· Participation - public engagement enhances the government's effectiveness and improves the quality of its decisions. Executive departments and agencies should offer increased opportunities to participate in policy making and to provide their government with the benefits of their collective expertise and information. Executive departments and agencies should also solicit public input on how we can increase and improve opportunities for public participation in government.
· Collaboration – Collaboration actively engages in the work of government. Executive departments and agencies should use innovative tools, methods, and systems to cooperate among themselves, across all levels of government, and with nonprofit organizations, businesses, and individuals in the private sector. Executive departments and agencies should solicit public feedback to assess and improve their level of collaboration and to identify new opportunities for cooperation (Obama, 2008).
Another group of authors emphasize following principles, to which we need to stick to in order to establish and maintain harmonization:
· Fostering an engaged and informed public;

· Participatory democracy;

· Transparency and openness (John Carlo Bertot, Jaeger, & Hansen, 2012).

Harmonization in this sense refers to solution for navigating the discrepancies between traditional information policies that govern government information flows, access, and interaction (J. C. Bertot, Jaeger, Shuler, Simmons, & Grimes, 2009; Jaeger, Bertot, & Shuler, 2010; Shuler, Jaeger, & Bertot, 2010).
At the other hand social media would seem to make government more accessible and responsive to stakeholders. Ideally, when individuals use a type of social media the assumption is that there will be some sort of dialogue between participants, and this is a key element of “public sphere” participation (Arendt, 1998; Fairclough, 1999, 2003; Habermas, 1991; Unsworth & Townes, 2012). Based on that we could say that SNS are important for supporting e-government pillars and, also, gaining citizens trust.
At this point it is, also, important to emphasis e-government development stages. Layne and Lee introduced four stage model for developing fully function e-government (Layne & Lee, 2001). Authors of this paper have identified two stages applicable to this research. The first stage is the cataloguing of information on a website and the second phase is transactions being completed online.

First stage means one – way communication between government and citizens. Like this government staffs do a simple PR by presenting themselves as government entity and its activities. Citizens in this phase deal only with information provided by authorities. At the other hand transaction phase means interaction. According to Reddick, at this stage citizens will be empowered to deal with government online anytime, saving hours of paperwork, the inconvenience of travelling to a government office, and time spent waiting in line (CG Reddick, 2005). 
Speaking about reasons for adopting e-government main one is to strengthen transparency and accountability and to change the passive role that citizens as ‘customers/clients’ had (Bonsón, Torres, Royo, & Flores, 2012).
To summarize, it is fair to say that the aim of e-government is to increase the convenience and accessibility of government services and information to citizens, businesses, and governmental units (Carter & Bélanger, 2005).
3. Research model and hypothesis

We have based our research model on following:

· Citizens are keener to use e-government services if those are easy to use. To put in another words, system acceptance will suffer if users do not perceive a system as useful and easy to use. So what is important is perceived ease of use (degree to which a person believes that using a particular system would be free of effort) (Carter & Bélanger, 2005; Davis, 1989).
· In terms on continued use it is necessary to understand link between satisfaction and intention. Qualities of information, system and service have major affect to this link. At the other hand continued use is necessary for an IS to be truly able to generate net benefits (Bhattacherjee, 2001; Teo, Srivastava, & Jiang, 2008). 

· Transparency, participation and collaboration are three pillars on which every e-government is based. (John Carlo Bertot et al., 2012; Obama, 2008; Christopher Reddick & Ganapati, 2011; Unsworth & Townes, 2012)
Hypothesis generated from model are the following:
H1: Citizen use SNS more often than official sites when contacting regional government in Serbia.
H2: Presence on SNS makes Serbian regional government activities more transparent.

H3: Presence on SNS enables Serbian citizens’ to participate into regional government activities and decision making.

H4: Presence on SNS enables collaboration between Serbian citizens and regional government.

H5: Serbian regional government SNS profiles are easy to use and navigate (Cohen, 2006).

H6: Citizens are satisfied with Serbian regional government SNS, and plan to use it again (Bhattacherjee, 2001).
4. Results and Discussion

Information gathering was done implicitly, through analyzing the social network pages of regional government entities, and explicitly, through a survey on user’s activities and preferences on regional government social network pages.
Analysis of government presence on social networks
As mentioned, at the one hand we have conducted research through analyzing SNS of Serbian regional government. Serbia is divided into 29 regional entities, and city of Belgrade as 30th (www.uzzpro.gov.rs.).

We focused our attention on following:

· Whatever regional entity has website or not;
· Whatever regional entity has profile on social networks or not (Facebook, LinkedIn, Twitter, Google +);
· Amount and type of activities on mentioned profiles (number of likes, followers, tweets, and feedback activity).

Results of this research part are presented in Table 1.

Table 1: Analysis of government presence on social networks
	Region
	Capital
	Website
	Existing profile
	Activities

	
	
	
	Facebook
	Linkedin
	Twitter
	Google +
	# likes
	#followers
	Feedback

	Belgrade
	Belgrade
	*
	*
	-
	*
	-
	4965
	9875
	none

	West Bačka
	Sombor
	*
	-
	-
	-
	-
	
	
	

	South Banat
	Pančevo
	*
	-
	-
	-
	-
	
	
	

	South Bačka
	Novi sad
	*
	-
	-
	-
	-
	
	
	

	Nišava
	Niš
	*
	-
	-
	-
	-
	
	
	

	Dunav
	Smederevo
	*
	-
	-
	-
	-
	
	
	

	Pčinj
	Vranje
	*
	-
	-
	-
	-
	
	
	

	Rasina
	Kruševac
	*
	-
	-
	-
	-
	
	
	

	Šumadija
	Kragujevac
	*
	-
	-
	-
	-
	
	
	


City of Belgrade as Serbian regional entity is the only one with profiles on social networks (Facebook and Twitter to be exact). With only 9 of 30 regional entities with websites, it is questionable how citizens can get information they need online (Table 1).

With situation like this, improvements have to be made. Firstly, government officials have to aware of need for information availability. Secondly, those information have to be easy to reach and get. By that, we mean it is not enough to put somebody behind info desk to provide information. Some citizens don’t live close to government office, or simply don’t have time to go there and get informed. Likewise, social network profiles are easy to create and manage, and on top of that they are free (in opposite of websites, which demand time, money and advanced knowledge to create and administrate). Concidering the number of Facebook users in Serbia, presence on this SNS is good for government to open to their citizens.

Experiences with using regional government social network profiles
Besides browsing SNS presentations of regional government, we decided to ask users of Serbian government SNS about their experiences with those sites. Thirty five respondents have given answers to six questions, about city of Belgrade Facebook page. Reasons for this decision were following:

· There are more than 3.5M of Facebook users in Serbia (penetration rate 48,61% of whole and 113.74% of online population), what makes Facebook most popular SNS in Serbia (www.socialbrakers.com)
;

· According to implicit research results it is only region with profile on social networks.

With huge popularity of social media and Internet within young population (18- 35 years), it is logical to assume this group has no anxiety toward computers, Internet and social media (Chappell, 2012; Pimmer, Linxen, & Gröhbiel, 2012; Vidyarthi, 2012) and that they are well suited for this research. Results are presented in Table 2.
Table 2: Experiences with using regional government social network profiles
	 
	I strongly disagree
	I slightly disagree
	Undecided
	I slightly agree
	I strongly agree

	I am using Belgrade Facebook page more than website
	11%
	31%
	31%
	17%
	9%

	I have clear insight in authorities activities based on Facebook information
	26%
	26%
	40%
	9%
	0%

	I can participate in authorities activities through Facebook page
	57%
	26%
	9%
	9%
	0%

	I can collaborate with authorities activities through Facebook page
	54%
	29%
	6%
	11%
	0%

	This Facebook page is easy to navigate
	37%
	31%
	17%
	9%
	6%

	I have intention of using this Facebook again
	51%
	20%
	26%
	0%
	3%


Results indicate that citizens aren’t used to often visit government profiles. Only 26% could agree (slightly or strongly) (Table 2) that they visit city of Belgrade Facebook page compared to website. This could mean that awareness of Facebook page itself is low, and that it is necessary to “enlighten” citizens. To conclude, H1 doesn’t stand.

Belgrade’s Facebook profile doesn’t contribute to transparency of government activities. We base this on fact that only 9% (Table 2) could agree that they have clear insight into authorities actions based on Facebook info. This means that quality of information presented is low, and that need to be improved. This could be done with keeping information more up to date, clear as possible and also accurate. Just like H1, second hypothesis doesn’t stand.

It is almost impossible to participate into government activities via Facebook page. Only 9% (Table 2) of participants responded that they actually could participate. This means that Belgrade’s Facebook profile lacks two way communications. For this kind of profiles it is important to provide feedback. As we mentioned, there is no need for highly trained and large staff. H3 doesn’t stand.

Regarding collaboration, it is even worse than participation. As 83% (Table 2) answered that then couldn’t collaborate with government by using Facebook page, we can conclude that not just that there is no two way communication, but comments received from citizen aren’t considered at all. Citizen knowledge could be very useful to authorities, and it is crucial to utilize it. Like this both, government and citizens benefit. Not just, that H4 doesn’t stand but all of three pillars of open government have crushed.

Citizens also had issues with navigating and finding information on Belgrade’s Facebook page. Only 15% (Table 2) said that mentioned page was actually easy to use. According to several research (Carter & Bélanger, 2005; Davis, 1989), one system acceptance (Facebook page in this case), depends on that whatever it or it is not easy to use. H5 doesn’t stand.

Based on all results presented, it is not surprise that only 3% (Table 2) of respondents have intention of using this Facebook profile. With low quality information, low awareness and navigating issues, it is logical that, like all other H5 doesn’t stand.
5. Conclusion
Rapid ICT and SNS popularity development reached government entities as well. In developed systems citizen is able with his or her own computer to get all info they need, to pay taxes and fines, to get birth certificate etc. In order to build and maintain trust, government officials introduced government presence on SNS. Those sites are meant to be government support tool, from one side, and citizens’ information glossary form other.

Several authors highlight, so called, pillars of e-government (John Carlo Bertot et al., 2012; Obama, 2008; Christopher Reddick & Ganapati, 2011; Unsworth & Townes, 2012). In order to truly serve own citizens, every government entity is meant to be based on transparency, participation and collaboration. At the other hand application of social networks, microblogging services, wikis, RSS, forums, video-sharing websites can encourage citizens, business subjects and government to collaborate and share ideas (Labus, Bogdanović, Despotović-Zrakić, & Vulić, 2012).
This research indicates several problems with Serbian government. Since, less than one third of regional entities have websites, there are lack of available information. 
We recommend following actions in order to improve current state:

· Go social! Government have to try and utilize social networks. With huge base of citizens present on SNS, fast, easy and free way of delivering information – through social networks has to be implemented;

· Get citizens attention, make them visit profiles;

· Be transparent! Carefully chose what kind of information should be published on those profiles. At the other hand, quality of that information is important. Irrelevant and out – of –dated info will only do harm;

· Let them participate! Providing relevant and precise info isn’t enough. Democracy and e-democracy also, rely on citizens participating into government activities, not just voting (government of the people, by the people, for the people (“Collected Works of Abraham Lincoln,” n.d.));

· Collaborate with them! Creating profile, publishing information and reading comments is just one way street. Like that you can collect useful information and hopefully improve government functionality. But it is important to have two way cooperation or collaboration with citizens. Make them know that you are listening to them and that their opinions matters;

· Make it easy! Every profile created for citizens information has to be easy to use. Relevant information such as dates, contact information, important news have to be easy to find on that profile page, and ordered in logical flow.
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